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Executive summary of research findings (1/3)

There are two key factors that should be noted in terms of how customers approached this research:

Customers approach all discussions on In qualitative discussions, enhancements are

improvements and enhancements with some degree assessed primarily in terms of the level of perceived
of scepticism. impact and ease of implementation.

This is driven by the context of the cost of living crisis Impact is discussed in terms of both personal and
which has made everyone more financially sensitive, societal impact, including the number of people who
as well as recent (negative) news stories surrounding would benefit. Ease is comprised of cost, time and

the water industry specifically. levels of disruption.



Executive summary of research findings (2/3)

Replacing lead

e I -

Replacing trunk

Improving water
treatment

Improving water
supply reliability 8%

Household

combined
customers

26%

Reducing sewage
Improving river o

Reducing carbon
emissions

Quantitative trade off exercise
Base: Household combined (n=640)

22%

Across the quantitative and qualitative data, there are differences in the
preferred enhancements. However clear themes do emerge:

For water enhancements, safety is a priority:

» Quantitatively, improving water treatment is the strongest driver for customers to
choose an enhancement package for clean water services.

« Qualitatively, replacing lead pipes is seen as key as it is felt to be a safety issue
and is particularly emotive given the reference to babies and young children.

For wastewater enhancements, sorting out the broken sewage system
is a priority:

* Quantitatively, reducing sewage flooding from heavy storms is the second
strongest driver for customers to choose an enhancement package for
wastewater services, apart from wastewater only customers for whom it is the
number one driver.

» Qualitatively, reducing sewage spills is key. This was likely driven by
media stories at the time of the qualitative workshops.

'Reducing carbon emissions’ also emerges as a top priority quantitatively
for all customer groups apart from wastewater only.

» However, qualitative discussions show that while reducing carbon emissions is
universally agreed to be important, some feel this should not be an
enhancement, but rather a core part of Thames Water’s service.



Executive summary of research findings (3/3)

Despite some differences in views on the individual enhancements, both quantitative and qualitative results are consistent in
terms of packages.

Household — Combined services

m Package A mPackage B m=Package C = Package D

For combined customers, a well-balanced package
representing all enhancements areas (Package A) is
most preferred. There is very similar support for a package with
a more water focused approach (Package B), but this
also had a polarising effect as its omission of some
wastewater enhancement areas was disliked by some
customers.

Quantitative trade off exercise: package preference when compared to each other in the simulator
Base: Household combined (n=640), Non-household combined (n=340)

Household — wastewater only

P

m Package A ®Package B m=Package C = Package D

For wastewater only customers, a package with ambitious
targets and including all enhancements (Package C) is
most preferred. However, in the qualitative discussions (where
the bill impact was also given) some customers were put
off by the higher price tag of this package in comparison
to others.



Ditferences by customer type



Qualitatively, views are relatively consistent across customer groups,
though there are some differences to note:

Household hOLlJ\ISOeT’]_O|d Lgndon— Non-London
customers ased VS. based
customers customers customers
Non-household customers generally Customers based outside of London are
place greater emphasis on enhancement less concerned about enhancement
areas with a financial (e.g. sewage areas perceived to be ‘London-centric’
flooding that would cause them to close) (l.e. replacing trunk mains and improving
or reputational (e.g. carbon emissions water treatment) with many viewing this
that tie into wider organisational aims) as unfair and asking questions about how
impacts on businesses compared to these areas might be addressed outside
household customers. of London.

Beyond this, there were no clear differences in views in terms of other key demographics e.q. ethnicity, age, gender, SEG.



Customers were shown a series of different enhancement packages

to review

In qualitative workshops, customers were
shown packages with bill impacts. For
combined customers, these were equal
and fixed, whilst for wastewater only
customers these were variable. They
were shown the enhancement areas first
and then bill impacts were revealed.

Quantitatively, customers were not
shown package costs because during
the trade-off exercise cost was omitted
as there was a risk it would dominate the
trade-off exercise and potentially lead to
flat data, meaning it would not be clear
which enhancement areas are more or
less important or preferred by customers.

Please see the Appendix for all stimulus shared.

Package A

Improving water treatment: Reduce the risk of dangerous bacteria for 1.3
million customers

Replacing lead pipes: Replace another 30,000 lead pipes —2.5% of the total

Replacing trunk mains: Protect 4,000 basement properties at high risk of
flooding

Improving water supply
interruption of 2+ days

reliability: Protect 1 million properties from an

Reducing sewage flooding from very heavy storms: Reduce the chance of
6,000 properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 50%

Improving river health: Remove 90% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions by 55%
(not Net Zero)

Package B
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Included within the
average bill

Improving water treatment: Reduce the risk of dangerous bacteria for 3.1
million customers

Replacing lead pipes: Replace another 70,000 lead pipes — 6% of the total

flooding

Replacing trunk mains: Protect 5,000 basement properties at high risk of

interruption of 2+ days

Improving water supply reliability: Protect 2.3 million properties from an

Reducing sewage flooding from very heavy storms: N/A

rivers each year by 30%

Reducing sewage spills into rivers: Reduce the duration of sewage spills into

entering rivers

Improving river health: Remove 87% of the phosphorus from treated water

Reducing carbon emissions: N/A

VV VvV vV VVYYVY ™

£1.50

£1.50

Incl

Package D

Improving water treatment: Reduce the risk of dangerous bacteria for 2 million
customers

| 2 X |

£3.50
nother 3,000 lead pipes — 0.25% of the total } v
£14.50
300 basement properties at high risk of flooding I ’ v
£19
= Protect 95,000 properties from an I ’ v
£7.50
very heavy storms: Reduce the chance of
by heavy storms g
a7 'S: Reduce the duration of sewage spills into } Vv v v
S
Improving river health: Remove 90% of the phosphorus from treated water > VAN
entering rivers
Reducina carbon emissions: Rediice nnerational carhon emissions to Net Zero » & -

P v

Replacing lead pipes: Replace another 40,000 lead pipes — 4% of the total

P vvv

Replacing trunk mains: Protect 4,500 basement properties at high risk of
flooding

P vvvv

Improving water supply reliability: Protect 1.4 million properties from an
interruption of 2+ days

|} NN

Reducing sewage flooding from very heavy storms: Reduce the chance of
9,000 properties being flooded by heavy storms

> v

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 25%

P vv

Tmproving river health: Remove 85% of the pr

entering rivers
Reducing carbon emissions: Reduce operational carbon emissions by 74% (not
Net Zero)

s from treated water

} v Vv
P vvv

Included within the
average bill

£4.5

£7.5

£18

£10

£60




Quantitatively, all customers were similarly driven by three or two enhancement
areas, as shown by the utility scores below

Household customers

Combined customers ~ Waste only customers Combined customers Waste only customers

Non-household customers

Reducing carbon Reducing carbon Reducing carbon Reducing carbon
22% emissions 32% emissions 21% emissions 39% emissions

L 20%

package (utility scores)

Customer preference for packages (when created in the simulator and compared against each other)

N2

Key drivers of choosing an enhancement

Lo

L4

m Package A m Package B m Package A m Package B m Package A m Package B m Package A m Package B
m Package C m Package D = Package C m Package D : = Package C m Package D m Package C m Package D

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340), Household waste only (n=360), Non-household waste only (n=160)
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Quantitatively, non-household customers like packages B and C, which

cover a range of enhancements at higher levels of improvement
Combined customers Waste only customers “onee
217  Reducing carbon emissions 32% Reducing carbon emissions

C
O o

o)
25
= X
DO
8(0
=
= &

e
50
= C
E ®©
=
> O
%

2o [T

Package preference (when created in the simulator and compared against each other)
g ; “Bottom line everything has to
It's concentrating efforts. If you 4 : B
: . : be approached, and individually
spread yourself too thin nothing h : this helps everyone, do

Is really going to be hit because : :
Ty everything and don't neglect
(NHH Customer, Reading)

anything.”
m Package A ®m Package B m Package A ®m Package B

m Package C = Package D i m Package C m Package D
Quantitative trade off exercise

Base: Non-household combined (n=340), Non-household waste only (n=160)

(HH Customer, Watford)
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Among household customers, the preference for each of the packages

J J ' J Household
S similar across demographic groups customers
Combined customers ; Waste only customers
[259% | - % 24% [ B I
v e oy Ethnicity

2l

.

Male Female White Other ethnicity Female White Other ethnicity

23% [ 19 pwa  Epua
20%) (1670 (187
24% 34% :
31% 33% 27% 79%]
16-24 25-34 35-44 45-54 55-64 65+ 16-24
m Package A mPackage B = Package C = Package D m Package A mPackage B m=Package C = Package D
. T R - -
Social TC7% I 07 I 150 BT N 107,
grade
RPA
A B C1 c2 D E A B C1 c2 D E
m Package A m Package B = Package C = Package D m Package A mPackage B m=Package C mPackageD

1495 | I //~—

68%

o
1%

I A

Geography -'

Quantitative trade off exercise  Urban Suburban Rural - Urban Suburban Rural
Base: Household combined (n=640), Household waste only (n=360)

— A
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Non-household customers in accommodation and food services have a
greater preference for package A and larger companies prefer package B

Package preference (when compared against each other)

Combined customers

S
g0 40%
Location 36%
30%
London Not London but Outside M25
inside M25

m Package A m Package B = Package C = Package D

Industry 23%
type 31% : T6% ]
(o)
33%
Construction, ~ Wholesale, retail, Accommodation, Services Public Other services .
manufacturing, transportation food services organisations
agriculture

m Package A mPackage B mPackage C mPackageD
20% 23%
2 24%

Company

size

30% 24%
26% 29%

Quantitative trade off exercise 0-9 10-249 250+

Base: Non-household combined (n=340), Non-household waste only (n=160)

Non-household

Waste only customers customers
[ 15% | [ 105% |

London Not London but Outside M25
inside M25

m Package A m Package B = Package C = Package D
107 | 16% | 10, |

Construction,  Wholesale, retail, Accommodation, Services Public Other services
manufacturing, transportation food services organisations
agriculture

m Package A mPackage B ®=Package C = Package D

0% | 4%

63% e

20%
Al
0-9 10-249 250+

St — 0% |
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Background & objectives

Background

» As per Ofwat guidance, water
companies need a long-term Objectives
strategy to meet the need for water
supplies and wastewater services in » Explore and understand customers current priorities for
the future, whilst maintaining value to service enhancement, and how these do or don't align with
customers, the environment and Thames Water’s plans for the future.

wider society. « Understand how customers feel about specific enhancement

This strategy must be informed by propositions within each service area.
robust customer engagement and
should represent a shared
understanding of priorities and
ambition.

» Explore and understand how customers weigh up ‘packages’
of enhancement propositions brought together from different
service areas.

Research was therefore required to
understand customer views.




Research methodology

Qualitative deep dives

*5 in person workshops with a mix of
household (HH) and non-household (NHH)
customers:

» 3 X combined services workshops

1 x wastewater only workshop

2 X customer panel workshops

*2 x NHH combined paired depths* (1
x online, 1x in person)*

* All audiences completed an online pre-
read pre-task prior to fieldwork.

« Fieldwork took place between 10t - 23rd
August 2022.

* Recruitment of customers was ‘free find’
using our recruitment partner Central
Fieldwork and their network of local
recruiters.

*Rescheduled fieldwork due to sickness

Quantitative testing

A large sample of household (1,000) and
non-household (500) customers
surveyed quantitatively to gather
representative and robust customer data
on preferences for service
enhancements and the extent to which
an enhancement can be made.
Fieldwork took place from 26" August to
oth September 2022.

Conducted by our survey partner Rigour
Research using their online research
panels.
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Qualitative method and sample

Cambridge

Severn
Water

Trent Water

Anglian Water Anglian Water

One in-person workshop in
Watford with 24 waste only
customers (20X HH, 4 x ==
NHH)

Essex & Suffolk
Water

Bristol
Water

) Sevenoaks

Wessex Water

Sutton & East
Surrey Water

() Basingstoke
Goldaming

»

Southern

Water South East Water

One in person workshop in

Reading with 21 combined B Vater only

B Water and Wastewater Southern Wat
customers (16 x HH, 5 x e
NHH Wastewater only
) Water company boundaries

*Rescheduled fieldwork due to sickness

Five workshops in London
with:

1 x combined customer
workshop (18 x HH)

* 2 Xxcustomer panel
workshops (8 x HH; 4 x
NHH)

2 x NHH customer paired
depths® (1 x online, 1 xin
person)

17



Qualitative sample in detall

54 Household (HH) customers,13 Non-Household (NHH) customers and 12 Customer panel participants.
Age Gender Household Rural / urban Ethnicity Living situation (HH | Water meter Vulnerabilities* &
SEG only) PSR
3x16-18 40 x Male 34 x AB 47 x Urban 52 x White 30 x Homeowner 38 x Unmetered 24 x with a
vulnerability
6 x 19-24 39 x Female 25x C1 29 x Semi- 4 x Mixed 13 x Private renter 41 x Metered
urban/Semi-rural 4 x on the PSR
14 x 25-34 12xC2 13 x Asian 8 x Housing
3 x Rural association
14 x 35-44 8 x DE 10 x Black
11 x Local
22 x 45-54 authority
9x 55-64
11 x 65+

Changes to the initial sample were made based on feedback from the CCG, including increasing the number of ethnic minority participants in London. Note urban representation is high due
to the workshops being in person, which meant central urban locations were selected.

*Vulnerabilities included: Claim a private pension, claim a state pension, claim benefits, have a disability, health condition or serious illness, have a medical condition that requires consistent
supply of water, have a child living in your home ages 0-3 years old, need extra support due to life-changing events.

18



Quantitative sample in detall
We applied and achieved quotas to make the sample representative of the Thames Water population'

195

16— 24 15% 150 150 Location London 39%
2534 21% 210 210 NOTdLO&Z(;” but 27% 135 135
35-44 19% 190 190 nside
Outside M25 33% 165 165
45-54 17% 170 170 _
Industry type Construction,
5564 12% 120 120 manufacturing, 16% 80 80
65+ 16% 160 160 agriculture
Gender* Male 49% 490 483 Wholesale,lretail, 14% 70 20
transportation
Female 51% 510 510 ,
Accommodation, o 35
SEG ABC1 62% 620 620 fo0d Services 7% 35
C2DE 38% 380 380 Services 48% 240 240
Ethnici ;
thnicity White 74% 740 (A0 Public organisations 9% 45 45
Other ethnicity 26% 260 260 .
Disability** 140 Other services 7% 35 39
Yes 14% 140 .
° Company size 0-9 employees 90% 450 450
No 86% 860 852
Service provided Combined 64% 640 640 10-249 employees 9% 45 45
Wastewater only 36% 360 360 250+ employees 1% 5 5
Total 1,000 1,000 Total 500 500

* 4 described themselves as other, 3 selected prefer not to say
** 8 selected prefer not to say



Quantitative approach in detail

1,000 household and 500 non-household customers undertook a 15-minute online survey, which consisted of

the following:
Survey section

Profiling

Customer experiences
of Thames Water

Appeal of packages
and service attributes

Aim of survey section

To ensure we are capturing a robust and representative sample of Thames Water customers, so that
the survey results can be relied upon.

To obtain a read on customer satisfaction, awareness of Thames Water and the services they provide,
and level of engagement with Thames Water in the past 12 months. Having this data provides more
detailed insight that can be overlayed to customer preferences for enhancement packages.

To provide context and information to prepare customers to conduct a trade-off exercise, and then to

conduct the trade-off exercise.

Customers were shown (slides taken from the qualitative research stimulus):

« 2 PowerPoint slides on screen with information on what Thames Water does and some of the
challenges it faces.

« 2 PowerPoint slides on screen showing the targets Thames Water has set itself to make sure it
improves the service it provides and addresses future challenges

« 2 PowerPoint slides on screen showing and explaining how bills are split between core service
and ‘raising the bar’ improvements.

» 2 PowerPoint slides on screen showing ideas Thames Water has for ‘raising the bar’
improvements.

* A max of 8 PowerPoint slides on screen showing in more detail each of the service areas where
‘raising the bar’ improvements could be made.

Customers then undertook the trade-off exercise as detailed on the following two slides.

20



Why customers undertook a trade-off exercise within the online survey

* |t was important to include a trade-off exercise within the online survey because it gave us an accurate
estimate of customer preference for packages and the enhancement areas and levels that make up those
packages, because it was based on a large representative sample of Thames Water customers.

» Also, the trade-off exercise was important to include because the response data it generated enabled us to
identify what patterns there were in the choices customers made, and use those patterns to identify which
enhancement areas and their levels are most likely to drive customers to choose packages.

» The trade-off exercise was also important to include because it enabled us to create a simulator output with
the data it generated, which enables Thames Water to simulate different combinations of packages and see
what the % customer preference would be (based on the participants that completed the online survey).

21



How customers undertook the trade-off exercise within the online survey

« Just before customers undertook the
trade-off exercise, over two screens
they were reminded of the
enhancement areas that they had
already seen information on, but this
time in relation to what they would see
and need to do in the trade-off
exercise .

« Customers were then shown 4 different
packages of enhancements on a
screen and asked to choose which
they think Thames Water should invest
in (price was not included as explained
on page 86).

» This was repeated across multiple
screens with different combinations of
packages each time, to gain a robust
understanding of which levels of each
enhancement are most preferred by
customers.

We're now going to show you different packages of investments. Each package is comprised of the following areas. 3

Improving water tremtmant | Covarcs up pars of wge

Longon waser raasmant works 1o reduce the risk of dangerous bacterla for water cusiomers.

o pipee

Reducing sewage pils into
oaucing a rumo oot misconectons o sower water from roafs. Increasing
rivers
morcng the trom
Reducing carbon emissians
‘emissians. Using a 100% electric vehicle fleet oy 2030 foraf vars and frucks.

On each screen we'll show you 4 options.

Select the option which you would like Thames Water to choose.

T

Out of these four, which do you think Thames Water should invest in?

Replacing lead pipes

Improving water supply
reliability

Reducing sewer
flooding from very
heavy storms

Improving river health

Replace another 30,000
lead pipes
2.5% of the total

Protect 2.3 million
properties
from an interruption of 2+
days

Reduce the chance of
9,000 properties
being flooded by heavy
storms

Remove 90%of the
phosphorus
from treated water entering
rivers

Invest

Replace another 70,000
lead pipes
6% of the total

Protect 1.4 million
properties
from an interruption of 2+
days

Reduce the chance of
6,000 properties
being flooded by heavy
storms

Remove 85% of the
phosphorus
from treated water entering
rivers

Replace another 3,000 lead
pipes
0.25% of the total

Protect 2.3 million
properties
from an interruption of 2+
days

Reduce the chance of
18,000 properties
being flooded by heavy
storms

Remove 87%of the
phosphorus
from treated water entering
rivers

Replace another 30,000
lead pipes
2.5% of the total

Protect 95,000 properties
from an interruption of 2+
days

Reduce the chance of
18,000 properties
being flooded by heavy
storms

Remove 90%of the
phosphorus
from treated water entering
rivers

Invest

22



How we make sense of the online survey's trade-off exercise data

* We created a simulator within an Excel

document.
 This simulator allows us to recreate (%) Britainthinks

o —

and ‘simulate’ enhancement packages
based on those shown to participants
during the online survey. Using the

Improving waotar traatment [ [{ [ For 1.3 millicn customers

response data gathered from the R

trade-off exercise, we can understand —

what the % customer preference for S
. [ smpe |

any given package would be. [Clean & Wast | o

[Households x|

Inproving river haalth

* The simulator allows us to understand
the extent to which changing the level
of improvement for an enhancement s rome st — e —
area can impact customer preference. tang o Crtdrce

Reducing corbon emissions

« We have used this simulator to
generate the trade-off exercise data
that is shown in this report.
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To test the appeal of improvement levels within enhancement areas we have

used a simulator with a base case package Base case package

. . meme)  Britainthinks
* A base case package is a hypothetical (:-v) — sy ——

enhancement package used to test i o
against different enhancement —
packages for customer preference. g

* \We have defined this base case S —
package as containing the lowest level —
of enhancement for each enhancement [Households =]

Improving river health

area (shown here in green — ‘Plan 1).

Reducing carbon emissions

« This allows us to fully test the extent to P—
which changing an improvement level
within a different enhancement package

(‘Plan 2') can affect customer Reducing sewage flooding from very

Improving water treatment: No reduction

preference, as nothing else has heavy storms: No reduction
Changed. _Replacing lead pipes: Replace another 3,000 Reducing sewage spills into rivers:

. pipes — 0.25% of the total Reduce the duration of sewage spills

’ ,We ha've used this base case package Replacing trunk mains: Protect 300 basement | Linto rivers each year by 25%

in the 'Water enhancements’ and properties at high risk of flooding Improving river health: Remove 85%
'Wastewater enhancements' sections of of the phosphorus from treated
this report to move levels up and down Improving water supply reliability: Protect water entering rivers
in ‘Plan 2’ to see what this does to 95,000 properties from an interruption of 2+ Reducing carbon smissions: No
customer preference scores. days reduction
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The media, the economic context and personal experience influence how
customers approach the research

« Stories around utility company Senior Executive and CEO
salaries provoke scepticism and for some, anger that
customers are ‘footing the bill’.

Coverage of sewage being dumped into rivers on television,
as well as local flooding events (e.g. in Islington) elevate
their importance in customer minds.

The media

* The cost of living crisis (ColL) dominates the public mood
Wider and is the lens through which customers approach all
organisations, including water companies and Thames
Water specifically.

context |8 Customers fall back on the rising energy prices as a
comparator when assessing how ‘fair’ their water bill feels.

economic

» Recent high temperatures across the UK bring climate
change concerns to the fore for many customers.

» Where customers have withessed sewage floods (e.g. into
their neighbour’s basements or local rivers), water leaks or
burst pipes (e.g. in their street), these feel more pressing.

Personal

experience

26



Customers that took part in the qualitative workshops were first given a pre-
task with key information about Thames Water and its future challenges

Introduction to Thames Water

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

Challenges for Thames Water

Thames Water are facing several challenges that must be tackled now, and in the future

. « In the future, demand for water will increase as there are more people, more homes and
« Population growth )
more businesses to supply

« Climate change

« The effects of climate change mean that there will be less water available to meet the
' increasing demand from customers (e.g. hotter and drier summers could mean more water

Backg round to water ind shortages and risk of drought)

There are a number of different companies ir
water is safe, reliable and environmentally frie

Thames Water supplies an average of 2.7 billion litres of drinking wate
homes and businesses and it treats almost 5 billion litres of sewage a

» Widespread pollution (e.g. sewage, plastics, chemicals) is threatening freshwater habitats
and biodiversity in the UK (currently no UK rivers are officially safe to swim in)

« To reduce negative impacts on fish, wildlife, plants and recreation, water companies will be
allowed to take less water from sensitive water sources

« Declining river quality &
and biodiversity

England and Wales are served by
7 di t water companies: . ) -
s;ned meﬁ;;gnkmg w:fe,' * Old pipe networks and treatment works mean higher maintenance needs and costs
others take away sewage as well. « Ageing infrastructure F « The effectiveness of the infrastructure may also decline with age and may become potential
Companies in the same area work

safety hazards
together to plan for the future in
their region, and work with the
other regional groups across
England to make sure there is
enough water for everyone.

Planning ahead in a meaningful way can help Thames Water to solve some of these challenges and consider how their future
plans might impact some of these issues (e.g. reducing leakage can help increase water supply)

Please see the Appendix for all stimulus shared.

57
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Customers recognise the challenges being faced, but are mixed in their
views of Thames Water in light of them

“The pipes are so old. If they turned them into brand new
« Customers recognise the challenges Thames Water faces as pipes that would help with everything.”
relevant, significant and necessary to overcome. In particular
climate change (particularly as many witnessed high
temperatures over summer) and ageing infrastructure

(HH Customer, London)

“Iwo days ago we had a burst water main in North London

(particularly where customers have Qither witnessed leaks or because of weak, ageing infrastructure. ..the consensus
pipe bursts themselves or seen stories on the news). was that Thames are not putting enough money into

« However, there is a divide among customers as to how they refurbing those sensitive areas under London's streets. It's
feel about Thames Water taking on these challenges: the third one in three years, and it has an enormous

impact. It shocks businesses - it's devastating.”

(NHH Customer, Watford)

“What are you going to do about climate change? Didn't
France run out of water last week? This is going to face
everyone on the planet in the next few years. It feels
worrying... like we've seen this summer with climate

change. | remember in the 1976 heatwave having to all
share the water for a bath and then use the bathwater to
water the garden with and flush the toilet .”

(HH Customer, Reading)




Customers were then
improvement plans

Improving water service

Thames Water has set itself ambitious targets to make sure it improves the service it provides to customers.

What do Thames Water do?

shown information™ on Thames Water's current

Household only - . . . .
— Guarantee high quality drinking water H g‘;::’w:;z%"a"::g:::t;:g ::;Ie'{ywhen LI 26 | 1.5 | | 1.0
fom versand  Cloan vater so endbllets  Meersto ———
3 . of properties each year affect y an
aquifers it is safe to use S —— aogzor:;]ecgms Provide a more reliable supply of water (| O elanned Wtarroiption for inose than 3 hours > | 6% 4% 2% 1%
Reduce leakage to below 10% H Z‘i’p‘:swa‘e' putinto supply lost through leaking }l 23% | | 19% | | 18% | | 16% |
- Make it easy for Deal with
Deliver water to
household and Fix leaks on customers to requeSts' Help customers to use much less water Average litres of water used, per person, per 145 137 131 128
Pisinees pipes contact Thames queries and at home day
B2 Water complaints
Provide | : t t & : :
Help customers Make sure BIOTaN Wil Support mproving wastewater & rivers service
to use less there is enough helpful customers that T Water h itself - ak _— h p— id
water water in future o ation need extra help ames Water has set itself ambitious targets to make sure it improves the service it provides to customers.

\ ] \ J
| |

J B

60
Stop all sewage flooding into homes,

Number of properties flooded by sewage

== Pllll

gardens and businesses F each year 1,100 800 700

e Number of pollution incidents each year as
Reduce pollution in rivers F classified by the Environment Agency* 245 150 110 80
Lead the improvement of rivers in the Percentage of sewage treatment works
region so they become among the meeting standards set by the Environment 98.9 100 100 100
healthiest in the UK Agency

*In qualitative workshops. Please see the Appendix for all stimulus shared.

*The Environment Agency is a government department in charge of protecting and enhancing the environment in England.
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Thames Water's broad improvement plans are met with some scepticism and
a desire to see them go further

* On the whole, customers appreciate Thames Water’s areas of focus for fresh water and wastewater and
rivers. However, there are some concerns around:

A lack of contextual information making
it difficult for customers to come to an
informed view, and a substantial minority
(those more engaged) feeling scepticism
that Thames Water is withholding
information to make the enhancements
sound more appealing.

“They're throwing numbers at us, but not
telling us where these numbers are coming
from. It seems like they're pulling wool over

our eyes.”

(HH Customer panel, London)

The targets feeling unambitious, with
2050 feeling far away for addressing
areas perceived as an imminent and
urgent area to address (e.g. leakage).
This is exacerbated by personal
experience and media stories on these
topics.

“We heard earlier about their hundred year
plan, but none of us will be here. These
figures are a bit banal, I'd have thought they
could be a bit more impressive.”

(HH Customer panel, London)

A perception that Thames Water is
being reactive rather than proactive
which leaves some feeling less assured
of Thames Water achieving its goals.

