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Background and methodology
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Å Thames Water has begun its PR24 engagement programme, through which it aims to understand how customers (and 

communities and stakeholders) feel about proposed elements of its Business Plan for 2025-2030

Å Foundational research was completed in October 2021 and this discussed in high-level detail what customers want from 

Thames Water and what their core expectations are

Å This is the next phase of PR24 customer research, to gather in-depth ­deep dive® feedback on enhancement area 

investment proposals in 8 specific areas:

1. Net Zero

2. Trunk mains replacement

3. Replumbing London

4. Waste system headroom

5. River spills

6. Bathing water

7. Sustainable abstraction

8. Lead pipes

Å At the time of the research there had been ongoing (over a year) national and local media coverage of sewage overflows 

into rivers, and recent national news on annual water bill increases. These events may have given heightened awareness 

and concern with these issues.

Background and methodology (1)

Setting the scene for the PR24 Deep Dives
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Background and methodology (2)

How we approached these 8 topics
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Å This report is a summary of the main findings from all eight deep dive topics.  In some cases, topics are combined as follows, to 

reflect how they were tackled in the research:

1. Net Zero (single topic), four day online community (12-17th January 2022)

2. Trunk Mains and Replumb London (two topics), four online day community (24-27th January 2022)

3. Waste Headroom, River Spills and Bathing Water (three topics), four day online community (7-10th February 2022)

4. Sustainable Abstraction (one topic), three day online community (22-24th February 2022)

5. Lead Pipes (one topic), two day online community (16-17th February 2022)

Å For each of the five online communities we gathered a broadly representative sample of around 40 Thames Water customers, 5 

future customers (non bill payers aged 18-24) and 5 business customers 

Å Over the course of each community customers were presented with carefully developed materials that described the issues under 

scrutiny, the challenges Thames Water faces in these areas and the investment propositions for tackling the challenges

Å Customers had the opportunity to respond within the communities, with initial uninformed reactions to each issue, then 

increasingly informed reactions as we presented them with more material

Å This approach meant that customers were able to provide us with considered views on the investment proposals (including 

potential bill impacts in many cases), and select their preferred options for investment

Å At the close of each community, customers were asked to rank each of the eight topics in order of priority by which Thames Water 

should be making improvements, although it®s important to remember that they would have just been focussing on one, two or 

three topics in isolation, with only a sentence to assess the other topics

Å Full, detailed reports on each of these deep dive topics are available separately. Research materials are appended to this report.



Verveès declaration that this research observes Ofwatès standards for high quality research (1)
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Ofwat®s minimum standards 

for high quality research

How we met these standards

Useful and contextualised This research was used to inform the development of Thames Water's investment plans for the period 2025-2030 and ensure that these 

alignwith customers' expectations. The enhancement cases were developed from previous customer insight and so this research falls into a 

wider body of insight gathering aimed to understand what customers want from Thames Water in the near and longer term.

Neutrally designed Customers were presented with historical context and other fact-based background details on each of the areas, likely future projections on how 

improvements to issues could be achieved, and how that might impact them, wider society and their bills. 

Comparative information on other company®s performance in these areas was not used, as it was felt that there was already a lot of information for 

customers to read through, explaining why the different improvements might be required.

Questions and stimulus were designed to be straightforward, using plain English. A small number of Verve team members not associated with the 

project fed back informally on survey comprehension as it was being developed.

Fit for purpose We used a qualitative deliberative methodology to fully meet the objectives of this research.  Customers were provided with background and 

context over the course of the research to allow them to provide spontaneous views as well as more informed views once they®d had time to digest 

the issues and proposals.

The online community approach we used enabled individuals to take part that may not have normally had the time to attend focus groups or 

workshops (in-person methods that Thames Water used a lot for its PR19 customer research). The online community method also allowed 

customers to express themselves individually and more freely without the social pressure of a focus group/workshop scenario. Comprehension of 

some of the complex topics discussed was also helped because participants could view and review stimulus material at their own pace, allowing 

them time to digest and reflect on information, without the pressure to answer immediately.

We ensured that questions and stimulus used plain English for maximum comprehension.

We did not feel this research was complex enough to require piloting before the fieldwork started, but as the online community allows our 

researchers to individually moderate each participant, if there was any misunderstanding of the research activities then there was an opportunity to 

clarify things.



6

Ofwat®s minimum standards 

for high quality research

How we met these standards

Inclusive We spoke to a broadly representative group of customers, including household, non household, vulnerable and future customers. A full breakdown 

of the sample and how it met Thames Water®s customer segment quotas can be found elsewhere in this report.

The online methodology used allowed individuals to have a voice where other methodsmay have restricted this. For instance, those that work full 

time, have family commitments, certain disabilities, financial issues or language barriers might find it difficult to participate in other research 

methodologies. With the exception of not being able to reach people with limited or no access to the internet, online methodologies work well to 

attract involvement from a good cross section of Thames Water®s customer base. 

Continual Thames Water®s research and engagement programme is continuous. The findings from this research will be used in conjunction with previous and 

future insights to inform Thames Water®s day-to-day service delivery (e.g. to improve customer satisfaction), business plan and long-term delivery 

strategies.

Independently assured Thames Water®s research and engagement programme and line of sight process will be reviewed by an independent expert assurance partner as 

part of PR24 assurance.

Shared in full with others Thames Water are planning to share research reports, including this one, with other water companies and with the general public.

Ethical Verve is a member of and abides by the code of conduct of the Market Research Society.

Verveès declaration that this research observes Ofwatès standards for high quality research (2)



Combined sample for all eight deep dives
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This research was designed to capture the diversity of 

Thames Water®s customer base

¶ 232 customers completed the research

¶ Specific demographics that we collected from participants 

closely matched that of the Thames Water customer base*

¶ Customer Voices -  ThamesWater's online researchcommunity of over 

1,000 household customers,designed to be representativeof all 

customers. It wasformed in June 2021 usingPanelbaseas a 

recruitment source, with a small numberof customers signing up 

via Thames Water's website andsocial mediaposts.

¶ Future customers (18-24 year olds, non-bill payers) - Recruitedvia Total 

Focus Qual Recruitment. Views from this cohort were sought given that 

decisions made now will impact on their future, both in terms of service 

delivery and impacts of climate change

¶ Business customers ²Recruitedvia Total Focus QualRecruitment.Views 

from this cohort were sought, because even though they don®t pay bills 

directly to Thames Water, their water and wastewater service is still 

provided directly by Thames Water (and hence impacts their bill)

* ­Customer research and sampling approach September 2018® document, supplied by Thames Water

** Those declaring a personal vulnerability

Customer Groups Count

Thames Water Customer Voices panel 197

Future customers (recruited externally) 17

Business customers (recruited externally) 18

Demographics No.

Gender

Male 96

Female 101

Age

18-24 2

25-34 44

35-44 47

45-54 43

55-64 34

65+ 27

Social grades

ABC1 127

C2DE 70

Ethnicity

White 125

BAME 69

Customer Voices (197)

Demographics No.

Gender

Male 9

Female 8

Social grades

ABC1 15

C2DE 2

Ethnicity

White 8

BAME 9

Service type

Clean & Waste 13

Waste only 4

Future customers (17)

Demographics No.

Number of 

employees

0-9 8

10-49 6

50+ 4

Service type 

Water reliant 11

Non-water 

reliant

7

Business customers (18)

Demographics No.

Vulnerability status

Non-vulnerable 166

Vulnerable** 31

Region

London 108

Other 89

Service type

Clean & Waste 163

Waste only 34



Detailed breakdown of sample against customer base (1)

Gender, age, SEG, vulnerability and ethnicity
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Demographic
Customers 

taking part

Customer 

base/ target
Demographic

Customers 

taking part

Customer 

base/ target

Male 96 97 White British 125 146

Female 101 100 BAME 69 51

18-24 2 29

25-34 44 41 White European 2

35-44 47 37 White and Asian 7

45-54 43 33 White and Black African 1

55-64 34 24 Black African 6

65+ 27 31 Black British 4

ABC1 127 122 Black Caribbean 6

C2DE 70 74 Indian 15

Non-vulnerable 166 169 Pakistani 2

Vulnerable 31 28 Chinese 2

Latino 1

Mobility disability, 12 European (not specified) 15

Chronic illness, 8 Other Asian 2

Mental health condition, 3 Other (not specified) 6

Mobility disability and Chronic illness 3

Hearing disability, 2

Autism Spectrum Condition 1

Visual disability and Mobility disability 1

Not stated 1

BAME breakdown

n/a

Vulnerable breakdown

n/a

Customer base/target ² based on Thames Water®s ­Customer research and 

sampling approach September 2018®



Detailed breakdown of sample against customer base (2)

Clean/Waste status and regional location
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Demographic
Customers 

taking part

Customer 

base/ target

Clean & Waste 163 121

Waste only 34 76

London 108 94

North East London 3

North West London 22

South East London 34

South West London 23

Central North London 19

Central South London 7

Other regions 89 103

Central Bedfordshire, Buckinghamshire, Slough, Luton 25

Hertfordshire 11

Lee Valley 30

Oxfordshire, Swindon, Wiltshire, Gloucstershire, Warwickshire 7

Surrey 6West Berkshire, Reading, Wokingham, Bracknell Forest, Windsor and 

Maidenhead, Hampshire, West Sussex 10

n/a

n/a

London breakdown

Other regions breakdown

Customer base/target ² based on Thames Water®s ­Customer research and sampling approach September 2018®

This would be the natural split of 

clean & waste and waste only 

customers, however, as three of 

the five communities excluded 

waste only customers (the water 

related topics: trunk mains & 

replumb London, lead pipes and 

sustainable abstraction), this is 

why the number of waste only 

customers taking part was lower 

than the natural target

This would be the natural split of 

London and other regions, 

however, as above, the 

exclusion of  waste only 

customers for the water related 

topics had an impact on the 

number of customers taking 

part being slightly more skewed 

towards London



Overall observations on what we heard 
from customers and common findings
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Customers are broadly supportive of Thames Waterès plans to make improvements to 
infrastructure and help protect the environment

11

Å Across all of the topic areas, customers are generally supportive of Thames Water®s desire to make improvements to 

infrastructure, help protect the health of customers and improve the environment.

Å While many of the issues presented to customers are already known to them (such as leakage), there are areas where 

considerable education was required, for example:

Å The issue of lead pipes and the potential harm that lead in water cause.

Å The reasons for sewer overflows, spills and floods into homes and rivers.

Å Improvements in all the areas proposed are desired by customers, although there are frequently caveats, based around:

Å Bill impacts: it was clear that bill impacts would not be tolerated by all and in some cases customers show concern for 

those on lower incomes.  Where a bill impact was not shown, customers caveat that they would want sight of this before 

giving confirmed support.

Å The number of people that an investment will benefit: not all initiatives would benefit all customers equally (such as bathing 

water for those that don®t go wild swimming); there is less support in these cases ² customers tend to be more likely to be 

supportive when an initiative will benefit the greatest number of people (for example increased sewer headroom).

Å The extent to which an initiative can guarantee results: for example, sustainable abstraction, where customers would like 

to see a degree of certainty that investment will deliver results.

Å Overall, when customers prioritise initiatives, greater support is given for core service delivery initiatives (water mains and the 

sewerage network), where other initiatives such as sustainable abstraction and bathing water are lower down on their list of 

priorities. 



Summary findings from each deep dive
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Net Zero: Customers recognise the importance of Net Zero and support Thames Waterès 
plan and initiatives to get there

14

Å Responding to the key research questions

ÅWhat do customers think about Thames Water aiming to achieve Net Zero operational carbon emissions by 

2030, and being totally carbon negative by 2050? Is this the right pace?

ÅCustomers feel that an organisation of Thames Water®s stature has a responsibility to ­lead the way® with 

environmental initiatives as long as it does not impede water quality or Thames Water services.

ÅThames Water®s progress to date and overarching goal of being carbon negative by 2050 impresses a 

number of customers.

ÅMany customers understand and accept Thames Water®s rationale to:

Å Prioritise operational emissions;

Å Hit operational Net Zero by 2030

Å This is because many customers believe hitting operational Net Zero by 2030 allows Thames Water to 

focus on quick, easy and effective wins before applying more focus to the harder to solve embedded 

emissions.

Å Is there support for the methods Thames Water will need to employ to achieve this, and the balance of 

methods used? 

