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1. Executive Summary



Executive summary: Research background

«  Thames Water commissioned Accent to undertake Acceptability and Affordability Testing research to comply with OFWAT
and CCW requirements

« This insight is based on a comprehensive qualitative exercise which tightly followed the regulatory guidance and a
quantitative study will follow

*  The research exercise comprised extensive and robust deliberation of three potential Business Plans




Executive summary: Meaningful engagement

Customers across the Thames Water region were represented and included households, micro non-
households, large non-households, customers in vulnerable situations, low-income customers,
customers on the Priority Services Register and future customers

This qualitative research exercise has followed the prescribed methodology and content including
building customer knowledge through a pre-task which educates about the industry, business Plan
process, company and Proposed Plan investment areas and performance

The time went really
quickly and the
discussions were
interesting

Deliberative roundtable discussions, facilitating strong engagement and robust dissection and rich Reading, DE

deliberation of the Proposed Plan, and one to one interviews with other key customers groups
ensured that insights are meaningful

Discussion of the Must Do Plan and Alternative Plan allowed customers to make some ( \
improvement/cost trade-offs and judge overall acceptability and affordability of the different options This was actually much
more interesting than |
thought! I've learned so
much about Thames

There was an opportunity for response via post task which was a useful to anchor to assess final

individual affordability and acceptability Water and what their
Plans are

Overall customers accepted there is a trade off in terms of the amount of information that can be NW London, AB )

shown and understood within the time and appear to make informed decisions with good knowledge \/

More context and data was often requested (historical 10-year data trends, previous levels of
investment, other elements of the Business Plan or Business as Usual activity e.qg. customer
satisfaction metrics or Priority Services Register/support for the most vulnerable). There are also
some challenges around the choice of Performance Commitments and specific metrics



Executive summary: Key insights — Overall Preference

Comparison of all three plans

_ Proposed plan Must do plan Alternative plan

Performance
Commitments

Designed to provide
some ‘numbers’ to
understand weights of

Enhancements + Nation: ironment Programme for Water
(£ per year by Ma g me t(£1| 39) « Wat
2030) - N

opinion but is indicative
and not representative
of Thames Water
customer base
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After long, interactive discussions, customers individually voted and the majority chose the Proposed Plan as their

Preferred Plan

Preference for the Proposed Plan is driven by strong support for a range of service enhancements that address
spontaneous concerns around key environmental wastewater issues relating to combined sewer overflows and river
pollution, as well as investment to address longer term water security challenges and leakage

The Proposed Plan provides some reassurance that Thames Water will proactively invest to future proof core

infrastructure and ensure longer term network resilience

This narrative fits with the intergenerational discussion where the majority of customers preferred short term investment

proposals that recognise the urgency and need to invest now




Executive summary: Key Insights — Acceptability
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Designed to provide
some ‘numbers’ to
understand weights of

opinion but is indicative
and not representative
of Thames Water
customer base

Each plan was reviewed and discussed independently for acceptability and
affordability before overall comparisons and preferences were made

Three quarters of Thames Water customers found the Proposed Plan acceptable
which was significantly higher than the Must Do Plan or the Alternative Plan

All the plans address the spontaneous environmental priorities (addressing
combined sewer overflows, river pollution, protecting wildlife and improving
leakage) which was good

However, the Proposed Plan felt more proactive, ambitious and was seen to
deliver MORE THAN just what'’s required

It was environmentally friendly, good for future generations and focused on
the right things

It shows Thames Water voluntarily improving the sewer network and focusing
on nature-based solutions that are seen as innovative

The proactivity provided some reassurance that Thames Water is focused on
the long term and fits with the two thirds of customers who favour quicker bill
increases to spread investment costs across generations



Executive summary: Key Insights — Affordability

Affordability of the Plans
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The proportion and distribution of affordability levels is similar across the different
plans which is driven by the limited cost differential between the plans by 2030
(£17 difference between Proposed Plan and Must Do Plan)

Just under half of all customers found the Proposed Plan, which would see the
average Household bill rise by £242 by 2030, affordable partly because the water
bills are relatively low, it's a vital service and because investment to future proof
the network is felt to be crucial

Around 1 in 3 would find the Proposed Plan bill increase difficult to afford due to
the general cost of living crisis, concerns over rising inflation or high water usage.
This is especially true of the lower income and financially vulnerable customers

Compared with the baseline pre-task, more stated this Proposed Plan bill would
be fairly or very difficult to afford and want to know whether there will be bill caps
to protect low income and ‘just about managing’ customers who would be
adversely affected by the proposed bill increases

Approximately one quarter of all customers state they would find the bill change
neither easy or difficult to afford. This is not a simple measure of affordability and
some customers claimed they could afford it but felt that investment should come
out of Thames Water profits or cost efficiencies. Others found it too difficult to
predict future income levels



Executive Summary: Considerations for the Proposed Pan

« Although the majority favour the Proposed Plan and three quarters feel it is acceptable, there are areas for consideration
including where it was felt the Performance Commitments were not ambitious enough. For example, leakage and river
pollution targets. However, no associated bill impact was discussed

PERFORMANCE COMMITMENTS

Leakage Supply Interruptions Water Quality Sewage In and Pollution
Sewage Out
Importance High importance Medium importance Medium importance High importance High importance

Response to Target _ Okay/about right Okay/about right Targets going in the right direction _

* In terms of the service enhancements, there were questions over the validity of the basement flooding service enhancement
given that the benefit was seen as quite niche. It was felt that the investment could be moved elsewhere for universal benefit

SERVICE ENHANCEMENTS

National Environment  Water Resources National Environment Reliable Supply Rare heavy Basement Flooding
Programme Water Management Programme Wastewater C. £6 pa storms c.£2.50 pa
c.£2pa c.£12 pa c.£32 pa c. £2.50 pa
Importance High High High Medium High Low

Support Spend Support Support Support even though Medium support Support
high spend



Executive Summary: Considerations for the Proposed Plan

There are some areas that were not included in the Proposed Plan that customers would want to be included:

Customer-service-related initiatives including:

Enhanced communications

Water efficiency measures - saving education/devices, real time smart meter monitoring
Protection of the most vulnerable customers

Water filters/softeners

Innovation including:
|deas to deal with flooding at source and divert water out of sewers
More nature-based solutions

Collaboration including:
Farmers for river pollution

Developers to drive water recycling innovation,

Reassurance including:
Stronger sense of urgency to reassure customers of future proofing network e.g. start building vs only planning to build a reservoir

10



2. Research Background



Research objectives

® All water and wastewater companies are required
to test the acceptability and affordability of their
Business Plans with their customers before
submitting their Plans for the upcoming Price
Review (PR24) in October 2023

B To ensure a standardised approach is used
across the industry, Ofwat and CC Water (CCW)
have produced guidance on how this research
should be undertaken

M This guidance has been designed to facilitate
consistency and comparability between
companies (e.g. question language,
methodologies, approach taken to inflation, the
degree to which participants are informed, clarity
on least cost vs. proposed options, inclusion of
vulnerabilities, different futures)

of(at cCwW

T vt Pt b Lt
R

Guidance for water companies: testing customers’
views of the acceptability and affordability of PR24
business plans
Version 1.1
Revised 1603 23

Overall Objective:

The research was commissioned to explore customer
responses to the Proposed, Must Do and Alternative
Business Plans and decide which Plan (or adaptation) will go
forward to be tested in the quantitative work

All research followed the guidelines from OFWAT/CCW and
was overseen by the Independent Challenge Group

(note that Thames Water’s Independent Challenge Group is
know as the Customer Challenge Group)

12



Business Plans tested

Thames Water has produced three potential Business Plans for the 2025-2030 Price Review period to be
tested in line with the OFWAT and CCW guidance

The Plans do not include everything that Thames Water propose to do but, in line with the OFWAT and CCW
guidance, they cover proposed targets against six key Performance Commitments and six Service

Enhancements that represent the areas where there will be the most investment and where customers will
have a point of view

AMERATENSINTY - BT B0 B LA -
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Comprehensive research methodology

5 x 4 V4 hour face to face deliberative events with household, non-household, future and low-income customers

16 large non-household online depths, 16 online depths with customers in vulnerable situations

* Review of prescribed content (inc. industry structure, regulatory framework, company information, proposed
Business Plan)

* Questions to ensure a baseline check of affordability of their water bill The time went really

quickly and the
discussions were
interesting

) ) ) Reading, DE
« Contextual issues/baseline views g

* Proposed Plan dissected to understand acceptability

/ This was actually much\

* Must Do and Alternative Plans allows improvement/cost , ;
trade-offs and judge overall acceptability and affordability of t;”;:;é’:f% ees/t(’e';gr,sggns é
the different options much about Thames
Water and what their
Plans are
- Tailored post task including personalised bill impacts Designed to provide some \Nﬁondon, AB
numbers’ to understand
- Affordability and acceptability of each plan weights of opinion but is
indicative and not
 Trust and intergenerational fairness representative of Thames

Water customer base

14



Research locations and sample framework

In line with the OFAT and CCW guidance, under the joint procurement option, Thames Water worked in
collaboration with Affinity Water in Slough and Watford and tested a joint plan that included Thames Water's

wastewater plan and Affinity Water's water plan

Water/Waste Date Undertaken

NW London Materials covered Thames full 250 April
Business Plan for water and .

Hammersmith wastewater 26" April

Reading 34 May

Slough Materials covered Thames 4 May & 16t May
wastewater plan and Affinity

Watford Water’s water plan 11 May

Depth interviews (Zoom/Teams) As appropriate 26" April to 23 May

15



Research locations and sample framework

Minimum guotas were exceeded across the sub-groups

Diversity of social grade, income, age and ethnicity were all adhered to

Household Non-household Non-household Customers in
(incl Social (Micro - Less than (Large 10 or more vulnerable
Tariff) 10 employees) employees) situations (PSR)

Thames Dual 73 (31) 18 12 10 3
Thames Affinity 63 (33) 10 8 10 5
Total Achieved 136 (64) 28 20 20 8
Guidance Min. 64 (8) 16 8 8 8

Household customers (including PSR/vulnerable situations) were recruited from Thames Water customer lists
using email and phone. Future and non-household customers were free-found by door-to-door and phone

recruitment by Roots Recruitment. .



Pre-task and group materials

All materials were designed in line with the OFWAT and CCW guidance, comprehensively cognitively tested
and reviewed by Thames Water's Customer Challenge Group

Company information Regulatory information Performance information Business Plan information
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Face to Face event structure

Robust roundtable discussions during each breakout session moderated by a team of experts

B 4pm-4.15pm — Meet, Greet, Seat; Session Introduction

M 4.15pm-5.15pm — Session 1 (Warm-up, Recap, Long Term Context, Temperature Check)
B 5.15pm-5.45pm — Comfort/Tea/Coffee/Sandwiches

M 5.45pm-7.00pm — Session 2 (‘Proposed Plan’)

B 7.00pm-7.15pm — Tea/coffee break

B 7.15pm-8.15pm — Session 3 (‘Must Do’ and ‘Alternative’)

B 8.15pm-8.30pm — Final plenary session (Post task)

Online depth interviews (Customers in vulnerable situations and larger non-household) comprised a

shortened discussion guide in line with the guidance
18



. Research challenges and
reflections




Observation of research challenges

Customers appear to make informed decisions with good knowledge BUT prescribed methodology does
pose some challenges that need to be documented and reviewed at an industry level

1.

Information provided was enough to cause curiosity but not quite enough to provide a holistic picture of
Thames Water’s proposals and investment Plans for 2025-2030

Customers were keen to see other elements of the Business Plan e.g. Priority Services Register/support for
the most vulnerable or Business as Usual investment e.g. pipework programme

. There was a lack of understanding as to why the six particular Performance Commitments were chosen as

they were not necessarily the ones that customers wanted to know about e.g. customer satisfaction was
missing
Specifically, more context and data was often requested to make sense of Performance Commitments and
Service Enhancements

* historical 10-year data trends or last two Business Plans

» previous levels of investment and funding sources

Regulator prescribed engagement and ‘Must Do’ content causes customers to question whether their
opinions matter

6. Target setting, variation in targets and Outcome Delivery Incentives rewards and penalties are all challenged

/. Concerns over why bill payers have to pay for investments — better cost efficiencies/lower salaries

20



Observation of research challenges

Customers ask a range of questions during the research sessions to make sense of the Business Planning
process




4. Contextual factors impac

response to the
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Fieldwork undertaken in April/May 2023

At the time of the fieldwork, inflation headlines were dominant and the water industry was getting significant
negative coverage - lots of customers had heard the combined sewer overflows/pollution stories. But still strong
focus on energy companies and high food price hikes

FURGFE BCGHGMY

UK inflation hits 41-year high of 111%
as food and energy prices continue to

soar Source: https://www.cnbc.com/2022/11/16/uk-inflation-hits-new-41-year-
high-as-food-and-energy-prices-continue-to-soar.html

The reguistor is seeking powers 10 block the payment of dividends If
water companies fall 10 tackie sewage and other lsues requiring
Investment

Source: https://inews.co.uk/news/ofwat-seeks-new-
powers-to-force-water-companies-to-clean-up-rivers-
by-blocking-billions-in-investors-payouts-
2203369#:~:text=The%20water%20industry%20reg
ulator%200fwat,environment%20improvements%2C
%20i%20can%20reveal.

Failures of regulators, water companies and
Government leaving public and environment
in the mire

22 March 2023

Under investmaent, insuffickent government strategy, ond inodequets co-ordination hos resulted in o
feilure to “trect woter with the core and importonce it deserves”, woens committes,

Source: https://committees.parliament.uk/committee/517/industry-and-
regulators-committee/news/194330/failures-of-reqgulators-water-
companies-and-government-leaving-public-and-environment-in-the-mire/

Grocery price inflation hits a record

16.7% high leaving cash-strapped

families facing an extra £788 on their

annual food shopping bill
13

+ Food prices b L four wnks
+ Analyuts row Sear pearon-pesr grocery bl will soar by simost D300 in 2033
+ B coman smid warnings tha UK will ba the only 67 sconamy ko sbip becksards

Source: https://www.dailymail.co.uk/news/article-11695785/UK-

shoppers-hit-staggering-788-rise-grocery-bills.html

BEE o

B e P e e G .

Work to replace 70 miles of leaky
water pipes begins

Ataglance

o Thames Witer i replacing M0 mdes of loak

Source: https://www.bbc.co.uk/news/articles/c5149y50ydno

Thames Water ordered to fix leaks
before pumping millions of litres from
rivers

Ervirosment Agency Lells supplicr 8o rethiak phans 1o tackle
drosghts bry pumplag wates [roem Thames and Severn

Source:
https://www.theguardian.com/environme
nt/2023/mar/28/thames-water-ordered-
to-fix-leaks-before-pumping-millions-of-
litres-from-rivers
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Spotlight on customers in vulnerable situations

Lots of overlap in vulnerabilities. For example, those with physical health issues sometimes had underlying
mental health needs and these tended to cause financial pressure (not being able to work, etc)

Physical health issues Mental health issues
Osteoarthritis Depression
Restricted mobility General anxiety disorder
Hearing issues Psychotic/manic episodes
Diabetes Daily medication
Arthritis/restricted movement Borderline personality disorder
Autism (family members)
KThe house is generally damp but | canh Financial issues / \
Water il s oy b 1 spencl a1 serr Manage part time work Weter s by fra bt lese impact e
and I'm lucky if | have enough money to Unemployment benefit '
get milk as my salary has increased by Receipt of benefits Customers in vulnerable situations
about 1% in the last 10 years Working tax credit \ j

\ Customers in vulnerable situations J

Important to understand that not all customers in vulnerable situations are financially struggling — some
older customers retried early in sound financial position, some have young children but are financially
secure and some have sought help to ensure bills are manageable



Customers in vulnerable situations case study

35, single mum of 4 children living in Camden borough

‘I wish theyd try and support ‘Need better promotion of all this at support
costs...debt is mounting up’ groups and community centres’




Spotlight on non-household customers

In line with the OFWAT and CCW guidance, a range of non-household customers were included — micros
(Under 10 staff) and large (10 staff and over) with varying reliance on water

Everyday reliance Medium/heavy reliance

Media Construction
Accountant Restaurant
Interior design Hotel and catering
Clock repair Al business
Music studio Recreation (open water swimming)
Property/Estate Agents Cab company (washing cars)
Computer repair Community centre (water activities)
Construction Washing/ironing business
First aid studio Day nursery/education
Retail Teaching
Photography studio Beauty/Hair
Logistics/distribution Health and well being

Water usage = Water usage =

Office use, tea/coffee, flushing toilets, washing hands, Office use, tea/coffee/canteen, recreation, water

cleaning, health and safety activities, washing cars, mixing cement



Non-household challenges

Non-household customers outline a number of key challenges; cost is overriding concern (especially for micro
businesses) which leads to some reluctance for bill increases and focus on survival and short-term business
planning

e Lower sales e Recruitment of staff * Health and safety regulation
e Low customer confidence e Rebuilding/building * Increased insurance
. _ Client/Customer base _ .
e Rising material costs * Environmental policies
. . _ e Client retention ) _
e Rising bills/utilities  Electric vehicles

e Low customer footfall (Covid

e Rising inflation
g hangover/working at home)

e Increased rent
e Rising cost of fuel
e Rising cost of food

Consistently feel that water is cheaper than gas/electric but express a desire for more proactivity and
incentives from Thames Water showing how non-household customers can save water and save money

27



Non-household customers — SMEs vs. large businesses

SMEs were inclined to choose the "‘Proposed’ plan more than larger businesses.

Although they had a few gripes about the affordability of the plan in the long run, they felt that it was the best option for
the environment/climate.

Larger businesses preferred the "Must do'/'Alternative’ plans.

Whilst they agree that the '‘Proposed’ plan was more acceptable, the reasons for choosing the "Must do’ plan was purely
from a financial point of view. Large businesses are still in covid recovery mode and therefore have to think longer picture
about the affordability of the plan and the ‘Alternative’ plan felt like a better middle ground between the "‘Proposed’ and
‘Must do’, as “...you're doing a bit more and looks like better value"

28



Spotlight on future customers

Range of future customers who were service users not bill payers

Type of service user Overall observations

« Students » Future customers are distant from Thames Water

« Young working adults « Unconscious usage

« Living at home « Views are in line with ‘service users’ perspective

« Sharing flats/houses * No relationship or bill communication

 Contributing to bills « Growing up with technology has fuelled and enabled hyper present tense

mindset and behaviours
* Engage at the last minute
» Life is about being in the moment
« Struggle to engage with immediate future
* Impossible to project to 2030-50

Water industry needs to find a more meaningful way to engage with future customers — need to consider
longitudinal studies that track water/environmental media attitudes and behaviours

29



Pre-task provided some background and new information

Generally, customers know little about Thames Water. However, some hold strong views on privatisation with
a perception that this has had a negative impact on historical investment due to high dividends/bonuses

For most, the pre-task information provided ‘'new news’ on the regulatory framework, company scale and a
snapshot of performance on some measures

Breakdown of Involved process of
lndus.try water/wastewater water and
Specific companies and how wastewater

the splits are decided operations

Regulatory process of 5-
year Business Plan cycle,
targeting and
penalties/rewards that
impact customer bills and
different agencies involved

Common targets for
vastly different Water
Companies
(topography,
demography)

Company size/ Performance argets
operations

Bill breakdown Investment plans

Shocked/alarmed by

Where customer money Scale of the plans and
e consultation process

Shareholders have not
received dividend/payout

Thames Water is ‘vast’ sewage flooding
Company e.g. no. of sewage
Specific plants, high number of : :
River pollution and

customers Plans to improve

sewerage flooding is environment

poor
Renewable energy
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Customer perspectives

Starting perceptions (positive or negative) depend on which perspective customers take

The OFWAT and CCW guidance encouraged research companies to ask customers to review the Business Plan from

different perspectives

Customers were prompted to think about these different perspectives throughout the discussions and wear ‘different hats’

Perspective taking

Society

National and local government, or; ‘ganisations an d
interest groups and environment

Citizen
People who live and work in an area served by Thames
Water

Service User
People who use Thames Water services

Bill Payer

People who pay a bill to Thames Water

Customers naturally tended to adopt these different perspectives depending

on a number of different factors:

1.

Environmental position — those with strong environmental views
spontaneously thought about Thames Water performance and their
environmental responsibilities

Personal service experience — those who had experienced problems
with Thames Water (interruptions, leakage, water quality, sewage
in/out) automatically talked about their issues as a service user and
how they had been affected

Level of altruism — some thought about other people who might have
service issues, who might not be able to afford bills, who might be in
vulnerable circumstances

View on value for money/affordability of bill - perspective changed
dependent on the baseline affordability of the water bill

Perspectives model facilitated people to identify improvements at a household and societal level
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Overview of perceptions of Thames Water

Bill payer and service user perspective = neutral-positive baseline perceptions with limited brand connection

Society perspective = largely negative baseline perceptions driven by environmental concerns

Service user

* Most are neutral-positive

« Water quality = acceptable-good
»  Service = uninterrupted, reliable

« Minority have experienced issues with
service interruptions, pressure, new
meters, etc with mixed resolution success

+ High limescale content also a concern for
some

Bill Payer

* Most are positive about Thames Water
« Vital service AND ‘Cheapest utility bill’
* Not a huge cost

*  Some customers not on a meter feel bill is
disproportionately expensive

Perspective taking

aaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaa

interest groups and environment

People who use Thames Water services

Citizen

« Low level concern for other customers e.g.
keen for older people to be looked after,
keen for Thames Water to support those
who are in financial difficulty

*  Mixed awareness of Priority Services
Register or financial support schemes
(Friends & family/referred/don’t know)

«  Those with good knowledge of financial
support schemes are positive

*  Super sewer = positive impact on London

Society
« Concerns about the environment

*  Many are upset about negative press
relating to river pollution/combined sewer
overflows

*  Spontaneous priority area and keen to see
Thames Water’s proposals
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Customer perspectives: environmental position

General shift in awareness, belief and support of environmental issues amongst majority of household customers

Short term survival focus of non-household customers means not all support bill increases to address
environmental issues

Climate believers Climate engaged Climate active
t's haopenin It's happening and | want It's happening and | am doing
ppening action something about it
«  Hearing stories/headlines * Reading stories and range of media *  Seeking out stories/information
- Personal experience = belief e.g. David Attenborough, * Initiate and support change
- Droughts last summer mainstream news, social media) « Looking to enact change in
+  Villages flooding « Climate anxiety different aspects of life e.g. solar
«  Extreme rainfall « Looking for positive change panels, water butts, reducing single
« Support positive change and £££ use plastics, local food markets

/ \ ( I'd like to think that my \ f | think as el'gompany they are a \ fl’ve fitted a water recycling thing\
grandchildren can swim in a river. shower of *17#....the wastewater (like a butt) so that the rainwater

I want no raw sewage in rivers. that has been going back into our irrigates the garden and plants.

They should not be allowed to put river.....for a company whose Thames Water should be doing
it in business is water its absolutely this

Hammersmith, AB disgraceful

\ / \ Slough, C1C2 j \ Reading, DE / \ Reading, AB /

You've only got to think about last
year and the weather we had




Customer perspectives: service user stories/examples

Majority of customers have limited/no conscious service interaction with Thames Water and feel quite neutral

 |dentified leak on customer property, * Running, decent water « Water quality e.g. hard, cloudy, taste
proactively contacted and waived fee . . issues
* No service interruptions
+  Water efficiency visit to fit shower/tap + Bad smells around treatment Plants
aerator * No blockages
* Water leaks on property boundary
- Proactive contact to inform about * Noreason to contact .
Watersure , o * Road flooding (Thames Water or
* Acceptissues with limescale council)
* Informed in advance of interruptions o .
- _ _ | didn’'t even know we had anything * Sewage flooding in the villages
* Positive water meter installation to do with them — the sewage isn't (Chalfont)
. . ' thoughts!!
«  Speedy response to social media query in my everyday thoughts
- Supportive when bill is difficult to pay Watford, AB
 Priority Services Register support —
bottled water Honestly, | don't really give them a I've had no problems with them
I've always had a positive experience. | was 2nd thought. I'm a happy and the taste is good so no need

paying the full amount and they contacted customer! to drink bottled water
me to let me know about Watersure

NW London, AB Hammersmith, C1C2
Reading, DE
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Customer perspective: level of

Me/My Business — centre of the world

I'm not sure it really matters to me
where water is being abstracted
from as long as | get it

Large non-household

| don't live in a basement flat in
London — people who do can
afford to pay when it floods

Reading, AB
* Financially focused customers .
* Many micro non-household customers here .
« Focusing on business survival .
« Concerns about raising bills to pay for others/
environment/ future .

altruism

Me/My Business — conscious of others/world

Nobody should have sewage in
their garden or homes — that
should be something that is a

shared cost

Customer in vulnerable situation

'm really behind pollution incidents A
and would support that to help the
wildlife

DE

General mindset of ‘helping others’

Concerns about the environment/ wildlife/nature
Concerns about people who can't afford bills (wanted
reassurance that support schemes are in place)
Large non-household with environmental, social and
governance strategies
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Customer perspective: Financial position and value for money

Cost of living crisis is felt across the sample to varying degrees (note this is a self assessment)

Swimming

comfortably

* Managing well

* Income stable/rising

» Unaffected by cost of living crisis
* No changes to lifestyle

» ‘Water is cheap’

Things are more expensive but it's not a
problem at the moment and I'm not
worried about 5 years time

Customer in vulnerable situation

« Just about managing

* Income stable

» Conscious of rising prices
» Stripping back on luxuries
+ Making changes to lifestyle

 ‘I've started to......

Rubber Ring

The cost of living is not going to improve
and we want to to start a family soon so

we are feeling it

Reading, AB

Drowning

reliant

DE/Low income (and some others)
Actively looking for support
Costs outstripping income

Highly conscious of rising prices
e.g. electricity, supermarket

Stripping back necessities

Food bank support

I'm lucky to have money to buy milk
today — that’s what it’s like

Customer in vulnerable situation
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Customer perspective: baseline affordability of water bill

Regardless of baseline affordability, customers keen to see investment come from Thames Water

profits/reduction in dividends

Baseline affordability of the water bill
405

35%

Viery Easy FairlyEasy  NeitherEasyor Fairby difficult  Very difficult DX
Difficult

35%
1%
30%
5%
0%

i
15%

5 1%
1%

B % %

. - -

Base: 120 (99 Household/21 Non-Household

Designed to provide some
‘numbers’ to understand
weights of opinion but is

indicative and not
representative of Thames
Water customer base

Baseline affordability of the water bill showed half felt the water bill was
very or fairly easy to afford (lower for customers in vulnerable
situations)

High value for money scores given:
« Water bill is comparatively low
* Running drinking water, 24/7
« No issues with water/sewerage
* Processes of delivery are involved (more than | thought)

Low value for money scores given:
» Water quality/issues with ‘safety’ of water

Low-income customers customers getting some support from Thames
Water
« About one third had some degree of difficulty paying the water bill
* Feel that the water bill is fairly difficult to afford
« Water meters to control/reduce £

» Water sure or ‘capped tariffs’
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Majority across sample find water bill least worrying of utilities

If's just another bill— it's the It's difﬁcultn to compare but | would rate it a 9/1Q in terms of It's more manageable than other utilities
lowest and the least of my 7/10 or reliable service and value for money. It is cheaper and it's gentler — they don’t cut you off
worries amount paid than electricity and gas prices
. Slough, DE
Hammersmith, AB Reading, non-household NW London, non-household
L. Thinas are more expensive but it’s not a /fmy water bill halved, it wouldn’t make a
I(tjs d,;ﬁ;l(CU/t to ;omp?r ebut! Water is probably the best value prgb/em at the mgment and I'm not difference - it’s a fraction of the other
on’t know why water is so i ;
che ;’p for money considering what | use worried about 5 years time bills
Slough, AB Slough, C1C2 Customers in vulnerable situations Watford, AB
\ atford,
All my bills have gone up but not water — All costs seem to have gone up In the grand scheme of all the
it's halved since | had a metgn It's good | would say low value — | think my bill has rec?nt/y. It’s lower than others but bills it's not bad
value .for money when | think about gone up 22% in the last year! I’'m not sure what | can do to
watering my plants, baths, showers reduce spend on water Customers in vulnerable
NW London, C1C2 situations
NW London, AB NW, DE
utlities its fine All the other bills have gone the moment that | think at least it's difficult to access some other areas and bills its
Large non-household up, water's gone down that's not going to sky rocket! of the support tariffs online cheapest

Watford, DE Reading, C1C2 \fdiﬂg’ DE J Rﬁal‘ford, DE J
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Response to long-term picture to 2050

Long term picture was used to frame discussion vs. providing a deep dive on different areas

Generally, feels right with emphasis on water security and environmental responsibilities

Challenges
« Broad agreement with challenges

e Old infrastructure felt to be the
biggest concern
* Needs to be fit for now and future
purpose
» Higher usage/population means long
term asset health needs to be robust

» Sense of historic underinvestment

» Surprised at the scale of Thames
Water — 50% of UK's future public
water use/2 million more people

» Climate change is recognised as a
significant problem to be
managed BUT not one that can
be controlled

FOCUS ON EXPLAINING THE LONG-TERM PICTURE TO 2050

AIMS/AMBITIONS
We think and talk about how
ieve by

@ CEES
+ Thames
around
i

an
.« 0@GHE
“Mal s

'l 9 M acce:
o inves
03X BiLLS te:
Itis expected that water bills will increase between now
and 2050

Aims/Ambitions
A. Customers

» (ood service and value are important

* Demand management and incentives important but
onus should not fall to customers

Community

« Confusing, airy and less important

* Need to focus on core elements vs. ‘fluff’
Water

» Fundamental and core purpose vs. business aim
Wastewater and Rivers

* Important

« Environmentally responsible

» Surely not all Thames Water responsibility

Energy

+ (ood to see, innovative e.g. hydro/dams and clear
purpose

What's missing - More detail on storage Plans, feasibility of new water sources like desalination Plans,
conserving water, greywater harvesting, specific solutions to educate customers on water efficiency



Response to Long-term picture to 2050

4 N O

Surely biodiversity is also the
Environment Agency’s
responsibility

NW London, AB

N NG

Customers in vulnerable situations

~

1 billion litres of extra water
needed — that sounds a lot

J

-

— you have fto save water

Hammersmith, C1C2

N

It’s like the responsibility is with us

-

_

It’s like Thames have so much to

deal with in the long term — the
number of new homes is

~

/ Yes climate change and droughts\
and population explosion so there
need to be more education and
what efficiency savings they will

N

2N

/ Particularly important to conserve Water\
with 2m more people, in a low rainfall
area, and no space to build a reservoir or
fo access aquifers, it'll be a pressure on
the infrastructure

Hammersmith, C1C2

It's a bit vague — and 2050 seems
too far away with too many
variables beyond their control

frightening make
Slough, DE VAN Reading, AB W
\ / Why are communities in there? \

/

/l would like to know more about
how we, as customers, can save
water and how they will support

that

\ Customers in vulnerable situations J

\ NW London, C1C2

~

J

Why is that a priority - just take it
out or think bigger picture e.g.
reservoirs, wildlife etc.

\ NW London, non-household j

-

It's impressive that they already
produce their own energy and
looking to improve that

Watford, DE

~

4 )

They need something more about
the environment and reducing
plastics

Hammersmith, non-household

N /

40



Spontaneous priorities — key themes

Customers identified a number of issues that they wanted Thames Water to include in next business Plan —
some are for them as ‘service users’, some focus on resilience of network and wider environmental concerns

Improving water quality through

water softeners
Limescale removal
Supply of water softeners
Water filters
Deals with 3rd parties

Water efficiency and education
Customer information
Smart meters
App devices (Octopus)
Water efficiency aids
Advice for blockages

Leakage

Burst pipes/flooding
Sewer pipework

Innovation

In-home water systems
Catchment systems
Embracing technology

Future proofing Infrastructure

Environmental
Sustainable water systems

Combined sewer overflows s
‘'sewage dumping’

Addressing river pollution

e /B
“7” Net zero emissions
Water filters to reduce bottled
water consumption
rtﬁh P

m Third party partnerships

Working with developers
Working with EA

Working with farmers/agricultural
industry

Working with industry
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Principle of phasing and intergenerational fairness

Discussions around phasing and intergenerational fairness show that, despite the current cost of living crisis,
majority of customers would rather see increase in bills sooner — this is driven largely by a sense of historic
underinvestment and need for long term resilience of supply and guaranteed infrastructure investment

Intergenerational Fairness

1%
1E%
16%
Increase in bills laber - 18%
18%

ENHH mHH mToa

Base: 173 (136 Household/37 Non Household)

Designed to provide some
‘numbers’ to understand
weights of opinion but is

indicative and not
representative of Thames
Water customer base

Rational arguments for short-term investment
 Infrastructure NEEDS investment NOW

« Overdue, essential, urgent

* Irresponsible to wait

» Unpredictability of economy |
« Fears over further increases in costs I
» Cost of borrowing likely to spiral

Increasing bills NOW relies on
l understanding that Thames Water will
I ringfence money for specific purposes,
that they will be monitored AND that
customers who are struggling with bills |
are protected with support schemes I

Emotional arguments for short-term investment
« My children

* My grandchildren

* The next generation already have issues

Future customers find this abstract and I
difficult to project

I Majority also favour an increase in bills I

sooner — however, like current l

household customers, some are |

concerned over current bills escalating |

h___________

Arguments for delaying bill increases

» Current cost of living crisis |
* Impossible to afford bill rises
» Concerns about other people who will not be able to manage
* No need for improvements — my service is good enough!

« Lack of trust in the system

* Any increases should come out of water company profits
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Principle of phasing and intergenerational fairness

Invest now

4 N

Stuff needs doing!! NOW. A LOT
needs FIXING!

Slough, AB

N /

4 A

| think from an environmental
perspective, irreparable damage
might occur in another 5 years

4 N

| don’t want to push the cart down
the road and kids have it more
difficult than ever now

Watford, DE

NW London, DE

N /

/ If you do it now it feels more \
trustworthy of what'’s going to be
done and a lot less damage in the
meantime therefore you spend
less in the long term

N /

/ We haven't got the reservoirs, \
there is all those red lines on the
graph so you've got to assume
that they will spend the money
well. It all needs doing yesterday

K Future customer /

/ I would choose Option A as you \
don’t know what is going to
happen e.g. next pandemic. You
can'’t forecast too much to do
things later down the line

K Reading, C1C2 /

/ It needs to be done now — it's /ike\
the NHS there has been huge
underfunding and if it's not fixed
there will be big problems later
and service issues

K Hammersmith, C1C2 /

\ Large non-household J

4 N

Now short term pain for long term
gain

Large non-household

Invest later

4 A

The thing is service is already good now
— I'm not having any problems and |
can't afford things now

N /

/ If we pay less now, who knows \
what'll happen. May just be easier
to pay more now and a steady
amount for years

Reading, AB

N /

//s there a half way point between O,ot/'on\
A and Option B so that people can get
back on their feet first. I'm not worried
about future generations — the future is
uncertain so we can deal with it then

K Customers in vulnerable situations /

/ We are in the worst cost of living crisis \
we've had in decades, and every single
bill is so high...there’s already so many

people on the breadline, not
coping....another bill increase.....

\Cusz‘omers in vulnerable situations /

K Customers in vulnerable situations /




5. Response to

°roposed Plan



Proposed Plan

In line with the OFWAT and CCW guidance, the Proposed Plan included six Performance Commitments
targets and six Service Enhancements that represented the key investment areas — it was part of the pre-
work and then part of a detailed discussion which gave customers more time to consider acceptability
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ENHANCEMENTS - PROPOSED BUSINESS PLAN @_@

@ LI NATIONAL ENVIRONMENT PROGRAMME FOR WATER

* Not taking too much water from rivers and the ground
* Treating water to a standard that does not harm the natural environment.
+ Reducing amount of water taken from sources that feed sensitive chalk
streams
What we will do
* Install new trunk mains to bring in water from other parts of the Thames
Water network
Target for 2025-2030:
+ Reducing the amount of water taken from sensitive sources by 80 million
litres a day

@ PY WATER RESOURCES MANAGEMENT

* Making sure there is enough water available to protect the natural
environment as well as providing a public water supply

What we will do

* Invest in new sources of water, modernise infrastructure

« Install around 1 million smart water meters, provide water efficiency visits
Target for 2025-2030:

+ Only need to introduce severe water use restrictions, such as standpipes in
the street and water rationing, on average once every 100 years.

* Reducing pollution of seas and rivers by sewage overflows
« Treating wastewater to a standard that doesn't harm the natural environment
EQ\)\“ED What we will do

* Improve and increase the capacity of sewer network, reducing the number of
sewage spills
* Improve sewage treatment processes to reduce the amount of phosphorus
entering rivers and causing problems
Target for 2025-2030:
* Reduce the number of sewage spills into rivers from each overflow pipe to 14.2
a year and reduce the amount of phosphorus entering rivers by 90%

[1  NATIONAL ENVIRONMENT PROGRAMME FOR WASTEWATER

MAKING THE WATER SUPPLY MORE RELIABLE

* Water network can experience breakdowns that mean customers have low water
pressure or no water
* Most problems are fixed in a few hours, but can sometimes last more than 2 days
What we will do
* Improve the water network to protect against interruptions of 2 days or more
+ Build more pipes around weak points on the network so water can still be moved
around
* Sharing water supplies with other companies across the south-east.
Target for 2025-2030:
* Protecting 53,195 properties from a water supply interruption of longer than 2 days

REDUCING SEWAGE FLOODING FROM RARE HEAVY RAINFALL STORMS

+ Sewer flooding in homes, gardens and businesses happen when sewers become blocked
or after heavy rainfall
* This also happens when the sewer system becomes full due to too much rainwater
What we will do
* Improve the sewer network to reduce the chance of sewage flooding
 Build nature-based solutions to slow down/stop rainwater from getting into sewers
* Reduce the number of customer ‘misconnections’ into sewers, e.g. rainwater from roofs
Target for 2025-2030:
+ Reducing the chance of 6,655 properties being flooded with sewage after rare heavy
rainfall storms with a 1 in 50 chance of happening each year.

@ (] REDUCING BASEMENT FLOODING FROM TRUNK MAINS BURSTS

* Trunk mains are the largest water pipes, which carry water from treatment works to
smaller distribution pipes

* In London, these are often under main roads or near homes

« If they burst they can flood basements and endanger lives

What we will do
* Replace trunk mains to reduce this risk of basement flooding

Target for 2025-2030:

* Replacing 16km of trunk mains that cause the biggest risk to basement properties

45



Proposed Plan — Overall acceptability

Three quarters found the Proposed Plan acceptable - significantly higher than the Must Do or Alternative plans.
Felt to be more proactive, ambitious and was seen to deliver more than just what's required.

