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Background and methodology (1)

Setting the scene for the PR24 Deep Dives

» 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

» 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

« 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.

8.

N o R WD

Net Zero

Trunk mains replacement
Replumbing London
Waste system headroom
River spills

Bathing water
Sustainable abstraction
Lead pipes

« 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 (2)

How we approached these 8 topics

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 (12-17%" January 2022)

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

3. Waste Headroom, River Spills and Bathing Water (three topics), four day online community (7-10t February 2022)
4. Sustainable Abstraction (one topic), three day online community (22-24t February 2022)

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

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

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

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

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

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

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



Verve's declaration that this research observes Ofwat’s standards for high quality research (1)

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
align with 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.




Verve's declaration that this research observes Ofwat's standards for high quality research (2)

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 methods may 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.




Combined sample for all eight deep dives

This research was designed to capture the diversity of Customer Voices (197) Future customers (17)

Thames Water's customer base Demographics Demographics Demographics
Customer Groups Gender Vulnerability status Gender

Thames Water Customer Voices panel 197 Male 96 Non-vulnerable 166 Male 9
Future customers (recruited externally) 17 FEEE 101 Sulnzrzibls o FEELE :
. . Age Region Social grades
Business customers (recruited externally) 18 I 9 c
18-24 2 London 108 ABC1 15
e 232 customers completed the research
25-34 44 Other 89 C2DE 2
e Specific demographics that we collected from partmpants* 3544 47 e JE—
closely matched that of the Thames Water customer base e o P e — -
e Customer Voices - Thames Water's online research community of over 55-64 34 Waste only 34 BAME 9
1,000 household customers, designed to be representative of all . .
customers. It was formed in June 2021 using Panelbase as a 65+ 27 Business customers (18) Service type
rgcruitment source, with a small number of customers signing up Social grades Demographics Clean & Waste 13
via Thames Water's website and social media posts.
ABCA1 127 NUrsET o Waste only 4
o Future customers (18-24 year olds, non-bill payers) - Recruited via Total C2DE 70 employees
Focus Qual Recruitment. Views from this cohort were sought given that o 09 3
decisions made now will impact on their future, both in terms of service Ethnicity i
delivery and impacts of climate change White 125 10-49 6
e  Business customers — Recruited via Total Focus Qual Recruitment. Views BAME 69 50+ 4
from this cohort were sought, because even though they don’t pay bills Service type
directly to Thames Water, their water and wastewater service is still .
provided directly by Thames Water (and hence impacts their bill) Water reliant 11
* ‘Customer research and sampling approach September 2018’ document, supplied by Thames Water Non-water 4
reliant

** Those declaring a personal vulnerability



Detailed breakdown of sample against customer base (1)

Gender, age, SEG, vulnerability and ethnicity

Demoaraphic Customers Customer Demoaraphic Customers Customer
grap taking part base/ target grap taking part base/ target
146

Male 96 97 White British 125
Female 101 100 BAME 69 51
18-24 2 29 BAME breakdown
25-34 44 41 White European 2
35-44 47 37 White and Asian 7
45-54 43 £E 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 n/a
Non-vulnerable Pakistani 2
Chinese 2
European (not specified) 15
Chronicilness, | 8 | Other Asian 2
Other (not specified) 6
utism Spectrum Condition
Visual disability and Mobility disability Customer base/target — 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

, Customers Customer This would be the natural split of
Demographic taking part base/ target clean & waste and waste only

Clean & Waste 163 customers, however, as three of
the five communities excluded

Waste only 34 76 waste only customers (the water
London 108 94 related topics: trunk mains &
London breakdown replumb London, lead pipes and
North East London 3 sustainable abstraction), this is
North West London 22 why the number of waste only
South East L.ondon 34 customers taking part was lower
S 23 n/a than the natural target
Central North London 19

Central South London 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

Customer base/target — based on Thames Water’s ‘Customer research and sampling approach September 2018’



Overall observations on what we heard
from customers and common findings



Customers are broadly supportive of Thames Water's plans to make improvements to
infrastructure and help protect the environment

« 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.

« 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:

* The issue of lead pipes and the potential harm that lead in water cause.
* The reasons for sewer overflows, spills and floods into homes and rivers.
* Improvements in all the areas proposed are desired by customers, although there are frequently caveats, based around:

» Billimpacts: 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.

» 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 — customers tend to be more likely to be
supportive when an initiative will benefit the greatest number of people (for example increased sewer headroom).

» 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.

« 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.

11
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Net Zero: Customers recognise the importance of Net Zero and support Thames Water's
plan and initiatives to get there

» Responding to the key research questions

« What do customers think about Thames Water aiming to achieve Net Zero operational carbon emissions by
2030, and being totally carbon negative by 20507 Is this the right pace?

» Customers 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.

« Thames Water’s progress to date and overarching goal of being carbon negative by 2050 impresses a
number of customers.

« Many customers understand and accept Thames Water’s rationale to:
 Prioritise operational emissions;
« Hit operational Net Zero by 2030

« 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.

 |s there support for the methods Thames Water will need to employ to achieve this, and the balance of
methods used?

« There is broad overall support for the methods employed, with ‘Carbon offsetting’ the least well supported.



Net Zero: Broadly speaking, customers support Thames Water's plan for reaching operational

Net Zero by 2030

31 customers strongly support this
plan

» 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

Customers who somewhat support the
plan still support the overarching Net
Zero goal and methods to achieve this,
but they have questions:

How will Thames Water tackle
embedded emissions?

How much is Thames Water
contributing from their profits?

Can we have assurance that offsetting
won't be used as a short cut?

1 customer somewhat opposes this

plan

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

15

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 be other 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

« ‘Carbon offsetting’ and “Turning
sewage into products such as
ammonia & phosphorus’ cause
most concerns

» Some question if these are an
effective way of reaching Net Zero

« Some question if these initiatives
primarily benefit Thames Water at
the expense of customer bills

'Switching from fossil fuels to heat
pumps’, ‘Switching to electric/low-
carbon vehicles’ and ‘Capturing
CO0, for use by other industries’ are
supported by many

Many 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

‘Capturing 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

‘Getting supply chain to Net Zero’
is also very popular because it
doesn’t effect customer bills and
encourages other businesses to
reach Net Zero

l

Carbon management hierarchy

Avoid

Offset

Moderate support

High support

Very high support

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 ‘high’ increase in the rate of replacement

» Responding to the key research questions

« What 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?

» (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.

* ‘Prevention rather than cure’ is favoured by many customers.

+ 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.

» 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.

18



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

Responding to the key research questions

What 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?

» 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.

« 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’.
» But this does underline the need to take steps to make considerable improvements.

« There is unanimous support for beginning a proactive programme of distribution mains replacement, with
almost three quarters supportive of a ‘high’ increase in replacement.

Customers were broadly split on whether to prioritise trunk mains, distribution pipes or both equally.
 Prioritising trunk mains is favoured as it can avoid catastrophic impacts and may have a greater impact
on leakage overall.

 Prioritising distribution pipes feels like it will deliver a greater overall impact for most customers, as well
as being cheaper and easier to fix.

19



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

Trunk mains Distribution pipes

Support for a
Support for a change in

change in a
pproach to
approach to 100% more proactive 100%

more proactive distribution main

trunk main
replacement
replacement
Don’t know 1 Maintain current 1
ow increase 5
i Low to high .
'Preferred' size of e .Preferred. size of Lowto i
INcrease In INcrease In increase 5
proactive . proactive
. : increase * Ul
replacement 26 replacement ig
increase 33
* Numbers in these charts = number of respondents 20

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

» Responding to the key research questions

 |s 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?

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.

Around half preferred a midway approach to reducing the risk of sewer flooding — between halving the risk
for 150 homes and eliminating the risk for 50 homes.

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.

22



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

31 customers prioritise sewer 13 customers prioritise sewer spills 7 customer prioritise surface water
flooding's into/near properties into rivers flooding

« Many customers believe it is « Many customers see their local * These customers believe surface
imperative to prioritise reducing waterways as essential to their flooding has a low but recurrent
sewer flooding into/near properties health and mental wellbeing, and so, impact on people’s everyday life
because this has the biggest impact are personally invested in protecting - This minority believe that surface
on customers (€.g. impact on them flooding is a contributor to both
We”being’ direct qamage of . They are also concerned that by sewer ﬂOOding into properties and
PETSONE] DOSSESEINS ENE damaging the rivers, local wildlife will sewer spills into rivers and therefore
adfperiies) be affected and that these local hubs needs to be addressed first

 Disgust is a strong emotion, elicited may be ruined

by the idea of foul smells and
imagery of sewage water in homes

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

23



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

» Responding to the key research questions
« What are customers’ attitudes to Thames Water’s ambition to reducing river spills to zero by 20507

« Many 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.

« Some express disappointment that the Tideway Tunnel would still spill though, feeling this is
incompatible with the ‘zero sewage spills” aim.

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

« 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.

24



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

35 customers supported 15 customers supported 3 customers supported 2 customers supported
“100% less sewage spills ‘50% less sewage spills 75% less sewage spills into ‘25% less sewage spills into
into rivers’ by 2030 (£10.90 into rivers’ by 2030 (£4.50 rivers’ by 2030 (£7.30 a rivers’ by 2030 (£1.80 a
a year on bills) a year on bills) year on bills) year on bills)

64% :

« Many customers support » Other customers thought * The 3 customers who * The customers who
this option because they that a 50% reduction preferred a 75% reduction preferred a 25%
feel that for approximately between 2025 and 2030 still think this sets a high and reduction felt that the
£1 per month, natural represented excellent admirable target for funding was better
habitats that benefit local progress Thames Water to strive spent elsewhere due to
communities across the towards at minimal cost to the relatively low

» They believe that given the
economic situation, this is
the fairest option for all

the customer 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 be other 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

Thames Water region
would be free of sewage

25



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

» Responding to the key research questions
« What are customers’ attitudes towards swimming in rivers (in the Thames Water area)?
* 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.
« Many 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.
 |s there any support for investment to ensure stretches of river are designated to bathing water standard?
« 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.

26



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

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?

Somewhat
oppose

o Strongly
support

25

Somewhat
support
16

Numbers in chart = number of respondents

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 be other 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 o7
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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

» Responding to the key research questions

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

» 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.

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?

» 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).

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

» 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.

How sure should Thames Water be that reduced abstraction will result in environmental benefits before making reductions?
» More than half of customers do not require complete certainty of environmental benefits to support reduced abstraction.

« 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.

29



Sustainable Abstraction: Half of customers believe Thames Water should reduce abstraction

during 2025-2030

Aim to reduce abstraction in all of
the areas proposed during 2025-
2030

A £5increase in yearly bills sounds
affordable to most, with clear
benefits

« Some believe this should happen
sooner than 2025-2030

Aim for smaller reductions initially,
so all reductions proposed are done
by 2030-2035 instead

Those who think it should be reduced
over a longer time see this as lower
priority compared to other initiatives

Others reference the rising costs and
bills elsewhere, seeing this as an
unwelcome addition to their bills

Neither — they should reduce
abstraction even more or in more
places

* 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 other 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

30
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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

Responding to the key research questions
Should Thames Water assist with the replacement of lead pipes in customer properties during 2025-20307

Customers would like to see Thames Water’s support in replacing lead pipes and to do this as quickly as
possible with minimal disruption.

The 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.

Many 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.

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

Customers would ideally want Thames Water to replace all the lead pipes that it owns by 2050 rather than
by 2080.

32



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

33 customers prefer 8 customers prefer Thames 6 customers cannot decide; 3 customers prefer Thames
Thames Water to Water to they believe the pros and Water to
replace all its lead pipes replace all its lead pipes cons of replacing by 2050 replace all its lead pipes
from 2025 to 2050 from 2025 to 2080 and 2080 are balanced from 2030 to 2080

66%

« Despite concerns about the « These customers believe that « These customers do not * These customers believe that
disruptions, they conclude the cost of the work may go like the level of disruption waiting for technological
replacing lead pipes is the up over time and disruptions caused by the 2050 innovations may make the
better thing to do for public may be greater than approach, but believe process more Qfﬂment and
health and the water anticipated, so they believe 2080 is too long to assume that this approach
network in general this timeframe allows Thames address what they provides Thames Water with

« Thereis little concern about ELrEEEE e aie perceive as an important NS ESOLITES 10 [DUELE
the impact on customer bills balance their resources and public health issue, they other equally important

keep costs and disruptions low think the pros and cons initiatives to replacing lead in
while adhering to the EU are balanced the meantime

Drinking Water Directive

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 other 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



Prioritising the initiatives

Descriptions ranked by customers Labels used for the
following charts

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.

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

However, some clear patterns emerge when
looking at the results across all deep dive
communities:

* A higher ranking for the core water and
sewerage service topics

« More ‘niche’ topics such as bathing water
being deemed of lower importance

A note on base sizes: findings should be taken as
indicative only, as the base sizes for each individual
community were relatively low

The breakdowns by demographic in particular show
differences higher and lower than the overall total, care
should be taken in interpreting these as meaningful

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

"Replacing a number of large, aging water mains that could
be dangerous if they burst (for example could flood nearby
basements and underground stations)"

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

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

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

"Achieving Net Zero carbon emissions for its water and
waste operations”

"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"

"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"

Replace distribution mains

Replace trunk mains

Replace lead pipes

Increase sewer capacity

Designated bathing water

Achieve Net Zero

Reduce river abstraction

Reduce river spills
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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

e The replacement of trunk and distribution mains
are prioritised highest for improvement

e Thisis followed by improving the sewer network to
prevent flooding into properties and improving
treatment works to prevent overflows into rivers

e The replacement of lead pipes sits with these core
services as being important, largely due to the
health risks involved

e Achieving Net Zero is seen as important, but falls
behind initiatives that affect people directly in the
here and now

e 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

e Designated bathing water is seen as a niche
requirement and is the least important of all

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.

Highest
priority

Ranked order of priority

Lowest
priority

2

Replace trunk mains (2.90) J

Reduce river spills (4.19) J Replace lead pipes (4.36)

Achieve Net Zero (4.85) J

Reduce river abstraction (5.81)

Designated bathing water (6.24)

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

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).

 In all areas, studying a Ranking
topic in depth ensures

o Research communit
that the overall priority an ‘

issue is given is higher Most Least
than across the average important = ] - ] ] ~ important
of all community SCOres. oy communities total 3.79 2.90 3.84 4.19 4.38 4.85 5.81 6.24

* Replacing trunk mains

and bathing water show Replace trunk mains 3.39 2.11 4.14 4.52 4.07 4.91 6.60 6.27

Only marglnal INCreases Replace distribution mains 3.39 6.27
over the average, the
remainder show Increase sewer capacity 4.08 5.908
increases of more than , _

Reduce river spills 4.08 5.98
0.5.