Å There is broad overall support for the methods employed, with ­Carbon offsetting® the least well supported.



Net Zero: Broadly speaking, customers support Thames Waterès plan for reaching operational 
Net Zero by 2030

15

31 customers strongly support this 

plan

65%

Å Customers strongly support the 

plan because they believe that a 

£7.50 cost (per billpayer) over 5 

years is reasonable because it 

maximises the chances that Net 

Zero will be achieved, and a climate 

crisis avoided

16 customers somewhat support 

this plan

33%

Å Customers who somewhat support the 

plan still support the overarching Net 

Zero goal and methods to achieve this, 

but they have questions:

Å How will Thames Water tackle 

embedded emissions?

Å How much is Thames Water 

contributing from their profits?

Å Can we have assurance that offsetting 

won®t be used as a short cut?

1 customer somewhat opposes this 

plan

2%

Å The rejector of the plan felt it would, 

over the long term, save Thames 

Water money.  Due to there being no 

mentions of eventual bill reduction 

they could not support the plan

Note: In terms of annual bill impacts for this, customers had been focusing on the topic of this deep dive, although they were reminded that there may beother initiatives that Thames Water need to tackle in the future which might also impact the bill

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



Net Zero: Customers also broadly support the methods used to achieve Net Zero

High supportModerate support Very high support

Å­Carbon offsetting® and ­Turning 

sewage into products such as 

ammonia & phosphorus® cause 

most concerns

ÅSome question if these are an 

effective way of reaching Net Zero

ÅSome question if these initiatives 

primarily benefit Thames Water at 

the expense of customer bills 

Å®Switching from fossil fuels to heat 

pumps®, ­Switching to electric/low-

carbon vehicles® and ­Capturing 

C02 for use by other industries® are 

supported by many

ÅMany see these as imperative to 

Net Zero as a society but ask if the 

inevitable use of new technology 

will lower bills in the long term

Å­Capturing and refining green gas 

from sewage® has very high 

support because of its large 

impact on Net Zero. Many are 

surprised (and delighted) that this 

would cost them 90p per year 

Å­Getting supply chain to Net Zero® 

is also very popular because it 

doesn®t effect customer bills and 

encourages other businesses to 

reach Net Zero

16
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Trunk Mains: There is unanimous support for the proactive replacement of trunk mains, 
with the majority of customers supporting a çhighè increase in the rate of replacement

18

Å Responding to the key research questions

ÅWhat approach do customers support for managing trunk mains across the network and specifically do 

customers support Thames Water®s proposal to begin a programme of replacing Thames Water®s Trunk 

mains, focusing first on the 10% most at risk of bursting?

Å Given the potentially catastrophic impact of a trunk mains burst, this further reinforces customer views 

that action needs to be taken to prevent future leakage and bursts.

Å­Prevention rather than cure® is favoured by many customers.

Å Although any programme of work needs to be undertaken carefully and smartly (for example through 

better monitoring), to minimise impact on costs and disruption for customers.

Å There is unanimous support for beginning a proactive programme of trunk mains replacement, with two 

in three customers supportive of a ­high® increase in replacement.



Replumb London: There is also unanimous support for the proactive replacement of 
distribution mains, with an even greater number of customers supporting a çhighè increase

19

Å Responding to the key research questions

ÅWhat approach do customers support for managing distribution pipes across the network and specifically do 

customers support Thames Water®s proposal to change the approach to managing the network from one of 

maintenance to incremental replacement?

Å High leakage rates create concern about the condition of distribution pipes, though few customers have 

experience of prolonged or severe leakage problems where they live.

Å Given the information provided on current approaches to minimising leakage, and the accompanying 

minimisation of costs and disruption, there®s a sense that Thames Water is ­doing the best it can under 

the circumstances®.

Å But this does underline the need to take steps to make considerable improvements.

Å There is unanimous support for beginning a proactive programme of distribution mains replacement, with 

almost three quarters supportive of a ­high® increase in replacement.

Å Customers were broadly split on whether to prioritise trunk mains, distribution pipes or both equally.

Å Prioritising trunk mains is favoured as it can avoid catastrophic impacts and may have a greater impact 

on leakage overall.

Å Prioritising distribution pipes feels like it will deliver a greater overall impact for most customers, as well 

as being cheaper and easier to fix.



Trunk Mains/Replumb London: There is almost unanimous support for proactive replacement 
of both trunk mains and distribution pipes

20

100% 

Distribution pipesTrunk mains

100% 

Support for a 

change in 

approach to 

more proactive 

trunk main 

replacement

Support for a 

change in 

approach to 

more proactive 

distribution main 

replacement

Preferred size of 

increase in 

proactive 

replacement*

Preferred size of 

increase in 

proactive 

replacement*

High 

increase

26

Low 

increase

6

Low to high 

increase 10

Maintain current1

Low increase5

Low to high 

increase 5

High 

increase33

Don®t know1

* Numbers in these charts = number of respondents
Caution, the pie segment sizes shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only
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Waste Headroom: Customers support plans to increase the sewer network capacity, 
although many caveat they are not able to fully commit without seeing potential bill impacts

22

Å Responding to the key research questions

Å Is there support for upgrading the sewer network capacity to reduce the number of households and 

businesses at risk of sewer flooding, and the methods used to achieve this? 

Å Three in five would like to see sewer flooding in or near properties prioritised, compared with one in four 

preferring river spills to be prioritised. 

Å Around half preferred a midway approach to reducing the risk of sewer flooding ²between halving the risk 

for 150 homes and eliminating the risk for 50 homes. 

Å Customers support the proposed methods Thames Water plans to use to reduce sewer flooding between 

now and 2030, they see the benefits of both ­green® (natural) and ­grey® (constructed) solutions and believe 

a mix of the two is best.



Waste Headroom: Customers believe Thames Water should address all sewer flooding 
incidents, yet they prioritise addressing sewer flooding into/near properties first
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14%

7 customer prioritise surface water 

flooding

Å These customers believe surface 

flooding has a low but recurrent 

impact on people®s everyday life

Å This minority believe that surface 

flooding is a contributor to both 

sewer flooding into properties and 

sewer spills into rivers and therefore 

needs to be addressed first

31 customers prioritise sewer 

flooding's into/near properties 

61%

Å Many customers believe it is 

imperative to prioritise reducing 

sewer flooding into/near properties 

because this has the biggest impact 

on customers (e.g. impact on 

wellbeing, direct damage of 

personal possessions and 

properties)

Å Disgust is a strong emotion, elicited 

by the idea of foul smells and 

imagery of sewage water in homes

25%

13 customers prioritise sewer spills 

into rivers

Å Many customers see their local 

waterways as essential to their 

health and mental wellbeing, and so, 

are personally invested in protecting 

them

Å They are also concerned that by 

damaging the rivers, local wildlife will 

be affected and that these local hubs 

may be ruined

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



River Spills: Customers broadly understand the reasons for river spills once the overflow 
mechanisms are explained, but are keen to see them eradicated completely by 2030

24

Å Responding to the key research questions

ÅWhat are customers® attitudes to Thames Water®s ambition to reducing river spills to zero by 2050? 

ÅMany customers agree with Thames Water®s overarching goal to achieve zero spills by 2050 and the 

methods to get there between 2020-2025 and 2025-2030.

Å Some express disappointment that the Tideway Tunnel would still spill though, feeling this is 

incompatible with the ­zero sewage spills® aim.

Å How quickly should Thames Water reduce river spills (if at all)?

Å A clear majority of customers favour a 100% reduction in spills even earlier, by 2030, at what they 

consider to be an acceptable bill impact.



River Spills: Many customers favour 100% reduction of river spills by 2030 believing approx 
£1 a month would go unnoticed by most

25

35 customers supported 

­100%less sewage spills 

into rivers® by 2030 (¾10.90 

a year on bills)

64%

Å Many customers support 

this option because they 

feel that for approximately 

£1 per month, natural 

habitats that benefit local 

communities across the 

Thames Water region 

would be free of sewage 

15 customers supported 

­50%less sewage spills 

into rivers® by 2030 (¾4.50 

a year on bills)

27%

Å Other customers thought 

that a 50% reduction 

between 2025 and 2030 still 

represented excellent 

progress

Å They believe that given the 

economic situation, this is 

the fairest option for all

3 customers supported 

75% less sewage spills into 

rivers® by 2030 (¾7.30 a 

year on bills)

5%

Å The 3 customers who 

preferred a 75% reduction 

think this sets a high and 

admirable target for 

Thames Water to strive 

towards at minimal cost to 

the customer

2 customers supported 

­25%less sewage spills into 

rivers® by 2030 (¾1.80 a 

year on bills)

4%

Å The customers who 

preferred a 25% 

reduction felt that the 

funding was better 

spent elsewhere due to 

the relatively low 

environmental 

improvement 

(considering other 

forms of pollution)
Note: In terms of annual bill impacts for these options, customers will have been focusing on the topic of this deep dive, although they were reminded that there may beother initiatives that 

Thames Water need to tackle in the future which might also impact the bill.  The customers who didn®t prefer 100% reduction showed greater appreciation of river spills within the wider 

context that there may be other Thames Water initiatives in need of funding

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



Bathing Water: Only a minority of customers go wild swimming in the Thames region, but 
many can see the benefits of a designated stretch of the Thames for bathing

26

Å Responding to the key research questions

ÅWhat are customers® attitudes towards swimming in rivers (in the Thames Water area)? 

Å A small number of customers claim to go swimming in lakes and rivers in the Thames Water area; some 

have friends and family that do so.

ÅMany customers will not swim in lakes or rivers because they believe the Thames in particular is badly 

polluted and are afraid of risks to health.

Å Is there any support for investment to ensure stretches of river are designated to bathing water standard?

Å Three in four customers are supportive of the creation of a designated stretch of river for swimming 

within the Thames Water region, in the period 2025-2030.  The remainder are in opposition, largely due 

to the cost of what is seen to be a niche hobby, that many will not benefit from using.



Bathing Water: Three in four customers support the creation of a stretch of designated 
bathing water in the Thames Water region in the 2025-2030 period

27

Strongly 

support

25

Somewhat 

support

16

Somewhat 

oppose

11

Strongly 

oppose

2

Numbers in chart = number of respondents

To what extent do you support or oppose Thames Water investing in the creation of 

one designated bathing water (safe for swimming) stretch of river in the Thames 

Water region during 2025-2030, with a 15p impact on all customer annual bills?

Note: In terms of annual bill impacts for this, customers had been focusing on the topic of this deep dive, although they were reminded that there may beother initiatives that Thames Water need to tackle in the future which might 

also impact the bill

Caution, the pie segment sizes shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only
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Sustainable Abstraction:Customers are broadly supportive of plans to reduce abstraction 
where possible, and favour more rapid reductions, many would like certainty about the 
environmental benefits beforehand though

29

Å Responding to the key research questions

Å Should Thames Water aim to improve the environment (related to abstracting water) beyond current statutory requirements?

Å While customers are largely happy at the progress Thames Water has made, they expect immediate action to further 

reduce abstraction from rivers and chalk streams and further develop existing and new reservoirs and sources of water.

Å Which environmental objectives do customers value most - benefits to the environment/biodiversity of reduced abstraction 

versus drawbacks of pumping water from elsewhere with an increased carbon footprint as a result?

Å There is a clear benefit to the environment of reduced abstraction; this is strongly supported.  At the same time, many 

customers acknowledge that the short term environmental damage caused by building pipelines may be worth it for the 

long term benefits (with the caveat that ­environmental damage® is not easily quantifiable in customers minds).

Å How quickly should changes be made (if at all)?

Å Customers are largely supportive of a rapid rate of change, with half wanting reductions to be completed by 2025-30 and 

a further two in five supporting reductions by 2030-35.  For these customers, the increase in bills feels manageable and 

the benefits to doing so (both environmental and to secure a stable water supply) are clear. 

Å How sure should Thames Water be that reduced abstraction will result in environmental benefits before making reductions? 

Å More than half of customers do not require complete certainty of environmental benefits to support reduced abstraction. 

Å However, two fifths want Thames Water to be ­completely certain® there would be an environmental benefit before 

proceeding with reduced abstraction, believing that to do so otherwise, could be a waste of customer money.