“I don't understand why this is being dealt
with now. I'm happy they're looking at this
stuff and improving it, but I'm baffled as to
why nothing has been done about this
before.”

(HH Customer, Reading)
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While admirable, Thames Water's core service improvements for water feel
unambitious, and for some add concerns

Higher
priority

Lower
priority

Reduce leakage
to below 10%

Guarantee high
quality drinking
water

Provide a more
reliable supply of
water

Help customers
to use much
less water at

home

There is widespread shock about the volume of water lost through leakage with many seeing this as
wasteful — for some, asking customers to cut back their own usage in this context is seen as unfair.
There is a sense that resolving leakage issues is important (particularly where customers perceive
burst pipes or leaks go unaddressed) and could have a positive knock-on effect on other areas (e.qg.
reliability of supply and less of a need for customers to cut down).

Providing high quality drinking water feels like the minimum requirement for a water company so
some question why this is not the case already, and why improvements are required.
Others who feel there are no issues with UK water quality question why this is being prioritised.

While important on the surface, where customers have not experienced an unplanned interruption
themselves, this felt like less of a priority (particularly given the perceived low starting percentage).
However, for a few (e.g. those with specific health conditions) this should be achieved as quickly as
possible as interruptions to supply have more serious consequences.

This area provokes mixed reactions — some welcome the aim and want to hear more from Thames
Water about how customers can do this. Others feel like they have been hearing this “for years’ and
that it would be difficult to implement or track. A few also feel they already ‘do their bit’ and there is
some resentment at being asked to make changes given leakage levels and media stories around
the salaries and profit margins in utility companies.
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Overall, Thames Water's wastewater improvements are less divisive aside from
sewage flooding

Higher

priority Stop all sewage

flooding into homes,
A gardens and
businesses

Reduce pollution in
rivers

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

Help tackle climate
change by becoming
 / 'net negative’™

Lower
priority

*Climate change targets were only tested with the waste only customers in Watford and London customers. The ‘reducing carbon emissions’ enhancement targets appeared
to be lower than those shown in the improvements delivered as part of the core service delivery. Climate change targets were therefore removed as a core service
improvement in materials for later workshops.



Finally, customers were shown information® about ‘raising the bar’ and bill
implications

What this means for household customers' bills moving

forward
Today By 2030 By 2035 By 2040
Water
Household customer bills -
Your bill
- The money you pay to Thames Water (I‘:]Vc"fj;ﬁ“’;’?f;rf\‘,g:ﬂ:) 86% | P | g£327 £360 £387 £413
each year goes toward a mixture of
» Core service delivery and )
improvements (86%) as Thames (Ingﬂjf:Tr:r r%s;:gsts)
Water works toward long-term il
targets, as well as : """""""""" — T T T 'i
« ‘Raising the bar’ improvements (14%) i| Raising the bar — doing more to || , ;o p| e £60 £63 £67 |1
where Thames Water can ‘do more to i improve even furiher :
go further’ to help achieve some e e B .
long-term targets more quickly. .
° ° ey Average annual bill P | e300 £420 £450 £480

= Core serivce = Raising the bar

63

*In qualitative workshops. Please see the Appendix for all stimulus shared. Stimulus varied between HH and NHH customers.
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On the surface, customers are positive about the bill breakdown and
increase. ..

* On an initial look, customers are broadly indifferent to (and even onboard with) the bill breakdown and
increase, in particular:

v' Many are reassured that improvements v The bill increases feel relatively
will be made as part of the core modest, particularly in the context of
service without the need for funding other utility bills and recent increases
through ‘raising the bar’. to the energy price cap.

“I think they're doing quite a complicated job, it's “It's not that much money...In comparison to gas
not easy....what | appreciate is the fact that and electric, which is pretty much your whole wages
Thames Water is aware that there are issues.” each month.”

(HH Customer panel, London) (HH Customer, Reading)

It should be noted that there is some sensitivity around discussing bill increases given the cost of living and energy
crises, and as a result, some doubt around how realistic Thames Water’s projections are.
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...but on closer interrogation the majority of customers become increasingly

sceptical about the detall

» When considering the bill breakdown and proposed increases further, customers raise questions

around:

How the bill breaks down
further (i.e. how much goes
into profit, overheads etc.),

generating scepticism around
the transparency of Thames
Water overall.

“Their accounting is rather opaque.
There is no mention of how much money
is profit to the owners.”

(HH Customer, London)

The origin of the 14% (i.e. how
did Thames Water land on this
bill split? Why can’t more go
toward raising the bar? Or why
can't Thames Water not ‘raise
the bar’ and bring customers
bills down?)

“Could that 14% not be spent on people
improving their own water systems? |
don't think people are going to

appreciate their bills going up.”

(NHH Customer, Reading)

What underpins the ‘raising the

bar’ proposition (i.e. what has
Thames Water done so far?

What has been the focus of

‘raising the bar’ in the past?)

“Surely they should be saying we've got to
do these things so this is how much we
need, rather than this is what we want to
get away with charging and then we'll do

this to justify what we've got coming in?”

(HH Customer panel, London)

As a result, customers then review the enhancements themselves with some scepticism, often questioning the branding of an

activity as 'raising the bar' and whether they are seeking praise for work that should be considered standard.
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Combined customers in both the qualitative workshops and quantitative
survey were shown four enhancements relating to water

Improving water treatment: Covering
parts of water treatment works in
London to reduce the chance of

dangerous bacteria entering the water
supply and making customers unwell.

Replacing lead pipes: Replacing lead
water pipes within Thames Water’s pipe
network, in homes and in schools, to
stop lead entering the water supply.

Improving water supply reliability:

Replacing trunk mains: Replacing very Improving the water network to protect

large water pipes to reduce the risk of customers from unacceptable

basements being flooded when these interruption to their water supply of
pipes burst. longer than 2 days once in a lifetime.

Please see the Appendix for all stimulus shared.
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Followed by four enhancements relating to wastewater and rivers. Wastewater
only customers only saw these enhancements

Reducing sewage flooding from very
heavy storms: Improving the sewer
network to reduce the chance of
customers’ properties being flooded by
heavy storms that on average happen
once in 50 years.

Improving river health*: Improve the
sewage treatment process to reduce the
amount of extra nutrients, such as
phosphorus, entering rivers and causing
problems for plant life and wildlife.

Please see the Appendix for all stimulus shared.

Reducing sewage spills into rivers™:
Improving the sewer network to reduce
the number of sewage spills into rivers
each year and the harm to wildlife and

river users it causes.

Reducing carbon emissions: Reducing
the amount of carbon emissions
produced by Thames Water so that it is
no more than the amount of carbon it
removes from the atmosphere (Net
Zero).

*Information was caveated with detail that the Government has set legal requirements for these areas with long-term targets and minimum short-term targets.
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Qualitative workshops show customers engage with the raising the bar
enhancements, but lack in-depth understanding

Overall, customers are able to engage with the raising the bar enhancements, understanding broadly what they mean and what
they would include. However, there are some limitations in this understanding:

A
{ \

herefore customers donot necessarly  technical expertse o commenton the A 350 struggle more brozdy o uly
h re-existing understandin fky enhancemeﬁts (i.e. how easy is this to UREEEIENT SO EIEEIED lotuEa 2
ave a pre-existing understancing of Xy " y improvements included within the core
aspects e.g. what phosphorus is. This do? Could two enhancements be done at : o :
. o . . service and the ‘raising the bar
means that their understanding is often the same time, to reduce time and cost?) . :
L - enhancements, which would be delivered
quite high-level and limited to what and therefore feel confused as to why : i .
. - . . in addition to, not instead of, the core
content was provided within the Thames Water is seeking customer T .
. service improvements®.
research. feedback rather than consulting experts.

*To counter this, moderators continually addressed and re-explained this as required to customers. In later workshops, the core service improvements were left
out on the tables for customers as a reminder. However, it meant that many customers questioned the branding of 'raising the bar' and whether activities should
be considered as enhancement or standard operations.



As with the general improvements, there is widespread concern from
customers throughout workshops about the enhancements as a whole

Comparable concerns to general improvements Enhancement specific concern

\ \
! \ { \

A lack of contextual

information* on what each The targets feeling A perception that Thames A misalignment between
enhancement activity will unambitious, which is Water is being reactive the challenges Thames
look like and really mean viewed even more rather than proactive. In Water faces and
for them (i.e. what are the negatively than general assessing the enhancement activities (i.e.
targets benchmarked improvements given the enhancements, customers a lack or emphasis on
against? Why has Thames language of ‘raising the feel they are forced to preparing for population
Water chosen these bar’, which raises prioritise more urgent growth and climate
specific activities? Are they expectations of what issues rather than change). This came out
the most efficient way to Thames Water will deliver in considering long term particularly strongly in the
achieve the overarching each of these areas. needs. customer panel.
goal?)

*Further information was not provided as doing so would have likely been too much information for customers. Where possible, Thames Water representatives

answered key questions, however for some this further drove feelings of scepticism in the information and/or uncertainity about how they could best make a judgement.
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In assessing enhancements, customers in qualitative workshops consider both
impact and how easy the process would be

« Customers balance the impact on the individual (and relevance to them personally) as well as
The impact of the the broader impact on society.

enhancement « Some also consider which area will have the biggest impact on the most amount of people
with those seen as having a narrower focus, deemed less of a priority.

The perceived « Customers also consider how straight forward they think the enhancement would be to
ease of enact, including cost, time and the associated level of disturbance.
(ol =ippieniine e+ Customers also make note of which enhancements are inter-linked and could therefore be
enhancement tackled in combination with one another to reduce costs and time.




Water enhancements
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'Improving water treatment' enhancements are most likely to drive household
gkl ond non- household customers to select a package

Replacing lead 0
Replacing trunk

Improving water
supply reliability 4%

customers

Replacing lead

, B These are utility scores. They
pIpes are not % of customers who

_ would choose each area
. 4% (that is shown in the slides that
JEUE follow that compare packages

using the simulator).
| e - |

They show how important each

enhancement area was in
8% driving a customer to choose a

Improving water
supply reliability

package in the online survey

trade-off exercise.
Reducing sewage .
o : 8Y% Reducing sewage
spills into rivers - o spills into rivers - 8%

Improving river
B
Reducing carbon

emissions 22% Reducing carbon

e o
Quantitative trade off exercise €missions 21%
Base: Household combined (n=640); Non-household combined (n=340)

Improving river
health . 4%
package

. than if you change the level of
_ 20% enhancement for ‘Replacing

trunk mains’.
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Customer preference for a package increases by over 25% when enhancements
are made to 'Improving water treatment’

Incremental gain in customer preference (%) when changing the improvement level of ‘Improving water treatment’
enhancement in a package where nothing else changes, and against the base case package.

29.8
27 6 281 28.4
26.4 25 6
B Household
m Non-household
This level is the same as
the base case package so
there is no increase or
decrease in customer
preference

No reduction Reduce the risk of dangerous Reduce the risk of dangerous Reduce the risk of dangerous
bacteria for 1.3 million customers bacteria for 2 million customers bacteria for 3.1 million customers

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340)
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Improving water treatment’ emerges as less of a priority qualitatively, however it
'S seen to be a ‘quick win’ for Thames Water

Hearing that there is a risk of water
becoming contaminated by harmful
bacteria is alarming to many customers
and members of the customer panel. The
solution is also seen as relatively straight
forward.

As such, customers feel this could be a
‘quick win’ for Thames as it is perceived to
be a simple solution to a safety issue.
However, in qualitative discussions some
customers then more strongly recognise
that the ‘quality of drinking water remains
high” as being key, which can lead them to
deprioritising the enhancement.

Beyond this, some customers also note
feeling the focus on London water
treatment is unfair, lacks explanation and
raises concerns around the quality of water
elsewhere.

There are questions around how much of a
‘risk’ the bacteria poses to one’s health —
without knowing this (as well as how far
this risk would be mitigated if treatment
plants were covered) some argue that it
feels difficult to know whether it should be
a priority.

A lack of knowledge about what the
process of ‘covering up water treatment
works’ looks like prompts assumptions that
this is a simple task and therefore raises
questions around why this is not already
done.

“This seems like a fair and easy thing to do,
you wonder why they've taken until 2030 to
put a roof on something. Why hasn't it been

done already?”

(HH Customer, Reading)

“If you see the public records, you don't see

many problems related to water. It's quite
common in countries where water is

contaminated, you have people going to the
hospitals with E.coli, it's not something that

happens here.”
(HH Customer panel, London)
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Enhancements to ‘Replacing lead pipes’ increase package preference to
a greater degree among non-household, by up to 20%

Incremental gain in customer preference (%) when changing the improvement level of ‘Replacing lead pipes’ enhancement
in a package where nothing else changes, and against the base case package.

20.8
16.3 17.1
13.4 14
This level is the same as 8.5
the base case package so
there is no increase or
decrease in customer
preference

Replace another 3,000 lead pipes — Replace another 30,000 lead pipes Replace another 40,000 lead pipes Replace another 70,000 lead pipes
0.25% of the total — 2.5% of the total — 4% of the total — 6% of the total

B Household

m Non-household

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340)
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This aligns with qualitative findings on ‘Replacing lead pipes’, with customers
viewing this enhancement as a key priority. However, disruption is a concern

Customers start from a point of low-
knowledge on lead pipes and are shocked
to learn of the potential health risks of lead,
particularly to young/unborn children. This
leads to many naming it a top priority in
qualitative discussions.

There is a sense that raising the bar in this
area could be a ‘win-win’ on an individual
and societal level — protecting customer
health and replacing the ageing
infrastructure (which could reduce
leakage).

In qualitative workshops, some note
wanting to see a more ambitious target
(e.g. reaching the 2050 goal in 10 years)
and targeting of vulnerable groups. For
NHH customers in particular, this feels
even more important given they have an
added responsibility to keep their
employees safe.

There are concerns around the potential
for disruption when replacing the pipes,
particularly for some NHH customers.
Many question what ‘helping’ schools
would entail, with concerns that Thames
would be placing the burden (financially
and practically) on the schools.

Some feel they need more information on
the level of risk associated with lead, and
are wary that it might have been ‘blown out
of proportion’.

The customer panel in particular question
what is replacing the lead, with concerns
that if it is plastic this could cause health
Issues relating to microplastics.

“In 8 years time, with 6% transformation
taking place, we won't even have half the
pipes done by then.”

(HH Customer panel, London)

“There is that health risk with lead, and we
do have better materials now, so it needs to
happen. And the faster, the better.
Particularly around schools.”

(NHH Customer, Reading)
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Enhancing ‘Replacing trunk mains’ increases package preference by 11%, but
increasing levels has a relatively small incremental gain

Incremental gain in customer preference (%) when changing the improvement level of ‘Replacing trunk mains’
enhancement in a package where nothing else changes, and against the base case package.

14.7 14.3
13.1
11.5 11.3 11.5
This level is the same as
the base case package so
there is no increase or
decrease in customer
preference

Protect 300 basement properties at Protect 4,000 basement properties Protect 4,500 basement properties Protect 5,000 basement properties
high risk of flooding at high risk of flooding at high risk of flooding at high risk of flooding

B Household

m Non-household

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340)
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Qualitatively, ‘Replacing trunk mains’ (and infrastructure more broadly) is
welcomed. However, some question whether this is a top enhancement priority

Initial reactions Questions and / or concerns

As shown quantitatively, customers overall
are favourable of this enhancement.
However, the strength of this favourability
is mixed depending on the customer
location (i.e. London vs non-London) and
whether the customer prioritises individual
or societal benefits.

For some, the impact feels narrow and
unfair, with potentially limited benefit (i.e.
those in London and with basements
whom some presume are therefore more
‘wealthy’).

Others feel resolving this issue could have
long-term societal benefits in terms of
reducing wastage and future-proofing
Thames Water’s systems.

Some (particularly those based in Reading)
are put off by the idea of the 14% going on
resolving a "London-issue” rather than a
“Thames Water region issue”.

There are questions around whether this
would cause more disruptions to supply
and to local areas.

A few would like to know more about how
high the risk is before they are able to
make a judgement.

“It feels as though it's more of a London
area. We're paying for the older properties
in London rather than spending money on

our area, doing the lead pipes so that

youngsters aren't damaged.”
(HH Customer, Reading)

“Old ones are going to burst at some point.
They need to be proactive. What if loads of
them burst at once? They should have a
rolling programme to replace old pipes -

when they do burst we lose millions of

gallons to waste.”
(HH Customer, London)
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Improving water supply reliability” has a smaller impact on customer preference
for a package, relative to other water enhancements

Incremental gain in customer preference (%) when changing the improvement level of ‘Improving water supply reliability’
enhancement in a package where nothing else changes, and against the base case package.

W Household

B Non-household
This level is the same as
the base case package so
there is no increase or 5.2 5.6
decrease in customer
preference

Protect 95,000 properties from an Protect 1 million properties from an Protect 1.4 million properties from Protect 2.3 million properties from
interruption of 2+ days interruption of 2+ days an interruption of 2+ days an interruption of 2+ days

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340)
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This is reflected in qualitative discussions, with many seeing ‘Improving water
supply reliability” as an inconvenience rather than a real risk

Customers are initially positive to hear that:
«  Water companies are working together to
resolve issues around water reliability
* The 2.3 million target feels impressive and
ambitious
« Thames are being proactive
However, for most this is not a risk they are
particularly concerned about it. It is seen
as an ‘inconvenience’ rather than ‘life

threatening’, making it less important

compared to areas with risks to safety (e.qg.

lead pipes or water treatment).

Some groups see this as a higher priority
l.e. those who have experienced supply
Issues in the past, those with long-term
health conditions, those with young
children and non-household customers
who would have to shut down (and lose
revenue) if they had no water.

Some question whether this is more of an
issue to consider in the future given the
current and imminent health risks outlined
in other areas.

There is a desire for more explanation and
clarity around how water suppliers could
work together and whether there would be
any impact on how bills were processed
|.e. whether their bill would still come from
their own supplier and if the amount would
remain the same.

Some feel this could be achieved as a
consequence of other, more important,
actions (i.e. replacing trunk mains and lead

pipes).

“You just make do - two days would be
inconvenient, but you can cope. | don't
think it's a big enough issue to warrant a lot
of money going into it.”

(HH Customer, Reading)

“The flat underneath me, their water was
gone for three days. | didn't mind letting
them use the shower. This one isn't as
important to me. It's not life-threatening.”

(HH Customer, London)
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Wastewater enhancements
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‘Reducing sewage flooding from heavy storms’ and ‘Reducing carbon emissions’
enhancements are most likely to drive household combined and non-household customers

Non-household
to select a package
tomers

SR Replacing lead pipes - 10%

Replacing lead pipes - 7%
Replacing trunk mains . 4%

Replacing trunk mains . 4%
(0]

These are utility scores. They are
not % of customers who would
choose each area
(that is shown in the slides that
follow that compare packages
using the simulator).

Improving water supply 8%
reliability

Reducing sewage spills into

. H -
WES

Reducing carbon emissions 22%

Quantitative trade off exercise
Base: Household combined (n=640); Non-household combined (n=340)

They show how important each
enhancement area was in driving
a customer to choose a package

in the online survey trade-off
exercise.

For exam

ou
change the level of enhancement
for ‘Improving river health’.

Improving water supply

reliability 4%

Reducing sewage spills into o
I —

o

Reducing carbon emissions 21%

Improving river health
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‘Reducing sewage flooding from heavy storms’ are most likely to drive
customers to select a package. ‘Reducing carbon emissions’ enhancements
was an additional driver for non-household customers Non-household

waste only
customers

Household waste

only customers

Reducing sewage spills 170,
Reducing sewage spills 17% These are utility scores. They are into rivers °
into rivers not % of customers who would

choose each area
(that is shown in the slides that
follow that compare packages using

the simulator).

| : : . . Improving river health I 5%
mproving river health 2% They show how important each

enhancement area was in driving a

customer to choose a package in

the online survey trade-off

exercise.

than if you change the level of
Reducing carbon enhancement for ‘Improving river

2, 9 , Reducing carbon emissions 9
emissions 32% TSR g 39%

Quantitative trade off exercise
Base: Household waste only (n=360); Non-household waste only
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Customer preference for a package increases by roughly 20% or more when
enhancing ‘Reducing sewer flooding from very heavy storms’

Incremental gain in customer preference (%) when changing the improvement level of ‘Reducing sewer flooding from
very heavy storms’ enhancement in a package where nothing else changes, and against the base case package.

30.4
28.4 28.9
25.4
24.6
21.4 ° 505
18.9
17.4 B HH combined
m NHH combined
HH waste only
This level is the same as = NHH waste only
the base case package so
there is no increase or
decrease in customer
preference
Reduce the chance of O properties Reduce the chance of 6,000 Reduce the chance of 9,000 Reduce the chance of 18,000
being flooded by heavy storms properties being flooded by heavy properties being flooded by heavy properties being flooded by heavy
storms storms storms

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340), Household waste only (n=360), Non-household waste only (n=160)
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However, in qualitative discussions, although recognised as a key issue, 'Reducing

sewer flooding from very heavy storms’ it is not universally prioritised

Initial reactions Questions and / or concerns

Sewage flooding is recognised as hugely
impactful both personally (emotionally) and
on homes. Broader concerns about climate
change made this issue feel more likely in the
future. Customers note that frequency of
severe weather may increase and feel the
proposed improvements are not enough.
However, it is often deprioritised in qualitative
discussions due to the smaller number of
people affected by heavy floods.
Furthermore, some argue that reducing
sewage floods shouldn’t be classed as
‘raising the bar’ as this should be part of
standard service improvements.

Customers often view this enhancement
through the lens of personal experience.
They feel it's of greater importance if they, or
someone they know, have been impacted.

There are questions around how many
people would benefit from ‘raising the
bar’ in this area, as it is seen as a
relatively infrequent occurrence.

There are also some concerns around
whether the proposed solutions fully
address the problem (e.g. focussing on
rainwater, but not addressing other
aspects such as blockages or education
of users).

“I'm on the fence. | know it happens, but

with the risk of flooding once in every fifty

years - | know if it does happen it’s a big
thing, but it's not at the top.”

(HH Customer, London)

“ think building the nature based solution is
very positive, it could actually do something
about it. That to me seems like raising the
bar, whereas just fixing the sewers seems to
me like the core service.”

(NHH Customer panel, London)
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‘Reducing carbon emissions’ enhancements increase preference for a package
by around 20% at the lowest level with a small incremental gain beyond this

Incremental gain in customer preference (%) when changing the improvement level of ‘Reducing carbon emissions’
enhancement in a package where nothing else changes, and against the base case package.

249 o415 249 247
23.3
22.6 22.5
08 22.2 54 3 21.8
18.5 B HH combined
m NHH combined
HH waste only
m NHH waste only
This level is the same as
the base case package so
there is no increase or
decrease in customer
preference
No reduction in operational carbon Reduce operational carbon Reduce operational carbon Reduce operational carbon
emissions emissions by 55% (not Net Zero)  emissions by 74% (not Net Zero) emissions to Net Zero

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340), Household waste only (n=360), Non-household waste only (n=160)
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However, qualitative discussions reveal that some feel 'Reducing carbon
emissions’ should not be considered an ‘enhancement’ but a core service

Initial reactions Questions and / or concerns

* There are questions around how much

* Responses to this enhancement are mixed in

qualitative discussions.

Overall, reducing carbon emissions is
deemed important. Non-household
customers appreciate Thames Water
working towards this goal, which they are
also doing within their own businesses.
However, for some there is a general sense
this goal should be woven into operational
costs, not ‘raising the bar’.

Furthermore, there are questions as to why
this is framed as an option as Net Zero is
mandatory.

Some also feel Thames Water could have
greater environmental impact by focussing
on rivers as opposed to emissions.

impact Thames Water can have on a
large, global issue.

There is also some scepticism around
‘green washing’ (companies claiming to
be acting in an environmentally friendly
way but not actually doing so) and
whether the money will really be spent
on these ‘raising the bar’ activities.
There is also confusion as to why this is
listed as a specific wastewater activity,
as it impacts all areas of the business.

“All of this will take investment to achieve,
probably a large amount of the 14% of
money allocated [for improvements]. I'm not
sure it is feasible.”

(HH Customer, London)

“I think reducing carbon emissions, you
kind of expect that from all companies
nowadays. It's something you hear a lot
about.”

(HH Customer, Reading)
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‘Reducing sewage spills into rivers’ has a relatively low impact on package
oreference, however it could increase non-household preference by up to 26%

Incremental gain in customer preference (%) when changing the improvement level of ‘Reducing sewage spills into
rivers’ enhancement in a package where nothing else changes, and against the base case package.

B HH combined

26.1
20
18.7
15.9 14.7 B NH combined
HH waste only
11.2
m NHH waste only
This level is the same as
6.1
the base case package so
there is no increase or 4.2
decrease in customer
preference

Reduce the duration of sewage spills into rivers Reduce the duration of sewage spills into rivers Reduce the duration of sewage spills into rivers
each year by 25% each year by 30% each year by 50%

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340), Household waste only (n=360), Non-household waste only (n=160)
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‘Reducing sewage spills’ emerges as a higher priority in qualitative discussions
than in the quantitative, with many deeming it urgent and fundamental

Initial reactions Questions and / or concerns

Some came to qualitative workshops with
this concern already in mind, likely driven by
media reports at the time of the research.
The concerns are focused around:

« The high frequency of spills

« The impact on the environment

«  Children swimming in rivers
Some feel the amount of spills speaks to
poor infrastructure. They therefore feel that
infrastructure must be prioritised along with
reducing sewage spills to be successful.
Customers draw comparisons between
sewage spills into rivers and sewage flooding
into homes, and typically prioritise the impact
on nature over the proportion of homes
impacted by flooding.

For many this improvement felt
significant, but the target of reducing
spill duration is less meaningful than
overall reduction.

Opinions about the target are mixed —
some feel reducing by 50% by 2030 is a
good goal, some feel it isn’t far reaching
enough, and others feel it is
unachievable in the time frame.

There are also concerns over whether
the proposed solutions (e.g. reducing
misconnections) are the most effective
and what else can be done (e.g.
improving cleaning methods).

“l think this is the priority. This would be my
number one, over everything.”

(HH Customer, Reading)

“l think the infrastructure is the most
important part. In Newbury, we must have
doubled or tripled in size, but our sewerage

Is exactly the same size it was.”

(NHH Customer, Reading)
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Improving river health” does little to increase customer preference for a

package

Incremental gain in customer preference (%) when changing the improvement level of ‘Improving river health’
enhancement in a package where nothing else changes, and against the base case package.

This level is the same as
the base case package so
there is no increase or
decrease in customer 56 26
preference 1.5

Bl X =
Remove 85% of the phosphorus from treated ~ Remove 87% of the phosphorus from treated
water entering rivers water entering rivers

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340), Household waste only (n=360), Non-household waste only (n=160)

11.2
8
T

Remove 90% of the phosphorus from treated
water entering rivers

B HH combined
®m NHH combined
HH waste only

m NHH waste only
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Qualitatively, customers are more favourable about ‘Improving river health’,
however there are mixed views on whether it should be a core investment

Initial reactions Questions and / or concerns

« Some people are not interested in ‘raising
the bar’ in this area — they feel removing 75%
of phosphorus as a standard improvement is
enough.

* However, a few are passionate about the
need to improve river health further and
recognise the importance of clean rivers in
terms of the entire water cycle.

« Some feel this improvement would be an
indirect consequence of other
improvements, such as reducing sewage
spills, and therefore place this lower in
importance than reducing spills.