* These findings are Replace lead pipes 3.65 5.86
indicative Only and are Achieve Net Zero 3.66 6.34
not to be taken as
statistically significant. Reduce river abstraction 3.61 6.76

Designated bathing water 4.08 4.53 2.85 3.11 4.79 5.28 5.38 5.98

Based on 232 responses across all five
deep dive research communities



The impact of deep dive learning on overall prioritisation (2)

The chart below shows where studying certain topics downgrades the priority given to other topics by more than 0.75
ranking points.

: Designated
Ranking
* In-depth study of waste
headroom, river spills and Research community
bathing water appears to
downgrade the priority of Most _ ) ) ) ) N Least
replacing distribution IPORER: important
mains. All communities total 3.79 2.90 3.84 4.19 4.38 4.85 5.81 6.24

* The study of Net Zero
downgrades the priority of
Increasing sewer capacity. Replace distribution mains ~ 3.39 2.11 4.14 4.52 4.07 4.91 6.60 6.27

* The study of trunk and
distribution mains
downgrades the priority
given to river abstraction.

« These findings are Replace lead pipes 3.65 2.80 3.96 4.24 3.61 5.67 6.20 5.86

indicative only and are not

Replace trunk mains 3.39 2.11 414 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

"y Achieve Net Zero 3.66 2.74 4.66 4.74 4.91 3.06 5.86 6.34

to be taken as statistically
significant. Reduce river abstraction 3.6 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

Based on 232 responses across all five
deep dive research communities



Prioritisation: variations by age

« Some generational differences are evident here. Average ranking All respondents|1

» Older age groups (45+) are more likely to prioritise core Replace trunk mains | 305 349 285 3.04 266 2.04
service delivery (water and sewerage network) higher than
the average. Replace distribution mains 3.79 440 422 325 3.60 4.42 3.18
* Younger age groups (18 to 34) are more likely to prioritise Increase sewer capacity 3.84 430 424 4.04 3.75 3.39 3.21

lead pipes, Net Zero, river abstraction and bathing water

. Reduce river spills 419 475 393 483 3.88 3.89 3.89
higher than the overall average.

« This reflects findings from other work that younger Replace lead pipes 4.38 860 4.31 4.19 4.48 461 4.89

generations are more environmentally focused. Achieve Net Zero 4.85 400 411 449 535 555 554

Reduce river abstraction 5.81 515 5.71 585 583 555 6.71

Designated bathing water 6.24 6.70 598 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 g g

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

» Female respondents rank replacing trunk mains and Average ranking All respondents

reducing river abstraction higher than the average.
Replace trunk mains

« Male respondents rank these issues lower and all other
, i Replace distribution
iIssues higher than the average. mains

Increase sewer capacity
Reduce river spills
Replace lead pipes
Achieve Net Zero

Reduce river abstraction

Designated bathing
water

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.

3.79

3.84

4.19

4.38

4.85

5.81

6.24

3.92

S80S

4.24

4.45

4.87

5.58

6.39

3.65
3.72
413
4.31
4.83
6.06

6.07

Lower average rank than all

Higher average rank than all
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Prioritisation: variations by SEG

« C2DE customers prioritise core service delivery: replacing Average ranking All respondents ABC1 C2DE

trunk and distribution mains and reducing river spills as

slightly more important than ABC1 customers. Replace trunk mains

. . . . Replace distribution
* Replacing lead pipes and achieving Net Zero are higher e

priorities for ABC1 compared to C2DE respondents.

Increase sewer capacity
Reduce river spills
Replace lead pipes
Achieve Net Zero

Reduce river abstraction

Designated bathing
water

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.

3.79

3.84

4.19

4.38

4.85

5.81

6.24

3.84 3.70
3.84 3.82
4.30 298
4.26 4.64
4.60 5.41
5.91 5.62
6.33 6.04

Lower average rank than all

Higher average rank than all
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Prioritisation: variations by ethnicity

« BAME participants see replacing trunk, distribution and Average ranking All respondents White only BAME only

lead pipes and achieving net zero as slightly more

. : Replace trunk mains
important than the overall audience. > . |

. . ) . . . Replace distribution
« White participants see sewer capacity, river spills, river e 3.79 3.87 3.67

abstraction and bathing water as slightly more important

_ Increase sewer capacity 3.84 3.71 4.04
than the overall audience.

Reduce river spills 4.19 3.93 4.60
Replace lead pipes 4.38 4.50 418
Achieve Net Zero 4.85 5.18 4.33
Reduce river abstraction 5.81 5.58 6.19
Designated bathing 6.24 6.15 6.37

water

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 g g

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

* Vulnerable customers prioritise most of the initiatives Average ranking All respondents | Non-Vulnerable Vulnerable

marginally higher than the overall audience, with the

exception of replacing lead pipes and achieving Net Zero. Replaceiminkmains

Replace d!strlbutlon 3.79 3.80 361

mains
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 6.04 6.07 6.03

water

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)

« London customers give replacing trunk, distribution and Average ranking All respondents

lead pipes a higher priority than the average. B

« This may be explained by the fact that older mains

and lead pipes are particularly prevalent in the REIEED Clsti Stiten el Sl — il

London area (as was mentioned in the relevant deep Increase sewer capacty 384 393 375
dives).

Reduce river spills 419 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.
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Prioritisation: variations for future and business customers

» The higher priority that future customers place on the Average ranking All respondents
customers customers

environment-related initiatives, compared to the average

(achieving net zero, reducing river abstraction and Replace trunk mains | 500 A7
bathing water), is consistent with other findings. 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

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.
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JOB NUMBER: 5823

PROIJECT: PR24 Deep Dives

QUESTIONMAIRE VERSION: V1

DATE: Feb 22

SPECIFICATIONS:

soripting specifications

Thames Water
[wave/stage if
icable)

If “Client List",

Voices spedify pipe ins

nfa

na

No

All Thames Water customears — clean and waste OMLY

Hard Quota table — fior arty sompie only.
Totsl n=100
[Coderame | [Target® | Taet |

Customer Type

cts — P to add for external somple prowvider projects

ETENT icw surey aumilable - we'd love o hear from you

Fou hawe a new survwey available

Dear mggn

We are looking for people to take part in an exclusive research project where we will be
asking for members to give their opinions on some important topics in relation to
Thames Water's planning for the next few years ahead.

The research will involve logging into a platform where we will ask you to read some
information on ey, You will be asked to provide your thoughts on what it maans to

you 35 3 customer and evaluate some material we will be showing you.

Thee community will be open for xx days, starting on xoix and closing on gopos

The activities should take no more than 30-45 minutes per day and everyone who
complates all the activities will receive a £xx VEX voucher (which can be used with over
150 High Street brands).

Click here to register your interast if you would like to take part
Regards

Claire, Customer Voices Community Manager

QUESTIONNAIRE:

INTRO TEXT
Thank you for your interest in taking part in owr research on the topic of .
[Please click below to get started...

INEW PAGE:
SECTION A — SCREENING

PIPE IN FROM CUSTOMER VOICES
- Gender
Age
Ethnicity
Employment Status
Location
Chean and wastewater/ wastewater anly
Vullnerable
NPS

ASK ALL

#Ala, We are looking for people to take part in a piece of research which would involve logging into
a text-based community and completing some activities. The activities will imvolve reading some
information and then giving feedback on the topic. The commaunity will run from gy to sy and i
expected to take between 30 and 40 minutes each day.

I you are selected and complete all the activities, you will receive a £x0 VEX voucher for your time.
We will let you know by s if you have been chosen to take part.

Are you willing and svailable to take part?
1. ¥es, | amfree, and I'd like o take part

2. Mo, | cannot take part SCREENOUT

ASKIFAL=1
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AL The online discussion community will be hosted by Werve via our trusted third-party supplier, a
market research company called Further.

Please note, your email address will be shared with Further, jngeder for vou to be invited to join
the community. Comments, activity results, videos and images you choose to upload fshare during
the community will be held on the Further platform. To read Eurthers privacy policy please click
here [Bttpsy fwoww.go-further.cofprivacy].

‘We may alo share comments, videos and images with Thames Water for internal purposes only.

You can read their privacy policy here: httpso/fawww thameswater co.ukflepgal/ privacy-policy.

Are you happy for us to share your details with Further and in addition share any video and image
content you share with Thames Water for research purposes only?

1. Yes, | am happy far you ta share my detail and any comment / videa [ image contact |
uplead GO TO 0l
2. Mo, | am not willing for you to share my details and any comment  video [/ image contact |
uplead (This memns you will not be ohie fo take port in this reseorch) SCREENOUT
ASK ALL

MULTIHOODE, RANDOMISE
Q1. The research will be condwcted on an online platform — what device are you likely to we to
complete the reseanch if you are selected? (Tick ol that apaly)

[l

Smiart phone

Tablat

Laptop/PC

Mome of the ahave (ANCHOR, EXCLUSIVE, SOREEN OUT)

ASK ALL
SINGLE CODE PER STATEMENT. RANDOMISE ORDER OF STATEMEMNTS, BUT D0 NOT RANDOMISE
ORDER OF SCALE

APPEND RESPOMSES TO Os 24 — 04 TO PANEL SAKIPLE. ASK ALL WHO PREVIOUSLY HAVE ROT
ANSWERED THESE QUESTIONS IN 6047 SEWAGE TREATMENT WORKS COMPLIANCE.

Q2. What is your current employmaent status?

SINGLE CODE
1. Woarking full time — 30 hours a week ar mare (G0 TO Q2E)
1. Woarking part time — between B and 29 haurs a week (G0 TO 028)
3. Self-employed — working 30 haurs & week or mare (G0 TO O2B)
4. Self-employed — working betwesn 8 and 29 hours & week (G0 TO O28)
5. Motwoarking but seeking woerk or tempararily unemployved or sick
B Wotworking and not sesking wark
7. Corrently an furlough / reduced hours / emplayer imposed temparary lesve of shosnos asa
racylt of the Coronavirus
E. In fulltime education
2. Retired

10, Homemaker e.g. housewife, househusband et
11, Other {please speciby] [HOLD]

ALLWHO CODE 1 - 4 AT Q24

O2h. In your job, are you responsible for dealing with Thames Water or for paying the water and
wiaste bill?

SINGLE CODE

1. Yes{GOTOO2C)
1. Mo (GO TO Q)

ALLWHO CODE 1 AT Q28

Q2. What is the main activity of the organisation you work for?

SINGLE CODE

1. Coenstruction, mining, manufacturing, agriculture

2. Whalesala, retail, repair motar vehicles, transportation

3. Acrommadation and food serdice activities

4. Services — information, financial, real estate, professional, scientific, technical actiities, admin
and support

5. Public prganisation, education, heaith and social work activities

6. Other services

ALLWHO CODE 1 AT Q28

O2d. How many workers {permanent and temporary] are there at your organisation?

1. 0 - only you f salf-empleyged

2. 19employses

3. 10-49 emplogees

4. 50-99 employaes

5. 100-249 employees

6. 150-499 employees

7. 500+ employees

ALLWHO CODE 1 AT Q28

Qe As a proportion of your erganisations” outgoings, how much does it spend on water?

1. Less than 5% of cutgaings spent an water

2. Mare than 5% of autgoings spent on water

3. Dan't know

ASK ALL, MULTICODE, RANDORISE

3. Whiich of the following hawe you done in the past 5 years?

."-'

Eoamn e

Cleaned up your street or took part in @ cleaner streets campaign

Reported a problem to the council such 2= fly tipping, Broken paving or steest bunps that dan't
wurk

Campaigned on & kcal issue such as reducing speed limits on kcal roads

Campaigned far enviranmental initiatives

Woluntesred for lacal charities or avents

Raised funds for & lacal charity or cause

Taske an active part in a local society or community group (induding PTA, scouts ete)

Are invalved with the local cauncl (either an elected rale ar in a cledicl capacity)

a,
10

E. Are involved in running a local sports club fe.g coach a kid's sparts team)
5. Nane of the abave [ANCHOR, ENCLUSIVE)

ASK ALL, MULTICODE, RANDORISE

04, Which of the following apply to you?

1

10
11

1%

| iy taken part in cdeaning up my street or have taken part in @ deaner streets campaign in the
last 12 months

| regutarly take part in & green gym {gardening activities that benefit the community}

| v recently been imeeload in & planting event (eg. planting trees or helping maintain the local
matural environment|

| am a member ar donaste regularly to an enviranmental or wildlife charity?

| takos part in autdaar sports or activity ina matural water environmsent je.g. fiching, surfing,
paddle baarding, rowing, wild swimming etz)

| have actively researched in some detail the environmental impact of Aeading/water guality

| hiave camipaigned ar raised money For a loecal environmental issue in the last two years

| am disciplined about researching and using companies and products that are kind to the
environment

| eat ethically [eg. have becoms & vegetarian/vegan, buy local or sustainable foeds) for
environmental reasons

| Py inwesteed in reneswable energy for environmental reasons (egg. solar panek)

| iy inwestied in wisys bo reduce water wastage in my homs for envircomental reasans je g,
imstallad water saving shower heads or Flow restrictaes)

Mone of the abowe (ANCHOR, EXCLUSIVE)

ASK IF NO APPENDED DATA, MULTICODE, RANDOMISE

INPS. If you were shle to choose your water provider, bow likely is it that you would recommend
Thames Water to a friend or family member? On a scale of 0 to 10 where @ is not at all likely and
10 is extremely likely.

[SINGLE CODE — SCALE FROM 0-10]

HIDDEN VARLABLE "NPS GROLP:

1. Super detractars {0-4)
1. Detractars |5-6)

3. Passives (7-B

4. Pramoters {9-10]

ASK ALL, SINGLE CODE

as.

1
2
3

Approximately how far do you live from the nearest river?

Less than a mile
1-2.9 miles
3 - 5.9 miles
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4, B-99 miles af your trme esch day at a time and place that seits vou. You will also recerss 3 60 VEX vouchear

5. Mare than 10 milies far completing gl pf the tasks.

ASK ALL, SINGLE CODE The community will be live from g bo oo with activities going Ive each day.

6. On average, how often do you and your family visit rivers in your area? A mentioned to you previously, Comments, sctivity results, videos and images you choose to
upleadshare during the community will be held an the Furthier platform. Ta read Further s

1. Mare than ance a week privacy policy please click here. We may also share comments, videas and images with Thames

2. Oneceaweek Water for internal purpeses only, You can resd their privacy policy here,

3. 1 -3 times per manth

4. Onee a month

5, Onceevery 2 - 3 months lain Further platfarm: {insert link}

6. Once every 4 -6 monthe

7. Less often

a1 my Family and | do not visit rivers Your community moaderatars will be Grabkam and Jay— experienced qualitative researchers from

tarsumer insight sgency Varve.

If wau have any guestions about this community or the goal of this research project, pleass send

END f SCREENOUT TEXT an email ta fay at L. Dansells@Eaddverse. com or Graham at G Brown@addwe e com

Thank you for your time today. Unfortunately, you won't be able to join us on this community.