The proactivity provided some reassurance that Thames Water are focused on the long term and fits with the two
thirds of customers who favour quicker bill increases to spread investment costs across generations

Acceptability - Proposed Plan T .___.______________________________________-;
Designedito provide some o o i Major|ty of non-household customers |
‘numbers’ to understand - . find the Proposed Plan acceptable but
we[gzt.s otf 0plnlzn bLtJt is - i focus on costs and survival means
indicative and no o | i |
R G AT . | some‘are less C,omfortable with :
Water customer base ! voluntary’ elements |
L I | e
e W% o i S
. ~ - 11 [ ax .
Top Flye Acceptabllllty reasons II I II I » ooy r
1) Environmentally friendly Complstaly Accontable Acceptable Unscceptable  Completely macceptatie o
2) Good for future generations S s
3) Focuses on the right things T T T T T T aeeis T T
4) Affordable . (136 Household//37 Non-Household) I
5) Good value for money/Doing a lot




Overview of Performance Commitments

Performance Commitments generally heading in right direction but without considering costs, there is a strong
desire to see more ambition/faster improvements for leakage, sewage and pollution

Leakage Supply Interruptions Water Quality Sewage Flooding Internal Pollution
and External

Importance

Performance

Headline

Response to Target

Keen to
understand/see

Any Segment
Differences

High importance

Performance feels
unacceptable

‘Leakage is wastage’

More ambition
wanted

Long term pipework
replacement
Smart network
More innovation

None

Medium importance

Performance feels
acceptable

‘Not happened to me —
surely people can cope’

Okay/about right

Long term pipework
replacement
Policy for those on Priority
Services Register

Higher for customers in
vulnerable situations
Higher for non-household
customers e.g. cafes,
hairdressers

Medium importance

Polarised, subjective and
personal view

‘Best in the world vs. not
safe to drink’

Okay/about right

Plans to work with filter or
softener manufacturers

Splits across segments
Some non-household
customers had concerns
about hard water

High importance

Performance feels

unacceptable
Internal — External —
‘nothing worse  ‘better out
than this even than in’

if it's not me’
Targets going in the right
direction

Proactive alerts/action
Speedy response
Customer education

None

High importance

Performance feels
unacceptable

‘Unjustifiable practice’

More ambition wanted

Long term strategy that
will eradicate this issue

Media driving this to be
important for all
Some non-household
customers are more self
focused
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L eakage performance

Leakage performance is unacceptable and there is a push for a more ambitious target

P Overall response to leakage
N Spontaneous concern about current leakage performance — it's visible ‘and aggravating’
—= - Important area to address given old infrastructure and pipework
- Leakage is wastage — cost impact, environmental impact, water security impact
Disingenuous to ask customers to preserve water usage
Not everyone understands the leakage on network/customer boundary
Leakage linked to supply interruptions/water security

I
i

S

I

L, L pm Ea
e e ——

112.0 107.1

102.3

2025-6 2026-7 2027-8 2028-9 2029-30

Number of litres per property per day
(A lower number is better)

What we will do and benefits to customers

. Continuing to find and fix leaks

. Use smart water meters to find and fix leaks

. Better manage pumps, valves and water pressure to reduce
strain across the network




L eakage performance

4 N

That’s an insane amount of water

4 N

| expected a more intricate plan to
fix as opposed to adding more

-

tfo lose

Hammersmith, C1C2

J

boots on the ground

Reading, non-household

.

)

I've seen water pouring on to the

road in Reading last year and the

pumping station took 6 weeks to
fix

-

community level

Reading, AB

~

I don’t have an issue myself but it’s
massive issues to fix at a

4 N

If you reduce the amount of leaks
then you will stop the unplanned
interruptions

Reading, C1C2

\_ )

4 N

Good to target this — especially if
I'm paying for a lot of wasted
water

Customers in vulnerable situations

Reading, DE

\_

) \_

) \_

.

Not much of a reduction —
reduction of 20% in 5 years.
Doesn’t seem like much of a

difference

Hammersmith, non-household

)

-

\_

Isn’t this caused by poor
infrastructure in the first place

Future customer

)

-

\_

| can’t believe it — it’s a waste of a
precious resource and it’s
important it’s fixed

Hammersmith, AB

4 N

| want them to aim higher — 100ml
is a lot of bathtubs of water

Customers in vulnerable situations

\_ )
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Unplanned Interruptions performance

Overall unplanned interruptions feel acceptable; measure is confusing but target improvement seems okay

Overall response to unplanned interruptions
Limited experience of unplanned interruptions
Generally felt to be important especially. for those in priority groups (new mums, elderly,

water dependent) and non-household customers who are water dependent (lost time is
money)

Linked to leakage and overall pipework
Proactive communication during an unplanned interruption is key

oA b pr—

Unplanned INTERRUPTIONS

07:04
06:28 05:52

/ 2025-8 W00ET 20278 pucrl Bl 2029-30

Ot it e o e 3 o b e 5 gy
What we will do and benefits to customers
. Better manage pumps, valves and water pressure to
reduce strain across the network
Have more staff and equipment to fix problems
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Unplanned Interruptions performance

4 N

I've got no experience of this — I'm
empathetic but | think most people
can manage for a while

Hammersmith, AB

\_ )

-

I put my citizen hat on then this is
important and if there is no
investment then it could get worse

Hammersmith, C1C2

N

~

J

4 N

It takes time to go and find and fix
broken pipes — | think extra
average time is ok

Customers in vulnerable situations

- J

~

It's honestly never happened to
me or my family

Future customer

\

-

without

Reading, AB

\_

Everyone has the right to have
water so no one should have to go

N 4

% -

I want to know whether they will
contact people — it all feels a bit
vague how they will address this

NW London, DE

N 4

)

-

.

~

It feels a bit of a postcode lottery
as some areas might be more
affected than others

NW London, AB

-

\_

~

Targets seem okay but I've never
had an interruption!

Reading, non-household

)

\_

Need to ensure that properties aren’t

without water — I'm on Priority Services
Register so they bring me bottled water

which is good

How can you mitigate against it?
Is it something Thames won’t be
able to do because of old
infrastructure

Hammersmith, non-household

Customers in vulnerable situations

)

-

Matters a lot for people with
newborns etc but its going in the
right direction

Customers in vulnerable situations

\_ )
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Water Quality performance

Response to water quality is polarised; measure is challenged but overall the small reduction is acceptable

Appearance, taste and smell of tap water
& e [ ——
| e R i L s

Sty o ey aeird e ey i e L e
I e sy e e

nnnnnnnnnn

i ggﬂ i

APPEARANCE, TASTE AND SMELL OF TAP WATER

L 006 005 005 005
_—__--"“——__
20256 2026-7 2027-8 2028-9 2029-30

Mumber of customer contacts rectived reganding incidents, per 1,000 properies.
[A howrer number is better,)

What we will do and benefits to customers

. Continue investing, to improve how we treat water and
take water from the environment

. Prevent rainwater and other sources from coming into
contact with treated drinking water

Overall response to water quality

Concerns that the current measure doesn'’t reflect customer experience

Relies on customers contacting Thames Water e.g. persistent problem, deep dissatisfaction
Polarised response — water is best in the world vs it’s not safe to drink

Some are buying bottled water, softeners, filters, mixing with squash to avoid issues with
taste/smell

Consensus that limescale content is high, annoying and ruins appliances




Water Quality performance

~

It’s quite good (current
performance) but a decade is a
long time not to change anything

Reading, DE

\_ )

-

Really do people actually call?

NW London, AB

\_

~

)

-

4 N

I get bottled water when I'm out
and we have a water filter at home

Future customer

\_ )

) 4

-

We all use a water filter or have
bottled water in the office so this
isn’t an issue for us

Large non-household

\_

~

)

~

~

| think the water is good quality —
best in the country and no need to
filter at all!

Hammersmith, C1C2

It's not a problem — this is about
the geology of where we live. First
world problem

Hammersmith, AB

It doesn’t feel like investing is
worth it — they are already doing
Ok and it's not going to change
that much

.

) \_

-

.

~

What a terrible way to measure
this — should be based on purity
and taking samples

Hammersmith, C1C2

) \_

-

I should complain about my
appliances with all that limescale

Reading, AB

\_

~

Large non-household

4 N

They are doing okay but important
they don't keep their eye off of this

Customers in vulnerable situations

- J

-

You can’t satisfy everyone — this is
about personal taste

Customers in vulnerable situations

\_

~

)
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Sewage Flooding performance (Internal and External)

Response to sewage flooding measures is consistent; unacceptable practice but targets seem to be going in the
right direction

Sewage flooding of gardens or outbuildings @ Overa“ response tO Sewage ﬂOOding
e S Sewage flooding inside is worse than outside

However, both are felt to be unacceptable/inhumane/health risk/disgusting

Citizen perspective vs service user dominates — ‘do it for others’

Primary school recently flooded; excellent response but should have been prevented
Customers have sympathy with “Victorian sewers’ but sense of impatience

Want greater proactivity and ‘flushing’ communications

Sewage flooding of p

Number of properties affected, per 10,000
(A lower number is better.)

Anglian

wenvarer A

Company performance against targets.
(A lower percentage is better.)

—— —
| ": What we will do and benefits to customers

. Repair, reline or replace old and
damaged sewers

. Add monitors/alarms to our sewers so
we get early warning of blockages and
potential flooding incidents.

. Continue to clean our sewers and
educate our customers on what not to
put down the drain to prevent blockages

14.75 1452 1432

foo bl ] 1area fed i)




Sewage Flooding performance (Internal and External)

//t would help if we knew what % /s\ / \ / This has happened in my garden, \ / \
caused by customer blockages — The customer education piece is right at the bottom. Thames , ,
there must be people who are critical to this — but you have to Water were quick to come out and Oh god —can you imagine that
really trying and others who are notice the comms deal with it but it could happen
flushing wet wipes everyday again Future customer
Hammersmith, C1C2

\_ Reading, DE ) AN Watford, AB RN J

4 N 4 N

| think it’s good that they are
EEEEWWWWW — do something It's a massive jump and ant,-c,pat,-,fg that spike i/me
about this. It’s disqusting and improvement so they must be . .
<hould not be allowed in 2023 doing something right extreme rainfall but it should be on
both targets?
Hammersmith, AB NW London, AB Slough, DE

\_ J o J J

/ \ / \ / This is going to happen more and\ / \

3 out of 10,000 isn't that bad — | | think there is a difference more unless they address the What more can they do if people
think they are doing well and it's between inside and outside — it’s a structure of the sewers — | mean aren’t listening — it's then about

great that they are looking reduce giant health risk and not everyone that external measure is response times and coming out
it has a garden astronomically higher so quickly if it happens
something needs to be done
NW London, DE NW London, AB Customers in vulnerable situations

K / K / K Slough, AB / K /




Pollution Incidents performance

Response to pollution incidents is consistent and largely driven by media coverage; unacceptable practice
and needs to be stopped so more ambitious target wanted

Overall response to pollution incidents

Pollution incidents were spontaneously mentioned

Even if customer is not an angler/open water swimmer or wildlife hobbyist, this feels important
Some make the distinction between accidental spills and discharge (latter more unacceptable)
However, there is a sense that quality of rivers is a shared responsibility — not just Thames
Water issue and shouldn’t just fall to Thames Water customers

POLLUTION INCIDENTS

- 185 176 170
~— 20256 20267 20278 H0ZE-5 2039-30
Murber o inodents per 19,000em of iewer
[ byt Fram
. _
°
°

e 15 bemier.]

What we will do and benefits to customers
Providing more storage on our sewer network
Repair, reline or replace old and damaged sewers
Add monitors/alarms to our sewers so we get early
warning of potential pollution incidents.
Clean sewers and educate customers




I'm really behind that and would
really support it. I'm not sure what
the numbers really mean as | can't

visualise that

NW London, DE

- J

Watford, AB

\

It’s just outside of the target and
any reduction is good but this
seems a little modest given the
press conversation

Pollution Incidents performance

This is an odd KPI - It’s quite
difficult to comment unless you
know how many sewer km there
are

)

-

Surely this should be about
incidents km of river

Reading, DE

amount (litres of shxx) and not

~

Large non-household

-

J

Don'’t they need an early warning
system and something that lets
people know that its not safe to

swim in that part of the river

NW London, AB

\_

4 N

Feels like a lot of capital
investment is needed to get a
minimal improvement

Large non-household

\_ )

This just isn’t aggressive enough —
| was listening to the today
programme before | came out and
it's really an issue

)

Slough, AB

\_ )

4 N

-

monitored?

\_

What is an incident and how is this

Hammersmith, C1C2

\ Any pollution incident is a big deal
so it’s really important to prevent
these

Large non-household

\ )

)
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Overview of service enhancements

Decent support for all elements (except basement flooding) and majority pleased to see combination of

mandatory and discretionary investment areas

National Environment

Programme Water
c.£2pa

Water Resources

Management
c.£12pa

National Environment

Programme Waste
c. £32pa

Reliable Supply
c. £6 pa

Rare heavy storms

c. £2.50 pa

Basement
Flooding
c.£2.50 pa

Importance

What'’s driving
high/low
importance

Cost

Any Segment
Differences

High

‘Protecting the
environment’ is a good
thing

Chalk streams are rare

Cost seen to be very low
Good value for money

Important for majority
Some non-household
customers less
committed

High

Fears over water
security, population
growth and impact
of climate change

Cost okay
Good value for
money

None

High

Media coverage of
sewerage spills

High cost

Important for all but
low-income customers
/micro non-household

customers question high
costs

Medium

Two-day outages
unacceptable
Can't function/operate

Cost okay
But want to protect all
properties

Higher for customers in
vulnerable situations
Higher for non-
household customers

High

Outdated sewer
infrastructure
Long term resilience
Nature-based
solutions

Cost okay
But disappointing it’s
only 6k properties

None

Low

Niche
London focused

Cost low
But could be spent
elsewhere

None
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Mandatory service enhancements: National Environment Programme
Water

Strong support for low cost, important service enhancement that protects the environment

Positive Negative
* Very strong support for this @ ' * ‘Required’ so unlikely to change
L * Not taking too much water from rivers and the ground . .
e Low bill impact /“"/ * Treating water to a standard that does not harm the natural environment. ¢« Need b|gger picture context e.qg. also
. [ REQ\)\RED 8\  * Reducing amount of water taken from sources that feed sensitive chalk
* Environmental story e.g. chalk = | need to reduce demand
streams, wildlife, river life ~_ Sl e e g et o S e s * Worried about environmental impact of
i . ater networ . . .
* Protecting sensitive sources mnrzetforZOZS-zosm y N installing new trunk mains
. * Reducing the amount of water taken from sensitive sources by 80 million .
to the tune of 80m litres a day itres a day « Not everyone is concerned about
sounds ‘a lot’ N - y o sensitive sources
eedto k’}OW- b?W much Is coming from - 80 million litres is a big void when we are
VuInerable sources now: concerned about water security

Need to reduce
demand that will

Surely they should
stop taking water full

There’s an overlap with
leakage here — it

It's not a big

The ones under Good - it helps me

What's important about

price to pay ) ;
Customers in £5 are easier to reduce my quilt about chalk streams? Ah okay stop from these should be more also help '
vulnerable swallow the environment! Reading, AB chalk streams explicit Customers in
NW London, DE Hammersmith, C1C2 ’ Reading, non- vq/nergb/e

Large non-household

situations

ho Sit

Considerations for Business Plan content and presentation in the quantitative work:

Provide target context; explain trunk mains and carbon impact, explain positive impact on marine life, explain

why chalk streams are important, include an 3 party partners e.g. EA/farmers
S



Mandatory service enhancements: Water Resources Management
Strong support for essential enhancement that 1) provides water security and 2) protects the environment

Posiive 0 EEETETE o

° Very Strong SUpport for thlS . Malfingsurethere isenoughwateravai[ableto protect the natural ° ‘ReqUired, SO Un“ke'y tO Change

« Addresses core concerns about the future | UL S e S R « Infrastructure can take years to plan/approve
water supply — key after summer of TUBs sl round 1 il smarvte eters, e vt efiency vl — 'this is urgent — what have Thames Water

° ¢ ! | 1 t for 2025-2030: | ’
Oﬁ:ers new sources Of Water Wthh feel / argily%reed to introduce severe water use restrictions, such as standpipes in b een dOI ng

urgent e.g. reservoir Planning? Desalination? SR 5 N Al TS SIS G L » Experience of water efficiency devices is not
National grid for water? always effective
* Smart meters seen as critical pathway to | Need to know: 1 in 100 meaning, practicalities of |+  Mindshift needed for water saving — better
customer usage control standpipes, collaboration across water companies communication, education, ideas, tips
+ Cost is reasonable (Water Resources South-East) needed to reduce demand
’ They need to visit ,
This is a priority Maybe spend / qfan tgit a me’z;er and hom); s more — they This is only going to It's well worth the Not sure people try
and I'm happy to money on water ' beopie arenton a i - get worse with global money for what you to save water like
meter then reduction need to visit businesses : . Hina h thev do electricit
pay for that meters, water Ust th more! warming — invest are getting here ey do electricity
NW London, butts Just wont happern ' now! Customers in Large non-

Hammersmith, non-
ho

Customers in
ulnera i '

vulnerable situations household

cicz Reading, DE Reading, AB

Considerations for Business Plan content and presentation in the quantitative work:

Would like examples of the new sources of water; would like to see more strategic ways for customers to save/capture
water e.g. rainwater catchment, water butts

Explain the target better e.g. story of stand pipes, Plan for 1 in every 100 year event but may not happen, WRSE role
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Mandatory service enhancements: National Environment Programme
Waste

Strong support to eradicate pollution of seas/rivers — cost is noticeably high but majority feel it's worth it

Positive (03 JY  NATIONAL ENVIRONMENT PROGRAMME FOR WASTEWATER Negative
o [ * Reducing pollution of d rivers b rf ‘ : ; :
X(ejrdy Strong SUpFiOrt for thlS /——/’“ 3 ohTfealf(icr:r;gn?zost:w:’:e?tze:Zfanndg;lc? ﬁ\a'z ;gg&:}g'te hoavr?n t?\‘g;atural environment ° ReqU|red SO Un“kely to Change
o \a%W What i :
C n’:gisnseds Spv(\)/nranvecr)_;lsv(\io/nce”rr;is IC’])VGr REOER J . I?T\;:g\y:landoincreasethe capacity of sewer network, reducing the number of ° Thames Water playlng CatCh'Up
s ill i -
Sto t e| Sewer ove to Shpo u '[Oh °Isr$\v;\)ll?§\fesgleviagetreatment processes to reduce the amount of phosphorus ° I—aCk Of proaCtl\/Ity - dOIng What t0|d tO dO
° ing ri d causi bl :
ruc gira. pro?ramm de O change the sewer £ Targ%?gi’%é'z”;'zs&'&xcafus'”gpm TS S ( vs. care about environment
R ills into ri ipe to 14.2 - T - -
lcrigfg\'/iz;‘l‘o"fozgr;;us, and positive impact LRUEG 2 ear ot e the amount of phosphorus entarig s by SO% «  Question credibility of reducing anything by
. | 90%
on fish/plants also welcomed (once
understood) Need to know: Volume vs. number of sewage
spills, phosphorus definition and impact
/“Cost is less than a pint ™\ [/~ ., . I N . . N [
f beer ev th It's important for I would be happy to pay Now you've told us People will accept if there Phosphorus: Sounds
of beer every mon h d intent
dit £ th umans swimming £30 a year for that one about Algae blooms - are gooa intentions - we impressive if it’s that
and its great they are doth but , le than 50
imorovina th and other species bu as I'd like to see phosphorus thing feels areé nicer peopie than ambitious, its got to
proving the sewer h s, h J bout
network ow many Sf’ s, how improvements important for fish years ago ana care abou be necessary.
Customers in big: NW London, DE Reading, AB the environment Watford, DE

vulnerable situations Hammersmith, €162 \/ j R/ J R/\/ihouseho/d J

Considerations for Business Plan content and presentation in the quantitative work:

Need to understand phosphorus/algae bloom impact, more on how the capacity of the sewer will be improved
e.g. diverting water away or new sewer

Explain the volume of spills




Discretionary service enhancements: Water supply reliability

Medium support — two-day interruptions unacceptable; low pressure less of a concern unless an ongoing issue

POS|t|Ve ) . @ L] MAKING THE WATER SUPPLY MORE RELIABLE Neg at|Ve . ) ,

y Medlum Suppor‘t for th|S > * Water network can experience breakdowns that mean customers have low water ¢ Only 53k propertles prOteCted

¢ 2 dayS WIthOUt Water iS Cha”enging 'R/Ir:?:)rl'egglre?r?s\giéefzxed in a few hours, but can sometimes last more than 2 days ¢ LOW Water pressure iS nOt a Critical issue
(Customers in vulnerable situations/non- “f“;ﬁ;:ﬁf;‘{'h‘i‘;vatemetwo,km T T «  Most problems fixed within a few hours
household CUStomerS VOice ConcernS) .aB;gIl:i.nrgore plpesarc'Jund.weakpomtsontf'\enetworksowatercan still be moved ° Relative COSt _ £ per property

Future proofing network R e « Want clarity that this is a targeted pipe

° Sharing Water Supplies _ National/Local * Protecting 53,195 properties from a water supply interruption of longer than 2 days replacement

Grid Need to know: How many properties are at
risk, how many fixed in a few hours/last more
than 2 days?

My business community is not
This is about future affected by some of these Two days without
proofing the network issues but I'm paying for things water is a real issue
and reinforcing to stay that way Large non-
Hammersmith, AB NW London, non-household household

They have to do this
because in high rise
blocks the pressure
can be a real problem
Customers in
vulnerable situations

| suppose even if |
haven't had an
interruption this could
stop it happening
NW London, DE

I'm putting my citizen
hat on and saying yes
because I'm not
affected
Hammersmith, C1C2

Considerations for Business Plan content and presentation in the quantitative work:
Use more innovative pipe materials to prevent future interruptions

Explain context around the 53k properties — how many are at risk, historic context
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Discretionary service enhancements: Reduce sewer flooding

High support based on disgust of ‘'sewage flooding” and relatively low cost (it's less than a coffee)

Positive

« High support for this

« Weather patterns likely to worsen

« Consistent with desire to ‘stop the s**t
tangible solutions

« Nature based solutions are interesting,
innovative, environmentally friendly
and get attention

@ Ll REDUCING SEWAGE FLOODING FROM RARE HEAVY RAINFALL STORMS

» Sewer flooding in homes, gardens and businesses happen when sewers become blocked
/
1o £2 .36 /yr
by 203,

or after heavy rainfall
* This also happens when the sewer system becomes full due to too much rainwater
What we will do
* Improve the sewer network to reduce the chance of sewage flooding
* Build nature-based solutions to slow down/stop rainwater from getting into sewers

* Reduce the number of customer ‘misconnections’ into sewers, e.g. rainwater from roofs
Target for 2025-2030:
* Reducing the chance of 6,655 properties being flooded with sewage after severe storms
that on average happen once in 30 years

Need to know: How many properties are at risk,
how this fits with inside/external sewer flooding
Performance Commitments?

Negative

Target tricky to understand
Low number of properties

Do they need to work
with councils or third
parties here who also
manage the drains

NW London, DE

Isn’t this the same as
the performance target
sewage reduction

Slough, C1C2

Making big roads into
the target which is
good
Non-household

Have they been asleep
on the job and now
these need doing

Watford, AB

(/ Il be honest, it's only benefiting This should be .
) o Statutory because it
6k properties so it’s less of a toels fike 4 health

N

Hammersmith, C1C2

priority for me

issue
Slough, non-
ho

Considerations for Business Plan content and presentation in the quantitative work:

Provide more information about the nature-based solutions

Explain context around the 6k properties — how many are at risk in total
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Discretionary service enhancements: Basement flooding

Low support given that it feels a ‘niche’ improvement and 16km sounds minimal

Positive @ PY REDUCING BASEMENT FLOODING FROM TRUNK MAINS BURSTS Negative
* Low support for this QR Ik mansare te lrgest wate pipes, wich carywaterfom treatment works t * Not affected personally (even with citizen
. ' NS . 1 London, th ften under main road h i i

Good t.hat Thames Water are being N iryoan these are shen inder mai s o near b hat many display little empathy)

proactive What we will do * ‘London’ problem

. * Replace trunk mains to reduce this risk of basement flooding . ) ) .
* (ood to see pipe replacement Targetfor 2025-2030: o . * ‘Posh’ problem ‘sounds a bit Chelsea to
* Replacing 16km of trunk mains that cause the biggest risk to basement properties s
programme me

* Protecting against loss of life

Need to know: How many basements are at risk,
what proportion is 16km of pipework?

. I think this is an Surely the rich people who live Why should I pay
Good to do as it’s . . . L . )
. amazing project that Surely those with People living in in London and can afford for rich peoples
infrastructure ) . .
imorovement tries to legitimise the basements should pay basements are a it basements should get some basements
Cui tomers in business Plan a bit more stuck | suppose insurance Customers in
Hammersmith, non- NW London, DE Hammersmith, C1C2 Reading, AB vulnerable

vulnerable situations

ho Sit

Considerations for Business Plan content and presentation in the quantitative work:
Potential to reword/reframe to make this feel less niche/London

Provide more context to understand how good 16km
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Proposed Plan — Overall affordability

All customers were shown the bill impacts in £ (Household) or % (Non-household) based on the average
household or non-household bill

In line with the guidance, in the post task the bill impacts were based on on the bills of the individual
participants

Bills for the proposed plan

+ As well as changing by inflation each year, bills change by an amount set by Ofwat as part of their price review process every five years.
«  The proposed bills you will see from 2025 to 2030 include the Bank of England forecasts for inflation from 2025 to 2030, and proposed

amounts to cover the investment in water and sewerage services needed over the next five years.

Short-term bill impact (2025-2030)

£1,400 £1,400
£1,200 £1,200
£1,000 £1,000

£800 £800

659
628
£600 51 567 59

5 131 £600
114
;456 437 B ES £
471 [l 452 [l 490 [l 514 | 528 o0
2027/28 2028/29 2029/30
4

5656
7
Average household bij

£0

2

increase of £41 /- 528
without inflation and
£659 with inflation

(Non-household

EXpressed as %

Long-term bill impact (2030-2050)

1103

Note about interpretation of responses:
« Customers find it difficult to predict next 5-7 years

* Personal changes e.g. starting a family, changing job, moving

house, retiring, business growth

» Unsure about income, cost of living and inflation predictions

* Impossible to engage with long term bill impacts

* Focusis on short term bill increases without inflation

(" That s really difficult to look at — )
the one on the right hand side. It
such a big jump but doesn’t
really mean anything. lts 2050!

Customers in vulnerable

K situations /

How does anyone really know
about the next few years with
inflation and interest rates at the
moment

Hammersmith, AB

-

)
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Proposed Plan

Just under half found the Proposed Plan affordable, and around 1 in 3 say they found the Proposed Plan difficult
to afford. Compared with baseline pre-task — more find this Proposed Bill fairly/very difficult to afford and want

Overall affordability

to know whether there will be bill caps or exclusions to protect those who need support

L]

Affordability - Proposed Plan

A5% Base: 166 \ .
0% (129 Household/ . Designed to provide some
5% — 37 Non-Household) ‘numbers’ to understand
£l 1% - s § Es 5 Em W WelghtS Of Opinion but is
15% indicative and not
T RISy 14% representative of Thames
- m o Water customer base
L1 1% 2% 0%
ey ea gy Fai rly &gy MNaither easy oF Fairly difficult Very diffscult DX
difficult
ETotsl mTotd HH  mTotal NHH
Affordable because: Neither/Nor: Unaffordable because:

* Not much extra on monthly basis

» Water bill starting point is low

* Investment is crucial

* Investment is being justified and is transparent

* |ssues are important

* No real choice

« Water is vital

» Challenges are real e.g. climate change,
population growth, old infrastructure

» Can't predict future income/outgoings
to fund investment (company profits)

» Should come from cost efficiencies

* Want more information to make a decision
» Begrudgingly affordable

* |ssues don't affect me/my business

» Can afford but don’t agree with customer rises

* Increases to help Thames Water play catch up

* Money is tight/cost of living crisis

* Inflation

» High water usage

 Financially vulnerable/customers in vulnerable

situations/low-income customers in Thames/Thames
areas state fairly/very difficult to afford these changes
* Important to know that there are support schemes in

place for customers in vulnerable situations/small
businesses (capped bills, efficient measures)
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Proposed Plan — Overall affordability

It looks scary but it's actually a
more gradual increase

NW London, DE

have gone up with no
improvement whatsoever — this
will impact our pockets but feels
like more of an investment than
expense

\_ Reading, DE

/ In light of how much other bills \

/

Yes absolutely it's only 22% by
2030 and it would be selfish not
to do this

Large non-household

/ The numbers are small and at
least they are being transparent —
but what about other people, can

they afford it

Hammersmith, AB

N
4 A

Honestly | am happy to pay for the
improvements

Slough AB

Yes this is one round of drinks a
month but there needs to be a
safety net for others
NW London, AB

N /

This is a hard question as | haven't
got a crystal ball and | want to see

them make efficiencies

Reading, AB

|

I can’t look that far ahead — it
nearly double over that time

Customers in vulnerable
situations

It feels okay but I’ m saying that

as to be done even if | don’t really
want to pay it

begrudgingly because | feel like it
h
Slough, DE

Large non-household

|

If income hasn’t gone up you
couldn’t manage. People are only
just managing to get food

Customers in vulnerable situations

It will be painful but it depends on
inflation — | wonder if they can get
other funding from other sources

Customers in vulnerable situations

Unaffordable

It’s difficult — all bills are already
high. We can afford it but would
pass the cost onto customers to

maintain margins

-

It feels a bit unfair if you are a big
family and using a lot of water —
why haven't they done this before

Hammersmith, C1C2

N

N

/

It’s a bit high for the average family

Customers in vulnerable situations
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Summary of Proposed Plan and improvements

Overall majority find Proposed Plan is acceptable and well focused on the right areas (environment, infrastructure,
water security) with a balance of mandatory and discretionary elements

Just under half say Proposed Plan is affordable; increase in those who think bill is difficult to afford vs current bills

Leakage Supply Interruptions Water Quality Sewage In and Pollution
Sewage Out

Importance High importance Medium importance Medium importance High importance High importance

Response to Target _ Okay/about right Okay/about right Targets going in the right direction _

National Environment Water National Reliable Supply Rare heavy storms Basement flooding
Programme Water Resources Environment c.£6 pa c.£2.50 pa c.£2.50 pa

c.£2pa Management | Programme Waste
c.£12pa c.£32pa

Importance High High High Medium High Low

Support Spend Support Support Support even Medium support Support
though high spend

What'’s Missing
More customer service related initiatives including enhanced communications, water saving education/devices, real time smart meter
monitoring, protection of most vulnerable, water filters/softeners, innovative ideas to divert water out of sewers

Working with partners e.g. farmers for river pollution, developers to drive water recycling innovation, more nature-based solutions

Stronger sense of urgency to reassure customers of future proofing network e.g. start building vs only planning to build a reservoir
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o. Response to Must Do and Alternative Plans



Must Do Plan

In line with the guidance, the Must Do Plan included the same six Performance Commitments targets and

only the mandatory Service Enhancements

THAMES WATER @ ‘Thames Water has assumed
PERFORMANCE COMMITMENTS = SR

\
ol reouemeieas J0c R sewaE FLODDING OF PROPERTIES

n9.7 ne7
b 1 © 20 1071
I g \___\1023 142 130 23 11
- I
was  west  was sy awmms  wer  mers  wms  wmm
Targets for raducing the amaunt of water lost due to Targsts for reducing the incidents of sewage A
leaks from water moins and pipes, flosding properties,
e e ey s i E T
bl .
[02)] UNPLANNED INTERRUPTIONS [0SI" SEWAGE FLODDING OF GARDENS OR OUTBUILDINGS
07.04
0628 gss2 153 N
%% ouso AT RTINS
mm
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Targets for reducing the length of time properties are Torgets for reducing tha incidants of sewage flooding
without water gordens or outbuildings.

. ENHANCEMENTS — MUST DO BUSINESS PLAN @

20256 2nzeet

(63} APPEARANCE, TASTE AND SMELL OF TAP WATER

Targets for reducing

discoloured water (e.g. bi 0P
smel @ e ’pﬁf“d @ L] MAKING THE WATER SUPPLY MORE RELIABLE
- * Water network can experience breakdowns that mean customers have low water
pressure or no water
* Most problems are fixed in a few hours, but can sometimes last more than 2 days
What we will do

NATIONAL ENVIRONMENT PROGRAMME FOR WATER
* Not taking too much water from rivers and the ground
+ Treating water to a standard that does not harm the natural environment.
* Reducing amount of water taken from sources that feed sensitive chalk

s
;xm\““‘“

streams
What we will do « Improve the water network to protect against interruptions of 2 days or more
* Install new trunk mains to bring in water from other parts of the Thames « Build more pipes around weak points on the network so water can still be moved
Water network around
Target for 2025-2030: * Sharing water supphes with other companies across the south-east.
+ Reducing the amount of water taken from sensitive sources by 80 million Target for 2025-
litres a day « Protecting 53 Tos properties from a water supply interruption of longer than 2 days
@ LY WATER RESOURCES MANAGEMENT
— + Making sure there is enough water available to protect the natural @ REDUCINGISEWAGEIFLOODINGIER RYEREISTORMS
environment as well as providing a public water supply + Sewer flooding in homes, gar 3 s 211 businesses happen when sewers become blocked

o after heavy rainfall
« This also happens when the sewer system Lacerer. full due to too much rainwater
will do

What we will do
* Invest in new sources of water, modernise infrastructure
« Install around 1 million smart water meters, provide water efficiency viits
arget for 2025-2030: « Improve the sewer network to reduce the chance of sewage flooding
Only need tontroluce severe water use restictions,such s standpipes n + Build nature-based solutions to slow down/stop rainwater from getting into sewers
the street and water rationing, on average once every 100 year « Reduce the number of customer ‘misconnections’ into sewers, e.g. rainwater from roofs
Target for 2025-2030:
« Reducing the chance of 6,655 properties being flooded with sewage after severe storms
that on average happen once in 30 years

-
Nt |

@ NATIONAL ENVIRONMENT PROGRAMME FOR WASTEWATER

+ Reducing pollution of seas and rivers by sewage overflows
= * Treating wastewater to a standard that doesn't harm the natural environment
ULl What we will do
RE « Improve and increase the capacity of sewer network, reducing the number of
sewage spills
* Improve sewage treatment processes to reduce the amount of phosphorus
entrin ivers and causing problems
Target for 2
T et e sewage spill into rivers from each overflow pipe to 14.2
ayear and reduce the amount of phosphorus entering rivers by 90%

@ LY REDUCING BASEMENT FLOODING FROM TRUNK MAINS BURSTS
— « Trunk mains are the largest water pipes, which carry water from treatment works to
smaller distribution pipes
« In London, these are often under main roads or near homes
« If they burst they can flood basements and endanger lives
What we will do
+ Replace trunk mains to reduce this risk of basement flooding
Target for 2025-2030:
+ Replacing 16km of trunk mains that cause the biggest risk to basement properties

Bills for the "Must do’ plan

By not doing some of the voluntary programmes of work, the ‘must do’ plan is cheaper than the proposed plan both now and in the
longer term

‘Must do’ Short-term bill impact (2025-2030) ‘Must do’ Long-term bill impact (2030-2050)

£1,400 £1,400
£1,200 £1,200
1047
£1,000 £1,000
£800 482
£600 550 563
417 496 a7
£400 - 56
565
2 <17 [ 420 M 51
£0
2040 2045 2050

2022/23 2023/24 2024/25 2025/26 2026/27 20

mBil £ minflation £

.Average household bill [

INCrease of £417-£515 :
without inflation and
£642 with inflation

(Non-household
Expressed as %)
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Must Do Plan — Overall acceptability

Just over half found the Must Do Plan acceptable — this was significantly lower than the Proposed Plan

Lower acceptability driven by perceived lack of proactivity with Thames Water only focusing on what is mandatory

which feels shortsighted for some — minimal cost reduction does not justify losing investment in three discretionary
areas

Acceptability - Must Do
G0% F [ | | | | ] | | | .
Base: 166 | . \
Designed to provide some S0 2 (129 H hold/ | | o .
‘numbers’ to understand I a7n |(_)Iuse ?] " | 70% of non-household |
weights of opinion but is o _3. lon-Household) 1 . customers find the Must Do |
i”diC?“tV,e a”]ij?]Ot a0 | Plan acceptable (same |
S Water customer base - . . acceptability as Proposed Plan)
I ’39‘111£ ________________________________________
108
]
in .El
Comgl ote by Acceptable Accepiable Unacor prable Comgl ete by
unacieptable
Top Five — Acceptability reasons T e e

1) Focuses on right things
2) Will make some improvements

4) Environmentally friendly

)
3) It's not too expensive
)
5) Good for future generations
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Must Do Plan — Overa

| acceptability

/ I’'m comfortable with this one \
because it's still got the three

S

J

/ | think it’s a lot to put on people \
(the other cost) it might be stuff
that’s important (voluntary
enhancements) but it's whether
we trust them to deliver

S

AN

| think the benefits of the It smells like this is them This feels like it’s short sighted and
Proposed far outweigh doing the square root of a big miss for Thames Water — I'm
the cost savings of this bugger all — it’s the lazy disappointed, we live in a civilized
one option society
NW London, DE Slough, AB Hammersmith, AB

Reading, AB

AN

It still focuses on the key things
but with my citizen hat it doesn’t
serve people who are affected by
interruptions or sewage

Future customer

\_ )

-

.

it’s difficult to see that they are not

~

The thing is the voluntary
elements were the things that
Thames said were important so

here

Hammersmith, C1C2

-

J

4 N

| think if it was a bigger price
difference I'd be going for this one

Reading, DE

Reading, DE

)

\_ )

biggest thing — | know you are
saying you don’t just want the
minimum, requlatory stuff

-

Slough, C1C2

)

It's only £10 less and you've
taken everything we want!

~

J

/ There are no advantages to this

worse so those voluntary things
are important

Non-household

-

other than cost — the population is
increasing and sewaqe is getting

~

J

\_

I would have to go with the ‘must
do’ plan as it is easier to justify.
Ask me again when inflation is
lower, and my income is higher

NW London, non-household

)

S

-

as it is more rock solid

-

| would choose the must do plan
It's the cost element for me

Slough, non-household

~

J

-

\_

With this Must Do Plan — | don’t
have anything to complain about

Hammersmith, non-household

~
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Must Do Plan — Overall affordability

Half found the Must Do Plan affordable (same as Proposed Plan)

2 in 10 say found the Must Do Plan difficult to afford (lower than Proposed Plan — not significant and
indicative only)

Minimal difference in costs

The proportion and distribution of affordability is not different for the Proposed or Must Do

Affordability - Must Do

Bills for the ‘Must do’ plan

0% M & IS § B O = =
By not doing some of the voluntary programmes of work, the ‘must do’ plan is cheaper than the proposed plan both now and in the a5 .
longer term 5% n Base: 159
do% a (122 Household/
‘Must do’ Short-term bill impact (2025-2030) ‘Must do’ Long-term bill impact (2030-2050) I
1400 37 Non-Household)

EL
£1,200 Eled Fre ] 8%
¢
o 5% 1%
£1,000
o - . 1% 19%
£800 739 . 482 15% 15%
sg2 618 642 642 - 282 22 15% 1a%
i 550 563 a — & o - 202
;o6 4 ER B 10%
56 £400 o %
470 515 515 537 542 549 565 5 % . %
81 C £200 .
0% | ||
azs 2 2a30 ™ 2035 200 205 2050 a5y Mesth o or

®

Very sagy Fairly & Fai riy difficult e ry difficult

defficult

WTotal ®ETotal WM W Total MMM

Average household bill increase of
£417-£515 without inflation and
£642 with inflation

Designed to provide some
‘numbers’ to understand
weights of opinion but is

indicative and not

representative of Thames

(Non-househ
old express
pressed as %) Water customer base
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Alternative Plan

In line with the guidance, an Alternative Plan was shared within the timeframe of the deliberative sessions

It covered the same six Performance Commitments targets and all the same service enhancements as the
Proposed Plan but the National Environment Programme — wastewater included a slower reduction of
phosphorus (90% to 82%) which was a departure from the mandatory requirements

Bills for the alternative plan

The alternative plan slows down improvements to wastewater treatment, which saves enough money to:

THAMES WATER @
PERFORMANCE COMMITMENTS
0 COrMES O

ne.7 6.7

E @ \\Eo__“{?'\m 3 142 130 123 I 1. Offer all of the other improvements of the ...but then costs more in the medium to long term, as meeting the
- e e s B T —— . o proposed plan (= more than the ‘must do’ plan) REQUIRED element (alongside the voluntary enhancements also
Targets for reducing the omount of water ost due o N -r;. . . 2. Keep bills closer to those of the ‘must do’ plan, delivered) is eventually achieved.
s from water mains end pipes. until 2030......