Questions are raised regarding how
easy it is to get to 90% phosphorus
removal - is it possible to get to this level
without ‘raising the bar’, or could
Thames take it even further to 100%?

A key watch out is the potential lack of
understanding amongst customers — in
qualitative sessions most had not heard
of phosphorus or weren't aware it’s in
rivers. Although this was clarified by
moderators, it can make individuals
both more fearful about the risk, and / or
less engaged about the enhancement.
There are also questions around how
this goal aligns with other river cleaning
or polluting activities (e.g. farmers
dumping waste into rivers).

“The target of 756% by 2025 is really good,
and 90% by 2030 shows that they're
working their way to improving that in a
reasonable time.”

(HH Customer, London)

“It's a very impressive figure, the 90%. To
go as far as 90% in that timescale, | would
be very happy.”

(HH Customer panel, London)

62



ASSESSING
enhancement
packages

> —

_ e i




Finally, customers were shown a series of different enhancement packages to

review

In qualitative workshops, customers were
shown packages with bill impacts. For
combined customers, these were equal
and fixed, whilst for wastewater only
customers these were variable. They
were shown the enhancement areas first
and then bill impacts were revealed.

Quantitatively, customers were not
shown package costs because during
the trade-off exercise cost was omitted
as there was a risk it would dominate the
trade-off exercise and potentially lead to
flat data, meaning it would not be clear
which enhancement areas are more or
less important or preferred by customers.

Please see the Appendix for all stimulus shared.

Package A

Improving water treatment: Reduce the risk of dangerous bacteria for 1.3
million customers

Replacing lead pipes: Replace another 30,000 lead pipes —2.5% of the total

Replacing trunk mains: Protect 4,000 basement properties at high risk of
flooding

Improving water supply
interruption of 2+ days

reliability: Protect 1 million properties from an

sewage flooding from very heavy storms: Reduce the chance of
6,000 properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 50%

Improving river health: Remove 90% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions by 55%
(not Net Zero)

Package B

VVVVVVYVYY

v Vv
v Vv

v Vv v
v Vv
NS

NN NN

VNN
v Vv Vv

Included within the
average bill

Improving water treatment: Reduce the risk of dangerous bacteria for 3.1
million customers

Replacing lead pipes: Replace another 70,000 lead pipes — 6% of the total

flooding

Replacing trunk mains: Protect 5,000 basement properties at high risk of

interruption of 2+ days

Improving water supply reliability: Protect 2.3 million properties from an

Reducing sewage flooding from very heavy storms: N/A

rivers each year by 30%

Reducing sewage spills into rivers: Reduce the duration of sewage spills into

entering rivers

Improving river health: Remove 87% of the phosphorus from treated water

Reducing carbon emissions: N/A

VV VvV vV VVYYVY ™

Incl

£1.50

£1.50

Package D

> X

£3.50
nother 3,000 lead pipes — 0.25% of the total } v
£14.50
300 basement properties at high risk of flooding I ’ v
£19
= Protect 95,000 properties from an I ’ v
£7.50
very heavy storms: Reduce the chance of
by heavy storms g
a7 'S: Reduce the duration of sewage spills into } Vv v v
S
Improving river health: Remove 90% of the phosphorus from treated water > VAN
entering rivers
Reducina carbon emissions: Rediice nnerational carhon emissions to Net Zero » & -

Improving water treatment: Reduce the risk of dangerous bacteria for 2 million

customers ’ v v Vv
Replacing lead pipes: Replace another 40,000 lead pipes — 4% of the total } v v Vv
Replacing trunk mains: Protect 4,500 basement properties at high risk of

v flooding > v v v VvV
Improving water supply reliability: Protect 1.4 million properties from an
interruption of 2+ days | } 4.4 4
Reducing sewage flooding from very heavy storms: Reduce the chance of ’ v v

v 9,000 properties being flooded by heavy storms
Reducing sewage spills into rivers: Reduce the duration of sewage spills into ’ O 2

Vv rivers each year by 25%
Tmproving river health: Remove 85% of the pr s from treated water ’ N
entering rivers
Reducing carbon emissions: Reduce operational carbon emissions by 74% (not ’ vV VvV
Net Zero)

Included within the
average bill

£4.5

£7.5

£18

£10

£60
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In assessing enhancement packages, in qualitative workshops customers draw
upon several key viewpoints

A desire to see as many
enhancements as possible shown
in the package.

Emphasis on the now, rather than A need to balance impact with
on the future. cost (wastewater only*).

Customers do want to see Thames

Customers generally struggle to Customers perceivg there to be Water' make improvements to their
omit many enhancements from the many.large scale issues that services, however_t_hey are also
packages due to a perception that require urgent attention by highly money sgn.smvelg.wen the
most are, at least to some degree Thames Water. They therefore current cost of living crisis. Many

impor:(ant Some feel that all ' place less emphasis on waste on!y customers are
enhancement.s should be included enhanqement; that they see more therefore |.nﬂluenced by the
and so lean more towards ’ as belng an issue for the future, variable bill impacts of the
packages that have representation feeling that they do nc_)t ha\(e the packages shovv_n. They _often
of all areas and reject those that luxury of future planning with so favour packages ‘in the middle’ of
4o not many present day problems to the cost range that are felt to
' address. balance improvements with bill
impact.

*In qualitative workshops, waste only customers were shown packages with variable bill impacts. They were shown the enhancement areas first and then bill
impacts were revealed.
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Combined package feedback

Please note NHH customers were shown packages with bill impacts as percentages due to the variation in their annual bill amounts. All stimulus can be found in
the Appendix of the full report.
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Packages A and B are most preferred by both household and non-household
customers, with B standing out for non-household

Combined package preference when compared to each other in the simulator

Household Non-household

»

m Package A mPackage B ®=Package C mPackageD m Package A mPackage B ®=Package C mPackageD

All 4 packages were entered into the simulator to compare with each other, rather than comparing with the base case package as in previous sections.

Quantitative trade off exercise
Base: Household combined (n=640), Non-household combined (n=340)
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Package A is well received for being a ‘well balanced’ package that places

some emphasis on waste

Preference compared with base case package

86%  86%

Household Non-household

Many customers like that all enhancements are
included within this package. This gives them
confidence that nothing is being ignored or
forgotten.

Emphasis on reducing spills — and for some,
improving river health —in this package is well
liked among those who feel these areas are a
priority. However, the bill impacts associated

with them are seen as high compared to others.

London customers like the emphasis on
replacing trunk mains, however Reading
customers are less favourable towards this.

By 2030

Improving water treatment: Reduce the risk of dangerous bacteria for 1.3 million
customers

Replacing lead pipes: Replace another 30,000 lead pipes — 2.5% of the total

Replacing trunk mains: Protect 4,000 basement properties at high risk of flooding

Improving water supply reliability: Protect 1 million properties from an interruption of
2+ days

Reducing sewage flooding from very heavy storms: Reduce the chance of 6,000
properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into rivers
each year by 50%

Improving river health: Remove 90% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions by 55% (not

Net Zero)

VVVvYVY

Level of
improvement

v Vv
v Vv

v v Vv
v Vv
v Vv

v Vv vV

v Vv vV
v v Vv

Included within the
average bill

What it means for
customers’ bills

£1.50

| £1.50 |

£4

£8.50

£3.50

£14.50

£19

£7.50

£60

‘A lot of the budget is on the environment

“l think the price of it, it's taking it a bit too
far. It's about whether they would match it, if
we put 40 in would they also put 40 in?”

(HH Customer, Watford)

rather than the initial fixing for the customer,
but we also thought once the environment

was sorted then those things at the top
would probably sort themselves out.”

(NHH Customer, Reading
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Although popular quantitatively, Package B is somewnhat polarising in

qualitative discussions

Preference compared with base case package

82%  82%

Household Non-household

Many like how well water enhancements and
key wastewater enhancements are prioritised in
this package. They feel this gives the package a

clear focus.

The omission of reducing sewage flooding
receives mixed feedback: this is less popular
among London customers, but deemed
acceptable by many in Reading.

Similarly reducing carbon emissions is
polarising: some (esp. non-household
customers) see it as crucial given it is a
Government requirement. Others feel this

means it should be part of Thames Water’s core

services and not sold as an enhancement.

By 2030

Improving water treatment: Reduce the risk of dangerous bacteria for 3.1 million
customers

Replacing lead pipes: Replace another 70,000 lead pipes — 6% of the total

Replacing trunk mains: Protect 5,000 basement properties at high risk of flooding

Improving water supply reliability: Protect 2.3 million properties from an interruption
of 2+ days

Reducing sewage flooding from very heavy storms: N/A

Reducing sewage spills into rivers: Reduce the duration of sewage spills into rivers
each year by 30%

Improving river health: Remove 87% of the phosphorus from treated water

entering rivers

Reducing carbon emissions: N/A

“I very much like this package. For 4 ticks
where it's mostly urgent, and where they will
reduce spillage into rivers, that's good. If we

get this right, carbon emissions can be the
next priority!”
(HH Customer panel, London)

Level of improvement

v vV VvV

v Vv VvV
v VvV VvV

VvV
X
v vV

vV VvV
X

Included within the
average bill

VvV VY

What it means for
customers’ bills

s |

£3.50

£8.5

£18

£0

£8.50

£18.50

£0

£60

“It's concentrating efforts. If you spread
yourself too thin nothing is really going to be

hit because there's no real focus.”

(NHH Customer, Reading)
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Package Cis less well liked due to the perceived de-prioritisation of water

enhancements

Preference compared with base case package

84%  81%

Household Non-household

This package receives less positive feedback
due to its emphasis on wastewater
enhancements ahead of water.

This is more strongly disliked among customers
who feel that reducing carbon emissions should
not be considered an enhancement or
improvement of any kind, but part of Thames
Water’s core business services.

However, customers are positive about the
emphasis on sewage spills. Some are also

pleased to see sewage flooding well represented

in the package.

By 2030

Improving water treatment: N/A

Replacing lead pipes: Replace another 3,000 lead pipes — 0.25% of the total

Replacing trunk mains: Protect 300 basement properties at high risk of flooding

Improving water supply reliability: Protect 95,000 properties from an interruption of
2+ days

Reducing sewage flooding from very heavy storms: Reduce the chance of 18,000
properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into rivers
each year by 50%

Improving river health: Remove 90% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions to Net Zero

“I cannot believe there is nothing for
water treatment! That's an immediate
no! That is neglecting health.”

VVVv VY

Level of improvement

X
v
v

v
v Vv VvV

v Vv VvV
v Vv VvV

v Vv VvV

Included within the
average bill

What it means for
customers’ bills

£0

£0.50

£0.50

£0.50

£8

£14.50

£19

£17

£60

“It's important to think about cause and
effect. Improving [water supply areas] will
affect the waste water problems. If you do

Package C you are just increasing the bill
further downstream.”

(HH Customer panel, London)

HH Customer, London




Package D is again well liked due to its balanced inclusion of all
enhancement areas

Preference compared with base case package
What it means for

8 6 ()/ O By 2030 Level of improvement customers' bills
O 8 5 /O Improving water treatment: Reduce the risk of dangerous bacteria for 2 million
customers v Vv Vv £2
Household Non-household Replacing lead pipes: Replace another 40,000 lead pipes — 4% of the total v VvV £2
Replacing trunk mains: Protect 4,500 basement properties at high risk of flooding VARV IRV ERY 4 £5
This package I$ partlcularly well liked among Improving water supply reliability: Protect 1.4 million properties from an interruption vV VvV o1
those who wish to see all enhancements of 2+ days
represented_ It is seen to be well balanced Reducing sewage flooding from very heavy storms: Reduce the chance of 9,000 } v v cas
properties being flooded by heavy storms '
across all areas. =
Reducing sewage spills into rivers: Reduce the duration of sewage spills into rivers
each year by 25% } d 7.5
" Improving river health: Remove 85% of the phosphorus from treated water entering
London customers are more positive about the | rivers i p v vV £18
h|gh emphasis on rep|acing trunk mains, Eg?;zirnog) carbon emissions: Reduce operational carbon emissions by 74% (not } VIRV IRY 4 £10
however Reading customers are less favourable = | - =
due to a lack of personal relevance. average bil
“This improves the system as a whole. The “The budget has to be done across all
Most customers like the balance between system is more efficient. You can't neglect objectives equally. All avenues are being
personal and societal impact in this package. one side for the other. You need a balance.” approached, and if you are trying to do the
However, others worry about inefficiency if the best on every account, that is the right

money is spread across too many categories. (HH Customer, London) approach to take.”
(HH Customer, Watford)




Wastewater only package feedback

Please note NHH customers were shown packages with bill impacts as percentages due to the variation in their annual bill amounts. All stimulus can be found in
the Appendix of the full report.
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For both household and non-household, Package C is most preferred when
considering wastewater only enhancements

Wastewater only package preference when compared to each other in the simulator

Household Non-household

. e

m Package A ®Package B ®mPackage C mPackageD m Package A m®Package B ®mPackage C mPackageD

All 4 packages were entered into the simulator to compare with each other, rather than comparing with the base case package as in previous sections.

Quantitative trade off exercise
Base: Household waste only (n=360), Non-household waste only (n=160)
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Package A is appreciated for representing all enhancements with relatively

good targets

Preference compared with base case package

85%  82%

Household Non-household

Customers like that all enhancements are
represented and targets are more ambitious than
other packages. Qualitatively, there is an
appreciation that emphasis is placed on reducing
sewage spills, which is deemed the bigger priority
enhancement area. Some also feel the same way
about river health, although this is less consistent.

In qualitative discussions, customers are also
relatively positive about the bill impact of this
package, which is seen to be a fair ‘middle ground
between the upper and lower end packages.
However, some do note that it is still higher than
they would like, particularly in comparison to
Package D.

Reducing sewage flooding from very heavy
storms

Reducing sewage spills into rivers

Improving river health

Reducing carbon emissions

“We agree, the £4.50 difference between
A and D is not worth it. D looks the best.
This was 15% more and the main thing

was the net zero.”

(HH Customer, Watford)

Level of
improvement
v Vv >
v Vv v vV }
vvvey oy
vvv P

By 2030

What it means for
customers’ bills

Reduce the chance of
6,000 properties being
flooded by heavy storms

£3.50

Reduce the duration of
sewage spills into rivers
each year by 50%

£14.50

Remove 90% of the
phosphorus from treated
water entering rivers

£19

Reduce operational
carbon emissions by 55%
(not Net Zero)

£7.50

Included within the
average bill

£44.50

“I quite like A. If it [flooding] hasn't
happened to you, you're less likely to care
about it really. Whereas if you have been

flooded a few times then you are going to
care.”
(HH customer, Watford)
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Package B is received less favourably, and is even rejected by some for not
covering all enhancements

Preference compared with base case package

Level of improvement By 2030 V\é';ittgtmrgf:,n;”f:r
Reducing sewage flooding from very heavy }
Household Non-household storms x N/A £0
o . Reduce the duration of
Reducing sewage spills into rivers v v Vv > sewage spills into rivers £8.50
each year by 30%

Many customers immediately reject this package
as it is only focused on two areas. These | A Remove 87% of the
individuals feel all areas are important and should | "mProvnanvernea v v v v > phospharus from treated £18.50

water entering rivers
be covered by the packages to some degree.

Reducing carbon emissions x } N/A £0
Some custo.me.rs, h.owevefr, like that .recljucmg -
carbon emissions is not included within the average bil

package. As seen elsewhere, they feel that this
area should be part of Thames Water’s core
business and not an improvement or

T Are there consequences if Thames don'’t Why can't they say, ‘We're going to

meet targets? Package B is doing the spread the whole money out across 4

basics, just at a lower cost.” areas’?”
However, in qualitative discussions customers are
positive about the lower bill impact of this (HH Customer, Watford) (HH Customer, Watford)
package.




Package C is the most liked, although in qualitative discussions many

reject the high price tag

Preference compared with base case package

8%  84%

Household Non-household

Customers appreciate the more ambitious
targets of this package, and the fact that all
areas are well represented.

However, upon being shown the bill impact (in
qualitative sessions only), many customers are
then more negative about this package, feeling
that in comparison to others it is too much to be
asking customers to pay. Here customers
frequently reference the cost of living crisis,
which is felt to be a concrete reason to aim to
keep customer bills as low as possible.

Reducing sewage flooding from very heavy
storms

Reducing sewage spills into rivers

Improving river health

Reducing carbon emissions

q What it means for
Level of improvement By 2030 customers’ bills

Reduce the chance of
v v v v } 18,000 properties being £8

flooded by heavy storms

Reduce the duration of
v v v VvV > sewage spills into rivers £14.50
each year by 50%

Remove 90% of the
v v v v } phosphorus from treated £19

water entering rivers

Reduce operational

vv vV } carbon emissions to Net £17

Zero

Included within the

“We prefer to go with this one because it is “It looks too expensive in comparison to
long sighted and we would prefer to pay anything else. It's not fair to ask everyone in

more now to benefit future generations.” the country to pay more — especially not low
income families, especially in this climate.”

(HH Customer, Watford)

(HH Customer, Watford
76



Package D is viewed somewhat favourably, however targets are felt to

lack some ambition

Preference compared with base case package

83% 9%

Household Non-household

As with Package A, customers are appreciative
that all enhancements are represented in this
package and targets are viewed relatively
positively.

Furthermore, in qualitative discussions they are
relatively positive about the bill impact, which
again is seen as a ‘middle ground’ between the
lower and higher priced packages.

However, some customers do note that none of
the targets are felt to be particularly ambitious
collectively. This is seen to result in a small
amount of progress across them all, but a lack of
real impact in any of them individually.

Level of improvement

Reducing sewage flooding from very heavy
storms " d

Reducing sewage spills into rivers v Vv
Improving river health v v Vv
Reducing carbon emissions v v Vv

“I think with D you think at least something
isn't getting cut, they're all getting done just
not hugely. It's got to come from

somewhere, at least it isn't the biggest cost
Jump.”
(HH Customer, Watford)

What it means for
customers’ bills

By 2030

Reduce the chance of
9,000 properties being £4.50
flooded by heavy storms

each year by 25%

Remove 85% of the
phosphorus from treated £18
water entering rivers

Reduce operational
carbon emissions by 74% £10
(not Net Zero)

Reduce the duration of
} sewage spills into rivers £7.50

Included within the

“This one is too weighted toward carbon
emissions.”

(NHH customer, Watford)
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Research approach: Strengths (1/3)

A mixed method approach

Materials adapted for
different customers

(Qual) A range of

discussions and tasks to
understand views

This provided both quantitative robustness with qualitative exploration, giving us clarity on what
customer enhancement priorities and preferences are, but also an understanding of overall
perceptions of ‘raising the bar’, the perceived pros and cons of each enhancement and the potential
implications of undergoing each enhancement. This also delivered two customer perspectives — the
‘fresh’” uninformed view from the quantitative (representative of the mass) and the informed view from
the qualitative.

To ensure that materials were relevant and accurate for the customers seeing them, adaptations were
made to materials as required. This included, showing only wasterwater and river enhancements and
packages to those who Thames' only provides wastewater services to, and making changes to
language and package bill amounts in the qualitative sessions (to be bill percentages rather than an
average bill amount) for NHH customers. We also took steps to ensure that materials were as clear
and easy to understand as possible should individuals have lower reading comprehension, including
cog testing materials ahead of fieldwork to identify any potential issues.

Throughout the course of the qualitative workshops, customers were given various pieces of
information and stimulus to respond to. This was staggered to make it easier to engage with, and
followed by exploratory discussions to gather their thoughts, for example on the different
enhancements. A trade-off exercise was then also used to give more practical insight into their
priorities and preferences. This combination of discussion tasks allowed us to dig further into their
views.
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Research approach: Strengths (2/3)

(Qual) The use of a pre-
task ahead of qualitative
workshops to provide
foundational understanding

(Qual) In person
deliberative events to
discuss enhancements
qualitatively

(Quant) Using an online
survey

This meant that customers arrived with some basic understanding of the context of the research,
including what Thames Water is, how it operates, and its key challenges. This not only provided
baseline understanding but got some people thinking about the subject matter ahead of discussions
in the workshops.

Conducting in person, deliberative research delivered many key benefits:

* Ensuring the research itself was lively and dynamic, driving customer engagement and therefore
interest in the subject matter.

* Taking customers from uninformed to informed views, giving them a greater sense of the
challenges Thames Water faces and ‘short-cutting’ to debates that could emerge in the future.

* Allowing for deeper discussions between customers and with facilitators.

+ Allowing Thames Water representatives to be present to answer any questions from customers
and deliver deeper understanding.

* Giving customers adequate time to reflect on materials and learn more about the subject matter
throughout the course of the event.

* Allowing digitally disengaged and offline customers to participate in the research.

An online survey allowed us to reach a large number of customers in a short space of time and
capture the views of a representative sample of Thames Water customers. This means we can be
confident that the insights gained from the online survey are robust, representing the views of Thames
Water customers, and can therefore be relied upon to use as evidence for Thames Water to make
strategic business decisions.
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Research approach: Strengths (3/3)

(Quant) Using a trade-off

exercise with a conjoint
design

A trade-off exercise ensured customers critically assessed the value they place on various levels of
enhancement. This was particularly important for a low engagement topic such as water. A conjoint
design for the trade-off exercise allowed us to identify the implicit preferences for each enhancement
and different levels of enhancement within a package, as well as their relative importance in driving a
customer to choose a package. Just asking customers to pick their preferred level of enhancement
from a long list of enhancements would have been misleading as customers would have either asked
for 'everything' which is unrealistic, or gradually disengaged due to the volume of information they had
to consider at once. A conjoint design also enabled us to create a simulator with the research
findings. The simulator allows us and Thames Water to simulate enhancement package scenarios and
test these against each other to understand what customer preference would be (based on the data
gathered from the online survey trade-off exercise).
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Research approach: Limitations (1/3)

(Qual) Exploring complex
issues within a limited
timeframe

(Qual) How questions
were designed and
directed

(Qual) Having non-
household and household
customers in the same
workshops

(Quant) Having a large
amount of enhancement

areas to include for each
package in the trade-off
exercise

The 3 hour timeframe of workshops was specifically chosen to balance giving customers time and
space to understand materials, while also ensuring energy and engagement could be maintained.
However, ensuring that all customers had a thorough understanding of materials was a challenge,
particularly the difference between the improvements included within the core service and the ‘raising
the bar’ enhancements. Steps were taken to ensure comprehension, however this may have impacted
some customer’s ability to provide clear feedback.

Questions did not directly explore affordability (of the core service improvements or raising the bar),
nor did we provide the option to not ‘raise the bar’ at all and reduce bills overall. Not having these
options may have biased responses, as it forced customers to select from the options presented
when their preference may actually have been for no enhancements. However, some customer did
still raise these points spontaneously, which has been referenced in the report.

Tailored household and non-household stimulus were created, and non-household customers were on
a separate break-out tables. However, as is inevitable, non-household customers often answered from
a personal rather than business perspective and had to be guided accordingly. While this was more
pronounced in the workshops, it was also present in the non-household only paired depths and
overall, there was no noticeable differences in responses in the two settings. Given we also had more
household customers overall, this means the findings are more skewed to household perspectives.

Based on previous experience and best practice for trade-off exercises in online surveys, having eight
attributes (enhancement areas) for combined customers would have been cognitively demanding for
survey participants and risked disengagement and limited meaningful results from the trade-off
exercise. As such, a partial profile trade-off exercise was used where combined customer participants
only saw four attributes at once in each package to trade-off, but across each of the trade-off screens
they saw all eight attributes in various package combinations.
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Research approach:

(Quant) The impact of
price on the trade-off
exercise

A lack of independent
review of materials ahead
of fieldwork

A lack of supporting
information in the
MEICHELS

_imitations (2/3)

Based on previous experience of conducting trade-off exercises in online surveys, price is known to
dominate trade-off decisions. The Thames Water enhancement packages tested in the qualitative
research had a price attached to each level within each attribute, which if tested like for like in the
quantitative survey would have risked a significant number of survey participants focusing on trading
off the price of each level (rather than the level of improvement) and consequently choosing a
package with the lowest combination of prices. This could have led to ‘flat’ data where preference
differences between enhancement areas were minimal. To overcome this, we removed price from the
enhancement packages tested in the quantitative online survey trade-off exercise. In the qualitative
research price was included, with fixed package prices for the water and wastewater packages and
variable prices for wastewater only. Due to the way the overall packages had to be constructed, it was
not possible to create equal fixed price packages for wastewater enhancements. To reduce the
impact of this, wastewater only customers were shown the enhancement areas first and then prices
were revealed, to first gather their overall view independent of price. These different views have been
clearly explained within the report.

Due to significant delays in gathering information required for the materials, there was a lack of time
for an independent review (from BritainThinks and the CCG) ahead of fieldwork. This meant that while
it was possible to make the most crucial changes ahead of fieldwork beginning (and cog testing took
place to check comprehension), some issues (such as information on carbon emissions, (as detailed
in the following slide) were only identified and corrected during qualitative fieldwork.

Some customers wanted more detail (e.g. comparisons, level of risk, outcomes) on enhancements as
well as additional contextual information (e.g. previous ‘raising the bar’ spending) which was not
available to be provided, or was omitted so as not to overload customers with information, or show
them information that wasn'’t relevant. This meant firstly that some felt sceptical about what
information was being withheld, while others felt that they lacked the necessary information to make
clear judgement on future improvements.
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Research approach: Limitations (3/3)

Differences in results

between the quant and
qual

The quant and qual findings of this research do have some areas of difference. There are various
specific reasons which may have caused this, which have been outlined throughout the report.
Broadly speaking however, it is important to recognise how the different research approaches may
result in different findings: within the qualitative sessions a deliberative approach meant that
customers engaged more deeply with content (and specifically what an enhancement is). They also
went on more of a journey with the information, often changing their views throughout the course of
the workshop. In the quantitative research, responses were likely more instinctual and is likely to be
representative of their core needs and requirements from Thames Water as a whole.
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Research approach and materials: Improvements made

(Qual) Implementing cog
testing findings

(Qual) Streamlining
materials

Updating potentially

confusing or misleading
information

Prior to all fieldwork beginning, we cognitively tested all research materials with a group of customers
to gather their feedback on the clarity and legibility of information. While no extensive re-writes were
required, some changes including small scale wording changes and the inclusion of additional detail
were made as advised.

In our initial workshops, we recapped pre-task materials shown to make sure customers were familiar
with the content. However, we found that customers had strong recall of this information and so
removed this from later sessions. This left more space and time to discuss the future improvements
and raising the bar enhancements.

Two key issues with materials were identified which had to be corrected to ensure they were not

misleading or confusing:

* The CCG noted that some of areas of improvements described are statutory requirements of
Thames Water, and therefore there was a risk of misleading customers by implying that they were
optional enhancements. We amended the stimulus materials to make it clear that some of the
enhancements and levels of improvement described were statutory requirements and not
optional. Moderators also reiterated this information.

« Secondly, there was some confusion in early qualitative workshops regarding detail on reducing
carbon emissions, as the enhancement targets appeared to be lower than those shown in the
improvements delivered as part of the core service delivery. ‘Help tackle climate change by
becoming 'net negative’ was therefore removed as a core service improvement in materials for
later workshops.