Thank you for taking the time to feedback. We will be doing many more research projects soon, IF yau have any guestions about the incentive offered for this project ar when it will be sent,
a0 please keep an eye out for more th praject invitations i the near future. please contact us at clairs Swe vevoices. oo, uk

COMPLETE MESSAGE Many thanks,

Thank you for expressing an interest in our research. Claire, Customer Vaices Community Manager

Please note places are Emited, so unfortunately, we cannot invite everyone to take part. We will
b in touch by gruy if you have been selected to take part in the neat stage, so please keep an eye
on your inbox, induding your junk-mail folders.

Cangratulations! You have been selected to take part in the next stage of aur
ressarch project for Thames Water
LT & three-day online pog-up communiey

Hi wmixe,

Thank yau for agresng ta taking part in our exchusive research project for Thames Water, we
really apprediate you taking the time to join us!

We are very pleased to confirm yau have been selected for the next stage our research praject
and we woauld like to invite you to aur pog-up community.

During the research we will be asking yau about Thames Water, specifically shout ggge. You'll also
be asked to evaluste some material we'll be showing you. Your contribution will directly influsnce
the decsions that Thames Water may take. The activities should take no more than 30-45 minutes
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Welcome

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 submitting their 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
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Activity 1.1- Introductions

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:

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

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

« How knowledgeable would you say you are about the environmental impact of your home and lifestyle?
« To what extent does an organisation’s environmental credentials and initiatives affect your opinion about them?



Activity 1.2- Organisations and environmental pledges

We are now going to show you three brief examples of what some organisations are doing to reduce their and others’ environmental impact.

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.

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 investing in 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.

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:

How important is it that these organisations take these steps? What do you think are the advantages and disadvantages of their approaches?
What do you think might be the wider benefits of tackling climate change? And are there any disadvantages?

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?

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

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

Is there anything you would /ike to see them doing to tackle climate change?
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1.3 Awareness of Net Zero

Now we'd like to get a little more specific.

* What do you understand by the term ‘Net Zero’?

* Is it aterm you have heard?

» Were 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.

Full sized versions were viewed by participants

went 10 cut greenhouse

UK ge h hold CO; emissions in kg UK ge h hold CO; emissions in kg
based on Energy Systems Catapult analysis based on Energy Systems Catapult analysis

* What are your first impressions of Net Zero? Do you have any questions or concerns?
» Have you learned anything you didn’t know before reading this article?
» How important do you think it is that the UK aims to meet Net Zero targets by 20507 What is the impact on you and your family?
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2.1 Introduction to Thames Water's Net Zero agenda

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 sized versions were viewed by participants

Thames Water is committed to net zero and has been making efforts to reduce

To reach net zero Thames Water must cut greenhouse gas emissions 1o zero ’
4 emissions across the board

by the year 2050. To do this Thames Water must overhaul its:

Going forward, Thames Water plans to reach gperationa/Net Zero by 2030
20 years faster than target

+ A Net Zero taskforce of experts have been employed across
‘ ' = Thames Water {0 expiore potential opportunities to reduce
Embedded’ emssions carbon emissions 16 reach net zero faster than target

These are emissions of carbon dioxide and other ¢ gases that are
t e s

+ For example, Thames Water generate enough electricity from
rseria’s hat & rocired and usid by Tharmes ety or by thee st ot Supcbers sewage each year to power the London Borough of Bexdey.
NG @ SUAEQy 10 adaress L bt hane lessimaad control of the emssans

credted by thrd partes.
These are more costly and difficult to address. They also have less of an impact in reaching the net zero goal

In 2020/21 Thames Water reduced their

2 \ i
" tonal' L This was mainly y.,?,i??; e | [} *  Operatonal emissions are easier and more emironmentally impactful to address, so Thames
Operational’ emissions o Gttt . Water could work to replace these first, meaning they coukd reach ‘operational’ Net Zero by
. Mnmdmondm and other ¢f gases that are « Buying certified bi enengy 10 power . i 2030, 20 years ahead of the government’s 2050 target

v v DO — these sibos —— o feoa=r=} \ Thames Water wit still be working towards meeting total Net Zero (incuding embedded

2 Zom 3 « Generating awable eleclricity s So emissions) by 2050. They have chosen 10 address operationa! Net Zero earsier

o cscrvs Aot cbebpar s At M rfBiiriciop etk it bt e and heat, and ficiency initiatives = The inftiatives we wil discuss with you fall into the operational emissions category.
«  These are cheaper and easier 1o address. They also have the biggest impact on getting 1o Net Zero faster, R =R e e

' )
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2.1 Introduction to Thames Water's Net Zero agenda

What are your initial reactions to what you have just read?

Do you have any outstanding questions after reading these pages?

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

What do you think about Thames Water’s plans to meet ‘operational’ Net Zero by 20307 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?

Looking 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?

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

What 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?
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2.2 Introduction to Thames Waters roadmap for Net Zero in detail

Based on these challenges, Thames Water have planned the following activities:

Full sized version was viewed by participant

Thames Water's proposed initiatives to achieve operationalnet zero by 2030
The progress Thames Waler have made so far represents the easiest soiutions to reduce carbon emissions, so 1o
reach Net Zero they will need to embrace new technology and new ways of working, such as:

1. Copture and refine greon gas Fom 1he 3owoge rosbment process
10 crodte bBomothare

2. Switch 1o slecinc or low-carbon vwisches

3. Capture cortion dicide (CO.,) from the sewsge frostment [rooiss
Lx uio by cther industries

4. Tumn sewspe shudoe ndo e tlser products such os sonmonsa &
phosphorus

5. Get ther supply chano 10 Net Zero

6. Switch fom loseld fusls 10 haat pups

T Carbon offsetsng 80 vest in others enviconmental progoects 10
offsot their own carbon foctprind.

1. The UK’y gas supply i Giicult 50 decavbonido, this would provide o
carbon ¥oe source

2. Remaowng the refance on fossd huels

3. Providng a long-term sustarable source of CO, Sor UK industry
4. Providing 8 long-tem sustarabie source of frtdse

S To show leadershp, s0iing a high standard ko others

6 Prowdng & longSorm sustanable source of heat

7. Yo offsat oporntiondal Hctibas whens carbon cannct yet be
elrmnatod
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2.2 Introduction to Thames Waters roadmap for Net Zero in detall

What are your initial reactions to this plan?

At a glance, which of these areas do you think should be the biggest priority for Thames Water? Why?
Is there anything they shouldn’t do? Why?

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

Can you see any potential benefits to any of these activities and initiatives? What about downsides?
Do you trust that Thames Water will be able to do this? Why/why not?

Is 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
20307
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3.1 Assessment of Thames Waters Net Zero roadmap in detail- first thoughts

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 initiative we 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 — these 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 Net Zero target. They will not add up
to 100% because there are some other activities that Thames Water will have to do regardless, such as replacing equipment that has come to the
end of its life, with more efficient equipment.

» Firstly, before you discuss each individual initiative, how do you feel about the possibility of a potential £1.50 added to your annual bill from 2025-
20307 Is this affordable? Is this acceptable? Would you be prepared to pay this if it meant Thames Water would reach operational net zero by
20307 Please talk us through your thinking here.
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Initiative : Capture carbon dioxide (COZ2) from their process, for use by other industries

Full sized versions was viewed by participants

Initiative: Capture carbon dioxide (CO.) from processes, for use by other
industries

Desscriplion: In addilior IPILIMNG gnean g irbon dio iy ks b

(: ed Mo Thar WWal S SERNagE Irealment pr 1= Th 1

Other ousiomer impacts: This will improee: i re noe of the LE's COy supply
P —_— O y

Impact on achésving Met Fero Howi much can be done

r - 18p exira per year
in 2025-2030

« What are your first impressions of this?

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

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

« How do you feel about how much can be done by 20307

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

» Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 20307 Or would you
want to pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

» 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?
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Initiative: Switch from fossil fuels to heat pumps

Full sized version was viewed by participants

tive: Switch from fossil fuels to heat pumps

Othe Cuslomes impacls

» What are your first impressions of this?

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

» What are your first impressions of this?

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

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

* How do you feel about how much can be done by 20307

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

*  Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 20307 Or would you want

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

14p extra per year
in 2025-2030
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Initiative: Get supply chain to Net Zero

Full sized version was viewed by participants
tivee: Get the supply chain to Met Zero

st |

LI CUEsIcITHET EipaCLS HHIH

impiact on cuslomer bills Hevst rtech can b dons

Mo mpacl predcted

« What are your first impressions of this?

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

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

* How do you feel about the how much can be done by 20307

« How do you feel about the bill increase? Do you think it’s worth it based on everything you've read?

«  Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 20307 Or would you want to pay
less for this and them achieve it over a longer time? Please talk us through your reasons here.

« 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?
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Initiative: Turn sewage sludge into products such as ammonia & phosphorus

Full sized version was viewed by participants

Initiative: Turn sewage into products such as ammonia & phosphorus

Descrption: Pr

Other customer impacts. Emi

impact on achieving Net Zero How much can be done

I'| 1%

What are your first impressions of this?

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

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

How do you feel about how much can be done by 20307

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

Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 20307 Or would you want
to pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

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?

11p extra per year
in 2025-2030
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Initiative : Switch to electric/low-carbon vehicles

Full sized version was viewed by participants

e: Switch to electric/low-carbon vehicles
Dscorplion. H
Uhenr cuslomer emacts:
impact on achieving Net Zero
F A%
16p exlra per year
in 2025-2030

« What are your first impressions of this?

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

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

* How do you feel about how much can be done by 20307

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

«  Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 20307 Or would you want to
pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

« 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?
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Initiative : Capture and refine green gas to biomethane from sewage sludge
Full sized version was viewed by participants

'i:(x{pntz."';: ang renne green gas from sewaqe

90p extra per year
in 2025-2030

What are your first impressions of this?

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

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

How do you feel about how much can be done by 20307How do you feel about the bill increase? Do you think it's worth it based on everything
you've read?

Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 20307 Or would you want to
pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

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?
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Initiative: Carbon offsetting

Full sized version was viewed by participants

§ =l [ L
itive: Carbon offsetting

b Cuslomes Impacis

How much can be done

Plan is to achicwe Likedy no impact before 2030
operational Met Zero

without buying offsets Up to £4 per year from 2030

What are your first impressions of this?

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

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

How do you feel about how much can be done by 20307

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

Would you be willing to pay a bit more for this particular initiative so Thames Water achieved Net Zero faster than 20307 Or would you want to
pay less for this and them achieve it over a longer time? Please talk us through your reasons here.

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?
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4.1 What activities should take priority

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 the day 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:

Full sized version was viewed by participants

% contribution | Approximate impacton
Overview of initiatives to reach operational Net Zero by 2030 to operational | customer bills per year
Net Zero between 2025-2030

1. Capture and refine green gas from the sewage treatment 39% 90p
process

2. Switch to electric or low-carbon vehicles 1% 16p

3. Capture carbon dioxide (CO:;) from the sewage treatment 6% 18p

process for use by other industries

ito fertiliser products such as ammonia 1% 11p

5. Get in to Net Zero 10% No impact

6. Switch from fossil fuels to heat pumps 14p

Unlikelytobe  Likely no impact between

required 2025-2030. Up to £4 after
2030

T. Carbon offsetting to invest in others' environmental projects
to offset their own carbon footprint if any remains

Please rank the 7 aspects of the Thames Water Net Zero plan from the 15t - what you think is the most important thing for them to do - to the 7t
the least important thing.

1. Capture and refine green gas from sewage

2. Switch to electric or low-carbon vehicles

3. Capture carbon dioxide (CO,) 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

* Please let us know why you ranked the initiatives in this way.
« Please tell us more about the reasons for your first and last choices.



4.2 Final thoughts on the Thames Water Net Zero roadmap part 1

*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).

Full sized versions were viewed by participants

mhoddny crmions

v These o et s e Bt

jater QUneriie enugh eheciicty froem

wed the London Bosough of Bedey.

o Trames W & Cumendy Gewkpng 3 SYFMgy 19 3537ees P 1T of mason Creesed Ry P peres

v Thine we mom conly s SMeull 1 acdhess. Phey sk have e of an impact in seaching the Het Zirs gosl

I 2020721 Thames Wator roduced e
Carbon amisolons by 5%,

o - Trets was masrdy achseved Ly

+ Thows aro oo of carton donde and ofver grosrboune G hat o rolsed:

Auewatio socircy

a0 fuat, anvd pooegy eickTGy o ves

+ i o Cheges i eiies %0 ackiress. They abso b e typest gt om geting 0 et Zors.

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. | strongly support the plan
2. | somewhat support the plan
3. | somewhat reject the plan
4. | strongly reject the plan

» Please tell us the reasons for your answer.



4.3 Final thoughts on the Thames Water Net Zero roadmap part 2

Great stuff. So, before we move on to the final activity of the day we would like to know:

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

« Do you have any unanswered questions or points of concerns you'd like to raise?

» Based on everything you have read; do you think Thames Water will be able to reach its operational Net Zero target by 20307 Yes/No?
Why/why not?