@ @ Short-term bill impact (2025-2030) Long-term bill impact (2030-2050)

0T:04 -~

06:28 - .
9552 0816 40 _-——Eg——&“__lu —o= £1,400 £1,400 199
3 mm
((((((((((((((((( T .
Tergotsforrehing he langth of e propertos are Targorsfor rducing the meidonts of somage favding M £1,200 £1,200 1105
without water  gordens or outbulldings.
— [ 955

£1,000 £1,000

o ENHANCEMENTS - ALTERNATIVE PLAN §~ . .
o [0 oo 0 VAKNG THE WATER SUPPLY MOREREL LS

591
(’ ““““ @ T er o o e naral emironment £600 549 562 600
angm for aken < that feed r
56
€
381 469
£0

water
. ina few hours, but can more than 2 days
discolovred What we willdo a 417
lscoloured wote, | HI new trunk mains to bring in other parts of the Thames Water (.. N ‘water networlk to protect aj ook sl interruptions of 'Zd aysormore £400
o : £
Jmbes of custon vugahrzuzszm " 1
oot . Reducing the amount of water taken from ser ces by 80 millon ltres a pplies with other 3
&
TR 2022/23 202324 2024/25 2025/26 2026/27 2027/28 2C A\/erage hOUSGh ,d b,”

T .
e e200 [
d:
®
Thlsalso the sewer due mBil£ minflation £

edr\gSS]QSpopen s from a water supply interruption of longer than 2
‘water available to protect the natural environment
ly
|mpnmm e sewer network to reduce the chance of sewage flooding. ' n Cr.e
gy P L ase of £417-£518
m.eﬁo v 20252030 |
g the chance of 6,655 properties beir gﬂ oded with sewage after severe . .
ot on rage g onea 30 yem Ithout N ’at'On and

£400

£200

2045 2050

flation £

. ent
B . @ REDUCING BASEMENT FLOODING FROM TRUNK MAINS BURSTS 6 4 6 " h . .
: - P 3 with inflatio

; processe ce theamaunt @ distbuton es i n
= T + InLondon, thes under main roads or near homes N

from 2025-30 . 0 _

Rl s ST s on-household
S e the number of  each pipe t014.2 Tt e o o

by 82
« Replacing 16km of

expressed as %)
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Alternative Plan — Overall acceptability

Around 6 in 10 found the Alternative Plan acceptable (slightly higher than the Must Do but significantly lower than
the Proposed Plan)

Customers who valued this Plan tended to be less environmentally focused

Acceptabilit-.r Alternative

% n _— n _— n _— n L]
Base: 173 -
5% 1 1
(136 Household/ ! ; |
Designed to provide some . " 37 Non-Household) I ! No Sub group differences but
‘numbers’ to understand o | alternative Plan was acceptable :
weights of opinion but is o 2% = . because it offered similar investment
repr'gsdfn?;'tvijeagfdﬁ;tmes - | territories, that the slower reduction in !
Water customer base . o 10% phosphorus was minimal and it was a
.I - II. o ' little bit cheaper in the short term |

Complete by Acceptable Acoeptable Unacoeplable Comgl eely DK
unaceeptable

ETotdl ®WTotal HH mTotal MHH

Top Five — Acceptability reasons
1) Good value for money
2) Focuses on the right things

)
3) Environmentally friendly

4) Good for future generations

5) Plan will make good improvements




Alternative P
N

It’s really hard to justify going
against the EA and | trust them to
know what’s safer for rivers

NW London, AB

-

The difference is so minimal that
it’s a no brainer for me

Hammersmith, AB

N

NG

~

an — Overall acceptability

I know the other one is cheaper but in
reality | would prefer to get the
phosphorous reduced more quickly
as it’s better for the environment

Customers in vulnerable situations

4 N

| reject it — addressing the build up
of algae is important

Slough, non-household

/

I'm surprised that this is
the trade off — | don't like

-

/

-

/I don’t want my kids ,oaying\
for the sake of me paying a
little more now...I have a

them actively not doing the
pollution (or lower)

NW London, AB

S

I would need to know more about
the impact of that phosphorus
reduction but this just might be

leaving things too late

)

responsibility to provide for
my children

RLargjon—househo/d /

Jjustify lowering the
target

NW London, DE

o

-

Slough, DE

\ )

[ don’t mind the alternative Plan
but would do the Must Do

Large non-household

~

The cost savings just
aren’t enough to

N/

Is this cheaper — if so then I'd
rather feed my kids than feed the

/

4 N

I don’t think this phasing is worth it

fish!

Slough, DE

-

Hammersmith, non-household

RN

4 N

They are not doing their job
properly with an 82% reduction

Slough, AB

)

J

I can’t make a decision without
knowing the impact on the fish so
I'm saying no to this

Hammersmith, C1C2

\_
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Alternative Plan — Overall affordability

Around half found the Alternative Plan affordable (same as Proposed/Must Do Plan)

Focused on short term bill impact despite displaying long term impact

The proportion and distribution of affordability is similar across Proposed, Must do and Alternative Plans
indicating that customers did not find the price differences vs. service enhancements different enough

Bills for the alternative plan

The alternative plan slows down improvements to wastewater treatment, which saves enough money to:

1. Offer all of the other improvements of the ...but then costs more in the medium to long term, as meeting the
proposed plan (= more than the ‘must do’ plan) REQUIRED element (alongside the voluntary enhancements also
2. Keep bills closer to those of the ‘must do’ plan, delivered) is eventually achieved.
until 2030.....
Short-term bill impact (2025-2030) Long-term bill impact (2030-2050)
0 21,400
£1,200 1,200
0 1,000
800 80
646
591 618
£600 549 562
6 . 3 I B E 128
£400
£200 420 4 505 g 518
£0
6 26/27

Bil £ nflation £

Average household bl” 15
increase of £417. £518

without inflation ang

£646 with inflation

(Non-household
expressed as %)

45%
40%
5%
e
15%
0%
15

*

10%

5

F

0%

13%13%

IIHIx

Very sasy

Fairly easy

I6%
4% .
37 Non-Household)
7% s = sm s =m = = )
15%
Ztﬂi.n*
16%
7% B%
5%
IIl n o
- N

Affordability - Alternative

Base: 166 ’
(129 Household/ |

Meither easy or Faiirly difficult Very difficult DX
difficult

mTotal mTotal HH = Total MHH

Designed to provide some
‘numbers’ to understand
weights of opinion but is

indicative and not

representative of Thames
Water customer base
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Response to customers in vulnerable situations specific issues

Customers in Vulnerable Situations customers were shown specific proposals that would be in place

Proposals for vulnerable customers Awareness of Reduced Bills
ked “Are you aware that your

wwwww

ppppp

Extra support for those living in vulnerable circumstances: Thames Thames Water has a broad range of support for customers who
Water can provide: are struggling to pay their v

ter and communications during a supply

ation formats such as braille, BSL translation
into account with tailored behaviours from

Thames Water does this by holding details on its Priority Services
Regis! iess is low so it promotes through its channels,
with's g Sense, Age UK) and through data sharing

(London Fire Brigade and Energy)

+ Hardship Fund for isis situations

ff currently delivers £40m of support
by 2030 will be providing £80m of

0 spot signs of vulnerabilty, tailor Thames Water
t0.300,000 hot
su

Thames Water's people
their approach and regist

to grow its PSR from
1,000,000 (18% of ™
an

Welcome all Priority Services Register and Financial Support Services but strongly feel that Thames Water need to
communicate these services in @ more meaningful way to raise awareness

Even those who are on the Priority Services Register, or who know about it, are unaware of what they are entitled to

Key requirements are for Thames Water to treat customers as individuals and respectful of customers' needs — BSL and
braille recognised as an attempt to do this

Looking for card or sticker with easy to access phone number, bottled water it supply is interrupted, readily available
grants/bill support and wider water related support e.g. changing taps for customers with arthritis, etc
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/. Overall Summary and Way Forward



Overall summary

Comparison of all three plans

_ Proposed plan Must do plan Alternative plan

Overall which plan do you prefer?

70%
61% 61% 62% N

Performance Designed to provide 0% |
] : Base: 17
Commitments some ‘numbers’ to ase: 175
. 50% (136 Household/ .
Enhancements ~ * et understand Welgh’[s of
(£ per year by HE (P : . 40% 37 Non Household) l
= opinion but is indicative - e b mm s emm m me m
and not representative 20% 19y 22% o 20%
" of Thames Water 20%
WiEll (el £659 by 2030 £642 by 2030 £646 by 2030 customer base 10% I I I I
Rggzg R (up £242) (up £225) (up £229)

0%

now = £417
£1,290 by 2050 £1,047 by 2050 £1,292 by 2050
(up £873) (up £630) (up £875)

Proposed Must Do Alternative

ETotal MTotal HH Total NHH

After long, interactive discussions, customers individually voted and the majority chose the Proposed Plan as their Preferred Plan

Preference for the Proposed Plan is driven by strong support for service enhancements that address spontaneous concerns
around key environmental wastewater issues relating to combined sewer overflows and river pollution, as well as investment to
address longer term water security challenges and leakage

The Proposed Plan provides some reassurance that Thames Water will proactively invest to future proof core infrastructure and
ensure longer term network resilience

This narrative fits with the intergenerational discussion where the majority of customers preferred short term investment proposals
that recognise the urgency and need to invest now

Limited cost differential between the different Plans so affordability levels and patterns are similar — given that around 30% would
find the Proposed Plan difficult to afford, support will be needed for some low-income customers and ‘just about managing'

customers who will be adversely affected by the proposed bill increases 30



Response to performance targets & service enhancements

There are areas for consideration including where it was felt the Performance Commitments were not ambitious enough —
leakage and river pollution

PERFORMANCE COMMITMENTS

Leakage Supply Interruptions Water Quality Sewage In and Pollution
Sewage Out
Importance High importance Medium importance Medium importance High importance High importance

Response to Target _ Okay/about right Okay/about right Targets going in the right direction _

* Interms of the service enhancements, there were questions over the validity of the basement flooding service enhancement
given that the benefit was seen as niche— it was felt that the investment could be moved elsewhere for universal benefit

SERVICE ENHANCEMENTS

National Environment Water National Reliable Supply Rare heavy Basement Flooding
Programme Water Resources Environment C. £6 pa storms c.£2.50 pa
c.£2 pa Management Programme c. £2.50 pa
c. £12 pa Wastewater
c. £32 pa
Importance High High High Medium High Low

Support Spend Support Support Support even Medium support Support
though high spend
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Considerations for the Proposed Plan

WHATS MISSING

Customer-service-related initiatives including:

Enhanced communications

Water efficiency measures - saving education/devices, real time smart meter monitoring
Protection of the most vulnerable customers

Water filters/softeners,

Innovation including:
|deas to deal with flooding at source and divert water out of sewers
More nature-based solutions

Collaboration including:
Farmers for river pollution

Developers to drive water recycling innovation,

Reassurance including:

Stronger sense of urgency to reassure customers of future proofing network e.g. start building vs only planning to build a reservoir
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Appendices. Research limitations & lessons learned

Duration of events was (necessarily, to get through the required material) very long, which (a) made recruitment
difficult, and (b) forced a start during business hours (albeit marginally) whilst still finishing quite late in the
evening. This potentially affected attendance, although this is difficult to quantify. It may also have contributed
towards recruiting fewer retirement age participants than might have otherwise been achievable.

The choice of including future customers in the workshops was in retrospect a mistake. Attendance was very
poor (well under 50%), and with less to say than customers the added time a workshop affords (vs a depth or
Zoom group) was not required. In other similar work done since, inclusion in shorter online sessions has worked
much better.

Recruitment and attendance for lower social grades was a challenge (as it frequently is for events of this type).

Separating customers in vulnerable circumstances due to health into depths was sensible — recruitment was
easier, and more sensitive to the needs of participants with mobility issues.
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Appendices: Questions asked of water company representatives
during the sessions (& responses given)

Participant Question Thames Water response

Where are these benchmarks coming from?

Why do some of the numbers steady after 2040 e.g. slide 35 and slide 37 of the pack?

What is the difference between a Smart Water meter, and a normal (old style) water meter? Moderator asked if a
smart water meter had an in home display.

Participants collectively asked for more information about for more clarity on how the quality of the water in rivers
will be improved, and the difference between 82% and 90% (phosphorous). They didn't understand how the
amount of stretches of rivers could be so vastly different.

Why do customers have to pay for bill increases - how do Thames Water fund investments?

Why can't we use sea water we're on an island after all?

Can a business change their water supplier?

Does the Beckton treatment have preventative measures in place to ensure the polio incident last year does not
happen again?

why are we looking so far ahead to 2050 when the five year plan hasn't been implemented?
Do businesses or household customers pay more to Thames Water?

Where did the target of 80ML come from?

why is there a big jump in the first 5 years?

why does the 1 in 500 target level out?

All benchmarks set are from the previous business plan commitments.

It requires a big investment in the beginning and steady maintenance towards the end of the term, but the costs to
customers are spread across the 20 years. Also, especially with reference to the 1 in 500 figure (slide 37), this is
the best it'll ever get.

No, but you could log into the website and look at your usage in detail, which isn’t possible with the older style

No further information available

Combination of increases in Customer bills as per price review process, borrowing and shareholder investment

Not a lot of access to sea water but we have a desalination plant in Beckton which takes salty river water from the
Thames and treats it to make it safe to drink and mixes it with water suppliers from treatment works bot we're only
allowed to use it in a drought and if a hose pipe ban has been in place and other drought measures need to be in
place and it's very energy intensive

Yes since 2017 businesses can change their retail supplier but it's exactly the same water pipes same people who
fix problems eg leaks and floods but different company that handles the bills depending on the retailer and the
agreement they have with terms who are the wholesaler

Unable to provide an answer

We are required to provide a 25 year plan in addition to a 5 year plan
The large majority of Thames water customers are households

| haven't been able to find the number of total million litres lost but | have found that since 1995 we have reduced
the amount we take from vulnerable sources by 133 million litres a day so that 80 million [target] is a big
reduction.

The reason why there is a big jump is that we can't do everything all at once because customers' bills will be really
impacted. So depending on the targets on the slide, it might require a big effort in the beginning but the cost of
that work is spread to over a 5-year/25 year period.

That is likely because it is the best that it can get for now
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Appendices: Declaration that the research meets the OFWAT and CCW
guidance

We have complied with Ofwat and CCW requirements

Research has followed the prescribed Acceptability and Affordability Testing methodology and content

Customer knowledge has been built through a pre-task which educates about the industry, business Plan process,
company and Proposed Plan investment areas and performance

Deliberative roundtable discussions facilitating strong engagement and robust deliberation of Proposed, Must Do
and Alternative Plans

Successful recruitment of all sub-groups exceeding the minimum quotas across all critical audiences (Household,
low-income, non-household customers, customers in vulnerable situations, future customers)

Post task that captures individual responses on acceptability and personalised bill impacts
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Appendices: Declaration that the research meets the OFWAT high quality criteria

Useful and contextualised Neutrally designed Fit for Purpose Additional Areas

Mandatory research driven by
Ofwat/CCW, vital to the PR24
process

Conducted in such a way
(through adherence the
mandatory guidance) as to be
comparable with Affordability &
Acceptability Testing carried out

by each of the water companies.

Picks up on many of the other
strands of research being
conducted in the context of the
PR24 preparations, and Long
Term Delivery Strategy
programmes. Findings will be
used to help determine the plan
that Thames Water will test in
their quantitative phase of
Acceptability and Affordability
Testing

Research materials followed
OFWAT and CCW guidance
to ensure they were neutral

Independent moderating
team who explore three
different Business Plans
dissecting the Proposed
Plan and then exploring
comparisons and trade-offs
of Must Do and Alternative
Plans

Accent designed the
deliberative sessions to allow
sufficient opportunity to
discuss customer-centred
issues spontaneously before
exploring the Proposed Plan

Strict compliance with
OFWAT and CCW guidance

All key customers groups
included and quotas
exceeded in a number of
areas

Best research practice
adopted at all junctures

Voices of all customer groups
included to ensure response to the
Business Plan from all customer sub
groups

Methodologies adapted to reach
different customers groups
Non-Household customers undertake
separately to Household customers to
ensure response was from a business
perspective

Customers in Vulnerable Situations
interviewed for shorter lengths and
face to face sessions offered

Additional quotas imposed to reflect
some of the unique Thames Water
customer characteristics in terms of
reflecting the ethnic diversity of the
region and boosting the low
income/financially struggling
categories to reflect the current cost
of living crisis

Independently Assured

All research conducted by Accent
team who are an independent
research agency and reviewed at
every step of the process by the
Customer Challenge Group

Shared in full with others
Thames Water will publish on their
website

Continual

Thames Water’s research
programme is continuous
Lessons from previous research
were considered and changes to
recruitment adapted

Ethical

Research sessions were long but
Accent built in comfort breaks and
provided refreshments to ensure
customers were comfortable and
looked after

Accent abides by the Market
Research code of conduct which
protects individuals and ensures
responses are anonymized

87



Appendices: Household Recruitment Questionnaire

Acent 3598 Thames Water and Affinity Water ARAT
Face-to-Face Deliberative Workshops (3-hour/4.5-hour) AND Depths (health)
HH Recruitment Questionnaire

RO MUMBER (ON PARTICIPANT LIST): D] URN: m
S e g N L A RN

Checked { ERED TO )

1 RECRUIT
RESERVE

Quality controlled by | Jon|
Added to participant list/logon | |by[____ | Areyousure?¥ /N

|f depth, executive informed by email on |—| by’—| by exec? Y/ N
Confirmation sent via by [ | on | | by (initials) | ]

IF CONFIRMATION SENT BY EMAIL, PHONE & CHECK IF RECEIVED A FEW MINUTES AFTER EMAIL SENT:
Has email been received? Call made on I:l by {initials) I:I

[Confirmation call { — USE RED TO FILL IN})
IF 24 HRS AHEAD OF GROUPS/DEPTHS — THEN UPDATE STATUS ON LIST OR LOG OF PARTICIPANTS FOR MODERATOR/EXEC

Confirmation call made on (date and time): on Ev

PRE TASK STATUS {IF AF'PUCABL[}:l:I OUTCOME: I:I

| hereby confirm that | have read again the date, time and all other venue details needed for the participant to
attend the group/take part in the depth interview and ensured that they had all this information available and
diarised. Signed:

(Contact details for F2F Events — INTE

PARTICIPANT NAME

ADDRESS (INC POSTCODE] (only if postal
confirmation nesded OR RECRUIT IS TO TAKE
PART IN A F2F INTERVIEW)

LANDLINE TELEPHONE NUMBER MOBILE

EMAIL ADDRESS {read back and doubla—check]
Anything else? (taxis, parking to reimburse,
dietary requirements, prabs, misc.]

IF RESERVE, DON'T PUT THROUGH AS *1. CONTINUE® ON ACCIS — EXPLAIN WHY IN RESERVE BELOW PLEASE:
[ reserve |

IF RESERVE TO BE CALLED BACK BY A CERTAIN TIME, PLEASE SCHEDULE AS DEFINITE APPOINTMENT ON ACCIS

Quotas/group structure — INTERVIEWER SECTION SEEMENE N Ine | SEpmEnt i line | SepmEnt inline | segmen in ne | segmentin e | 0 ine wih 3851 1 256 Friar | Cippenham|
with abaye with above with abaye with above with above above guotas Bedford | Shortlands, | Street, Lane, Slough,
quatas quatas quatas quatas quatas Way, WEBDR, | Reading, | Berkshire SL1
Main HH sample {current billpayers) London, | London RG11DP | 2¥E
Future customers WCIH
All must be Thames Water or Affinity Water customers +  Must not currently have responsibility for paying water bills 006
Al must be current billpayers [joint or solely) Total sample N 5 B m |
Souree: Gender Min 3 M Min 3 M Min 3 M
Source: +  Freedind only Min 3 F Min3F Min 3 F
*  Water compzny-supplied samples Pge Aecruta | Recruila Recruit a mix
+  Free-find (it suppled sample doesn‘t yield sufficient recruits) mix mix
Event 1 z 3 ] H [ Bl Musthes | Mustbes Wust be &
Event 1 z 3 4 5 5 Location NWiondon | SWlondon | Reading Slough-Windser | Calchester- Hemel/St affordability/Sacial sacial taritf | sacial taritf sacial ariff
Location NW London Rreading slough- Colchester- Hemel/5t (recruitment Braintres Albans/ tariff customers custamer | customer custames
(recruitment Windsor Braintree Albans/ Watford according | according according to
raj watford Water Thames- Thames- Thames- JAffinity-Thames | pffnity-Angiian | [finity-Thames | o the to the the samgle, ar
Water Thames- Thames- Thames- company Thames Thames Thames sample, ar | sample, ar according to
company Thames Thames Thames Date 25 April 2023 | 26 April 2023 | 03 May 2023 | 04 May 2023 10 May 2023 according according Q19 or self-
Date 25 April 2023 | 26 April 2023 | 03May2023 | 08May2023 | 10May2023 | 11May2023 Time 16002030 | 16002030 | 16002030 | 16002030 1600 — 1800 1600 - 2030 teOlfer | to0l8er categarise &
Time 16002030 | 1600-2030 | 1600-2030 | 1600-2030 16001900 | 1600 — 2030 Venue location | Royal Novotel Novatel Copthorne TBC TBE self- self- ‘financially
venue location | Royal National | Novotel Novotel Copthorne TBC TBC National London West | Reading Hotel Slough- categorise | categarise vulnerable’ at
Hotel, 38-51 London West | Reading Hotel slough- Hotel, 38-51 | 1Shortlands, | Centre Windsar, A ax a7
Bedford way, | 1shorands, | cemtre windsor, Bedford Way, | WG 8DR, 258 Friar CinsRba. “financially | ‘Financially
London, WCIH | W6 BDR, 258 Friar cippenham London, London Street, Lane, Slough, wulnerable’ | vulnerable’
oG London street, Lane, Slough, WC1H 0DG Reading, RG1 | Berkshire SL1 at 17 at a1y
Reading, RG1 | Berkshire s11 1op 2YE Water meter Recruita | Recruits | Recruits | Recruit o mis Recruitamiz | Recruita mix
1pp 29E Totalsample | 8 [] [] [] | | mix mix mix
Total sample | 24 24 2 24 24 Gender Win 30 Win 3 M Min 2 M
Gender Min 40% M Min 40% 1 Min 0% 11 Min 40% M Min 40% M Min3E Min3F Min2E Health lin-depth interviews, DI}
Win 40% F Win 40% F Min 40% F Min 40% F Miin 40% F Age Recruit a mix Recruit a mix Recruit a mix
Age Min 3 from Min 3 from Min 3 from Min 3 from Min 3 from Ethnicity Recruit a mix Recruit a mix Recruit a mix Souree:
eachageband | eachageband | eachage band | sach age band each age band Current life Recruit a mix Recruita mix Recruita mix +  Water company-supplied samples (target PSR fla as potential indicatar of health candition disability)
SEG BxAB ExAB EXAB BxAR FxAB circumstances Freedind (if suppled sample doesn't yield sufficient recruits]
BrClCZ BX 102 BX 102 BxC1T2 B C20E BxC102 ag)
BxDE BxDE BxDE ExDE 8xDE Current water | Recruit amix Recruit a mix Recruit a mix Location NW Londonand | Reading Slough-Windsor | Colchester- Hemel/5t Albans/
Ethnicity Min 40% BAME | Min 40% BAME | Min 15% GAME | Min 15% GAME | Min 15% BAME | Min 15% BAME situation (010) {recruitment SW London Braintree Watfard
Water meter | Recruita mix | Recruitamix | Recruitamix | Recruitamix | Recruitamix | Recruita mix geography)
pse/Eliginle | Recruita mix, | ReCruitamix, | Recruicamix, | RECTUita mix, | Recruitamix, | Recruita mix, Financially vulnerable customers Water company_| Thames-Thames | Thames-Thame: | [RRNRNNIN |
but prioritise but prioritise but prioritise but prioritise but prioritise | but prioritise Pust be on a social tariff or self-categorise as financially vulnerable (G17) Fieldwork dates | See Karen's to follow
these with these with thase with thase with these with thase with Tatalsample [ 8 [ ] T
health health health health health health Source: Gender Min 3 14 Hin 1 W Min 3 M Min 1 M
conditions for | conditionsfor | conditions for | conditions for | conditions for | conditions for +  Water company-supplied samples [social tariff flag) Min 3 F Min1F Min3F Min 1 F
[1s]] 101 [Is1} o1} [la]} D1 +  Free-find (if suppled sample doesn't yield sufficient recruits) Age Recruit a mix Recruit o mix Recruit o mix Recruit a mix
gill RECTUITE Mis, | RECTUI3mix, | RECTULE mix, | Recruita mi, | Recruits mi, | RECrultsmix, SEG Min 35 ABCL Min 1x ABCL Min 3 x ABCL Min 1 x ABCL
ility | butprioritise | butprioritise | but prioritise | butprioritise | but prioritise | but pricritise Event 1 3 3 [ 5 & Min 3 ¢ CIDE Min 1 % C20E Min 3 x £2DE Min 1 x C2DE
thase thase thase thase those those Tocation W SWiondon | Reading | Slough-Windsor | Colchester- Hemeljot Albans ‘Nature of Aecruil a range of | Recruit @ range of | Recruit a range of Aecruit a range of
“financially “finzncizliy “financizlly “financially “finzncizliy ‘financialiy (recruitment London Braintree Watford isabil sabiliti sabiliti isabiliti
for for far far far for condition conditions [see | conditions [see | canditions |see conditions [see 016)
recruitment recruitment recruitment recruitment recruitment recruitment Water company | Thames. | Thames. | Thames- | RN | DRSS | DR | até) 16} atel
into that into that into that into that into that into that Thames | Thames Thames Water meter Recruit a mix Recruit 8 mix Recruit 8 mix Recruit s mix Recruit 8 mix
szzment szzment szzment szzment szzment sszment Date 25 Aprl | 26 April 03 May 04 May 2023 T0May2023 | 11May 2023
‘social tarift prioritise for | Prioritisefor | prioritise for | prioritise for Prioritise for | Prioritise for the 2023 2023 2023
customers the financially | the financially | the financially | the financially | the financially | ‘financially Time 1600- | 1600 1600 — 1600— 2030 1600 - 1500 1600 - 2030 B Al billpayers must be Thames Water [Affinity Water] customers, depending on the geagraphy.
vuinerable’ vulnerable’ vulnerable’ vulnerable’ vulnerable’ vulnerable’ 2030 2030 2030 B Recruitsd billpayer participants should be named on the water bill and thus selely or jointly responsible
segmentand | segmentand | ssgmentand | ssgmentand | sezmemvand | ssgmentand Venue lacation Royal | Nevetel Novatel | Coptharne TBE TBE for the HH's water bill.
once full once full once full once full recruit | once full once full recruit National | London Readlin Hotel Slough-
recruit for this | recruit for this | recruit for this | for this recruit for this_| for this sgment Hotel, | west contre | Wingsor, . ™ Future Customers must be aged 18+ and must not a bill payer.
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Appendices: Household Recruitment Questionnaire

N nTCHECK2. INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED THAT THE PARTICIPANT 15

Ql.  Good morning/sfternoon fevening. My name is -....... and | am calling from Raots, on behalf of
Thames Water [Affinity Water) and Accent. Flease could | speak to #name on sample#?

B JF "NO" TRY AND PERSUADE ELSE THANK & CLOSE

B |F "CALL BACK" PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS, THANK AND CLOSE
B |F “YES" PLEASE PROCEED TO SCREENING SECTION

WHEN SPEAKING TO APPROPRIATE CONTACT CONTINUE WITH SCREENING

Please may | spezk to #name on sample#?

'WHEM SPEAKING TO THE CORRECT PARTICIPANT REPEAT TEXT ABOVE & CONTINUE:

The reszarch is being conductad under the Market Research Society Code of Conduct, which means that -
any answers you give will be treated in confidence.

Thames Water [Affinity Water) is wanting to wviews an their p d plans —now
and in the future. This is an exciting oppartunity for you to help the company shaps their shart- and long-

B IF RANK/GRADE [CIVIL SERVANT, NURSING, MILITARY, NAVY, POLICE ETC.| RECORD RANK/GRADE
SPECIFICALLY

B IF RECEIVING PENSION: ASK IF STATE ONLY [GRADE “E") OR PRIVATE/OCCUPATIONAL PENSION
(GRADE ON PREVIOUS DCCUPATION)

B IF UNEMPLOYED: IF MORE THAN 6 MONTHS AGOD (GRADE "E"), IF LESS THAN & MONTHS AGO (GRADE
ON PREVIOUS OCCUPATION)

CODE SEG

I

3

o1

=1

o

3
Nat stated THANK AND CLOSE

CHECK QUOTAS

tarm plans to mest the neads of Il types of custamers. as.
‘We're looking for customers to help us in this research project which will consist of two phases:
*  First stage: = 20-minute homewark exercise, to be completed before taking part

Sacond stage: participation st an in-persan discussion group, to be held lacally, togather with other
Thames Water [Affinity Water) customers. This will lsst for (THAMES-THAMES 4.5 / THAMES-AFFINITY

4.5 f AFFINITY 3) hours znd will be held in an accessible venue in #location of venue#. The tima as.
includes time for comfort breaks and refreshments [which will be provided).

Az 3 thank you for your time and contributian to the research, you will receive a totzl of {3h: £120 / 4.5h:
£160), including completing beth the first and second stages.

Alternatively, we may ask you to take part in 2 one-to-ane interview of [THAMES-THAMES: 50

minutes/ THAMES-AFFINITY: 50 minutes/AFFINITY-ANGLIAN: 50 minutes], rather than participate in 3 group
discussion, at our discretion. If 5o, a thank you payment of THAMES-THAMES: £75/ THAMES-AFFINITY:
£75/AFFINITY-ANGLIAN: £60) will be offered to those eligible and able to take part in the interview.
(INTERVIEWER NOTE: THIS APPLIES TO THOSE RECRUITS WHO HAVE A DISABILITY OR LONG-TERM

HEALTH CONDITION AND SHOULD BE PRIORITISED FOR THE "HEALTH VULNERABLE' SEGMENT AND a7,
'OFFERED AN IDI IN THE FIRST INSTANCE)

Are you_.

1 Male

2. Female

3. Prefer ta self-identify/| describe my gender differently
4. Prefer nat to say

CHECK QUOTAS, ASSIGN THOSE WITH CODES 3 AND 4 AS APPROPRIATE

QFc.  Whatis your postcode? We ars looking for participants in specific areas 1o take part in this

NOT TAKING THE INTERVIEW ON A MOBILE DEVICE AND/OR WHILE DRIVING OR OFERATING research, and your pestcade will be used to ensure you 2re in scope for this research
EQUIPMENT Capture pasteode
Yes, it i safe far the participant to proceed
Mo, it isn't safe - we need to call back later GO TO APPT SCREEN CHECK POSTCODE TO ENSURE THAT PARTICIPANT 15 IN THE CORRECT GEOGRAPHY FOR THE EVENT BEING RECRUITED
Any data collacted over the course of this interview that could be used to identify you, such as your QF.  How old are you? |:|:| CODE AGE GROUP BELOW
name, address, or other contact details, will be held securely znd will not be shared with any third
party not involved in the research, unless you give permission (or unless we are legally required to 1. Under 18 THANK & CLOSE
do sa). Qur privacy statsment iz zvailable at www.accent-mr.com/privacy/. i ;2;;
Do you agree to proceeding with the interview on this basis? 4 3034

5 3544
Yes 6 560
No THANK AND CLOSE 7 65 or alder

8 Refused THANK & CLOSE
Do you or any of your close family work, or have warked, in the recent past in the water sectar, iz
including for Thames Water [Affinity Water), or in the Market Research profession? FUTURE CUSTOMERS: O7= NO AND Q8= ANY AGE. GO TO Q3

CURRENT BILL PAYER: 7= YES AND Q= ANY AGE. GO TO Q11
Yes THANK AND CLOSE
Ne CHECK QUOTAS
Have you ever participated in 2 market research group discussion? IF YES, PROBE WHEN Q9.  FUTURE CUSTOMERS ONLY: Which of the fallawing mast clasely matches yaur current study/wark
e, in fast six manths THANK AND CLOSE situation?
Yes, between 6 manths and 2 years ago GO TO 08 L Inen iceship PROCEED WITH T FOR FUTURE CUSTOMER SEGMENT 3
awer 2 years ags GOTO Q7 2 Atuniversity (undergraduate ar post graduate studies) PROCEED WITH RECRUITMENT FOR FUTURE CUSTOMER SEGMENT 13-
na &0 TO Q7 3. Working full- or part-time PROCEED WITH RECRUITMENT FOR FUTURE CUSTOMER SEGMENT

4 Mot currently working {unemployed, taking & break from education (gap year, etc.| PROCEED WITH
ONE THIRD OF RECRUITS MUST HAVE NEVER BEEN TO A GROUP DISCUSSION BEFORE RECRUITMENT FOR FUTURE CUSTOMER SEGMENT

5. Other, write in: PROCEED WITH RECRUITMENT FOR FUTURE CUSTOMER SEGMENT
Hows many £roups have you be=n to in that period? Prefer nat to answer THANK AND CLOSE
1 AIN TO RECRUIT A MIX ACROSS ALL CATEGORIES
23
Mare than 3 THANK & CLOSE @10. FUTURE CUSTOMERS ONLY: Which of the following best describes your situation?

— 1. |liwe in student accommodation and water bills are included within my payments
Q5. What was the subject matter of the groups you attended? PROBE AND WRITE DOWN 2. 1um & student and a parent/guardian pays my water bill

3. 1 live with and they are resp far paying the water bill

4 llwe in shared jan and someone ebe is far paying the water bill

51 rented accam madation and water bill are included within my rent

6. Other, write in:
IF WATER THANK & CLOSE 7. Prefer nat to say THANK AND CLOSE
Are you respensible, sither jointly or solely, for paying your househald's water bill? AIN TO RECRUIT A MIX ACROSS ALL CATEGORIES
Yes, solely PROCEED WITH RECRUITMENT FOR CURRENT HH CUSTOMER SEGMENTS - —

Q1. BILL PAYERS ONLY: What is your job title?

This call may be recorded for quality control purpases.

NOTE TO INTERVIEWER: SAMPLE SOURCE I5: #client-supplied sample for current billpayers¥ Q7b.

INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE PARTICIPANT OF:

MRS Code of Canduct
Calls being recorded

Yes, jaintly PROCEED WITH RECRUITMENT FOR CURRENT HH CUSTOMER SEGMENTS.
Ho PROCEED WITH RECRUITMENT FOR FUTURE CUSTOMER SEGMENT

IF YES AT Q7, ONLY IF FREE-FIND (OTHERWISE REFER TO SAMPLE FILE): Wha is your water
campany? This is the company you pay your water bill to.

Thames Water RECRUIT FOR THAMES/ THAMES
Affinity Water RECRUIT FOR AFFINITY/THAMES and AFFINITY /AMGLIAN
Another water company THANK AND CLOSE

B IF SELF-EMPLOYED: ASK IF MANUAL/NON-MANUAL, SKILLED/QUALIFIED OR NOT, NUMBER OF
EMPLOYEES - THEN LOOK UP SELF EMPLOYED TABLE

¥ IF MANAGER/EXECUTIVE: ASK FOR INDUSTRY SECTOR, NUMBER OF EMPLOYEES IN COMPANY AND
MAMAGEMENT STATUS

To which of these ethnic groups do you consider you balong to?

3. Anyother White backgraund

MIKED

4. White and Black Caribbean
5. White and Black African

6 White and Asian

7. Anyother Mixed background

ASIAN OR ASLAN BRITISH
& Indian

9. Pakistani

10. Bangladeshi

11, Any other Asian background

BLACK OR BLACK BRITISH

12. Caribbean

13. African

14. Any other Black backgraund
CHINESE OR OTHER ETHNIC GROUP
15. Chinese

16, Any ather sthaic groug

17. Prefer nat to say.
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CHECK QUOTAS
Q14 BILL PAYERS ONLY: Do you currently have a water meter at your home?
Yes MEASURED
No UNMEASURED
Don't knaw
RECORD AND AIM TO RECRUIT A MIX OF YES/NO
Q5. BILL PAYERS, ONLY IF FREE-FIND (OTHERWISE REFER TO SAMPLE FILE): Are you registerad on the
Priority Services Resistar with Thames Water |Affinity Water)?
The Priority Services Register iz far water customers who may need extra suppart or additions|
services - e.g. braille bills, or bottled water deliveries in the event of the water supply being
interrupted
Yes
No
Don't knaw
Q16. BILL PAYERS ONLY (SAMPLE AND FREE-FIND): Do any of the following =pply to you or anyone else

in your household? MULTICODE

1. Chrenicfserious iliness EGIBLE FOR HEALTH VULNERABLE IDI - PRIORITISE RECRUITMENT INTO THIS SEGMENT

2. Dependant an medical equipment EUGIBLE FOR HEALTH VULNERABLE IDI — PRIORITISE RECRUITMENT INTO THIS

SEGMENT

Physical impairment ELIGIBLE FOR HEALTH VULNERABLE IDI — PRIORITISE RECRUITMENT INTO THIS SEGMENT

Unable to answer the door ELIGIBLE FOR HEALTH VULNERABLE ID1 - PRIORITISE RECRUITMENT INTO THIS

SEGMENT

5. Restricted hand movement ELIGIBLE FOR HEALTH VULNERABLE DI — PRIORITISE RECRUITMENT INTO THIS
SEGMENT

& Pansionable age PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F EVENTS)

o

7. Young children aged § or under PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F
EVENTS)

4. Blind ELIGIBLE FOR HEALTH VULNERABLE DI - PRIORITISE RECRUITMENT INTO THIS SEGMENT

9. Partially sighted EUGIBLE FOR HEALTH VULNERABLE DI - PRIORITISE RECRUITMENT INTO THIS SEGMENT

10, Hearingfepesch difficultios (including deaf) EUGIBLE FOR HEALTH VULNERABLE IDI - PRIORITISE RECRUITMENT

INTO THIS SEGMENT
11. Wan-native English speaker PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2ZF EVENTS)
12. Living with dementia ELIGIBLE FOR HEALTH VULNERABLE IDI — PRIORITISE RECRUITMENT INTO THIS SEGMENT

13. Develapmental candition ELGIBLE FOR HEALTH (-] T INTO THIS
SEGMENT
14, Mental health problem ar condition ELIGIBLE FOR HEALTH VULNERABLE |01 - PRIORITISE RECRUITMENT INTO

THIS SEGMENT
15, Law ar unstable incame PROCEED WITH
AND CONSIDER FOR FINANCIALLY VULNERABLE SEGMENT
Temparary life change — for exsmple past haspital recavery, unemplayment, infant in the house, stc PROCEED
WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F EVENTS)
Nane of the above EXCLUSIVE, PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F
EVENTS)
Prefer nat to say EXCLUSIVE, PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F
EVENTS)

(F2F EVENTS)

=

B

3

IF YES AT Q15 OR YES TO ANY CODE AT Q116 CODE AS “PSR/PSR ELIGIBLE” AND RECORD FOR INFORMATION
OFFER THOSE WITH HEALTH CONDITIONS (YES AT CODES 1,2,3,4,5,8,9,10,12,13,14] AT Q16 THE OPTION OF AN IDI
(SEE 023)

BILL PAYERS ONLY: Many people have tald us that their income and/or expenditure has been

atz Q20. BILL PAYERS, ONLY IF FREE-FIND (OTHERWISE REFER TO SAMPLE FILE) How much is your water
adversely affected by the pandemic and, more recently, the cost-of-living crisis and this means that bill?
they may struggle to pay some househald bills.
Sy may STTUEELE 10 Py £ Per year CAPTURE FOR INFORMATION
Which of the ing bast how you find your water and sewerage bill and E____ Permaonth
other household bills? Flzase remember, this research is entirely confidential and that it is only by
talking to people in debt, or struggling to pay their bills, that change can be influenced. Q21.  IF BILL AMOUNT EXPRESSED PER MONTH AT Q20 How many monthly payments do you make for
SINGLE CODE your water bill each year?
0
T | 1 can always afford to pay my water biland ather household bills, on tme and 1
da nat need to conserve my water/energy use or go withaut ather things to da Other (please specity)
sa
T | 1 can ahways afford ta pay my water bil, and ather heusehold bills, on time but | FEELING SOME FINANCIAL CALCULATE ANNUAL WATER BILL BY MULTIPLYING MONTHLY BILL BY NUMEER OF MONTHY PAYMENTS
b 1 8 ithout ather things tada | PRESSURE
:u"" ecause | canserue my waterfenergy use orgo withalit ather things ta da Q22 Provide customer’s annual water bill (from sample file or as provided by customer as
3| | can aways afford t pay my water bill on fime, but sometimes strugge, of am | FINCHED MIDDLE' monthly/annual amount].
late, paying other bills £ peryest
2| Tsometimes pay my water bill late because | am strugghng financially “PINCHED MIDDLE'
o | em aften unable to atfar b pay my weter bl en tine ANANCIALLY VULNERABLE Q23. IF HEALTH CONDITION IDENTIFIED AT Q16 You previously said that you have, or someone in your
: LW; rarel:;ur never, 4kl o affrd b pay my water Bill an time FINANCIALLY VULNERABLE has, a dissbility or health conditian. Rather than ask you o sttand & face-to-face
Fefer nat o say
group, we are offering you the appertunity to contribute to the research by participating
AIM TO RECRUIT A MIX OF AFFORDABILITY, INCLUDING THOSE WHO ARE FINANCIALLY VULNERABLE (5,5), THE in & [THAMES-THAMES: 30 minute/THAMES-AFFINITY: 30 minute/AFFINITY-ANGLIAN: 50 minute)
PINCHED MIDDLE (3,4), THOSE MANAGING THEIR HOUSEHOLD BILLS WITHOUT ISSUE (1) AND THOSE FEELING SOME interview, which is simply 3 one-to-one discussion with one of our experienced and friendly
FINANEIAL PRESSUIRE (2) intarviewers. This can be done online, on Zaom, or in-person at your home. Would you be
[ in tsking part in an interview?
8. Iz Englizh your first language and the first language of everyone else in your household?
at glisnye Fuas BUZE o ¥ Yes PROCEED TO TEXT BELOW AND RECRUIT FOR INTERVIEW
ees — English s iy first language and the first language af all hauseheld members Na TRY TO PERSUADE OR CONTINUE TO RECRUIT TO F2F EVENT IF HEALTH VULNERABLE QUOTAS ARE FULL.
He — My first Ianguage is ane other than English OTHERWISE THANK AND CLOSE
Mo — English is not the first language of someone else/others in the household
Thank you. Az | have said, the research will consist of:
RECORD FOR INFORMATION ONLY
- *  First stage: 3 homework exercize which should take no more than 20 minutes to complets
Q19. BILL PAYERS, ONLY IF FREE-FIND (OTHERWISE REFER TO SAMPLE FILE] Are you registered on any

of the follo

g water affordability schemes?