85



Research sample: Strengths, limitations and improvements made

Overall

Broadly speaking, the research was inclusive with a broad range of individuals taking part. The full samples can be found on slides 17-19. Adaptations
were made to ensure that individuals were comfortable and confident in taking part, including using accessible venues, providing calculators for the
'create your own package' exercise in qualitative workshops and taking steps to ensure that research materials including stimulus were written in

language that was as clear and simple as possible.

Limitations

(Qual) Urban / rural

Urban representation in the qualitative sample was high compared to rural or suburban due to the workshops being in person,

representation which meant central urban locations were selected. Those living in rural locations were not always willing or able to travel for
fieldwork. This means the findings are more skewed to urban perspectives.
(Qual) Other Although not directly excluded from the research through screening, it is possible that some individuals (such as those with

potentially excluded
groups

social or mental issues, those who were more concerned about Covid-19, or those who speak English as a second language)
will have been deterred from participating in the qualitative sessions when told what it would include (reading, a group
environment engaging in complex ideas with others).

(Quant) Digitally
disengaged

As the quantitative survey took place online, those who are digitally disengaged or not comfortable in using the internet were
automatically excluded from this part of the research. However, the qualitative component was open to such individuals.

Improvements made

(Qual) Ethnicity

Based on CCG feedback, we increased the ethnicity quotas in London to be more representative of the demographics of the
city.
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Reflections on the research approach in line with Ofwat's
standards of high-quality research

Research principle

Further information

Useful and contextualised

Research had a clear purpose of informing Thames Water’'s PR24 enhancement plans and the report includes comparison with previous
Thames Water research.

Neutrally designed

Research guides and questionnaires were designed by BritainThinks (independent research experts) to be neutral and free from bias,
including avoiding leading questions and ensuring all participants could freely share their views. Stimulus was designed by Thames Water
with feedback given by the CCG, BritainThinks and participants (through cognitive testing and the research itself) to remove misleading or
confusing information. Reassurances were given throughout the research that no decisions had yet been made and Thames Water were
open to hearing all views.

Fit for purpose

A deliberative approach was used to provide participants with information on key topics and allowed them to engage in a more meaningful
way. Amends were made to the research following initial workshops to enhance the extent to which participants could engage with
information e.g. cutting out unnecessarily information, printing out key slides. These learnings were then taken through to the quantitative
phase. However, challenges were still faced in ensuring comprehension.

Inclusive Research materials and the research itself were designed to be inclusive and accessible. The sample for the research included a wide
variety of Thames Water customers. However, the in person nature of the fieldwork meant the qual sample was geographically limited to
Watford, Reading and London (and mainly urban), and the quant limited to those who are online.

Continual This research is part of Thames' ongoing programme of engagement, feeding into the development of Thames Water’'s PR24 Business

Plan.

Independently assured

All research was conducted by BritainThinks, an independent research and insight consultancy.

Shared in full with others

The full report and stimulus materials will be shared with other South East England water companies via a SharePoint site (in development).

Ethical

All research conducted by BritainThinks is in line with the Market Research Society Code of Conduct.
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How findings have been analysed (insight triangulation approach)

This research utilises data from two sources:

Analysis of quantitative and qualitative data initially took place separately due to the different timings of each method.

« Quantitative: An Excel simulator was used to generate utility scores for each enhancement area from the online survey trade-
off exercise (i.e. how important each area was in driving customer preference for a package in the trade-off exercise). The
simulator was also used to create enhancement packages to see what % of customers would prefer packages and how many
are gained or lost as you move up and down each enhancement level. This analysis was done for household and non-
household customers and combined services and waste only customers. It allowed us to understand what packages and
areas of enhancement are most preferred and what room there is for manoeuvre.

* Qualitative: Careful analysis took place of all workshops, including analysis of differences and similarities between household
and non-household customers. To achieve this, all workshop facilitators were brought together to share findings for each
enhancement and where possible, to determine priorities and preferences.

In bringing the two sources together, we broadly led with quantitative results for the main story of priorities and preferences. Here,
quantitative data was more robust and conclusive. We then used qualitative results to explain rationale and provide detail. Where
there was some misalignment between the quantitative findings and the qualitative, this was caveated / explained. Throughout
the report, we have also compared findings to previous research conducted by Thames (What Customers, Communities and
Stakeholders Want, August 2022).
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|Than1es Water | PR24 Options

Recruitment specification and screener | July 2022

Recruit 58 customers [HH] across 3 locations of the Thames Water region, representative of a
broad range of segments and situations

Customer experts for each location will take part in one 3hr f2f deliberative workshop and will
become educated about the issues, to provide detailed feedback, but will represent a more
mainstream customer audience)

Workshops to take place:

#  Short pre-réad pre-task [shared via MS Forms)

®  Dates: on either Tues 26", Wed 27" July or Wed 3 Aug at & - 9pm
Locations

# Central Landan (wenue Bhe)

+  Reading {wenue tbe)

*  Watford [venue the)
Incentive:

= EB5 for 3hr f2F evening warkshap

(Al 8o be within the M25| Miin x6 Rural
Mlin «b Rural
Living situation Living situation
Bin 56 homeasamer Min x5 homeowner

Min k6 private renters
Min x6 Housing Association
Aim for Local Authecity

Ifin 25 private renters
Min x5 Housing Association
Airm for Lol Sutharity

Project-spedific criteria

Central London {x18 HH) [ {19 HH] | Watfard [x20 HH)

mix of bill payers and TW consumers that don't pgiuyally pay the bill themsebves.

w19 Household Water and wastewater service customers

u2l Household Wastewater
customers only

Min 8 Metered
Rlin x8 unmetered

Demographic criteria

Central London {19 HH) | (#19 HH] [ Watford [x20 HH)

Mix of gender {male/female/ nen-Einary|
Min &7 Male
Iin x7 fernale

Min x2 — 3 on pricrity services register

Don't exclude digitally di o

+ additional, consent and permissions

a

o o0 0

Permission to be audio recorded

Permission for client to be present

Permission for BritainThinks to store data

Permission to be re-contacted for further Thames Water research; including 3
potential debrief session with Thames Water Senior Board membeers

permission for photographs and video to be taken at the s=2ssion and usad in reporting
[which may be published)

Other requirements

% Mo participants to have taken part in research in the past 6 months
# No participants to have taken part in research on this topic before
# Mo participants to have taken part in the last round of this research
Mo two participants to know each other

# Mo participants to have worked in listed occupations

Wi of age: Mix of age: Mix of age:
2w 16-18 yrs {future customers) 2 x 16-18 yrs {future customers) 1% 16-18 yrs {future customers)
3w 18-24 yrs {futuré customers) 3 x 1B-24 yrs [future customers) 3 x 1B-24 yrs {future customers)
33 25-3yre 3a25-3yrs 4x25-3yrs
3x35-d4dyrs Ix35-Adyrs I35 -Adyrs
Txdh - 54 yre Axd5-Sdyrs Ixd5 54 yri
1 x54 - 64 yrs Ix54 - 6dyrs 1 x54 —6d yrs
3 x ower G5 yrs 3 x over G5 yrs 3w ower G5 yrs
Bix of SEG
Ielin x5 AB
Bin x5 C1
Minx3 C2
Min x2 DE

IMin w5 Ethnic minority Iin x5 Ethnic minority

Good moming/afternoon/evening,

| am locking to recruit people to tske part in 8 research project. The research iz being
conducted by BritzinThinks, an independent market research company, on behalf of the
WEter company, Thames Water.

‘wie are looking to speak to housshold customers acrass the Thames Watsr region. The
research would consist of a small pre-task and &n in-person evening session in &
WATFORD/READING,/LONDOM location. You would receive a total of £85 (HH) as a thank you
for taking part in the project and you will be paid in the days following the final workshop vis
&yda, an independent payment platform.

The session will b2 on Tues 26" wed 27 1uly or wed 3 aug at 6 - 3pm. it will take place in
person and last 3 howrs. In advance of the event, we will share pre task details via email.

Everyone taking part in the research will come from different backgrounds and will have 2
range of different experiences to talk sbout sz don't worry, there are no ‘right’ or ‘wrong’
answers to the questions | am about to ask you.

Flease note that if you do take part in this project, you will not b= able to take part in any
other BritainThinks research projects for the next 12 months. If you are interested in taking
part, 1 just need to ask you a few guestions.

01 I'm now going to ask you a range of questions about yourself and the work you do to
understand if you are suitable to participate in this research. This will include questions
about your ethnicity, health status and financial status. Are yow happy to proceed on that
basis?

e Continue

No Thank & close

02: Are you currently participating, or scheduled to participate in any market research?

R Thank & close

Mo Continue

03 Have you taken part in any market research before?

Yes GotoQd

Ho Eotods

Qu: If yes, how many market research discussions have you taken part in, in the past 6
months? And in the past 12 months?

Fazt & months Thank & close

Fa:t 12 months Record:

05: If yes, please list all topics covered in all previous market research discussions you hawve
attended in the past 12 months

Record:
Thank and closs if attended any markst research topic on water or utilities, in the past 12
manths
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06: Have you taken part in any research with BritainThinks in the last 12 months?
fes Thank & close

Mo Continue

07: Have you ever taken part in any Thames Water research before?
e Thank & close

Mo Continue

0E: Have you ever been employed in any of the following occupations?
Market Reszarch

Marketing

Journalism
Thank & close

Mediz

Water sector

‘White Eritish / White

b Record
Eurcpean / White cther e

Mixed

Record and recruit:

Asian [/ Asian British -
Min x& Lendon

Black / african / Caribbean/ | Min x5 Reading and Watford
Black Britizh

ather (pleass spacify)

participating in this reszarch on that
basis

015: Which best describes where you live? (All London to be within the pMz2s)

Thames Water

0% How would you describe your gender?

Male Recruit min =7 per location

Femals Recruit min =7 per location

Mom-binary | Record

These groups are based on the 2021 census. If needed, a more detailed breakdown of
groups can be found here.

012: What isfwas the ocoupation of the person in your household who earns/earned the
highest salary? [If retired, occupation prior to retirement]

Write in

Urban

Semi-rural f suburban

Recruit mix

010: What is your age? (refer to location quota table on page 1)

16— 1E Recruit 2 per location a3 futurs customers

1E-24 Recruit 3 per location as future customers

25 —34 Recruit 3 each for Londen + reading, recruit 4 for Watford
35-44 RecTuit 3 par location

4 -54 Recruit 3 per location

35-84 ReCTUit 2 par location

B3+ RecTuit 3 par location

a11: How would you describe your ethnic background?
Do not read owut list of options — code answer against the following so thot porticipants

con seif-describe.

013: Record social grade
Answers used to inform financial vuilnera

A
B Recruit, min x3 per location
[=]) Recruit, min x5 per lacation
cZ
Recruit, min x3 per location
o . . -
— Recruit, min x3 per location

014: Which statement best describes you?

1 am a housshold Thames water Recruit x 19 for both London & Rezding
customer, and | am participating in Recruit x20 for watford
this research on that basis as HH customers and continue to Section 5

I am a non-housshold {business) Thank & Closs [recruit for MHH sample)
Thames Water customer, and | am

Rural Recruit, min x5 per location
If clarification is needed:
* Urban: city { large town with population over 10,000

* small town / Suburban -

drive from an urban area

s village / rural: settlement of |2ss than 3,000 people / sparsely populzsted area / more

ttlement of 3,00

than 20 minuts drive from urban area

016: In what town, village or city do you currently live in?

0 to 10,000 pecple or less than 20 minute

watford [or within reasonable travel
distance)

Recruit x20 and continue to q17

Reading (or within reasonzblz travel
distance)

Recruit x19 and continue to q1s

central Landon {ar within reasonzble travel | Recruit 219 and continue to Q18
distance — do not recruit outside of mz25s)

017 [For Watford only] Please confirm your postcode, 5o we can check live withing the

required water services area?

Recruiter note: Please see postcode fist to confirm participant lives within wastewater only

oreg
e Record postcode and continue to gls
Ma [Thank & Close
Don’t know [Thank & Closs
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018: [For London and Reading only) Please confirm your postcode, so we can check you
live within the required water services area:

Recruiter note: Plegse see postcodle list to confirm participants lives withing required
water service ared for London or Reoding

Water and wastewater services

. - Record postoede and continue
[combinzd service)

Wwater servicss only Thank & Class
=3

Wastewater sarvices only hhank & close

Thames Watsr does not provide me with

. _ [Thank & Close
sither water or wastewaher services

018: Which statement best matches your household situation?

I have & water meter (Le, 1 am Recruit x8 per location and continus to 020
charged according to my usags)

I do not have 3 water mater [Le, | gt Recruit x8 per location and continus to Q21
charged a flat fie= for my water usage,
‘ratezble value')

020 [metered customers only]: Which statement best matches your household situation?

| hawe & smart water meter rRecord, recruit min <3 per location

I hawe 3 non-smart water meter record, recruit min x3 per location

021: Who is responsible in your household for paying the water and/for waste-water bills?

1 am solely responsible

—— record and continue
| share the responsibility with someone

else

someons else is

Don’t know

022: Which best describes your living situation?

renting frem a private landlord {incl | rRecruit min x6 London
ate agents) Recruit min x5 Resding & Watford
Renting from a housing associstion | Recruit min =6 London
Recruit min x5 Rezding & Watford

Renting from a local authority

housing {local council)

Own home with or without a Recruit min =6 London

mortgage Recruit min x5 Resding & watford
Other

Record and continue

023: which, if any of the following apply to you. Please think of the most recent event if
you've experienced more than one

Select oll that apply

Claim z private pension

Claim & state pension

Claim benefits e.g., Jobszekers allowance, Universal
credit, Disability stc.

Hawe a dizability, hezlth condition or serious iliness
lincluding cancer, dementia)

Hawe a medical condition that requires consistent supply | Record and continue to 024
of water

Hawe 3 child living in your home ages 0-3 years ald

Need & translation to understand communications from
your water company

are blind, partially sighted, deaf or hard of hearing

Hawe a mentzl health condition

Need extra support due to life-changing events such as
berzavement

Maone of the above

024: [IF ANSWERED YES TO ANY OF THE ABOWVE] Are you currently on your water
companies’ priority service register?
Answers used to inform PSR quota

Yes Recruit, 2-3 per location
N Record, continus
Don't know Record, continue

Q25: How would you describe your ability to use or access to technology for tasks such as
buwying things online, paying bills online and staying in touch with people?

lam g use and access tachnology with ease,
including wsing a laptop and access good internet record and continue to G326

| have some minor difficulties accessing or using
technology but can generally get by with thase tasks

Don't exclude Digitally
disengaged, record and
continue to 028

| find accessing or using techmology very difficult which
ican make some daily tasks wery difficult or impossible

I rarely / never use the internet

I find Wi-Fi and mobile data too expensive to use

| do not have Wi-Fi, only mobile data

| do mot own an internet-enabled phone, tablet, laptop or
COMpULEr

026: &s part of this research, we will be audio recording the session. These recordings will
only be used internally by the BritainThinks research team. Are you happy to be audio and
video recorded during the research?

A Continue

Ma Thank & close

027: The workshops will be filmed / photographed and the footage / these photographs to
be used by BritainThinks, Thames Water staff and on the Thames Water website, or shared
with Thames water's independent Customer Challenge Group, the water industry regulator
Ofwat or other UK water companies, Photos/video will be deleted by 31st December 2030..
Are you happy to be filmed/photographed during the research?

A Continue

Mo Thank and close

02B: Representatives from Thames Water and Thames Water's independent Customer
challenge Group will be attending the workshop to observe the research. &re you happy to
take part on this basis?
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R Continue

Mo Thank & close

028: puring the workshop, photographs and video may be taken and used in reporting
[which may be publishad). Are you happy to have your photo and video taken on this basis?
Add if necessary: these will be informal photosfideos of the group during discussions and
individuals will mot be named if they appear in photos/videos.

R Continue

Mo Record

029: BritainThinks will keep your information on file for a period of up to 3 months; this is
for BritainThinks" quality monitoring purposes only and your information will not be passed
along to any other third party or marketing organisations without your consent. Are you
happy for BritainThinks to store your data for a period of up to 3 months?

034: Do you have any needs or requirements that you would like us to consider for the
research [Eg. mobility, dyslexia, hearing trouble]? or allergies/dietary requirements we
should consider for the workshop catering?

Record

035: For the pre-task, you will need to access an internet-enabled device. Do you personally
own or have access to...

fes Continue

Mo Thank and close

030: it may be necessary for Thames Water and/or Britain Thinks to contact you by email
or telephone after the research has taken place to follow up on ideas generated during the
discussion. You would only be contacted if strictly necessary and only in connection with
this research within the next 3 months.

smartphone or another internet-enabled smartphone

Tablet/irad Record

Laptop

Desktop

| do not own an internet-enabled device Record and capture address,
offline versions can be
posted

YEs continue

Mo Thank and close

031: For this research, workshops will be held in a venue in your area of the country. For
these workshops, we will be providing food and drinks. Do you hawve any dietary
requirements/allergies that we should be made aware of?

R Continue

Mo Thank and close

032: Do you have any mobility issues or requirements that we should be made aware of for
the workshops?

R Record

Finally, | just need to take details of your name, address and telephone number:

Mame:

Email address:

Telephone number:

postal  address  for  digitally

disengaged

Plegse note telephone numbers gre mondatory. No two people showld know eoch other.

036: Is there anything else the interviewer should be made aware of?

Mo Continue

Prafer not to say

Record

033: Do you have any other health issues or requirements that we should be made aware
of for the workshops?

R Record

Mo Continue

Prafer not ta say

THI5 I5 A TRUE RECORD OF AN INTERVIEW WHICH HAS BEEM CONDUCTED WITH A
RESFONDENT WHO |15 NOT A RELATIVE OR FRIEND OF MINE
INTERVIEWER'S SIGNATURE: _.. S

D ATE: e e e
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|Than1es Water | PR24 Options

Recruitment specification and screener | July 2022

Recruit xE customers {HH) across the Thames Water region, representative of a broad range of
segments and situations

citizen experts will take part in two f2f deliberative workshops, which will invohie 3 more
immersive engagament with us, with the material and with Thames Water senior management

Workshops to take place:

# Short pre-read pre-task (shared via M3 Forms)

# Tuesday 2°¢ August in London 6pm-8pm (Central London location the)
#» Small reflections’ homework task

« saturday 6" Aug 10— 4pm (Central London location thao)

Incentives:

= £85 for 3hr f2f evening workshop
» £200 for hr Saturday workshop

= Min 2 renter
= Min 2 LHA

Project-spedific oriteria

# Bz of bill payers and TW consumers that don'e ._llitygl_ll' pay the hill themsalwes

#  Allto be household customers

@  Min x3 metered; min 23 unmetered

#+  Mix of combined and wastewater only customers

#  Aim 5 combined service customers, min. 3 wastewater only customers

#+  Min 1 metered customers to have 3 smart meter, Min 1 to have 3 non-smart meter
#  Min 1 x customers to be on the priority services register

+ Additional, consent and permissions
o Permission to be audio recorded
o Permission for client to be present
o Permizsion for BritainThinks to store data
o Permission to be re-contacted for further Thames Water ressarch
o Permission for photographs and video to be taken at the s=ssion and used in reporting|
(which may be published)

Demographic criteria

« Range of gender {mzle/fernzle/non-binary)
o Min x3 male
o Min 23 female
«  Mix of ages
o 2x25-3dyrs
o 2Zx35-4dyrs
o 2x45-54yrs
o 2xE5#Yrs
»  Mix of SEG
o ZxAB
a FxCl
a 1xC2
a 2ZxDE
«  Ethnicity
o Min 2 % from an ethnic minority
#  Mix of urban and rural across sample
o Min 2 x rural
o Mix of semi-rural / suburban and urban
= Living situation

= Min 2 homeowner

Other requirements

# Mo participants to have taken part in research in the past 6 months
% Mo participants to have taken part in reszarch on this topic before
# Mo participants to have taken part in the last round of this research
% Mo two participants to know each other

#+ Mo participants to have worked in listed ooccupations

Good moming/afternoon/evening,

I am looking to recruit people to take part in 3 research project. The research is being
conducted by BritainThinks, 2n independent market research company, on behalf of the
water company, Thames Water.

wie sre looking to speak to housshold customers across the Thames Water region. The
research would consist of a small pre-task, an in-person evening session &t & central London
location, & small homewaork task and then an a further in-person day workshop in the same
location. You would receive a total of £285 [workshop 1 = £85 + workshop 2 = £200) 85 8
thank you for taking part in the project and you will b2 paid in the days following the final
workshop via Ayda, an independent payment platform.

The first s2szion will be on Tuesday 2™ August at 6Gpm to Spm. It will take place in person and
lzst 3 hours. In advance of the event, we will share pre task details via email. The second

workshop will be a full day session on Saturday 6 August 10am to 4pm, at the same central
London location.

Everyone taking part in the research will come from different backgrounds and will have a
range of different experiences to talk sbout so don't waorry, there are no ‘right’ or “wrong'
answers to the questions | am about to ask you.

Flease note that if you do take part in this project, you will not be able to take part in any
other BritainThinks research projects for the next 12 months. If you are interested in taking
part, | just need to ask you 3 faw questions.

0O1: I'm now going to ask you a range of questions about yourself and the work you do to
understand if you are suitable to participate in this research. This will include questions
about your ethnicity, health status and financial status. Are you happy to proceed on that
basis?

Yes Continue

No Thank & close

02: Are you currently participating, or scheduled to participate in any market research?

Yes Thank & close

Na Continue

03: Have you taken part in any market research before?

ez G0 to a4

No G0 toas

a4: If yes, how many market research discussions have you taken part in, in the past &
months? And in the past 12 months?

Past & months Thank & close

Past 12 months Record:

0s5:1f yes, please list all topics covered in all previous market research discussions you have
attended in the past 12 months

Record:
Thank and closs if attended any markst research topic on water or utilities, in the past 12
months

06 Have you taken part in any research with BritainThinks in the last 12 months?

Yes Thank & close

Na Continue

0O7: Have you ever taken part in any Thames Water research before?
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Yes

Thank & close

No

Continue

0E: Have you ever been employed in any of the following ocoupations?

Market Reszar

th

Marketing

Journalism

Thank & close

Mediz

Water sector

Thames Water

These groups are based on the 2021 census. If needed, a more detailed breakdown of

groups can be found here.

012: what is,'was the occupation of the person in your household who earns/earned the
highest salary? [if retired, occupation prior to retirement]

Write in

Rural

ReCruit min. 2

clorification is needed:

» Urhan: city [ large town with pop

ulation over 10,000

« small town / suburban : settlement of 3,000 to 10,000 people or less than 20 minute

drive from an urban area

» Village / rural: settlement of less

than 20 minuts drive from wrban

than 3,000 people [ sparsely populated area / more

area

O16: In what town, village or city do you currently live in?

05 How would you describe your gender?

Male Recruit min x3
Femalz Recruit min =3
Mon-binary | Record

010: what is your age?

25-304 Recruit 2
35-44 Recruit 2
45 -84 Recruit 2
Over 65 Recruit 2

011: How would you describe your ethnic background?
Do not read owt list of o

con self-describe.

White British /

ions — code gnswer ggainst the

wing so thot porticipants

013: Record social grade

Record (within London or reasonable t
recruit outside of M25.

ravel distance into central London) Do not

Answers used to inform financial vulmerability

&

B Recruit 2

[=]1 Recruit 3
cZ

Recruit 1

D .
— Recruit 2

14: which statement best describes you?

1 am a household Thames Water
customer, and | am participating in
this research on that basis

Recruit x 8 as HH customers and continue to
Section 5

I am a mon-household {business)
Thames Water customer, and 1am
participating in this research on that
basis

White

Eurcpean / White other

Record

Mixed

Asian [ Asian Eritish

Record and recruit min. 2

Black / African
Black British

/ Caribbean /

ather [pleass specify)

Thank & Close [recruit for MHH sample)

015 Which best describes where you live?

Urban

semi-rural / suburban

Recruit mix

017: Please confirm your postcode, to ensure you live within the required water services

area:

Recruiter mote: Plegse see postcode fist to confirm participont lives within required water

services area

Water and wastewater services
[combined service)

Record and continue [3im 5]

‘Water services only

[Thank & Close

Wastewater sarvices only

Recruit min. 3

either water or waste-water sarvices

Thames \Water does not provide me with

[Thank & Close

018: Which statement best matches your household situation?

I have a water meter (Le. | am
charged according to my usags|

Recruit = 3 and continue to Q19

I do nat have 3 water mater (L2, | get
charged a flat fee for my water usage,
'rateable value']

Recruit x 3 and continue to Q20

019 [metered customers only]: Which s

tatemeant best matches your housshold situation?

| hawe & smart water meter

Record, recruit min. 1
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1 have a non-smart water meter Record, recruit min. 1

Q20: Who is responsible in your household for paying the water and/or waste-water bills?

Hawe 3 medical condition that requires consistent supply
of water

1 am =olely responsible

p— - record and continue
I share the responsibility with someone

else

Someons else is

Don't kmow

Hawe a child living in your home ages 0-3 years old

Meed a translation to understand communications from
your water company

are blind, partially sighted, deaf or hard of hearing

Hawe 2 mentzl health condition

need extra support due to life-changing events such as
bersavemnent

Nane of the above

021: Which best describes your living situation?

Renting from a private landlord {ind
estate agents)
Renting from a housing assodiation

Recruit min. 2

Recruit min. 2

Renting from a local authority
housing (local council)
Own home with or without a

Recruit min. 2
mortgage

Other

Record and continue

Q22: Which, if any of the following apply to you. Please think of the mast recent event if

ceb s

you've experienced more than one

Select all that apply

Claim & private pension

Claim = state pension

claim benefits 2.5, Jobseekers Allowance, Universal Record and continue to 423

cradit, Disability etc.

Have 2 dizability, health condition or zerious iliness
lincluding cancer, dementia)

023: [IF ANSWERED YES TO ANY OF THE ABOVE] Are you currently on your water

companies’ priority service register?
Answers used to inform PSR guota

Yes Recruit min 1
No Record, continue
Don't ko Record, continue

Q24: How would you describe your ability to use or acces

s to technology for tasks such

buying things online, paying bills online and staying in touch with people?

| am abls to use and access technology with ease,
including using a laptop and access good internet

Record and continue to 025

| hawe some minor difficulties accessing or using
technology but can generally get by with those tasks

| find accessing or using rechnology wery difficult which
can make some daily tasks very difficult or impossible

Digitzlly disengaged, record
and continue to 025

I rarehy / never use the internat

| find wi-Fi and mobile data too expensive to uss

| do ot have Wi-Fi, anly maobile dats

| do not own an intermet-enabled phone, tablet, laptop or

computer

025: As part of this research, we will be audio recording the session. These recordings will
only be used internally by the BritainThinks research team. Are you happy to be audio and
video recorded during the research?

fes Continue

NG Thank & close

026: The workshops will be filmed / photographed and the footage / these photographs to
be used by BritainThinks, Thames Water staff and on the Thames Water website, or shared
with Thames Water's independent Customer Challenge Group, the water industry regulator
Ofwat or other UK water companies. Photos/video will be deleted by 315t December 2030..
Are you happy to be filmed/photographed during the research?

fes Continue

NG Thank and close

027: Representatives from Thames Water and Thames Water's independent Customer
challenge Group will be attending the workshop to observe the research. Are you happy to
take part on this basis?

N Continue

Mo Thank & dose

02E: During the workshop, photographs and video may be taken and used in reporting
{which may be published). Are you happy to have your photo and video taken on this basis?
Add if necessary: these will be informal photos and video of the group during discussions and
individuals will not be nomed if they oppear in photos/videos.