» 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?
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4.4 Wider context and final thoughts

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 Thames Water 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 them and building
pipelines to connect communities to other water sources instead

« 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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1.1 Welcome and introduction (1)

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.
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1.1 Welcome and introduction (1)

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

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

« What do you think they do well in this role?
* How would you want to see them improve in this role?
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1.2 About this process (1)

You are being asked to give some ea.rly Input '”t(? how Thames Water is the UK's largest water and wastewater
Thames Water should manage the pipes that deliver services provider

water to customers over the next 5 year planning period — S -
(from 2025 onwards) | < St

customers

We will be sharing with you: r—

* Information about the current condition of those / {2 “"”‘m ?i o
pipes and the challenges in managing them over this T é-w =l e “‘Xu - Eas
5 year period (and further into the future) and asking o
what your priorities are for managing this network of e L e
pipes

« Thames 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

« A few different options for how Thames Water could
manage their water pipe network and seeing which
you would favour most and why




1.3 Introduction to the water network

Trunkmain pipes
Thames Water has a Iarge This network is made up of: « These are the largest pipes, between 30 — 140cm in diameter

netwo rk Qf water p i pes 1o = They can operate under very high pressure and carry a lot of water
; 3 ; from water treatment works to the distribution pipes
provide drinking water to

its customers

« They can cause a lot of disruption if they burst as the escaped water
can flood areas very quickly, which could be dangerous for people in
basement or underground locations

« They are under almost all the main roads in London and throughout the

Thames Water has around 31,000 km of water Thames Valley
pipes. Two thirds of which are in London. Trunk main pipes Distribution pipes Sgosies s
If all these pipes were laid end to end it would 10% of the water network 90% of the water network Distribution pipes
w: T fi k main pi i
be able to get to Toky0 and DacK...and DACK 10 oo T hese carry water from the trun Amaln pipes to customer pr‘opemes
Tokyo again! In addition: « They are smaller than the trunk pipes at around 10 — 25¢m in diameter

+ There is a distribution pipe under almost every road in London and
many residential roads in the Thames Valley
Gustomerpipes Customer pipes
around 18,000 km « These are around 1.5 — 2.5cm in diameter
« These are owned by customers, who are responsible for their repair

« However, Thames Water has a policy whereby they offer to fix some
types of leaks on customer pipes for free

Thames Water's responsibility and the customer's
responsibility for pipes

« When you think about the supply |
of water to your home/businesses " Teoponeick or 8 pipes

from the water treatment
works up to the Outside

what are your greatest concerns? Siop Valve which is outside

of the customers property
+ Pipes beyond that into the

® And What WOUld you Want to See customer's property are

the customer’s

QP f Pronartytoumany

Thames Water doing to address oo o2t T e ©

,? leakage in the Thames
Water area comes from

yo u r CO n Ce rn S " leaks on customer You own and replace J::Is"f__":;‘l‘;'ée We own and replace

properties




1.4 Challenges facing the network (1)

° ' ' . . Asss taa p?
What are your first Thames Water's water network is getting old! What is a burst?
When a large mains pipe breaks it has a potentially

I m p reSS | O n Of AR SUCHT .06 AR 90, SN 10 UG SO catastrophic impact, As so much water can escape at
once there is a chance of rapid flooding that could
1 1 + The average age
mains bursts in the of  Thaimge

cause danger 1o life and damage to property,
Water pipe

especially for lower level properties like basements,
| hames Water across the
whole water

cellars and underground stations.
network is 80

It can take several weeks or even months to replace
mains, which can be highly disruptive to traffic,
especially as mains tend to be located on main roads
area? years i
* In London, the

Bursts are caused by various things, including:
» Old or weak pipes

trunk main * Natural wear and tear on pipes

L] Wh at WO u | d yo u network « Sudden heavy traffic causing movement in the
averages100 ground )
years old and « Temperature and weather changes, which cause

want to see 745 o mans
Thames Water

year old
prioritise in the

future in tack”ng Currently the risks and additional disruption of a trunk mains Case Study: Mains burst in Upper Street, Islington
burst are relatively infrequent

m a I n S b u rStS | I ke - ) : At approximately 5 AM on the 5" of December The burst resulted in flooding to a depth of 2min

2016, a 36" cast iron main failed. This main was basements of properties in Islington and the
th r) £ estimated to have been laid in the 1870s evacuation of about 100 people.
ese H Inspection of the main following the event showed 088 = C e T
g it to be in very poor condition, with severe -
. corrosion. - —_
Angel Islington flooded by water

pipes or the surrounding ground to swell or shrink
+ Extreme temperature changes causing water in
pipes to freeze then thaw rapidly

 High water pressure or sudden changes in water
5 pressure

main burst
2012: A burst in Wick 2012: Regent St 2009: Tooley St 2021: Hendon (London)
Lane (London) flooded (London) closed for 2 (London), property 2 mains burst leaving
the Central underground weeks to replace a burst damage caused by a many without water and
train line main burst resulted in a £27 closing a major road for
milbon insurance clam days
+ Thames Water might expect 3 of these large bursts in any one year Figure 1 - Burst Trunk Main from

the Upper Street event

Figure 2 ~ Upper Stree! event festured in locel and
nabonal new sources



1.4 Challenges facing the network (2)

What is your first
impression of the
leakage in the
Thames Water
area”?

What would you
want to see
Thames Water
prioritise in the
future in tackling
leakage?

What

is leakage?

Leakage is lost water - that's all the treated drinking
water not making its way to customers. Most of this
water leaks from older pipes, but sometimes it's stolen
(using lllegal standpipes), and a small amount is
accounted for where we're just not as good as we
should be at understanding how much properties are
using when there's no water meter.

Leaks are caused by various things, including:

.

Currently around 23% of drinking water that is put into supply is lost

Old or weak pipes
Natural wear and tear on pipes

Sudden heavy traffic causing movement in the
ground

Temperature and weather changes, which cause
pipes or the surrounding ground to swell or shrink

Extreme temperature changes causing water in
pipes to freeze then thaw rapidly

High water pressure or sudden changes in water
pressure

~t
7

through leakage. That's about 590 Million litres of water per day,

equivalent of the amount of water used by a

Trunk main pipes account for 18%
of leakage of leakage

Distribution pipes account for 54%

most 4 million people

Customer pipes account for 28% of
leakage

Different types of leak 1. Customerleaks

28% of leakage

Thames Water encourages
customers to check for and
fix leaks

Some leaks can go un-
noticed (especially if not on a
meter)

2. Visible leaks

* 2% of leakage

« Around 16,000 fixed per year

+ Although leak flows can be
high, they are fixed quickly,
and therefore the total volume
of water lost is relatively small

3. Hidden leaks

+ 70% of leakage

« Around 30,000 of these are
detected and repaired each
year

+ These are more difficult for
Thames Water to find — various
techniques and devices are
used to detect these leaks

Leaks from our pipes

1

Thames Water has been working to reduce bursts and leaks

1. Controlling water pressure

Reducing excess waler pressure in the water pipe network reduces

the amount of water being lost through leaks and reduces the

frequency of bursts

Inthe lastyear
these efforts
have reduced

2. Active leakage control

Thames Water moritor the water network to understand where hidden
leaks are, find them and repair them

the amount of
water lost each

3. Targeted upgrading and replacing of pipes

Thames Water can upgrade pipes to reduce leakage, for example by re-
lining weak pipes

When a pipe is too damaged to be upgraded it is completely replaced by
digging up the road or in some cases by pushing a new pipe into the
ground using new methods
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1.4 Challenges facing the network (3)

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.

» Looking at this information do you think
Thames Water’s future focus should be on
improving ...

— Trunk mains
— Distribution pipes
— Both Equally
« What makes you say that?

We need to consider trunk mains and distribution pipes

separately

Trunk mains

Size
Proportion of network
Proportion of total bursts

Proportion of total leakage
(excluding customer pipes)

Implications of a burst

Summary

30— 140cm in diameter
10%
2-3%
25%

+  Potentially catastrophic impacts - risk of rapid
flooding causing danger to life and damage to
property, also many properties may lose their water
supply for some time

+  \Weeks or manths to replace mains, highly disruptive

+ Locations are main roads, adding to disruption

+ Expensive, 10 times the cost per kilometre of
distribution pipes

+ Relatively lower chance of bursting or leaking but
much higher impact — a health and safety risk

10-25cm in diameter
0%

97-098%

T5%

*  Relatively mincr impacts, some properties may
lose their water supply for a short time

+  Afew days of roadworks to repair or replace

+ Locations are minor roads, locally disruptive

+  Less expensive, a tenth of the cost per kilometre
of trunk main

+ Relatively higher chance of bursting or leaking but
lower impact — a short term irntation to locals
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1.5 Looking ahead (1)

Issues with the water network are forecast to worsen in

. . Thames Water is proposing a change in approach for its
the coming years as the pipes age further Proposing ge Inapp

water pipe network:

In the near future it is estimated that the amount of Option 1 - current situation Option 2 - plan from 2025
. . . « Controlling water pressure across the = Controlling water pressure acrass the
water pipe bursts and leaks will reach a pomt where water pipe network lo reduce the chance water pipe network to reduce the chance
) ) ) ) o ) ) ] of a leak or burst happening of a leak or burst happening
the d|Sru pt|on |nVO|Ved N f|X|ng them’ |nC|Ud|ﬂg trafﬂC + Fixing I?aksand bursts as they happen - = Fixing leaks and bursts as they happeﬁ
measures, water supply interruptions and the leakage nes. 0 meammOer RGN | T g wihthose mentied as e most
likely to burst or leak - to begin a long

itself would result in an experience for customers that term (100 year) cyce of continual
would be unacceptable, and the continued decline of =
the network.

« What 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 (2)

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) — an increased replacement of
water pipes (as well as fixing leaks and bursts when they happen and controlling water
pressure):

Support strongly

Support

Neither support nor oppose
Oppose

Oppose strongly

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

80



2.1 Introduction to trunk main challenges (1)

Yesterday we learned about Thames Water’s network of water pipes delivering
drinking water to its customers including:

« The different pipes involved — Trunk mains and Distribution pipes
« The overall challenges facing the network — ageing pipes, leakage and bursts

 How Thames Water currently manage the water network — reducing leakage
and the risk of bursts by managing water pressure

* And 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 .
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2.1 Introduction to trunk main challenges (2)

Today we are going to be focusing on Trunk Mains only (we will focus on Distribution pipes tomorrow).

PDF of slides shown to date

A reminder of how trunk mains and distribution pipes are
different

Qur focus for today Trunk mains

+ These are the largest pipes, between 30 — 140cm in diameter

« They can operate under very high pressure and carry a lot of water from
water treatment works to the distribution pipes

« They can cause a lot of disruption if they burst, including rapid flooding and
a danger to life especially for those in basement or underground locations

+ They are under almost all the main roads in London and throughout the
Thames Valley

Distribution pipes
+ These carry water from the trunk mains to customer properties
+ They are smaller than the trunk mains at around 10 — 25cm in diameter

+ There is a distribution pipe under almost every road in London and many
residential roads in the Thames Valley

A reminder of why we need to consider these different
pipes separately

Trunk mains

Size
Proportion of network
Proportion of total bursts

Proportion of total leakage
{excluding customer pipes)

Implications of a burst

Summary

30 - 140cm in diameter

10%
2-3%
250

.

.

Potentially catastrophic impacts — risk of rapid
flooding causing danger to life and damage to
property, also many properties may lose their water
supply for some time

Weeks or months to replace mains, highly disruptive
Locations are main roads, adding to disruption
Expensive, 10 times the cost per kilometre of
distribution pipes

Relatively lower chance of bursting or leaking but
much higher impact — a health and safety risk

Distribution pipes R

.

4
t |

o4

10-25cm in diameter

90%
97-98%
5%

.

Relatively minor impacts, some properties may
lose their water supply for a short time

A few days of roadworks to repair or replace
Locations are minor roads, locally disruptive
Less expensive, a tenth of the cost per kilometre
of trunk main

Relatively higher chance of bursting or leaking but
lower impact — a short term irnitation to locals
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2.2 How trunk mains are managed today

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.

« What would you like Thames Water to do in
response to this likely future increase in bursts?

Currently the risks and additional disruption of a trunk mains
burst are relatively infrequent

2012: A burst in Wick 2012: Regent St 2009: Tooley St 2021: Hendon (London)

Lane (London) flooded {London) closed for 2 (London), property 2 mains burst leaving

the Central underground weeks to replace a burst damage caused by a many without water and

train line main burst resulted in a £27 closing a major road for
million insurance claim days

+ Thames Water might expect 3 of these large bursts in any one year
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2.3 Introduction to trunk mains proposal

During 2025-2030 Thames Water would like to
take a new approach to managing the Trunk
Mains it is responsible for.

« At an overall level, and based on what you
have
heard so far, to what extent would you
support/
oppose this change in approach:

— Support strongly

— Support

— Neither support nor oppose
— Oppose

— Oppose strongly

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

Thames Water is proposing a change in approach for trunk
mains:

Option 1 - current situation

Option 2 — plan from 2025

« Areactive approach of replacing sections
of Trunk main when they burst

+ A proactive approach, beginning a
programme of replacement of Trunk
mains beginning with the mains most
likely to burst soon (as identified by
Thames Water's historical data and
future predictions)

water from bursts

gh impact but could be better planned to partner

o
* Costs— more extensive replacement than in previous years leading to an annual increase in customer bills
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3.1 Trunk main trade offs (1)

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.

Thames Water is proposing a change in approach for trunk
mains:

ion 1 - current situation

« Areactive approach of replacing sections

of Trunk main when they burst

uption — road v
— more exte

d cause significa
ement than in p

+ A proactive approach, beginning a
programme of replacement of Trunk
mains beginning with the mains most
likely to burst soon (as identified by
Thames Water's historical data and
future predictions)

anned to partner
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3.1 Trunk main trade offs (2)

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.

» 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.

— Lower chance of a burst — potentially avoiding risk to life that could be caused by flood water from bursts that
enter basements and underground areas

— Lower chance of a burst — potentially avoiding damage to homes, businesses and vehicles caused by flood water
from bursts

— Lower chance of a burst — less customers being without a water supply

— Less disruptive replacement work — 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)

— More cost efficient — a programme of planned replacement work would be cheaper than individual repairs
— Minimal chance of repeat work needed — new mains would be extremely unlikely to burst
— Reduced leakage — new pipes will reduce leakage on that section dramatically

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

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

» Are there any other benefits you can think of that would be important to you?
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3.1 Trunk main trade offs (3)

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.

» 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.

— Disruption — road works would cause significant disruption to transport and business

— Costs — more extensive replacement than in previous years leading to an annual increase
in customer bills

« Why did you pick that/those disadvantage(s)? — please write a little about each separately
« What information might make these disadvantages more relevant to you?
« Are there any other disadvantages that you can think of that would be important to you?
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3.2 lesting scenarios

« We are now going to show you 3 potential scenarios for how Thames Water might manage the Trunk
Main network during 2025-2030:

— Maintain the responsive approach to replacing mains when they burst
— Low increase in proactive replacement by replacing mains identified as most at risk of bursting
— High increase in proactive replacement by replacing mains identified as most at risk of bursting

« 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

— Favour to maintain responsive replacement when mains burst
— Favour low increase in proactive replacement of mains
— Favour higher increase in proactive replacement of mains
» Please describe why you have decided to place yourself there on the scale?
« What information might make you more likely to support a higher level of replacement?
« What information might lead you to favour a lower level of replacement?
s there anything else that you would want to know before making a decision?
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3.3 Introduction to the distribution pipe challenges

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...

A reminder of how trunk mains and distribution pipes are A reminder of why we need to consider these different pipes
different separately

Trunkmains

Trunk mains
« These are the larges! pipes, between 30 - 140cm n diameter
+ They can operate under very high pressure and carry a lot of water from

water treatment works to the distnbution pipes Sire
» They can cause a ot of disruption if they burst, including rapd floeding and Praportion of natwork
a danger to ife especially for those in basement or undarground locations Pr jonof totalbursts
. H»e, a’Fm almosl all the main roads in Lorden and throughout the Proportion of totalleakage T 5%
hames {mocduding customer pipes)
Implications of a burst +  Patentially catastrophic impacts — risk of r +  Relatively minor impacts. some properties may
flooding causing danger to life and da o loza ther water supply for 2 shorl time
Distribution pipes also many properties may lose their water |+ A few days of roadwerks. to repair or replace
for some tme * Locations are minor roads, kocally disruptive
+ These carry water from the trunk mains to customer properties +  ‘Weeks or months 1o replace maing, Nghly disruptive |+ Less expensive, a lenth of the cosl per kiometre
: ’ : : +  Locatians are main roads, adding to disruption of trunk main
They are smater than the trunk mains at around 10 - 25cm in diameter « Expensive. 10 times the cost par klomaire of
+ There s a distribution pipe under almast every road in London and many distribution pipes
residential roads in the Thames Valley Summary « Ralativelylower chance of bursting o lesking but +  Relatively higher chance of bursting or leaking but
much higher impact - a health and safety sk |orwer impact - a short term irritation to locals
21 ]
Ageing distribution pipes lead to leakage, disruption and Proposed new distribution
low pressure pipes

Plan to replace pipes for whole streets/areas
at once, including the pipework right up to
property boundares

This may allow previously unmetered
properties 1o have a water meter installed

« This will include replacement of lead pipes in
areas with Victorian buildings

Pipes made of the latest, toughest materials
that should last another 80 years

+ Leaks and bursts reduced to zero for the
area that has received the new pipes

A programme of replacement work planned
to start around London where the oldest
pipes are located

Some other areas with old pipework, like
Reading in Berkshire, have already had

o= pipework replaced like this

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



4.1 Outlining current approach to distribution pipes (1)

Yesterday we learned about some of the issues
facing the network of distribution pipes. This comes
down to essentially one factor — age. Let's remind
ourselves of some key facts:

Thames Water has been working to reduce leakage. ..