Sustainable Abstraction: Half of customers believe Thames Water should reduce abstraction 
during 2025-2030

30

Aim to reduce abstraction in all of 

the areas proposed during 2025-

2030

51%

Å A £5 increase in yearly bills sounds 

affordable to most, with clear 

benefits 

Å Some believe this should happen 

sooner than 2025-2030

Aim for smaller reductions initially, 

so all reductions proposed are done 

by 2030-2035 instead

39%

Å Those who think it should be reduced 

over a longer time see this as lower 

priority compared to other initiatives

Å Others reference the rising costs and 

bills elsewhere, seeing this as an 

unwelcome addition to their bills

Neither ²they should reduce 

abstraction even more or in more 

places

10%

Å A few customers felt Thames Water 

should go further in reductions, 

largely due to the perceived 

environmental significance of chalk 

streams and rivers

Note: In terms of annual bill impacts for each option, customers had been focusing on the topic of this deep dive, although they were reminded that there may be otherinitiatives that 

Thames Water need to tackle in the future which might also impact the bill

Caution, the percentages shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only
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Lead Pipes: Upon learning about the prevalence of lead pipes and their health implications, 
many want lead pipes to be replaced as quickly as possible

32

Å Responding to the key research questions

Å Should Thames Water assist with the replacement of lead pipes in customer properties during 2025-2030? 

ÅCustomers would like to see Thames Water®s support in replacing lead pipes and to do this as quickly as 

possible with minimal disruption. 

ÅThe majority support Thames Water®s initiatives to replace 3,000 water fountains in schools on the basis 

that it protects those most vulnerable. They also support plans to replace 67,000 customer lead pipes.

ÅMany see the benefit of Thames Water being involved in the process of helping schools and customers to 

replace lead pipes, but not all believe it is directly Thames Water®s responsibility, and suggest that councils 

and landlords should play a part.

Å At what pace should Thames Water eradicate lead pipes from its network?

Å Customers would ideally want Thames Water to replace all the lead pipes that it owns by 2050 rather than 

by 2080.



Lead Pipes: Customers have a strong preference to replace lead pipes from 2025 to 2050, as 
the cost and disruption justifies removing what many perceive as a danger to public health 
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33 customers prefer 

Thames Water to 

replace all its lead pipes 

from 2025 to 2050

66%

Å Despite concerns about the 

disruptions, they conclude 

replacing lead pipes is the 

better thing to do for public 

health and the water 

network in general

Å There is little concern about 

the impact on customer bills

8 customers prefer Thames 

Water to

replace all its lead pipes 

from 2025 to 2080

16%

Å These customers believe that 

the cost of the work may go 

up over time and disruptions 

may be greater than 

anticipated, so they believe 

this timeframe allows Thames 

Water greater flexibility to 

balance their resources and 

keep costs and disruptions low 

while adhering to the EU 

Drinking Water Directive

6 customers cannot decide; 

they believe the pros and 

cons of replacing by 2050 

and 2080 are balanced

12%

Å These customers do not 

like the level of disruption 

caused by the 2050 

approach, but believe 

2080 is too long to 

address what they 

perceive as an important 

public health issue, they 

think the pros and cons 

are balanced

3 customers prefer Thames 

Water to 

replace all its lead pipes 

from 2030 to 2080

6%

Å These customers believe that 

waiting for technological 

innovations may make the 

process more efficient and 

assume that this approach 

provides Thames Water with 

the resources to pursue 

other equally important 

initiatives to replacing lead in 

the meantime

Note: In terms of annual bill impacts for each option, customers had been focusing on the topic of this deep dive, although they were reminded that there may beother initiatives that 

Thames Water need to tackle in the future which might also impact the bill

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



Prioritising the issues
An analysis of the importance of all 8 topics covered in the deep dives
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Prioritising the initiatives
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Å For each deep dive, at the close of the 

community, participants ranked all of the topics 

in terms of the priority they feel Thames Water 

should give to improving each. 

Å The findings should be taken as indicative only 

as customers based their answers on only 

limited information, apart from the topic(s) that 

they would have just been focusing on

Å However, some clear patterns emerge when 

looking at the results across all deep dive 

communities:

Å A higher ranking for the core water and 

sewerage service topics

Å More ­niche® topics such as bathing water 

being deemed of lower importance 

Å A note on base sizes: findings should be taken as 

indicative only, as the base sizes for each individual 

community were relatively low

Å The breakdowns by demographic in particular show 

differences higher and lower than the overall total, care 

should be taken in interpreting these as meaningful

Descriptions ranked by customers Labels used for the 

following charts

"Replacing large sections of aging water pipework in London, 

rather than fixing individual leaks as they happen"

Replace distribution mains

"Replacing a number of large, aging water mains that could 

be dangerous if they burst (for example could flood nearby 

basements and underground stations)"

Replace trunk mains

"Helping any customers with lead pipes on their properties to 

replace those, to eliminate the risk of lead being in their 

water supplies"

Replace lead pipes

"Increasing the capacity of the sewer network to prevent 

sewer overflows into homes and businesses"

Increase sewer capacity

"Ensuring stretches of rivers are safe for swimming in, by 

preventing sewer overflows into rivers in those areas"

Designated bathing water

"Achieving Net Zero carbon emissions for its water and 

waste operations"

Achieve Net Zero

"Reducing the potential damage to rare types of rivers (like 

chalk streams) by reducing the amount of water taken from 

them and building pipelines to connect communities to other 

water sources instead"

Reduce river abstraction

"Reducing sewer overflows into rivers by improving sewage 

treatment works, aiming for the number of sewage spills to 

be lower than what the Environment Agency allows"

Reduce river spills



Replacement of trunk and distribution mains, followed by action on the wastewater network 
are the most important priorities for customers across the entire deep dive exercise

Core service delivery remains of paramount importance to customers across the board
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¶ The replacement of trunk and distribution mains 

are prioritised highest for improvement

¶ This is followed by improving the sewer network to 

prevent flooding into properties andimproving 

treatment works to prevent overflowsinto rivers

¶ The replacement of lead pipes sits with these core 

services as being important, largely due to the 

health risks involved

¶ Achieving Net Zero is seen as important, but falls 

behind initiatives that affect people directly in the 

here and now

¶ Sustainable abstraction appears towards the 

bottom of the list of priorities; keeping the water 

flowing is more important than the potential for 

damage to rivers

¶ Designated bathing water is seen as a niche 

requirement and is the least important of all

2

3

4

5

6

7

Replace trunk mains (2.90)

Increase sewer capacity (3.84)

Replace lead pipes (4.38)
Reduce river spills (4.19)

Reduce river abstraction (5.81)

Designated bathing water (6.24)

Replace distribution mains(3.79)

R
a

n
k
e

d
 o

rd
e

r 
o

f 
p

ri
o

ri
ty

Highest 

priority

Lowest 

priority

Q. Please take a look at the main extra initiatives that Thames Water could undertake over 2025-2030, and rank them in order of priority 

you think Thames Water should give them, for instance where you think Thames Water need to make the most improvements.So, the most 

important initiative for Thames water to tackle should be no 1 and the least important initiative for them to tackle should be no 8.

Achieve Net Zero (4.85)

Based on 232 responses across all five deep dive research communities. A reminder 

that findings should be taken as indicative as customers based their answers on 

limited information, apart from the topic(s) that they would have just been focusing on.



The impact of deep dive learning on overall prioritisation (1)
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Ranking 

Research community

Replace 

trunk mains

Replace 

distribution 

mains

Increase 

sewer 

capacity

Reduce 

river spills

Replace 

lead pipes

Achieve Net 

Zero

Reduce 

river 

abstraction

Designated 

bathing 

water

Most 

important
<- - - - - ->

Least 

important

All communities total 3.79 2.90 3.84 4.19 4.38 4.85 5.81 6.24

Replace trunk mains 3.39 2.11 4.14 4.52 4.07 4.91 6.60 6.27

Replace distribution mains 3.39 2.11 4.14 4.52 4.07 4.91 6.60 6.27

Increase sewer capacity 4.08 4.53 2.85 3.11 4.79 5.28 5.38 5.98

Reduce river spills 4.08 4.53 2.85 3.11 4.79 5.28 5.38 5.98

Replace lead pipes 3.65 2.80 3.96 4.24 3.61 5.67 6.20 5.86

Achieve Net Zero 3.66 2.74 4.66 4.74 4.91 3.06 5.86 6.34

Reduce river abstraction 3.61 2.57 3.92 4.57 4.58 4.80 5.18 6.76

Designated bathing water 4.08 4.53 2.85 3.11 4.79 5.28 5.38 5.98

The chart below shows how having undertaken a deep dive on a particular topics impacts the ranking given to that topic when 

asked to consider all of the initiatives. Green shading shows where the topic in question is ranked higher than the average of all 

five communities (dark = difference more than 0.5 of a ranking point, light = less than 0.5, a marginal difference).

ÅIn all areas, studying a 

topic in depth ensures 

that the overall priority an 

issue is given is higher 

than across the average 

of all community scores.

ÅReplacing trunk mains 

and bathing water show 

only marginal increases 

over the average, the 

remainder show 

increases of more than 

0.5.

ÅThese findings are 

indicative only and are 

not to be taken as 

statistically significant.

Based on 232 responses across all five 

deep dive research communities



The impact of deep dive learning on overall prioritisation (2)
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The chart below shows where studying certain topics downgrades the priority given to other topics by more than 0.75 

ranking points.

Ranking 

Research community

Replace 

trunk mains

Replace 

distribution 

mains

Increase 

sewer 

capacity

Reduce 

river spills

Replace 

lead pipes

Achieve 

Net Zero

Reduce 

river 

abstraction

Designated 

bathing 

water

Most 

important
<- - - - - ->

Least 

important

All communities total 3.79 2.90 3.84 4.19 4.38 4.85 5.81 6.24

Replace trunk mains 3.39 2.11 4.14 4.52 4.07 4.91 6.60 6.27

Replace distribution mains 3.39 2.11 4.14 4.52 4.07 4.91 6.60 6.27

Increase sewer capacity 4.08 4.53 2.85 3.11 4.79 5.28 5.38 5.98

Reduce river spills 4.08 4.53 2.85 3.11 4.79 5.28 5.38 5.98

Replace lead pipes 3.65 2.80 3.96 4.24 3.61 5.67 6.20 5.86

Achieve Net Zero 3.66 2.74 4.66 4.74 4.91 3.06 5.86 6.34

Reduce river abstraction 3.61 2.57 3.92 4.57 4.58 4.80 5.18 6.76

Designated bathing water 4.08 4.53 2.85 3.11 4.79 5.28 5.38 5.98

ÅIn-depth study of waste 

headroom, river spills and 

bathing water appears to 

downgrade the priority of 

replacing distribution 

mains.

ÅThe study of Net Zero 

downgrades the priority of 

increasing sewer capacity.

ÅThe study of trunk and 

distribution mains 

downgrades the priority 

given to river abstraction.

ÅThese findings are 

indicative only and are not 

to be taken as statistically 

significant.

Based on 232 responses across all five 

deep dive research communities



Prioritisation: variations by age
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Å Some generational differences are evident here.

Å Older age groups (45+) are more likely to prioritise core 

service delivery (water and sewerage network) higher than 

the average.

Å Younger age groups (18 to 34) are more likely to prioritise 

lead pipes, Net Zero, river abstraction and bathing water 

higher than the overall average.

Å This reflects findings from other work that younger 

generations are more environmentally focused.

Average ranking All respondents18-24 25-34 35-44 45-54 55-64 65+

Replace trunk mains 2.90 3.05 3.49 2.85 3.04 2.66 2.04

Replace distribution mains 3.79 4.40 4.22 3.25 3.60 4.42 3.18

Increase sewer capacity 3.84 4.30 4.24 4.04 3.75 3.39 3.21

Reduce river spills 4.19 4.75 3.93 4.83 3.88 3.89 3.89

Replace lead pipes 4.38 3.65 4.31 4.19 4.48 4.61 4.89

Achieve Net Zero 4.85 4.00 4.11 4.49 5.35 5.55 5.54

Reduce river abstraction 5.81 5.15 5.71 5.85 5.83 5.55 6.71

Designated bathing water 6.24 6.70 5.98 6.51 6.06 5.92 6.54

Lower average rank than all

Higher average rank than all
Based on 232 responses across all five deep dive research communities, care should be taken in 

interpreting the differences between demographic groups due to low sample sizes to this level.