N Continue
NG Record
029: B Thinks will keep your information on file for a pericd of up to 3 months; this is

for BritainThinks" quality monitoring purposes only and your information will not be passed
along to any other third party or marketing organisations without your consent. Are you
happy for BritainThinks to store your data for a period of up to 3 months?

N Continue

Mo Thank and close

030: it may be necessary for Thames Water and/or Britain Thinks to contact you by email
or telephone after the research has taken place to follow up on ideas generated during the
discussion. You would only be contacted if strictly necessary and only in connection with
this research within the next 3 months.
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A= Continue Finally, I just need to take details of your name, address and telephone number:
Narne:
No Thank and close

Email address:
031: For this research, workshops will be held in 3 venue in your area of the country. For

these workshops, we will be providing food and drinks. Do you hawe any dietary

. . Telephone number:
requirements,/allergies that we should be made aware of? Fosal address for  digally
Yes Continue disengaged
No Thank and close Plegse note telephone numbers ore mondotory. Mo two people showld know eoch other.

032: Do you have any mobility issues or requirements that we should be made aware of for
the workshops?

YEs Record

03&: Is there anything else the interviewer should be made aware of?

Ne Continue Record

Frefer not to say

THIS I5 & TRUE RECORD OF AN INTERVIEW WHICH HAS BEEN CONDUCTED WITH A
033: Do you have any other health issues or requirements that we should be made aware RESPONDENT WHO 15 MOT A RELATIVE OR FRIEMD OF MINE
of for the workshops? INTERVIEWER'S SIGNATURE: _.. ——
Yes Record

Na continue DATE. e s e s

Prafer not to say

0O3: Do you have any needs or requirements that you would like us to consider for the

research [Eg., mobility, dyslexia, hearing trouble]? or allergies/dietary requirements we
should consider for the workshop catering?

Record

035: For the pre-task, you will need to access an internet-enabled device. Do you personally
own or have access to...

smartphons or ancthar internet-enabled smartphone

Tablet/irad Record

Laptop

Desktop

| do mot own an internet-enabled device Record and capture address,

offline versions can be
posted
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|Thames wWater | PR24 Options

Recruitment specification and screener | July 2022

Recruit 12 customers [MHH] across 3 locations of the Thames Water region, representative of a
broad range of segments and situations

Business Customer experts for each location will take part in one 3hr f2f deliberative workshop
and will become educated about the issues, to provide detailed feedback, but will represent a
more mainstream customer audience)
Workshops to take place:

=  Shart pre-read pre-task (shared via M35 Forms)

®  Dates: on either Tues 260 Wed 27" uly or Wed 3% Aug at 6 - 9pm
Locations

= Central Landan {venue the)
= Reading {wanue thc)

= Watford (venue the)

Incentive:

= E150 for Zhr F2f evening warkshop

= Senvices — information, financial, real estate, professional, scientific, technical activities, sdmin and

support
= Public organisations, education, health and social work
= Other

A range of levels of expenditure on water — to drop out naturally

Miin x 4 metened Min %4 metered Min x3 metered

%4 Non-Househald Wastewater

pustomers only

5 Household Wiater and wastewater service customers

» Additional, consent and permissions
= Permission to be audio recorded
= Permission for client to be present
= Permission for BritainThinks to store data
a  Permission to be re-contacted for further Thames Water research

= Permission for photographs and video to be taken at the s2szion and used in reporting

[which may be published])

Project-specific criteria

Central Landon (x5 NHH] | Reading (x5 MHH) [ Watford jid NHH)

Other requirements

# Mo participants ta hawe taken part in research in the past b months
# Mo participants ta hawe taken part in ressarch on this topic before
= No participants ta hawe taken part in the last round of this research
= Notwo participants to know each other

®  No participants ta hawe worked in listed occupations

Range of gender | male/femals/non-binary)
Aim for a mix of ages
Bim for a mix of Ethnidity

All participants to be business customers in the Thames Water supply area

Al respansible for their company’s water bill and for dealing with water supplier whene necessary

Spresd of businesses ininner and outer London

A range of business sizes
= [0to9employees
= 10 to 249 employees
= 1504+ employees |best efforts basis)

A range of sectors
*  Construction, mining, manufacturing, agriculture
+ 'Wholesale, retail, repair motor vehiches, transportation
= Bccommodation and food sendices

Good moming/afternoon/evening,

| am looking to recruit people to take part in 2 research project. The research is being
conducted by BritainThinks, an independent market research company, on behalf of the
water company, Thames Water.

‘We are looking to sp=ak to mon-housshold customers [who are responsible for their
company’s water bill and for dealing with water supplier where necessary) across the Thames
‘water region. The research would consist of a small pre-task, an in-person evening session at
3 WATFORD/READING/LONDON location. You would receive 2 total of £150(MHH) 25 & thank
wou for taking partin the project and you will be paid in the days following the final workshop
via ayda, an independent payment platform.

The session will be on Tues 26™, Wed 27 fuly or Wed 3 Aug at 6 - 9pm. It will take place in
person and 35t 3 hours. In advance of the event, we will share pre task details via email.

Everyone taking part in the research will come from different backgrounds and will have &
range of different experiences to talk sbout so don't worry, there are no right' or ‘wrong'
answers to the questions 1 am about 1o ask you.

Please naote that if you do take part in this project, you will not be able to take part in any
other BritzinThinks research projects for the next 12 months. If you are interested in taking
part, 1just need to ask you 3 few questions.

01: I'm now going to ask you a range of questions about your business and the work you
do to understand if you are suitable to participate in this research. Are you happy to
proceed on that basis?

ez Continue

Mo Thank & close

02: Are you currently participating, or scheduled to participate in any market research?

A Thank & close

No Continue

03: Have you taken part in any market research before?

Yes Gotoad

Mg Goto Qs

aa: If yes, how many market research discussions have you taken part in, in the past 6
months? And in the past 12 months?

Past & months Thank & close

Fast 12 months Record:

05: If yes, please list all topics covered in all previous market research discussions you have
attended in the past 12 months

Record:
Thank and closs if attended any markst research topic on water or utilities, in the past 12
months

06: Have you taken part in any research with BritainThinks in the last 12 months?

ez Thank & close

Mo continue

07: Have you ever taken part in any Thames Water research before?

A Thank & close

No Continue
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0&: Have you ever been employed in any of the following occupations?

Market Research

Marketing

Journalism

Media

Water sector

Thames \Watsr

Thank & close

Aszian / Asian Eritish

Black / African / Caribbean /
Black British

ather (pleass specify)

03%: What type of account does your business have with you water supplier? [check

postoode list to ensure correct supplier)

Business account

Continue, recruit x 5 London & Reading
recruit x4 watford

Household account

Thank & close

010: How would you describe your gender?

These groups are based on the 2021 census. If needed, a more detailed breakdown of

groups can be found here.

Q13: Which best describes the location of your business

Urban

Semi-rural / suburban

Rural

Record, recruit mix

Mals

Female record and zim for 3 mix

Non-binary

011: what is your age?

25-3D

31- 45 record and aim for & mix

45—-80
Qver 60

If clarification is needed:

# Urban: ci
» small town / suburhan -

drive from an urban area

arge town with population over 10,000
ment of 3,000 to 10,000 people or less than 20 minute

» village / rural: settlement of less than 3,000 people / sparsely populated area / more

than 20 minute drive from urban area

014: In what town, village or city is your business based in?

central London (or within reasonzable travel
distance - do not recruit outside of Mz25)

Recruit x 5 and continue to gl8

reading (or within reasonzblz travel
distance)

Recruit x 5 and continue to 16

012: How would you describe your ethnic background?
Do not read out list of options — code gnswer against the wing so that porticipants

con seif-describe.

‘watford [or within reasonable travel

distance)

Recruit x 4 and continue to g5 (waste
only)

‘white British / whita
Eurcpean / White othar

Mixed Record, zim for 2 mix

015: (For Watford only) Please could you confirm your business postcode to ensure you are
located within the wastewater services only area?
Recruiter note: Pleose see postcode list to confirm porticiponts business is located within

wastewater only areg

ez . .
Record postoode, recruit x 4 and continue to gis
Me [Thank & Close
g
pon’t knaw [Thank & Close

016 What is the name of your business?

Record

017: What size is your business? [By this | mean the number of people that work for the

organisation as a whole rather tham just in your branch/office team)

0-0 employees
10-243 employees

Record, recruit mix (3im for two 250+ on 3
250+ emplayees best efforts basis)

Q18: How many sites does your business have?

1

Record, recruit mix

01%: What sector do you work in?

Construction, mining, manufacturing, agriculture

wholezale, retail, repair motor vehicles,
transportation

accommaodation and food services

services — information, financial, rezl estate,
professional, scientific, technical activities, admin
and support

Fublic organisations, education, health and social
work

Other services

RECRUIT MK

020: [Reading and London Only] Please could you confirm your business postcode to ensure

you are located within the water services area?

Recruiter note: Plegse see postcode list to confirm participants business is locoted within

correct woter services area
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Water and wastewater services

[combinad) record postcode, recruit x5 Reading & x5 London

Wwater servicss only hhank & close

Wastewater s2rvices only hthank & closs

Thames Water does not provide me with

3 X [Thank & Close
sither water or waste-watar sarvices

021: Which statement best matches your organisation?
Beguiter note: we would expect the majority to be metered

My business has a water meter [l Record, recruit min x4 Reading & London
charged according to usage) Record, recruit min x3 Watford
continue to g2z

rRecord, continws to q23

wy business does not have a water
meter (Le. get charged a flat fee for
water usage, ‘Tateable valus’)

022 [metered customers only]: Which statement best matches your organisation's
situation?

I hawe & smart wiater meter Record, recruit min xi-2 per location and

continue 1o 423

I have a non-zmart water meter recard, recruit min xi-2 per location and
continue 1o 423

023: Who is responsible in your arganisation for paying the water and,/or waste-water
bills?

1 am solzhy responsible
—— continue
| share the responsibility with someone
else
someons else is
Don‘t know Thank & close

024: Who in your company is responsible for dealing with you water supplier where
required?

Respondent themsehes continue
colleague Thank & close
Don't know

025: How miuch is your business’ average water hill per year?

< £5000

E5000-£8,998
£10,000-£14,095 Record
£15 000+

026: s 3 proportion of your business' owtgoings, how much does your business spend on
water?

Less than 5%
Mare than 5% Record
Don't know

027: To what extent, if at all, is water integral to the operations of your business? (By this
| am referring to your business' commercial use of water rather than drinking, etc.)

‘Water is integral to my business’ operations
‘water is not integral to my business’ | Record

Dperations

028 As part of this research, we will be audio recording the session. These recordings will
only be used internally by the BritainThinks research team. Are you happy to be audio and
video recorded during the research?

e Continue

Mo Thank & close

028: The workshops will be filmed / photographed and the footage / these photographs to
be used by BritainThinks, Thames Water staff and on the Thames Water website, or shared
with Thames Water's independent Customer Challenge Group, the water industry regulator
Ofwat or other UK water companies. Photos/video will be deleted by 315t December 2030..
ara you happy to be filmed during the research?

fes Continue

Mo Thank and close

030: Representatives from Thames Water and Thames Water's independent Customer
challenge Group will be attending the workshop to observe the research. Are you happy to
take part on this basis?

R Continue

Mo Thank & close

031: During the workshop, photographs and videos may be taken and used in reporting
(which may be published). Are you happy to hawve your photo and video taken on this basis?

Continue

Mo Record

032: BritainThinks will keep your information on file for a period of up to 3 months; this is
for BritainThinks’ quality monitoring purposes only and your information will not be passed
along to any other third party or marketing organisations without your consent. Are you
happy for BritainThinks to store your data for a period of up to 3 months?

fes Continue

Mo Thank & close

033: it may be necessary for Thames Water and/or Britain Thinks to contact you by email
or telephone after the research has taken place to follow up on ideas generated during the
discussion. You would only be contacted if strictly necessary and only in connection with
this research.

N Continue

Mo Thank & close

034: For this research, workshops will be held in a venue in your area of the country. For
these workshops, we will be providing food and drinks. Do you hawve any dietary
requirements/allergies that we should be made aware of?

R Continue

Mo Thank and close

035: Do you have any mobility issues or requirements that we should be made aware of for
the workshops?

N Record

[ Continue

Prefer not to say

0O36: D0 you have any other health issues or requirements that we should be made aware
of for the workshops?

N Record
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Mo Continue

Frafer not to say

037: Do you have any needs or requirements that you would like us to consider for the
research (E.g, mobility, dyslexia, hearing trouble)? Or allergies/dietary requirements we
shiould consider for the workshop catering?

Record

0O3E: For the pre-task, you will need to access an internet-enabled device. Do you personally
own or have access to...

smartphone or another internet-enabled smartphone

Tablet/iPad Record

Laptop

Desktop

| do not owm an internet-enabled device Record an capture postal
address, offline versions can
be posted

Finally, | just need to take details of your name, address and telephone number:

Marme:

Email address:

Telephons number:

Postal address  for  digitally

disengaged

Piegse note telephone numbers are mondotory. No two people showid know eoch other.

035: Is there anything else the interviewer should be made aware of?

Record

THI5Z |15 A TRUE RECORD OF AN INTERVIEW 'WHICH HAS BEEN CONDUCTED WITH A
RESPONDENT WHO I3 NOT A RELATIVE OR FRIEND OF MINE
INTERVIEWER'S SIGNATURE: _.. -

D AT e
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|Than1es water | PR24 Dptions

A Recruitment specification and screener | July 2022

Recruit x4 customers [NHH] across the Thames Water region, representative of a broad range of
segments and situations

Citizen experts will take part in two f2f deliberative workshops, which will involve a more
immersive engagement with us, with the material and with Thames Water senior management

Workshops to take place:
# Short pre-read pre-task (shared via M3 Forms)
*  Tuesday 2 August in London §pm-3pm (Central London lecation the)
& small ‘reflactions’ homewark task
= Saturday 6" Aug 10— 4pm (Central London lecation tho)
Incentives:

= £150 for 3hr f2f evening workshop
* £300 for 6hr saturday workshop

= Mix of fresh and wastewater customers
o min. 2 wastewater customers, aim 2 combined

= additional, consent and permissions
= Permiszion to be audio recorded
a  Permission for client to be present
= Permission for BritainThinks to store data
= Permission to be re-contacted for further Thames Water research
= Permission for photographs and video to be taken at the s2szion and usad in reporting|
[which may be published)

Other requirements

% Mo participants to have taken part in ressarch in the past 6 months
# Mo participants to have taken part in res=arch on this topic before
#  No participants to have taken part in the last round of this research
# Mo two participants to know each other

% Mo participants to have warked in listed occupations

Project-specific criteria

= Al participants to be business customers in the Thames Water supply area
= Al responsible for their company’s water bill and for dealing with water supplier where
necessary
= Spread of businesses in inner and outer London (within the p25)
= A range of business sizes (number of employees)
o Oto8employess
o 10to 243 employess
o 250+ employees {best efforts basis)
= Arangeof sectors
o Construction, mining, manufacturing, agriculture
o Wholesale, retail, repair motor vehicles, transpartation
o Accommodation and food services
o Services —information, financial, real estate, professional, scientific, technical activities,
admin and support
o Public organisations, education, health and social work
o Other
= A range of levels of expenditure on water — to drop out naturally
= A range of billing arrangements — to drop out naturally
o Billed directly by Thames water
o Billed by anather group, &g, local authority, landlord
= Some customers to hawve meters and others not — to drop out naturally (we would expact
majority to be metered)
o Min. 1 of metered customers to have 3 smart meter, Min. 1 to have & non-smart
meter

cood moming/sfternoon/zvening,

I am locking to recruit people to take part in 3 research project. The research i being
conducted by BritsinThinks, an independent market research company, on behalf of the
water company, Thames Water.

‘we are looking to speak to mon-housshold customers [{who are responsible for their
company’s water bill and for dealing with water supplier where necessary] across the Thames
‘Water region. The research would consist of 3 small pre-task, an in-person evening session at
a central London location, 3 homework task and then an in-person day workshop inthe sams
location. You would receive a total of £450 (workshop 1 = £150 + workshop 2 = £300] as 2
thank you for taking part in the project and you will be paid in the days following the final
workshop via ayda, an independent payment platform.

The first session will be on Tuesday 2" August at 6pm to 9pm. It will taks place in persen and
lzst 3 hours. In advance of the event, we will share pre task details viz email. The second
workshop will be 2 full day session on saturday 6% August 10am to 4pm, =t the same central
London lacation.

Everyone taking part in the research will come from different backgrounds and will have 2
range of different experiences to talk sbout so don't worry, there are ne ‘right’ or ‘wrong'
answers to the questions | am sbout o ask you.

Please note that if you do take part in this project, you will not be able to take part in any
other BritainThinks research projects for the next 12 months. If you are interested in taking
part, 1just need to ask you 3 few guestions.

a1 I'm now going to ask you a range of questions about your business and the work you
do to understand if you are suitable to participate in this research. Are you happy to
proceed on that basis?

A Continue

Mo Thank & cloze

02: Are you currently participating, or scheduled to participate in any market research?

Yes Thank & close

No Continue

03: Have you taken part in any market research before?

ez G0 to Q4

N Gotods

04: If yes, how many market research discussions have you taken part in, in the past 6
months? &nd in the past 12 months?

Past & months Thank & close

Past 12 months Record:

05: If yes, please list all topics covered in all previous market research discussions you have
attended in the past 12 months

Record:
Thank and close if attended any markst research topic on water or utilities, in the past 12
manths

06: Have you taken part in any research with BritainThinks in the last 12 months?

N Thank & cloze

Mo Continue

0O7: Have you ever taken part in any Thames Water research before?

Yes Thank & close

N Continue

08: Have you ever been employed in any of the following occupations?

Market Ressarch

Thank & cloze

Marketing
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Tournalism

Madiz

Water sector

Thames \Water

0%: What type of account does your businass have with your water supplier?

Business aoccount Continue, recruit x4

Household zccount Thank & close

010: How would you describe your gender?

Malz

Femalz record, 3im for 3 mix

Maon-binary

011: What is your age?

25-34

35- 44 Record, 3im for 3 mix

45 -84
Qver 65

012: How would you describe your ethnic background?
Do not read owut list of options — code answer ogainst the following so that participonts

con self-describe.

White British / White
European / White other

Mixed

Aszizn / Asian Eritish Record, aim for 2 mix

Black / africzn / caribbzan /
Black Britizh

Other (pleass spacify)

Q17: How many sites does your business have?

These groups are based on the 2021 census. If needed, 3 more detailed breakdown of
groups can be found here.

013: Which best describes the location of your business

1

Record, recruit mix

018: what sector do you work in?

(Construction, mining, manufacturing, agriculture

Urban

Sami-rural / suburban Record, recruit mix

Rural

‘wholeszale, ratsil, repair metor vehicles,
transportation

[accommaodation and food services

Services — information, financial, real estate,
professionzl, scizntific, technical activitizs, admin
and support

Fublic organisations, education, health and social
work

If clarification is needed:

+ Urban: city / large town with population over 10,000
s small town / suburban ; s=ttlement of 3,000 to 10,000 people or less than 20 minute

drive from an urban area

» Village / rural: settlement of less than 3,000 people / sparsely populated area / more

than 20 minute drive from urban area

014: In what town, village or city is your business based in?
Record — London or within reasonable travel distance of central London (Do not recruit ‘

outside of M25)

015: What is the name of your business?

[Other services

RECRUIT R

015: Please could you confirm your business postcode to enswre you are located within

the wastewater services only area?

Recruiter note: Plegse see postcode list to confirm required business location

‘Water and wastewater services

[combinad) Record, aim for 2
T I

Water services only IThank & close

Wastewater services only recruit min 2

Thames Water does not provide me with
P [Thank & Close

‘ Record

either water or waste-water services

016: What size is your business? |By this | mean the number of people that work for the
organisation as a3 whole rather than just in your branch/office team)

0-8 employees
10-248 employees Record, recruit mix (3im for one 250+ on a3

250+ employees best efforts basis)

0z20: which statement best matches your organisation?
Becruiter note: we would expect the majority to be metered

Ny business has a water meter (Le. Recruit min x3, continue to 18

charged according to usage)

miy business does not have a water Record, continue to ql8

meter [Le, g2t charged a flat fee for
Wwater usage, ‘ratzable valug’)
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021 [metered customers only]: Which statement best matches your organisation's
situation?

| hawe & smart water meter record, recruit min. 1 and continus to gq1s

I have 3 non-smart water meter Record, recruit min. 1 and continue to gls

022: Who is responsible in your organisation for paying the water and/or waste-water
bills?

1 am solely responsible
——— continue
| share the responsibility with someane
else
Someone else is
Don‘t know Thank & close

023: Who in your company is responsible for dealing with your water supplier where

reguirad?
Respondent themselves Continue
Colleague Thank & close
Con't know

024: How much is your business’ average water bill per year?

< E£5000
£5000-£9,959
£10,000-£14,955 Record
£15,000+

025: As a proportion of your business' outgoings, how much dees your business spend on
water?

Less than 5%
Mare than 5% Record
Con't know

026: To what extent, if at all, is water integral to the operations of your business? (By this
| am referring to your business’ commercial use of water rather than drinking, etc.)

Water is integral to my business' operations
Water is not integral to my business' | Record
operations

027: as part of this research, we will be audio recording the session. These recordings will
only be used internally by the BritainThinks research team. Are you happy to be audio and
video recorded during the research?

ez Continue

No Thank & close

02E: The workshops will be filmed / photographed and the footage / these photographs to
be used by BritainThinks, Thames Water staff and on the Thames water website, or shared
with Thames water's independent Customer Challenge Group, the water industry regulator
ofwat or other UK water companies. Photos,video will be deleted by 31" December 2030,
are you happy to be filmed during the research?

A Continue

No Thank and close

029: Representatives from Thames Water and Thames Water's independent Customer
challenge Group will be attending the workshop to observe the research. &re you happy to
take part on this basis?

fex Continue

Mo Thank & close

030: During the workshop, photographs and video may be taken and used in reporting
(which may be published). are you happy to have your photo/video taken on this basis?
Add if necessary: these will be informal photos/videos of the group during discussions amd
individuals will not be named if they appear in photos/videos.

A Continue

Mo Record

031: BritainThinks will keep your information on file for a period of up to 3 months; this is
for BritainThinks" quality monitoring purposes only and your information will not be passed
along to any other third party or marketing organisations without your consent. Are you
happy for BritainThinks to store your data for a period of up to 3 months?

ez Continue

Na Thank & close

032: it may be necessary for Thames Water and/or Britain Thinks to contact you by email
or telephone after the research has taken place to follow up on ideas generated during the
discussion. You would only be contacted if strictly necessary and only in connection with
this research.

A Continue

Na Thank & close

0133: For this research, workshops will be held in a venue in your area of the country. For
these workshops, we will be providing food and drinks. Do you hawve any dietary
requirements/allergies that we should be made aware of?

N Continue

Na Thank and close

034: Do you have any mobility issues or requirements that we should be made aware of for
the workshops?

e Record

N Continue

Prefer not to say

035: Do you have any other health issues or requirements that we should be made aware
of for the workshops?

N Record

Na Continue

Prefer not to say

036: Do you have any needs or requirements that you would like us to consider for the
research (E.g. mobility, dyslexia, hearing trouble]? Or allergies/dietary requirements we
shiould consider for the workshop catering?

Record

037: For the pre-task, you will need to access an internet-enabled device. Do you personally
owm or have access to...

smartphons or anotherinternet-enabled smartphone

Tablet/iPad

Record

Laptop
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Deskiop

| do mot own an intermet-enabled devics Record and capture address,
offline versions can be
posted

Finally, I just need to take details of your name, address and telephone number:
Name:

Email addrass:

Telephone number:

postal address  for  digitally
disengaged

Please note telephone numbers ore mondotory. No two people showld know eoch other.

038: Is there anything else the interviewer should be made aware of?

Record

THIS I5 & TRUE RECORD OF AN INTERVIEW WHICH HAS BEEM CONDUCTED WITH A
RESPONDENT WHO |5 NOT A RELATIVE OR FRIEND OF MINE
INTERVIEWER'S SIGNATURE: ...

DT, e s
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Hello and thank you for agreeing to take
part in this important piece of research!

o



* Before we meet you in person, we have some information about the water
industry and Thames Water that we would like you to read through.

* Please read through these slides carefully, thinking about anything that
stands out to you or any questions you might have,

* Once you have read this information, please click on the link in the email to
answer some questions reflecting on this information ahead of the

workshop.
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Background to water industry

There are a number of different companies in the water industry who serve water customers to
ensure their water is safe, reliable and environmentally friendly

England and Wales are served by
17 different water companies:
some provide just drinking water,
others take away sewage as well.
Companies in the same area work
together to plan for the future in
their region, and work with the
other regional groups across
England to make sure there is
enough water for everyone.
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The water industry today

Drinking/Water Consumer Council for

Water

Water companies Inspectorate

» Take water from the environment
* Represent customers on matters

(e.g. rivers) and treat it so it's safe * Makes sure the water supplied in :
. . relating to water
to drink England and Wales is safe and that . : :
. L N L * Investigate complaints and provide
* Build and maintain infrastructure drinking water quality is acceptable : )
: . advice to ensure water services
(like pipes) to supply water to for customers

. remain fair for customers
homes and businesses

Environment Office of Water

Agency Services

* Protects and enhances the « Aregulator that makes sure water
) * The UK Government department : .
environment . ) companies do their job properly,
: : responsible for protecting the . . L
« Works with water companies to . . including fair pricing for customers
: environment and countryside, . .
ensure operations and plans . : and ensuring there is always a
: : including water .
develop in a sustainable way reliable water supply

114



Introduction to Thames Water

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

£

e, a 10 million
water
- customers
oy, 2 15 million
wastewater
i gy customers

Other woter
company boundary

Thames Water supplies an average of 2.7 billion litres of drinking water every day to

homes and businesses and it treats almost 5 billion litres of sewage a day
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Thames Water and the water cycle

Thames Water takes water from rivers and natural underground stores and turns 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 (i.e., wastewater that goes down sinks and toilets) it is collected in the sewer network. It
ends up at sewage treatment works where the water is treated and safely returned to rivers,
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Overall purpose of the project

The main objective is to gain customer feedback on future priorities and service package options

O O O

Water companies must meet rH-\p}\r“-\ The purpose of this project is to
the needs of their customers LYY gather feedback from Thames
@ f 0:\‘ i ”:\‘ Water customers

« They must maintain and improve the service in an « Thames Water wants to understand what
environmentally responsible way, while facing a improvements should be prioritised as they look
number of growing challenges now and in the ahead to their future service.
future.

Customers will be asked to provide feedback on a
In order to ensure they can meet customers’ number of potential improvements and which of
needs and address future challenges,, water these improvements are most important and/or
companies are required to make long-term plans should be prioritised.
(as far ahead as 100 years).