WaterHelg for hauseholds on & low income (Thames considers housenolds earning below £17,005, ar below £21,749 in
Landan baroughs, ta be an alow income. If the customer qualifies for this scheme, Thames currently offers 2 50%
discaunt an the whale bill.

WaterSure, @ bill capping scheme (Thames/Anglian — If the customer & an a water meter but finding it hard to save
water because they have a large family or water-gependent medical condition, the bill may e able ta be capped
through WaterSus!-

Low-Income Fixed Tarif, LIFT [Affinity — Available to customers who are sarming less than £17, 005 & year, ar whe are
currently claiming certain banefits such as Universal Credit ar Job Sewker's Allowance).

BamaCars Plus (nglisn - IF your home's an a meter and you're struggling 1o pay your water bill, then our

Plus tariff could e for vou. It his 2 higher fixed rate than aur standard household tariff, but charges less for the water
you use |

LITE/Entra LITE (Anghian - i have & low disposable income and you're struggling to pay your water bill Based on your
individual situation you could get a discaunt af up te 50% an your water and sewerage charges by switching o one of
these tariffs]

MNone of these

IF CLIENT SAMPLE FILE INDICATES THAT PARTICIPANT IS A SOCIAL TARIFF CUSTOMER OR RECRUIT INDICATES AT THIS
QUESTION THAT THEY ARE ON A SOCIAL TARIFF PLEASE ASSIGN TO THE FINANCIALLY VULNERABLE' SEGMENT AND
PRIORITISE RECRUITMENT FOR THIS SEGMENT (F2F EVENTS)

*  Second stage: taking part in & [THAMES-THAMES: 50 minute/THAMES-AFFINITY: S0 minute/AFFINITY-
ANGLIAN: 60 minute) interview, sither anline or in persan styour hama.

You will recsive a totzl of (30-minute £75 / 60 both the first and second

stages of the research.

te £60) including

Would you be willing ta commit yoursslf to both stages of the process to help infarm Thames Water's
[Affinity Water's) future plans?

Yes PROCEED TO 'PRE-TASK' SECTION
No THANK AND CLOSE

Yes PROCEED TO TEXT BELOW
Ha TRY TO PERSUADE/THANK AND CLOSE

Thank you. As | mentioned earlier the research will consist of:

*  First stage: 3 homework exercize which should take no mare than 20 minutes to complets
Second stage: participation st an in-person discussion group together with other Thamas Watsr
[Affinity Water] customers. This will lzst for 3/4.5 hours and will be held in an accessible venue in
#location of venue#. The time includes time for comfart breaks and refreshmants (which will be
provided).

Again, you will recsive a total of (3h: £120 / 4.5h: £160), including completing both the first and second
stages of the research.

Would you be willing to commit yourseif ta both stages of the process to help inform Thames Water's
[Affinity Water's) future plans?

Yes PROCEED TO TEXT BELOW
Na THANK AND CLOSE

There will be up to 30 other people 2t the research event. Like you, they will be shzring views on the water
company’s shore- and long-term plans. That szid, much of the discussion will take place in smaller groups of
zround & people.

[ASK ALL: PRE-TASK

ASVISE PARTICIPANT ABOUT PRE-TASKS: We will email details outlining the Stage 1 homework exercises.
These must be completed before you attend the group sessions, but they shouldn't take too long to
complete znd hopefully you will find them interesting and informative.

We will be asking you to downlasd an spp onte yaur mobils device for completion of the homewark

fully for your ¢ i to each

exercises. The app i quick 3nd fun to use and you will be inc:
part.

If you would rather racaive 2 paper copy of the homewark exzrcisz please nate that we will need these

returning by post before you attend the event. INTERVIEWER TO CAPTURE IF PAPER TASK REQUIRED AND
CAPTURE POSTAL ADDRESS FOR DISPATCH OF REMINDER TASK IF ORIGINAL NOT RETURMED.

VERY IMPORT!
TASK. D

Q24. I3 THE PARTICIPANT CLEAR ABOUT THE PRE-TASKS?

INTERVIEWER: PLEASE TICK TO CONFIRM YOU HAVE EXPLAINED ALL ABOUT THE PRE-

Ves
Ha THEN RE-EXPLAIN

Invitation: Group F2F Event

Thank you for answering those questions. Would you be interested in participating in this research project
an behalf of Thamas Water [Affinity Water)? All research will be conducted in sccordance with the Markst
Resesrch Society’s Code of Conduct.

025. DID THE PARTICIPANT SAY THEY WOULD DO THE PRE-TASKS?

Na THEN PERSUADE POLITELY AND REITERATE REQUIREMENTS

026. WILL THE PRE-TASK BE COMPLETED V1A THE APP OR ON A PAPER COPY?
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Email{App COLLECT EMAIL ADDRESS
Paper HAND OVER COPY TOGETHER WITH SAE

ASK ALL: DATA COLLECTION AND SHARING CONSENT

DATA COLLECTION & SHARING CONSENT

The face-to-face discussion may be joined by representatives of Thames Water (Affinity Water) and/or
their independent customer challenge group, so thay can watch the discussion and learn as much from it
25 possible. They will nat participate in the discussion directly but will be on hand to answer any technical
questions ahout their future plans, if required. In addition, membars of Ofwat and CCW, wha rezulsta the
water sector and are the voice of water customers, may be present to observe the discussions.

The discussion will bs sudio recorded for znalysis purposes and to ensure accuracy. All recordings will be
sacursly stored for = period of 12 manths (for reference purpases) befora being destroyed

In qur reparting of the findings from this research everything that you say will remain confidentizl and will
be reparted in grauped format anly.

Plezse confirm that iz OK.

Yes CONTINUE
No HOLD IN RESERVE OR THANK AND CLOSE

F2F DISCUSSION GROUP RECRUITS: GO TO 027
IDI RECRUITS: GO TO Q 28

R F2F DISCUSSION GROUP RECRUITS

027. The face-to-face discussion group will take place on:

[ Date [ Time [ Place |
| SEE ABOVE | sEE aBOVE | see aBove |

‘Would you be able to attend? REASSURE & PERSUADE
IF PARTICIPANT AGREES, CONFIRM DATE, TIME, LOCATION then continues

Great, thanks. I'll just take = few details and will It you gat on with your day. We will send you mere
infarmation by email shortly with details of the next steps and arrangements for the discussion graup.

I for any reasen you find you ars unable to attend, pleass could you let me know =5 soan a3 possible so
that we can invite someane elss ta take your place?

Plesse contact us on ks if you have any gueries about your incentive. Thank yau.

RECRUITER: Please ensure you have filled in the cover page of the RQ, including email address and
mobile number of participant, then the i i

THANK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

Q28. Most people find it is easier and more convenient to take part in their research interview online, Clear
using the Zoom meeting platform. Would you like to take part in 2 Zoom interview, or would you Will camplete:
rather be interviewed in person, at your home?
Cnline, via Zoom GO TO 028

Q32. IS THE PARTICIPANT CLEAR ABOUT THE PRE-TASK & DID THEY SAY THEY WOULD COMPLETE IT?

MRS DECLARATION

INTERVIEWER: PLEASE ENSURE YOU REMOVE THIS PAGE
BEFORE RETURNING THIS RECRUITMENT QUESTIONNAIRE TO
ACCENT

PROPERTY NAME OR NUMBER

2M0 LINE OF ADDRESS

At harme, in person GO TO 031 Q23. | confirm that this interview was conducted under the terms of the MRS Code of Conduct and is

029.  How proficient would you say you zre at using Zoom?
INTERVIEWER'S SIGNATURE:

I feel very canfident about using Zoom G0 TO Q30

I feel quite confident about Zoom G0 TO Q30

1 don't feel confident abaut using Zoam SUGGEST FACE TO FACE INTERVIEW OR THANK AND CLOSE: Go To Q311F F2F

I would rather not Zoom if | didn’t have to SUGGEST FACE TO FACE INTERVIEW OR THANK AND CLOSE: Go To Q31 IF

F2F THANK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

030, Do yeu have sccess ta a desktep or laptap camputer, ar a large-farmat tablet [such s an iPad with & large sereen),
which is connected ta s reliakle and stable internet connection, an which yau eeuld take part in 3 Joom interview?
Please note that you will NOT be permitted to take part in the research on Zoom using 8 smartphone. Taking part in
the research will involve reviewing materials onscreen and a smartghone is simply too small to do this properly,
Yes PROCEED TO RECRUIT FOR 200M: PROCEED TO RECRUITER CONFIRMATIONS
No SUGGEST FACE TO FACE INTERVIEW OR THANK AND CLOSE: Go To Q31 IF F2F
Unsure SUGGEST FACE TO FACE INTERVIEW OR THANK AND CLOSE: Go To Q31 IF F2F

Q31 Thank you. | am happy to arrangs far = date and time for your intervisw. 'll just tzke = faw details
=nd will let you get an with your day. We will s2nd you mors infarmation by email shartly with
details of the next steps and details of your homewark and interview.

.

RECRUITER TO ARRANGE AN INTERVIW SLOT USING INTERVIEWER AVAILABILITY

+  CAPTURE ALL NECESSARY PARTICIPANT INFORMATION IN ORDER TO COMMUNICATE WITH THE RECRUIT
REGARDING THE INTERVIEW, ENSURING TO COLLECT AN ADDRESS AND ACCESS DETAILS FOR ANYONE REQUESTING
AN IN-HOME INTERVIEW.

If for any reasen you find you are unable to attend, pleass could you let me know =5 soan as possible so
that we can invits someana elss ta teke your place?

Please contact us on gggeees, if you have any queries about your incentive. Thank you.
RECRUITER: Please ensure you have filled in the cover page of the RQ, including email address and

mobile number of participant, AS WELL AS FOR F2F IN then the i
confirmations.

THANK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

onfirma

RECRUITER — VERY IMPORTANT — PLEASE TICK TO CONFIRM YOU FULLY READ OUT THE DATA SHARING
AND CONSENT QUESTION, AND THAT IT MADE SENSE TO BOTH YOU AND THE PARTICIPANT.

Yes D

TOWN/VILLAGE

POSTCODE
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Introduction to Task Two
Next you will see some key facts about the customers that Thames Water serves and the infrastructure that

&

Introduction to Task One
On the first slide there is a map of England and Wales that shows Thames Water’s operating area:
it manages:

=

Background to water industry
There are a number of different companies in the water industry who serve water customers to ensure
their water is safe, reliable and environmentally friendly

Eegland and Wakes are sarved by 17
difforent water companies: soma provide
st drinking water, others take Fway
seviape s wel Compandes in the same area
wrork togethed 10 plan for the future in thedr
region, and work with the other regional
groeps actoss England 10 male sure there is
eoough water for everyone

Where we work...

o 7

ol o _'“'bme rs directly

Usiike with gas and electricity, customers
cannot ‘switch’ water company, becaune
YOUr water company is dictated by the area
you bve in, and I3 thetefore 2 monopoly
This Is why Ofwat regulate all wates
companies; 10 ensure farness for all
CUSIDmErS.

/ .

e e =

Basmessos don't pay their bills deectly 1o the water companies - thoy are biled by "Retalers”
3

If you have any questions then please write in the space below.
If you have any questions then please write in the space below.
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Introduction to Task Three

This provides a bit of background on why Affinity Water and Thames Water want to hear from you:

The role of research

Affinity Water Q

+ Ofwalt (Water Services Rngulation
Butronity) b 2 non mintsteral
Bovemment Sepurtment

* They ae resporaitie for making
sure 1hat water companies are
egulated to comumen
With 3 §00d quality 3nd efcient
service at a talr price.

* Talkieg 1o customers aho
-mmmumlu
0 flest o what 10 85 most of -

g want them o do.

* There is mose infoemation sbout
this here: ‘Al sbout the price
Tevew’. Avadable 3t
et/ ferana youtute somiwatch?
EOWmACIIALS

O of the ways that peopie huve
Bk sy & through this research,
which wil explain what the plans
are for where you live, and ask
what yoos thisk — whether the plam
are ceptatie’ 10 you and
whether you can aftord the
Proposed Bty fom 2029 2000

* Companies 50 hawe 10 show 1o

Conyunver Council for
Wa,

If you have any questions then please write in the space below.

Introduction to Task Four

The next slide shows you what Affinity Water 2nd Thames water do and the service they provide:

Affinity Water and the water cycle

What do Affinity Water and Thames Water do?

Affinity Viator Affinity \WVoler

If you have any questions then please write in the space below.

Introduction to Task Five

The next slides give you some information about how water ¢
the independent regulzator, and how to read the graphs you will see in the following slides:

How water company performance is monitored

How water company performance is monitored

pany per eis

Affinity Water €

Waer compunies huve 15 Srovde fekable services, 4 plan for Ther sendces 1o be 1esdient 1 (hanging
oemmeny

weather patterm and demand from
i

Comparses can e @ exceed periermince Commtimend Lngets Kr & romber of resmom. For examph,

AffinityWater €

sk comnien re cuttmty par ey Bwough ther Ive-vew Busins gl o 1020 e 2035, They
Tve sece hevel Taret), CAR DOiOnmance COMPVDMEnts’ inevery e year Buviness plan
Targets we baned 0 'ﬁul\mlwi MP'MW(U‘W MM-NW-WN
and om Ofacat's suwrsment ot what comparnes thould deitvr, [hene Largets coves 4 wide Tange of
The ISerers wryces That waler comqusniey Frovide

Otwat mcrnn wiler company perdrmance agae rach peckr mance
caenTitmant ewery yeae 10 e € They have met e vervics Sevel in ther
asiness pan

W e oo QO 50 Shw yOu Prowe Wikl yOUr Waler diior SEwerage Compuery
1 Oing 0 s2ere O Tl perlonmnce COmmBTeres, Cmpared 10 Gthes wanet
(g  Englasd a8 Waket

These perkarmmance Comemstiments e 3 ssapson of oot of the widle range of services
Companies provide. We e showing These examples in Customens fawe ok us they e
parscutanly impstant 16 them

If you have any questions then please write in the space below.

ed by OFWAT,

CE
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Introduction to Task Six
We will now show you how Thames Water has performed against some of the key targets, and a comparison
to other water and wastewater companias.

An explanation on what's contained on these slides is shown below:

How to read comparison information @

We will later show you 6 pages displaying water companies’ performance. The blue
boxes below show you how to read the data.

This first slide shows you how Thames Water is performing on the measure of water supply interruptions:

This next slide shows you how Thames Water is performing on the measure of the appearance, taste and
smell of tap water:

This next slide shows you how Thames Water is performing on the measure of sewage flooding inside
properties:

This next slide shows you how Thames Water is performing on the measure of sewage flooding of gardens
and outbuildings:

This next slide shows you how Thames \Water is performing on the measure of water leakage from their
network:

The last one in this section shows you how Thames Water is performing on the measure of causing pollution
of rivers and streams:

That's all the graphs and tables for now.

Please write in whether you have any guestions or comments about the Thames Water's performance on
those key measures:

Introduction to Task Seven
Please take a look at this slide. It tells you about your water bill and how every £1 of your bill is spent across,
for example, water and wastewater running costs, and investment to improve infrastructure for the future:

Breakdown of every £1 we spend @

S8~ infrastucrure
This inchudes 3por the Thames Tidewary tunnel, which will drvert millions of
tones of sevage from the rver Thames when it goes sio operation

19 exsenial services
Wie cheliwer and recycie b

0 of tres of water everyday.

15g- our team
Fromengingars to scientists, wa investin over 7,000 prople whe help keep
o wates Nlowing.
atp

B lemders
T ISt b cour natwonrk, i Borrow mion ey a1 effcsnt rates while keeping
nur bills 35 kv 35 we £an

7P+ powering our sites
Wi Curnitly generate mone than 20% of our own enengy 1o help protect the 18p
i

Sp = the government

38 milliom in businass ratos arsd for smployors!

If you have any questions then please write in the space below.

94



Appendices: Household Pre-Task Exercise

Introduction to Task Eight

The next two slides will introduce you to Thames Water's proposed Business Plan. We will discuss this at the
face to face session but this gives you some information before we meet.

The first one shows broadly how the plan is presented.

Thames Water’s Proposed Business Plan

e Thames Walar

Thete tlides explain what Thames Witer propotes ¢

plar

e Ehe Largets for key elemertn of ity busines:

Tha beszinass plan iz mads wp of 3 types of slemants

» required to do betwaen 2025 and 2030
i tharm

chanee of things going wiong

The second looks at the performance levels that Thames Water intends to meet across the six different
measures we looked at before. All elements of this part of this business plan are mandatory — Thames Water
and all water companies have been told by the legal and environmental regulators that they must perform
at certain levels [their targets’):

This next slide cutlines six of the biggest investment areas where Thames Water intends to deliver
improvements and upgrades over the period 2025-2030. For example, you will see that it shows that there
will be investment in the ‘Reducing Basement Flooding” measure.

We will discuss these plans in the face to face sessions but please write in whether you have any guestions
or comments about Thames Water's intended performance on those key measuras or the proposed
investment schemes.

Introduction to Task Mine

Before we get together, please answer the question below about the affordability of your current water and
sewerage bill.

Questien 1: Your current water and sewerage services bill is FROM SAMPLE. How easy or difficult is it for you
te afford to pay your current water and sewerage bill?

Please answer one only:
ery easy

Fairly easy

Meither easy nor difficult
Fairly difficult

Very difficult

Don't know

oo e

As we mentioned at the beginning of this pre-task, we will start the session discussing your reactions to the
information you have just seen. As you've read through it, please list the 3 or 4 things that are new [
interesting [ surprising to you:

1

Please have these to hand during the research group discussion
We are looking forward to meeting you. If you have any guestions before the session please contact us at:
omar.sharesf@accent-mr.com.

See you very soon.

Mancy and the rest of the research team
Accent Research Team
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2598 Thames/Thames ARAT (4 % Hours)

ACcent

Event 1: 251 April — Thames/Thames — NW London (Islington/Hackney — 24 Bill Payers/8 Futures)
Event 2: 26th April — Thames/Thames — SW London (Hammersmith/Merton — 24 Bill Payers/8 Low income)
Event 3: 3 May — Thames/Thamas — Thames Valley ([Reading — 24 Bill Payers/8 Low income)

Draft Deliberative Structure — HH Sessions

Event 1 2 3

Location NW London EW Lendon Reading
{recruitment

geography)

Water Thames-Thames Thames-Thames Thames-Thames
oompary

Date 25 April 2023 26 April 2023 03 May 2023
Time 1600 — 2030 1600 — 2030 1600 — 2030

WVenue location | Royal Mational Hotel, 38-51
Bedford Way, London, WC1H 004G

Hovotel London Waest
1 Shortlands, WE 8DR, London

Hevotel Reading Centre
25B Friar Street, Reading, RGL
ioe

Room fSuite Galleon A Bordeaux Suite Meeting Room 7
HH customers b1} bl bl

{main sample)

Futures

£ vulnerable

B 4pm-4.15pm — Meet, Greet, Seat; Session Introduction

W 415pm-5.00pm — Sesszion 1 {Warm-up, Recap, Long Term Context, Temperature Check)
B 5. 00pm-5.15pm — Comfort/Tea/Coffee/Sandwiches

B 5.15pm-6.45pm — Seszion 2 (PROFOSED Plan

B 5.45pm-7.15pm — Comfort/Tea/Coffee/Sandwiches

B 7.15pm —3.15pm Session 3 (MUST DO Flan —THEM ALTERMATIVE — Fhasing of WINEFR)

B 2.15pm-2.30pm — Individual task (post tazk)

Meet, Greet, Seat and Session Introduction
B 3ign everyone in

A4pm-4.15pm

B Name badge and allocation te dedicated Moderator Group who will intraduce themselves
- Group 1-AB (8 Peaple]
- Group 2-C1CZ (& People)
- Group 3 - DE (& People)
- Group 4 — Future or Low income Social Tariff/Eligible
B Offer Teas and Coffee and seat at relevant tables

B Show the agenda for the sessions on the screen (Showcard 21}
B |ntroduce the Moderating Team

— explain that we are an independent, impartial research agency

B Explzin that we are here tonight on behalf of Thamesz Water who are looking for their view and input
into the Business Flan - Remember that Thames Water are the provider of your clean and wastewater
- we will break out into smzller groups so that we get a chance to discuss the plan properly
- we are looking for everyone’s views this evening and looking for everyone to contribute
- nocomments are attributed to you by name
- naright or wrong answers to any of the questions we will ask— it's your opinion that matters. Of
course, your views might be different from those of others, and that's naturzl — in fact it helps to
stimulate discussion, which is really useful for us as researchers
- pleaze remain respectful of others’ opinions and experiences if they are different frem your own
- we are giming to have a discussion and at the end of the zession, you will have a chance to fill-in
2 short questionnaire individually
B Tell everyone how long we will be here and session structure (bresk out groups/comfort breaks)
Explzin fire drills/exits
B |ntroduce the Client Representatives and any [CE

- explain that these individuzals are here to view the process and not take part

— they are not here to answer guestions and want ta listen as they are very interested in their views

- they shouldn’t influence the discussions in any way so please be honest and don't let them affect
YOUF FESPONSESs

- Moderator Note: if there are any specific questions then we can ask the Thames observer but
try to minimise this and avoid it becoming a (&A for the observer — there is a lot of discussion
to cowver and we will not reach a point of perfect information

ession 1 —Warm-Up, Pre-Task, £ Temp Check,

‘his bregkout group will focus on warm-up to ensure participonts are comfortoble, recop the pre-tosk
agterigiz, provide baseline views on the company, provide g fingncial temperature check and include the
g term plan review

B Settle everyone in break out space
B Thank everyone for doing their pre-task exercises
B |ntroduce yourself ice breaker

- HName

- Where you live

- Your favourite drink

- MODERATOR NOTE — REITERATE SAFE SPACE AND WE WELCOME DIFFERENT VIEWS AND
ENSURE EVERYOME COMFORTABLE AND HAPPY TO CONTINUE

B Remind that we are here to discuss the Business Flan for Thames Water but first we want to find out
2 bit about their thoughts on the pre-task

B Think back to the pre-task you read through (FRE-TASK SHOWCARDS FRINTED FOR REFERENCE)
- Baseline Camprehension:

= Was there anything in the material you resd which you felt was difficult to understand?

=  We showed you information that compared Thames Water's performance with other water
companies’ performance on & factors; water interruptions, sewage flooding, leaks etc. How
easy or difficult was it to understand this information?

Bazsline Awarsness:
= What did you know about Thames Water before you read through the materials?
= What surprized you most out of the things you have read?
=  What would you most like to find out more about?
Bazeline Perceptions:
* How do you fesl about Thames Water — scale -yg 1-10 +yg
= Reasons for scores
Bazeline Priorities:
= Where do you think they should focus improvements/investment?
=  Has any of the information you have seen changed your opinion Thames Water in any way?
Bazzline Value (Bill Fayers):
= Before we start talking about the Business Flan, we want to find out about how everyone iz
feeling about current finances.
*  How do you feel at the moment about your household finances (Future customers ask
about personal finances — they may be paying mobile bills, transport, etc)?
® And how do you think that might change in the next 5 years?
#*  For Bill Payers
+ how do you feel about your water bill?

# How would you rate Thames Water on value for money ‘for your water [ wastewater
services’?

Okay now we want to talk about the long term picture

All water companies need to plan for the longer term future to ensure that the services will be

appropriate for future generations of service users, bill payers, wider society and the

environment.

Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of

Thames Water's longer term plans and gosls. These go az far as 2050 — these planz and goals will

give you = sense of what they are planning and where they see their priorities.

When you look zt this longer term plan, we want you to think about it from a range of different

perspectives:

SHOWCARD 24 - 1) service users 2) bill payers. 3} citizen 4) society — please note that thess

overlap so if you are 2 bill payer, you are probably a service user and a citizen and member of

society

EHOWCARD 25 — Long term plan (Thamas Water])

= Overall views on the challenges

=  From what you have seen about the ambitions and zsims, do you feel the long term plan
focuses on the right areas

= What mzkes you think this?

= What do others think — zgree/dizagree?
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= |z there any difference from our Future Customers who are service users but not bill payers?
Is there any difference if you think sbout this as a Bill Payers, Service Users, Citizens, Society?
(Piease note — change of emphasis above as we can’t ask whether it goes far enowugh, too far or
just right o5 these ambitions/aims are nat measurable)

B SHOWCARD 27 - Phasing — Explain concept of phasing

- Before we have a break, we want to t2lk to you about some of the choices 2 water company has

to make when they are putting together their Business Plans

= Water companies can choose to improve performance or invest in service enhancements at
different times depending on customer prioritiez and depending on their funding, and we will
be azking you for your view on this later on.

= After the break we are going to be focusing on the shorter term Business Plan for 2025-2030
that we shared with you in the pre-task.

= We are interested to see whether there are things in there that you would say could be done
later — this means that investment would not be made now but made between 2030-2050

= Whzat do you think sbout the different options presented here
®  QOption A— pay more now, et more now
® QOption B — pay less now, get less now but catch up later
®  Which do you prefer and why

*  How do you feel about Option B where investment gets made |ater which might mean
that future gensrations would nead to contribute more

Coffee, Sandwiches, Stretch, Comfort Spm-5.15pm

Session 2 — Response to PROPOSED Plan pm-6_45pm

This session will focus on the PROFOSED Pign

10 MINS

Welcome everyone back to the table.

SHOWCARDS 20-22 PROPOSED PLAN SHOWING DISTINCTION BETWEEN REQUIRED AND VOLUNTARY
WITH BILL CHANGE BASED ON AVERAGE HOUSEHOLD

Explzin that this seszion will be focusing on the PROPOSED Business Plan that iz on these two slides
an the screen (toggle between slide 30-33 a5 a reminder). This is the information that we shared
during the pre-task and we want to understand more about how you all feel about it.

Befere we get in to the nitty gritty — we need to explain that Thames Water have undertaken
customer research, stakeholder research and that this plan reflects their priorities as well as where
the business feel they need to invest to ensure a resilient water and wastewater service to meet the
demand of Thames Water customers.

We do need to be clear that what we are sharing with you does not include the full Business Plan as
this would take too long te go through — instead Ofwat and Thames Water have selected the
elements of day-to-day service that are most important to customers, 25 well as the investments in
impravements that will have the biggest impact on your bills.

It includes elements that Thames Water must do in the 2025-2030 period — these are on Slide 33 as
2 red flag and say REQUIRED - these include things like mzking sure there is enough water in futurs
and not polluting rivers.

It also includes WOLUNTARY service enhancements that Thames Water feels are important and these
have orange flags e.g. Making the water supply more reliable

Later an you will s2e the bill impact based on your own household bill but during this part of the
discussion, we are going to look at the average bill. This includes zome predictions for inflation which
we will share at the end.

SHOWCARDS 30-33 - Brief initial response to the overall plan
- What did you feel was good about the plan?

- What did you feel was not good sbout the plan?

- Whsat would you want to change?

Let's now bresk the plan down into different sections and get your views on each part.

0 MINS (5 mins per PC)

SHOWCARD 30 - OVERALL PERFORMANCE COMMITMENTS

Explzin that we are going to focus on the six performance commitments in more detsil.

¥ou will see here that this slide reflects their actual perfermance now and how they are looking for
that to improve

- Any comments or observations before we break these down further

- MODERATOR NOTE THAT THESE GO TO 2050

SHOWCARD 31 and 32 - RESPONSE TQ & CORE PERFORMAMNCE TARGETS (3 waste and 3 water)

- How do you feel zsbout this target?

- Do you feel they go far enough/too far/just right?

- How far do the approaches reflect how you would like Thames Water to do zbout this?

- MODERATOR MOTE — IF HELPFUL AND AS5I5TS THE DISCUSSION THEN REFER TO PHYSICAL

SHOWCARD WITH PRE-TASK COMPARATIVE INFORMATION AMD WHETHER THAMES IS5
CURRENTLY MEETING THE TARGET

30 MINS {5 mins per Service Enhancement)

20

SHOWCARD 22 - OVERALL SERVICE ENHANCEMENTS
Explain that we are going to focus on the six service enhancements in more detail.
Response to the six service enhancements (3 waste and 3 water; 3 REQUIRED and 3 VOLUNTARY)
- SHOWCARDS 34-39 - Explore each segment
=  Haow do you fesl about this zervice enhancement?
= Whatis good about it?
= What is not good about it?

MINS
Meow we have discussed the PROPOSED Business Plan, overall when you think about what we have
discuzsed with the six performance targets and six service enhancements, how acceptable is it to you
-  Why do you say this?
- What is driving acceptability/nen acceptability
= Water or wastewater elements?
= Performance targets — ambitious enough or not?
= Service enhancements — ambitious enough or not?
- How could this be more acceptable?
- What would you change?
MNow we want to look at what this plan would cost to get your views on that
SHOWCARD 40 — explain sbout inflation
EHOWCARD 41 — SHOW PROPOSED BILL IMPACT GRAFH WITH INFLATION FREDICTION
If you look =t the graph on the left hand =ide it shows what impact the 2025-2030 plan would hawve
an your bills znd how that changes from now until 2030
- Owverall when yau loak at this plan, haow affordable is this ta you (Bill Payers)
=  Why do you say this?
= |f not affordable, what would you advise Thames Water to take out?

= Any difference if you put your hats back on — bill payers, service users, citizens, society?

The longer term bill impact is on the right hand side. This is relevant to the phasing slide we discussed
=t the top of the discussion. It will be relevant when we look at different versions of the Business
Plan where Thames Water could choose to do less now and more in the longer term

Tea, Coffee, Sandwiches, Stretch, Comfort 6_30pm-7pm
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Session 3: Response to MUST DO AND ALTERNA 7pm-8.15pm

This session will focus on the two other plans that Thames Water are thinking about — we don’t need ta go
through everything ogoin os some elements are the some as the first plon so we can be o bit guicker exploring

these
25 MINS
B Welcome everyone back to the table
B Explzin that in this session, we will focus on some different plans to get their views on how Thames
Water could do things differently.
B MUST DO PLAN INTRODUCTION
The plan we will discuss now only includes the Required elements that Thames Water must do to
fulfil their legal and environmental commitments so it's cheaper tham the first plan we looked at now
and in the longer term
B SHOWOCARD 43 - Explain that the first part of the plan ‘the Performance Commitments/targets’ are
the same as what you saw previously so we won't be discuszing those again. With this plan Thames
Water would keep the same targets and ensure that the performance was the same across those six
elements
B SHOWCARD 44 - What we want to focus on and discuss with you is the Service Enhancements
because they would be different. As mentionad, in this plan, you will see that there are no voluntary
service enhancements and so the overall bill impact is lower.
=  Whatis good about this?
=  Whatis not good about it?
=  How do you feel that there are no optional service enhancemsants now?
=  How comfortable are you with this?
10 MINS
B Now we have discussed the 'MUST DO Business Plan, overall when you look at this plan, how
acceptable is it to you
- Why do you say this?
- What is driving acceptzbility/non acceptability?
- How could thizs be mare acceptable?
- What would you change?
B EHOWCARDS 45 and 46 — SHOW MUST DO BILL IMPACT GRAFH WITH INFLATION PREDICTION
B Overzll when you look at this plan, how affordzble is this to you (Bill Payers)
- Why do you say this?
- If not affordable, what would you advise Thames Water to take out?
B Any difference if you put your hats back on — bill payers, service users, citizens, society?

20 Mins
B ALTERNATIVE PLAN INTRODUCTION
B The plan we will discusz now only includes everything that you saw in the first Proposed plan but it
will be delivered at a lawer cost — let’s explain how
- SHOWCARD 48 — just a reminder that the first part of the plan ‘the Performance
Commitments/Targets’ zre the same as what you saw previously 5o we won't be discussing those
=gain
- SHOWCARD 49 - the service enhancements are also all still included but the third required
measure would be slower to achieve under thiz Alternative plan
= Remember we talked sbout phasing at the end of the first session. Thames Water neads to
balance the amount of investment in improvements with the amount of money it gets from
customer hills
=  SHOWCARD 50 - With this ALTERMATIVE plan, they would reduce the amount of phosphorus
entering the rivers by 82% instead of 30% in the other plans
= For this service enhancement, it would mean sdding cost £20.81 to the average bill rather
than £31.54
#+ How do you fesl about this?
- EZHOWCARD 51 — What we need to explzin with this option is that the slowing down the
phozphorus removal saves money in the shorter term but will cost more later
10 MINS
B Now we have discuszed the ALTERMATIVE Business Plan, overall when you look at thiz plan, how
acceptable is it to you
- Why do you say this?
- What is driving acceptzbility/non scceptability
- How could thiz be maore acceptable?
- What would you change?
B SHOWCARD 52 — SHOW ALTERMNATIVE BILL IMPACT GRAPH WITH INFLATION PREDICTION
Owerall when you look at this plan, how affordable is this to you (Bill Payers)
- Why do you say this?
- If not affordable, what would you advise Thames Water to take out?
B Any difference if you put your hats back on — bill payers, service users, citizens, society?

Comparison and Individual Task

SHOWCARD 53 and 54 — Take = look at an overview of those three plans that we have discussed
tonight

- Which would you vote for and why

Explain that for this final session, we will be asking them to fill in a questionnaire individually which
should taks zround 5 minutes.

Completion of POST TASK (affordability only for bill payers)

Ensure that inflation description is included within the post task

B Thank everyone for coming
B Invite any final questions
B Close

Key Moderator Notes:

Make note of any guestions asked by customers that are answered by the company
Add to subsequent sessions and/or run by ICG
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Appendices: Household Deliberative Stimulus Materials

Affinity Water

1fa water supply is interrupted without warning for more than 3 heurs, it would not be
possible to draw watar from the taps or flush the toflet; it may be necessary o buy bored
watar

Unplanned interruptions

Duration without water for more than 3 hours by minutes per property:
(A lower bar / number is better.)

Performance against
target

Angian

Welsh water

afren Dyl

Werthursbiisn
Severn Trent
South West
Southern
Thames
Unied uzites
Wz
Vorkshiee
asiny

arista

Portsmeuth

South East e

Sauth stafts

%l‘

S5 waker

00:00:00 00:30:00 01:00:00 013000 Company performance against targets.

(A lower percentage is better.)

Sewage flooding of gardens or outbuildings @
A escape of sewage into gardens or access points 1o peaples’ properties Is

| unpleasant

Number of properties affected, per 10,000.

(& lowsr number is bettar.)
e A
e — | Y
Mafren Dyfrdwy ‘ . mn‘r:::nmm
[mp—
s weer I, |

Southern Water
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+ Netallcompanies had extems sewage ficoding ss

e uiies . | e
Yorkshire Water WWW//A 1 * Ofwat has recantly confirmad a common way forall -

0 5 10 15 20 25 30 ofthiscnange.

Stimulus materials for Household Pre-Task Task Six

Affinity Water

Tap water may laak discaloured ar taste/smell different to usual, Although =il
safieto drink, people may prefer bottled water a5 8 precaution untl it retums to
normal.

Appearance, taste and smell of tap water

Number of customer contacts received regarding incidents, per 1,000 properties.
(A lower numberis better)
Performance against

. Camgany
waian  RAIRIGIRRH | Anglian
Wwelsh watee Vielsh water A
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Affinity Waler

Leaks can affect customers directly If their water supply is affected. They are
sometimes unnoticed i underground. But leakage Is often seen in tha media and has
2 cost to people on theie bills and a cost to the environment.

Reducing leaks
| Aty Water recuraryprforming pooarthanthirarget |

Leakage per property pec day
(Alower number s better.)

| Targst rumber for
customer contacts

sl LIATIILIAI SIS III SIS IAITIISI Y reromieanier
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Company performance against targets.
(Alower percentage s better.)

Sewage flooding of properties @

pe of sewage inside properties Is highly Inconvanient, disruptive and &

hrisk. In bad cases, people need to move out of their progerties while
things are put right.

Humber of propesties affected, per 10,000.

(A lowsar number is better.)
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s Y,

Southern

Company performance against targets.
[Alower percentage s better.)
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Pollution incidents @

Discharges from sewsge trestment or networks can affect rivers and bathing waters.
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pendices: Household Deliberative Stimulus Materials

Affinity Water
Reducing leaks

94.93
91.58
Number ofmaga-
ftres (a milion
fitres) lost a day.
(Alower number
is better)

256 20267 20278 20289 202930

Targets for reducing the amount of water lost
due to leaks from water mains and pipes.