A reminder that findings should be taken as indicative as customers based their answers on limited 

information, apart from the topic(s) that they would have just been focusing on.



Prioritisation: variations by gender

40

Å Female respondents rank replacing trunk mainsand 

reducing river abstractionhigher than the average.

Å Male respondents rank these issues lower and all other 

issues higher than the average.

Average ranking All respondents Female Male

Replace trunk mains 2.90 2.60 3.22

Replace distribution 

mains
3.79 3.92 3.65

Increase sewer capacity 3.84 3.95 3.72

Reduce river spills 4.19 4.24 4.13

Replace lead pipes 4.38 4.45 4.31

Achieve Net Zero 4.85 4.87 4.83

Reduce river abstraction 5.81 5.58 6.06

Designated bathing 

water 
6.24 6.39 6.07

Lower average rank than all

Higher average rank than all
Based on 232 responses across all five deep dive research communities, care should be taken in 

interpreting the differences between demographic groups due to low sample sizes to this level.

A reminder that findings should be taken as indicative as customers based their answers on limited 

information, apart from the topic(s) that they would have just been focusing on.



Prioritisation: variations by SEG
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Å C2DE customers prioritise core service delivery: replacing 

trunk and distribution mains and reducing river spills as 

slightly more important than ABC1 customers.

Å Replacing lead pipesand achieving Net Zeroare higher 

priorities for ABC1 compared to C2DE respondents.

Average ranking All respondents ABC1 C2DE

Replace trunk mains 2.90 2.94 2.82

Replace distribution 

mains
3.79 3.84 3.70

Increase sewer capacity 3.84 3.84 3.82

Reduce river spills 4.19 4.30 3.95

Replace lead pipes 4.38 4.26 4.64

Achieve Net Zero 4.85 4.60 5.41

Reduce river abstraction 5.81 5.91 5.62

Designated bathing 

water 
6.24 6.33 6.04

Lower average rank than all

Higher average rank than all
Based on 232 responses across all five deep dive research communities, care should be taken in 

interpreting the differences between demographic groups due to low sample sizes to this level.

A reminder that findings should be taken as indicative as customers based their answers on limited 

information, apart from the topic(s) that they would have just been focusing on.



Prioritisation: variations by ethnicity
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Å BAME participants see replacing trunk, distribution and 

lead pipes and achieving net zeroas slightly more 

important than the overall audience.

Å White participants see sewer capacity, river spills, river 

abstraction and bathing water as slightly more important 

than the overall audience.

Average ranking All respondents White only BAME only

Replace trunk mains 2.90 3.08 2.62

Replace distribution 

mains
3.79 3.87 3.67

Increase sewer capacity 3.84 3.71 4.04

Reduce river spills 4.19 3.93 4.60

Replace lead pipes 4.38 4.50 4.18

Achieve Net Zero 4.85 5.18 4.33

Reduce river abstraction 5.81 5.58 6.19

Designated bathing 

water
6.24 6.15 6.37

Lower average rank than all

Higher average rank than all
Based on 232 responses across all five deep dive research communities, care should be taken in 

interpreting the differences between demographic groups due to low sample sizes to this level.

A reminder that findings should be taken as indicative as customers based their answers on limited 

information, apart from the topic(s) that they would have just been focusing on.



Prioritisation:variations by vulnerable/non-vulnerable
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Å Vulnerable customers prioritise most of the initiatives 

marginally higher than the overall audience, with the 

exception of replacing lead pipesand achieving Net Zero.

Average ranking All respondents Non-Vulnerable Vulnerable

Replace trunk mains 2.90 2.96 2.52

Replace distribution 

mains
3.79 3.82 3.61

Increase sewer capacity 3.84 3.85 3.77

Reduce river spills 4.19 4.20 4.06

Replace lead pipes 4.38 4.34 4.65

Achieve Net Zero 4.85 4.72 5.71

Reduce river abstraction 5.81 5.84 5.65

Designated bathing 

water 
6.24 6.27 6.03

Lower average rank than all

Higher average rank than all
Based on 232 responses across all five deep dive research communities, care should be taken in 

interpreting the differences between demographic groups due to low sample sizes to this level.

A reminder that findings should be taken as indicative as customers based their answers on limited 

information, apart from the topic(s) that they would have just been focusing on.



Prioritisation: variations by region (London/Non London)
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Å London customers give replacing trunk, distribution and 

lead pipesa higher priority than the average.

Å This may be explained by the fact that older mains 

and lead pipes are particularly prevalent in the 

London area (as was mentioned in the relevant deep 

dives).

Average ranking All respondents London Non London

Replace trunk mains 2.90 2.83 3.03

Replace distribution mains 3.79 3.58 4.13

Increase sewer capacity 3.84 3.93 3.75

Reduce river spills 4.19 4.25 4.14

Replace lead pipes 4.38 4.18 4.70

Achieve Net Zero 4.85 4.93 4.80

Reduce river abstraction 5.81 5.98 5.65

Designated bathing water 6.24 6.33 6.17

Lower average rank than all

Higher average rank than all
Based on 232 responses across all five deep dive research communities, care should be taken in 

interpreting the differences between demographic groups due to low sample sizes to this level.

A reminder that findings should be taken as indicative as customers based their answers on limited 

information, apart from the topic(s) that they would have just been focusing on.



Prioritisation: variationsfor future and business customers
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Average ranking All respondents
Future 

customers

Business 

customers

Replace trunk mains 2.90 3.00 3.17

Replace distribution mains 3.79 4.35 3.17

Increase sewer capacity 3.84 4.06 3.22

Reduce river spills 4.19 4.24 4.06

Replace lead pipes 4.38 3.47 4.28

Achieve Net Zero 4.85 3.82 5.11

Reduce river abstraction 5.81 4.88 6.89

Designated bathing water 6.24 6.06 6.11

Å The higher priority that future customers place on the 

environment-related initiatives, compared to the average 

(achieving net zero, reducing river abstraction and 

bathing water), is consistent with other findings.

Lower average rank than all

Higher average rank than all
Based on 232 responses across all five deep dive research communities, care should be taken in 

interpreting the differences between demographic groups due to low sample sizes to this level.

A reminder that findings should be taken as indicative as customers based their answers on limited 

information, apart from the topic(s) that they would have just been focusing on.



Appendix ãScreener
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Appendix ã

Net Zero discussion guide & stimulus
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Welcome to the community

Before we begin, we thought it would be important to tell you a bit more about this research.

Every five years, water and sewerage companies take part in what is known as a Price Review.During this process, water and sewerage 

companies plan out the activities they will undertake over a specified five-year period in terms of delivering for customers, and any impacts on 

the bill that their activities might have.These activities range from delivering customer services, managing the water and sewerage networks 

(including repairs and replacements), reducing carbon emissions, and making a difference in local communities (including the natural 

environment such as rivers and reservoirs).These five-year plans are presented to Ofwat, the water and sewerage industry regulator, which 

has the power to accept or reject each company®s plans and proposed bill impacts.The current Price Review covers activities planned for the 

period 2025-2030.

Water and sewerage companies have a duty to consult with their customers about their plans, and to reflect this in submittingtheir plans to 

Ofwat.

This research is about one element of Thames Water®s price review, specifically the reduction of carbon emissions.

We are looking for your feedback on Thames Water®s plans in this area.All of your feedback will be taken account of in a report written by 

Verve, and decisions about what course of action Thames Water may take in reducing its emissions will be influenced by your comments. If 

you have any questions about this, please don®t hesitate to drop us a line.

And now on to the activities¤

Please click on the ¯next activity° below to be taken to your first activity of the day

Welcome
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Welcome to your first activity.

*Future bill payer welcome placeholder*- Over the next few days we want to learn about your views on the environment, Net-Zero and what 

some of Thames Waters proposed initiatives will mean for you. We know you don®t pay bills right now but please base your answers as though 

you would be (because you may have to in the not too distant future!)

*Business welcome placeholder*- Welcome to the community! Over the next few days we want to learn about your views on the environment, 

Net-Zero and what some of Thames Waters proposed initiatives will mean for you and your business

The first thing we want to talk about is the environment and climate change and what this means to you.

So please answer the following:

Å How important is climate change and reducing global warming for you?

Å Do you think there are any challenges for the UK in this area? If so, what are biggest challenges?

Å How knowledgeable would you say you are about the environmental impact of your home and lifestyle?

Å To what extent does an organisation®s environmental credentials and initiatives affect your opinion about them?

Activity 1.1- Introductions



Activity 1.2- Organisations and environmental pledges
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We are now going to show you three brief examples of what some organisations are doing to reduce their and others® environmental impact.

Å M&S have recently committed to reach ­Net-Zero® emissions across their entire supply chain and product categories by 2040. They have pledged 

to not use any materials from endangered or ancient forests, reduce their packaging and reduce emissions that are emitted from their buildings.

Å UK Power Networks maintain electricity cables and lines across London, the South-East and East of England. They have committed to carbon 

neutrality by 2050 and forecast 80% of homes in their network will be powered by renewable sources of energy by then. These renewable sources 

consist of energy generated from more increasingly affordable solar panels and wind turbine technology.They are also investingin high tech-

sustainable substations that will communicate with each other using 5G. This will ensure they are running on the most efficient configurations 

possible, allowing for new renewable energy sources.

Å The city of Bristol aims to be carbon neutral by 2050. Investing in electric vehicles is a major part of this. By 2026 they plan for 50% of the public 

sector transport fleet to consist of ultra-low-emission-vehicles. The council are working to ensure the infrastructure will be in place to support this.

Specifically, please tell us:

Å How important is it that these organisations take these steps? What do you think are the advantages and disadvantages of their approaches?

Å What do you think might be the wider benefits of tackling climate change? And are there any disadvantages?

Å How urgent an issue do you think the need to tackle climate change is? Do you think these companies are doing the right amount, too much or 

not enough?

Å What are your expectations of Thames Water with regards to tackling climate change?

Å Are you aware of anything specific that Thames Water is doing?

Å Is there anything you would like to see them doing to tackle climate change?
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Now we®d like to get a little more specific.

ÅWhat do you understand by the term ­Net Zero®?

Å Is it a term you have heard?

ÅWere you aware that it refers to ­net zero® carbon emissions?

If you are a bit unsure, or to refresh yourself with what ­Net Zero® is, and the rationale behind it, please read below.

ÅWhat are your first impressions of Net Zero? Do you have any questions or concerns?

ÅHave you learned anything you didn®t know before reading this article?

ÅHow important do you think it is that the UK aims to meet Net Zero targets by 2050?What is the impact on you and your family?

Full sized versions were viewed by participants

1.3 Awareness of Net Zero



2.1 Introduction to Thames Water's Net Zero agenda
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Yesterday we discussed your attitudes to environmental issues, examples of environmental initiatives, how you think Thames 

Water is performing with regards to climate change and ­Net-Zero®.

Today we will talk about Thames Water®s plans for the future to understand if they meet your expectations.

Please click on the image below to learn more about what Thames Water must do to reach Net Zero, what it has achieved so 

far and their plans for the future
Full sizedversions were viewed by participants



2.1 Introduction to Thames Water's Net Zero agenda
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ÅWhat are your initial reactions to what you have just read?

ÅDo you have any outstanding questions after reading these pages?

ÅHow do you feel about what Thames Water has achieved to date?

ÅWhat do you think about Thames Water®s plans to meet ­operational® Net Zero by 2030?Do you think it®s a good idea to prioritise this or should 

Thames Water put equal effort into solving its embedded emissions (such as construction materials from their suppliers) in this early phase of 

their Net Zero plans?

ÅLooking at how they plan to do this, from the information you have, do you feel their ambition to reach operational Net Zero by 2030 is OK, not 

fast enough or too fast? Why?

ÅWhat, if any, questions do you have after reading this?Is there anything else that you would like to know?

ÅWhat are your views overall on Thames Water®s plans to reduce their carbon emissions?Is this what you would expect of a business like 

Thames Water?Would you expect them to be doing any more or less?



2.2 Introduction to Thames Waters roadmap for Net Zero in detail
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Based on these challenges, Thames Water have planned the following activities:

Full sizedversion was viewed by participant



2.2 Introduction to Thames Waters roadmap for Net Zero indetail
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ÅWhat are your initial reactions to this plan?

ÅAt a glance, which of these areas do you think should be the biggest priority for Thames Water? Why?