Your feedback will be used to make sure Thames
The long-term strategy of water companies must Water’s plans deliver the right balance of

be informed by engagement with customers. outcomes for customers over the next 10-15
years.
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Challenges for Thames Water

Thames Water are facing several challenges that must be tackled now, and in the future

Population growth

Climate change

Declining river quality
and biodiversity

Ageing infrastructure

In the future, demand for water will increase as there are more people, more homes and
more businesses to supply

The effects of climate change mean that there will be less water available to meet the
increasing demand from customers (e.g. hotter and drier summers could mean more water
shortages and risk of drought)

Widespread pollution (e.g. sewage, plastics, chemicals) is threatening freshwater habitats
and biodiversity in the UK (currently no UK rivers are officially safe to swim in)

To reduce negative impacts on fish, wildlife, plants and recreation, water companies will be
allowed to take less water from sensitive water sources

Old pipe networks and treatment works mean higher maintenance needs and costs
The effectiveness of the infrastructure may also decline with age and may become potential
safety hazards

Planning ahead in a meaningful way can help Thames Water to solve some of these challenges and consider how their future

plans might impact some of these issues (e.g. reducing leakage can help increase water supply)
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Background to water industry

There are a number of different companies in the water industry who serve water customers to
ensure their water is safe, reliable and environmentally friendly

England and Wales are served by
17 different water companies:
some provide just drinking water,
others take away sewage as well.
Companies in the same area work
together to plan for the future in
their region, and work with the
other regional groups across
England to make sure there is
enough water for everyone.




The water industry today

Drinking/Water Consumer Council for

Water

Water companies Inspectorate

» Take water from the environment
* Represent customers on matters

(e.g. rivers) and treat it so it's safe * Makes sure the water supplied in :
. . relating to water
to drink England and Wales is safe and that . : :
. L N L * Investigate complaints and provide
* Build and maintain infrastructure drinking water quality is acceptable : )
: . advice to ensure water services
(like pipes) to supply water to for customers

. remain fair for customers
homes and businesses

Environment Office of Water

Agency Services

* Protects and enhances the « Aregulator that makes sure water
) * The UK Government department : .
environment . ) companies do their job properly,
: : responsible for protecting the . . L
« Works with water companies to . . including fair pricing for customers
: environment and countryside, . .
ensure operations and plans . : and ensuring there is always a
: : including water .
develop in a sustainable way reliable water supply




Introduction to Thames Water

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

£

e, a 10 million
water
- customers
oy, 2 15 million
wastewater
i gy customers

Other woter
company boundary

Thames Water supplies an average of 2.7 billion litres of drinking water every day to

homes and businesses and it treats almost 5 billion litres of sewage a day




Thames Water and the water cycle

Thames Water takes water from rivers and natural underground stores and turns 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 (i.e., wastewater that goes down sinks and toilets) it is collected in the sewer network. It
ends up at sewage treatment works where the water is treated and safely returned to rivers,




Overall purpose of the project

The main objective is to gain customer feedback on future priorities and service package options

O O O

Water companies must meet rH-\p}\r“-\ The purpose of this project is to
the needs of their customers LYY gather feedback from Thames
@ f 0:\‘ i ”:\‘ Water customers

« They must maintain and improve the service in an « Thames Water wants to understand what
environmentally responsible way, while facing a improvements should be prioritised as they look
number of growing challenges now and in the ahead to their future service.
future.

Customers will be asked to provide feedback on a
In order to ensure they can meet customers’ number of potential improvements and which of
needs and address future challenges,, water these improvements are most important and/or
companies are required to make long-term plans should be prioritised.
(as far ahead as 100 years).

Your feedback will be used to make sure Thames
The long-term strategy of water companies must Water’s plans deliver the right balance of

be informed by engagement with customers. outcomes for customers over the next 10-15
years.




Challenges for Thames Water

Thames Water are facing several challenges that must be tackled now, and in the future

Population growth

Climate change

Declining river quality
and biodiversity

Ageing infrastructure

In the future, demand for water will increase as there are more people, more homes and
more businesses to supply

The effects of climate change mean that there will be less water available to meet the
increasing demand from customers (e.g. hotter and drier summers could mean more water
shortages and risk of drought)

Widespread pollution (e.g. sewage, plastics, chemicals) is threatening freshwater habitats
and biodiversity in the UK (currently no UK rivers are officially safe to swim in)

To reduce negative impacts on fish, wildlife, plants and recreation, water companies will be
allowed to take less water from sensitive water sources

Old pipe networks and treatment works mean higher maintenance needs and costs
The effectiveness of the infrastructure may also decline with age and may become potential
safety hazards

Planning ahead in a meaningful way can help Thames Water to solve some of these challenges and consider how their future

plans might impact some of these issues (e.g. reducing leakage can help increase water supply)
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Improving water treatment

What does this involve?

« Thames Water’s large London water treatment works are open to the
elements and there is a risk of dangerous bacteria passing through into
drinking water.

Where is Thames Water now?

- The treatment tanks at all of Thames Water’s large London water works

are open to the elements, but the quality of drinking water remains very
high.

How does 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.

- Thames Water will need to treat poorer quality water in future as the
risk of dangerous bacteria is increasing due to climate change and the
requirement for water companies to take less water from sensitive
rivers and streams.

How could Thames Water do
more and go further by 20307

Cover up parts of its large
London water treatment

works to reduce the risk of
dangerous bacteria for up to
3.1 million of its 11 million
water customers.




Replacing lead pipes

What does this involve?

« 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 unborn children.

Where is Thames Water now?

* There are over a million lead pipes in Thames Water’'s network, and
around the same amount within customer properties.

- Thames Water currently replaces around 10,000 lead pipes each year.
How does Thames 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.

* London and other towns in the region are more likely to have older
water networks containing lead pipes, which were commonly installed
up until the 1970s.

How could Thames Water do
more and go further by 20307

Replace up to another 70,000
lead pipes — 6% of the total.

Help schools to replace lead
pipes and help customers
replace lead pipes on their
properties.




Replacing trunk mains

What does this involve?

« Trunk mains (very large water pipes) in London are often under main
roads and near to private homes. If these pipes burst, they can flood
properties with basements very quickly.

« Replacing these trunk mains will protect the properties at highest risk
of flooding.

Where is Thames Water now?

« There are 60,000 high risk properties with basements that could flood
from trunk main bursts.

How does Thames Water compare to other water companies?

« This is a fairly unique problem to Thames Water (and London in
particular) as the trunk mains are very old and there are a lot of
properties with basements that flood easily compared to other cities
(such as Birmingham or Manchester).

How could Thames Water do
more and go further by 20307

Replace trunk mains to
protect up to 5,000 basement
properties at highest risk of
flooding — out of a total of
60,000 basement properties.




Improving water supply reliability

What does this involve?

« 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.

*  Most problems are fixed within a few hours, but very rarely customers
can be without water for longer than 2 days. In previous research,
customers have told Thames Water that interruptions of longer than 2
days once in a lifetime are unacceptable.

Where is Thames Water now?

- Thames Water is completing a detailed assessment of all properties in
its supply area and has so far identified 1.9 million of 4 million
properties that are at risk of being without water for longer than 2
days.

How does Thames Water compare to other water companies?

«  Thames Water has more properties than other water companies at
risk of unacceptable interruptions to water supply due to the age and
layout of its water network.

How could Thames Water do
more and go further by 20307

Build more pipes around weak
points on the network and at
treatment works so that water
can still be moved around and
supplied to customers.

Improve how water supplies
are connected together,

including sharing water
supplies with other companies
across the south-east.

This would protect up to 2.3
million properties from an
unacceptable interruption of
longer than 2 days once in a
lifetime.




Deep dive on
wastewater & rivers



Reducing sewage flooding from very

heavy storms
What is this about?

«  Sewer flooding in homes, gardens and businesses can happen either
when sewers become blocked, or after heavy rainfall when the sewer
system becomes full due to too much rainwater.

Where is Thames Water now?

« About 1,100 customers per year experience sewer flooding on their
properties.

« 350,000 properties out of 6 million are at risk of flooding from a very
heavy storm that on average happens once in 50 years.

How does Thames Water compare to other water companies?

« The number of properties flooding from blocked sewers in the Thames
Water region is about average for the industry (2.3 sewer floods for

every 10,000 properties compared to the best company having 1.3 and

the worst having 4.5 for every 10,000 properties).

« However, in years when it rains heavily or is wet for a long period of time,

Thames Water performs poorly compared to other companies.

How could Thames Water do
more and go further by 20307

Build ‘nature-based solutions’
to slow down and stop
rainwater from getting into
sewers and causing sewers to
fill up and flood

Fix leaky sewers that allow
ground water to get in during

very wet periods of weather

Reduce the number of
customer ‘misconnections’
into sewers, e.g. rainwater
from roofs

This will reduce the chance of
up to 18,000 properties being
flooded by heavy storms that
on average happen once in
50 years




Reducing sewage spills into rivers

What does this involve?

* When it rains heavily, the sewer network can become overloaded
causing diluted sewage to sometimes spill over and pollute rivers and
streams

« The Government has set legal requirements to reduce sewage spills,
with a long-term target and minimum performance levels set every five
years. Thames Water can set more ambitious targets to make quicker
progress towards achieving the long-term target.

Where is Thames Water now?

* In 2020 there were around 18,400 spills into rivers in the Thames Water
region — lasting for around 216,000 hours. This is about 40 spills per
storm overflow each year on average.

How does Thames Water compare to other water companies?

« Thames Water has one of the lowest total number of spills each year
compared with other companies, but one of the highest spill rates per
storm overflow.

How could Thames Water do
more and go further by 20307

Reduce the number of
customer ‘misconnections’ into
sewers, e.g. rainwater from
roofs

Increasing the size of our
sewerage system to hold and
treat more sewage

This will reduce the duration of
sewage spills into rivers each
year by up to 50%




Improving river health
What is this about?

« At the end of the sewage treatment process, the treated water is returned
safely to nearby rivers and streams.

 |f this water contains high levels of nutrients, such as the mineral
phosphorus, this can lead to extra growth of river weeds and algae and
cause problems for plant life and wildlife in rivers

« The Government has set legal requirements to reduce the amount of
phosphorus entering rivers by 2035 with a minimum performance level set
for 2030. Thames Water can set more ambitious targets to make quicker
progress towards achieving the 2035 target.

Where is Thames Water now

« By 2025 Thames Water will be removing around 75% of phosphorus
entering rivers from our sewage treatment works

How does Thames Water compare to other water companies?

|t is difficult to compare Thames Water’s performance on phosphorus
removal with other companies, as all companies are set different targets
depending on the rivers in their areas

How could Thames Water do
more and go further by 20307

Improve the sewage

treatment process further still
to remove up to 90% of the
phosphorus from the treated
water entering rivers




Reducing carbon emissions

What does this involve?

« 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 is 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 does Thames Water compare to other water companies?

- Thames Water’s current operational carbon emissions is about average
for the water industry

« All water companies in the country are signed up to the ambition of
achieving ‘net zero’ operational carbon emissions by 2030.

How could Thames Water do
more and go further by 20307

Use multiple technologies to
produce green energy and
use excess heat from the
sewage treatment process

Trial new sewage treatment
processes to reduce
greenhouse gas emissions

Use a 100% electric vehicle
fleet by 2030 for all vans and
trucks

This will help Thames Water
achieve ‘net zero’ operational
carbon emissions by 2030



How would you spend £60 of your water bill?

What it means for

Yes / No customers’ bills

Improving water treatment

Replacing lead pipes

Replacing trunk mains

Improving water supply reliability

Reducing sewage flooding from very heavy
storms

Reducing sewage spills into rivers

Improving river health

Reducing carbon emissions

VvV vV Vv vVvvVvyvVvyYvwY

£60




How would you spend 14% of your water bill?

What it means for

Yes / No customers’ bills

Improving water treatment

Replacing lead pipes

Replacing trunk mains

Improving water supply reliability

Reducing sewage flooding from very heavy
storms

Reducing sewage spills into rivers

Improving river health

Reducing carbon emissions

VvV vV Vv vVvvVvyvVvyYvwY

14%




Qualitative discussion
guide

> —

_ e i




Thames Water: PR24 Options
Customer workshop Discussion Guide (Combined water and wastewater) | Draft
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Objectives

+ Understand customers initial reactions to Thames Water's broad plans for core senvice improvements and specific enhancements in the future.

=+ Explore and understand customers current priorities toward service enhancement, and how these do or don't align with Thames Water's plans

for the future,

=+ Understand how customers feel sbout specific enhancement propositions within esch senice area, including how they weigh up imeframe vs

bl implications

= Explore and understand how customers weigh up 'packages’ of enhancement propositions brought together from different senvice areas,
including how they weigh up timeframe vs bill implications

The purpose of this document is to senee a5 a guide to inform the flow of the discussions, rather than a definitive list of questions to cover. As these
are qualitstive sessions, the moderator will use the guide fleably and ke guided by what comes out of the discussions. In this discussion guide,
instructions to the moderator are faficized and core tracking questions ars in bold.

Section Key discussion points and probes Stimulus Time
P fing Parficipants asked fo read infroduciory info on the waler indu=hy and Thames Wafer. _ _
Section 1: Lead faciator to welcome parlicipants to the event: = Vislcome
Welcomes & S1IDE 2- slides
Introductions +  Firstly, we'd like to say a huge thank you o you all for joining us today and for +  Iniroductions
{Plenary and agresing o take part in this project. Ve think if's going to be [egly excifipg. andwe |« Pre-read
breakouts) are all very pleasad to have you with us for this project. shides o]
= This work has been commissioned by Thameas Water but is being run by . Quiz
BritainThinks — we are an independant research consultancy, and we work with {200
BritainThinks | Private and Confidential 1

clients like Thames Viater io help them understand what peogle think, and how
they can batter serve their customers.

= [SLIDE 3 — WHY ARE WE HERE?] We are running four workshops in the Thames
Water region with T8 houssholds and businesses to understand your thoughts and
feelings toward some plans Thames Water are considering boimprows its service in
the future.

=+ A5 aresearch company, we abide by the Market Ressarch Society Code of
Conduct and (it goes without saying) GOPR kegislation. We will never pass your
contact details on to any third party and will not inclueds your name within our
research reports.

+ The only exception fo this is if you say something that gives me reason to think you
or sameone else i5 3t risk of harm. In the unlikely event that this happens, we may
b= legally obliged fo pass this information on fo the relevant autharities.

= Soon we will be splitting off info break-out groups for discussions, and in this time,
we will ask to record the sessions. These recordings will b2 held by BritsinThinks
only and used purely to help us when it comeas to analysing the results of the
research.

In the room this ewening we hawve: [SLIDES 4 and 5]

=+ The Britam Thinks team, who will be leading you through the conversations and ars
also here if you have any practical questions about the research

+ Sayersl Thames Water colleagues who are hare to halp answer any questions you
hawe about the process but are also feglickeen to hear your thoughts. Mdoderator fo
hand over fo Thames Witer colleagues fo infroduce themselves individually,
explaining that they are there fo fsfen and ssk questions.

Lesd facilifator fo fhen share slides with an ovendew of the sgends and how we will wonk
fogether. [SLIDES & AND 7]

Lesd facilfator fo fhen explsin that first we will do 5 quick pub quiz to fest recall of the pre-
resd fask. Each person fo raise fheir hands with what they fhink is fhe comect answer

[SLIDES B-14]

BritainThinks

Private and Confidential

[ov]
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1. What is the name of the regulator that makes sure water companies do their
job properly ?
a Ofsted
b. Defra
c. Ofwat (comect answer)
d. GCW
2. How many water companies serve England and Wales?
a. 15
b. &
c. 30
d. 17 (comect answer)
3. On average, how many litres of drinking water does Thames Water supply to
businesses and homes every day?
a. 3.4 billion
b. 122 billion
c. 5.5 billion
d. 27 billion {correct answer)

Lead facilfator fo explain we will now move into break-out groups.

Tiodersior fo explzin thet we now wani fo hesr thefr thoughts on fhe mfomafion from fhe
pre-read, refering bagk for this informsdion in their own stimulus deck i needed [slides 16—
277

=  What are your thoughts about this information? Why? Moderstor probe fo
undersfand any efements that are ‘new news'

= How do you feel about the challenges faced by Thames Water?
o Which, if any. are you most concamed shout? Why?
o What, if anything, is missing fram this?
o What. if any, expectations do you have from Thames Water when it comes
to addressingresponding fo these challengss®

Section 2:
Intraduction to
the water industry
and to Thames
Water

{Plenary and
breakouts)

[SLIDE 15] Breakout group facilifator fo welcome participants, infroduce themsshes and
any obsenvers around the fahie. Obdain consent fo record the group and fum on recording.

Ask parficipants fo infroduce themsslvas ons by one, covering off:
+  Your first name
+ A bit about yourself, your homefbusiness (and who you live with)
+ [For HH customers] If you are working, what do you do?
+ [For HHH customers] What is your role in the business?

10 minutas
(30
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Saction 3:
Thames" broad
plans

{Plenary and
breakouts)

[SLIDE 24] Lead facilitstor fo infroduce core senvice aress, explaiming thaf:

= For household cusformers this includes Wafer, Wasfewsler and Rivers a5 well 55
Customer Senvice.

= For business cusformers, fhis includes Water and Wastewsfer. Cusformer Senvice is
provided by the water refailer (Le. who they pay their hifls fo)

Lesd faciltator fo fhen explsin where Thames Water is now in refafion fo esch of these
sress, and what its plans are for improwing senace scross the core sress of Waler and
Wastewater and Rivers by 2050 (slides 25-2€).

[Slide 25) For ‘Aversge ifres of waler used, per person, per day” explain that 8 sfandard
Bath holds around 80 lires of wafer — so cumently esch person in the Thames Wsler area
wses nesdy bwo baths full of water every day (147 fres).

Lesd faciltator fo expizin thst for the purposes of this session we won't be examimning
plsns for Customer Sendee (nofe for modersfors: please still capdure anything that crops
up on customer senice)
Lesd facilifator fo infroduce fhe ides of raising the bar, explzining that:
= This is 2 proporfion of thedr hiffs, nof an soditions! charge
= This is currently siready psif of their bill, and Thames customers currently sre
slready doing many reising the bar schiviies
= This refers fo sddifional improvements beyond the ones siready ouflined
= |Whilst the core improvemnents are non-negotiable, customers can hsve more 55y
owver raising the bar activities.
Lesd facilifator fo cleardy expiain thaf we will be looking af the impact of these changes ara
on cusfomers” bills, (shide 27-30) explaiming that:
= For howsehold cusfomers, (slides 27-28] most of their bil (86%5) is alfocsted on
standsd core sendce improvements, snd only 5 small parf of & [1455) would he
uwsed for gdditienal improvemsnis fo improve the senice further in specific sreas
not covered by the core service.

15— 5 mins to
present, 10
mins fo discuss
145)

-

What if

*

For business cusformers, [slides 25-20) most of their Adl (BE%) is sllbcated on
standsd core sendce improvements, snd only 5 small parf of & (1435) would be
used for gddifional improvements fo improve the senice firther in specific areas
not covered by the core service.

Spit into break-out groups fo reflect on the informafion shared.

What are your initial reactions to what you have heard? Why?
o What if anything diz you feel positive about?

anything ag= you concemed about?
Was there anything new or surprising about what you just heard?
Thinking broadly fipstf 3l what areas, if any, do you think Thames Water
should be prioritising? Why?
What do you see as less of a priority? Why ?
What impact if any do you think these improvements will have on you
personallyfyour business? And on your local area® And the Thames region
meore broadly?
What are your thoughts on how customers’ bills are split? Why?
Muoderafor fo probe on whether they understsnd the distincfion between the two
fypes of senice improvements and explsin if they feel unclesr, emphasising that
improvemends will be made 55 part of the core senice due to Themes Wafer's
fargets and ‘rEising the bar' is in addition fo fhese improvements.

o What if anything dao you ke ?

o What if anything 3= you concemed sbout?

BritainThinks | Privat
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Section 4:
Focusing on
water — potential
enhancements

{Plenary and
breakouts)

Ereak-ouf group moderafors fo explain thef we will now be focusing fhe conversshion
specificaly on ‘wader” reminding parlicipants whatf is included in “wsfer”. [SLIDE 33]
Idodersfors fo go through potentisl enhancements (raising fhe bar’) for wafer, inclrding
fhe goal, what is invohed, snd the benefifs. Explain thst the achivities lsted are just some
of the ways Thames Wafer will schisve is 2050 gosls in esch sres [SLIDE 34] Also
explain thst these fings will happen in addifion fo the improvements already discussed in
the previous section.

Then ask:

+  How do you feel about Thames Water's plans to do more and go further in
relation to water improvements ? Why?

+  Which, if any. do you see as most important? And least important? Why?

+  What do you think the benefits might be? And the drawbacks?

+ What impact, if any, do you think they will have on you as a customeryour
business? Why? Modersfor fo probe on supply consistency / disrupdions, mpscis
on hiills, impsct on water quality /tsste, impscf on environment sic

+ Do you feel anything is missing? If so, what?

10 — 5 mins to
presant, & mins
to discuss

(35}

Deep dives on
replacing lead
pipes, replacing
trunk mains,
improving water
supply resilience
{Braakout
groups)

Iodersfor fo explzin that we are now going fo discuss some of these idess in more dedail.
Modersfor fo read fhrough shdes 37-40 on improwing wafer service, including what #
invalves, where Thames Water is now, how i compares fo ofher companias, and what
maore @ cowld be doing to improve further by 2030 Affer each slide modersior pause and
ask

= What are your impressions of this? Why?

= What if anything do you feel positive about? What if any concerns do you
hawe?
= What if any impact do you think this will have on you personallyfyour
business? What about your community?
= To what extent, if at all, do you support going further in this area?
o How quickly should changes be made?
o How far should the changes go?
= How., if at all. ambitious does going further in this area feel to you?
=+ How urgent, do you think it is for Thames Water to go further in relation to
this area?
= Hawe your views on this area changed or become ppre orJess imrortapt to
you over time? Why? Have they changed recently® Why?

Once aif hsve been eviewed sk

= Having seen gl pf these ideas, which are you most supportive of? Why?
= Which areas of you less supportive of? Why?

Is there anything key that you think is missing? Woderator fo focws snswers on areas
relsting to water, nof for exasmple custorner senace or wasfewslar

30— 5 mins per
slide, 5 mins
SUmMary

(23)

Break — 5{30)
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= How urgent, do you think it is for Thames Water to go further in relation to
this area?

= Hawe your views on this area changed or become pore orJess jmpqrtant to
you over time? Why? Have they changed recently® Why?

Once aif hsve been reviewed 55k

= Having seen gl of these ideas, which are you most supportive of? Why?

= Which areas of you less supportive of ? Why?

= |5 there anything key that you think is missing? Moderator fo focus snswers on
aress refating fo water, not for example cusformer senvice o waler

Saction 5 Lesd faciltator fo resd through whsd is included in “wastewsfer” [SLIDE 42)
Focusing on Lead facilfator fo go through potential enhancements for wastewsier, including the gosl,
wastewater what is involved, and the benefits. Expisin fhat the activities fisfed are just some of the
Eﬂ“:‘:‘t“' _ | ways Thames Wister wi schieve s 2050 goats in esch area. [SLIDE 43]
Spiit into break-out groups fo refiect on the informsfion shared 10 mins—35
mins to present,

+ How do you feel about Thames Water's plans to do more and go further in 5 mins to
{Plenary and relation to waste improvemants? Why? J—
breakouts) +  Which if any do you see as most important? And least important? Why?

+  What do you think the benefits might be? And the drawbacks? (100

+ What impact if any do you think they will have on you as a customerfyour

business? Why? Modearstor fo probe on disrupfions, impaects on bill impacts on
fhe emviromment, eic.

+ Do you feel anything is missing? If so, what?
Deep dive on Iodersfor fo explzin that we are now going fo discuss some of these ideas in moe defail.
wastewater - Iodersfor fo read firough shdes 46-43 on improwing wastewater freatment, including
reducing sewage | what if involves, where Thames Water is now, how i compares fo ofher companies, and
flooding, what more i cowld be doing fo improve further by 2030, After each siide moderstor pause
reducing sewage | snd eshc
?;Eﬁr' river +  What are your impressions of this? Why? asﬁ::‘;mﬁlr':nrr:
hE:I'Ih. 1} a . mt;fmyﬁingg you feel positive about? What if any concerns do you su,;m
carbon emissions . {130}

+  What if any impact do you think this will have on you personallyfyour
business? What about your community?

{Breakout + Towhat extent, if at all. do you support going further in this area?
groups) o How quickly should changes be made?
o How far should the changes go?
=+ How, if at all, ambitious does going further in this area feel to you?
BritainThinks | Private and Confidential g

Section 6:
Introducing
packages

{Plenary and
breakouts)

Lesd facilfator fo present fhe broad packsges of rsising the bar”

For housshold customers: Explzin that Thames Water wil! have 5 fived amount fo spend
on raising the bar. Esach potentis! pachage will cost roughly the same — around £60 of the
sverage housshold Bl by 2020 will go fowsrdls thase improvements. Wodemtor fo frame
enhancements 55 incremental improvement, not 5 yes or no opbion.

Facilitator fo clesdy explzin shdes 52-55 The number of ficks = shows how much
progeess will be made in fhis packsge compared fo what Thames Water thinks is fhe
maximum possibie By 2030, and the cross = not included in the pachage. Moderaior fo
frame enhsncements 55 incremeanfal improvement, nof 5 yes or mo opdion_ Moderafor fo
slso encowsge parficipants fo focus on the full descrpdions of the enhancemends, not just
the tick= and crosses.

I breskouts, moderstors fo give shdes 52-35 a5 handouts to respondents for them o
review and asic

+  What are your thoughts on these different packages? Uoderstor probe fo

undersiznd perception of use of packages overall and any spondansous thoughts on
the packages themsshes

(160)

BritainThinks
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= What, if anything, do you like? And what, if any, concemns do you have?

= Which, if any, of the packages do you prefer, and why?

= Which package do you like the least, and why?

For non-houssholder customers: Explain fhat Thames Wafer have condrol over a fired

percenfage of their overall bill fo puf fowsrd raising the har Esch potential package will

sceount for roughly the same percentage — smound 143 will go fowsnds these

improvemends.

Faciitafor fo cleady explain sliides 61-64. The number of ficks = shows how much

progress will be made in fhis packsge compared fo what Thames Wler thinks is fhe

meximum possible by 2030, and the cross = not ncluded in the pachsge. Modersior fo

frame enhancements 55 incremendal improvement, not 5 yes or no oplion_ Moderafor fo

slso encowsge parficipants fo focus on the full descrphions of the enfancements, nof just

fhe ticks and crosses.

In breakowls, modersiors fo give shdes §1-64 55 handoufs to responaents for them fo

review. Then go throwgh esch element of each pechage with them, probing fo undersfand

fheir views on each goal and bl amounf.

Once aif have been covered:

= 'What are your thoughts on these different packages? Moderstor probe fo
undersiznd perception of use of packages overall and any spondanecus thoughts on
the packages themselves

= What, if anything. do you like? And what. if any. concerns do you have?

= Which, if any, of the packages do you prefer, and why?

= Which package do you like the least, and why?

If participants feef sl elements of alf psckages are important, probe to understsnd 8 sense

of prontisation.

Section T: Final
choices and
trade-offs
{Ereakout
groups)

Modersfors fo explain thaf we will now be doing & Trade off exercise’. Moderstor to ask
participants to pick fheir fevounte pschsge snd then determine how they would make i@
befter. They do not meed fo include everything — they can inves in 8 small number of
aress if they ke

Participants can use the packages prnf ouf for guidance on cost / gosls.

For household customers: They must imagine that they have £60 to spend on the panipus,
ifferent elements. They must decide which is most importand.