@

Sewage flooding of properties

2256 2026-7 20278 20289 2029-30

Targets for reducing the incidents of sewage
flooding properties.

Performance commitments
Affinity Water

Unplanned interruptions

& mins. i i
3 ming 455 3 mins 305
3

155 3 ming
—_— " th

2256 2267 278 20289 202930

Targets for reducing the length of time
properties are without water

e

Sewage flooding of gardens or
outbuildings

15.3
1999 Lo Number of

14.52 ‘sewage flooding
R

2056 20267 2278 20289 202930

Targets for reducing the incidents of sewage
flooding gardens or outbuildings.

Stimulus materials for Household Pre-Task Task Eight

Affinity Water

Affinity Water

Appearance, taste and smell of tap
water

256 2267 20278 20289 2029-0

Targets for reducing the number of incidents of
discoloured water (e.g. brown tinge); ora
strange taste or smell occurring.

&

Pollution incidents

L)
1 16.3
b .7 Number ofincidents
per 10,000km of
sewer (Alower
numberis betier.)

2256 20267 20278 20289 202930

Targets for reducing the number of incidents of
pollution of rivers and streams.

Enhancements — proposed business plan

Affinity Water

Water Resources
Management

National Environment Affinity\Water

Programme for Water

Mot taking too much water from rivers and the ground

Treating water to avoid harm to the natural environment

Reducing amount of water taken from sources that feed

sensitive chalk streams

What we will do

- We arestopping using or reducing the amount of water we
take from these sources, so we then need to look for
alternative ways to supply water to customers

Targetfor 2025-2030:

~ Affinity Water has a target of reducing abstraction by 22

millien litres in its business plan for 2025-2030

What we will do

« Reduce leakage

Targetfor 2025-2030:

2025-2030

REQUIRED

Improving water treatment Affinity Water

- Water companies must meet legal requirements for the quality and safety of drinking water

= This includes improving water treatment works to remove things such as nitrates and chemicals (eg
PFAS*)

What we will do

~ Upgrade water treatment works, increasing our ability to remove the contaminants from the water
that we are now required to

Targetfor 2025-2030:

+ Affinity Water has identified these activities in their ‘must do” business plan for 2025-2030

- Inaddition, in this ‘proposed’ business plan, Affinity will also be investing to protect treatment works
from increased flooding risk as well as enhancing the physical and cyber security of sites

down in the environment.

= Making sure there is enough water available in the future
+ Help customers reduce their usage

- Bring in new supply sources like storing more wateror
transferring water from outside the region.

« Affinity Water has a targetin its plan to halve the chance of
standpipes/rota cutsin a drought - likelihood 1in 100 years for

National Environment
Programme for Wastewater

Affinity Water

+ Reducing pollution of seas and rivers by sewage overflows

« Treating wastewaterto astandard thatdoesn't harm the
natural environment

Whatwe will do

+ Improve and increase the capacity of sewer network, reducing
the number of sewage spills

« Improve sewage treatment processes to reduce the amount of
phosphorus entering rivers and causing problems

Targetfor 2025-2030:

+ Reduce the number of sewage spills into rivers fram each

overflow pipe to 14.2 a year and reduce the amount of

phosphorus entering rivers by 90%

Reducing sewage flooding from severe storms

« Sewer flooding in homes, gardens and businesses happen when sewers become blocked
or after heavy rainfall

« This also happens when the sewer system becomes full due to too much rainwater

Whatwe will do

= Improve the sewer network to reduce the chance of sewage flooding

+  Build nature-based solutions to slow down/stop rainwater from getting into sewers

= Reduce the number of customer ‘misconnections’ into sewers, e.g. rainwater from roofs

Targetfor 2025-2030:

« Reducing the chance of 6,655 properties being flooded with sewage after severe storms
that on average happen once in 30 years
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Appendices: Household And Non-Household Post-Task Questionnaire

Accent Affinity Water ASAT Postﬁﬁ

PROJECT MAMNAGER: Click here for guidance on what to put in this section

Online only

CATI only

CAPI/Tablet [ [If yes PM Nominate 3*Backeh scking Cuestions: ) Paper showeard? Y[ | N[
CATI recruit for onlinefield (BM s, Nominate BOOs: )

Fiedd recruit for online/CATI (PM s, Nominate BOs: )

Recruit only {ie for qual)

Acceptability and Affordability Testing (Post-task)

Thank you very much for agreeing to take part in this research and complete thiz post-tazk, which is being
conducted by Accent, an independent research agency.

Any answer you give will be treated in confidence in accordance with the Code of Conduct of the UK

Market Research Society. If you would like to confirm Accent's credentials type Accent in the search box at:

https: .mrs.org.uk/researchbuyersguide.

IF MOEILE DEVICE SHOW: This survey is best undertaken on a tablet or a PC. If you do use a smartphone
you can switch between desktop mode and mobile mode at any time by clicking the button at the
bottom of the screen.

The proposad bills you will s from 2025 to 2020 include the Bank of England forecasts for inflation from
2025 vo 2030, and proposed amounts to cover the investment in water and sewerage services needed over
the naxt few years.

The next set of questions are sbout proposed changes to your water sewerage bill for the years 2025-2030.
The chart below shows these changes, as related to the proposad plan.

It alza shows how inflation may impact on your bill, based on the Bank of England's inflation forecasts.

HH

Taa expensive

Water company profits too high

The plan won't impreve things enough/imaravements taa small
Waker companies should pay far mare of these sarvice imprevements out of their prafits
The plan is poor value far maney - it's not doing enaugh for the cost
The plan doesn’t focus en the right things

HH I[/NHH My organisation won't be able to afford this

Idon’t trust them to make these service improvemeants

Plan isn't gead enaugh far future generations

Idon’t trust them to do what's bast far their customers

Plan is not envirenmentally friendly snough

Other 1 - {please specify} DP ADD TEXT BOX

Other 2 - |please specify] DP ADD TEXT BOX

T/ EE 07324 2028/35 BII5/ 26 BO26{ 2T 1007/ IE RIS mefa0

mBill impact £ W inflatian {£}

QA ASK CURRENT HH AND NOM-HH OMLY Please cam you confirm that your bill size is £405BILLE?

ol specify

roposed Pla

SHOW TO CURRENT HH AND NOM-HH ONLY

Water bills change each in y=ar in line with inflation.

Inflation iz the increase in prices paid for goods and services over time. Household incemes zlso change
over time.

# |f your household inceme kesps up with inflation {i. increases st the same rate), then you are likely ta
notice little difference im what you are paying for things.

® |f inflation increases by a faster rate than your househald income, then you are likely to have less money
to g0 around.

# |f your household income increases by a faster rate than inflation, then you are likely to have mare
maoney to go @round.

The Bank of England zims to keep inflation at 2%, but it has recently been much higher than this. Az well 25
changing by inflation each year, bills change by 2n amount set by Ofwsat as part of their price review
process every five years.

@l.  ASK CURRENT HH AND NOMN-HH OMLY Thinking about how HH your income/MHH your
organisation's inceme may change in the future, how easy or difficult do you think it would be for
you to afford these water and sewerage bills?

Wiery eany HH
Fairly masy

Reither easy nor difficult
Fasirly difficult

Wery difficult

Dan't knaw 500

B

Q2. ASK ALL Based on everything you have heard and read about the Affinity Water and Thames A
Water's proposed business plan, how acceptable or unacceptable is it to you? o0

Completely acceptable G0 T0 04
Acceptable GO TO Q4
Unaceeptable GO TO Q3
Comphetely unseceptable 60 TO QF
Dan't knaw/ean't say

3. IF 02 = 3 OR 4 Why do you say that? Please select the TWO main reasons from the list below or
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2

Rewsans for why it might be b by

IF 02 = 1 0R 2 Why do you say that? Please select the TWO main reszons from the list below or
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2

Remsans far why it might be coreptable o completely acceptable:

It's mest b e pansive

The plan is gaod value far maney - s doing alat for the cost
Their plan focuses an the fight things

I trust them ta do what's best for their custamers
The plan will make big/good improvements t things
I Erust them Eo make these service impravements
Plan is arvironmentally friendly

HH [/NHH My arganisation will be able to affard this
Plan is gead For future generations

Other 1 - {please specify} DP ADD TEXT BOX

Other 2 - {please specify} DP ADD TEXT BOX

Must do’ plan

The niext 22t of questions are sbout proposed changes to your weter sewerzge bill for the years 2025-2030.
The chart below shows these changes, as related to the ‘Must do” plan.

02223 202374 2024475 20I5(16 200627 ARTfIR 8 P 2009/

mRillimpact £ @ infation (£)
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Appendices: Household And Non-Household Post-Task Questionnaire

Q5. ASK CURRENT HH AND NOM-HH OMNLY Thinking about how HH your income/NHH your
erganisation's income may changs in the future, how easy or difficult do you think it would be for
you to afford these water and sewerage bills?

Viery pasy

Fairly easy

Heither easy nor diffieult
Fasirly gifficuit

Wery difficult

Dan't knaw

Q6. ASKALL Based on everything you have heard and read about the Affinity Water & Thames Water's
‘must do’ business plan, how acceptable or unacceptable is it to you?

Complately acceptable G0 T0 08
Acceptatle GO TO 08
Unaceeptable 5070 07
Complately unacceptable GO TO 07
Dan't knaw/car't say

Q7. IFO&6=2 OR 4 Why do you say that? Please select the TWO main reasons from the list below or
write in your own reasen(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2
Fewsans far why It might be unacceptable or completely unaeceptatic:

Taa expensive
Water eompany profits too high
The plan won't improve things enough/fimpravements tsa small
Water companiies should pay far mare of these sarvice improvements out of their profits
The plan is ponr value far maney — it's net doing encugh for the cost
The plan daesrt focus on the right things
HH IfWHH My arganisation won't be able to afford this
Idon’t brust them t make these service improvements
Plan isn't goad enaugh far future generations
Idon’t brust them to do what's best far their customers
Plan is nat envirmamentally friendly enough
Gther 1 - |pleaze specify| DF ADD TEXT BOX
Other 2 - |please specify] DF ADD TEXT BOX
Q8. IFO6=10R 2 Why do you say that? Please select the TWO main reasons from the list below or

write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2
Rewzans far why It might be acceptabie or completely acceptable:

15 not too expensive

The plan is gaad value for maney - #'s doing & lat For the cose
Their plan facuses an the right things

Verust them ta do what's best for their custamers
The plan will make big/good improvements  things
| trust them to make these service improvements
Plan i enviranmentally friendly

HH INHH My arganisation will be able to afford this
Flan is goad for future generations.

Other 1 - |please specify) DP ADD TEXT BOX

Other 2 - |please specify] DF ADD TEXT BOX

Affordability — Alternative/Slowed

The next sst of questions ara shout proposed changes to your watsr sewersge bill for the years 2025-2030.
The chart balow shows thess changss, 3s relstad to the Alternative/Slowed plzn.

HH

o
o
00
a0
00
200 am e
00

o

22/23 2023/24 2024/ 25 2025/26 2026/27 27 mE/ me/:0
WAl mpact £ B inflasan (€]

Q3. ASK CURRENT HH AND NON-HH ONLY Thinking sbaut how HH your incame/NHH your
arganisation's income may changs in the future, how easy or difficult do you think it would b for
you ta =fford these water and sewarage bills?

Very easy

Faily easy

Neither sasy nor difficult
Fairly difficult

Wery difficult

Dan't knaw

Q0. ASK ALL Based an everything you have heard and re=d about the Affinity Water & Thames Water's

slternative/slowsd business plan, how scceptable or unacceptable is it to you?
Completely acceptable GO TO 08
Acceptable GO TO Q8
Unaceeptable GO TO Q7
Completely unsceaptable 60 TO 07
Dan't know/can’t say
Q11 IFOE =2 OR 4 Why do you say that? Flease select the TWO main reasans from the list below or

write in your own reasen(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2
Rewsans for why it mught be unacceptoble or completely unaccentabie:

Taa expensive

Water eompany profits tos high

The plan won't improve things enoughimprovements tsa smal
Water companies should pay for mare of these service inprovements out of their prafits

The plan s poor value for maney - it's not daing enough for the cost
The plan dawsrt focus on the right things

HH IfNHH My organisation won't be able ta afford this

| dan’t brust them b mike these serviee improvements.

Plan isn't goad encugh far future generations

Idon’t trust them to da what's best far their customers

Plan is nat enviranmentally friendly enaugh

Other 1 - {please specify) DP ADD TEXT BOX

Other 2 - {please specify] DP ADD TEXT BOX

our Prefere

IF06=10R 2 Why do you say that? Please selact the TWO main reasons from the list below or
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2

fewsans for why It might be acceptable ar completely acceptable:

1¥s not tog expensive

The plan is gaad value for maney - i's doing a lat for the cost
Their plan facuses an the right things

Vtrust them to do what's best for their custamers
The plan will make big/gond improvements o things
| trust them to make these service improvements
Plan is enviranmentally friendly

HH INHH My organisation will be able to afford this
Flan is goad for future generations.

Other 1 - {please specify) DP ADD TEXT BOX

Other 2 - {please specify] OP ADD TEXT BOX

e

Q13

ASK ALL Of the business plans you have se=n today, which one do you prefer overall?
Propased business plan

“Must do” business plan

Alternative/siowed business plan

ASK ALL Why do you say that?
[OPEN-ENDED| - DF ADD TEXT BOX

ASK ALL Long term investment by Affinity Water & Thames Water will require 2n increase in
customer bills. Bills could increase in different ways over time. For example, there could be
increases now for current bill payers, or bigzer increases in the long term for future genarations.
\Which one of the following options would you prefar?

A increase in bills starting soaner, spreading increases scrass different generations of bill-payers

A inerease in bills starting lster, putting mare of the inereases onta younger and future bill payers

1 don’t knew enaugh at the miment t give an answer

Qais.

ASK CURRENT HH AND NOMN-HH ONLY To what extent, if at all, do you trust Affinity Water and
Thames Water to deliver their proposed plan by 20307

Trust them ta defiver it all

Trust them ta defver some of it

Trust them ta defiver a little of it

Dan't trust them to delfiver it

ASK CURRENT HH AND NOMN-HH ONLY Why do you say that? SELECT TWO, RANDOMISE

Flease sefect Two answers.

They give me 2 good senice
Their sarvices are good value far maney

They keep their servics promises to their customers

They don't update their customers an how they sre defuering
They dan't give me & gaad service

Their services are poar value for maney

Sharehalders are mare important to them than customers
They will want to put their bills up by more than this

Their eustomers are thiir teg priarity

Qils

ASK ALL How easy, or otherwise, was it for you to decide which plan you preferred?

Very easy
Faily asy

Neither easy nor difficult
Fairly difficult

Very ditficult

Thank you. Would you be willing to he contacted sgain if we nead to clarify any of the answars yau
have given today? And would you be willing to be invited to take part in other research for Affinity
Water and Thames Water?

es, far bath darification and further research

e, far dlarification aaly

e, far further research anty

[

Thank you. This research was conducted under the terms of the MRS code of conduct and is complstaly
canfidential. We will securely stars the data given in this interview for a periad of 12 manths (for reference
purposss) before securely destroying it
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Appendices: Non-Household (Micro) Recruitment Questionnaire

3598 Thames Water and Affinity Water AAT
Face-to-Face Deliberative Workshops (3.5-hour)
NHH {micro) Recruitment Questionnaire

AcCcent

muumnm{cwmmcmmm| | |UHN| | | | | | | | | | |

e rome—meriervo [ [ 1 owe[ ][ [Jrwe [ T 1] e

Checked ( — USE RED TO FILL IN)

Quality controllzd by [ Jon| . :g;—';
Added to participant list/log on | | oy | Are you sure? Y /N

If depth, executive informed by email on | | by [ | Acknowledged by exec? ¥ / N
Confirmation letter/email | — USE RED TO HILL IN)

Confirmation sent via by| | on| | by (initials)

IF CONFIRMATION SENT BY EMAIL, PHONE & CHECK IF RECEIVED A FEW MINUTES AFTER EMAIL SENT:

Has email been received? Callmadeon|_ |by(imitals) [ |.

Confirmation call ( — USE RED TO FILL IN)
IF 24 HRS AHEAD DF GROUPS/DEPTHS — THEN UPPDATE STATUS OM LIST OR LOG OF PARTICIPANTS FOR MODERATOR/EXEC

Confirmation call made on (date and time): nn| b:w| |

Quotas/group structure — INTERVIEWER SECTION

NHH micro organisations:
+ -2 employees

Al must be Thames Water or Affinity Water customers
all must be current billpayers [joint or solely)

+  Water company-supplied samples
#  Free-find {if suppled sample doesn't yield suffidient recruits)

PRE TASK STATUS (IF APPLICABLE]- | ouTCOME: | |

| hereby confirm that | have read again the date, time and all other venue details needed for the participant to
attend the group/take part in the depth interview and ensured that they had all this information available and
diarised. Signed: | |

Contact details for F2F Events — INTERVIEWER SECTION

PARTICIPANT NAME
BUSIMESS,[ORGAMISATION MAME
PARTICIPANT ROLE/JOB TITLE

ADDRESS (only if postal confirmation needed)
LANDUNE TELEFHONE NUMBER

EMAIL ADDRESS (read back and double-check)
Anything elsa? (tauis, parking to reimburse,
dietary requirements, probs, misc.}

IF RESERWE, DON'T PUT THROUGH AS “1. CONTINUE® ON ACCIS — EXPLAIN WHY IN RESERVE BELOW PLEASE:

IMOBILE

call back by | Y ftime)
IF RESERVE TO BE CALLED BACK BY A CERTAIN TIME, PLEASE SCHEDULE AS DEFINITE APPOINTMENT ON ACCIS

[Event 4

Location Shough-Windsor

(recruitment

geography]

Water Thames-Affinity

‘compamy

Date 16 May 2023

Time 18:00— 2130

Venue location | Holidzy Inn Slough -
Windsor
Church Street, Slough,
SL1 2MH

Total sample 6

Number of Min 3 sole traders

employees Iin 3 1-3 employees

perating Recruit & mix
industry [013)
egree of RECTUit & mix

reliance on

water (Q.010)

Number of

sites [0g)

B All MHH participants must be Thames Water & Affinity Water customers, regardless of wha issues their
bills.

B NHH participants should have senior responsibility for water and wastewater services (or other issues
related to water) within the business.

Introduction

Q1. Good morning/afternocon/evening. My name is ... and | am calling from Scout, on behalf of
Thames Water (Affinity Water) and Accent. Please could | speak to #name on database#{the person
responsible for matters relating to water and wastewater services within the business?

= JF"NO" TRY AND PERSUADE ELSE THANK & CLOSE

= JF“CALL BACK" PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS, THANK AND CLOSE
®  JF“YES” PLEASE PROCEED TO SCREENING SECTION

WHEN SPEAKING TO AFPROPRIATE CONTACT CONTINUE WITH SCREENING

Please may | speak to #name on database®/the person responsible for matters relating to water and
wastewater services within the business?

WHEN SPEAKING TO THE CORRECT CONTACT REPEAT TEXT ABOVE & CONTINUE:

The research is being conducted under the Market Research Society Code of Conduct, which means that
any answers you give will be treated in confidence.

Thames Water & Affinity Water are wanting to understand business customers’ views on their proposed
plans — now and in the future. This is an exciting opportunity for you to help the company shape their
sheort- and long-term plans to meet the needs of all types of customers, including business customers of all
sizes.

We're looking for business customers 1o help us in this research project which will consist of two phases:

«  First stage: a 20-minute homework exercise, to be completed before taking part

+ Second stage: participation at an in-person discussion group together with other Thames & Affinity
Water customers. This will last for 3.5 hours and will be held in an accessible venue in #location of
wenue# The time includes time for comfort breaks and refreshments (which will be provided).

As a thank you for your time and contribution to the research, you will receive a total of £250, induding

completing both the first and second stages. Alternatively, we can make a donation of the same amount to

the charity WaterAid, if you would prefer.

This call may be recorded for quality control purposes.

MOTE TO INTERVIEWER: SAMPLE SOURCE I5: #recruiter database/free-findi#

INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE PARTICIPANT OF:

MRS Code of Conduct
calls b=ing recorded

INTCHECKZ. INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED THAT THE PARTICIPANT I5
MNOT TAKING THE INTERVIEW ON A MOBILE DEVICE AND/OR WHILE DRIVING OR OPERATING
EQUIPMENT

‘fas, it is safe for the participant to procesd
Mo, it izn't safe —we nesd to call back later GO TO APPT SCREEM

Q2. Anydata collected over the course of this interview that could be used to identify you, such as your
name, address, or other contact details, will be held securely and will not be shared with any third
party not invalved in the research, unless you give permission (or unless we are legally required to
do so). Qur privacy statement is available at www_accent-mr.com/privacyy.

Do you agree to proceeding with the interview on this basis?

Yas
Mo THANK AND CLOSE
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Appendices: Non-Household (Micro) Recruitment Questionnaire

Atfinity\Water )

This map shows (in the red highlighted area), the location
of customers served

Water services by Affinity Water,
& Wastewater services by Thames Water

Zero THANK AND CLOSE
1

2

3 ormars

RECRUIT & MIX ACROSS WHOLE SAMPLE

£ Per manth

Q10c. IFBILL AMOLNT EXPRESSED PER MONTH AT Q10b How many monthly payments do you make for

your water bill each year?

10
2

Other [pleass spacify)

CALCULATE ANNUAL WATER BILL BY MULTIPLYING MONTHLY BILL BY NUMBER OF MONTHY
PAYMENTS

Q10c. Provide customer’s annual water bill {from sample file or as provided by customer as
monthly/annual amount).

Q3. Do youorany of your close family work, or have worked, in the recent past in the water sectar,
including for Thames/Affinity Water, or in the Market Research profession?
Yes THANK AND CLOSE
Ho

04,  Haveyou ever participated in a market research group discussion? IF YES, PROBE WHEN
‘&3, in last six maonths THAMK AND CLOSE
‘va5, between & months and 2 years ago GO TO Q5
over 2 years ago G0 ToOF
No &0 TO 7
OME THIRD OF RECRUITS MUST HAVE NEVER BEEN TO A GROUP DISCUSSION BEFORE

Q5. How many groups have you been toin that period?
1
23
Morz than 3 THANK AND CLOSE

06.  What was the subject matter of the groups you attended? PROBE AND WRITE DOWMN
IF WATER THANK AND CLOSE

Q7. Canljust check, do you have decision making respensibility, either solely or jointly, for matters
relating to water and wastewater services within the business?
fes
No THANK AND CLOSE

0B.  Does your business operate from a separate commercial premises (ie: office/workshop/factory/
retail space) or from a residential premises?
Separste commercial premisss
Residential premises THANK AND CLOSE

0Bb. What is the postcode of the business? If you have more than one business premises, answer for the
main site or the site you work at most often. We are looking for participants in spedific areas to take
part in this research, and your postcode will be used to ensure you are in scope for this research.
Capture postoode
CHECK POSTCODE TO ENSURE THAT PARTICIPANT IS IN THE CORRECT GEOGRAPHY FOR THE EVENT BEING RECRUITED
TO AND HAS THE CORRECT WATER/ WASTEWATER COMPANY

Q8.  Please look at the following map. How many sites does your business operate within the

Thames/Affinity Water supply area?

010. How much do you agree or disagree that on a day-to-day basis, your business depends on its water
supply inorder to operate?
Stronghy agree
AEree
Meither agree nor disagres
Dizagrae
stronghy disagras

RECRUIT & MIX
010k, How much is your business's water bill?

£ Per year CAFTURE FOR INFORMATION

£ per year
Q11 Isyour business billed directly by your water company for the service they supply or is it included in
your business rent?
Billed dirscthy
Included in rent THAMNK AND CLOSE
Q12.  Isyour business billed directly by your water company for the service they supply or is it included in
your business rent?
Billed directly
Included in rent THAMK AND CLOSE
Ql13.  How many employees does your organisation have?
None, sole trader ELIGIBLE FOR NHH MICRO RECRUITMENT (MINIMUTM 3 PER EVENT)
1-3 employees ELIGIBLE FOR NHH MICRO RECRUITMENT [MINIMUM 3 FER EVENT)
10 to 49 emplayess NOT ELIGIBLE FOR NHH MICRO RECRUITMENT, BUT CONSIDER FOR 5/M/L BUSINESS DEPTHS: SEE
RO
50 to 249 employees NOT ELIGIBLE FOR NHH MICRO RECRUITMENT, BUT CONSIDER FOR 5/M/L BUSINESS DEFTHS:
SEE RO
2504+ employees NOT ELIGIBLE FOR NHH MICRO RECRUITMENT, BUT CONSIDER FOR 5/M/L BUSINESS DEPTHS: SEE ROy
Q14 Which of the following best defines the core activity of your organisation?

Agriculturs, forestry and fishing

Mining and guarrying

Emargy or water service & supply
Manufacturing

Construction

‘Whalesale and retail trade [including motor vehicles repair)
Transport and storsge

Hotels & catering

IT &nd Communication

Finance and insurance activities

Real estatz activities

Professional, scientific and technical activities
Administrative and Support Service Activities
Public administration and defence
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Appendices: Non-H

Education
Human health and social work activities
Arts, enterteinment and recreation
Other service activities

Other [plezse spacify)

Prefer not to say THANK AND CLOSE

RECRUIT & MIX

Q15.  What is your job title?

Ql6. Finally, can | please take the name of the business?

Invitation: Group F2F Event

Thank you for answering those questions. Would you be interested in participating in this research project
on behalf of Thames & Affinity Water? All research will be conducted in accordance with the Market
Research Society's Code of Conduct.

Ves PROCEED TO TEXT BELOW
Mo TRY TO PERSUADE/ THANK AND CLOSE

Thank you. As | mentioned earlier the research will consist of:

«  First stage: a 20-minute homework exerdise, to be completed before taking part

= Second stage: participation at an in-person discussion group together with other Thames & Affinity
Water customers. This will Iast for 4.5 hours and will be held in an accessible venue in #location of
venue#. The time includes time for comfort breaks and refreshments (which will be provided).

Again, you will receive a total of £250, including completing both the first and second stages of the.
research. Alternatively, we can make a donation of the same amount to the charity WaterAid, if you would
prefer.

‘Would you be willing to commit yourself to both stages of the process to help inform Thames & Affinity
‘Water's future plans?

Yes PROCEED TO TEXT BELOW
No THANK AND CLOSE

There will be up to & other people at the research event. Like you, they will be sharing views on the water
‘company’s short- and long-term plans on behalf of their business.

ousehold

PRE-TASK

ASVISE PARTICIPANT ABOUT PRE-TASKS: We will email details outlining the Stage 1 homework exercises.
These must be completed before you attend the group sessions, but they shouldn't take too long to
complete and hopefully you will find them interesting and informative.

‘We will be asking you to download an app onte your mobile device for completion of the homework
exercises. The app is quick and fun to use and you will be incentivised fully for your commitment to each
part.

If you would rather receive a paper copy of the homework exercise please note that we will need these
returning by post before you attend the event. INTERVIEWER TO CAPTURE IF PAPER TASK REQUIRED AND
CAPTURE POSTAL ADDRESS FOR DISPATCH OF REMINDER TASK IF ORIGINAL NOT RETURNED.

VERY IMPORTANT. INTERVIEWER: PLEASE TICK TO CONFIRM YOU HAVE EXPLAINED ALL ABOUT THE PRE-
TASK. D

Q17 Isthe participant clear about the pre-tasks?

ves
No THEN RE-EXPLAIN

Q18. Did the participant say they would do the pre-tasks?

ves
No THEN PERSUADE POLITELY AND REITERATE REQUIREMENTS

Q19. Will the pre-task be completed via the app or on a paper copy?

Email/App COLLECT EMAIL ADDRESS
Paper HAND OVER COPY TOGETHER WITH SAE

[ASK ALL: DATA COLLECTION AND SHARING CONSENT

DATA COLLECTION & SHARING CONSENT

The face-to-face discussion may be joined by representatives of Thames & Affinity Water and/or their
independent customer challenge group, so they can watch the discussion and learn as much from it as
possible. They will not participate in the discussion directly but will be on hand to answer any technical
‘guestions about their future plans, if required. In addition, members of Ofwat and CCW, who regulate the
‘water sector and are the voice of water customers, may be present to observe the discussions.

The discussion will be audio recorded for analysis purposes and to ensure accuracy. All recordings will be
securely stored for a period of 12 months (for reference purposes) before being destroyed.

In our reporting of the findings from this research everything that you say will remain confidential and will
be reported in grouped format only.

Please confirm that is OK.

‘Yes CONTINUE

No HOLD IN RESERVE OR THANK AND CLOSE

020 The face-to-face discussion group will take place on:

| Date | Time [ Plac=
| seeabove | seeabove | Se=zbove

Would you be able to attend? REASSURE & PERSUADE
IF PARTICIPANT AGREES, CONFIRM DATE, TIME, LOCATION then continue:

Great, thanks. I'll just take a few details and will let you get on with your day. We will send you mare
information by email sharthy with details of the next steps and arrangements for the discussion group.

If for any reason you find you are unable to attend, please could you let me know as soon as possible so
that we can invite someone else to take your place?

Please contact us on xoo00oH if you have any queries about your incentive. Thank you.

RECRUITER: Please ensure you have filled in the cover page of the RQ. including email address and
mobile number of participant, then the i i

THANK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

Recruiter Confirmations

RECRUITER — VERY IMPORTANT — PLEASE TICK TO CONFIRM YOU FULLY READ OUT THE DATA SHARING

AND CONSENT QUESTION, AND THAT IT MADE SENSE TO BOTH YOU AND THE PARTICIPANT.

wes D
Q21 ISTHE PARTICIPANT CLEAR ABOUT THE PRE-TASK & DID THEY SAY THEY WOULD COMPLETE IT?

clear
will complete |:|

IMR5 DECLARATION

@22, | confirm that this interview was conducted under the terms of the MRS Code of Conduct and is
completely confidential

INTERVIEWER'S SIGNATURE:

THANK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

Micro) Recruitment Questionnaire

INTERVIEWER: PLEASE ENSURE YOU REMOVE THIS PAGE
BEFORE RETURNING THIS RECRUITMENT QUESTIONNAIRE TO
ACCENT

PROPERTY NAME OR NUMBER

2%2 LINE OF ADDRESS

TOWN/VILLAGE

POSTCODE
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Appendices: Non-Household Pre-Task Exercise

Introduction to Task One
On the first slide there is a map of England and Wales that shows Thames Water's operating area:

Background to water industry

There are a number of different companies in the water industry who serve water customers to ensure
their water Is safe, rellable and environmentally friendly

England and Wales ae served by 17
AFterent water COMPATes: SOMe (rovice
st drinking wated, othees take svay
sewage a3 well Companies In the same ares
work together 10 plan Sor the futiure in thel
region, and work with the other regional
groaps across England to make sure there &
oough water for everyore

You ve in, and I8 thesedore & monopoly.
This is wivy Ofwart regulate alf wister
Companies; 10 wrrusre Lakneas for 3

CUSIOmet S

Basinasses don'1 pay thee bl directly 10 the wator companes - thay aro billed by “Rosaders”

If you have any questions then please write in the space below.

Introduction to Task Two
Next you will see some key facts about the customers that Thames Water serves and the infrastructure that
it manages:

Where we work...

.

T,
=

ssiomers, Howewes they don't a4 e

of
N

If you have any questions then please write in the space below.
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Appendices: Non-Household Pre-Task Exercise

Introduction to Task Three
This provides a bit of background on why Thames Water wants to hear from you:

The role of research

* Ofwat (Water Services Regulation
Authority) Is 2 non-ministerial
government departiment,

* They ace responsibie for makieg
sure that water companies are
regulated 1o provide consumen
with 2 good quality and effickent
service at & B price.

* Every five yoars, water companies
develop 3 Dusiness plan” that sets.
out how they want to develop ther
services, and the proposed cost to
Customers,

services and the price they pay.

The water industry today

‘water [com The evwirCesment
(o.g rhvens), treatit o it's safe 1o
drink, sod roturn it sadely 1o the
erwironeent after use
Budd and maiatain infrassuctue
(like pipes) to supply water t
homes and busineswes.

Environment
Agency

.

.

Protects and enhances the
wvironment

Works with water companies to
ensure oper ations and plans
devolop in & ustainatie way

* Talking 10 Customers Jiso hels
‘water companies prioritise what to
0 first or what 1o 80 most of -
because they are not able 10 fund
everything they would like to do or
90 301 of The things That Customers
might want them to do.

+ The busioess plan and peices are
then finalised by Ofwat in 3 process
known a the Price Review,

*+ There is more information about

COWMCIIAES

If you have any questions then please write in the space below.

Ore of the warys that people have
their say is through this research,
which will explain what the glans
are for where you live, and ask
what you think - whether the plans
are “aceptabie’ 10 you and
whether you can atlord the
proposed biss from 20252030

250 have to show 1o
Ofwat that their plarn ceflect what
thew customers want ~ that means.
refining the plans based on what
Custoeners tell them,

Consurmer Council for

* Aregulator that makes sure water
tompanies do theis job propesly,
Induding fak pricing for customens
andd enauring there is sbways 2
rekable wates wpply

Introduction to Task Four
The next slide shows you what Thames Water does and the service it provides:

Thames Water and the water cycle

Thames Water takes water rivers into high g
water. It th wgh a water h and Deice the water
has been used {i.e., o network, It ends up at
sewage here the water is d iy

' 3
.\

Househaold only

If you have any questions then please write in the space below.

Introduction to Task Five

The next slides give you some information 2bout how Thames Water’s performance is monitored by OFWAT,
the independent regulator, 2nd how to read the graphs you will see in the following slides:

How water company performance is monitored g

Wirter COmMpanies Buve 10 geovid reliable sonices, dnd plam 1o theif services 10 be resdient 1o changing
| weather patterns and demand from convemer

exceed tangets for 3 number of reasons. For example,
Teaks from pipes happen mare often atter very cold weather , which can contritute 10 3 company not
meeting the tatpet, and flooding from sewers & bess likely in dry weather, which can lead to highes
performance for sewer flooding service targets.

Water comparies are currently part way theough thelr five year butiness plan for 202010 2025, They
Thave senvice level targets, Called ‘perfonmance commmenty’, In every fiveyear buuness plan. Thess
targets are basod om whiat Customers ave previcusly told companies they would tike them 10 do,
a0d 00 Ofwat’s Juessmont of what compasies Whould defver. These targels covee 3 wide range of
the @ifferent services that Water COmpanies provide

Chwat monlton wates company pe agaost each pert
commitment every year 10 soe £ they have met the service feved in thee
Driness plan

We arw now going o show you how wel your water and/or swwrage comgany
15 00N 00 somer o it perTonmance Comeitments, compared 16 other watey
conmguanies n England and Wiy

These performance commitments are 2 sapshot of out of the wide range of services
COMpanies provde. Ve ate showing Ihese examples o customers have toid us they are
particudarly important 10 them

If you have any questions then please write in the space below.
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Appendices: Non-Household Pre-Task Exercise

Introduction to Task Six

We will now show you how Thames Water has performed z2gainst some of the key targets, and = comparizon

to ather water and wastewater companies.

An explanation on what's contzined on these slides is shown balow:

How to read comparison information

We will later show you 6 pages displaying water companies’ performance. The blue
boxes below show you how to read the data.

This first slide shows you how Thames Water iz performing on the measure of water supply interruptions:

This next slide shows you how Thames Water is performing on the measure of the appearance, taste and
smell of tap water:

Thiz next slide shows you how Thames Water iz performing on the measure of sewage flooding inside
|properties:

This next slide shows you how Thames Water is performing on the messure of sewage flooding of gardens
and outbuildings:

Thiz next slide shows you how Thames Water is performing on the measure of water leakage from their
network:

The lazt one in this section shows you how Thames Water iz performing on the messure of causing pollution
of rivers and streams:
That's all the graphsz and tables for now.

Flease write in whether you have any questions or comments about the Thames Water's performance on
those key measuras:

e

Introduction to Task Seven

Please take 2 look at this slide. It t2lls you sbowt your water bill and how every £1 of your bill is spent across,
for example, water and wastewster running costs, and investmant to improve infrastructure for the future:

Breakdown of every £1 we spend

A - infrastruciure
Thik irschocdens Sgshoef D Thasoss Ticksuwiry Barirsal, wbch will divet it of
Romes of sevage bomhe river Thames whes & goss it aper ation

19- wasantial services
W daliver and recyche bilions of Bires of waler peeryday.

15p- our team
From paginess s bo sonink, v imand i over 1O prople wha help beeg
cusr mater fhomnng,

Sg- bandern
Tor st in ou nebwork, we bor om money ot elficent rates while keeping

st billy. s b 3w G

Tp- powereng pur ites
Wi o DTy el e R JO% G U S breeiEy 16 helia protect The 15p
smionmen;

9~ the grversment
I B0 112022 wo nasd ovar £38 million s esingss rates and o7 smplovers’

If you have any questions then plesse write in the space below.

Introduction to Task Eight

The next two slides will intreduce you to Thames Water's proposed Business Plan. We will discuss this at the

face to face session but this gives you some information before we meet.

The first one shows broadly how the plan is presented.

Thames Water's Proposed Business Plan

The following alides cuthne Thames Wister ‘s proposed beninea plas for the period 102537080

Thesr sides
plan

The businena plan i madewg of § types of slementx

1 PERFORMANCE COMMITMENTS
* AN ey Comganies 30r0ss England and Walts: have b 0 those things, 50 thay s Inchudod i 38 wator companiss’ business plans

A e i st S, Wil T o s
Each w ooy wrill hasve it s harse elements between 2005 and J0G0
You will see & of these, ol reladed 5o Thames Wirier osby.

S

-

FECUIRED ENHANCEMENTS
o Aswell as the § Performands Commirments, thers are additional Things that Thames Watsy i nequined 10 de between 3025 and 1030
Wi i el wribich Shese are om the Follving papes a5 youwill 5ee & red "REQUIRED stamg re 5 them

-

WOLUINTARY EMHARNCEMENTS
= Finally, these s things that Thames Water has chossnto do b addision, to mprova fur
* Vou cam el which thass ars

the following pages s you will 560 2 o ange “VOLUNTARY stamp nestno them.

plain what Thames Water proposes to dobs the 5 yests betwesn 2025 and 2000 snd the targets for key elements of #1 busisess

o 0 reduca the chance of things going wiong.

&

&
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Appendices: Non-Household Pre-lask Exercise

Introduction to Task Nine All customers: Question: Az we mentioned at the beginning of this pre-tazk, we will start the session
Before we get together, please answer the guestion below about the affordability of your current water =nd discussing your reactions to the information you hawve just seen. As you've read through it, please list the 3
sewerzge bill. ar 4 things that are new ,ur interesting I." SUrprising to you:

MHH customers only: Question: Please write in your organisation’s current water and sewerage services bill L

for the most recent 12 months, including site area (surface water] drainage where relevant: £

MHH customers only: Question: How easy or difficult is it for your organisation to afford to pay your current
wiater and sewerage bill? 2

Pleaze answer one only:
Wery easy
Fairly eazy

[X]

[

Meither easy nor difficult

Fairly difficult

Very difficult 4.
Don't know

o

&

MHH customers only: Question: Which of the following aspects of service is most important for the day-to-
day operation of your business?
Please rank in order of impoertance with 1 being most important. Equal ranking are allowed.

Please have these to hand during the research group discussion
We are looking forward to meeting you. If you hawe any guestions before the session please contact us at:

omar.shareef@accent-mr.com.