1. Controlling water pressure

Reducing excess water pressure in the water pipe network reduces
the amount of water being lost through leaks and reduces the
frequency of bursts

» 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

In the last year
these efforts

2. Active leakage control
have reduced

Thames Water monitor the water network to understand where hidden
leaks are, find them and repair them

the amount of
water lost each

day by 5%

« 8,500 bursts a year — each leading to a few days
of disruption to local communities

3. Targeted upgrading and replacing of pipes

Thames Water can upgrade pipes to reduce leakage, for example by re-
lining weak pipes

» Accounts for 75% of leakage from pipes for which
Thames Water is responsible

When a pipe is too damaged to be upgraded it is completely replaced by
digging up the road or in some cases by pushing a new pipe into the
ground using new methods

*  “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
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4.1 Outlining current approach to distribution pipes (2)

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

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

Very good
Quite good
Average
Quite poor
Very poor

*  Why do you say that?

« What would you want to see Thames Water prioritise in the future in maintaining the network of
distribution pipes?
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4.2 Introduction to the distribution pipe proposal

During 2025-2030 Thames Water would like to
take a new approach to maintaining the
Distribution pipes it is responsible for.

« At an overall level, and based on what you
have heard so far, to what extent would you
support/oppose this change in approach:

— Support strongly

— Support

— Neither support nor oppose
— Oppose

— Oppose strongly

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

Thames Water is proposing a change in approach for
distribution pipes:....

Option 1 - current situation Option 2 — plan from 2025

= Controlling water pressure across the water pipe Controlling water pressure across the water pipe
network to reduce the chance of a leak or burst network to reduce the chance of a leak or burst
happening happening
= Fixing leaks and bursts as they happen = Fixing leaks and bursts as they happen
= Replacing a limited number of additional pipes = Increase the rate of replacing water pipes — starting
with those identified as the most likely to burst or

leak - to begin a long term (100 year+) cycle of
continual renewal

Potential benefits:

Lowering the chance of a leak or burst, essentially to zero, so less water wasted and less chance of customers being
without water

» Somewhat less disruptive work — pipe replacement work could be better planned to partner with other service providers
(for example gas or telephone)

* More cost efficient — a programme of planned replacement work would be cheaper than individual repairs

= Minimal chance of repeat repairs needed — new pipes extremely unlikely to leak or burst

* Reduced leakage — new pipes will reduce leakage on that section dramatically

» Improved pressure — properties in higher up locations or at the top of buildings are less likely to suffer low water pressure

Potential disadvantages:

=  Disruption — 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

» Costs —mare extensive replacement than in previous years leading fo an annual increase fo customers' bills

28
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4.3 Distribution pipes tradeoff (1)

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.

» 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.

— Lowering the chance of a leak or burst, essentially to zero, so less water wasted and less chance of
customers being without water

— Somewhat less disruptive work — pipe replacement work could be better planned to partner with other
service providers (for example gas or telephone)

— More cost efficient — a programme of planned replacement work would be cheaper than individual repairs
— Minimal chance of repeat work needed — new pipes extremely unlikely to leak or burst
— Reduced leakage — new pipes will reduce leakage on that section dramatically

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

« Why did you pick that/those benefit(s)? — please write a little about each separately
« What information might make these benefits more relevant to you?
« Are there any other benefits that you can think of that would be important to you?
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4.3 Distribution pipes tradeoff (2)

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.

» 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.

— Disruption — 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

— Costs — more extensive replacement than in previous years leading to an annual increase to
customers' bills

« Why did you pick that/those disadvantage(s)? — please write a little about each separately
« What information might make these disadvantages more relevant to you?
* Are there any other disadvantages that you can think of that would be important to you?
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4.4 Testing scenarios

We are now going to show you 3 potential scenarios for how Thames Water might manage the
Distribution pipe network during 2025-2030:

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

— Low increase in proactive replacement by replacing pipes identified in areas with more leaks
and bursts

— High increase in proactive replacement by replacing pipes identified in areas with more leaks
and bursts

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

— Favour to maintain responsive replacement when pipes leak or burst
— Favour low increase in proactive replacement of pipes
— Favour high increase in proactive replacement of pipes
Please describe why you have decided to place yourself there on the scale?
What information might make you more likely to support a higher level of replacement?
What information might lead you to favour a lower level of replacement?
What else might you want to know before making a decision?
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4.5 Wider context and final thoughts

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.

» 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.

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

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

— Replacing large sections of aging water pipework in London, rather than fixing individual leaks as they happen
— Helping customers with lead pipes on their properties to replace those, to eliminate the risk of lead being in their water supplies
— Increasing the capacity of the sewer network to prevent sewer overflows into homes and businesses

— 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

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

— 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

» 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
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1.1 Welcome

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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1.1 Welcome (cont'd)

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.

« What one word comes to mind first when you think about Thames Water’s role in removing and treating sewage and
wastewater?

« What do you think they do well in this role?
* How would you want to see them improve in this role?
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1.2 An introduction to the wastewater network

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.

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

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:

« 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)

« 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

« 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:
» Are there any specific challenges in the wastewater network that you are aware of at present? What are they? 10



1.3 Introduction to sewers and how they work

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.

Some facts about the sewerage/wastewater network: An example of separate sewers: Sewage treatment works
« Thames Water's sewerage network consists of 68,000 * Asareminder, In most Cases, sewage ’ i;x::atﬁlimiﬁ.ﬁ ::::xlena to the point at
miles of s, 351 sewage treatment works, 4,780 and surface water are transported by separate &

which it is safe to return to rivers and waterways

pipes o sewers
. sey

ng stations and 1.2 million manholes

+ An examples of separate sewers can be

« This network handies both:
seen here:

+ Sewage (or foul’) wate \
bathrooms, kitcl
contains bacter

« Sewage water is transported directly to
a sewage treatment works

* Surface water flows into storm drains
and eventually back to rivers and
waterways

etwork are very old and have been in
operation since the 1800s.

« Inmore than 95% of cases, sewage and surface water
are transported by separate pipes/sewers.

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

« When you think about the removal of sewage and wastewater from your property, do you have any
particular concerns?

« 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?

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



1

4 Challenges facing the network

Sewers can flood for a number of reasons, and this can result in some very unpleasant incidents, in particular the
following:

+ Repairs can aiso be very expensive for customers or

« Se floodiny bee ely dis!

Surface water flooding

4

their insurance comparnies. If claiming on insurance,
premiums are likely to increase and may make it more
difficult to get insurance in the future. It may be more
difficult to sel the property in the future.

S e extremely dis
impacted by it. It may impact health and wellbeing. S
for reasons

environmental condition.

For each:

Have you heard of or experienced any issues like this?
How did it affect you?

What are your first impression of the problems that can be caused by sewer flooding?
How seriously do you think Thames Water should be taking these incidents?

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’?

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

» s there anything in the video that you were not aware of?

» 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.

Storm overflows

« As well as the overflows we've aiready described from
combined sewers, excess surface rainwater can
sometimes cause overflows at sewage treatment works
and sewage pumping stations.

« During particularly heavy rainfall the capacity of sewers,
sewage freal works and pumping stations can
become overwhelmed and sewage diluted with surface
rainwater occasionally spills over into rivers or onto roads ‘
and public spaces. e

« In some circumstances such overflows, or ‘spills', are " Thames Water fined £4 million after 30

] permitted , where excess surface rainwater has hour of g
entered the system.
« Spills are not legally permitted where they are caused by Thames Water has now accrued £32.4m in fines since 2017
sewer blockages, damaged or collapsed sewers or for 11 cases of water pollution.

malfunctions at pumping stations or treatment works.
Thames Water has been fined in the past when this has
occurred.

+ Nationally sewage spills due to storm overflows account

for 4% of the reasons why rivers are not in good
environmental condition* (Agricutture is the largest reason)

. oo b A e vt Agmocy

» Does any of this information surprise you?

Sewer blockages

« Sewer blockages occur when customers put the

« Fats, oils and greases harden in the sewer when
« This means that sewage can no longer pass

« It can then back up into or near the home,

« Blockages are the most common causes of

wrong things down sink drains (such as fats, oils
and grease) or flush the wrong things down
toilets (such as wet wipes, nappies, sanitary
products).

they cool down and other items can gather and
create blockages.

through the sewer (or it passes through at a
much slower rate).

coming up drains, plugholes and toilets

sewer flooding,

Groundwater infiltration

« Groundwater infiltration is when water that is
in the ground naturally (known as the water
table) can either rise up after rainfall and
overflow into sewers, or force its way into the
sewers through cracks and joins in the pipe.

= The chances of this happening increases
during heavy rainfall.

« This means that the sewer capacity is
reduced so sewers can carry less sewage
during heavy rainfall.

« This sometimes leads to sewage spills into
rivers and sewage floods onto public land.

» 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?

+ Inundation happens where a river floods

+ Manholes are not water-tight because they

Sewer inundation

and the flood water covers an area where
Thames Water have manhole covers to
access their sewers. These manhole covers
are not water-tight so river water can get

in. At peak flow of a river flood a single
manhole can let in the equivalent of 200
homes’ wastewater.

need to provide an escape for the build up
of dangerous corrosive gases in the sewer
pipes.

Sewer misconnections

= Misconnections are where properties have
been built and the drainage from roofs,
gutters, patios and gardens have been
illegalty or mistakenly connected to the
sewer system instead of the surface water
(rainwater) system.

+ This means that rainfall runoff goes directly
into the sewer and this can reduce the
sewers capacity to carry sewage.

* Itis estimated that one home with
misconnected drain pipes can add the
equivalent of an additional 100 homes’
wastewater to the sewer system

« Itis estimated that there are a large number
of such misconnections in the Thames
Water region, meaning that sewer capacity
is considerably reduced during rainfall.



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

Outline of objectives of the discussion guide

Waste headroom

What are customer’s attitudes towards sewer flooding?

How well do they understand the difference between sewer flooding and other sources of flooding e.g. river
Highway etc. should we differentiate?

Is there support for upgrading the sewer network capacity to reduce the number of households and businesses
at risk of sewer flooding?

Is there support for the methods we'll use for achieving this?
Green engineering vs grey solutions



2.1 Solutions and tackling the issues

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.

Tackling sewer flooding and spills: challenges Reducing sewer flooding in customer properties

= Progress in tackling sewer flooding is measured by the risk or likelihood of a property experiencing a

« There are a number of approaches that Thames Water can take lo reduce the risk of sewer sewer flood

floading and spills.
9 P + Last year approximately 150 properties experienced sewer flooding in the Thames Water area, out

« Thames Water needs to prioritise what actions they can take (one of the reasons for consulting of 6 million properties there
customers in this research). - 7 ) ) = However around 1,500 properties across the region are in an area where heavy rainfall could put
+ There are costs involved in the selutions available, and spending needs to be spread them at risk of sewer flooding inside their property.

carefully so as not to have too big an impact on customer bills. Th Wat iming to end all flooding i rties by 2050 h
4 . « Thames Water are aiming to end all sewer ing to properties , s0 over the coming years
’ L:i;%?i‘etgg'ggger:'fscﬁS:ﬁ:z: z:%sycsotﬂhrﬁ;r;%ggl ::fﬁr::gg;?nﬁgllﬁ:.ﬁd;:g: (Ziaclly they plan to make improvements to the sewer network so that fewer and fewer properties experience
described yesterday) ! ' sewer flooding. However the work required to make this improvement could have an impact on
. customer bills.
« The maintenance and replacement of sewers involves digging up roads, which causes
disruption and traffic issues, meaning that only a certain number can be tackled at a time. ‘
+ For sewer blockages caused by customers, Thames Water only has limited control over future, for e,.xamp\e . . .
what customers put down their sinks and tollets, for example there is a communications * A certain amount of money could be spent in 2025-2030 to give 50 at-risk properties a
campaign called ‘Bin It Don't Block It'. SIGNIFICANT reduction in the risk of sewer flooding
+ The same amount of money could be spent in 2025-2030 to give 150 at-risk properties a
SOMEWHAT reduced risk of sewer flooding.

» Another factor to bear in mind is the level of protection that various improvements can bring in the near

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.

« Considering this information, what do you think Thames Water’s approach should be? Which of these should
they focus on?

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

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

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



2.2 Solutions and tackling the issues

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).

Options to make progress on sewer flooding: 2025-2030*

Properties at risk of sewer flooding after heavy rainfall

Standard of Improvement in risk of Number of at-risk
protection from sewer | sewer flooding properties protected
flooding for these per £100 million
properties invested overall

*As part of the overall plan to eliminate
all sewer ﬂoodmg by 2050

Solutions Impact on household
customer’s annual bills

Medium protection Almost halving the 150 homes ‘Green’ solutions (see  Potentially no (or very
chance of sewer flooding examples below) low) impact on bills
in any one year

High protection Almost eliminating any 50 homes A mix of ‘Grey’ and Potentially a small

‘Green’ solutions (see
examples below)

impact on bills (around
£1 extra per year)

chance of sewer flooding
in any one year

Green solutions are ‘natural’ solutions that could absorb surface
rainwater, preventing it from entering sewers. For example:

* Increasing porous paving and green spaces in built up areas
* Increased reed beds and vegetation by rivers

+ A good long-term solution
+ No carbon emissions

- May take time to be beneficial after being first built / planted
- Smaller capacity to hold excess rain (compared to ‘grey
‘solutions)

Grey solutions are artificial constructions, giving extra capacity in
the wastewater network, so large volumes of sewage and surface
rainwater can be held. For example:

= Building new or larger sewer pipes

» Building new or larger storm tanks at treatment works

+ Quick to build

+ Large capacity to hold excess sewage and rainwater

- Not a goed long term selution

- Carbon emissions produced from building work

21



2.2 Solutions and tackling the issues (contd.)

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

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

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

» |s there anything else that you would want to know before making a decision?