For non-housshold customers: They must imsgine that they gre i1 shame of the 14% left
of fheir hill fo be wsed the varous differenf elements. They must decide which is most
imporfant

In joumals using fhe tempiate provided, esch cusiomer cresfes their mininl=o fo reflect
fheir oversll prionfies, sny trede-offs inherent snd their broad wew of packaging up fhe
enhancements by iling in the amount that they would spend on esch elemenf snd making
note of their pronfies in the spsce provided, If participants are struggling, 2sk them to sfarf
with their prefermed packsge and then make any desired changes from there. Encoursge
participants to use their phones or 2 calewlsfor fo do the maths fo sdd up.

Once done ask:

= What are the 3 non-negotiables in your package? Why?
= Imagine you worked at Thames Water and needed to make a case for making
sure your ‘non-negotiables’ were faken foreard. What would you say?

20
(130

Wrap up
(plenary)

Lesd facilfator fo thank il participsnds for their condributions and ask if smyone in the
room has any final thoughfs, guesfions or reflecfions.

{180

Flime permits, lead fachialor ko then 0o & Tnal voIng EXerise, G5KNg Parbspants o voe
on which package (A-D) they preferred snd why. Foresch, ask why fhey prefar this one,
probing on specific elements thaf sre mos! important and why.
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Welcome!



Why are we here?

Thames Water regularly engages with customers in order to understand their views,
needs and priorities. This understanding is used to inform Thames Water's planning and
service delivery every day.

In particular, Thames Water want to understand customer views on their plans for
improving their delivery of water and wastewater services in the Thames Water region.

The research comes as part of a series of engagements with customers as they seek to
understand how you feel about their plans for the future. It's also important to know
that Thames will definitely take account of your views — it's not the case that any
decisions have already been made.

't sounds complicated — but don't worry! We'll be giving you all the information you will

need to come to an informed view on the key questions that Thames Water have for
their customers!



Who's in the room??

We are BritainThinks, an independent research company, whose job it is to understand what people like you
think about important issues that affect citizens all around the country.

Britainthinks

Insight & Strateqgy




Who's in the room??

We are also joined by colleagues from Thames Water. They will be listening to our discussions this evening as
they are really interested in hearing what you all have to say!




What we will cover today

Insert time Welcome!

18:00 — 18:30 Introductions and a quiz!
18:30 —18:45 Thames Water’s broad plans

18:45-18:55 Focusing on water

18:55 - 19:25 Deep dive on water

19:25-19:30 Break

19:30-19:40 Focusing on wastewater & rivers
19:40 - 20:10  Deep dive on wastewater & rivers
20:10 - 20:40 Exploring potential packages
20:40-21:00 Trade offs — Build your own package
21:00 Wrapping up!



How we'll work together

Be curious Be kind Step forward if you're
. quiet
o) 4
g o
A & ' s
|| ..O
It's ok to disagree Ask if you're not sure Keep to time
© 2, O
| — |

Step back if you're loud

Take a break if you
need one

¢3¢




Quiz!




1. What is the name of the
regulator that makes sure water
companies do their job properly?

A. Ofsted
B. Defra

C. Ofwat

D.CCW




1. What is the name of the
regulator that makes sure water
companies do their job properly?

A. Ofsted
B. Defra

C. Ofwat

D.CCW




2. How many water companies
serve England and Wales?

A.15
B.5
C.30

D.17




2. How many water companies
serve England and Wales?

A.15
B.5
C.30

D.17




3. On average, how many litres of
drinking water does Thames
Water supply to businesses and
homes every day?

A. 3.4 billion

B. 1.2 billion

C. 5.5 billion

D. 2.7 billion




3. On average, how many litres of
drinking water does Thames
Water supply to businesses and
homes every day?

A. 3.4 billion
B. 1.2 billion
C. 5.5 billion

D). 2.7 billion




Nntro to the water
inaustry and Ihames
Water



Background to water industry

There are a number of different companies in the water industry who serve water customers to ensure their
water is safe, reliable and environmentally friendly

England and Wales are served by
17 different water companies:
some provide just drinking water,
others take away sewage as well.
Companies in the same area work
together to plan for the future in
their region, and work with the
other regional groups across
England to make sure there is
enough water for everyone.




The water industry today

Drinking/Water Consumer Council for

Water

Water companies Inspectorate

» Take water from the environment
* Represent customers on matters

(e.g. rivers) and treat it so it's safe * Makes sure the water supplied in :
. . relating to water
to drink England and Wales is safe and that . : :
. L N L * Investigate complaints and provide
* Build and maintain infrastructure drinking water quality is acceptable : )
: . advice to ensure water services
(like pipes) to supply water to for customers

. remain fair for customers
homes and businesses

Environment Office of Water

Agency Services

* Protects and enhances the « Aregulator that makes sure water
) * The UK Government department : .
environment . ) companies do their job properly,
: : responsible for protecting the . . L
« Works with water companies to . . including fair pricing for customers
: environment and countryside, . .
ensure operations and plans . : and ensuring there is always a
: : including water .
develop in a sustainable way reliable water supply




Introduction to Thames Water

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

£

e, a 10 million
water
- customers
oy, 2 15 million
wastewater
i gy customers

Other woter
company boundary

Thames Water supplies an average of 2.7 billion litres of drinking water every day to

homes and businesses and it treats almost 5 billion litres of sewage a day




Thames Water and the water cycle

Thames Water takes water from rivers and natural underground stores and turns 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 (i.e., wastewater that goes down sinks and toilets) it is collected in the sewer network. It
ends up at sewage treatment works where the water is treated and safely returned to rivers,




Overall purpose of the project

The main objective is to gain customer feedback on future priorities and service package options

O O O

Water companies must meet rH-\p}\r“-\ The purpose of this project is to
the needs of their customers LYY gather feedback from Thames
@ f 0:\‘ i ”:\‘ Water customers

« They must maintain and improve the service in an « Thames Water wants to understand what
environmentally responsible way, while facing a improvements should be prioritised as they look
number of growing challenges now and in the ahead to their future service.
future.

Customers will be asked to provide feedback on a
In order to ensure they can meet customers’ number of potential improvements and which of
needs and address future challenges, water these improvements are most important and/or
companies are required to make long-term plans should be prioritised.
(as far ahead as 100 years).

Your feedback will be used to make sure Thames
The long-term strategy of water companies must Water’s plans deliver the right balance of
be informed by engagement with customers. outcomes for customers over the next 10-15

years.




Challenges for Thames Water

Thames Water are facing several challenges that must be tackled now, and in the future

Population growth

Climate change

Declining river quality
and biodiversity

Ageing infrastructure

In the future, demand for water will increase as there are more people, more homes and
more businesses to supply

The effects of climate change mean that there will be less water available to meet the
increasing demand from customers (e.g. hotter and drier summers could mean more water
shortages and risk of drought)

Widespread pollution (e.g. sewage, plastics, chemicals) is threatening freshwater habitats
and biodiversity in the UK (currently no UK rivers are officially safe to swim in)

To reduce negative impacts on fish, wildlife, plants and recreation, water companies will be
allowed to take less water from sensitive water sources

Old pipe networks and treatment works mean higher maintenance needs and costs
The effectiveness of the infrastructure may also decline with age and may become potential
safety hazards

Planning ahead in a meaningful way can help Thames Water to solve some of these challenges and consider how their future

plans might impact some of these issues (e.g. reducing leakage can help increase water supply)



'Nntroductions and
reflections on the pre-
read

For the next 10 minutes, please say hello
and introduce yourself to the rest of your

tttttt




Thames Water
current improvements



What do Thames Water do?

Extract water
from rivers and
aquifers

Deliver water to
household and
business taps

Help customers
to use less
water

Clean water so
it is safe to use

Fix leaks on
pipes

Make sure
there is enough
water in future

|

Wastewater and rivers

I

Household only
Read water
Produce and
, meters to
send bills to
produce
customers

Make it easy for
customers to
contact Thames
Water

Provide
customers with
helpful
information

accurate bills

Deal with
requests,
queries and
complaints

Support
customers that
need extra help




Improving water service

Thames Water has set itself ambitious targets to make sure it improves the service it provides to customers.

Overall performance of drinking water when

Guarantee high quality drinking water ‘)- tested where 0 = no issues with quality & 1.0
: . % of properties each year affected by an o o o o
Provide a more reliable supply of water |} unplanned interruption for more than 3 hours ’ 6% 4% 2% 1%
o : :
Reduce leakage to below 10% # F{ci;poefswater put into supply lost through leaking P 239%, 19% 18% 16%
Help customers to use much less water P Average litres of water used, per person, per } 145 137 131 128

at home

day




Improving wastewater & rivers service

Thames Water has set itself ambitious targets to make sure it improves the service it provides to customers.

Stop all sewage f.Iooding into homes, Number of properties flooded by sewage 1100 800 200 600

gardens and businesses each year

Reduce pollution in rivers ‘ Number of pollution incidents each year as 245 150 110 80
classified by the Environment Agency

Lead the improvement of rivers in the Percentage of sewage treatment works

region so they become among the ' meeting standards set by the Environment 98.9 100 100 100

healthiest in the UK Agency

*The Environment Agency is a government department in charge of protecting and enhancing the environment in England.



Household customer bills

« The money you pay to Thames Water
each year goes toward a mixture of

« Core service delivery and
improvements (86%) as Thames
Water works toward long-term
targets, as well as

» ‘Raising the bar’ improvements (14%)
where Thames Water can ‘do more to
go further’ to help achieve some
long-term targets more quickly.

Your bill

m Core serivce

m Raising the bar



What this means for household customers' bills moving forward

Water

(including improvements)

Wastewater & Rivers
(including improvements)

Customer Service
(including improvements)

86%

Raising the bar — doing more to
improve even further

Average annual bill >

Today By 2030 By 2035 By 2040
£327 £360 £387 £413
£53 £60 £63 £67
£380 £420 £450 £480




Business customer bills

« The money you pay to Thames Water
each year goes toward a mixture of

« Core service delivery and
improvements (86%) as Thames
Water works toward long-term
targets, as well as

» ‘Raising the bar’ improvements (14%)
where Thames Water can ‘do more to
go further’ to help achieve some
long-term targets more quickly.

Your bill

m Core serivce

m Raising the bar



What this means for business customers’ bills

Today By 2030 By 2035 By 2040
Water
(including improvements)
Wastewater & Rivers } 86% 86% 86% 86%
(including improvements)

Customer Service
(Provided by Water Retailer)

I

1| Raising the bar — doing more to D
: improve even further

b=




A

For the next 10 minutes, we will discuss
what you have just heard in more detail



Focusmg on water

ooooooooooooooooooooo



We are going to focus on water only for now

Extract water
from rivers and
aquifers

Deliver water to
household and
business taps

Helping
customers to
use less water

Clean water so
it is safe to use

Fixing leaks on
Thames Water

pipes

Making sure
there is enough
water in future




Raising the bar - Water

Potential options for doing more to improve further

Goal by 2050 Raising the bar activity*

Guarantee high quality drinking >

| .
water mproving water treatment

Reduce the health risk of lead in >

drinking water Replacing lead pipes

> Replacing trunk mains

Provide a more reliable supply of

water

> Improving water supply
reliability

<

What’s involved and what are the benefits?

Covering parts of water treatment works in London to reduce
the chance of dangerous bacteria entering the water supply
and making customers unwell

Replacing lead water pipes within Thames Water’s pipe
network, in homes and in schools, to stop lead entering the
water supply

Replacing very large water pipes to reduce the risk of
basements being flooded when these pipes burst

Improving the water network to protect customers from
unacceptable interruption to their water supply of longer than
2 days once in a lifetime

*These activities are just some of the ways Thames Water will achieve its 2050 goals in each area.



Deep d\\/e on water

ooooooooooooooooooooo



Improving water treatment

What does this involve?

« Thames Water’s large London water treatment works are open to the
elements and there is a risk of dangerous bacteria passing through into
drinking water.

Where is Thames Water now?

- The treatment tanks at all of Thames Water’s large London water works
are open to the elements, but the quality of drinking water remains very
high.

How does 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.

- Thames Water will need to treat poorer quality water in future as the
risk of dangerous bacteria is increasing due to climate change and the
requirement for water companies to take less water from sensitive
rivers and streams.

How could Thames Water do
more and go further by 20307

Cover up parts of its large
London water treatment
works to reduce the risk of
dangerous bacteria for up to
3.1 million of its 11 million
water customers.




Replacing lead pipes

What does this involve?

« 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 unborn children.

Where is Thames Water now?

* There are over a million lead pipes in Thames Water’'s network, and
around the same amount within customer properties.

« Thames Water currently replaces around 10,000 lead pipes each year.
How does Thames 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.

« London and other towns in the region are more likely to have older
water networks containing lead pipes, which were commonly installed
up until the 1970s.

How could Thames Water do
more and go further by 20307

Replace up to another 70,000
lead pipes — 6% of the total.

Help schools to replace lead
pipes and help customers
replace lead pipes on their
properties.




Replacing trunk mains

What does this involve?

« Trunk mains (very large water pipes) in London are often under main
roads and near to private homes. If these pipes burst, they can flood
properties with basements very quickly.

» Replacing these trunk mains will protect the properties at highest risk
of flooding.

Where is Thames Water now?

» There are 60,000 high risk properties with basements that could flood
from trunk main bursts.

How does Thames Water compare to other water companies?

« This is a fairly unique problem to Thames Water (and London in
particular) as the trunk mains are very old and there are a lot of
properties with basements that flood easily compared to other cities
(such as Birmingham or Manchester).

How could Thames Water do
more and go further by 20307

Replace trunk mains to
protect up to 5,000 basement
properties at highest risk of
flooding — out of a total of
60,000 basement properties.




Improving water supply reliability

What does this involve?

« 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.

«  Most problems are fixed within a few hours, but very rarely customers
can be without water for longer than 2 days. In previous research,
customers have told Thames Water that interruptions of longer than 2
days once in a lifetime are unacceptable.

Where is Thames Water now?

- Thames Water is completing a detailed assessment of all properties in
its supply area and has so far identified 1.9 million of 4 million
properties that are at risk of being without water for longer than 2
days.

How does Thames Water compare to other water companies?

« Thames Water has more properties than other water companies at
risk of unacceptable interruptions to water supply due to the age and
layout of its water network.

How could Thames Water do
more and go further by 20307

Build more pipes around weak
points on the network and at
treatment works so that water
can still be moved around and
supplied to customers.

Improve how water supplies
are connected together,
including sharing water
supplies with other companies
across the south-east.

This would protect up to 2.3
million properties from an
unacceptable interruption of
longer than 2 days once in a
lifetime.
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We are going to focus on wastewater & rivers only for now

I

Wastewater and rivers



Raising the bar - Wastewater & rivers

Potential options for doing more to improve further

Stop all sewage flooding into
homes, gardens and businesses

<

Reducing sewage flooding from
very heavy storms

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

4

Reducing sewage spills into rivers**

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

4

Improving river health**

Help tackle climate change by
becoming 'net negative' meaning
Thames will remove more
carbon dioxide than it emits)

I

Reducing carbon emissions

4

Improving the sewer network to reduce the chance of
customers’ properties being flooded by heavy storms that
on average happen once in 50 years.

Improving the sewer network to reduce the number of
sewage spills into rivers each year and the harm to wildlife
and river users it causes.

Improve the sewage treatment process to reduce the
amount of extra nutrients, such as phosphorus, entering
rivers and causing problems for plant life and wildlife.

Reducing the amount of carbon emissions produced by
Thames Water so that it is no more than the amount of
carbon it removes from the atmosphere (Net Zero).

*These activities are just some of the ways Thames Water will achieve its 2050 goals in each area.
** Government has set legal requirements for these areas with long-term targets and minimum short-term targets. Thames Water could accelerate progress

towards meeting the final targets.
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wastewater & rivers



Reducing sewage flooding from very

heavy storms
What is this about?

«  Sewer flooding in homes, gardens and businesses can happen either
when sewers become blocked, or after heavy rainfall when the sewer
system becomes full due to too much rainwater.

Where is Thames Water now?

« About 1,100 customers per year experience sewer flooding on their
properties.

« 350,000 properties out of 6 million are at risk of flooding from a very
heavy storm that on average happens once in 50 years.

How does Thames Water compare to other water companies?

« The number of properties flooding from blocked sewers in the Thames
Water region is about average for the industry (2.3 sewer floods for

every 10,000 properties compared to the best company having 1.3 and

the worst having 4.5 for every 10,000 properties).

« However, in years when it rains heavily or is wet for a long period of time,

Thames Water performs poorly compared to other companies.

How could Thames Water do
more and go further by 20307

Build ‘nature-based solutions’
to slow down and stop
rainwater from getting into
sewers and causing sewers to
fill up and flood

Fix leaky sewers that allow
ground water to get in during

very wet periods of weather

Reduce the number of
customer ‘misconnections’
into sewers, e.g. rainwater
from roofs

This will reduce the chance of
up to 18,000 properties being
flooded by heavy storms that
on average happen once in
50 years




Reducing sewage spills into rivers

What does this involve?

* When it rains heavily, the sewer network can become overloaded
causing diluted sewage to sometimes spill over and pollute rivers and
streams

« The Government has set legal requirements to reduce sewage spills,
with a long-term target and minimum performance levels set every five
years. Thames Water can set more ambitious targets to make quicker
progress towards achieving the long-term target.

Where is Thames Water now?

* In 2020 there were around 18,400 spills into rivers in the Thames Water
region — lasting for around 216,000 hours. This is about 40 spills per
storm overflow each year on average.

How does Thames Water compare to other water companies?

« Thames Water has one of the lowest total number of spills each year
compared with other companies, but one of the highest spill rates per
storm overflow.

How could Thames Water do
more and go further by 20307

Reduce the number of
customer ‘misconnections’ into
sewers, e.g. rainwater from
roofs

Increasing the size of our
sewerage system to hold and
treat more sewage

This will reduce the duration of
sewage spills into rivers each
year by up to 50%




Improving river health
What is this about?

« At the end of the sewage treatment process, the treated water is returned
safely to nearby rivers and streams.

 |f this water contains high levels of nutrients, such as the mineral
phosphorus, this can lead to extra growth of river weeds and algae and
cause problems for plant life and wildlife in rivers

« The Government has set legal requirements to reduce the amount of
phosphorus entering rivers by 2035 with a minimum performance level set
for 2030. Thames Water can set more ambitious targets to make quicker
progress towards achieving the 2035 target.

Where is Thames Water now

« By 2025 Thames Water will be removing around 75% of phosphorus
entering rivers from our sewage treatment works

How does Thames Water compare to other water companies?

|t is difficult to compare Thames Water’s performance on phosphorus
removal with other companies, as all companies are set different targets
depending on the rivers in their areas

How could Thames Water do
more and go further by 20307

Improve the sewage

treatment process further still
to remove up to 90% of the
phosphorus from the treated
water entering rivers




Reducing carbon emissions

What does this involve?

« 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 is 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 does Thames Water compare to other water companies?

- Thames Water’s current operational carbon emissions is about average
for the water industry

« All water companies in the country are signed up to the ambition of
achieving ‘net zero’ operational carbon emissions by 2030.

How could Thames Water do
more and go further by 20307

Use multiple technologies to
produce green energy and
use excess heat from the
sewage treatment process

Trial new sewage treatment
processes to reduce
greenhouse gas emissions

Use a 100% electric vehicle
fleet by 2030 for all vans and
trucks

This will help Thames Water
achieve ‘net zero’ operational
carbon emissions by 2030



—xploring packages

(MOUSEHOLD CUSTOMERS)



Raising the bar packages

Thames Water will have a fixed amount to spend on raising the bar. Each potential package will cost roughly
the same — around £60 of the average household bill by 2030 will go towards these improvements.




Package A

By 2030

Improving water treatment: Reduce the risk of dangerous bacteria for 1.3
million customers

Replacing lead pipes: Replace another 30,000 lead pipes — 2.5% of the total

Replacing trunk mains: Protect 4,000 basement properties at high risk of
flooding

Improving water supply reliability: Protect 1 million properties from an
interruption of 2+ days

Reducing sewage flooding from very heavy storms: Reduce the chance of
6,000 properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 50%

Improving river health: Remove 90% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions by 55%
(not Net Zero)

Level of improvement

v Vv
v Vv

v v vV

v Vv

4
<
4
p vV
4
4
4

Included within the
average bill

What it means for
customers’ bills

£1.50

£1.50

£4

£8.50

£3.50

£14.50

£19

£7.50

£60




Package B

By 2030

Improving water treatment: Reduce the risk of dangerous bacteria for 3.1
million customers

Replacing lead pipes: Replace another 70,000 lead pipes — 6% of the total

Replacing trunk mains: Protect 5,000 basement properties at high risk of
flooding

Improving water supply reliability: Protect 2.3 million properties from an
interruption of 2+ days

Reducing sewage flooding from very heavy storms: N/A

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 30%

Improving river health: Remove 87% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: N/A

VvV vV vV VVvVvYVvyYvw

Level of improvement

v v vV

v v v VvV
v vV vV vV

v vV vV

X
vV Vv

VvV
X

Included within the
average bill

What it means for
customers’ bills

£3

£3.50

£8.5

£18

£0

£8.50

£18.50

£0

£60




Package C

By 2030

Improving water treatment: N/A

Replacing lead pipes: Replace another 3,000 lead pipes — 0.25% of the total

Replacing trunk mains: Protect 300 basement properties at high risk of flooding

Improving water supply reliability: Protect 95,000 properties from an
interruption of 2+ days

Reducing sewage flooding from very heavy storms: Reduce the chance of
18,000 properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 50%

Improving river health: Remove 90% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions to Net Zero

VvV vV vV VVvVvYVvyYvw

Level of improvement

X
v
v

v

v vV vV

v v vV
v v vV

v vV vV

Included within the
average bill

What it means for
customers’ bills

£0

£0.50

£0.50

£0.50

£8

£14.50

£19

£17

£60




Package D

By 2030

Improving water treatment: Reduce the risk of dangerous bacteria for 2 million
customers

Replacing lead pipes: Replace another 40,000 lead pipes — 4% of the total

Replacing trunk mains: Protect 4,500 basement properties at high risk of
flooding

Improving water supply reliability: Protect 1.4 million properties from an
interruption of 2+ days

Reducing sewage flooding from very heavy storms: Reduce the chance of
9,000 properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 25%

Improving river health: Remove 85% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions by 74% (not
Net Zero)

Level of improvement

b v v
b v vV
b vV
P v v v
> v

b v v

p vv v
b v v v

Included within the
average bill

What it means for
customers’ bills

£2

£2

£5

£11

£4.5

£7.5

£18

£10

£60




Trade offs

(MOUSEHOLD CUSTOMERS)



What would your ideal package look like?




How would you spend £60 of your water bill?

What it means for

Yes / No customers’ bills

Improving water treatment

Replacing lead pipes

Replacing trunk mains

Improving water supply reliability

Reducing sewage flooding from very heavy
storms

Reducing sewage spills into rivers

Improving river health

Reducing carbon emissions

VvV vV Vv vVvvVvyvVvyYvwY

£60
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Raising the bar packages

Thames Water will have a fixed amount to spend on raising the bar. Each potential package will cost roughly the same —
around 14% of business customers’ bills by 2030 will go towards these improvements.




Package A

By 2030

Improving water treatment: Reduce the risk of dangerous bacteria for 1.3
million customers

Replacing lead pipes: Replace another 30,000 lead pipes — 2.5% of the total

Replacing trunk mains: Protect 4,000 basement properties at high risk of
flooding

Improving water supply reliability: Protect 1 million properties from an
interruption of 2+ days

Reducing sewage flooding from very heavy storms: Reduce the chance of
6,000 properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 50%

Improving river health: Remove 90% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions by 55% (not
Net Zero)

Level of improvement

v Vv
v Vv

v v vV

v Vv

4
<
4
p vV
4
4
4

% of bill

What it means for
customers’ bills

0.4%

0.4%

0.9%

2%

0.8%

3.4%

4.4%

1.7%

14%




Package B

By 2030

Improving water treatment: Reduce the risk of dangerous bacteria for 3.1
million customers

Replacing lead pipes: Replace another 70,000 lead pipes — 6% of the total

Replacing trunk mains: Protect 5,000 basement properties at high risk of
flooding

Improving water supply reliability: Protect 2.3 million properties from an
interruption of 2+ days

Reducing sewage flooding from very heavy storms: N/A

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 30%

Improving river health: Remove 87% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: N/A

VvV vV vV VVvVvYVvyYvw

Level of improvement

v v vV

v v v VvV
v vV vV vV

v vV vV

X

vV vV
VvV
X

% of bill

What it means for
customers’ bills

0.7%

0.8%

2%

4.2%

0%

2%

4.3%

0%

14%




Package C

By 2030

Improving water treatment: N/A

Replacing lead pipes: Replace another 3,000 lead pipes — 0.25% of the total

Replacing trunk mains: Protect 300 basement properties at high risk of flooding

Improving water supply reliability: Protect 95,000 properties from an
interruption of 2+ days

Reducing sewage flooding from very heavy storms: Reduce the chance of
18,000 properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 50%

Improving river health: Remove 90% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions to Net Zero

VvV vV vV VVvVvYVvyYvw

Level of improvement

X
v
v

v

v vV vV

v v vV
v v vV

v vV vV

% of bill

What it means for
customers’ bills

£0

0.1%

0.1%

0.1%

1.9%

3.4%

4.4%

4%

14%




Package D

By 2030

Improving water treatment: Reduce the risk of dangerous bacteria for 2 million
customers

Replacing lead pipes: Replace another 40,000 lead pipes — 4% of the total

Replacing trunk mains: Protect 4,500 basement properties at high risk of
flooding

Improving water supply reliability: Protect 1.4 million properties from an
interruption of 2+ days

Reducing sewage flooding from very heavy storms: Reduce the chance of
9,000 properties being flooded by heavy storms

Reducing sewage spills into rivers: Reduce the duration of sewage spills into
rivers each year by 25%

Improving river health: Remove 85% of the phosphorus from treated water
entering rivers

Reducing carbon emissions: Reduce operational carbon emissions by 74% (not
Net Zero)

Level of improvement

v v Vv
v v Vv

)
b
b vV
p

v vV
b o v
b v v
p vv v
b v v v

% of bill

What it means for
customers’ bills

0.5%

0.5%

1.2%

2.6%

1.1%

1.7%

4.2%

2.3%

14%
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How would you spend 14% of your water bill?