& reliable water supply service — not prone to interruptions

Consistent water pressure See you very soon.

Ll

Relizble and consistent water supply quality (tasts, smell, appearance of water)

Responsive customer service when there is a problem Nancy and the rest of the research team
Accent Research Team

P

i

Accurate bills

=]

Relizble removal and treatment of water used at the business premises
Reliable removal of rainwater from the site
8. Other — specify:

MNHH customers only: Question: What are your business's expectstions for future water and sewerage
services —what would you mast like to s=e improved?

A reliable water supply service — not prone to interruptions

Consistent water pressure

[X]

Ll

Belizble and consistent water supply quality {taste, smell, appearance of water)

Y

Responsive customer service when there is a problem
Accurate bills

i

=2}

Relizble removal and trestment of water used at the business premises

Reliable removal of rainwater from the site
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Appendices: Non-Household (Micro) Deliberative Discussion Guide

This bregkout group will focus on warm-up to ensure participants gre comfortoble, recap the pre-task
materials, provide boreline views on the company, provide o finoncial temperature check and inciude the

3598 Thames/Thames ARAT (4 ¥% Hours)

Draft Deliberative Structure — NHH Sessions

ACcent

Event Timetable

Apm-4.15pm — Meet, Greet, Seat; Session Introduction

4.15pm-5.00pm — Sessien 1 (Warm-up, Recap, Lang Term Context, Temperature Check)
5.00pm-5.15pm — Camfort/ Tea/Coffee/Sandwiches

5.15pm-£.45pm — Session 2 [PROPOSED Flan)

£.45pm-7.15pm — Camfort Tea/Coffee/Sandwiches

7.15pm —5.15pm Session 3 [MUST DO Plan —THEM ALTERMATIVE — Phazing of WINEP]
2.15pm-8.30pm — Individual task [post task)

Meet, Greet, Seat and Session Introduction Apm-4.15pm

Show the agenda for the sessions on the each screen

Explain that we are an independent, impartial res=arch sgency

Explain that we are here tonight on behalf of Thames Water who are looking for their view and input

into the Business Plan - Remember that Thames Water are the provider of your clean and wastewater

Remind customers that we are focusing on the Wholesale part of the water company operstions =nd

now billing/customer service, etc

We are looking for everyone’s views this evening 2nd looking for everyone to contribute

Mo comments are attributed to you by name

Mo right or wrong answers to any of the questions we will ask— it's your opinion that matters. OF

course, your views might be different from those of others, and that’s natural — in fact it helps to

stimulate discussion, which iz really uzeful for us 25 researchers

Flease remain respectful of others’ opinions and experiences if they are different from your own

We are aiming to have a discussion and at the end of the session, you will have a chance to filkin a

short questionnaire individually

Tell everyone how long we will be here and session structure [comfort breaks)

Explain fire drills/exits

Introduce the Client Representatives and any ICG

- explain that these individuals are here to view the process and not take part

- they are not here to answer questions and want to listen 2= they sre very interested in their views

- they shouldn’t influence the discussions in any way so please be honest and don't let them affect
WOUT responses

- Moderator Note: if there are any specific questions then we can ask the Thames observer but
try to minimise this and avoid it becoming a O&A for the observer — there is a lot of discussion
to cower and we will not reach a point of perfect information

long term glan review

Settle everyone in break out space

Thank sveryone for doing their pre-task exercizes
Intreduce yourself ice breaker

Mame

Businezs they work for

How big is the company (staff/'t/o)

What does the Business do

Operating context - How much does the Business rely on water, in what ways e.g. manufacturing
pracess, etc, how much does the businesz use water, any demand management strategies

Jab title 2nd responsibilities
Any key challenges facing the business

- MODERATOR NOTE — REITERATE 5AFE 5PACE AND WE WELCOME DIFFERENT VIEWS AND
EMNSURE EVERYOMNE COMFORTABLE AND HAPPY TO CONTINUE

Remind that we are here to discuss the Business Plan for Thames Water but first we want to find out
a bit about their thoughts on the pre-task
Think back to the pre-task you read through [PRE-TASK SHOWCARDS PRINTED FOR REFEREMCE)
- Baseline Comprehension:
= Was there anything in the material you read which you felt was difficult to understand?

= We showed you information that compared Thames Water's performance with other water
companies’ performance on b factors; water interruptions, sewage flooding, leaks etc. How
easy or difficult was it to understand this information?

- [Bazeline Awareness:

= What did you know about Thames Water befare you read through the materials?

= What surprised you most out of the things you have read?

= What would you most like to find out more about?
- Baseline Perceptions:

= How does the business feel about Thames Water — scale -ve 1-10 +ve

* Reazsons for scorez

= Has any of the information you have s2en changed your opinion Thames Water in any way?
- [Bazeline Priorities:

= Think about your business needs and particular circumstances, where do you think Thames Water
should focus improvements/investmeant

Before we start talking about the Business Plam, we want to find out about how the company
feels sbout current economic situation

®  How do you feel at the moment sbout business finances, levels of confidence, etc
* And how do you think that might change in the next 5 years
*  How do you feel about your water bill

*  How would you rate Thames Water on value for money For your water | wastewater services’

Okay now we want to talk about the long term picture

All water companies need ta plan for the longer term future to ensure that the services will be

appropriate for future generations of service users, bill payers, wider society and the

environment.

Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of

Thames Water's longer term plans 2nd goals. These go 3= far 25 2050 — these plans and goals will

give you 2 senze of what they are planning and where they see their priorities.

‘When you look at this longer term plan, we want you to think about it from a range of different

perspectives:

SHOWCARD 24 - 1) service users 2] bill payers. 3] citizen 4) society — please note that theze

overlap so if you are a bill payer, you are prabably 3 service uzer and 2 citizen and member of

society

FHOWCARD 25 — Long term plan {Thames Water)

= Owerall views on the challenges

=  From what you have seen about the ambitions and zims, do you feel the long term plan
foruses on the right areas

= What makes you think this?

= What do others think — agree/disagrea?

Is there amy difference if you think about this as 2 Bill Payers, Service Users, Citizens, Society?

{Flease note — change af emphasis above as we can’t ask whether it goes far enough, tao for or

just right as these ambitions/gims are nat measurahie)

B SHOWCARD 27 - Phasing — Explain concept of phasing

Before we have a break, we want to tzlk to you about some of the choices a water company has

to make when they are putting together their Business Plans

= Water companies can choose to improve performance or invest in service enhancements at
different times depending on customer priorities and depending on their funding, and we will
be asking you for your view on thiz [ster on.

= After the break we are going to be focusing on the shorter tarm Business Plan for 2025-2030
that we shared with you in the pre-task.

= We are interested to see whether there are things in there that youw would say could be done
later — this means that investment would not be made now but made between 2030-2050

= What do you think sbout the different options presented here
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Appendices: Non-Household (Micro) Deliberative Discussion Guide

®  DOptign A— pay more now, get more now

® QOption B — pay less now, get less now but catch up later

*  Which do you prefer and why

* How do you feel about Option B whers investment gets made Iater which might mean
that future generations would need to contribute more

Tea, Coffee, Sandwiches, Stretch, Comfort Spm-5.15pm

Session 2 — Response to PROPOSED Plan 5.15pm-6.45pm

This session will focus on the PROPOSED Flan

10 MINE

‘Welcome everyone back to the table.

SHOWCARDS 30 and 32 PROPOSED PLAM SHOWING DISTINCTION BETWEEM REQUIRED AND
WOLUNTARY WITH BILL CHANGE BASED ON AVERAGE % INCREASE

Explain that this session will be focusing on the PROPOSED Business Plan that is on these two slides
on the screen (toggle between slide 30 and 33 as a reminder). This is the informaticn that we shared
during the pre-task and we want to understand maore about how you all feel about it.

Before we get in to the nitty gritty — we need to explain that Thames Water hawve undertaken
customer research, stakeholder research and that this plan reflects their priorities as well as where
the business feel they nead to invest to ensure a resilient water and wastewater service to meet the
demand of Thames Water customers.

‘We do n=ed to be dear that what we are sharing with you does not include the full Buziness Plan a5
this would take too long to go through — instead Ofwat and Thames Water have selected the
elements of day-to-day service that are most important to customers, as well as the investments in
improvements that will have the biggest impact on your bills.

It includes elements that Thames 'Water must do in the 2025-2030 period — theze are on Slide 33 as
a red flag and say REQUIRED - these include things like making sure there is enough water in future
and not polluting rivers.

It zlza includes VOLUNTARY service enhancements that Thames Water feels are important and these
have orange flags e.g. Making the water supply maore reliable

Later on you will see the bill impact based en your own company bill but during this part of the
dizcussion, we are going to look 3t the average % increase. This includes some predictions for
inflation which we will share at the end.

SHOWCARDS 30 and 33 - Brief initial response to the overall plan

- What did you feel was good about the plan?

- What did you feel was not good about the plan?

- What would you want to change?

Let's now break the plan down into different sections and get your views on each part.

30 MINS {5 mins per PC)

SHOWCARD 30 - OVERALL PERFORMANCE COMMITMENTS

Explain that we are going to focus on the six performance commitments in more detail.

You will zee here that this slide reflects their actuzl performance now and how they are looking for
that to improve

- Anycomments or observations before we break thess down further

- MODERATOR MOTE THAT THESE GO TO 2050

SHOWCARD 31 and 32 - RESPONSE TO 6 CORE PERFORMAMCE TARGETS (3 waste and 3 water)

- How do you feel about this target?
- Do you feel they go far enough/too farfjust right?
- How far do the approaches reflect how you would like Thames Water to go about this?

- MODERATOR MNOTE — IF HELPFUL AND ASSISTS THE DISCUSSION THEM REFER TO PHYSICAL
SHOWCARD WITH PRE-TASK COMPARATIVE INFORMATION AND WHETHER THAMES IS5
CURREMTLY MEETING THE TARGET

30 MINS {5 mins per Szrvice Enhancement]

20

SHOWCARD 33 - OVERALL SERVICE ENHAMNCEMENTS
Explain that we are going to focus on the six service enhancements in more detail.
Response to the six service enhancements (3 waste and 3 water; 3 REQUIRED and 3 VOLUNTARY]
- SHOWUCARDS 34-39 - Explore each segment
= How doyou feel about this service enhancement?
= Whatis good about it?
= What is not good sbout it?

FAINS
Mow we have discussed the PROPOSED Business Flan, overall when you think about what we have
discussed with the six performance targets and six service enhancements, how acceptable is it for
wour business?
- Why do you say this?
- What is driving acceptability/non acceptability
= Water or wastewsater elements?
= Performance targets — ambitious enough or not?
= Sarvice enhancements — ambitious enowgh or not?
- How could this be mare acceptable?
- What would you change?
Mow we want to look at what this plan would cost to get your views on that
SHOWCARD 40— explain about inflation
SHOWCARD 42 —SHOW PROPOSED BILL IMPACT GRAPH WITH INFLATION PREDICTION

If you look &t the graph on the left hand side it shows what impact the 2025-2020 plan would have
on your bills and how that changes from now until 2030

- Owerall when you look at this plan, how affordable is this for your business?
= Why do you say this?
= |f not affordable, what would you advise Thames Water to take out?
= Any difference if you put your hats back on— bill payers, service users, citizens, society?

The longer term bill impact is on the right hand side. This is relevant to the phasing slide we discussed
at the top of the discussion. It will be relevant when we look at different versions of the Business
Plan where Thames Water could chooss to do less now and more in the longer tarm
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Appendices: Non-Household (Micro) Deliberative Discussion Guide

Tea, Coffee, Sandwiches, Stretch, Comfort

6.30pm-

& 20 Mins
Session 3: Response to MUST DO AND ALTERNATIVE 7pm-8_15pm
B ALTERMATIVE PLAN INTRODUCTION
- . . . .
This session will focus on the two other plans that Thames Water are thinking about — we don't need to ga ThIT ia;';g w': :t‘“'l‘” mwﬁ:'_";:'”d“ E."Er:“'ﬂ" ng that you sawin the first Propased plan but it
through everything ogain os some elements are the some as the first plan so we can be o bit guicker exploring W fers & lawer o s explain haw
these - SHOWCARD 48 - just 3 reminder that the first part of the plan ‘the Performance
Commitments/Targsts' are the same as what you saw previously so we won’t be discussing those
again
25 MINS N P . .
- SHOWCARD 4% - the service enhancements are also all still included but the third required
= \Welcome sveryone back to the table measure would be slower to achieve under this Alternative plan
B Explain that in thls. session, we will focus on some different plans to get their views on how Thames = Remember we talked about phasing =t the end of the first session. Thames Water needs to
Water could do things differently. balance the amount of investment in improvements with the smount of monay it zets from
‘custamer bills
= MUST DO PLAN INTRODUCTION = SHOWCARD 50 - With this ALTERNATIVE plan, they would reduce the amount of phosphorus
B The plan we will discuss now only includes the Required elements that Thames Water must do to @ntering the rivars by 82% instead of 90% in the other plans
fulfil their legal and environmental commitments so it's cheaper than the first plan we looked at now = For this service enhancement, it would mean by 2020 zn additional 4.8% of your current bill
and in the longer term =maount would be added to your bill to pay for this, rather than 7.8% with the proposed &
® SHOWCARD 43 - Explain that the first part of the plan ‘the Performance Commitments/targets’ are must-do.
the same a5 what you saw previously 50 we won't be discussing those again. With this plan Thames + How do you feel about this?
Water would keep the same targets and ensure that the performance was the same scross those six _ SHOWCARD 51 — What we nesd to explsin with this option is that the slowing down the
elements phosphorus removal saves maney in the shorter term but will cost mare later
B SHOWCARD 44 - What we want to focus on and discuss with you is the Service Enhancements
bacause they would be different. As mentioned, in this plan, you will s2e that there are novoluntary
servire enhancements and so the averall bill impact is lower.
- . . .
« Whatis gaod about this? Now we have discussed the ALTERNATIVE Business Plan, oversll when you laak =t this plan, how
acceptable is it for your business?
= What is not good about it?
- Why do you say this?
= How do you feel that there are no opticnal service enhancements now? P . .
- What is driving acceptability/non acceptability
= How comfortable are you with this? .
- How could this be more scceptable?
10 MINS ~  What would you change?
N . B SHOWCARD 52 — SHOW ALTERNATIVE BILL IMPACT GRAPH WITH INFLATION PREDICTION
® Now we have discussed the ‘MUST DO’ Business Plan, overall when you lock at this plan, how ) o )
. . ®  Overall when you lock at this plan, how affordable is this for your business
acceptable is it for your businesz?
- 3
~ Why do you say this? Why do you say this?
- i 2
- \Whatls driving acc bility/non acceptability? If not affordable, what would you advise Thames Water to take out?
_ How could this be more acc ble? B Any difference if you put your hats back on — bill payers, service users, citizens, society?
~  What would you change?
Final Comparison and Indidual Task 2.15pm-8.30pm
B SHOWCARDS 45 and 46 — SHOW MUST DO BILL IMPACT GRAPH WITH INFLATION PREDICTION
B Overall when you lock at this plan, how affordzble is this for your business? B SHOWCARD 53 and 54 - Take a look at an overview of those thres plans that we have discussed
- Why do you say this? tanight
- If not affordable, what would you advise Thames Water to take out? - Which wauld you vate for and why
®  Any difference if you put your hts back on — bill payers, service users, citizens, saciety? W Explain that for this finzl session, we will be 2sking them to fill in a guastionnaire for their business
which should take around & minutes.
= Completion of POST TASK [affordzbility only for bill payers)

Engure that inflation description iz included within the post task
Thank everyone for coming

Invite any final questions

Close

Key Moderator Notes:

Mzke note of any

asked by that are by the company

Add to subsequent sessions and,or run by ICG
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Appendices:

Unplanned interruptions @

1fa water supply is interrupted without warning for more than 3 heurs, it would not be
possiole to draw water from the taps or flush the toilet; it may be necessary to buy bottled
watar
Duration without water for more than 3 hours by minutes per property.
(R lowsr bar / number is bettar.}
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00:00:00 00:30:00 01:00:00 013000 Company performance against targets.

(A lower percentage is better.)

Sewage flooding of gardens or outbuildings @

An escape of sewage into gardens or access points to peogles’ properties s
‘ ‘ incanvenient and unpleasant and can restrict access.

Mumber of properties affected, per 10,000.
(A lowsr number s batter)
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Compsny performance againsttargets.
(A lowes percentage s better.]
« notall companies had extemal sewage ficoding 358

et target.

« Thames Waterdoes not currently havea target forthis
performance commitment.

* Ofwat has recantly confirmed acommon way for all

ofthischange.

Stimulus materials for Non-Household Pre-Task Task Six

Appearance, taste and smell of tap water @

Tap water may laak discaloured ar taste/smell different to usual, Although =il
safi o drink, people may prefer bottled water a5 a precaution unti itretums to
normal.

Number of customer contacts received regarding incidents, per 1,000 properties.

(A lower number is better.)
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Reducing leaks @

Leaks can affect customers directly If their water supply is affected. They are

somatimes unnoticed if underground. But leakaga is often seen intha media and has

acost to people on their bills and a cost to the environment.

Leakage per property per day
(Alower numbaris better.)
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Non-Household Deliberative Stimulus Materials

Sewage flooding of properties

Mumber of properties affected, per 10,000.
(A lowsr number s batter)
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An escape of sewsge Inside propenties Is highly Inconvenient, disruptive and &
h risk. In bad cases, people need ta move out of their properties while
things are put right.
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contacts
G i
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Company performance against targets.
[Alower percentage s better.)
2.0 400

e

Discharges from sewsge trestment or networks can affect rivers and bathing waters.
This can have a minimal affect on tha rivar ecology or a major effect depanding on the
seale.

Company perfarmance against targets.
(A lower percentage is better.)

75.00 100.00
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THAMES WATER

PERFORMANCE COMMITMENTS @

(018 REDUCING LEAKS
ne.y 16.7
- 112.0
Es 1011 1023

¥
2025-6 20267 20278 20289 2029-30
Targets for reducing the amount of water lost due to

leaks from water mains and pipes.

Number of litres per nrDDclN per day.
(A owear cwmbar 5 bartar)

© CEEIETT D

7:04
o7:0 06:28  os.52
0516 g4.40
j 2025-6 2026-T 2027-8 2028-9 2029-30

Targets for reducing the length of time properties are
without water

ore than 3 hours by minutes per property.

Duration withy

@ APPEARANCE, TASTE AND SMELL OF TAP WATER

0.06 0.06 0.05 0.05 0.05

2025-6 2026-7 2027-8 2028-9 2029-30

Targets for reducing the number of incidents of
discoloured water (e.g. brown tinge); or a strange taste or
smell occurring.
received regording incidents, pe

s better.)

¢ 1,000

Number of customer ¢
properties. (A lower

&

1.42

20256

1.30 1.23

2026-7 20278 20289

@ SEWAGE FLOODING OF PROPERTIES
2.01

m

2029-30

Targets for reducing the incidents of sewage

flooding properties.

e flooding inciants per 1

¢ number is better.)

@ SEWAGE FLOODING OF GARDENS OR OUTBUILDINGS

15.3

14.99
—_— 14.75 1452 1432
2025-6 2026-7 2027-8 2028-9 2029-30

Targets for reducing the incidents of sewage flooding

Number of s

(i lower numb

POLLUTION INCIDENTS

18.5

20256

gardens or outbuildings.
flooding incidents per 10,000

s bettar)

76 170 16.3

20267 2027-8 2028-9

15.7

2029-30

Targets for reducing the number of incidents of

pollution of rivers and streams.

Number of incidents per 10,000km of sewer

(A lower

Stimulus materials for Non-Household Pre-Task Task Eight

nber is bettar )

Thames Waterhasassumed
that there willbe 1 vary wet

20

Stimulus Materials

ENHANCEMENTS - PROPOSED BUSINESS PLAN

@ L1 NATIONAL ENVIRONMENT PROGRAMME FOR WATER

it taking too much water from rivers and the ground

reating water to a standard that does not harm the natural environment.
« Reducing amount of watertaken from sources that feed sensitive chalk

streams

What we will do
« Install new trunk mains to bring in waterfrom other parts of the Thames

Water network
Target for 2025-2030:
« Reducing the amount of water taken from sensitive sources by 80 million

litres a day

@ PY WATER RESOURCES MANAGEMENT

= Making sure there is enough water available to protect the natural
environment as well as providing a public water supply

What we will do
« Invest in new sources of water, modernise infrastructure
« Install around 1 million smart water meters, provide water efficiency visits
Target for 2025-2030:
« Only need to introduce severe water use restrictions, such as standpipes in
the street and water rationing, on average once every 100 years.

NATIONAL ENVIRONMENT PROGRAMME FOR WASTEWATER

= Reducing pollution of seas and rivers by sewage overflows
- Treating wastewater to astandard thatdoesn't harm the natural environment
Whatwe will do
Improve and increase the capacity of sewer network, reducing the number of
sewage spills
Improve sewage treatment processes to reduce the amount of phosphorus
entering rivers and causing problems

Targetfor 2025-2030:
« Reduce the number of sewage spills into rivers from each overflow pipe to 14.2

a year and reduce the amount of phosphorus entering rivers by 90%

® o

@ [ I MAKING THE WATER SUPPLY MORE RELIABLE
= Water network can experience breakdowns that mean customers have low water

pressure or no water
« Most problems are fixed in a few hours, but can sometimes last more than 2 days

Whatwe will do
« Improve the water network to protect against interruptions of 2 days or more
- Build more pipes around weak points on the network so water can still be maved

around
= Sharing water supplies with other companies across the south-east.

Targetfor 2025-2030:
= Protecting 53,195 properties from a water supply interruption of longer than 2 days

REDUCING SEWAGE FLOODING FROM RARE HEAVY RAINFALL STORMS
+ Sewer flooding in homes, gardens and businesses happen when sewers become blocked

or after heavy rainfall
- This also happens when the sewer system becomes full due to too much rainwater

Whatwe will do

+ Improve the sewer network to reduce the chance of sewage flooding

« Build nature-based selutions to slow down/stop rainwater from getting into sewers

+ Reduce the number of customer ‘misconnections’ into sewers, e.g. rainwater fram roofs
Target for 2025-2030:

« Reducing the chance of 6,655 properties being flooded with sewage after severe storms

thaton average happen once in 30 years

@ '] REDUCING BASEMENT FLOODING FROM TRUNK MAINS BURSTS

- Trunk mains are the largest water pipes, which carrywater from treatment works to
smaller distribution pipes

- In London, these areoften under main roads or near homes

« Ifthey burst they can flood basements and endanger lives

Whatwe will do
- Replace trunk mains to reduce this risk of basement flooding
Targetfor 2025-2030:
= Replacing 16km of trunk mains that cause the biggest risk to basement properties
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Appendices: Non-Household (Larger) Recruitment Questionnaire

3598 Thames Water and Affinity Water ASAT

ACcent

Quotas INTERVIEWER SECTIO

Location WW London and | Reading Slough-Windsor | Colchester- Hemel/5t Albans/
. . . (recruitment SW London Braintres Watford
NHH [SML] Recruitment Questionnaire geography|
Suggested E N, NW,WCEC, [RG SL, UB, HA
RO NUMEBER [ON PARTICIPANT LIST): URN: | | | | | | | | pastcodes W, s
Water company | Thames-Thames | Thames-Thames | Affinity-Thames | Affinity-Anglian Affinity-Thames
weiewername: | Jwweewerno:[ [ [ [ Joue T][ [ rme [ [][[] [ e aniiery
) B - B Total sample 8 [] [] [] []
Checked ( SE RED TO FILL IN) Number of Min 2 x 10-99 Min 1 x 10-49 Min 2 x 10-49
employees employees employess employees
Quality controlled by | |on| ] RECRUIT Min 2 x 50-249 Min 1 x 50-249 Min 2 x 50-249
RESERVE employees employess employees
Added to participant list/log on | [ by [ | Are you sure? v /N Min 1% 250+ Min 1 x 250+ Min 1 5 250+
L . amployees amployess amployess
If depth, executive informed by email un| | bﬂ | Acknowledged by exec? Y / N Operating Recruit & min Recrait & mix Recrait & mix
Confirmation letter/femail | — USE RED TO FILL IN) industry (013) _
Degree of Recruit & mix
Confirmation sent via by | Jon | | by (initials) | reliance on water
10,
IF CONFIRMATION S5ENT BY EMAIL PHOMNE & CHECEK IF RECEIVED A FEW MINUTES AFTER EMAIL SENT: :I!Q I - -
umbear of sites Recruit 3 mix
Has email been received? Call made on I:l by (initials) l:l_ (as)

Confirmation call — USE RED TO FILL IN)

IF 24 HRS AHEAD OF GROUPS/DEPTHS — THEN UPDATE STATUS ON LIST OR LOG OF PARTICIPANTS FOR MODERATOR,/ EXEC
Confirmation call made on [date and time): on | Lvy| |

I hereby confirm that | have read again the date, time and all other venue detzils needed for the participant to
attend the group/take part in the depth interview and ensured that they had all this informiation available and
diarised. Signed: | |

Contact details for Zoom Depths — INTERVIEWER SECTION

PRE TASK STATUS {IF .ﬁPPLICABLE}:|

PARTICIPANT NAME JOB TITLE
COMPANY NAME EMAIL
TELEPHONE MOBILE
PREFERRED INTERVIEW DATE TIME
EXECUTIVE ASSIGNED CHOICE A CHOICE B
EXTRA COMMENTS

ADDRESS DETAILS FOR ANY INCENTIVE

TONBE SENT (IF APPLICABLE)

B Al MHH participants must be Thames Water (Affinity Water) customers, regardless of who issues their
billz.

B MHH participants should have senior responsibility for water and wastewater services [or other issues
related to water] within the business.

Q1. Good morning/zfternoon/evening. My name is ....... and | am calling from Accent/Agency, on
behalf of Thames Water [Affinity Water] and Accent. Pleas= could | speak to #name an
database#the person responsible for matters relsting to water and wastewster services within the
business?

E |F "NO" TRY AND PERSUADE ELSE THANK & CLOSE
B |F "CALL BACK" PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS, THANEK AND CLOSE
B |F "YES" PLEASE PROCEED TO SCREEMING SECTION

WHEN SPEAKING TO APPROPRIATE CONTACT CONTINUE WITH SCREENING

Please may | spesk to #nzme on database#/the person responsible for matters relating to water and
wastewater services within the business?

WHEN SPEAKING TO THE CORRECT CONTACT REPEAT TEXT ABOVE E CONTINUE:

The research is being conducted under the Market Research Society Code of Conduct, which means that
any answers you give will be treated in confidence.

Thames Water [Affinity Water| is wanting to understand business customers’ views on their proposed
plans — now and in the future. This is an exciting opportunity for you to help the company shape their

short- and long-term plans to meet the needs of all types of customers, including business customers of all
sizas_

We're looking for business customers ta help us in this research project which will consist of two phases:

®  First stage: 2 20-minute homewark exercise in advance of a2 one-to-one dizcussion.
#* Second stage: participation in 2n online video interview. The discussion will last 30 minutes.

As 3 thank you for your time and contribution to the research, you will receive a total of £150, including
completing both the first and second stages. Alternatively, we can make = donation of the same amount to
the charity WaterAid, if you would prefer.

This call may be recorded for quality control purposes.

MOTE TO INTERVIEWER: SAMPLE S0URCE 15: #recruiter database ffree-find#

INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE PARTICIPANT OF:

MRS Code of Conduct
Calls being recorded

INTCHECKZ. INTERVIEWER: FLEASE CONFIRM YOU HAVE ASKED AND CHECKED THAT THE PARTICIPANT |15
NOT TAKING THE INTERVIEW ON A MOEILE DEVICE AND/OR WHILE DRIVING OR OFERATING
EQUIPMENT

Wees, it i safe far the participant to proceed
Ma, itisn't safe — we need to call back later GO TO APPT SCREEN

Q2. Any data collected over the course of this interview that could be used to identify you, such as your
name, address, or other contact details, will be held securely and will not be shared with any third
party not involved in the research, unless you give permission (or unless we are legally required to
do so). Qur privacy statement is available at www.accent-mr.com/privacy/.

Do you agree to proceeding with the interview on this basis?

Vi
Na THANK AND CLOSE

Q3. Do you ar any of your close family work, or have warked, in the recent past in the water sector,
including for Thames Water (Affinity Water], or in the Market Resesarch profession?

Yes THANK AND CLOSE
Na

a4 Have you ever participated in 2 market resesrch interview? IF YES, PROBE WHERN

Wees, in last six manths THANK AND CLOSE

Yes, between & manths and 2 years ago GO TO Q5
awer 2 years aga GO TO Q7

No GO TOOQF

OME THIRD OF RECRUITS MUST HAVE NEVER TAKEN PART IN AN INTERVIEW BEFORE
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as.

How many interviews have you been to in that peried?
1

2-3

More than 3 THANK AND CLOSE

QE.

‘What was the subject matter of the interview|{s]? PROBE AND WRITE DOWN

IF WATER THANK AND CLOSE

a7,

Can | just check, do you have decision mzaking responsibility, either salely ar jointly, for matters
relating to water and wastewster services within the business?

Yes
HNa THANK AND CLOSE

Dioes your business operate from a separate commercial premises (ie: office/workshop/factory/
retail space) or from a residential premizes?
Commercial

Residential premises THANK AND CLOSE

‘What is the postcode of the business? f you have mare than one business premises, answer for the
main zite or the site you work at most often. We are looking for participants in zpecific areas to take
part in this research, and your postcode will be used to ensure you are in scope for this research.

Capture postcode

CHECK POSTCODE TO ENSURE THAT PARTICIFPANT IS IN THE CORRECT GEOGRAPHY FOR INTERVIEW BEING
RECRUITED TO AND HAS THE CORRECT WATER/WASTEWATER COMPANY

Thames Water is the UK's largest water end wastewater
sendoes provider

uestionnaire

CALCULATE ANNUAL WATER BILL BY MULTIPLYING MONTHLY BILL BY NUMBER OF MONTHY
PAYMENTS

Ql0c. Provide customer's annual water bill {from sample file or as provided by customer as
monthly/znnual ameount).

£ e ear

Plzaze look at the following map. How many sites does your business operate within the Thames
Water (Affinity Water) supply area?

Q11 Isyour business billed directly by your water company for the service they supply oris it included in
your business rent?
Billed directhy
Included in rent THANK AND CLOSE
Ql2. How many employess does your organisation have?
Nane, sole trader NOT ELIGIELE FOR 5/ /L RECRUITMENT, BUT CONSIDER FOR NHH MICRO RECRUITMENT: SEE RO,
1-9 emplayess NOT ELIGIBLE FOR 50 /L RECRUITMENT, BUT CONSIDER FOR NHH MICRO RECRUITMENT: SEE RO}
10 to 49 ELIGIELE FOR 5/M/L IDI RECRUITMENT {small): minimum 2 per area {1 in Thames Valley)
50 to 248 employees ELIGIELE FOR S/M/L 1DI RECRUITMENT (medium): minimum 2 per area (1 in Thames Valley)
250+ employees ELIGIBLE FOR 5/M/L 1DI RECRUITMENT (large): minimum 1 per area (1 in Thames Valley)
013, Which of the following best defines the core activity of your organisation?
Agriculturs, farestry and fishing
Zero THANK AND CLOSE Mining and quarrying
i Crergy or wister serdice & supply
3 ManuFacturing
3 Canstruction
armare ‘Wholesale and retail trade including motor vehicles repair)
T o
RECRUIT A MO ACROSS THE FULL SAMPLE ranspart and sorage
Hatels & catering
- — - - ITand Cammunicatian
Ql0. How much do you agree or dizagree that on a day-to-day basis, your business depends on its water Finianee snd iRSuranee SELivities
supply in arder to operate? Real estate activities
5 Professional, scientific and technical activities
n”“”“"’ agree Administrative and Support Service Activities
ree
e @ Public administration and defence
.Ell EF Agres nor cisagres Education
Disagree Human health and social work activities
Strangly disagree B .
Arts, entertainment and recreation
RECRUIT A MIX ACROSS THE FULL SAMPLE Other senvice activities
Other [please spacify]
. . . Prefer nat to cay THANK AND CLOSE
010b. How much is your business's water bill?
RECRUIT A MIX
E Per wear CAPTURE FOR INFORMATION
fo-._ Permenth Q14. What is your job title?
Q10c. IFBILL AMOUNT EXFRESSED FER MONTH AT Q10b How many monthly payments do you make for |
your water bill ezch year?
10 Q15.  Finally, can | please take the name of the business?

12
Other (please specify]
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Invitation: Depth (Telephone/Zoom)

Thank you for answering those questions. Would you be interested in participating in this research project
on behalf of Thames Water (&ffinity Water)? All research will be conductad in accordance with the Market
Rezearch Society’'s Code of Conduct.

Wi PFROCEED TO PRE-TASK AND/OR DATA COLLECTION AND SHARING CONSENT
No THANK AND CLOSE

Thank you. Az | mentigned earlier the research will consist of:

*  First stage: 3 20-minute homewaork exercise in advance of a3 one-to-one discussion.
* Second stage: participation in an online video interview. The discussion will last 50 minutas.

As | said, you will receive a total of £150, including completing both the first and second stages.
Alternatively, we can make 3 donation of the same amount to the charity Waterdid, if you would prefer.

Would you be willing to commit yourself to both stages of the process to help inform Thames Water's
[Affinity Water's) futurs plans?

Yes PROCEED TO TEXT BELOW
No THANK AND CLOSE

PRE-TASK

ASVISE PARTICIPANT ABOUT PRE-TASKS: We will emasil details cutlining the Stage 1 homework exercises.
These must be completed before you attend the interview, but they shouldn't take too long to complets
znd hopefully you will find them interesting and informative (estimated 20 minutes).

We will be asking you to downlozd 2n app onto your mobile device for completion of the homework
exercises. The app is quick and fun to use and you will be incentivised fully for your commitment te each
part.

If you would rather receive 3 paper copy of the homework exercise please note that we will need these
returning by post before you attend the event. INTERVIEWER TO CAPTURE IF PAPER TASK REQUIRED AND
CAPTURE POSTAL ADDRESS FOR DISPATCH OF REMINDER TASK IF ORIGINAL NOT RETURNED.

VERY IMPORTANT. INTERVIEWER: PLEASE TICK TO COMFIRM YOU HAVE EXPLAINED ALL ABOUT THE PRE-

TASK. |:|

Ql6. Isthe participant clear about the pre-tasks?

Yes
Ha THEN RE-EXPLAIN

Q17. Did the participant say they would do the pre-tasks?

Yes
Ho THEN PERSUADE POLITELY AND REITERATE REQUIRI

ENTS

Qi8. Wil the pre-task be completed via the app or on a paper copy?

Email/App COLLECT EMAIL ADDRESS
Paper HAND OVER COPY TOGETHER WITH SAE

The interview will be video recorded, to ensure accuracy and for anzlysis purpases. All recordings will be
securely stared for = period of 12 manths (far reference purpozes) before being destroyed.

The interview will be conducted in accordance with the Code of Conduct of the Market Research Society
=nd any views you express during the discussion will be treated with complete confidence and will not be
sttributed to you personally.

Flease confirm that is OK

Yes CONTINUE WITH DETAILS
Ha [Click here and type HOLD IM RESERVE or THANK AND CLDSE]

Q19. Interviewer to arrange a dateftime for the interview in accordance with the interviewer
availability.

Great, thanks. I'll just take a few details and will et you get on with your day. We will send you more

infarmation by email shortly with details of the next steps and homework task.

If for any reazon you find you are unzble to attend, please could you let me know 2s soon as possible so
that we can invite someone else to take your place?

Please contact us on xecces if you have any gueries about your incentive. Thank you.

RECRUITER: Please ensure you have filled in the cover page of the RQ, including email address and
maobile number of participant, then complete the fellowing confirmations.

THANK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

Recruiter Confirmations

RECRUITER — VERY IMPORTANT — PLEASE TICK TO CONFIRM YOU FULLY READ OUT THE DATA SHARING
AND CONSENT QUESTION, AND THAT IT MADE SENSE TO BOTH YOU AND THE PARTICIPANT.

Yes D

Q20. 15 THE PARTICIPANT CLEAR ABOUT THE PRE-TASK E DID THEY SAY THEY WOULD COMPLETE IT?

Clear
Will camplete

MRS DECLARATION

021, | confirm that this interview was conducted under the terms of the MRS Code of Conduct and is
completely confidential

INTERVIEWER'S SIGNATURE:

THANEK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

INTERVIEWER: PLEASE ENSURE YOU REMOVE THIS PAGE
BEFORE RETURNING THIS RECRUITMENT QUESTIONNAIRE TO
ACCENT

FROPERTY NAME OR NUMBER

20 LINE OF ADDRESS

TOWN/VILLAGE

POSTCODE
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3558 Thames Water ASAT

Large NHH - Depth Interviews

Introductions and 5 Mins (5 Mins)

Response to Pre-Task and Your Service Needs 25 Mins (30 Mins)

Appendices: Non-Household (Larger) Discussion Guide

ACcent

Introductions

explain that we are an independent, impartizl ressarch agency

no right or wrong answers

no comments are attributed to you by name

reazsure that some subjects/content might be naw to them /okay if they don’t understand everything

Explzin that we have up to 30 minutes together but we will pause after 45 minutes, if required

Explzin that we are here todaytanight on behalf of Thames Water wha are looking for their views and
input into their Business Flan for 2025/2030

Femind customers that we are focusing on the Whaolezzle part of the water company operations and
now billing/customer service, 2tc

Thank participant for doing the pre-task exercizes — we are going to review this first and then talk about
the Businezs Plans

Aszk participant to introduce themselves:

Mame

Buziness they waork far

How big is the company (staffftfa)

‘What does the Business do

Operating context - How much does the Business rely on water, in what ways e.g. manufacturing
process, etc, how much does the buziness uze water, any demand manzgement strategies

Job title 2nd responsibilities

Any key challenges facing the business

B We are keen to get your baseline views on Thames Water and your business needs

B \We zre going to briefly talk sbout the pre-task that you read through [SHOWCARDS FRE-TASK FOR
REFEREMCE ONLY]

Baseline Comprehension:

= Was there anything in the material you read which you felt was difficult to understand?

= ‘We showed you information that compared Thames Water’s performance with other water
companies’ performance on & factors; water interruptions, sewsage flooding, leaks etc. How easy
or difficult was it to understand this information?

Baseline Awareness:

= ‘What did you know about Thames Water before you read through the materials?
= What surprized you most out of the things you have read?
= What would you most like to find out more sbout?

- Baseline Perceptions:
= How does the business feel sbout Thames Water — scale -ve 1-10 +ve
= Ressons for scores

= Has any of the information you have seen changed your opinion of your Thames Water in any
way?

- Baseline Priorities:

=  Think zbout your business needs and particular circumstances, where do you think Thames Water
should focus improvements/investment

- Baseline Value:
= Before we start talking about the Business Plan, we want to find out about how the company
feels about current economic situation
*  How do you feel at the moment about business finances, levels of confidence, etc
* And how do you think that might change in the next 5 years
*  How do you feel about your water bill

#*  How would you rate Thames Water on value for money for your water [ wastewater services

Long term picture 2nd different perspectives
- Al water companies need to plan for the longer term future to ensure that the services will be
appropriate for future generations of service users, bill payers, wider society and the environment
- Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of the
company's longer term planz and goals. These go as far a5 2050 — these plans and goals will give you
= sense of what Thames Water are planning and where they see their priorities
- SHOWCARD TITLE — VISION FOR 2050
*  Owverall views
* What makes you think this

*  From what you have seen, do you feel the long term plan covers the right areas or are there
areas missing that you would like to see

*  How do you feel this covers your individual circumstances

W SHOWCARD TITLE — DIFFERENT WAYS OF PHASING

- Water companies can chooze to improve performance ar invest in service enhancements at different
times depending on custamer prigritizs and depending on their funding, and we will be asking you
for your view on this later on.