ÅIs there anything they shouldn®t do? Why?

ÅDo you have any questions or concerns about any of these activities and initiatives?

ÅCan you see any potential benefits to any of these activities and initiatives? What about downsides?

ÅDo you trust that Thames Water will be able to do this? Why/why not?

ÅIs there any other information that you would like to see in order to be able to evaluate Thames Water®s plans to meet operational net zero by 

2030?



3.1 Assessment of Thames Waters Net Zero roadmap in detail- first thoughts
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Welcome back to day 3 of your community!

Yesterday we discussed Thames Waters Net Zero goals and an overview of proposed initiatives to get there.

Today, we will provide detail on each of these so you can provide us with informed feedback if you think this is or isn®t a good initiative to reach Net 

Zero by 2030.

Please note before we begin, for each initiativewe are going to provide you with estimates of how much this will increase your bill by. When you are 

providing your feedback, please remember there are 7 initiatives. If you agreed to Thames Water®s plans, it would total approximately £1.50 to your 

annual bill between 2025-2030 (£7.5 over 5 years).

For context, the average household bill for Thames Water customers was £418 in 2021-22, so that amount may have been higher or lower for 

different customers (depending on things like having metered water).

Do keep in mind that Thames Water have other initiatives as well as Net Zero to tackle in the future which might also impact the bill ²these may 

include actions to ensure a reliable water & wastewater service and to protect the environment.

Also, please note that when you review each of these,we will tell you how much % this contributes towards the NetZero target. They willnot add up 

to 100% because there are some other activities that Thames Water will have to doregardless, such as replacing equipment that has come to the 

end of its life, with more efficient equipment.

Å Firstly, before you discuss each individual initiative, how do you feel about the possibility of a potential £1.50 addedto your annual bill from 2025-

2030? Is this affordable? Is this acceptable? Would you be prepared to pay this if itmeant Thames Water would reach operationalnet zero by 

2030? Please talk us through your thinking here.



Initiative : Capture carbon dioxide (CO2) from their process, for use by other industries
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Å What are your first impressions of this?

Å Do you approve of this part of the plan? Why/why not?

Å How important/not important do you feel this initiative is? Why?

Å How do you feel about how much can be done by 2030?

Å How do you feel about the bill increase? Do you think it®s worth it based on everything you®ve read?

Å Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 2030? Or would you 

want to pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

Å Is there anything unclear about this, or anything else you®d like to know that would help you make a better-informed opinion about this?

Full sizedversions was viewed by participants



Initiative: Switch from fossil fuels to heat pumps
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Å What are your first impressions of this?

Å Overall, do you approve of this part of the roadmap? Why/why not?

Å What are your first impressions of this?

Å Do you approve of this part of the plan? Why/why not?

Å How important/not important do you feel this initiative is? Why?

Å How do you feel about how much can be done by 2030?

Å How do you feel about the bill increase? Do you think it®s worth it based on everything you®ve read?

Å Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 2030? Or would you want 

to pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

Å Is there anything unclear about this, or anything else you®d like to know that would help you make a better-informed opinion about this?

Full sizedversion was viewed by participants



Initiative: Get supply chain to Net Zero
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Å What are your first impressions of this?

Å Do you approve of this part of the plan? Why/why not?

Å How important/not important do you feel this initiative is? Why?

Å How do you feel about the how much can be done by 2030?

Å How do you feel about the bill increase? Do you think it®s worth it based on everything you®ve read?

Å Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 2030? Or would you want to pay 

less for this and them achieve it over a longer time? Please talk us through your reasons here.

Å Is there anything unclear about this, or anything else you®d like to know that would help you make a better-informed opinion about this?

Full sizedversion was viewed by participants
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Å What are your first impressions of this?

Å Do you approve of this part of the plan? Why/why not?

Å How important/not important do you feel this initiative is? Why?

Å How do you feel about how much can be done by 2030?

Å How do you feel about the bill increase? Do you think it®s worth it based on everything you®ve read?

Å Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 2030? Or would you want 

to pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

Å Is there anything unclear about this, or anything else you®d like to know that would help you make a better-informed opinion about this?

Full sizedversion was viewed by participants
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Å What are your first impressions of this?

Å Do you approve of this part of the plan? Why/why not?

Å How important/not important do you feel this initiative is? Why?

Å How do you feel about how much can be done by 2030?

Å How do you feel about the bill increase? Do you think it®s worth it based on everything you®ve read?

Å Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 2030? Or would you want to 

pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

Å Is there anything unclear about this, or anything else you®d like to know that would help you make a better-informed opinion about this?

Full sizedversion was viewed by participants
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Å What are your first impressions of this?

Å Do you approve of this part of the plan? Why/why not?

Å How important/not important do you feel this initiative is? Why?

Å How do you feel about how much can be done by 2030?How do you feel about the bill increase? Do you think it®s worth it based on everything 

you®ve read?

Å Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 2030? Or would you want to 

pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

Å Is there anything unclear about this, or anything else you®d like to know that would help you make a better-informed opinion about this?

Full sizedversion was viewed by participants
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Å What are your first impressions of this?

Å Do you think carbon offsetting should be in the plan? Why/why not?

Å How important/not important do you feel this initiative is? Why?

Å How do you feel about how much can be done by 2030?

Å How do you feel about the bill increase? Do you think it®s worth it based on everything you®ve read?

Å Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 2030? Or would you want to 

pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

Å Is there anything unclear about this, or anything else you®d like to know that would help you make a better-informed opinion about this?

Full sizedversion was viewed by participants
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Thank you for all your help so far. Today is our final day and after everything you have reviewed, we®d like you to start theday by telling us in your 

opinion, what parts of the plan are the most important to prioritise, if they were to go ahead with it.

Please look at the image below for a recap of the initiatives you reviewed yesterday:

Å Please rank the 7 aspects of the Thames Water Net Zero plan from the 1st - what you think is the most important thing for them to do - to the 7th 

the least important thing.
1. Capture and refine green gas from sewage

2. Switch to electric or low-carbon vehicles

3. Capture carbon dioxide (CO2) from the sewage treatment process for use by other industries

4. Turn sewage into fertiliser products such as ammonia & phosphorus

5. Get their supply chain to Net Zero

6. Switch from fossil fuels to heat pumps

7. Carbon offsetting to invest in others environmental projects to offset their own carbon footprint

Å Please let us know why you ranked the initiatives in this way.

Å Please tell us more about the reasons for your first and last choices.

Full sizedversion was viewed by participants



4.2 Final thoughts on the Thames Water Net Zero roadmap part 1
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±Please see below for an overview of the overall plan, which could add up to £1.50 to your annual bill each year between 

2025-2030, (based on the elements we discussed earlier).

Overall, after learning about Thames Water®s plan to reach operational Net Zero by 2030, considering the benefits and costs for you as a 

customer, would you support or reject their plan?

1. I strongly support the plan

2. I somewhat support the plan

3. I somewhat reject the plan

4. I strongly reject the plan

Å Please tell us the reasons for your answer.

Full sizedversions were viewed by participants



4.3 Final thoughts on the Thames Water Net Zero roadmap part 2
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Great stuff. So, before we move on to the final activity of the day we would like to know:

Å What would you say is your biggest takeaway from this research?

Å Do you have any unanswered questions or points of concerns you®d like to raise?

Å Based on everything you have read; do you think Thames Water will be able to reach its operational Net Zero target by 2030? Yes/No? 

Why/why not?

Å Would you expect to hear more about what Thames Water are doing to reach Net Zero (if we hadn®t already told you)?If yes, how would you 

want to hear about this?



4.4 Wider context and final thoughts
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Thanks for all of your input on this, it®s been really interesting seeing everybody®s comments coming through.Alongside the Net Zero initiative that 

you have been discussing over the past few days, Thames Water has a number of other initiatives that they are aiming to achieve by the end of 

2030, over and above the main provision of your water and sewerage services.

All of these initiatives could have a positive impact on improving both service and the environment, but they could also impact on your annual bill, 

as we have seen with the Net Zero initiatives.

Please take a look at the main extra initiatives that Thames Water could undertake over 2025-2030, and rank them in order of priority you think 

Thames Water should give them, for instance where you think Thames Water need to make the most improvements.So, the most important 

initiative for ThamesWater to tackle should be no 1 and the least important initiative for them to tackle should be no 8.

(Randomise)

1.Achieving Net Zero carbon emissions for its water and waste operations

2.Replacing a number of large, aging water mains that could be dangerous if they burst (for example could flood nearby basements and 

underground stations)

3.Replacing large sections of aging water pipework in London, rather than fixing individual leaks as they happen

4.Helping any customers with lead pipes on their properties to replace those, to eliminate the risk of lead being in their water supplies

5. Increasing the capacity of the sewer network to prevent sewer overflows into homes and businesses

6. Reducing sewer overflows into rivers by improving sewage treatment works, aiming for the number of sewage spills to be lower than what the 

Environment Agency allows

7. Ensuring stretches of rivers are safe for swimming in, by preventing sewer overflows into rivers in those areas

8. Reducing the potential damage to rare types of rivers (like chalk streams) by reducing the amount of water taken from themand building 

pipelines to connect communities to other water sources instead

Å Finally, please tell us briefly why you think they should prioritise the two most important initiatives that you have ranked above.
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Over the next few days we want to share some information on the system of pipes that deliver drinking water 

to your home and ask your views on how you think Thames Water should manage that system in the future. 

We want to understand your views in detail as a bill paying customer.

Before we begin, we thought it would be important to tell you a bit more about this research. 

Every five years, water and sewerage companies take part in what is known as a Price Review. During this 

process, water and sewerage companies plan out the activities they will undertake over a specified five-year 

period in terms of delivering for customers, and any impacts on the bill that their activities might have. These 

activities range from delivering customer services, managing the water and sewerage networks (including 

repairs and replacements), reducing carbon emissions, and making a difference in local communities 

(including the natural environment such as rivers and reservoirs). These five-year plans are presented to 

Ofwat, the water and sewerage industry regulator, which has the power to accept or reject each company®s 

plans and proposed bill impacts. The current Price Review covers activities planned for the period 2025-

2030. 

Water and sewerage companies have a duty to consult with their customers about their plans, and to reflect 

this in submitting their plans to Ofwat. 

This research is about one element of Thames Water®s price review, specifically the management the of 

drinking water pipe network. 

1.1 Welcome and introduction (1)
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This research is about one element of Thames Water®s price review, specifically the management the of 

drinking water pipe network. 

We are looking for your feedback on Thames Water®s plans in this area. All of your feedback will be taken 

account of in a report written by Verve, and decisions about what course of action Thames Water may take will 

be influenced by your comments. If you have any questions about this, please don®t hesitate to drop us a line. 

There will be quite a lot of information to read on this first day, but the next three days should take a little less 

time.  We®d like you to understand the information we®re going to show you so that you are able to give an 

informed view, while considering the issues involved.

For most of its drinking water customers Thames Water also has a role in removing wastewater and treating it. 

We are running another community focusing just on that role. In this community we want to focus exclusively 

on that role of delivering drinking water.

So first we want to get your overall view of Thames Water in its role of delivering drinking water to your house 

or business

Å What one word comes to mind first when you think about Thames Water®s role in delivering drinking water 

to its customers

Å What do you think they do well in this role?

Å How would you want to see them improve in this role?

1.1 Welcome and introduction (1)
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You are being asked to give some early input into how 

Thames Water should manage the pipes that deliver 

water to customers over the next 5 year planning period 

(from 2025 onwards)

We will be sharing with you:

Å Information about the current condition of those 

pipes and the challenges in managing them over this 

5 year period (and further into the future) and asking 

what your priorities are for managing this network of 

pipes

ÅThames Water®s overall vision for how they propose 

to manage this water pipe network for the 5 year 

period starting in 2025 (and further into the future) 

and asking what you think of their plan

Å A few different options for how Thames Water could 

manage their water pipe network and seeing which 

you would favour most and why

1.2 About this process (1) 
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ÅWhen you think about the supply 

of water to your home/businesses 

what are your greatest concerns?

Å And what would you want to see 

Thames Water doing to address 

your concerns?

1.3 Introduction to the water network



76

ÅWhat are your first 

impression of 

mains bursts in the 

Thames Water 

area?

ÅWhat would you 

want to see 

Thames Water 

prioritise in the 

future in tackling 

mains bursts like 

these?