Outline of objectives of the discussion guide

River spills

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

What are customers’ attitudes to our ambition to reducing our river spills?

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

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 ¢.18,000 separate occasions.
have more lasting impact on the river wellbeing.

Are there any circumstances where river spills would be acceptable?
Are opinions different among those who live closer to or use rivers?

Duration of spill can in some instances



3.1Use of rivers, lakes and canals

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.

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

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

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

— It could be for walks, fishing or other water activities such as swimming, canoeing, kayaking or paddleboarding
— Please tell us about your activities and how important they are to you

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

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

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’ — 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:

« What are your first reactions to the information that you
have read here? Does anything surprise you?

« What other information would you want to know in thinking
about how Thames Water should be tackling this issue?

« As well as the overflows we've already described from

= During particularly heavy rainfall the capacity of sewers,

= Spills are not legally permitted where they are caused by

- Nationally sewage spills due to storm overflows account

Storm overflows

combined sewers, excess surface rainwater can
sometimes cause overflows at sewage treatment works
and sewage pumping stations.

sewage treatment works and pumping stations can
become overwhelmed and sewage diluted with surface g
rainwater occasionally spills over into rivers or onto roads Z

and public spaces. 25 Press release

« In some circumstances such overflows, or ‘spills’, are Thames Water fined £4 million after 30

legally permitted , where excess surface rainwater has hour waterfall of sewage discharge
entered the system.

Thames Water has now accrued £32.4m in fines since 2017
sewer blockages, damaged or collapsed sewers or for 11 cases of water pollution.

malfunctions at pumping stations or treatment works.
Thames Water has been fined in the past when this has
occurred. fos

Published 19 November 2021

for 4% of the reasons why rivers are not in good

environmental condition* (Agriculture is the largest reason) ~ *Source: The Environment Agency, September 2021
(taken from Water UK's 215 Century Rivers report) 23

Some more detail on a storm overflow or ‘sewage spill’
What is a storm overflow, also known as a ‘sewage spill’

= Any discharge of untreated or partially treated sewage into the environment from an overflow point, such
as sewage treatment works, sewage pumping stations or permitted sewer overflows.

L 73 | s /8 57
Dollis Brook CSO, Barnet Newman'’s Lane SPS Mr&w Fairford STW Storm Overflow ,

Why do we have these overflows?

« The wastewater network is designed to cope with most, but not all flows of sewage.
= When the network is overloaded, typically after heavy rainfall* it is better for sewage (diluted with excess
rainwater) to overflow into rivers than to flood properties.

- Overflows also occur as a result of sewer blockages, collapses or other problems such as errors or
breakdowns in the sewage treatment works or pumping stations.

*As mentioned on day 1, over loading can be from misconnected drain pipes, groundwater infiltration, floodwater inundation through
manholes or combined sewers reaching their capacity



3.2 Background on river spills

What are your reactions to the information that you have read
here? Does anything surprise you?

In your view are there any circumstances in which sewage spills
into rivers, lakes and canals should be permitted?

What are your reactions to the information that you have read
here?

What is your reaction to the number of spills in 2020 and
20217 Is it more or less than you expected?

What is your view of Thames Water’'s ambition to ‘eliminate all
spills by 2050™?

What is your view on the speed at which Thames Water plans
to reduce spills?

The impact of sewage spills

« Storm sewage overflows are normally heavily diluted by excess
rainwater and usually rivers are flowing quickly and strongly after high
rainfall, so the impact on the environment can be limited.

« But.... overflows can still cause harm to wildlife or river and water
users, and if there are no screens or grills to trap solids (where
overflows enter rivers) then there can be unsightly visual impacts.

- Nationally sewage spills from storm overflows are responsible for 4%
of the reasons why rivers are not in good environmental condition.
The rest is from other sources such as agriculture and industry, and
the run-off of water from dry land carrying pollution into the water.

= The increase in popularity in recent years of wild and cold-water
swimming has brought the issue more into the public view.
Are sewage spills legal?

« Spills are legal if sewage treatment works are already working to full
capacity when additional rainfall enters the system.

= Thames Water is committed to reducing the number of spills, including
those classed as legal.

*Source: The Environment Agency, September 2021 (taken from Water UK's 21# Century Rivers report)

How often does sewage spill into rivers in
the Thames Water region?
Some statistics. ..

= In 2020, Thames Water spilled approximately:
= 18,000 times from 470 overflow locations..
- ..for a period of 200,000 hours

= 2021 datais still being processed, but is expected to be
approximately 21,000 spills

= This is related to rainfall — wet years will have more spills
Thames Water's Vision for 2050

= “We want to eliminate all spills by 2050, focusing on addressing those
at highest risk of causing harm first.”




3.3 Thames Water's plans for reducing the number of sewage spills

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.

« What are your reactions to this information?
* |s there anything that surprises you or that you wish to comment on?

Tunnel, a major sewer project in
London, significantly increasing
sewer capacity and hence
reducing spills into the river
Thames.

¢ Increasing treatment capacity at

several sewage treatment works.

+ Enlarging storm tanks at some

sewage treatment works (to store
sewage and rainwater in the
event of heavy rainfall).

* Fixing operational issues such as

faults and ways of working at
sewage treatment works.

+ Reducing groundwater infiltration

by re-lining some older sewers.

* Improving data and monitoring

about spills.

2025 to 2030

» Targetis to achieve a large
reduction in sewage spills (this
customer research will help

determine how much) by 2030.

This could be achieved through:

» Major work to reduce
groundwater infiltration by
improving sewer pipes

= Creating more capacity for
sewers and storage tanks to
cope with heavy rainfall

« Finding and correcting
misconnected drain pipes in
properties

= Also the ‘green” and ‘grey’
solutions to sewer flooding that
we discussed yesterday

What Thames Water is doing to reduce sewage spills:

« Completing the Thames Tideway

« Target is to achieve zero sewage

spills by 2050 from the sewage
network (except the Thames
Tideway Tunnel, although spills
from this would still be very low)

This could be achieved through:

= Further work to reduce

groundwater infiltration by
improving sewer pipes

= Further capacity for sewers and

storage tanks to cope with heavy
rainfall

« Finding and correcting more

misconnected drain pipes in
properties

= Further ‘green’ and ‘grey’

solutions to sewer flooding that
we discussed yesterday
27

« What is your view of Thames Water aiming to reduce spills by 50% by 20307 Is this right, too much or not enough? |s 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).



3.3 Thames Water's plans for reducing the number of

« 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?

« Why did you choose that option?

« 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.

* Do you feel Thames Water should aim to reduce these types of
sewage spill, as well as the type of sewage spill that cause
environmental harm?

« What are the reasons for the answer you have given?

sewage spills

Options for reducing sewage spills between 2025 and 2030

Option 1: Option 2: Option 3: Option 4:

25% less sewage spills | 50% less sewage spills | 75% less sewage spills | 100% less sewage
into rivers (reduced by a | into rivers (reduced by | into rivers (reduced by | spills into rivers
quarter) half) three quarters) (reduced to NO spills)

Likely type and Finding and correcting Finding and correcting Finding and correcting Finding and correcting

scale of solution to 250 misconnected drain 500 misconnected drain 750 misconnected drain 1000 misconnected drain

reduce sewage pipes in properties pipes in properties pipes in properties pipes in properties

spills Reducing groundwater Reducing groundwater Reducing groundwater Reducing groundwater
infiltration by improving infiltration by impreving infiltration by improving infiltration by improving
100 sewer pipes 200 sewer pipes 300 sewer pipes 400 sewer pipes

Creating more capacity in Creating more capacity in Creating more capacity in
sewers, treatments works sewers, treatments works sewers, treatments works

and storm tanks at 130 and storm tanks at 200 and storm tanks at 270
locations locations locations
Additional annual cost £1.80 £4.50 £7.30 £10.90

per household bill

28



3.3 Thames Water's plans for reducing the number of sewage spills

Finally for today, we've been talking about Thames Water’s plans for 2025-2030 to improve sewer flooding and sewage spills.
They have ambitious targets for the longer term too, looking ahead to 2050 they aim to:

* End all sewer flooding in homes, gardens and businesses

« 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 impacted beyond 2030.

« 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 and environmental targets?

Thanks for all of your input today. We'll see you tomorrow for the final set of questions about river swimming and water
quality.



Outline of objectives of the discussion guide

Bathing water

What are customers’ attitudes towards swimming in rivers (in the Thames Water area)?
Which waterways have they/anyone they know swam in, or want to swim in?

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?

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



4.1 Swimming and water quality

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.

* Do you or any member of your family and friends ever go swimming in rivers, lakes and canals in the Thames Water area?
« Ifyes, how often do you or your friends and family do this and where do you go to swim?
— Is there anything you or your friends and family particularly enjoy or don’t enjoy about this?

» 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?

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



4.2 Background on swimming and water quality

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.

The UK Bathing Water
Regulations

- Swimming water quality in the Thames Water region

= There are currently six officially designated bathing water
areas in the Thames Water region (shown here).

- Since the 1970s, rules have been put in = Thames Water does not impact any of these as they are not

i i Latest
Ela?t?wientgo\p?:{g?gam public health and clean connected .to rivers where sewage tr’eatlment t.akes.s place. Bathing water area =l
- Elsewhere in the Thames Water area ‘wild’ swimming occurs  Fresham Great Pond Excellent
+» In 2006 the rules were updated and both informally and with organised groups, typically in larger Cotswold Country Park and
simplified, requiring each bathing water rivers and lakes. Beach ry Excellent
area to be assessed for at least two forms ) o ) €acl : xcellen
of bacteria that can be dangerous to . Thege areas are not mc_)mlo_red.f_or bacter_\a Ilk_e ofﬁcwal The Serpentine - Hyde Park Sufficient
swimmers. bathing waters and their suitability for swimming is Hampstead Heath - Mixed Pond Good

unknown. Hampstead Heath - Ladies' Pond  Excellent

= Some swimming and environmental groups are asking for Hampstead Heath - Mens' Pond Excellent
profiles. These contain information on the certain stretches of river or lake to become formally
} . - . 4 . . ) designated as bathing waters, for example at Port Meadow
kind of pollution that affects the quality of i - h ; .
the watgr and are a risk to swim%ers’y k dha wTTENSL ..u.:~ e B e AETEEM in Oxford (more details coming up).
health. - Wastewater that enters rivers - both treated water and
. ’ untreated sewage spills - will increase bacteria levels in
L{;Ltjecrapr:(?ft_ﬁg P;rtehgnsgﬁgg?!ﬁ:faalgféh‘irr]]g rivers, potentially increasing health risk for swimmers.

Hyde Park, London. oL WL wetiio Yoiesa LWL

= The public are informed about bathing
water quality through bathing water

siEE

(X1
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« 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?

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

» For those of you that swim, does this information make any difference to your likelihood to continue doing so?
« What action do you think Thames Water should be taking with this information in mind? 11



4.3 Improving the quality of rivers, lakes and canals for swimming

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).

« Thames Water aims to stop the 1,300+ annual sewage spills

= In 2020 5,000+ local people signed a petition, and Oxford

« In 2021 the Oxford Rivers Project was launched, including:

« ltis anticipated that this Oxford stretch of the river Thames

Improving swimming water quality, an example

into the river Thames where it runs through Oxford

City Council then voted unanimously in favour of:
« A designated bathing water area in Oxford
+ Real-time alerts of raw sewage discharges nearby
« Upgrades to nearby sewage treatment works

» Water quality testing for bacteria by ‘citizen scientists’

» Real-time public alerts of sewage spills from 6 Thames
Water locations in the area

« Bathing water status application started
« Surveys of river use

will be given designated bathing water status in the next few
years, although it may take several years after designation
for the river water quality to consistently achieve the
minimum standards.

32

Investing in designated ‘bathing water’ stretches of river

Thames Water are already planning for real-time data to be published
for all their sewage spill overflows - enabling nearby swimmers to check
when rivers may have increased health risk.

Steps required to reach bathing water status for safer swimming:
» Reduce the amount of bacteria entering the water from the sewerage
system:
= Improve nearby sewage treatment works and the sewer network £
so that sewage spills are reduced (as we discussed yesterday)
« Installing bacteria-reducing treatment at sewage treatment
works, such as ultraviolet light disinfection

» Working with farmers and land managers to reduce bacteria that
enters rivers from other sources

Each stretch of designated bathing water is estimated to cost £30
million, which is about 15p on each household customer bill per year

« Thames Water could aim for one designated bathing stretch of river
by 2030, and then several more in the future, with a similar impact to
customer bills — about 15p per year per household customer bill, for
each stretch 33



4.3 Improving the quality of rivers, lakes and canals for swimming (contd’)

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?

« Strongly support this

« Somewhat support this

« Somewhat oppose this

« Strongly oppose this

Please explain the reason for the answer that you have given

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

« 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 20507

« How many, if any, stretches of designated bathing water should Thames Water aim for from 2030 to 20507
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Day 1.1 - Introduction

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 (contd.)

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

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

« What do you think they do well in this role?
* How would you want to see them improve in this role?



Day 1.2 — About this process

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:

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

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

« 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 1.3 — Importance of the natural environment

First of all, we'd like to talk about your feelings towards the natural environment, and how you use it.

« How important is the natural environment to you personally? By which we mean access to green spaces and water?
« What bodies of water (rivers, lakes or canals) would you say are closest to you?
« How often do you visit each of these rivers, lakes or canals and for what purpose?
» It could be for walks, fishing or other activities such as swimming, canoeing, kayaking or watching wildlife
« Please tell us about your activities and how important they are to you
« How important is to you that these bodies of water are well maintained and provide a safe habitat for wildlife?

« Would you say you have specific knowledge/interest in these issues or do you just have broader general
concerns about them?

+ |f specific knowledge/interest, please tell us about this

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

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



Day 1.4 — Awareness of the sources of clean water

We'd now like to discuss the sources of clean water that are supplied to domestic customers and businesses for drinking
and other uses

« 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?

» Please tell us about the various sources that you are aware of that Thames Water uses to provide clean water
» Are you aware of any specific issues or challenges with the supply of clean water to homes and businesses?
« Are you aware of any specific issues or challenges in relation to the sources from which this water is obtained?



Day 1.5 — About the water cycle

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.
» Are there any questions about what you have just read?
« Which parts of this were new information to you?

« 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?

« 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?

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

Returning water
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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 — rivers and
groundwater - for
treatment




A more detailed picture of this part of the water cycle

Water is abstracted from rivers and groundwater, treated and then piped to customers homes and businesses as
the public drinking water supply
Groundwater

« Rainfall filters into the ground and S
tops up groundwater 6 & b b

« Groundwater is stored naturally in
layers of rocks that can hold water,
these are called aquifers

« Groundwater is abstracted by water
companies by using 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



Where does Thames Water take water from to supply homes
and businesses with drinking water?
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What are the environmental impacts of taking water from rivers and
groundwater aquifers?

« Taking water from rivers, or from the aquifers that feed rivers and streams, can have a
serious impact on both the natural environment and wildlife.