- What do you think about the differant options prezented here

=  Option A— pay more now, Eet more now

= Option B— pay lezs now, get lesz now but catch up later
=  ‘Which do you prefer and why

= How do you feel about Option B where investment gets made later which might mean that future
generations would need to contribute more

Proposed & Must do Plans 30 Mins (60 Mins)

B SHOWCARD TITLE - PROPOSED PLAN SERVICE EMHANCEMENTS AND PERFORMANCE COMMITMENTS

B This is the PROPOSED Business Plan that you saw in the pre-task and this is on these two slides on
the screen {toggle betwesen slides as a reminder). This is the information that we shared during the
pre-task and we want to understand maore shout how you all fieel about it

W Before we get in to the nitty gritty — we need to explain that Thames Water have undertaken
customer ressarch, stakeholder ressarch and that this plan reflects their priorities as well 25 where
the business feel they need to invest to ensure 2 resilient water and wastewater service to meet the
demand of Thames Water customers.

¥ We do need to be clear that what we are sharing with you does not include the full Business Flan as
this would tzke too long to go through — instead Ofwat and Thames Water have selected the
elements of day-to-day service that are most important to customers, as well as the investments in
improvements that will have the biggest impact on your bills.

B It includes statutory elements that Thames Water must do in the 2025-2030 period — these are on
shown a5 a red flag and say REQUIRED - these include things like reducing leaks and polluting rivers.

¥t alsoincludes VOLUMTARY service enhancements that Thames Water feels are important and these
have orange flags e.g. Making the water supply more reliable

W Later on you will see the bill impact based on your own company bill but during this part of the
discussion, we are going to look st the sversge ¥ increase. This includes some predictions for
inflation which we will share at the end_

Initizl response to the overall plan

- What did you feel was good zbout the plan
- What did you feel was not good about the plan
- What would you want to change

Let's now break the plan down into different s=ctions and get your views on each part

OVERALL PERFORMANCE COMMITMENTS
SHOWCARD TITLE — PERFORMANCE COMMITMENTS
Response to the six core performance targets

- Foreach:

=  How do you feel about this target
= Do you feel they go far enoughytoo far/just right
=  How far do the approaches reflect how youw would like Thames Water to do about this?
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OVERALL SERVICE ENHAMCEMENTS

SHOWUCARD TITLE — 3ERVICE ENHANCEMENTS

Response to the six service enhancements

- Explore =ach segment
=  How do you feel about this service enhancement
=  Whatis good about it
= Whatis not good about it

Mow we have discuzsed the Proposad Business Plan, overall when you loak at this plan, how acceptable
is it to you and your business

- Why do you say this

- How could this be more acceptable

- What would you change

SHOWCARD TITLE — INFLATION AND IMPACT / BILLS FOR THE FROFOSED PLAN

If you look &t the graph on the left hand zide it shows what impact the 2025-2030 plan would have on
wour bills and how that changes from now until 2030

Overzll when you look zt this plan, how affordzble is this to your business?

- Why do you say this

- If not affordzable, what would you advise Thames Water to take out

The longer term bill impact is on the right hand side. This is relevant to the phazing slide we discussed

at the top of the discussion. It will be relevant when we look at different wersions of the Business Plan
where Thames Water could choose to do less now and more in the longer term

MUST DO PLAN INTRODUCTION
The plan we will discuss now only includes the Required slements that Thames Water must do to fulfil

their environmental commitments so it's cheaper than the first plan we logked at now =nd in the longer
term

Explzin that the first part of the plan ‘the Performance Commitments/targets’ are the same as what you
saw previously so we won't be discussing thoze agsin. With this plan Thames Water would kesp the same
targets and ensure that the performance was the same across those six elements

SHOWUCARD TITLE — ENHAMNCEMEMTS MUST DO PLAM - What we want to focus on and disouss with you
is the Service Enhancements beczuse they would be different. As mentioned, in this plan, you will s=e
that there are no veluntary service enhancements and so the overall bill impact is lower.

- What is good about this?
- What is not good about it?
- How do you feel that there are no optional service enhancements now?
- How comfortable are you with this?
- Owerall how acceptable is this for your business?
- Why do you sy this?
- What is driving acceptability/non acceptability?

- How could this be more acceptable?

Proposed Plan with Phasing 15 Mins (75 Mins)

Final thanks and close 10 Mins (85 Mins)

Larger) Discussion Guide

- ‘What would you change?

B SHOWCARD TITLE — BILLS FOR THE MUST DO PLAN

B COwerall when you look at this plan, how affordable iz this for your business?
- Why do you say this?
- ¥ not affordable, what would you advise Thameas Water to take out?

= SHOWCARD TITLE — A DIFFERENT WAY OF PHASING THE WASTEWATER TREATMENT PROGRAMME

- Remember we talked about phasing at the end of the first session. Thames Water needs to balance
the amount of investment in improvements with the amount of money it gets from customer bills

- Thames Water could choose to reduce the amount of phosphorus entering the rivers by 82% instead
of 0% in the other plan — 5o it would be slower but cheaper for customers
- For this service enhancement, it would mean adding 4.8% to the average business bill rather than
7.3%
*  How do you feel about this?
- SHOWCARD — EILLS FOR PHASING - What we need to explain with this option is that the slowing
down the phosphorus removal zaves money in the shorter term but will cost more later

=  How do you feel sbout thiz?

Mowe if we step back and think about the Proposed Plam we locked =t which reduced the amount of
phasphorus entering the rivers by 90% but had a higher bill impact in the short term
OR

This alternztive phasing where they still reduce the amount of phosphorus in the rivers but not as quickly
[82%¢]. It's not as high bill impact in the short term but will cost more later

- Which of these options do you prefer

- Why do you say this

- Which would you want Thames Water to do

Completion of POST TASK

Ensure that inflation description is included within the post task
Invite any final questions

Cloze
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Appendices: Customers in Vulnerable Situations Pre-Task Exercise

3598 Thames ASRAT

ACcent

PRE-TASK SCRIPT:

Hello and thank you very much for agresing to be part of our exciting research project for Thames Water.

As part of this important project, we will be talking to Thames Water customers all over their supply region.
We're delighted that you will be coming along to one of these sessions where we will present and discuss
Thames Water's business plan for 2025-2030.

Before you come along, we need you to read through this pre-task which is all laid out on the following
screens. [t has been designed to take no longer than 20 minutes of your time and you will receive a separate
incentive for daoing this.

The pack includes nine tasks for you to read through and then a few guestions to answer at the end. Some
of the infarmation about your water company may be new to you but please be reassured that you don't
need to understand everything. If you have questions then please type them in as you go along in the space
provided. We will collate any questions/responses and we can recap at the beginning of the session.

If you have any technological issues related to this platferm then please contact omar.shareef@accent-
mr.com.

We are really locking forward to meeting you.

Nancy & the rest of the research team

Introduction to Task Two

Introduction to Task One
On the first slide there is 3 map of England and Wales that shows Thames Water's operating area:

MNext you will see some key facts about the customers that Thames Water serves and the infrastructure that
it manages:

their water is safe, reliable and environmentally friendly

Background to water industry @ o ) @
ere we work... ‘

There are a number of different companies in the water industry who serve water customers to ensure
Thamas'
Water
o —
——

W senee 15 million customers. However they don't al use

Engghaned and Wiskes are served by 17 hieth cur waler and wastewaler sendces

hifforent water companies: some: provide
Jast drinking vater, others take away
aeenage a5 el Companies in the same ares
ek ogethes 1o plan for the fuburs i thes
ragion, and vecak with the sthar segional
g across Ergland bo make e thern o
enough water for everyona.

e supply water to 10 milion of our customess (3.5 million
proporties)

Other water compankes supply the ather 5 millon

custormers (2 million properties).

e s ply 15 million customens with wastewater services 0 e
This measns we doert bill 3ll of cur eustomers direcly e

W alsa serve 250,000 busingsse:

- ik AR s 50 HECTIICITY, CbTomaBs. Wo cparate We have -
cannot "waitch’ wator company, because. = d7 water treatment works * 351 sewage works o
= ‘vour water company is dictated by the ara 26 raw water reservoirs *100,000km of sewers
e woulive in, e s therehore a monapoly. 308 puriping stations & A TED SEwage pumpng STalions
This bn why Ofaatraguiste all waier 35 clean water senice reservains 12 million manhofcs

comnpanies; i ensure fairness for al
customers.

Businesses dort pay thair blls deactly 16 1he wilid companies — they ane billed by “Retalers”

If you have any questions then please write in the space below. If you have any questions then please write in the space below.
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Introduction to Task Three
This provides a bit of background on why Thames Water wants to hear from you:

The role of research

+ Ofwat (Water Services Regulation
Authority) is a non-ministerial
govermment department,

* They are responsible for making
sure that water companies are
regulated to provide consumers.
with a good quality and efficient
senvice at a fair price.

* Every five yoars, water companies
develop a ‘business plan’ that sets.
‘out how they want to develop their
services, and the proposed cost 1o
Customers.

* As customers ace not able to
thoose their water company, water
Companies must give them a say
about what they want from thesr
senvices and the price they pay.

The water industry today

Drinking Weter
“1 Inspectarate
OWI|
D water from the enveonment

{e.g. hvees), treat it so s safe o
drink, and return it safely to the
environment after use

Budd and maintain infrastructuee

(like pipes) to supply water to
homes and businesses

.

* Talking to customers also helps
‘water companies prioritise what to
4o first or what to do most of ~
because they are nol able 1o fund
averything they would like to do or
0 all of the things that customers
might want them to do.

* The business plan and prices are
then finalised by Ofwat in a process
known as the Price Review,

* There is more information about
this here: "All about the price
review’". Avallable at:
hetps:/fwennyoutube com/watch?
y-OWmMHCIIAFR

Makos sure the water supplied in
England and Wales ks safe and that
drinking water quakty is acceptable
Tor customers.

If you have any questions then please write in the space below.

cew
*  Ropresent Customers On mattors
relatingto.

One of the ways that people have
their say is through this

which will explain what the plars
are for where you live, and a8k
what you think - whether the plars
are “acceptable’ to you and
whether you can afford the
propased bills from 2025-2030.
Companies also have 1o show 1o
Ofwat that their plans refloct what
thekr customers want - that means
refining the plans based on what
customers tell them,

Consumer Council for

water

Irvestigate complaints and peovide

Advice 10 ensure wates services
reasain falr for customers

Office of Water
Services
(Otwat)

*  Aregulator that makes sure water

Companies do their Job peaperly,
Including tair pricing for customens.
and ensuringthere is abways 4
reliable water supply

Introduction to Task Four
The next slide shows you what Thames Water does and the service it provides:

Thames Water and the

water cycle

msmmuhsu:uvm rivers and

water, It then g
has been used (i.e., wastewater that

ter gh a water pipe network
goes down sinks and toilets) it is collected in the sewer network, It ends up at

to homes and bu

sewage treatment works where the water is treated and safely retumed to rivers,

SENA

o.°°'°
.

The Water Cycle

itinto high quality drinking
snesses.

Once the water

Household only

If you have any questions then please write in the space below.

Introduction to Task Five

The next slides give you some information about how Thames Water's performance is monitored by OFWAT,
the independent regulator, and how to read the graphs you will see in the following slides:

How water company performance is monitored Q

Water companios have to provide reliatie services, and plan for their services to be resdient to changing
* weather patterns and demand from consumers

,«' Companies can miss of exceed performance Ccommitment Largets for 3 number of redsons. FOr example,
" leaks from pipes happen more often after viry cold weather , which can costribute 10 a company not
meeting the target, and Hooding from sewess s less lesly in dry weather, which can lead to higher
performance for sewer flooding venvice targets.

o 3 water company misses a target

then they receive a penalty which can in Ofwat's most
transiate 1o 3 ymall decrease in I penaitiey and rewords, Thames Woter
Customer bils 10 refiect the poorer had £ feturs £51m (o Cutomers
service Ihat custormens have received becosse targets 00 water
incidentts and nternal sewer flooding.
acroas 2021-22. This will reduce the
M the water company meets o average Mousehold customes s
exceeds a target then they can bt by £1X.59, and besiness bils by
receive 3 reward which tramiates to a 16% y
small increase In customer bills to
refiect the improvement in service
.
How water company performance is monitored g

‘é S e Water companies 20 currently part way throagh their fiveyear business plan for 202010 2025, They
have service level targets, caed ‘performance commitments’, in every five.year business plan. These

targets are baned on what customers have previcusly 104 companies they would like them to do,

and on Ofwat's assessment of what companies should deliver. These fargets cover a wide range of

he different senvices that water Companies prowvide

Ofwart monitors water Comany against each
commitment every year 10 see i thuey have met the service vl in their
business plan

We are now going 1o show you how well your water and/or sewerage company
s doing 00 s0me Of thist PErrmance Commtments, compared 10 othes wales
conpaies in England and Wales

These Performance Commitments are 3 sagEhot of cut of the wids range of services
Ccompanies provide. We are showing these examples as Customers. have tokd us they are
particularky important to them

If you have any questions then please write in the space below.
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Introduction to Task Six
We will now show you how Thames Water has performed against some of the key targets, and a comparison
to other water and wastewater companies.

An explanation on what's contained on these slides is shown below:

(-]

How to read comparison information

‘We will later show you 6 pages displaying water companies’ performance. The blue
boxes below show you how to read the data.

This first slide shows you how Thames Water is performing on the measure of water supply interruptions:

This next slide shows you how Thames Water is performing on the measure of the appearance, taste and
smell of tap water:

This next slide shows you how Thames Water is performing on the measure of sewage flooding inside
properties:

This next slide shows you how Thames Water is performing on the measure of sewage flooding of gardens
and outbuildings:

This next slide shows you how Thames Water is performing on the measure of water leakage from their
network:

The last one in this section shows you how Thames Water is performing on the measure of causing pollution
of rivers and streams:

Please write in whether you have any questions or comments about the Thames Water's performance on
those key measures:

Introduction to Task Seven
Please take a look at this slide. It tells you about the proposals for customers in vulnerable circumstances:

Proposals for vulnerable customers

Extra support for i ing i i Thames
Waler can provide:

Thames Water has a broad range of s
e shnagging 1o pay their waler bl

# for cussomars who

Aftemative water and communications during a s ply
FerrUntion

INC S8 Commmc-ation
Talkingyyour SEuation
o penpile

815 such s bradle, BSL trarmsiation
it e bebianiours from

Thames Wak ar does ihis by hoiding detads on its Proiiy Services
Regster (PSR}, Awarensss 5 low 50 It promcias ihrough fis channeds,
with specifes partnens isg Serre, Age UK) and thiough dala shanng
{Lerwdon Fire Brigade and Energy)

Tharmes Wator's pacpio ar trainod to spot signs of vulnarsity, taor
thiir approschand registor for sonices

Thamas Water's Social Tar# currertly dalvors £40m of suppert
0 300,000 housshoids and by 2030 will ba providing E80m of
SR ity $00,000 heiassraids.

Owver thesnesct 5 years Thames Water plares o grow £s PSR from
350,000 househaids (T5hof its customer base) to 1.000,000{16%of
s customer base)

Tharmes Waterwil increase the number of nchusive service
propositions by 0% (loover 30, for example toilored suppart for
thicese fvire) with Diementia

Thames Waterwill continus o innowate ever the AMPS period
and wark o engage customers who are hard to resch, to ensure
therydon't misa cut on the support - for exampie through data
sharing redationships with insted partners.

If you have any questions then please write in the space below.

Then we have just two more graphs, showing how Affinity & Thames perform as far as awareness of these
schemes go:

If you have any questions then please write in the space below.

Introduction to Task Eight
Please take a lock at this slide. It tells you about your water bill and how every £1 of your bill is spent across,
for example, water and wastewatear running costs, and investment to improve infrastructure for the future:

=)

Breakdown of every £1 we spend

485 infradtictne
This inchudes 3p bor the: Thimes Tideway tunnd,
tanes of sevags o the river Thases when it goss

15- essential servio
Wis dalivar and rocycks bilions.of ktras of water svoryday.

155 sus taam
From engineers to scientists, e investin over 7,000 peopl who holp keep
our water flowing

Bpe lenders
o Inwest in s netusar, we borrow morey ot efficent rates while keeping
our bills g bowr o we can.

Tp- pownring our st
We cusrenly generaie mode than H0% of cur dwn energy 1 help protect the Lop
SN onment.

Sp= the gowsrnmant
I 0012002 we pai
natinal INSurance o

T €58 millon in business 1ates and lor amployers”
(L

If you have any questions then please write in the space below.
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Appendices: Customers in Vulnerable Situations Pre-Task Exercise

Introduction to Task Nine

The next two slides will introduce you to Thames Water's proposed Business Plan. We will discuss this at the
face to face session but this gives you some information before we meet.

The first one shows broadly how the plan is presented.

Thames Water’s Proposed Business Plan =

Tha following shides cwtime Thamas Water s propos:

Theds §lides explain wi
plan.

hireh VWalar propee |

The busines: plen ix made up of § types of alementc

3 OLUNTARY ENHANCEMEINTS
thers arethings tha

The second looks at the performance levels that Thames Water intends to meet across the six different
measures we looked at before. All elements of this part of this business plan are mandatory — Thames Water
and all water companies have been teld by the legal and environmental regulators that they must perfarm
at certain levels (their targets’):

This next slide outlines six of the biggest investment areas where Thames Water intends to deliver
improvements and upgrades over the period 2025-2030. For example, you will s2e that it shows that there
will be investment in the ‘Reducing Basement Flooding’ measure.

We will discuss these plans in the face to face sessions but please write in whether you have any guestions
or comments about Thames Water's intended performance on those key measuras or the proposed
investment schemes.

Introduction to Task Ten

Before we get together, please answer the question below about the affordability of your current water and
sewerage bill.

Q1: Your current water and sewerage services bill is FROM SAMPLE. How easy or difficult is it for you to
afford to pay your current water and sewerage bill?

Please answer one only:
Very easy

Fairly easy

Meither easy nor difficult
Fairly difficult

Very difficult

Don't know

U

As we mentioned at the beginning of this pre-task, we will start the session discussing your reactions to the
infermation you have just seen. As you've read through it, please list the 3 or 4 things that are new
interesting / surprising to you:

1

Please have these to hand during the research group discussion
We are looking forward to meeting you. If you have any questions before the session please contact us at:

omar.shareef@accent-mr.com.
See you very soon.

Nancy and the rest of the research team
Accent Research Team



Appendices: Customers in Vulnerable Situations Discussion Guide

3598 Affinity Thames Water ARAT

ACcent

Customers in Vulnerable Circumstances

®*  What did you know about Affinity Water and Thames Water before you read through the - Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of the
= = materials? company’s longer term plans and goals. These go as far as 2050 —these plans and goals will give you
Introductions and Warm Up 5 Mins (5 Mins) *  What surprised you most out of the things you have read? a sense of what Affinity Water and Thames Water are planning and where they see their priorities
B ) _ _ o * \What would you most like to find out more about? - SHOWCARD TITLE - VISION FOR 2050
Worm-up to ensure porticipont is comfortable, recap the pre-task materials, provide boseline views on the = \What services or support do they offer for customers in your situation {health/financial/social *  Overall views
company, provide a financiol temperature check ond include the long term plan review 1ariff)? = What makes you think this
. = Ahillin your preferred format: + From what you have seen, do you feel the long term plan covers the right areas or are there
B Introductions + Braille/Large print/A talking bill areas missing that you would like to see
- explain that we are an independent, impartial research agency * Password used by meter readers and other water company staff who may visit = How do you feel this covers your individual dircumstances
- noright or wrong answers = Delivery of bottled water to your home if your water supply is disrupted for more than a few
- no comments are attributed to you by name hours
. . B . + A reduced water bill as your household is on & low income
- reassure that some subjects/content might be new to them,/okay if they don't understand everything ¥ In the next Business Plan period 2025-2030, Affinity Water and Thames Water will continue to suppert

®  What doyou know about the Priority Sarvices register?
#* |5 this something that you are part of

W Explain that we have up to 90 minutes together but we will pause after 45 minutes so that they can get
a cup of tea/have a stretch, if reguired

W Explain that we are here tonight on behalf of Afffinity Water and Thames Water who zre looking for their * What is your experience of being on this
views and input into their Business Plan for 2025/2030 + +-

B Thank participant for doing the pre-task exercises —we are going to review this first and then talk about + What is driving this

the Business Plan * How does being on the PSR support you and your family

customers who are in vulnerable circumstances e.g. heath and/er finandial
SHOWCARD TITLE - PROPOSALS FOR VULNERABLE CUSTOMERS

- How do you feel about this support

- What is good about it

- What is not good about it

- Does it go far enough or too far

B Ask participant to introduce themselves: - Is thera anything else you would be looking for Affinity Water and Thames Water to do 10 support

- Baseline Perceptions: your needs
- Name i * How do you feel about Affinity Water and Thames Water — scale -ve 1-10 +ve - Is there anything that other utilities companies are doing that you would want Affinity Water and
- Where you live »  Reasons for scores Thames Water to do

- Who do you live with (family/pets/friends)

- You have been recruited because we know that you (insert particular vulnerability from recruitment
sheet e.g. health), can you tell me a little bit about how this affects your everyday life at the moment

- Baseline Priorities:
*  Where do you think they should focus improvements/investmeant

Response to Pre-Task and Your Service Needs 30 Mins (35 Mins)

®*  Think about the service you are currently offered and your particular circumstances

® Has any of the information you have seen changed your opinion of your Affinity Water and
Thames Water in any way?

W SHOWCARD TITLE — DIFFERENT WAYS OF PHASING

- Water companies can choose to improve performance or invest in service enhancements at different
times depending on customer priorities and depending on their funding, and we will be asking you

B We are keen to get your baseling views on Affinity Water and Thames Water AND understand more for your view on this later on.
about your service needs and experiences of Priority Services andy/or social tariffs Baseline Value (Bill Payers): - What do you think about the different options presented here
B We are going to briefly talk about the pre-task that you read through (SHOWCARDS PRE-TASK FOR * Before we start talking about the Business Plan, we want to find out about how the bill payers *  Option A—pay more now, get more now

REFERENCE OMLY)

- Baseline Comprehension:
®  \Was there anything in the material you read which you felt was difficult to understand?
= We showed you information that comparad Affinity Water and Thames Water's performance
with other water companies’ perfermance on B factors; priority services register, social tariffs,
water interruptions, sewage flooding, leaks etc. How easy or difficult was it to understand
this information?

- Baseline Awareness:

are feeling about current household finances

=+ How do you feel at the mement about your household finances
=+ And how do you think that might change in the next 5 years

= How do you feel about your water bill

*  How would you rate Affinity Water and Thames Water on value for money “for your water |
wastewater services'

B Long term picture and different perspectives

All water companies nead to plan for the longer term future to ensure that the services will be
appropriate for future generations of service users, bill payers, wider society and the environment

Proposed Plan

= Option B - pay less now, get less now but catch up later

*  Which do you prefer and why

®*  How doyou feel about Option B where investment gets made later which might mean that future
generations would need to contribute more

Mins)

W SHOWCARD TITLE - PROPOSED PLAN SERVICE ENHANCEMENTS AND PERFORMAMNCE COMMITMENTS
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H  This is the PROPOSED Business Plan that you saw in the pre-task and this is on these two slides on
the screen [toggle between slides as 2 reminder). This is the information that we shared during the
pre-task and we want to understand more about how you all feel about it

W Before we get in to the nitty gritty —we need to explain that Affinity Water and Thames Water have
undertaken customer research, stakeholder research and that this plan reflects their priorities as well
as where the business feel they need to invest to ensure a resilient water and wastewater service to
meet the demand of Affinity Water and Thames Water customers.

B We do need to be clear that what we are sharing with you does not include the full Business Plan as
this would take too long to go through — instead Ofwat and Affinity Water and Thames Water have
selected the elements of day-to-day service that are most impertant to customers, as well as the
investments in improvernents that will have the biggest impact on your bills.

B |t includes statutory elements that Affinity Water and Thames Water must do in the 2025-2030
period —these are on shown as a red flag and say REQUIRED - these include things like reducing leaks
and polluting rivers.

B |t also includes VOLUNTARY service enhancements that Affinity Water and Thames Water feels are
important and these have orange flags e.g. Making the water supply more reliable

W Later on you will see the bill impact based on your own household kill but during this part of the
discussion, we are going to look at the average bill. This includes some predictions for inflation which
we will share at the end.

Initial response to the overall plan

- What did you feel was good about the plan

- What did you feel was not good about the plan

- What would you want to change

Let's now break the plan down into different sections and get your views on each part

OVERALL PERFORMAMNCE COMMITMENTS
SHOWCARD TITLE — PERFORMAMCE COMMITMENTS
Response to the six core performance targets
- Foreach:
" How do you feel about this target
* Do vyou feel they go far enough/ftoo far/just right

®* How far do the approaches reflect how you would like Affinity Water and Thames Water to do
about this?

OVERALL SERVICE ENHANCEMENTS
SHOWCARD TITLE — SERVICE ENHANCEMENTS
Response to the six service enhancements
- Explore each segment
*  How do you feel about this service enhancement
" What is good about it

*  What is not good about it

B MNow we have discussed the Proposed Business Plan, overall when you lock at this plan, how acceptable
is it to you
- Why do you say this
- How could this be more acceptable
- What would you change
B SHOWCARD TITLE — INFLATION AND IMPACT / BILLS FOR THE PROPOSED PLAN
W If you look at the graph on the left hand side it shows what impact the 2025-2030 plan would have on
your bills and how that changes from now until 2030
B Overall when you look at this plan, how affordable is this to you
- Why do you say this
- If not affordable, what would you advise Affinity Water and Thames Water to take out
B The longer term bill impact is on the right hand side. This is relevant to the phasing slide we discussed
at the top of the discussion. It will be relevant when we look at & different way of phasing a part of the
Business Flan where Affinity Water and Thames Water could choose to do less now and more in the
longer term.
Proposed Plan with Phasing
B SHOWCARD TITLE — A DIFFERENT WAY COF PHASING THE WASTEWATER TREATMENT PROGRAMME
- Remember we talked about phasing at the end of the first session. Thames Water needs to balance
the amount of investment in improvements with the amount of money it gets from customer bills
- Thames Water could choose to reduce the amount of phosphorus entering the rivers by 82% instead
of 80% in the other plan — so it would be slower but cheaper for customers
- For this service enhancement, it would mean adding cost £20.81 to the average bill rather than
£31.54
= How do you feel about this?
- SHOWCARD — BILLS FOR PHASING - What we need to explain with this option is that the slowing
down the phosphorus remaoval saves meney in the sharter term but will cost more later
"  How do you feel about this?
W Mow if we step back and think about the Proposed Plan we locked at which reduced the amount of
phospharus entering the rivers by 20% but had 2 higher bill impact in the short term
m R
B This alternative phasing where they still reduce the amount of phosphorus in the rivers but not as quickly

{B2%). It's not as high bill impact in the short term but will cost more later
- Which of these options do you prefer

- Why do you say this

- Which would you want Thames Water tc do

Final thank and close 10 Mins (85 Mins)

Completion of POST TASK

Ensure that inflation description is included within the post task
Invite any final questions

Close



Appendices: Customers in Vulnerable Situations Stimulus Materials

Unplanned interruptions @ Appearance, taste and smell of tap water @ Sewage flooding of properties @

pply i without € than 3 hours, it would not be Tag water may loak discaloured ar taste/smell different to usual, Although =il
possible to draw water from the taps or flush the toilet; it may be necessary o buy bottied safietodrink, peaple may prefer bottled water 35 8 precaution untl it retums to
watar normal.

o of sewage Insid properties Is highly Inconvenient, disruptive and 3
h risk. In bad cases, people need to move out of their properties while
things are put right.

Duration without water for more than 3 hours by minutes per property. Humber of eustomer incidents, per 1,000 pr . Number of properties affected, per 10,000.

(A lowsr bar / number is better.) (A lowsr number s better.) (Alowsr number is better.)
Performance against
target

Performance against

. Target nurmber for custamer company P Mnorm'::n:‘ sgainst
o R o TSNS, oo [ .
weish woter N G o Welsh Water 5 H R
o, e ) wenweer T, | R
— than target Worthumrian e Essex s Sultoh)  EALRHRHERINE | R thon arger
severnTrent | severn Trert. AR L
oot e outhwex wornarsron. |
. = e Toraet mbes o isomer e YL, Untadi
f—— 0 oy sounves: (YA |
wes B - ’ /R |
— [ — % than et ' Company performance againsttargets.
ol — pge—— = e i)
ol B | ey e "
pormes B B — [ e |
. ] P e DI |
southsifts BE | Soutn Seaffs (nc Camrilge|  URRAIIIIIAT // /// /// m L
ssware B | seswoer I e |
00000 003000 010000 013090 Companyperformance gainttorgets 0o 100 200 200 ™ 0 100 200 300 100

(A lower percentage is better.)

Sewage flooding of gardens or outbuildings @ Reducing leaks @ Pollution incidents @

An escape of sewage Into gardens or access points to peoples’ properties Is Leaks can affect customers directly If their water supply s affected. They are Discharges from sewage treatment or netwarks can affect rivers and bathing waters.
‘ ] s i unphissane i _ sometimes unnoticed if underground. But leskage is often seen inthe media and has _ This can have aminimal effect an the river ecology or a major effect depanding on the
& cost to people on their bills and a cost to the environment. scale.
Number of properties affected, per 10,000, Leakage per property per day Number of incidents per 10,000km of sewes,
(& lower number is better) (A lower number is better.) (A lower bar / number is berter)
| Taret et — Target rumber for — Taret e or cusiamer Perorance sgaist
| customer cantacts customer contacts target . Contacts target
Anglian Water B Anglian water Anzlan  HSISSISLSSISSSISSIS IS IS IS SIS IS IS AL % Pertarming st or Anglion Wate? — Pertarming at or betier
R % Performing at or Welsh water better e 1 than target welshwater
P - | Vet wesne: YR ——  Volrenoytrauy
. Wethuniion Psformiogjoceer | Worthumbrian
waven Orfrdwy [ Pia Siin Tt than target wetn oy e —
Z South wes n
e O serense Southem | %7 Southern I e LN |
B Thumes Tham —
%777 Untesinines LTI | Yl
South e Wier Wessex wessex e [
Yorkshire Yokanire H
Themeswater [ tage is better.) o YHLSLISLLSLILISSISSSISSSLISS. Thameswaer _ A lower percentage is better.)
o = Motallcompanies had exteensi sevage flooding as s Cambridgs
R | Py [—
V] bty e ————— W
weserrer | e ter done ot certlybavestarget for s 7 weses R,
” 1 = Ofwath; thy confirmad 3 comm farall
v e | s tomesee s petormanca ommment, and P e
0 5 10 15 20 30 ofthis change, o 25 50 - 100 125 150 175 Company performance against targets. 50.00 75.00 100.00
(A lower percentage is better.)

Stimulus materials for Customers in Vulnerable Situations Pre-Task Task Six 126
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Awareness of Priority Services @

Respondents were asked if they were aware of any additional services provided by their water company, such as: large print or Braille bills for people who need them, passwordsto
check that company callers are genuine, liaison with customers on dialysis who need a constant supply of water, and records of households which may need bottled water
delivered in the event of disruption to water supplies.

Awareness of Priority Services (%) (A higher number is better.)
Anglan 7RI 27
Welsh water 7ZZZZZ7RTITTTTETTTIT T T T T T I T T ZZ77T)
Y
I FTTTTTTFF 7 FTTT T 77 FTTT T 7 7 FTTTTTT 77 7 FTTTTTT 77

Hafren Dyf

Northumbrian - 22777727777 7777 7 777 FT 77 77 7 7T 77 7 FT T 7T 277 7T 777

A A A A A A A A A
2T P T T T T P T T P77
LTI 7T T 7T T T 7T 77777
LI T T T T P T 7T
Severn Trent
south west
Southern  ZZZIZZZITFIITTTTTTFTITTITTIF T T T T TP F T T T P ITTT 777
Thames
United Utiftes
Wessex
Yorkshire
Affinity
Bristol
Cambridge
Essexand Suffolk
portsmouth
South East
g

South Staff

25 75 100

=

Stimulus materials for Customers in Vulnerable Situations Pre-Task Task Six

THAMES WATER @ e
D
PERFORMANCE COMMITMENTS e
o X sevvone s ® S
2.01 .

m9.7
_ ne.7 120 o
T \_\WJ 142 130 123 m
! ‘—Il
20256 20267 20218 20289 202930 20256 0287 20218 20289 2029-20
Targets for reducing the amount of water lost due to e =

Targets for reducing the incidents of sewage ot
flooding properties.

ding incidents pe

leaks from water mains and pipes.

Numbar of ires per proparty per doy. Number o
(A Tower aumbor 1 betier

pevel
[02) UNPLANNED INTERRUPTIONS [oSIR" SEWAGE FLOODING OF GARDENS OR OUTBUILDINGS

07:04

0628 0552 153 14.99
0516 44.40 14.75 1452 1432
Targets for reducing the length of fime properties are Targets for reducing the incidents of sewage flooding '
without water gardens or outbuildings.

ora than 3 hours by minutes per property. Number of se s

(03 APPEARANCE, TASTE AND SMELL OF TAP WATER [0 POLLUTION INCIDENTS
0.06 18.5
0.06 0.05 005 0,05 176 17.0 163
57
wess  wozer  wms  woms 0 womse  wmer  ers  oms 203

Targets for reducing the number of incidents of
discoloured water (e.g. brown tinge); or a strange faste or
smell occurring.

Targets for reducing the number of incidents of
pollution of rivers and streams.

1000 Number of ncidents per 10,000km of sewer

@ (Alower urmber s batter)

Stimulus materials for Customers in Vulnerable Situations Pre-Task Task Nine

-_—
“Qu\m

Awareness of Reduced Bills @

Participants were asked “Are you aware that your water company offers reduced bills to some households who, due to their financial circumstances, would sometimes struggle to
pay their bills?”

Awareness of Priority Services (%) (A higher number is better.)

Anglian

Welsh Water ]

Hafren Dyfrdwy

Northumbrian ]

Severn Trent ]

South West

Southern

Thames

United Utilities ]

Yorkshire 1
Affinity

Bristol ]

Cambridge ]

Essexand Suffolk 1

Portsmouth ]

South East

South Staffs ]

SESWater

ENHANCEMENTS - PROPOSED BUSINESS PLAN @
@ LY NATIONAL ENVIRONMENT PROGRAMME FOR WATER @ LY MAKING THE WATER SUPPLY MORE RELABLE

+ Not taking too much water from rivers and the ground « Water network can experience breakdowns that mean customers have low water
- Treating water to a standard that does not harm the natural environment.
« Reducing amount of water taken from sources that feed sensitive chalk
streams
Whatwe will do
- Install new trunk mains to bring in water from other parts of the Thames

pressure or no water
+ Most problems are fixed in a few hours, but can sometimes last more than 2 days
Whatwe will do
« Improve the water network to protect against interruptions of 2 days or more
- Build more pipes around weak points on the network so water can still be moved

Water network around
Targetfor 2025-2030: « sharing watersupplies with other comparnies across the south-east.
~ Reducing the amount of water taken from sensitive sources by 80 million Targetfor 2025-2030:
litres a day - Protacting 52,195 properties from a water supply intarruption of longer than 2 days

@ L] WATER RESOURCES MANAGEMENT

+ Making sure there is enough water available to protect the natural
environment as well as providing a public water supply
Whatwe will do
+ Invest in new sources of water, modernise infrastructure
- Install around 1 million smart water meters, provide water efficiency visits
Targetfor 2025-2030:
+ Only need tointroduce severe water use restrictions, such as standpipes in
the street and water rationing, on average once every 100 years.

REDUCING SEWAGE FLOODING FROM RARE HEAVY RAINFALL STORMS

+ sewer flooding in homes, gardens and businesses happen when sewers become blocked
or after heavy rainfall
« This aiso happens when the sewer system becomes full due to too much rainwater
Whatwe will do
- Improve the sewer network to reduce the chance of sewage floodin
+ Build nature-based solutions to slow down/stop rainwaterfrom getiing into sewers
« Reduce the number of customer ‘misconnections’ into sewers, e.g. rainwater from roofs
Target for 2025-2030:
 Reducing the chance of 6,655 praperties being flooded with sewage after severe storms
thaton average happen once in 30 years

@ [ NATIONAL ENVIRONMENT PROGRAMME FOR WASTEWATER

- Reducing pollution of seas and rivers by sewage overflows @ LY REDUCING BASEMENT FLOODING FROM TRUNK MAINS BURSTS
-

i Treating Wastewater o astandard that does' harm the natural envronment ~Trunk mains are the largest water pipes, which carry water from treatment works to
atwe wil do

TR smaller distribution pipes
- Improve and increase the capacity of sewer network, reducing the number of ot - inLondon, these areoften under main roads or near homes
sewage spills — « I they burst they can flood basements and endanger lives.
- Improve sewage treatment processes to reduce the amount of phosphorus ‘Whatwe will do
entering rivers and causing problems - Replace trunk mains to reduce this risk of basement flooding
Target for 2025-2030: Target for 2025-2030:

« Reduce the number of sewage spils into rivers from each overflow pipe t014.2

+ Replacing 16km of trunk mains that cause the biggest risk to basement properties
ayear and reduce the amount of phosphorus entering rivers by 90%

127



Appendices: Future Customers Recruitment Questionnaire

3598 Thames ABAT ~

PRE TASK SCRIPT- Accent
Hello and thank you very much for agresing to be part of our exciting research project for Affinity Water and
Thamas Water.

25 part of this important project, we will be talking to customers who are supplied by Affinity Water for their
water services, and Thames water for their wastawater services, all over their joint supply region. we're
delighted that you will be coming along to one of these sessions wheare we will present and discuss affinity
and Thames Waters' business plan for 2023-2030.

Before you come along, we nesd you to read through this pre-task which is all lzid out on the following
screens. It has been designed to take no longer than 20 minutes of your time and you will receive 3 separate
incentive for doing this.

The pack includes nine tasks for you to read through and then a few questions to answer st the end. S5ome
of the information about your water company may be new to you but please be reassured that you don't
need to understand everything. If you have guestions then please type them in &3 you go glong in the space
provided. Wiz will collate any guestions/responses and we can recap at the beginning of the session.

If you have any technological issues related to this platform then please contact omar.shareef@accent-
mr.com.

‘Wi are really looking forward to meeting you.

Mancy & the rest of the research team

Introduction to Task One

an the first slide thers is 3 map of England and Wales that shows affinity Water's and Thames Water's

respective operating areas:

. Affinity Vot
Background to water industry o @

There are a number of different companies in the water Industry who serve water fustomers b0 ensure
their water is safe, reliable and environmantally friendhy

Englandd s Wakss 518 asrvad by 1T
dhefferect water compunees: wome provide
e Lt
sewags o5 vl Companiss inthe same wed
vt Ligpetver B plan fot T i e s Bl

Fagacen, 5rd work wTh tha other
wroups acroas [rgland somake wre therve
L

Unllir with s and el ITITE. Ousiommers
D e e
R swbbe COsgrTy o S tated By the sred
A B, ] VTR TR,
Thin in weiy Dobweat eeguilate all wakes
COmgandes, i eriuee Fair e o ol
CUSITTS.

AW = Al Water
Beinavien don't [y thair biln directy 15 the wrter compansey = thaey sre billed by Rt

If you have any guestions then please write in the space below.

Introduction te Task Two
Mext you will 322 some key facts about the customers that Affinity Wwater and Thames Water jointly serve,
and the infrastructure that they manzge:

Affinity WValer @

Where we work...