1.4 Challenges facing the network (1) 
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ÅWhat is your first 

impression of the 

leakage in the 

Thames Water 

area?

ÅWhat would you 

want to see 

Thames Water 

prioritise in the 

future in tackling 

leakage?

1.4 Challenges facing the network (2) 
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We now want to tell you a bit more about the 

difference between types of pipes, and why we 

are asking you to consider them separately.

Å Looking at this information do you think 

Thames Water®s future focus should be on 

improving¤

ĭ Trunk mains

ĭ Distribution pipes

ĭ Both Equally

ÅWhat makes you say that?

1.4 Challenges facing the network (3) 
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Issues with the water network are forecast to worsen in 

the coming years as the pipes age further

In the near future it is estimated that the amount of 

water pipe bursts and leaks will reach a point where 

the disruption involved in fixing them, including traffic 

measures, water supply interruptions and the leakage 

itself   would result in an experience for customers that 

would be unacceptable, and the continued decline of 

the network.

ÅWhat would you like Thames Water to do in 

response to this likely future increase in bursts and 

leaks?

During 2025-2030 Thames Water would like to take a 

new approach to managing the network of water pipes 

it is responsible for. 

1.5 Looking ahead (1)
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We encourage you to download this information pack as a PDF, as you may want to 

refer to it in the coming days.  You can do so here

At an overall level, and based on what you have heard so far, to what extent would you 

support or oppose  this change in approach (option 2) ² an increased replacement of 

water pipes (as well as fixing leaks and bursts when they happen and controlling water 

pressure):

Å Support strongly

Å Support

Å Neither support nor oppose

Å Oppose

Å Oppose strongly

ÅWhat are your main reasons for that level of support/opposition?

1.5 Looking ahead (2)
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Yesterday we learned about Thames Water®s network of water pipes delivering 

drinking water to its customers including:

Å The different pipes involved ² Trunk mains and Distribution pipes

Å The overall challenges facing the network ² ageing pipes, leakage and bursts

Å How Thames Water currently manage the water network ² reducing leakage 

and the risk of bursts by managing water pressure

ÅAnd the benefits and costs to you as a customer of Thames Water®s proposal 

to focus more on pro-active replacement of pipes

Again, if you have not downloaded the information pack we presented you with 

yesterday, you can do so here .

2.1 Introduction to trunk main challenges (1)
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Today we are going to be focusing on Trunk Mains only (we will focus on Distribution pipes tomorrow).

PDF of slides shown to date

2.1 Introduction to trunk main challenges (2)
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With a network dominated by pipes over or 

approaching 100 years in age, replacement of 

Trunk Mains is inevitable at some point.  How 

should Thames Water manage this?

As more mains pipes reach old age (some in 

London are even over 150 years old) it is 

estimated that the amount of mains pipe bursts 

will reach a point where the disruption involved in 

fixing them, including traffic measures, water 

supply interruptions and the leakage itself would 

result in an experience for customers that would 

be unacceptable, and the continued decline of the 

network.

ÅWhat would you like Thames Water to do in 

response to this likely future increase in bursts?

2.2 How trunk mains are managed today
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During 2025-2030 Thames Water would like to 

take a new approach to managing the Trunk 

Mains it is responsible for. 

Å At an overall level, and based on what you 

have 

heard so far, to what extent would you 

support/

oppose  this change in approach:

ĭ Support strongly

ĭ Support

ĭ Neither support nor oppose

ĭ Oppose

ĭ Oppose strongly

ÅWhat are your main reasons for that level of 

support/opposition?

2.3 Introduction to trunk mains proposal
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At the end of yesterday we were considering 

Thames Water®s overall proposal for managing 

the Trunk mains it is responsible for.

Yesterday we asked simply to what extent you 

supported/opposed this proposal. Today we 

want to look at the potential benefits and 

disadvantages of this proposal.

3.1 Trunk main trade offs (1) 
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BENEFITS:

Regardless of how much you supported/opposed the proposal overall we want to understand which of these potential 

benefits you would see as most important.

Å Please select the benefit(s) that is most important to you. You must select at least 1 (even if it not particularly important 

to you, just pick those you see as the strongest argument for taking this approach) and may select up to 3.

ĭ Lower chance of a burst ² potentially avoiding risk to life that could be caused by flood water from bursts that 

enter basements and underground areas

ĭ Lower chance of a burst ² potentially avoiding damage to homes, businesses and vehicles caused by flood water 

from bursts

ĭ Lower chance of a burst ²less customers being without a water supply

ĭ Less disruptive replacement work ² work will still be extensive and have high impact but could be better planned 

to partner with other service providers (for example gas or telephone)

ĭ More cost efficient ² a programme of planned replacement work would be cheaper than individual repairs 

ĭ Minimal chance of repeat work needed ² new mains would be extremely unlikely to burst

ĭ Reduced leakage ² new pipes will reduce leakage on that section dramatically

Å Why did you pick that/those benefit(s)? ² please write a little about each separately

Å What information might make these benefits more relevant to you?

Å Are there any other benefits you can think of that would be important to you?

3.1 Trunk main trade offs (2) 
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DISADVANTAGES:

Regardless of how much you supported/opposed the proposal overall we want to understand 

which of these potential disadvantages you would see as most important.

Å Please select the disadvantage(s) that is most important to you. You must select at least 1 

(even if it not particularly important to you, just pick the one you see as the strongest 

argument for opposing this approach), you may select both.

ĭ Disruption ² road works would cause significant disruption to transport and business

ĭ Costs ² more extensive replacement than in previous years leading to an annual increase 

in customer bills 

ÅWhy did you pick that/those disadvantage(s)? ² please write a little about each separately

ÅWhat information might make these disadvantages more relevant to you?

Å Are there any other disadvantages that you can think of that would be important to you?

3.1 Trunk main trade offs (3) 
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ÅWe are now going to show you 3 potential scenarios for how Thames Water might manage the Trunk 

Main network during 2025-2030:

ĭ Maintain the responsive approach to replacing mains when they burst

ĭ Low increase in proactive replacement by replacing mains identified as most at risk of bursting

ĭ High increase in proactive replacement by replacing mains identified as most at risk of bursting

Å From these we want you to show us which is closest to your favoured approach based on the 

potential benefits and cost to you (from what we®ve shown to you so far). You may decide to place 

your view as being between 2 of these scenarios if that best represents your view

ĭ Favour to maintain responsive replacement when mains burst

ĭ Favour low increase in proactive replacement of mains

ĭ Favour higher increase in proactive replacement of mains

Å Please describe why you have decided to place yourself there on the scale?

ÅWhat information might make you more likely to support a higher level of replacement?

ÅWhat information might lead you to favour a lower level of replacement?

Å Is there anything else that you would want to know before making a decision?

3.2 Testing scenarios
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Now we move on to discuss Distribution pipes, which are the smaller pipes that take water from the Trunk 

Mains to customer properties.  So, again a quick reminder of what we are discussing¤

Tomorrow we will look at how distribution pipes are managed currently and discuss Thames Water®s 

proposals for how to manage them in the future

3.3 Introduction to the distribution pipe challenges
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Yesterday we learned about some of the issues 

facing the network of distribution pipes. This comes 

down to essentially one factor ² age. Let's remind 

ourselves of some key facts:

Å Average age of a Thames Water pipe across the 

whole water network is 80 years old, many are 

over 100 years old and getting older each year

Å 8,500 bursts a year ² each leading to a few days 

of disruption to local communities

Å Accounts for 75% of leakage from pipes for which 

Thames Water is responsible

Å ¯Furring° of pipes can lead to low pressure for 

customers

The issue of ageing Distribution Pipes is not new. 

Thames Water have been aware of its implications for 

several decades and been taking steps to prevent 

their impact

4.1 Outlining current approach to distribution pipes (1)
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These activities have been relatively successful in preventing the worst effects of these ageing pipes 

and extending their life. However, there is now less scope to reduce leakage and bursts using these 

methods.

In the near future it is estimated that the amount of water pipe bursts and leaks will reach a point 

where the disruption involved in fixing them, the potential water supply outages for customers, the 

additional leakage, this could result in an experience for customers that may become unacceptable.

Å How would you rate Thames Water®s performance in maintaining the network of distribution pipes?

ĭ Very good

ĭ Quite good

ĭ Average

ĭ Quite poor

ĭ Very poor

Å Why do you say that?

Å What would you want to see Thames Water prioritise in the future in maintaining the network of 

distribution pipes?

4.1 Outlining current approach to distribution pipes (2)
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During 2025-2030 Thames Water would like to 

take a new approach to maintaining the 

Distribution pipes it is responsible for. 

Å At an overall level, and based on what you 

have heard so far, to what extent would you 

support/oppose this change in approach:

ĭ Support strongly

ĭ Support

ĭ Neither support nor oppose

ĭ Oppose

ĭ Oppose strongly

ÅWhat are your main reasons for that level of 

support/opposition?

4.2 Introduction to the distribution pipe proposal
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BENEFITS:

Regardless of how much you supported/opposed the proposal overall, we want to understand which of these 

potential benefits you would see as most important.

Å Please select the benefit(s) that is most important to you. You must select at least 1 (even if it not particularly 

important to you just pick the one you see as the strongest argument for taking this approach), you may select 

up to 3.

ĭ Lowering the chance of a leak or burst, essentially to zero, so less water wasted and less chance of 

customers being without water

ĭ Somewhat less disruptive work ² pipe replacement work could be better planned to partner with other 

service providers (for example gas or telephone)

ĭ More cost efficient ² a programme of planned replacement work would be cheaper than individual repairs

ĭ Minimal chance of repeat work needed ² new pipes extremely unlikely to leak or burst

ĭ Reduced leakage ² new pipes will reduce leakage on that section dramatically

ĭ Improved pressure ² properties in higher up locations or at the top of buildings are less likely to suffer low 

water pressure

Å Why did you pick that/those benefit(s)? ² please write a little about each separately

Å What information might make these benefits more relevant to you?

Å Are there any other benefits that you can think of that would be important to you?

4.3 Distribution pipes tradeoff (1)
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DISADVANTAGES:

Regardless of how much you supported/opposed the proposal overall we want to understand which of 

these potential disadvantages you would see as most important.

Å Please select the disadvantage(s) that is most important to you. You must select at least 1 (even if it 

not particularly important to you just pick the one you see as the strongest argument for opposing 

this approach), you may select both.

ĭ Disruption ² mains are likely to be replaced in sections meaning some ongoing disruption in 

local areas (at varying locations) over the course of weeks or months

ĭ Costs ² more extensive replacement than in previous years leading to an annual increase to 

customers'  bills

Å Why did you pick that/those disadvantage(s)? ² please write a little about each separately

Å What information might make these disadvantages more relevant to you?

Å Are there any other disadvantages that you can think of that would be important to you?

4.3 Distribution pipes tradeoff (2)
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Å We are now going to show you 3 potential scenarios for how Thames Water might manage the 

Distribution pipe network during 2025-2030:

ĭ Maintain the responsive approach to replacing pipes when they leak or burst

ĭ Low increase in proactive replacement by replacing pipes identified in areas with more leaks 

and bursts 

ĭ High increase in proactive replacement by replacing pipes identified in areas with more leaks 

and bursts

Å We want you to show us which is closest to your favoured approach based on the potential benefits 

and cost to you (from what we®ve shown to you so far). You may decide to place your view as being 

between 2 of these scenarios if that best represents your view

ĭ Favour to maintain responsive replacement when pipes leak or burst

ĭ Favour low increase in proactive replacement of pipes

ĭ Favour high increase in proactive replacement of pipes

Å Please describe why you have decided to place yourself there on the scale?

Å What information might make you more likely to support a higher level of replacement?

Å What information might lead you to favour a lower level of replacement?

Å What else might you want to know before making a decision?

4.4 Testing scenarios
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Thanks for all your input on this, it has been interesting seeing everybody®s comments coming through. Alongside the Trunk main and 

Distribution pipe initiative that you have been discussing over the past few days, Thames Water has several other initiatives that they are aiming 

to achieve by the end of 2030, over and above the main provision of your water and sewerage services.

All these initiatives could have a positive impact on improving both service and the environment, but they could also impact on your annual bill.