» The flow of a river can be significantly reduced, especially in drier and hotter parts of the
year

« Fish and other creatures and plants that depend on rivers and streams may struggle to
thrive and survive in lower flowing water

» People who visit rivers for recreation, sport and leisure may be impacted, for
example people fishing may have a poor experience

* In the UK only around 15% of rivers are considered to be in good health*. Good health
means the flow and quality of the water is good, supporting plants, fish and other animals

« The Environment Agency monitors the health of the river and where there are concerns it
will work closely with organisations such as Thames Water to reduce the amount of water
taken, or agree what can be done to lessen the impacts

(Note — river health related to pollution is also addressed by the Environment Agency and
Thames Water, but we're not focusing on that in this particular research)

Experts monitor data on the They consider if the If negative impacts are

health of rivers and abstraction of water impacts identified then they consider
groundwater plants or wildlife what actions are needed

132
* Environment Agency 2020



Day 2.1 — Monitoring and regulation

Welcome to day two and thanks for all of your input yesterday.

You can download of the information from yesterday here _if you want to remind yourself about the water cycle, where
Thames Water abstracts (takes) water from and what the environmental impact of this are.

« Did any of the information you received yesterday surprise you in any way?
« What and why?

We now want to tell you a little more about where Thames Water are allowed to take water from to supply homes and
businesses.

« At this point, and having learnt what we’ve shown you so far, do you feel Thames Water should be looking to reduce
the amount of water abstracted from rivers or not?

* Do you feel you have enough information to have an opinion on this? Is there anything else you would wish to know in
answering this question?



Day 2.2 — Thames Water's progress to date in reducing abstractions

We'd now like to show you what Thames Water have done about reducing water abstraction so far.
« What are your thoughts about Thames Water’s progress on reducing abstraction so far?

Now we're going to show you a case study of the impact Thames Water have had on the River Kennet and what
improvements have been made.

As you have seen from the case study of the River Kennet, taking action to reduce abstraction and protect rivers and
chalk streams has a cost, can take some time to implement and the construction work involved will have had an impact
on the environment itself. There would’ve been a small impact on all customer bills to fund such a project too.

« To what extent would you say you support or oppose Thames Water spending money to reduce abstraction and
protect rivers and chalk streams in this way?

» Support strongly

» Support

« Neither support nor oppose

 QOppose

*  Oppose strongly
What do you think are the benefits (if any) of spending money to reduce abstraction to protect rivers and chalk streams?
« And what are the drawbacks (if any) of spending money to reduce abstraction to protect rivers and chalk streams?

« Should the environmental impact of (for example) the construction of a new water pipeline (to ensure all areas still
have a drinking water supply) be taken into account when considering whether you support or oppose a project that
would reduce abstraction? 13



Day 2.3 — Thames Water's Environmental Destination and rational for going beyond
WINEP legislation

Here's some information on what Thames Water is planning to do in the future, to reduce abstraction further.

In terms of the impact that Thames Water’s plans will have on customer’s annual 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 that might also impact the bill — so as
well as reducing water abstraction to protect chalk streams and other rivers, there may be other actions to ensure a
reliable water & wastewater service.

So, considering the information about Thames Water’s plans in response to the Environment Agency’s requirements to
reduce abstraction in the next five years — do you think Thames Water should:

1. Aim to reduce abstraction in all of the areas in their plan by 2025

2. Aim for smaller reductions to start with so that all reductions in their plan are done by 2030 instead
3. Neither — they should reduce abstraction even more or in more places

4. Neither — they should not reduce abstraction

Please give reasons for your answer.

» Considering this information, what do you think Thames Water should do in response to the Environment Agency’s
requirements to reduce abstraction in the longer term, from 2030 onwards?

« Should abstraction be reduced further? Why/why not?

Note — the question above should have included the dates 2025-2030 (instead if 2025) and 2030-2035 (instead of 2030) — as per the slide that
was viewed in association with this question (see slide 64)



The amount of water that can be taken from the environment is controlled

The Environment Agency issues licences to water companies, and other water abstractors such as farms and
businesses, which set out how much water can be taken from specific water sources.

Thames Water has:
* 190 river and groundwater sources
« 350 groundwater boreholes
* 16 river abstractions
« All river abstractions depend on groundwater
» Each licence specifies:
« Source of the abstraction
« Volume of water allowed to be taken (by hour, day, year)

* In some cases, whether abstraction must stop or reduce
when flows are low

*  Expiry date (licences need to be renewed every few years)

« Obeying the licence is important — if more water is taken than
allowed then this could damage the environment as well as
result in prosecution and fines




Chalk streams/rivers are a rare and important habitat

Some of the places that Thames Water is allowed to abstract water are near rare types of river called chalk
streams/rivers

They are a source of very clean water from underground chalk aquifers and springs

They are a valuable and important habitat for sensitive species of animals and plants, such as mayflies,
dragonflies, trout and stream water-crowfoot

They are of high value for culture and recreation, for example fishing

“[Chalk streams] are a haven for iconic species
like the otter and kingfisher, which is why we
work to protect them.

But a combination of population growth, a
spiralling increase in water use and
pollution have put huge pressure on our rivers
and streams.”

WWF




Chalk streams/rivers are a globally rare habitat

* There are only 200 chalk streams in the world,
85% of which are found in southern England.

- Many of those in England are assessed (by
the Environment Agency) to be in poor/bad
condition.

« There can be many reasons for this, such as
the flow, water quality, and man-made
changes to rivers and streams by various
organisations for various reasons.

- Water abstraction from chalk streams that are
already in moderate to poor condition can
damage them further.
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Thames Water has already reduced its abstractions from
vulnerable rivers and streams

Thames Water has worked with the Environment Agency to reduce the amount of water it takes from the
environment:

« Abstraction from chalk streams has been reduced by 80% since 1997, which is around 100 million litres a day
that is not taken from chalk streams now — (that’s about 40 Olympic swimming pool’'s worth, or about 4% of all
water supplied for drinking water)

« A range of investigations have been undertaken to understand the impacts on the environment

« QOther actions have been implemented to improve the environment — for examples changes to a river's flow
which has improved conditions for fish, wildlife and plants (example below):

Before: Straight over-widened During: Adding riffles (sections of
river channel leading to low shallow faster flowing water with a gravel
speed of water flow bed and deeper pool sections) - a good
S ) habitat for fish and other wildlife

After: River channel fully
narrowed, with pool riffles
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Case study: the River Kennet - how Thames Water could act to protect
rivers and chalk streams from too much abstraction

« The River Kennet (in Berkshire/Wiltshire) is one
of England’s most important chalk rivers. It is
around 45 miles long. It is designated as a Site
of Special Scientific Interest due to some rare
fish, wildlife and plants that live there

« Thames Water previously had a licence to take
up to 13 million litres every day (5 Olympic
swimming pools) from the aquifer at Axford in
the Upper Kennet, and abstracted another 3
million litres per day at nearby Ogbourne

* The flow in the river was sometimes running
very low, with potential for impacts on the fish,
wildlife and plants in it, as well as those who use
the river

« Thames Water abstract a total of 80 million litres
per day across the whole of the Kennet
catchment, although much of this is near the
bottom of the river in Reading and Newbury

1 0 1 2 Kilometers
o = o ——|
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Case study: the River Kennet - how Thames Water could act to protect
rivers and chalk streams from too much abstraction

In 2010 Thames Water agreed to reduce its water abstraction to protect the River Kennet and one of its tributaries
the River Og

To enable this, a 10 mile pipeline was constructed from a reservoir in north Swindon, to another reservoir in south-
east Swindon

This made sure that there was an alternative water supply for customers in that area, transporting water between
reservoirs instead of taking groundwater from the catchments of the Kennet and Og

The cost was £30 million, and it took 4 years to develop and build

The Rivers Kennet and Og have benefited from these changes — a better flow, improving the conditions for fish,
animals and plants




Protecting the natural environment - the next 5 years

« Over the next 5 years the Environment Agency requires each water company to reduce the amount of water
abstracted - to help improve rivers and streams.

* Inresponse Thames Water plans to make reductions at the following water sources, which are all near vulnerable
streams or rivers. These reductions will go ahead in 2025-2030 if the Environment Agency agrees.

New Gauge, near Ware Bradfield, between Netley Mill, near Epsom, South-West of

London - 14 million litres
per day

in Hertfordshire - 60 Reading and Newbury - Guildford —1.2 million to
million litres per day 2.3 million litres per day 4.5 million litres per day

2.5 million litres = 1 Olympic swimming pool worth of water

« Thames Water will need to compensate for the water that these abstractions would have provided, so it may need
to invest in new water sources and build new pipelines to transfer water from elsewhere, to ensure customers still
receive a reliable water supply. The solutions needed will depend on the volume of water and where it is.

The cost of making all of these reductions and building alternative water sources before 2030 would have an impact
on customer bills of up to £5.00 extra per year, per household from 2025-2030

Alternatively smaller reductions could be made up to 2030, and the rest completed in 2026-2035. Doing this would
reduce the impact on customer bills up to £2.50 per year, per household, from 2025 to 2030 14




Protecting the natural environment - the longer term

The Environment Agency has asked Thames Water to develop a plan to consider what other abstractions
should be stopped or reduced to protect the environment in the longer term (beyond 2030)

This will help our environment cope with changes to the climate (such as lower rainfall and warmer
temperatures that could otherwise add further problems for low flowing rivers)

There is also increasing pressure from environmental groups to do more to protect rivers and chalk streams

To decide how much more abstraction can be stopped, Thames Water needs to consider:

-Which abstractions should be reduced or stopped, taking account of what is known now about the environmental benefit
that would be achieved

-What needs to be done to make the change, for example developing alternative sources of water* and pipelines to move
water to where it's needed (to supply drinking water) — which may have other environmental impacts due to the
construction needed

-What the actions will cost as these will be passed onto customers as a bill increase

*Alternative sources of water supply can take years to build:
* A new reservoir = 15 years

* A water re-use plant = 7 years

* A pipeline to connect reservoirs = 4 years



Day 3.1 — Thames Water proposals for reducing abstractions

Welcome to the final day of activities and thanks for all of your input yesterday.

You can download all of the information from the last two days here _if you want to remind yourself about everything we
have told you so far. You may want to refer to it when we ask you for your thoughts on what Thames Water should do
going forward.

Thames Water has proposed a number of options to reduce abstraction even further in the future. All of these go further
than would be required by current legislation, but as we showed you yesterday, the Environment Agency are suggesting
that Thames Water aim to reduce abstraction as much as possible in the longer term.

We would like your views, as a customer, on what you think Thames Water should do.

Different options will have different impacts on customer bills, as well as other impacts, for example, if Thames Water
builds a pipeline to divert water from another source, there will be other environmental impacts as a result, such as the
need for construction, energy and carbon emissions to build the pipeline and then to pump water around.



Day 3.1 — Thames Water proposals for reducing abstractions (contd,)

In terms of the impact of these options on annual customer bills — as a reminder, 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 that might also impact the bill — so as
well as reducing water abstraction to protect chalk streams and other rivers, there may be other actions to ensure a
reliable water & wastewater service.

Which of the three options (if any) would you prefer Thames Water to aim for, in terms of reducing water abstraction from
rivers and streams in the long term?

Low reduction
Medium reduction

w =

High reduction
4. None
« Why did you choose that option?
« What information was most important to you in making that decision?



Day 3.2 — Certainty over environmental impact

Due to a number of factors it is not always possible for Thames Water or the Environment Agency to predict the
environmental benefits that can be gained by reducing abstraction or making other improvements to rivers — for instance,
it can be difficult to detect whether reducing abstraction has resulted in more water being in a river, because river flows
vary a lot depending on whether, when or how much it has rained. Also abstraction changes can be quite small relative to
the overall flow in a river and any changes could occur slowly over a long period of time.

If Thames Water was planning a project to reduce water abstraction (for example building a pipeline to divert water from
another source), before they committed to this how certain do you think they should be that this project would result in an
environmental benefit for the chalk stream or river?

1. They should just be a little bit certain there will be an environmental benefit
They should be guite certain there will be an environmental benefit

2
3. They should be completely certain there will be an environmental benefit
4

It doesn’'t matter, they should continue with the project to reduce abstraction even if there was no proven
environmental benefit

* Please tell us why you gave that answer



Thames Water has developed 3 options for reducing abstraction in the
longer term (from 2030 to 2060)

Reduction in the volume of water abstracted (in millions of Timespan — the volume of | Estimated extra

litres per day) reduced abstraction, how on customer
The higher the reduction = the water that is bills per
* Increase in potential benefits to rivers and streams, fish, wildlife, not abstracted adds up over | household per
plants and recreation the years (in millions of year to achieve
* Increase in construction and carbon emissions building new water litres per day) the reduction
sources and potential harm to wider environment
110 m|II|gn litres per day | 288 2030-35 £5
Lo (a reduction of ~ 5% compared to current abstraction) goo
ducti « 8 sources in Kent, London & Herts 188 - m B 2036-40: £11
reauction 9 sources in Thames Valley v
2035 2040 2050 2060 By 2060: £17
230 milliqn litres per day | 288 2030-35: £10
Medium (a reduction of ~ 10% compared to current abstraction) 388
ducti « 11 sources in Kent, London and Herts 10w W l I 2036-40: £14
reauction 14 sources in Thames Valley .
2035 2040 2050 2060 By 2060: £24
535 millon lires per day | 400 2030-35: £12
High (a reduction of ~ 20% compared to current abstraction) 300
eduction 18 sources in Kent, London & Herts o0 - l 2036-40: £20
31 sources in Thames Valley 0 14
2035 2040 2050 2060 By 2060: £60 5




Day 3.3 — Wrap up and overall prioritisation

Thanks for all your input on this, it has been interesting seeing everybody’s comments coming through. Alongside the issues around
abstraction 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.

Please look at this list of the main extra initiatives that Thames Water could undertake between 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.

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 basements and
underground stations)

Replacing large sections of aging water pipework in London, rather than fixing individual leaks as they happen
Helping customers with lead pipes on their properties to replace those, to eliminate the risk of lead being in their water supplies
Increasing the capacity of the sewer network to prevent sewer overflows into homes and businesses

S L T

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

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

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

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.
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Welcome

Welcome!

Over the next few days, we want to share some information on the issue of lead water supply pipes in customer properties.
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 oppose 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 how they tackle the issue of lead pipes in the
water 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 in the removal of lead pipes from
the water network. If you have any questions about this, please don't hesitate to drop us a line.



Day 1: 1.1What you think about lead pipes

Welcome to your first activity

The first thing we want to talk about is lead pipes and what these mean to you.

So please answer the following:

Are you aware whether you have lead pipes either supplying water to your home or inside your home (or business
property)?

If you have lead pipes, are you aware if there are any issues replacing them?

If you found out you had lead pipes in your property, what would you do? Would you try to arrange to have them replaced
or not?