What it means for

Yes / No customers’ bills

Improving water treatment

Replacing lead pipes

Replacing trunk mains

Improving water supply reliability

Reducing sewage flooding from very heavy
storms

Reducing sewage spills into rivers

Improving river health

Reducing carbon emissions

VvV vV Vv vVvvVvyvVvyYvwY

14%
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Britainthinks
[Thames Water | PR24 Options
Quantitative Survey | Draft v3
15 minite online survey
Sample: 1,500; 1000 HH customers, 500 NHH
Quotas
[t e W]
Age 16 = 24 168% 160
26 - 34 21% 210
A6 - 44 18% 180
46 = 64 17% 170
56 = Bd 12% 120
a5+ 16% 160
Gender Male 48% 480
Famale 1% 510
SEG ABC1 A2% a20
C2DE 8% =]
Ethnicity White Ta% 740
Oites thnicity 26% 260
Diisahility b1 14% 140
Ma HE% A6
Bervice provided Cambimnad B4% B840
Wastewaber anly 36% 360
[oorwemtes eww ]
Locatian Londan a8% 186
Mat London but inside M25 2% 136
Dinsice M25 3% 168

BritsinThinks | Private and Confidential 1
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Industry type Canstrucsion, manufacturing, a0
agriculture 16
Wholesale, ratail, 7o
sransponaticn 148
Accammadation, food serdces 7% a5
Services 48% 240
Public organizasions a5 45
Difer services 7% ]
Campany size 0-8 emplayess a0% 450
10-240 emplayees a% 45
260+ employees 1% 5
‘Wabsr mabar — Aim for a2 many as possible 1o be
mater anly
M

Section 1: Profiling

AGE: [ASK ALL HH] [SINGLE GCODE]
How old are you? Please select one option
1= 18-24
== 25-34
=3= 35-44
=4= 45-54
=5 55-04
=G> 86+

GENDER: [ASK ALL HH] [SINGLE CODE]
In which of the following ways do you identify? Please select one option
=1= Male
=2= Fernale
=3 Oiher [OPEN TEXT]
=824= Prefer not to say

BritasinThinks | Private and Confidential 2

Britainthinks

POSTCODE: [ASK ALL HH] [DPEN BOX] Seripting to cods into Combined Mscte water
only depending on postocode

To know which type of water customer you are, please can you select your postcode
from the list below?

Erogrammer note: Include option for "My postecode doesn't appear in the list” and if
selected, please thank and close.

SEG: [ASK ALL HH] *Use standard SEG question

UREAN: [ASK ALL HH] [SINGLE CODE]

How would you describe the area you live in? Please selecr one option
<1= Urban
<2* Rural
<3> Suburban

TENMURE: [ASK ALL HH] [SINGLE CODE]
Which of the following best describes your current living situation? Please selecr one
oprion
<1 Owm my own property (with a mortgage)
=2= Owim ry own property [outright without 3 mortgags)
<3= Hawe shared ownership of my own property
=4= Renting from the council or housing association
<= Renfing from a private landlord [ agency
== Renting university accommodation
<7= Living with parents / at home
=47= Other

ETHNICITY: [A 5K ALL HH] [SINGLE GODE]
How would you describe your ethnic origin? Please select one option
White
<1= English / Welsh { Scotfish { Northern Irish / British
=2+ Irish
3= Any other YWhite background
EritsinThinks | Private and Confidential 3
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Mixed
4= White and Black Caribbean
<5= White and Black African
<= White and Asian
=7= Any other Mixed [ Multiple sthnic background
Asian
=8> Indian
<@= Pakistani
<10= Bangladeshi
<17= Chingse
=12= Any other Asian background
Black ! African | Caribbean
12> African
<14= Caribbean
15> Any other Black / African / Caribbean background
<163= Arab
<17= Gypsy or Irish Traweler
<18= Any other ethnic group
<949= Prefer not to say

DISABILITY: [ASK ALL HH] [SINGLE CODE]

The Equality Act 2010, and equivalent legislation in Northern Ireland, defines a person
as disabled if they have a physical or mental impairment, which has a substantial and
long-term (Le_ has lasted or is expected to last at least 12 months) adverse effect on
the person’s ability to carry out normal day-to-day activities.

Do you have a disability®
“1=Yes
== No

=00= Prefer nof to say

DISABILITYZ2: [ASK ALL WITH DISABILITY DISABILITY=1] [MULTICODE]
Please tell us if any of the below apply to you

<1= Blind or sight loss.

<= Deaf or hearing boss

3= Mobility

BritainThinks | Private and Confidential 4
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=4 Manual dexterity

=5= Leaming disability

== Mental haalth concem

=7 Speech impairment

== Cognitive disability

=8 Use of at-home medical equipment (e dialysis machine)

=E87= Other impairment - e.g epilepsy, cardiovascular conditions, asthma, cancer,
facial disfigurement. sickle cell anaemiz, or progressive condiions such 35 motor
neurone disease.

=80= Prefer not to say

BILLFAYER: [ASK ALL HH] [CARDUSEL. RANDOMISE]

When it comes to paying each of these types of bills for your home, which of the
following best describes you? Please select one option for each guestdon

Questions:
=a= Water
=b> Gas/Electricity
=z Broadband/Landlines
Options:
<1= 1 am the sole bill payer
=2= | am a joint bill payer
=3= | don't pay this bill direcily, but | contribute towards it (2.9.. as part of the rant)
<4= | am not responsible for paying this bill
=09 Mot applicable to my household

METER: [ASK ALL HH] [SINGLE COCE

Do you have a water meter? Please select one option
“1=Yes

<2= Mo

=03= Don't Know'Not Sure [FLX]

P1: [ASK ALL HH] [CAROUSEL, RANDOMISE]
Thinking about your personal life, to what extent are you feeling optimistic or
pessimistic about the following? Please select one option for each starement
Statements:

=a+ Being able to afford the essentials in ke

BritainThinks | Private and Co
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<b= Being able o afford the heories in life
Options:
1= Very optimistic
“2= F A pPimiEtic
<2 FalY PRRFITIRG
=45 Very pessimistic
=98> Don't know/Mo opinion

P2: [ASK ALL HH] [CAROQUSEL, RANDOMISE]

Thinking about technology, to what extent do you agree or disagree with the
following?

Statements:

<a= Mew technology is positive and exciting

<b= | like to be one of the first to try out new gadgets and technology

<= | regulary manage my bills online (e utilities, broadband, mobile phone ete.)
Options:

<1= Strongly agree

1= Apgras

<1 Meither agree nor dissgres

=4= Disagree

<5= Btrongly disagres

NHH Screener Questions: [ASK NON-HOUSEHOLD CUSTOMERS ONLY]

POSTCODE_NHH: [ASK ALL] [OPEN BOX]
only depending on p

nto Combinad/Yilaste water

To know which type of water customer you are, please can you select your posteode
from the list below?

Brogrammer note: Include option for Wy postcode doesn't appear in the list” and if
selected, please thank and close.
NHH1: [ASK ALL] [ C

Thinking about the type of business you work for: is water used in the day-to-day
work that you are involved in? e g water is used in the product your business
produces, or used as part of the service you offer.

<1= Yes

=2= No

BritainThinks | Private and Confidential
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NHH1A: [ASK ALL] [SINGLE CODE]
Which of the following best describes the importance of water to your business?

<1= It is crtical to the running of the business

<2+ |t is crtical to the running of the business but would have a negafive impact if it
was removed

<2= |t is not critical to the running of the business and would not have a nepative
impact if it was removed

NHH2: [ASK ALL] [SINGLE CODE]

Is this business run from a business premises or from somewhere else, eg a home
residence or a mobile business?

<1= Business premises
=2 Mo fieed business premises (2p. van/home residence) [CLOSE]

NHH3: [ASK ALL] [SINGLE CODE]

How many sites does your organisation have?
ESE |
“l=2-4

=1= 54

NHHA4: [ASK ALL] [SINGLE CODE]
Including yourself, how many people work for your organisation?
=1= 1 ({0 employees)
=2=2-0
<3=10-48
<4 50-89
=5= 100-248

== 250+

EritainThinks | Private and Co

Britainthinks

<08 Don't know [CLOSE]

NHH3: [A 5K ALL] [SINGLE CODE]
What type of business do you work for?
=1= Agriculture, Forestry and Fishing
<2= Mining and guarrying
<3 Manufaciuring
<4= Electricity, Gas, Siggm and air conditioning
<5= Water supply, sewerage, waste management and remediafion acthities[CLOEE]
== Construction
<7= Wholesale and retail trade; repair of motor vehicles and motoreycles.
<f= Transport and storage
=&= Apcommodation and food service activities

=10+ Information and communication

=17+ Financial and insurance activities

<12+ Real estate activities

<12= Professional, soignfifiz and technical activities

<14= Administrative and support service activities

<15 Public administration and defence; compulsory social security
<16 Education

=17 Human health and social work activitias

=18 Arts, gptedainrgept and recreation
=<07= Other (Type In)

NMHE: [ASK ALL] [SINGLE

Is your organisation responsible for making decisions about and paying for water
ufilities, or is someone other than the organisation, such as the landlord or
management company is responsible for this?

<1% We are responsible for this
<2= Decisions about wtilities are made by a third party 2 landlord [CLOSE]
=08= Don't know [CLOSE]

METER_NHH: [A 5K ALLL [SINGLE CODE]

Do you have a water meter? Please select one option

“1=Yes

ca
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<2> Mo

=05> Don't Know/Nat Sure [FL]

NNH7: [ASK ALL] [SINGLE CODE]
How much is your organisation’s average water bill per year?
=1= Up to £5000
<2= EGO00 - £0.000
<3= E10.000 - £14,809
=4>= £15 000 or more

<8E= Don't know

NHHS: [ASK ALL] [SINGLE CODE]
Which of the following best describes your role within your business?
<1z |.am the owner of the business

=2+ | am a director / senior manager with responsibilities related to or responsible for
making decisions about and paying for water utilities

<2= | am not a director { senior manager, but have some responsibiliies related to for
making decisions about and paying for water utilities

<4 | have a different role in the business or organisation (2q employee, worker, or
confractor) [CLOSE]

=57+ Other [CLOSE]

Section 2: Customer experiences of Thames Water

)

A&z you live { work in 3 Thames Water area we want to ask your views of Thames Water.

L

CE1: [ASK ALL] [SCALE]

Taking everything into account, how satisfied are you with Thames Water? Please use
the following scale of 0-10, where O=extremely dissatisfied, S=neither safisfied nor
dissatisfied and 10=extremely satisfied.

BritainThinks | Private and Confidential 8
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CE2: [ASK ALL] [SINGLE]

Eefore today, how much, if anything, did you know about Thames Water and the
services they provide?

=1= Knew a bt

=2= Knew a Ftle

<3= Heard of them but didn’t know anything
<4 Hadn't heard of them

CE3: [ASK ALL HH] [MULTICODE, RANDOMISE
In the last 12 months, have you had contact with Thames Water for any of the
following?

< 1= Anything to do with billng, your appount or a general query

=2 Amything to do with your water supply [DO NOT SHOW TO WAST]

<3 Anmything to do with your sewerage service
<20= None of the above [FIXED, EXCLUSIVE]

Section 3: Appeal of packages and service aftributes
The purpose of this project is to gather feedback from Thames Water customers.

Thames Water wants fo understand what should be prioritised in their future service. Your
feedback will be used to make sure Thames Water's plans deliver the right balance of
outcomes for customers. We are going to share some more information about Thames
Water and prioritisation for their future service.

JUSE STikf SLIDES ]
To help with the context, below is some information on what Thames Water does and some
of the challenpges it faces.

il
I
I

|

o
|

i

H{ I
}

Thames Water has set itself ambitious targets to make sure it improves the senice it
provides to customers and addresses future challznges. For Water and Wastewater & rivers
these are:

BritzinThinks | Private and Confidential 10
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The maigoty. of your bill goes towards psying for the core semvice and these improvements.
Some is alzo reserved for ‘raising the bar' improvements where Thames Water can do more
to go further to help achiewe some long-term targets more quickhy.

[HH ONLY]

[MHH ONLY]

ltisn't yet decided what these additional ‘raising the bar' improvements will b= and that's
where Thames Water want to gef customer input. Some ideas Thames Water have for these
‘raising the bar” improvemenis are:
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Britainthir

Now that you've seen some information about the challenges and plans for future service,
over the next few screens we are going to explain in more detail each of the service arsas
wiheare ‘raising the bar’ improvements could be made.

Orver the next few screens we are going to show you possible ways ‘raising the bar
improvemsnts could be made to the semnvice areas we have just shown you, and you will be
asked to choose from the options pressnted.

To help you remember what each service area means when you are choasing options you
can howver your cursor over the service area in each of the options for an explanation.

BritainThinks | Private and Confidentis| 12
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CE2: [ASK ALL] [SINGLE]

Eefore today, how much, if anything, did you know about Thames Water and the
services they provide?

=1= Knew a bt

=2= Knew a Ftle

<3= Heard of them but didn’t know anything
<4 Hadn't heard of them

CE3: [ASK ALL HH] [MULTICODE, RANDOMISE
In the last 12 months, have you had contact with Thames Water for any of the
following?

< 1= Anything to do with billng, your appount or a general query

=2 Amything to do with your water supply [DO NOT SHOW TO WAST]

<3 Anmything to do with your sewerage service
<20= None of the above [FIXED, EXCLUSIVE]

Section 3: Appeal of packages and service aftributes
The purpose of this project is to gather feedback from Thames Water customers.

Thames Water wants fo understand what should be prioritised in their future service. Your
feedback will be used to make sure Thames Water's plans deliver the right balance of
outcomes for customers. We are going to share some more information about Thames
Water and prioritisation for their future service.

JUSE STikf SLIDES ]
To help with the context, below is some information on what Thames Water does and some
of the challenpges it faces.

Thames Water has set itself ambitious targets to make sure it improves the senice it
provides to customers and addresses future challznges. For Water and Wastewater & rivers
these are:
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Britainthinks

The maigoty. of your bill goes towards psying for the core semvice and these improvements.
Some is alzo reserved for ‘raising the bar' improvements where Thames Water can do more
to go further to help achiewe some long-term targets more quickhy.

[HH ONLY]
: R o
- = | o || o || = ||
. - -

[MHH ONLY]

e = =] = [ =]

ltisn't yet decided what these additional ‘raising the bar' improvements will b= and that's
where Thames Water want to gef customer input. Some ideas Thames Water have for these
‘raising the bar” improvemenis are:

BritainThinks | Private and Gonfidential 11

Now that you've seen some information about the challenges and plans for future service,
over the next few screens we are going to explain in more detail each of the service arsas
wiheare ‘raising the bar’ improvements could be made.

Orver the next few screens we are going to show you possible ways ‘raising the bar
improvemsnts could be made to the semnvice areas we have just shown you, and you will be
asked to choose from the options pressnted.

To help you remember what each service area means when you are choasing options you
can howver your cursor over the service area in each of the options for an explanation.

The opfions you see are just some of the ways Thames Water will achieve its 2050 goals in
each area.

Conduct separate partial conjoint exercises for combined and
waste only customers

Final screen:
Thank you for your time. Thames Watsr reslly appreciates your views on its future senice.
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Background to water industry

There are a number of different companies in the water industry who serve water customers to ensure their
water is safe, reliable and environmentally friendly

England and Wales are served by
17 different water companies:
some provide just drinking water,
others take away sewage as well.
Companies in the same area work
together to plan for the future in
their region, and work with the
other regional groups across
England to make sure there is
enough water for everyone.




Introduction to Thames Water

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

£

"
Banbury

-
Bishops

Aylesbury » Startford

& Cirencester -
Oxlord Affinity Water

Dunfotd
® Croydon
# Baungstoke ﬁ

Godolrming &

Sewernge orea
Woters supply area

Other woter
company boundary

10 million
water
customers

15 million
wastewater
customers

Thames Water supplies an average of 2.7 billion litres of drinking water every day to

homes and businesses and it treats almost 5 billion litres of sewage a day




What do Thames Water do?

Extract water
from rivers and
aquifers

Deliver water to
household and
business taps

Help customers
to use less
water

Clean water so
it is safe to use

Fix leaks on
pipes

Make sure
there is enough
water in future

|

Wastewater and rivers

I

Household only
Read water
Produce and
, meters to
send bills to
produce
customers

Make it easy for
customers to
contact Thames
Water

Provide
customers with
helpful
information

accurate bills

Deal with
requests,
queries and
complaints

Support
customers that
need extra help




Challenges for Thames Water

Thames Water are facing several challenges that must be tackled now, and in the future

* In the future, demand for water will increase as there are more people, more homes and
more businesses to supply

Population growth

| - The effects of climate change mean that there will be less water available to meet the
Climate change increasing demand from customers (e.g. hotter and drier summers could mean more water
shortages and risk of drought)

 Widespread pollution (e.g. sewage, plastics, chemicals) is threatening freshwater habitats
and biodiversity in the UK (currently no UK rivers are officially safe to swim in)

« To reduce negative impacts on fish, wildlife, plants and recreation, water companies will be
allowed to take less water from sensitive water sources

Declining river quality
and biodiversity

« Old pipe networks and treatment works mean higher maintenance needs and costs
Ageing infrastructure  The effectiveness of the infrastructure may also decline with age and may become potential
safety hazards

Planning ahead in a meaningful way can help Thames Water to solve some of these challenges and consider how their future
plans might impact some of these issues (e.g. reducing leakage can help increase water supply)



Improving water service

Thames Water has set itself ambitious targets to make sure it improves the service it provides to customers.

. . . Overall performance of drinking water when
Guarantee high quality drinking water ‘)- tested V\?here 0 = no ISSUES wﬂg quality & 1.0
. : % of properties each year affected by an 0 0 o o
Provide a more reliable supply of water |} unplanned interruption for more than 3 hours ’ 6% 4% 2% 1%
o . .
Reduce leakage to below 10% # Fgci;poefswater put into supply lost through leaking P 239%, 19% 18% 16%
Help customers to use much less water Average litres of water used, per person, per 145 137 131 128
at home day




Improving wastewater & rivers service

Thames Water has set itself ambitious targets to make sure it improves the service it provides to customers.

Stop all sewage f.Iooding into homes, Number of properties flooded by sewage 1100 800 200 600

gardens and businesses each year

Reduce pollution in rivers ‘ Number of pollution incidents each year as 245 150 110 80
classified by the Environment Agency

Lead the improvement of rivers in the Percentage of sewage treatment works

region so they become among the ' meeting standards set by the Environment 98.9 100 100 100

healthiest in the UK Agency

*The Environment Agency is a government department in charge of protecting and enhancing the environment in England.



Household customer bills

« The money you pay to Thames Water
each year goes toward a mixture of

« Core service delivery and
improvements (86%) as Thames
Water works toward long-term
targets, as well as

» ‘Raising the bar’ improvements (14%)
where Thames Water can ‘do more to
go further’ to help achieve some
long-term targets more quickly.

Your bill

m Core service

m Raising the bar



What this means for household customers' bills moving forward

Water

(including improvements)

Wastewater & Rivers
(including improvements)

Customer Service
(including improvements)

86%

Raising the bar — doing more to
improve even further

Average annual bill >

Today By 2030 By 2035 By 2040
£327 £360 £387 £413
£53 £60 £63 £67
£380 £420 £450 £480




Business customer bills

« The money you pay to Thames Water
each year goes toward a mixture of

« Core service delivery and
improvements (86%) as Thames
Water works toward long-term
targets, as well as

» ‘Raising the bar’ improvements (14%)
where Thames Water can ‘do more to
go further’ to help achieve some
long-term targets more quickly.

Your bill

m Core service

m Raising the bar



What this means for business customers’ bills

Today By 2030 By 2035 By 2040
Water
(including improvements)
Wastewater & Rivers } 86% 86% 86% 86%
(including improvements)

Customer Service
(Provided by Water Retailer)

I

1| Raising the bar — doing more to D
: improve even further

b=




Raising the bar - Water

Potential options for doing more to improve further

Goal by 2050 Raising the bar activity*

Guarantee high quality drinking >

| .
water mproving water treatment

Reduce the health risk of lead in >

drinking water Replacing lead pipes

> Replacing trunk mains

Provide a more reliable supply of

water

> Improving water supply
reliability

<

What's involved and what are the benefits?

Covering parts of water treatment works in London to reduce
the chance of dangerous bacteria entering the water supply
and making customers unwell

Replacing lead water pipes within Thames Water’s pipe
network, in homes and in schools, to stop lead entering the
water supply

Replacing very large water pipes to reduce the risk of
basements being flooded when these pipes burst

Improving the water network to protect customers from
unacceptable interruption to their water supply of longer than
2 days once in a lifetime

*These activities are just some of the ways Thames Water will achieve its 2050 goals in each area.



Raising the bar - Wastewater & rivers

Potential options for doing more to improve further

Stop all sewage flooding into
homes, gardens and businesses

<

Reducing sewage flooding from
very heavy storms

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

4

Reducing sewage spills into rivers**

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

4

Improving river health**

Help tackle climate change by
becoming 'net negative' meaning
Thames will remove more
carbon dioxide than it emits)

I

Reducing carbon emissions

4

Improving the sewer network to reduce the chance of
customers’ properties being flooded by heavy storms that
on average happen once in 50 years.

Improving the sewer network to reduce the number of
sewage spills into rivers each year and the harm to wildlife
and river users it causes.

Improve the sewage treatment process to reduce the
amount of extra nutrients, such as phosphorus, entering
rivers and causing problems for plant life and wildlife.

Reducing the amount of carbon emissions produced by
Thames Water so that it is no more than the amount of
carbon it removes from the atmosphere (Net Zero).

*These activities are just some of the ways Thames Water will achieve its 2050 goals in each area.
** Government has set legal requirements for these areas with long-term targets and minimum short-term targets. Thames Water could accelerate progress

towards meeting the final targets.



Improving water treatment

What does this involve?

« Thames Water’s large London water treatment works are open to the
elements and there is a risk of dangerous bacteria passing through into
drinking water.

Where is Thames Water now?

- The treatment tanks at all of Thames Water’s large London water works
are open to the elements, but the quality of drinking water remains very
high.

How does 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.

- Thames Water will need to treat poorer quality water in future as the
risk of dangerous bacteria is increasing due to climate change and the
requirement for water companies to take less water from sensitive
rivers and streams.

How could Thames Water do
more and go further by 20307

Cover up parts of its large
London water treatment
works to reduce the risk of
dangerous bacteria for up to
3.1 million of its 11 million
water customers.




Replacing lead pipes

What does this involve?

« 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 unborn children.

Where is Thames Water now?

* There are over a million lead pipes in Thames Water’'s network, and
around the same amount within customer properties.

« Thames Water currently replaces around 10,000 lead pipes each year.
How does Thames 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.

« London and other towns in the region are more likely to have older
water networks containing lead pipes, which were commonly installed
up until the 1970s.

How could Thames Water do
more and go further by 20307

Replace up to another 70,000
lead pipes — 6% of the total.

Help schools to replace lead
pipes and help customers
replace lead pipes on their
properties.




Replacing trunk mains

What does this involve?

« Trunk mains (very large water pipes) in London are often under main
roads and near to private homes. If these pipes burst, they can flood
properties with basements very quickly.

» Replacing these trunk mains will protect the properties at highest risk
of flooding.

Where is Thames Water now?

» There are 60,000 high risk properties with basements that could flood
from trunk main bursts.

How does Thames Water compare to other water companies?

« This is a fairly unique problem to Thames Water (and London in
particular) as the trunk mains are very old and there are a lot of
properties with basements that flood easily compared to other cities
(such as Birmingham or Manchester).

How could Thames Water do
more and go further by 20307

Replace trunk mains to
protect up to 5,000 basement
properties at highest risk of
flooding — out of a total of
60,000 basement properties.




Improving water supply reliability

What does this involve?

« 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.

«  Most problems are fixed within a few hours, but very rarely customers
can be without water for longer than 2 days. In previous research,
customers have told Thames Water that interruptions of longer than 2
days once in a lifetime are unacceptable.

Where is Thames Water now?

- Thames Water is completing a detailed assessment of all properties in
its supply area and has so far identified 1.9 million of 4 million
properties that are at risk of being without water for longer than 2
days.

How does Thames Water compare to other water companies?

« Thames Water has more properties than other water companies at
risk of unacceptable interruptions to water supply due to the age and
layout of its water network.

How could Thames Water do
more and go further by 20307

Build more pipes around weak
points on the network and at
treatment works so that water
can still be moved around and
supplied to customers.

Improve how water supplies
are connected together,
including sharing water
supplies with other companies
across the south-east.

This would protect up to 2.3
million properties from an
unacceptable interruption of
longer than 2 days once in a
lifetime.




Reducing sewage flooding from very

heavy storms
What is this about?

«  Sewer flooding in homes, gardens and businesses can happen either
when sewers become blocked, or after heavy rainfall when the sewer
system becomes full due to too much rainwater.

Where is Thames Water now?

« About 1,100 customers per year experience sewer flooding on their
properties.

« 350,000 properties out of 6 million are at risk of flooding from a very
heavy storm that on average happens once in 50 years.

How does Thames Water compare to other water companies?

« The number of properties flooding from blocked sewers in the Thames
Water region is about average for the industry (2.3 sewer floods for
every 10,000 properties compared to the best company having 1.3 and
the worst having 4.5 for every 10,000 properties).

« However, in years when it rains heavily or is wet for a long period of time,
Thames Water performs poorly compared to other companies.

How could Thames Water do
more and go further by 20307

Build ‘nature-based solutions’
(such as building porous
green spaces in built up
areas) to slow down and stop
rainwater from getting into
sewers and causing sewers to
fill up and flood

Fix leaky sewers that allow
ground water to get in during
very wet periods of weather

Reduce the number of
customer ‘misconnections’
into sewers, e.g. rainwater
from roofs

This will reduce the chance of
up to 18,000 properties being
flooded by heavy storms that
on average happen once in
50 years




Reducing sewage spills into rivers

What does this involve?

When it rains heavily, the sewer network can become overloaded
causing diluted sewage to sometimes spill over and pollute rivers and
streams

The Government has set legal requirements to reduce sewage spills,
with a long-term target and minimum performance levels set every five
years. Thames Water can set more ambitious targets to make quicker
progress towards achieving the long-term target.

Where is Thames Water now?

In 2020 there were around 18,400 spills into rivers in the Thames Water
region — lasting for around 216,000 hours. This is about 40 spills per
storm overflow each year on average. A storm overflow is a point in the
sewage system where sewage can escape when it's full.

How does Thames Water compare to other water companies?

Thames Water has one of the lowest total number of spills each year
compared with other companies, but one of the highest spill rates per
storm overflow.

How could Thames Water do
more and go further by 20307

Reduce the number of
customer ‘misconnections’ into
sewers, e.g. rainwater from
roofs

Increasing the size of our
sewerage system to hold and
treat more sewage

This will reduce the duration of
sewage spills into rivers each
year by up to 50%




Improving river health
What is this about?

« At the end of the sewage treatment process, the treated water is returned
safely to nearby rivers and streams.

 |f this water contains high levels of nutrients, such as the mineral
phosphorus, this can lead to extra growth of river weeds and algae and
cause problems for plant life and wildlife in rivers

« The Government has set legal requirements to reduce the amount of
phosphorus entering rivers by 2035 with a minimum performance level set
for 2030. Thames Water can set more ambitious targets to make quicker
progress towards achieving the 2035 target.

Where is Thames Water now

« By 2025 Thames Water will be removing around 75% of phosphorus
entering rivers from our sewage treatment works

How does Thames Water compare to other water companies?

|t is difficult to compare Thames Water’s performance on phosphorus
removal with other companies, as all companies are set different targets
depending on the rivers in their areas

How could Thames Water do
more and go further by 20307

Improve the sewage

treatment process further still
to remove up to 90% of the
phosphorus from the treated
water entering rivers




Reducing carbon emissions

What does this involve?

« 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 is 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 does Thames Water compare to other water companies?

- Thames Water’s current operational carbon emissions is about average
for the water industry

« All water companies in the country are signed up to the ambition of
achieving ‘net zero’ operational carbon emissions by 2030.

How could Thames Water do
more and go further by 20307

Use multiple technologies to
produce green energy and
use excess heat from the
sewage treatment process

Trial new sewage treatment
processes to reduce
greenhouse gas emissions

Use a 100% electric vehicle
fleet by 2030 for all vans and
trucks

This will help Thames Water
achieve ‘net zero’ operational
carbon emissions by 2030
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