Å Please look at this list of the main extra initiatives that Thames Water could undertake over 2025-2030 and rank them in order of priority 

you think Thames Water should give them, for instance where you think Thames Water need to make the most improvements. So, the 

most important initiative for Thames Water to tackle should be no 1 and the least important initiative for them to tackle should be no 8.

ĭ Achieving Net Zero carbon emissions for its water and waste operations

ĭ Replacing a number of large, aging water mains that could be dangerous if they burst (for example could flood basements and 

underground stations)

ĭ Replacing large sections of aging water pipework in London, rather than fixing individual leaks as they happen

ĭ Helping customers with lead pipes on their properties to replace those, to eliminate the risk of lead being in their water supplies

ĭ Increasing the capacity of the sewer network to prevent sewer overflows into homes and businesses

ĭ Reducing sewer overflows into rivers by improving sewage treatment works, aiming for the number of these sewage spills to be lower 

than what the Environment Agency allows

ĭ Ensuring stretches of rivers are safe for swimming in, by preventing sewer overflows into rivers in those areas

ĭ Reducing the potential damage to rare types of rivers (like chalk streams) by reducing the amount of water taken from them and 

building pipelines to connect communities to other water sources instead

Å Finally, please tell us (briefly in a sentence or two) why you think they should prioritise the two most important initiatives that you have 

ranked above. Added words and a few other tweaks , as per Net Zero

4.5 Wider context and final thoughts
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1.1 Welcome
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Welcome to your first activity.

Over the next few days we want to share some information on the wastewater network that removes sewage and other 

wastewater from homes and businesses and ask your views on how you think Thames Water should manage that system in the 

future. We want to understand your views in detail as a bill paying customer.

Before we begin, we thought it would be important to tell you a bit more about this research.

Every five years, water and sewerage companies take part in what is known as a Price Review. During this process, water and 

sewerage companies plan out the activities they will undertake over a specified five-year period in terms of delivering for 

customers, and any impacts on the bill that their activities might have. These activities range from delivering customer services, 

managing the water and sewerage networks (including repairs and replacements), reducing carbon emissions, and making a 

difference in local communities (including the natural environment such as rivers and reservoirs). These five-year plans are 

presented to Ofwat, the water and sewerage industry regulator, which has the power to accept or reject each company®s plans 

and proposed bill impacts. The current Price Review covers activities planned for the period 2025-2030.

Water and sewerage companies have a duty to consult with their customers about their plans, and to reflect this in submitting 

their plans to Ofwat.

This research is about one element of Thames Water®s price review, specifically the wastewater network.
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We are looking for your feedback on Thames Water®s plans in this area. All of your feedback will be taken account of within a 

report written by Verve, and decisions about what course of action Thames Water may take will be influenced by your 

comments. If you have any questions about this, please don®t hesitate to drop us a line.

There will be some information to show you along the way, and we®d ask you to read this carefully. We®d like you to understand 

the information presented so that you are able to give an informed view, while considering the issues involved.

In this instance, we will be talking about the network that removes wastewater and sewage from homes, businesses and other 

public areas, and we®d like you to focus on that. We have covered the network that delivers clean water to home and businesses 

in another research community.

So first we want to get your overall view of Thames Water in its role in removing and treating sewage and wastewater from 

homes, businesses and other public areas.

ÅWhat one word comes to mind first when you think about Thames Water®s role in removing and treating sewage and 

wastewater?

ÅWhat do you think they do well in this role?

ÅHow would you want to see them improve in this role?



1.2 An introduction to the wastewater network
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0

First of all, we®d like you to take a look at the following information pages; please read each in detail.

Firstly, we want to remind you of the area that Thames Water serves and to show you how the wastewater network 

operates, from sewage and wastewater leaving homes and businesses right through to it being treated and returned 

safely to rivers and other waterways.

You are being asked to give some early input into how Thames Water should manage the wastewater network over the next 5-

year period (beginning in 2025).  We will be:

Å Sharing with you some information about what can happen when the sewage network becomes overwhelmed, and asking 

about your priorities for addressing specific issues over the next 5 years (and further into the future)

Å Sharing Thames Water®s overall vision for how they would like to manage this network over the next 5 years (and further into 

the future) and asking what you think of them

Å Sharing a few different options for how they could manage the network and seeing which you would favour most and why

We®d now like you to answer the following question:

Å Are there any specific challenges in the wastewater network that you are aware of at present? What are they?



1.3 Introduction to sewers and how they work
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Now that you have learnt about what happens to sewage and wastewater when it leaves your property, we want to show 

you some more information about sewers and how they work.

Å Have you heard or read anything about wastewater networks and the treatment of sewage in recent 

times?

Å When you think about the removal of sewage and wastewater from your property, do you have any 

particular concerns?

Å Have you ever experienced any issues with regard to sewage or surface water at or near your 

property?  What happened and how did it affect you?

Å And what would you want to see Thames Water doing to address your concerns?



1.4 Challenges facing the network
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Sewers can flood for a number of reasons, and this can result in some very unpleasant incidents, in particular the 

following:

For each:

Å Have you heard of or experienced any issues like this?

Å How did it affect you?

Å What are your first impression of the problems that can be caused by sewer flooding?

Å How seriously do you think Thames Water should be taking these incidents?

Å Which of the types of incidents above do you think Thames Water should focus on preventing most? Why do 

you say that?



1.5 Why does sewer flooding happen?
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We now want to show you the various causes of sewer flooding

Please watch the following short video which provides an overview of sewer flooding:

https://www.youtube.com/watch?v=DGXzVE_izGo

Å Is there anything in the video that you were not aware of?

Å Does the video make you think about what Thames Water should be doing to prevent sewer flooding?

Finally, we want to explain the causes of sewer flooding in more detail, please read the following slides carefully.

Å Does any of this information surprise you?

Å As a customer, which of the various causes 

of sewer flooding and sewer spills would you 

like to see Thames Water prioritise tackling in reducing the number of sewer flooding incidents?

https://www.youtube.com/watch?v=DGXzVE_izGo


Outline of objectives of the discussion guide
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Waste headroom

Å What are customer®s attitudes towards sewer flooding?

Å How well do they understand the difference between sewer flooding and other sources of flooding e.g. river 

Highway etc.  should we differentiate?

Å Is there support for upgrading the sewer network capacity to reduce the number of households and businesses 

at risk of sewer flooding? 

Å Is there support for the methods we®ll use for achieving this? 

Å Green engineering vs grey solutions



2.1 Solutions and tackling the issues
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Thanks for all your responses yesterday looking at the wastewater network and the causes of sewer flooding and 

sewage spills.

Thames Water has an ongoing programme of activity aimed at reducing the risk of sewage flooding and spills and 

now wants to consult with customers to understand your priorities and how you think Thames Water should continue 

to tackle this, starting with for the 5 year period beginning in 2025.  

Please read the following slides in detail.

You can now download all the information slides to date from here. You may want to reference them in considering 

the questions for the remainder of the day®s activities.

Å Considering this information, what do you think Thames Water®s approach should be?  Which of these should 

they focus on? 

ĭ Significantly reducing the risk for a smaller number of properties?

ĭ Somewhat reducing the risk for a greater number of properties?

Å What else would you need to know in order to be able to make a decision?



2.2 Solutions and tackling the issues
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We are now going to show you two potential scenarios for how Thames Water might start to tackle the reduction in 

sewer flooding during 2025-2030.  Here you can see information on the various options available, and the extent to 

which each option will reduce sewer flooding for properties.

There is information on the impact each solution might have on annual customer bills. For context, the average 

household bill for Thames Water customers was £418 in 2021-22, so that amount may have been higher or lower for 

different customers (depending on things like having metered water). 

Also, do keep in mind that Thames Water have other initiatives as well as sewer flooding to tackle in the future which 

might also impact the bill (for example other actions to ensure a reliable water & wastewater service and to protect 

the environment).



2.2 Solutions and tackling the issues (contd.)
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Now that we have described the types of solutions on offer, we want you to show us which is closest to your favoured 

approach based on the potential benefits and cost to you (based on what we®ve shown to you so far). You may 

decide to place your view as being between 2 of these scenarios if that best represents your view

Please state clearly whether you favour: 

1) The medium protection option

2) The high protection option

3) An option midway between the two

Å Please describe why you have decided to place yourself there on the scale?

Å What information might make you more likely to favour the medium protection option?

Å What information might make you more likely to favour the high protection option?

Å Is there anything else that you would want to know before making a decision?



Outline of objectives of the discussion guide
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River spills

Å What is customers® usage of/views on the importance of their local environment?

Å What are customers® attitudes to our ambition to reducing our river spills?

Å How quickly should we reduce river spills (if at all) and at what pace?

Å Is it more critical to focus on the length of time we spill versus the number of times? In 2020 we spilled for 

some 200,000 hours compared to c.18,000 separate occasions.  Duration of spill can in some instances 

have more lasting impact on the river wellbeing.

Å Are there any circumstances where river spills would be acceptable?

Å Are opinions different among those who live closer to or use rivers?



3.1Use of rivers, lakes and canals
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Thanks for all your responses yesterday looking at the wastewater network and the causes of sewer flooding and sewage 

spills.

Today we want to look at the issue of river quality, and get feedback on the pace which Thames Water could tackle the 

issue of improving the quality of rivers, lakes and canals by reducing the frequency of sewage spills.

First of all, we®d like to talk about how close you live to any rivers, lakes and canals, how often you use them, and for what 

purpose.

Å How important is the natural environment to you personally? By which we mean access to green spaces and 

waterways?

Å What bodies of water (rivers, lakes or canals) would you say are closest to you?

Å How often do you visit each of these rivers, lakes or canals and for what purpose?

ĭ It could be for walks, fishing or other water activities such as swimming, canoeing, kayaking or paddleboarding

ĭ Please tell us about your activities and how important they are to you

Å How important (or not) is it to you that these bodies of water are clean and unpolluted?

Å Do you have any specific concerns about the pollution of the bodies of water that you live nearest to? What are the 

issues and why are you concerned?



3.2 Background on river spills
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We®re now going to show you some information about what can 

affect water quality in rivers, lakes and canals.

You have already seen information on ­storm overflows® ² here it is 

again:

We now want to show you some more detailed information about 

storm overflows and sewage spills into rivers, lakes and canals:

Å What are your first reactions to the information that you 

have read here? Does anything surprise you?

Å What other information would you want to know in thinking 

about how Thames Water should be tackling this issue?



3.2 Background on river spills
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Å What are your reactions to the information that you have read 

here?  Does anything surprise you?

Å In your view are there any circumstances in which sewage spills 

into rivers, lakes and canals should be permitted?

Å What are your reactions to the information that you have read 

here?

Å What is your reaction to the number of spills in 2020 and 

2021?  Is it more or less than you expected?

Å What is your view of Thames Water®s ambition to ­eliminate all 

spills by 2050®?

Å What is your view on the speed at which Thames Water plans 

to reduce spills?



3.3Thames Waterès plans for reducing the number of sewage spills
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For the final exercise today, we®d like to get your input on the speed at which you 

think Thames Water should be attempting to reduce sewage spills in the period 

2025-2030.

You can download a pack with all of the information we previously showed you on 

rivers here if you wish to refer to it while you answer the next questions.

Here you can see what Thames Water is currently doing to reduce sewage spills 

and what it has planned from now 2030 and further to 2050.

Å What are your reactions to this information?

Å Is there anything that surprises you or that you wish to comment on?

Å What is your view of Thames Water aiming to reduce spills by 50% by 2030? Is this right, too much or not enough? Is there 

anything else that Thames Water should be doing?

There are a number of approaches Thames Water could take in terms of reducing sewage spills, each reaching a different level of 

reduction.

There is information on the impact each solution might have on annual customer bills. For context, the average household bill for 

Thames Water customers was £418 in 2021-22, so that amount may have been higher or lower for different customers (depending 

on things like having metered water).

Also, do keep in mind that Thames Water have other initiatives as well as sewage spills to tackle in the future which might also 

impact the bill (for example other actions to ensure a reliable water & wastewater service and to protect the environment).



3.3Thames Waterès plans for reducing the number of sewage spills
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Å Which of the options outlined would be your preferred method for 

Thames Water to tackle sewage spills and improve water quality in 

rivers, lakes and canals?

Å Why did you choose that option?

Å What information was most important to you in making that 

decision?

Now thinking about a fact that we®ve previously mentioned...

Most sewage spills are heavily diluted by excess rainwater and the 

spills usually enter rivers when they®re flowing quickly after high rainfall. 