ANinity Wamir a1 15 Lrgees waier-grily wapply company in te
LTt Wi, g S 7 N W AR 371 T i

an srws of wrratehy | gy By i thee
Sonath Earid of Emghandl

Attty oy ¥l e e LEmillion
JArs——— 7 —
water trestragnl thak cear olEs haghest
oualty, g 4l cwer L, 00kl

Tharmees Warler serve L5 miion customers sith wisbemeier

Berr
Aty Wanes upplios. around 3.5 milion of thone cusamers with
mter sorvizes. Thames Water dors ol bl B custorms dicecdy

:
;

Thin, rrusgs et (1 the rist heghiphvnasd 3w, thes bocamiomn
il Cuitomens werved

Wrber services by Alfinity Water,
B Wastewater services by Thames Water

If you hawe any questions then pleass write in the space below.
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Introduction to Task Three
This provides a bit of background on why Thames Water wants to hear from you:

The role of research g

* Ofwat (Water Services Regulation
Authority) is 3 non-mintsterial
government depariment,

* They are responaible for making
sure that waler companies e
regulated to provide consumers
with a good quality and effickent
service at a fair price,

* Every live yoars, water companies
develop 3 Dusiness plan’ that sets.
out how they want to develop their
services, and the proposed cost to
customers,

A customers are not able to
choose their water company, water
comparses must give them a say
About what they want from their
services and the price they pay.

The water industry today

* Labe water feom the environment
(o5 vivers), treat itso It's safe to
drink, and return it safely to the
environment after use

+ Build and malvtain infrastractune
{like pipes) to supply wates to
homes and businesses

* Talking to customers also helps
‘wates companies prioritise what to
o first oc what to do most of -
because they are not able o fund
everything they would I to do or
do 34 of the things hat customers
might want them to do.

+ The business plan and peices are

then finalised by Ofwat In 3 process
known as the Price Revdew

* There is mare information about
this here: "All about the price
review’. Available
hatps://www youtube comiwatch?
V-OWmINCIIAES

* Makes sure the water supplied in
England and Wales is safe and that
drinking water quality ks acceptable
for custorewes

Environment
Agency

*  Protects and enhances the
onvisonenent

*  Works with water companies to
anaure operations and plans
develop in & sustainable way

*  The UK Government department

If you have any questions then please write in the space below.

One of the ways that people have
thelr say & through this research,
‘which will explain what the plans
e for where you live, and ask
‘what you thirk - whether the plars
ae “acceplable’ 10 you and
whether you can afford the
propased bills from 2025-2030

Comparies also have to show to
Ofwat that their plans reflect what
their customers want - that means.
tefining the plans based on what
customers tel them.

Consurner Council for
Water

*  Hepresent customers on matters
relating 1o water

*  Iwestigate complaint and provide
dvice 10 ensure water senvices
remain fair for customens

Office of Wat
{Ofwat)
*  Aregulator that makes sure water
comparies do thelr job propery,
Inchuding tak peicing for customess

and ensuring there is abways a
reliable wates supply

Introduction to Task Four
The next slide shows you what Thames Water does and the service it provides:

Thames Water and the water cycle

Thames Water takes water from rivers it into high

water. It th g Swater P g oot
has been used {i.e., d ink: is the sewer network. it ends up at
sewage treatment works where the water is treated and safely returned to rivers.

S

o
"o
: _‘.c."o
> -

The Water Cycie

Household only

valer andrivers

If you have any questions then please wirite in the space below.

Introduction to Task Five
The next slides give you some information about how Thames Water's performance is monitored by OFWAT,
the independent regulator, and how to read the graphs you will see in the following slides:

How water company performance is monitored Q

Water comganies have 10 provide reliable services, and plan for their services 10 be resilient to changing
‘weather patterns and demand from consumen

Can miss Of exceed performance commitment targets 1or 3 number of reasons, For example,
Teaks from giges happen more often after wery cold weather . which can contribute 10 a comparry not
meeting the target, and Mooding from sewess & less Soely in dry weather, which can lead 10 higher
peformance for sewer flooding service targets.

P
13 water comparry misses a target ';; -:.,{-\
then recefve 3 penalty which can Ofwats " "
Tradate 10 2 sall decroase n { Y :-w:rmhmd
customer bills 1o reflect the poorer 14 had 10 return £51m 10 Customers
service that customers haw received \g‘ DaCause of mbiund LAt 00 watar
Q=g treatment works comphance, palition
cidents and mternal sewer floodng
ks 203322 This wil redhats the
o the water company meets of arvecage Mowsehold Customes’s annual
exceeds a target 1hen they can B by 1359, and busioss bl by
feceive 3 reward which traealates 10 3 1%
customer bils 1o
reflect the improvement in service
.
How water company performance is monitored Q

Darve service bevel targets, Called ‘perfoemance commitments’, in every Tive year business plan. These
targets are based on what customen have previously told companies they would like them to do,
and on Ofwat's assexsment of what companies should deSiver, These fargels cover » wide rarge of
the different senvices thal water companies peovide

[}
‘é s’ 2 Water companies are currently part way theough their five year business plan for 2020 to 2025. They

Ofwat monitors water COmEanY perfonmance against exch performance
commitment every year to see # they have met the service level i their
business plan

We are now going £ show you how well your water and/or sewerage company
s Going 0n some of thesr performance commitments, compared 10 othes wates
companies in England and Wales

These perlormance commiliments ae a seupshol of out of the wide tange of services
companies provide. We are showing thess examples 25 customers have tokd us they are
particularly impartant to them

If you have any questions then please write in the space below.
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Introduction to Task Six
‘We will now show you how Thames Water has performed against some of the key targets, and a comparison
to other water and wastewater companies.

An explanation on what's contained on these slides is shown below:

e

How to read comparison information

We will later show you 6 pages displaying water companies’ performance. The blue
boxes below show you how to read the data.

This first slide shows you how Thames Water is performing on the measure of water supply interruptions:

This next slide shows you how Thames Water is performing on the measure of the appearance, taste and
smell of tap water:

This next slide shows you how Thames Water is performing on the measure of sewage flooding inside
properties:

This next slide shows you how Thames Water is performing on the measure of sewage flooding of gardens
and outbuildings:

This next slide shows you how Thames Water is performing on the measure of water leakage from their
network:

The |ast one in this section shows you how Thames Water is performing on the measure of causing pollution
of rivers and streams:

That's all the graphs and tables for now.

Please write in whether you have any questions or comments about the Thames Water's performance on
those key measuras:

Introduction to Task Seven
Please take a lock at this slide. It tells you about your water bill and how every £1 of your bill is spent across,
for example, water and wastewsater running costs, and investment to improve infrastructure for the future:

e

Breakdown of every £1 we spend

], which
Vo s T B e e

19 asantial dbdvices
Wie delivor and rocycio billons of 1res of watar ovoryday

159 our tesm
From oegineon 1o schnsists, we investin over 7,000 peoplo wha help teop
our water owing

- lenders
L ol T, i BT O iy at e ficient ranes while kistging
v gy 4

DUr EIteE
generate pecde than 20% of our own enengy te Felp protect the 18y

3p - the government
in M2 1/H022 we paid over (RA million in baniness rates and for employeny'

If you have any questions then please write in the space below.
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Introduction to Task Eight Introduction to Task Nine
The next two slides will introduce you to Thames Water's proposed Business Plan. We will discuss this at the Before we get together, please answer the guestion below about the affordability of your current water and
face to face session but this gives you some information before we meet. sewerage bill.

The first one shows broadly how the plan is presented.
Future customers only: Question: The information has probably given you an impression of the water
é" Company operating in your area to supply water and/or to manage the removal of wastewater. If 10 is ‘very

Thames Water's Proposed Business Plan L= interesting’ and 0 is very unimpressed’, haow are you feeling about your water company. Please write a
sentence or two explaining your view:

uiingas phan for the pariod 2025-20340,

r1 between 1115 and 2030 and the targeta for bey slemens o its Busiren

All customers: Question: As we mentionad at the beginning of this pre-task, we will start the session
discussing your reactions to the information you have just seen. As you've read through it, please list the 3
or 4 things that are new / interesting / surprising to you:

NIPTE FRQUITSd 1000 beteaen 2025 and 2030
e 1
v o imp tn reecs the chance of things going wrong
go "W tio thes

2
5

The second looks at the performance levels that Thames Water intends to meet across the six different

measures we looked at before. All elements of this part of this business plan are mandatory — Thames Water

and all water companies have been told by the legal and environmental regulaters that they must perform
at certain levels {their “targets’): 4.

This next slide outlines six of the biggest investment areas where Thames Water intends to deliver
improvements and upgrades over the period 2025-2020. For example, you will see that it shows that there

will be investment in the ‘Reducing Basement Flooding” measure. . ) )
Please have these to hand during the research group discussicn

We are locking forward to meeting you. If you have any questions before the session please contact us at:

We will discuss these plans in the face to face sessions but please write in whether you have any questions omar shareefi@accent-mr.com.
or comments about Thames Water's intended performance on those key measures or the proposed
investment schemes. See you very soon.

Nancy and the rest of the research team
Accent Research Team
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Appendices:

Unplanned interruptions @

1fa water supply is interrupted without warning for more than 3 heurs, it would not be
possiole to draw water from the taps or flush the toilet; it may be necessary to buy bottled
watar
Duration without water for more than 3 hours by minutes per property.
(R lowsr bar / number is bettar.}

: [——— ertomance gans:
———
7 -
P vt

afren Dyl

| ooy

wathy

Severn Trent
South West
Southern
Thames

Unied rites

wesex G |
ufiney B |
srsol B |
portsmeth B |
south toc: | Ses wster
southontts B |
stsweer B |

00:00:00 00:30:00 01:00:00 013000 Company performance against targets.

(A lower percentage is better.)

Sewage flooding of gardens or outbuildings @

An escape of sewage into gardens or access points to peogles’ properties s
‘ ‘ incanvenient and unpleasant and can restrict access.

Mumber of properties affected, per 10,000.
(A lowsr number s batter)

Tacget nursbar for
eustamer contacts

Y
e

[ [rsimiand
n torget

- s

stor

7
owem | A
unitad utiities ]

wessse: YT, | e
v wier | * Ofwat has recantly confirmad acommon way for all

0 5 10 15 20 2 20 ofthiscnange.

Compsny performance againsttargets.
(A lowes percentage s better.]
« notall companies had extemal sewage ficoding 358

Stimulus materials for Future Customers Pre-Task Task Six

Future Customers Deliberative Stimulus

Appearance, taste and smell of tap water @

Tap water may laak discaloured ar taste/smell different to usual, Although =il
safieto drink, people may prefer bottled water a5 8 precaution untl it retums to
normal.

Number of customer contacts received regarding incidents, per 1,000 properties.
(A lower numberis better)
Performance against

angion  FRARRIIAAIII.
Walsh wate

wefeen oviran AT,
ez

- Rorthumbrin i |
a Il ind suffolk)
vt ‘ Cevermrart
south wes: [ South West
L — Southem
Thames VR | Target b for custamer
unees uine: SR | B i mmumx
[ ] e Forkshirg
Yorkshire than target
amey Performing poorer
ey | e
Pormots —————————
—— [ e -
sounnsabs e combrtes) IS S

sesworer

000 100 200 300 400

Reducing leaks @
Leaks can affect customers directly If their water supply is affected. They are

sometimes unnoticed i underground. But leakaga Is often seen in tha media and has
a cost to people on theie bills and a cost to the environment.
Leakage per property per day
(Alower number s better.)

| S| company Pt
target
0 ULLLLLLIIIII LI I EII I Y reemianier Anglian 1%
4 % veoer Welsh wa %
i jelsh Water E

Perfarming poorer
then target

e ——
-
QIR L

Yot

Ao UL ILIS IS IILLSIL |
B ———
1

Emex and Suffoh
O
GHLAILS LSS LIS S LS IS ILLILSSSSILLY. |

sts e IS IS LIS ST TSI LIS IISs

25 50 100 125 150

Company performance against targets.
(Alower | isbetter.)

Materials

Sewage flooding of properties @

An escape of sewsge Inside propenties Is highly Inconvenient, disruptive and &
potential health risk. In bad cases, people need to move out of their properties while
things are put right.

Mumber of properties affected, per 10,000.
(A lowsr number s batter)

Performance against
sarget

Target rumber for customer
contacts

wiseee G, W o

Pertorming posrer
than targer

Hafren Dyfrdwy

Nosthumsrian

sere vent
s Y,

Southern

United Utilities

‘company performance agsinstargets.
[Alowerpercentage s better.)

Thames

United teites

varkahie

0.00 100 200 300 400

Pollution incidents @

Discharges from sewsge trestment or networks can affect rivers and bathing waters.

This can have a minimal affect on tha rivar ecology or a major effect depanding on the

seale.

Humber of incidents per 10,000km of sewer.
(A lower bar / number is bettar.}

Torget rumber for customer
. L contar
Purtorming at or batier
than targer

—
1 -
weven vy

South wez

Southern

Company perfarmance against targets.
(A lower percentage is better.)

Thames water

uneaice: YA
wessen (T

varkahie

0.00 25.00 50.00 75.00 100.00
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THAMES WATER

PERFORMANCE COMMITMENTS @

(018 REDUCING LEAKS

ne.y 16.7

- - : 12.0 —
E A M_ 3 142
>
2025-6 2026-7 2027-8 2028-9 2029-30 2025-6

Targets for reducing the amount of water lost due to
leaks from water mains and pipes.

Number of s

Number of lires per property per doy.
{ lower numbar it batter)

© CEEIETT D

(i lon

1.30 1.23

2026-7 20278 20289

flooding properﬂes

ieoding incidents per 1

¢ number is better.)

@ SEWAGE FLOODING OF PROPERTIES
2.01 -

m

2029-30

Targets for reducing the incidents of sewage

@ SEWAGE FLOODING OF GARDENS OR OUTBUILDINGS

Q7:04
0628 0852 ggqq B3 M99 1a1s s
\\_—‘——ﬁ«) : - 14.32
W 2025-6 20267 2027-8 2028-9 2029.30 2025-6 20267 2027-8 2028.9 2029-30
Targets for reducing the incidents of sewage flooding

Targets for reducing the length of time properties are
without water

ore than 3 hours by minutes per property. Number of s

Duration wi

A lower numby tor

@ APPEARANCE, TASTE AND SMELL OF TAP WATER
18.
006 0.06 005  oo0s 0.05 82
20256 2026-7 2027-8 2028-9 2029-30 2025-6

Targets for reducing the number of incidents of
discoloured water (e.g. brown tinge); or a strange taste or
smell occurring.

cts received regording incidents, pe

Number of customer
properties. (A lower number is better.)

1,000 s

Stimulus materials for Non-Household Pre-Task Task Eight

(i lower numb

POLLUTION INCIDENTS

gardens or outbuildings.

e flooding incidents per 10,00

s bettar)

76 170 16.3

20267 2027-8 2028-9

Number of incidents per 10,000km of sewer

nber is bettar )

15.7

2029-30

Targets for reducing the number of incidents of

pollution of rivers and streams.

Thames Waterhasassumed
that there willbe 1 vary wet

20

ENHANCEMENTS - PROPOSED BUSINESS PLAN

@ L1 NATIONAL ENVIRONMENT PROGRAMME FOR WATER

lot taking too much water from rivers and the ground
+ Treating water to a standard that does not harm the natural envirenment.
« Reducing amount of watertaken from sources that feed sensitive chalk
streams
What we will do
« Install new trunk mains to bring in waterfrom other parts of the Thames
Water network
Target for 2025-2030:
« Reducing the amount of water taken from sensitive sources by 80 million
litres a day

@ PY WATER RESOURCES MANAGEMENT

= Making sure there is enough water available to protect the natural
environment as well as providing a public water supply
What we will do
« Invest in new sources of water, modernise infrastructure
« Install around 1 million smart water meters, provide water efficiency visits
Target for 2025-2030:
« Only need to introduce severe water use restrictions, such as standpipes in
the street and water rationing, on average once every 100 years.

NATIONAL ENVIRONMENT PROGRAMME FOR WASTEWATER

® o

= Reducing pollution of seas and rivers by sewage overflows
- Treating wastewater to astandard thatdoesn't harm the natural environment
Whatwe will do
Improve and increase the capacity of sewer network, reducing the number of
sewage spills
- Improve sewage treatment processes to reduce the amount of phosphorus
entering rivers and causing problems

Targetfor 2025-2030:
« Reduce the number of sewage spills into rivers from each overflow pipe to 14.2

a year and reduce the amount of phosphorus entering rivers by 90%

@ [ I MAKING THE WATER SUPPLY MORE RELIABLE
= Water network can experience breakdowns that mean customers have low water

pressure or no water
« Most problems are fixed in a few hours, but can sometimes last more than 2 days
Whatwe will do
« Improve the water network to protect against interruptions of 2 days or more
- Build more pipes around weak points on the network so water can still be maved
around
= Sharing water supplies with other companies across the south-east.
Targetfor 2025-2030:
= Protecting 53,195 properties from a water supply interruption of longer than 2 days

REDUCING SEWAGE FLOODING FROM RARE HEAVY RAINFALL STORMS

- Sewer flooding in homes, gardens and businesses happen when sewers become blocked
or after heavy rainfall
- This also happens when the sewer system becomes full due to too much rainwater
Whatwe will do
+ Improve the sewer network to reduce the chance of sewage flooding
« Build nature-based selutions to slow down/stop rainwater from getting into sewers
+ Reduce the number of customer ‘misconnections’ into sewers, e.g. rainwater fram roofs
Target for 2025-2030:
« Reducing the chance of 6,655 properties being flooded with sewage after severe storms
thaton average happen once in 30 years

@ '] REDUCING BASEMENT FLOODING FROM TRUNK MAINS BURSTS

« Trunk mains are the largestwater pipes, which carrywater from treatment works to

smaller distribution pipes
- In London, these areoften under main roads or near homes
« Ifthey burst they can flood basements and endanger lives
Whatwe will do
- Replace trunk mains to reduce this risk of basement flooding

Targetfor 2025-2030:
= Replacing 16km of trunk mains that cause the biggest risk to basement properties
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ACcent

PR24 Acceptability and Affordability Testing:
Summary of cognitive testing findings for Thames Water and Affinity
Water: Qualitative pre-task and stimuli slides

Pre-task slides

On the whole, materials included in the pre-task were well-understood. Maps, and the information
provided alongside, were said to be informative, furnishing participants with a good understanding of
the context of the water industry. The same was true of slides concerning water companies’ activity,
roles and responsibilities. The slide explaining the various entities involved in the water industry was
said to be enlightening, with many participants not understanding the complexity of this industry.

The role of the research was felt to be well explained in the pre-task pack. Participants felt they had a
good understanding of the rationale for the research, and its objectives. Information concerning how
water companies’ performance is managed was a little more difficult to access. Participants are not
used to processing data presented in graphs and tables, and this caused some difficulties, particularly
for the household segment. Lower numbers and percentages being positive was found to be counter-
intuitive by many, and this required effort to understand. Water company spending was very much
felt to be well represented with the use of graphics.

Business plans, on the wheole, were also well understood. It was clear to most participants that the
performance commitments they had previously reviewed comparatively formed core elements of each
Water company’s business plan. Again, for most, line graphs depicting water companies’ ambitions for
performance commitments over the five-year period of the proposed business plan were clear.
However, difficulty was experienced by a number of both household and non-household participants
when it came to interpreting statutory and discretionary enhancements. There was poor
understanding of the meaning of the terms ‘statutory’ and “discretionary’. The cognitive testing has
found that these two distinct elements of the business plan should be better explained before
mainstage fieldwork is undertaken.

Maps

Feedback from HH participants on the | Like HH customers, NHH participants told us that
introductory maps was generally positive. | information was dlear, concise and easy to follow
Participants told us that the information was | and understand, setting the scene successfully.
accessible, attractively presented, easy 10

process and understand, informative, with many | NHH  participants would benefit from an
commenting that the information was new to | expansion of the information about retailers and
them and set the context for the following slides. | their role in the industry.

Information was presented succinctly and
concisely {in short blocks) and the use of bullets
(for Thames) was welcomed.

Household customers commented that they did
not realise businesses were billed by retailers.

Affinity water is labelled APW on the map, but
there is no legend to identify this as Affinity.
Further, the Affinity map was found to be low-
resolution and hard to read, even when zoomed
in

Affinity-Thames:
Undlear to one how Thames Water and Affinity
Water work together to deliver services.

Some commented on the number of maps
included in the Affinity-Thames pre-task: Is the
map for the groups of water companies
necessary?

Affinity:

Why are directors excluded from employee
«count? Their omission caused suspicion for one
participant

Recommendations:

*  Replace Affinity map with a high resolution version
=  Ensure "AFW” on maps is defined as Affinity Water in a legend
= Expand text on the role of retailers in the provision of water services to NHH customers

= Consider revising Affinity’s text to include directors (or otherwise revise the reference to

directors)

The role of the research

Whilst this slide was seen as ‘text heavy’ by
some, the information was easy to read and
understand, and it described the purpose of the
upcoming research clearly.

Some participants asked exactly how the
research would be used to refine business plans
and pricing, but it was felt that there was
adequate information presented in order to
initially engage in the research.

A number of participants remarked that it was
reassuring that water companies engage with

customers in this process.

Recommendations:

NHH participants said that the process is clearly
explained and the reasons for the research are
made evident. The text was said to be easy to
understand.

Shorter bullets may benefit some readers.
One participant commented that it was good to

see a co-development approach with customers
‘front and centre’.

=  Consider breaking the information down into shorter bullet points to improve accessibility

What the water company does

On the whole, HH participants felt that the | As HH participants, NHH participants told us that
information was wvisually appezling, clear, the information was informative, interesting and
informative and thus gave useful background | useful

and context. We heard that this was ‘useful
information and communicated well’. Further, it was said to be clear and simple to
understand; concise, and offered the right level
The water cycle diagram (Thames) was familiar | of detail.

to many but offered useful context for the
research. Positive feedback was received on the layout,
presentation and volume of text.

Further, participants were previously unaware of

the role of the numerous agencies and | In asimilar way to HH participants, commented
government departments involved in the water | on the complexity of the industry but most
industry and appreciated water companies being | agreed that this broader industry information
placed in this broader context. was useful to know.

Affinity:

One participant felt this infermation contained a
number of unfamiliar terms that were not
adequately explained: ground water; surface
water; chalk streams. The participant felt that
the slide assumed knowledge on the art of the
reader.

Recommendations:
®  Consider revising Affinity Text to remove or explain any unfamiliar language

How water company performance is monitored

This section was said to be clear and easy to | NHH participants seid the information was

understand, albeit text-heavy for some. straightforward and concise and that graphics
helped to support understanding. Penalties and

The notion of performance targets (and the  rewards were clearly explained.

resulting bill impacts) was new to some, so these

slides were informative. Some commented that | Some commented that this section was dense

it was reassuring that these targets are in place | with text.

while others commented that it was insightful to

see some of the challenges faced by water | “If a3 company misses a target...”: It needs to be

companies. These comments indicate that | made dear that this is a water company.

participants read and understood the

information being presented.

Participants commented that it would be useful
to understand how the penalty translated to bill
impacts at a customer level.

One participant felt that the performance
information would be presented on a mobile
phone, given the accompanying image.

Recommendations:

#*  Consider breaking down text sections into shorter blocks
= Provide penalty information at a customer level in order to make this information more

meaningful

®  Revisefremove mobile phone icon to avoid confusion
= (Clarify that the targets apply to water companies, not companies in general

How to read comparison information

HH partidipants told us that this introductory
slide was dear and helpful in explaining later
slides on performance.

Some participants told us they referred back to
this slide when reviewing comparative
performance when completing the pre-task.

Text on this slide refers to pink bars and green
bars, but bars in later slides are pink and biue.

Recommendations:

Again, NHH participants told us that the
information was clear, detailed and useful in
interpreting later slides. NHH participants valued
having an introduction to the later slides.

One particdipant suggested the use of a ‘traffic
light' system to indicate ‘at a glance’ water
companies” performance against their targets.

= Revise text to refer to pink and blue bars, rather than green

Performance commitments (comparative performance)

These slides received a mixed response from HH
participants, with some able to interpret the
data easily, while others struggled with the
wolume and presentation of information.

Graphs

The fact that lower numbers indicate a better
performance is hard for people to understand —
participants assumed that this meant that
companies were failing to meet their target
requirements; a higher percentage usually
means a better performance. That said, the
legend was very helpful in allowing readers to
understand performance above/below target
and colour differentiation between good and
poor performance is useful.

NHH participants found it easier to digest and
understand this information compared with HH
participants. Some took time to review and
understand the content of these slides,
however, remarking that there was a volume of
information being shared.

The brief summary of the water company's
performance at the top of the slide was helpful
in ‘guiding’ interpretation of the slide overall.

These slides may benefit from further
emphasizing that a smaller number/percentage
indicates a better performance.

Graphs

Colour coding was welcomed (pink/blue} and
aided interpretation of performance levels.
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Some suggested that the water company of
interest could be highlighted in order to direct
the reader's attention.

Tables

Like the graphs, the fact that lower percentages
are preferable is difficult for some participants to
understand.

This information was helpful where performance
targets varied between water companies.

Participants noted that some data points are
missing.

Tables
Participants suggested that the tables might be

more  valuable if  water
performances were ranked (in the style of a
league table).

For those not used to reviewing and interpreting data in this format, difficulties understanding the
information in these graphs and tables were evident. However, the summary of performance for the
water company of interest at the top of the slide was helpful in guiding interpretation, even if it meant
that participants gained only a superficial understanding of all of the information being presented.
Further, the colour coding of above- and below-target performance in the graphs was valuable and the

legend describing this was beneficial.

Recommendations:

= Further emphasise the summary of the water company's performance in the summary box,

drawing the reader’s attention

= Consider highlighting the water company of interest in the graphs and tables
= Consider ranking water companies in the table according to performance against target
= Further emphasise that a smaller number/percentage constitutes a better performance

* Replace any missing data

£1 spend

This slide received positive feedback. It was
clear, nicely presented and the breakdown was
said to be clear. The format was familiar to
participants, and it was clear that the penny
values were equal to percentages to most.

Participants commented and remarked on
various parts of the spend, evidencing that they
were engaged and interested in the Content.

Affinity:
What are ‘our assets’? What or who are
bondholders?

Thames/Affinity:

The fact that spends are illustrated in different
ways makes it more difficult to compare the two
companies’ spends.

Like HH participants, NHH participants in testing
provided positive feedback.

One commented that percentages would be
easier to understand than expressing spend in
pEnnies.

=  Explain what is meant by assets and bondholders (Affinity)

*  Consider harmonising presentation format for Thames/Affinity slides (although we note that
the expenditure categories are different in any case, making it difficult to undertake any

comparison)

Introduction to business plan

It was clear to HH participants that
plan for a S-year period.

For some, the distinction between the 3
elements was clear, but not for others.

There was good understanding on the whole
that the performance commitments to be
presented would be the same as those reviewed
earlier and that these were common to all water
companies, but it was not clear that these would
not compare performance between water
companies in the upcoming business plan.
Participants would benefit from a greater
distinction between statutory and discretionary
enhancements, and the meaning of each

Recommendations:

= Make clear that upcoming performance commitments in the business plan will not compare
performance between companies but rather will express commitments over the 5-year period

NHH pal
information on this slide easier
participants.

pants were able to process the
than HH

For this group, the distinction between the 3
elements was clear on the whole, but a dearer
distinction between statutory and discretionary
enhancements would be welcomed by some,
with these terms being unfamiliar. Participants
suggested that ‘mandatory’ and “voluntary’ or
‘optional’ may be better here.

of the business plan for the water company in questicn

s Make the distinction between statutory and discretionary enhancements clear, leaning on
alternative language to clarify which are mandated and which are enhancements of the water

company’s own choosing.

Proposed business plan - Performance commitments (2025 — 2030)

Participants understoocd that these graphs
illustrated targets over the period of the
proposed business plan, generally showing
increasing ambition over time.

Some commented that the graphs were small
and may benefit from being presented one per
slide. Further, participants noted that graphs
may benefit from labelled axes (and the addition
of gridlines).

NHH feedback generally mimored HH
participants’ views on this slide outlining the
performance commitments that form part of the
business plan, with participants showing good
levels of comprehension.

Suggestions included: to label x and y axes; to
present graphs one per slide; to identify the
reason for the spike in sewage flooding of
properties in 2028/ [Thames only).

One participant commented that graphs get
easier to read the more they are presented, and
some expressed a preference for bar charts.

Thames:
Participants noted the increase in sewer flooding
of properties in 2028/9.

Recommendations:
=+ Consider the addition of axis labels and gridlines
= For Thames, highlight the reason for the increase in sewer flooding incidents in 2028/9
+  Consider showing one performance commitment graph per slide

Proposed business plan — Enhancements

HH participants shared that this slide detailing
enhancements was text heavy, however, that
the information was easy to understand and free
from jargon. The aims and ambitions were said
to be clear.

NHH participants noted that there was a lot of
text, and information, on this slide. Some
suggested that these targets could be expressed
more concisely.

One participant felt that the enhancement
descriptions each offered different levels of
detail and that this should be more consistent
aross  all  swatutery  and  discretionary
enhancements.

It was suggested that we might consider splitting
statutory and discretionary enhancements over
2 slides to draw the distinction out more clearhy
and reduce the volume of information on this
shide.

Whilst the distinction between statutory and
discretionary enhancements was clear, not all
participants understood what was meant by
these two categories.

Affinity:
WRMP: Is there a typo? Should the target be to
‘halve’ the chance of standpipes/rota cuts?

Some participants queried how targets were
decided upon.

Recommendations:
+  Consider whether enhancements can be expressed more condisely without losing meaning
+ Consider splitting statutory and discretionary enhancements out into 2 slides for greater
distinction
+  Revisit enhancements to ensure they all offer a comparable level of detail
=+ QOffer greater clarity on the meaning of ‘statutory’ and ‘discretionary’ (see earlier
recommendation)

Research event slides

In addition to testing pre-task slides, cognitive testing of qualitative research materials also included
seeking feedback on the slide decks that are proposed for use during face-to-face deliberative events,
focus groups with micre businesses, and in-depth interviews with all other customer segments. These
slides introduced new additicnal information for participants, including presenting water companies’
leng term visions, a further level of detail on proposed business plans, and included must do (and
alternative) business plans.

The long-term vision was well received, with participants noting that this had, on the whole, been
communicated clearly. Equally, the conceptual interruption of phasing was also well understood.
However, phasing was introduced in concept early in the discussion, in line with the COW/Ofwat
research guidance, but stood on its own with no broader context or value. It may be beneficial to only
intreduce the concept of phasing when introducing Thames Water and Affinity Water's alternative
business plans, where phasing options are used to disambiguate proposed from alternative business
plans.

Performance commitments remain consistent throughout all versions of the business plan. Whilst
slides have been included in these decks to provide additional information on performance
commitments, over the period 2021/2 - 2050, these became repetitive when discussing the various
wversions of the business plan. Further, there was poor recognition for the fact that these additional
slides described these performance commitments over the longer term.

Participants found it difficult to detect the difference in statutory/discretionary enhancements across
the various versions of the business plans. It is evident that moderators and interviewers will need to
explicitly draw participants’ attention to the differences between these elements across the various
wversions of the business plans during research events.

Bill impacts were found to be difficult for participants to understand. However, 8 number of
suggestions for improvement of these slides have been made in the relevant section below.

Phasing that differentiates the proposed business plans from the alternatives was also difficult for
participants to grasp. It is recommended that the conceptual introduction to phasing options be
presented only in the section of the discussion pertaining to the alternative business plans, where it is
immediately relevant and meaningful. This may improve participants’ understanding of the phasing
options, and help differentiate the alternative plans from the proposed plans.

Long-term vis

HH customers found these slides to be clear,
easy to wunderstand and comprehensive,
providing a ‘good overview’.

Easy to wunderstand and self-explanatory,
meaningfully broken down. Condse and easy to
read.

We received positive comments on the “‘future-
thinking” nature of these long-term plans and
wision, demonstrating comprehension.

Positive that plans considered climate change.

An ‘upwards direction of travel’ was confusing
for many. One participant suggested the simpler,
However, a number of participants commented | “bills will increase”.
that the phrase ‘direction of travel” was
unfamiliar to them. Mixed viewpoinmtis were evident on the
numbering (and decimal numbering for Affinity).
Affinity:

Typo in first challenges paragraph: ‘as we move

forward'.

Recommendations:
*  These slides were generally well-received and need little revision
= ‘Direction of travel’ wording needs to be revised and replaced with simpler language. We
suggest, “It is expected that water bills will increase between now and 2050"
= Correct typo (Affinity)
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Appendices: Cognitive Report

Conceptual explanation of phasing (Thames and Thames-Affinity)

This was generally well understood by most HH
participants, with participants using both the
line graph and text together to understand the
concept of phasing.

It was said that it might aid comprehension to
explain why a customer might choose each of
the options.

“Do all of the work required™ has little meaning
as the opening line; what does this refer to?
What work? [t is not clear at this stage that this
relates to performance commitments and
enhancements.

The Option A line is occluded by the yellow
Option B line from 2035 and thus it is unclear
that these continue in parallel from this date.

Recommendations:

= Add preamble to explain that phasing refers to different options for how to deliver “work’

Participants generally understood that there are
options for how and when improvements are
rolled out and that there is a cost implication for
each option. Most NHH participants grasped the
concept of phasing reading this slide.

However, it was not clear at this stage who
would take the decision over the respective
options. Was this for water companies to decide,
or for customers te comment on?

Participants suggested labelling the ¥ axis. One
participant gueried the scale and magnitude of
changes — pounds or pence?

relating to performance commitments and statutory and discretionary enhancements

=  |mprove the line graph to show that both bill impacts [thus both lines) progress in parallel from

2035
= Label axes

Performance commitments {2021,/22 — 2050): Proposed, Must-Do and Alternative business plans

It was not always immediately clear that these
were the same performance commitments
presented in the proposed business plan in the
pre-task and in the earlier slide(s).

Howewer, the additional level of information
provided by the text was welcomed by those
who did understand that these were the PCs
provided earlier and wanted more information.

Further, it was not always dear that these charts
showed the commitments over a different
timescale {20212 — 2050). This was confused
further by the fact that the detailed commentary
provided information only for the period 2025
2030.

It was not readily evident that Performance
Commitments remain consistent across all

Some noted that the Y axis labels were missing
on these slides.

Changing timescales led to cenfusion for some,
with these participants asking why targets are
being shown over varying periods when the
business plan under question runs from 2025 —
2030.

Labelling slides 'short term’ and ‘long term’ may
help participants to make the distinction.

Additional clarity that these are the same
performance commitments as  previously
discussed would be beneficial

Participants welcomed the additional text
information alongside the graphs, helping them

versions of the business plan (despite this being | to understand the performance commitments in

in bold, underlined text on the slides). However, | more detail.
for those that noted the consistency, the fact

that the performance commitments remained

stable across all versions of the business plan

became repetitive over the various versions of

the business plan.

Recommendations:

= Highlight that these slides present further detail on the same enhancements discussed

previously

= Make clear that these show enhancement targets over the longer period 2030 — 2050 rather
than the period 2025 -2030 seen previously
® If we are to retain graphs showing enhancements over the 20212 — 2050 period, then the

accompanying commentary needs to relate to the same time period
= Consider presenting WINEP Water targets differently in order to avoid confusion

Highlight that these slides present further detail on the same performance commitments
discussed previously

Make dlear that these show performance commitment targets over the longer period 2021/2
— 2050 rather than the period 2025 -2030 seen previously

If we are to retain graphs showing PCs over the 2021/2 — 2050 period, then the accompanying

Moderatorsfinterviewers will need to make clear how enhancements change between the
different wversions of the business plan  (proposed/must-do/falternative) during
discussions/interviews as this is not evident to all from the slides alone

commentary needs 1o relate to the same time peried

+  Moderators/interviewers will need to make clear that performance commitments and their
targets remain consistent for all versions of the business plan (proposed,/must-do/alternative)

during discussions/interviews

+  Consider the value of presenting identical perfermance commitment slides for a1l versions of

the business plan

Enhancements 2030 — 2050: Proposed, Must-Do and Alternative business plans

Broadly, the same comments apply here asapply | As  per  findings  for  the
10 the performance commitments for the period | commitments for the period 20212 — 2050.
2021/2 - 2050:

*  Lack of clarity on shift in time period

* Text describes business plan 2025 —
2030 while graph depicts the period
2030 - 2050

It was not easy for participants to identify how
the enhancements changed between the
proposed, must-do and alternative versions of
the business plan.

Some noticed the addition of bill impacts in the
event slides, when compared with slides
included in the pre-task pack.

WINEP Water:

Graphs are illustrating a decrease in the amount
of water being taken from sensitive sources
(Thames)/a reduction in abstraction {Affinity),
yet the graphs increase as they reillustrating the
planned reduction, but this is counterintuitive
for participants.

Recommendations:

performance

The bill impact slides received a mixed response.
Some were able to interpret and understand
with relative ease, while other struggled.

Explanatory text focuses almost exclusively on
inflation as a concept, and its impact on finances;
there is very little to explain that these bill
impacts relate to the performance commitments

d EMments being as part of the
business plan as well as inflation.

Blue and orange distinction was generally clear
{bill increase itself and the impact of inflation).
Some commented that they were only
interested in the overall cost, and not in the
relative contribution of the business plan and
inflation separately. Others assumed that the
blue bar represented the cost of water now and
the crange highlighted the overall increase over
time.

Participants commented that the y axis would
benefit from a label.

Recommendations:

impacts: Proposed, Must-Do and Alternative business plans

Participants questioned how accurately inflation
could be estimated/projected over the coming
25+ years.

Lack of dlarity between the short-term and long-
term impacts. These need to be better (and
more consistently) labelled throughout.

Participants suggested using a consistent scale
on the ¥ axis to allow for better interpretation.

Participants were left to assume that these
graphs show annual water bills.

One participant was confused as to whether the
orange element demonstrated the different
phasing opticns introduced, in concept, earlier.

= Make explicit (and early in the slide) that these impacts are related to the business plan being

presented and discussed as well as inflation
Label clearly the short- and long-term bill trajectories, and ensure labelling of short- and long-
‘term plans (graphs, targets, etc.) is clear and consistent throughout to add darity and aid

understanding
= Label X and ¥ axes clearly

®  Use consistent Y axes for both short- and long-term bill impacts

= A side-by-side comparison of all versions of the business plan may be beneficial, but care will
need to be taken to clearly and consistently label these and to distinguish dearly between

short- and long-term impacts

Phasing options for WINEP
plans; Thames and Affinity-Thames)

(dif

HH partidpants struggled to understand these
slides and the line graphs they contained,
however, it is noted that fatigue was evident at
this point in most interviews.

Participants were confused as to what phasing
graphs were depicting and were showing signs of
confusion over the three versions of the plan
that had been discussed up to this point.

Mot immediately clear that the line graphs refer
to the differing targets and the corresponding
bill impacts.

Differentiating targets between the two plans
was challenging for participants.

Recommendations:

+  Cognitive interviewers questioned the value of covering different phasing o

There was a greater level of understanding
among NHH participants of this concept of
phasing and how it differentiated the proposed
and alternative business plans.

Bill impact differences were easier to detect than
the variation in phospherous targets (target lines
run in parallel for much of the timeframe
depicted).

ns conceptuall

y

early in the slide deck, mooting that introducing the concept where relevant (in the alternative
plan secticn to differentiate between the proposed and alternative plan) may make it more

meaningful and impactful

*  The conceptual illustration of phasing options is more complex than the actual phasing options
that differentiate between proposed and alternative business plans; this may be adding

confusion
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