Do you know who is responsible for the water pipes in your property and leading into your property? If you don’'t know,
please have a guess.

Are you aware of any concern around lead pipes, whether in your own property or in other properties? If so, please
describe the issues.

Have you read or heard anything related to public health around lead pipes?

What expectations do you have from Thames Water regarding replacing lead pipes that lead into or are inside properties?
How much, if any, assistance do you think they would give to properties with lead pipes?



1.2 Information about lead pipes
We are now going to show you some materials with background on:

* Why lead pipes are in the water network and the health risks

* The extent of lead pipes in the water network at present and an overview of the responsibility of pipe maintenance/

replacement

* (Thames Water plans to replace all lead pipes that fall within their remit, more details on this coming soon)

Please read the slides and tell us:

How do you feel after reading these details on lead pipes in the water
network?

What are the key points you remember from reading this?
Do you have any questions or concerns after reading this?

Has reading these materials changed your views on lead pipes at all? Are you
more or less concerned about lead pipes, or are your views the same as
before you read these details?

How important or unimportant do you feel it is to replace lead pipes?

What are your expectations of Thames Water around replacing lead pipes? Do
you feel they have any responsibility to help with lead pipes on customer
properties, which are outside of their remit? If so, what would you expect them
to do?

Are you aware of anything specific Thames Water is doing about lead pipes in
your area?

* Thames Water has been helping

ey =
v
to replace their lead pipes, even though
this is not Thames Water’s responsibility You own and replace a\’ Lo
* Thames Water could help other

Lead in drinking water and the health risks

+ Lead pipes and lead connections were
commonly used in the water network,
especially within houses, schools and other
properties, up until the 1970s

« Traces of lead can escape from lead pipes
and enter the water supply

* Public Health England (and other similar
organisations) say that no level of lead in
drinking water could be considered
completely safe

» Consuming lead can impact on brain
development in babies and young children

» Lead may also harm the kidneys and may
contribute to high blood pressure and has also
been linked to cancer

There are currently around 1.2 million lead pipes in Thames Water's water
network (pipes they own) and a similar amount in customer properties

the pipes that deli
image here shows

+ Thames Water have been and wil

continue with replacing its own lead

pipes, but the issues of lead in water

could still be present if lead pipes in lnsde R
customer properties are not replaced

too

schools that were built before the 1970s

customers to replace their lead pipes



1.3 Current thinking about lead pipes from regulatory bodies and an overview of the
challenges in replacing lead pipes

Thanks for that. We'd now like to give you an overview on the challenges around replacing lead
pipes into the future.

Based on what you have read so far, how do you feel about the present situation regarding
replacing lead pipes? Why?

What do you think about the European Union Drinking Water directive? Is it important to
meet those standards or not? Why?

Should Thames Water wait for the European Union Drinking Water directive to be agreed
before planning to increase lead pipe replacement, or should they start making plans to
increase from 2025 anyway?

Do you have any questions or concerns after reading this information?

So that this Drinking Water Directive is met, meaning more lead pipes need to be replaced,
would you find it acceptable if there was a small increase to your annual water bill between
2025-30 (and beyond, to continue the work to replace all lead pipes)?

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 lead pipes 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).

Please explain your answer

Based on everything you have read today, have you learned anything you didn’t know
about lead pipes before? Has your opinion changed at all about this issue?

Lead pipes and regulation: It is likely that the UK will adopt European Union
Drinking Water Directive amendments

What is the European Union Directive and what are these amendments?

« The European Union Directive sets out requirements for the quality of drinking water

* The amended Directive means the legally allowed level of lead in water will be

What does the new Directive mean for the UK? —
¢ Alllead pipes in the UK water network will have to be replaced by 2080 - those that

*a millionth of a gram)

supplies across Europe. The provision of clean water is a public health priority - a
key aim of the European Union. This Directive applies to the UK (despite its exit from
the European Union)

EU RULES
IKING WATER

moved from 10 micrograms* per litre down to 5 micrograms* per litre. This
measurement is based on water coming out of a tap

water companies own and those that customers own

« Water companies will be expected to minimise any risks of lead getting into water

until all lead pipes can be replaced

« Water companies will have to significantly increase the rate they are replacing lead

pipes from their networks to ensure all lead pipes are replaced by 2080

Sour

020/1 1/02165520/Drinking Wat Jity-in England:-and Wales-as-the UK exits-from the E.

enhiml

Thames Water's rate of replacing lead pipes lags behind the 2080 target
Other methods of protecting from lead are not sustainable in the long run

The current rate of lead pipe replacement needs to increase significantly to meet the new regulations

- Thames Water currently replaces 10,000 of its lead pipes every year, so it would take 120 years to replace
all the 1.2 million lead pipes that are owned by Thames Water, so the new legislation would require Thames
Water to replace all its lead pipes in about half of that time

- Lead pipes belonging to customers would also need to be replaced

With so many lead pipes still in the network (including customers' lead pipes), Thames Water currently adds
a (harmless) chemical to water supplies which creates a protective layer inside any lead pipes that the
water comes into contact with. This layer prevents lead traces from escaping into the water

- Orthophosphoric acid is currently added to water supplies and
this forms a protective layer inside lead pipes, but this layer
needs to be regularly replaced

- There are 60-80 years left of the raw material used to produce
this chemical, and as it becomes more rare the cost of it may
increase, which could impact customer bills




Day 2:2.1 What Thames Water have done so far to replace lead pipes & your first

impressions of potential roadmaps for the future

Welcome back!

We'd now like to provide you with an overview of what Thames Water has done so far regarding lead pipes, and a brief look at
of three approaches to tackling the issue of lead pipes in the future. Please read the slides below to learn more.

How do you think Thames Water have performed in this area so far?
Has reading this altered your perceptions of Thames Water in anyway?
What are your first impressions of Thames Water’s approaches to dealing with

lead pipes

Which (if any) approach do you think Thames Water should take? Aiming to

increase replacing all lead pipes that it owns:
— from 2025 to 2050

— from 2025 to 2080, or

— starting later from 2030 to 20807

Please explain your answer

Do you think Thames Water will be able to hit either target? Why/ why not?

Do you have any unanswered questions or concerns about the two
approaches proposed, or about Thames Water’s progress to date on these?

+ Please note that this Directive has not yet been

+ Regardless of whether (or when) the Directive is adopted

Thames Water currently replace around 10,000 lead pipes from its network
each year and are considering three possible approaches to do more

+ At this rate it would take Thames Water 120 years to As a reminder, Thames Water directly replaces
il

replace all the remaining lead pipes from its network, and ""\\ fead pipes it own:
this does not include lead pipes within customers’ | explore ifyou ex S

. Water to help repla pipes in your property,
property boundaries f you have them

+ This falls short of the European Union Drinking Water

Directive (water companies must replace all lead pipes
from their networks by 2080)

implemented in the UK — it might not come into force for
another 5 to 10 years

in the UK, Thames Water wants to increase the rate it
replaces lead pipes because of the health risks, and

it wants to understand from customers what approach
should be taken

Thames Water are committed to replacing more lead pipes than they are
currently, and they could start to take one of three approaches from 2025...

Thames Water are considering one of these three approaches:

+ Replace all lead pipes by 2080 to meet the European Union Drinking Water Directive
This would increase the replacement of Thames Water's lead pipes from 10,000 to 22,000 a year from
2025 to 2080

» Replace all lead pipes by 2050 and meet the European Union Drinking Water Directive quicker
This would increase the replacement of Thames Water's lead pipes from 10,000 to 48,000 a year from
2025 to 2050

* Replace all lead pipes by 2080 but start increasing this later (in 2030) when the European Union
Drinking Water Directive may be in force

Replacement of Thames Water's lead pipes would stay at 10,000 a year from 2025-2030, but then

increase to 23,000 a year 2030 to 2080

As you will see in the next slides, all approaches require significant changes and will have an impact on
customer bills



Day 2. 2.2- Potential timeframe: replace all lead pipes by 2050. Your verdict

Please take a look at the approach to increase replacing all lead pipes that Thames Water owns between 2025 and 2050.

* How acceptable/unacceptable is this approach to you? Why?
Possible approach: replacement of all lead pipes that Thames Water owns
* How do you feel about how much can be done by 20507 by 2050, starting to increase this from 2025

Description: Increase the replacement of Thames Water's lead pipes from

* How do you feel about the bill increase, based on everything you've read? 10,000 t0 48,000 2 year from 2025 10 2050

Impact on all customer bills from 2025-30 (and until 2050): £1.68 extra per year *

As a reminder, 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, T e e
depending on things like having metered water). Also, do keep in mind that Thames Vo efpavements sndroads wilbe more nofecane

Water have other initiatives as well as lead pipes 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).

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?

Overall, considering the benefits and costs for you as a customer, would you support or oppose this plan?
1.1 strongly support the plan
2.l somewhat support the plan
3.1 somewhat oppose the plan
4.| strongly oppose the plan

Please tell us the reasons for your answer.

Is there anything Thames Water could do to make you more likely to support this?




2.3 Potential timeframe: replace all lead pipes by 2080. Your verdict

Please take a look at the approach to increase replacing all lead pipes that Thames Water owns between 2025 and 2080.

° How acceptable/unacceptable is this approaCh to yOU? Why? Possible approach: replacement of all lead pipes that Thames Water owns

by 2080, starting to i this fi 2025
«  How do you feel about how much can be done from 2030 to 20807? PR R Ve F )

Description: Increase the replacement of Thames Water's lead pipes from

* How do you feel about the bill increase, based on everything you've read? e ;
Impact on all customer bills from 2025-30 (and until 2080): 48p extra per year e

As a reminder, the average household bill for Thames Water customers was £418 in o o
2021-22 (so that amount may have been higher or lower for different customers, jg::gmp‘{‘g.mﬁ,:péZ"ﬁ&:ﬁh“;'kt';::?hmd‘“mp;‘\ catesary
depending on things like having metered water). Also, do keep in mind that Thames

Water have other initiatives as well as lead pipes 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).

« 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?

» Overall, considering the benefits and costs for you as a customer, would you support or oppose this plan?
1.1 strongly support the plan
2.1 somewhat support the plan
3. somewhat oppose the plan
4.| strongly oppose the plan
» Please tell us the reasons for your answer.
* |s there anything Thames Water could do that would make you more likely to support this?



2.4 Potential timeframe: replace all lead pipes by 2080, but starting later in 2030. Your
verdict

Please take a look at the approach to increase replacing all lead pipes that Thames Water owns between 2030 and 2080.

Possible approach: replacement of all lead pipes that Thames Water owns

* How acceptable/unacceptable is this approach to you? Why? by 2080, starting fo increase this later. from 2030
® HOW dO yOU feel abOUt hOW mUCh Can be done from 2030 tO 20807 Description: Replacement of Thames Water's lead pipes would stay at
10,000 a year from 2025 to 2030, but then increase to 23,000 a year from
«  How do you feel about the bill increase, based on everything you've read? e
Impact on all customer bills from 2025-30: No impact
As a reminder, the average household bill for Thames Water customers was £418 in impact on al customer bils rom 2030-2080: 50p extra per year
2021 '22 (SO that amount may have beeﬂ hlgher Or |OW6r for dlfferent CUStomerS, Other customer impacts in 2025-30: By starting the increased lead pipe
. . . . . . replacement later there could be more instances where the amount of lead in
depending on things like having metered water). Also, do keep in mind that Thames watr s hgher il gty when e e EU Drnking Wt
. - . . . . . Irective comes In (a lower amount of lead allowed). nowever, starting the
Water have other initiatives as well as lead pipes to tackle in the future which might increased replacemet te ight a0 mean there have boen advances
also impact the bill (for example other actions to ensure a reliable water & wastewater jess crupie

service and to protect the environment).

* s there anything unclear about this, or anything else you'd like to know that would help you make
a better-informed opinion about this?

» Overall, considering the benefits and costs for you as a customer, would you support or oppose
this plan?

1.1 strongly support the plan
2.1 somewhat support the plan
3. somewhat oppose the plan
4.1 strongly oppose the plan
* Please tell us the reasons for your answer.
* |s there anything Thames Water could do that would make you more likely to support this?



2.5 Which roadmap (if any) is best

Now that you have reviewed both approaches in depth, please let us know which you prefer.

1. Increase the replacement of Thames Water’s lead pipes from 2025 to 2050
Increase the replacement of Thames Water’s lead pipes from 2025 to 2080
Increase the replacement of Thames Water’s lead pipes from 2030 to 2080
| can’t decide

ok W

None of these, Thames Water shouldn’t increase the rate of lead pipe replacement

* Please tell us why you selected this option



2.6 Replacing lead pipes in the home and schools

As well as the water pipes that Thames Water are responsible for, they could also help replace lead pipes inside homes and schools. Even
though they are not obliged to do so, this could ensure more lead is removed from the water network by giving assistance to customers in this
way. Please read the slide below to review Thames Water’s proposal to make improvements between 2025 and 2030

« Whatis your first impressions of this proposal?

* Does it meet your eXpeCtationS, exceed them or disappoint them? Thames Water’s proposed plan to help replace lead pipes in homes and schools
* Do you think Thames Water should prioritise replacing lead pipes in schools and " Jnere ar around 3,000 schook and nurseres 1 e Thames

nurseries, homes, all or none? s curng 1553050 st crikig wter ok

100% lead free in these schools and nurseries

« Considering the benefits and likely bill impacts for customers from 2025-2030, . Thames Water could also replace lead supply Bipes (o the

would you support or oppose the plan for Thames Water to replace 3,000 o e e s &1 000

. . . . . . customer pipes during 2025-2030 (these pipes do not
drinking fountain pipes in schools and nurseries? belong to Thames Water)

Impact on all customer bills 2025-30

1.1 strongly support the plan

54p extra per year to fund replacement of 3,000 school
& nursery drinking fountain pipes
2 " | SomeWh at SU pport the pla n £1.20 per year to fund replacement of 67,000 lead
pipes to the point of entry to customer properties

3.1 somewhat oppose the plan i

4.| strongly oppose the plan
» Please give the reasons for your answer

« Considering the benefits and likely bill impacts for customers from 2025-2030, would you support or oppose the plan for Thames Water to
replace 67,000 customer supply pipes?

1.l strongly support the plan
2.1 somewhat support the plan
3.1 somewhat oppose the plan
4.| strongly oppose the plan
* Please give the reasons for your answer



Wider context and final thoughts

Thanks for all of your input on this, it's been really interesting seeing everybody’s comments coming through. Alongside the lead pipe initiatives
that you have been discussing over the past two 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 potential lead pipe 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 Thames Water to tackle should be no 1 and the least important initiative for them to tackle should be no 8.

[RANDOMISE ORDER]
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)

Replacing large sections of aging water pipework in London, rather than fixing individual leaks as they happen
Helping any customers with lead pipes on their properties to replace those, to eliminate the risk of lead being in their water supplies
Increasing the capacity of the sewer network to prevent sewer overflows into homes and businesses

S

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

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

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

» 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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