Therefore the impact on the environment can be very low. In less than 

1% of cases a sewage spill can have very damaging effects to the 

environment, wildlife and river users.

Trying to reduce the majority of sewage spills (the heavily diluted ones 

that enter quick flowing rivers), could therefore involve spending 

money on solutions that offer no real environmental benefit.

Å Do you feel Thames Water should aim to reduce these types of 

sewage spill, as well as thetype of sewage spill that cause 

environmental harm?

Å What are the reasons for the answeryou havegiven?



3.3Thames Waterès plans for reducing the number of sewage spills
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Finallyfor today,we®vebeen talking about Thames Water®s plans for 2025-2030 to improve sewer flooding and sewage spills. 

They have ambitioustargets for the longer term too, looking ahead to 2050 they aim to:

Å End all sewer flooding in homes, gardens and businesses

Å Stop all pollutions, sewage overflows, and sewage spills into rivers, to support cleaner rivers, canals and lakes in the 

region

Meeting these ambitious targets will continue to require significant investment which will mean customers® water and 

wastewater bills are impactedbeyond 2030.

Å What do you think of this? Is it acceptable that water bills continue to increase from 2030 to 2050 to enable Thames Water 

to meet these service andenvironmental targets?

Thanks forall of your input today. We®llsee you tomorrow for the final set of questions about river swimming and water 

quality.



Outline of objectives of the discussion guide
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Bathing water

Å What are customers® attitudes towards swimming in rivers (in the Thames Water area)? 

Å Which waterways have they/anyone they know swam in, or want to swim in? 

Å Is there support (or not) for investment to ensure various stretches of river have a reduced risk of falling ill 

from swimming in? If so, how many?

Å Are opinions different among those who live closer to or use rivers?



4.1 Swimming and water quality
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For this final day we®d like to talk about the use of rivers, lakes and canals for swimming.  So first of all we®d like to know about 

whether you have used any bodies of water for swimming in the Thames Water region.

Å  Do you or any member of your family and friends ever go swimming in rivers, lakes and canals in the Thames Water area?

Å  If yes, how often do you or your friends and family do this and where do you go to swim?

ĭ Is there anything you or your friends and family particularly enjoy or don®t enjoy about this?

Å If no, are there any particular reasons why you do not swim in rivers, lakes and canals, or is it something you might 

consider in the future?

Å Is there anything that might make you more likely to consider swimming in rivers, lakes and canals? 



4.2 Background on swimming and water quality
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We®d like to show you some information about the rules surrounding bathing water quality for swimming in rivers, lakes and 

canals. 

Note: Rules also apply to the quality of sea water for sea swimming, however there are no coastal areas in the Thames Water 

area, so we won®t be talking about that.

Å What are your views on the information that you®ve just read?  Are you surprised or not to read of the swimming water 

quality assessments?

Å Would you expect the water quality assessments to be better or worse than they are?  Or are they as you might have 

expected?

Å For those of you that swim, does this information make any difference to your likelihood to continue doing so?

Å What action do you think Thames Water should be taking with this information in mind? 



4.3 Improving the quality of rivers, lakes and canals for swimming
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We®d like you to look at some information on what is required 

to create a designated safe stretch of river for swimming.

First of all, here are some details of a project that Thames 

Water are involved in, for a stretch of the river Thames that 

runs through Oxford.

Here you can see more detail of the activities and costs 

involved in designating a stretch of river safe for swimmers.

As before, in terms of the impact of these plans on annual 

customer bills: For context, the average household bill for 

Thames Water customers was £418 in 2021-22, so that 

amount may have been higher or lower for different 

customers (depending on things like having metered water). 

Also, do keep in mind that Thames Water have other initiatives 

to tackle in the future, as well as creating designated 

stretches of bathing water quality river, which might also 

impact the bill (for example other actions to ensure a reliable 

water & wastewater service and to protect the environment).



4.3 Improving the quality of rivers, lakes and canals for swimming (contdè)
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Given what we have shown you:

To what extent do you support or oppose Thames Water investing in the creation of one designated bathing water (safe 

for swimming) stretch of river in the Thames Water region during 2025-2030, with the impact on all customer bills as 

mentioned?

Å Strongly support this

Å Somewhat support this

Å Somewhat oppose this

Å Strongly oppose this

Please explain the reason for the answer that you have given

Å Should Thames Water aim for more than one designated bathing water stretch of river by 2030, if so how many do 

you think?

Å What are your thoughts on customers helping to fund the creation of more designated ­safe for swimming® stretches of 

river across the Thames Water area, through their water bills, from 2030 to 2050?  

Å How many, if any, stretches of designated bathing water should Thames Water aim for from 2030 to 2050?



Appendix ã

Sustainable Abstraction

discussion guide & stimulus

12

0



12

1

Welcome to your first activity. 

*Consumer Panel* - Over the next few days we want to share some information on how Thames Water abstracts (takes) 

water from groundwater and watercourses, treats the water, and supplies it to customers and businesses for drinking and 

other uses. We want to understand your views in detail as a bill paying customer.

*Future bill payer* - Over the next few days we want to share some information on how Thames Water abstracts (takes) 

water from groundwater and watercourses, treats the water, and supplies it to customers and businesses for drinking and 

other uses. We know you don®t pay bills right now but please base your answers as though you would be (because you may 

have to in the not too distant future!) 

*Business and consumer* - Over the next few days we want to share some information on how Thames Water abstracts 

(takes) water from groundwater and watercourses, treats the water, and supplies it to your business for drinking and other 

uses.  We®d like you to respond from your point of view as a business owner or individual responsible for dealing with water in 

your business role.

Before we begin, we thought it would be important to tell you a bit more about this research. 

Every five years, water and sewerage companies take part in what is known as a Price Review. During this process, water 

and sewerage companies plan out the activities they will undertake over a specified five-year period in terms of delivering for 

customers, and any impacts on the bill that their activities might have. These activities range from delivering customer 

services, managing the water and sewerage networks (including repairs and replacements), reducing carbon emissions, and 

making a difference in local communities (including the natural environment such as rivers and reservoirs). These five-year 

plans are presented to Ofwat, the water and sewerage industry regulator, which has the power to accept or reject each 

company®s plans and proposed bill impacts. The current Price Review covers activities planned for the period 2025-2030. 

Day 1.1 - Introduction
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Water and sewerage companies have a duty to consult with their customers about their plans, and to reflect this in 

submitting their plans to Ofwat. 

This research is about one element of Thames Water®s price review, specifically how it abstracts (takes) water from 

groundwater and watercourses, treats the water, and supplies it to customers and businesses for drinking and other uses. 

We are looking for your feedback on Thames Water®s plans in this area.  All of your feedback will be taken account of in a 

report written by Verve, and decisions about what course of action Thames Water may take will be influenced by your 

comments. If you have any questions about this, please don®t hesitate to drop us a line. 

There will be quite a lot of information to read on this first day, but the next three days should take a little less time.  We®d like 

you to understand the information we®re going to show you so that you are able to give an informed view, while considering 

the issues involved.

So first we want to get your overall view of Thames Water in its role of delivering drinking water to your house or business

Å What one word comes to mind first when you think about Thames Water®s role in delivering drinking water to its 

customers

Å What do you think they do well in this role?

Å How would you want to see them improve in this role?

Day 1.1 ãIntroduction (contd.)
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You are being asked to give some early input into how Thames Water should approach how they abstract (take) water 

prior to treating it and supplying it to customers over the next 5 year planning period (from 2025 onwards), and further 

into the future.

We will be sharing with you:

Å How water is abstracted (taken) from the natural environment, treated and supplied to customers as clean drinking 

water 

Å The impact on the environment of taking water from certain sources 

Å Some different options as to how Thames Water might reduce the impact of how they take water from the natural 

environment to treat and supply it as clean drinking water

Wherever you see the word ­abstracted® or ­abstraction® from now on, this refers to the process of taking or removing 

water from water that is stored in the ground (groundwater) or from rivers and streams.  We®ll explain more about this as 

we go along.

There®s quite a bit to read on day 1, so please bear with us.  

Please note: we are running a number of research communities on specific issues.  This particular community is about 

the issues outlined above only.  We have covered the impact of sewage and wastewater spills on the natural environment 

elsewhere, so please try and avoid extensive discussion of this topic in your responses.

Day 1.2 ãAbout this process
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First of all, we®d like to talk about your feelings towards the natural environment, and how you use it.

Å How important is the natural environment to you personally? By which we mean access to green spaces and water?

Å What bodies of water (rivers, lakes or canals) would you say are closest to you?

Å How often do you visit each of these rivers, lakes or canals and for what purpose?

Å It could be for walks, fishing or other activities such as swimming, canoeing, kayaking or watching wildlife

Å Please tell us about your activities and how important they are to you

Å How important is to you that these bodies of water are well maintained and provide a safe habitat for wildlife?

Å Would you say you have specific knowledge/interest in these issues or do you just have broader general 

concerns about them?

Å If specific knowledge/interest, please tell us about this

Å Do you have any specific concerns about the condition of the bodies of water that you live nearest to?  What are they 

and why?

Å What could Thames Water be doing to address some of your concerns?

Day 1.3 ãImportance of the natural environment
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We®d now like to discuss the sources of clean water that are supplied to domestic customers and businesses for drinking 

and other uses

Å As it stands, how much would you say you know about where the clean water that Thames Water supplies to homes 

and businesses comes from?

Å Please tell us about the various sources that you are aware of that Thames Water uses to provide clean water

Å Are you aware of any specific issues or challenges with the supply of clean water to homes and businesses?

Å Are you aware of any specific issues or challenges in relation to the sources from which this water is obtained?

Day 1.4 ãAwareness of the sources of clean water
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We®d now like to provide you with some information about the water cycle.  

The following chart shows a simplified version of the water cycle, highlighting how water is treated to clean it, then 

delivered though pipes to customer taps, before it is taken away as sewage, which is treated, returned to the environment 

and then abstracted (taken) from rivers and other water bodies to begin the cycle again.

The next three information slides give you more information about what we will be talking about specifically over the next 

few days.  This is how water is abstracted from rivers and streams to provide clean water for homes and businesses.  

Please take time to read them carefully.

We®re now going to focus specifically on rivers and tell you more about how water behaves in this natural environment.

Å Are there any questions about what you have just read?

Å Which parts of this were new information to you?

Å Are you aware of any impacts on the environment of taking water from rivers and streams or from the ground, to 

provide clean water for homes and businesses?

Before you go, we want to show you some more detail on where water comes from and the impacts this can have.

So, Thames Water take a significant proportion of water from rivers, or from aquifers,  which are sources of water stored 

in the ground (ground water) which can also impact on nearby river flows.

Finally for today, were you aware of any of these impacts of taking water from rivers or from groundwater aquifers?

Å To what extent do you feel whether or not these impacts on rivers are acceptable in securing a supply of water for 

homes and businesses?

Å Do you feel that Thames Water should be working to minimise these impacts on rivers?

Day 1.5 ãAbout the water cycle
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Thames Water supplies around 2.7 billion litres of drinking water on average every day to homes and 

businesses in London and across the Thames Valley 

THAMES VALLEY
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The Water Cycle
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The Water Cycle

For the purposes of this 

research, we®re going to 

be focusing on this part of 

the water cycle, where 

water is ­abstracted® 

(taken) from the 

environment ² rivers and 

groundwater - for 

treatment 



A more detailed picture of this part of the water cycle

Groundwater

Å Rainfall filters into the ground and 
tops up groundwater

Å Groundwater is stored naturally in 
layers ofrocks that can hold water, 
these are called aquifers

Å Groundwater is abstracted by water 
companies byusing boreholes

Rivers

Rainfall flows directly into rivers, known 
as ­surface water runoff®

Groundwater seeps from the aquifers 
into the rivers, providing important flow 
in the river
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Water is abstracted from rivers and groundwater, treated and then piped to customers homes and businesses as 
the public drinking water supply

Soil

River flows

Groundwater

Aquifer



Where does Thames Water takewater from to supply homes 
and businesses with drinking water?

13

1

In London the main 

source of water is rivers 

(80%) and the rest is 

taken from 

groundwater aquifers 

(storage in the ground)

In the Thames Valley the 

main source of water is 

groundwater aquifers 

(70%) and the rest is 

taken from rivers


