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Supporting your health and  Providing activities that help our communities stay active and well,
wellbeing such as outdoor exercise at our sites

3. Capability, employees and essential services kT oo oo

thrive
Minimising transport Protecting customers from road or railway disruption that Thames
disruption Water activities may cause

Capability, employees and essential services

Contributing to local economies, for example, by providing jobs

Building skills and Providing accessible and high-quality training, developing skills and
knowledge knowledge for our workforce

Keeping Thames Water

= Protecting our sites, services and data from potential security threats

and well = Lo Supporting employee wellbeing and protecting them from harm

Delivering our essential Providing drinking water to customers and taking away and treating
services wastewater, retuming it safely to the environment




Background

Setting the scene for the research
Foundational research for Thames Water's PR24 (price review) programme was completed by Verve in October 2021 and this discussed in detail

what customers want from Thames Water and what their core expectations are.

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

what they thought of Thames Water’s proposed initiatives for 2025-30.

This latest research looks further to the future, examining the 2050 Vision that Thames Water have developed, and the strategic roadmap to
achieve this (including what needs to happen in the next planning cycle of 2025-30), as well as Thames Water’s proposed public value

framework. Detailed objectives for the public value element of the research are shown in the red box below:

1.Views on Vision 2050

strategic ambitions and

priorities to build into the
development of the
strategic roadmap

2.Understanding
customer and stakeholder
views on public value

o o o Ensure the Strategic Understand what is
Test Vision 2050 ambitions Understand priorities Roadmap is comprehensive important for AMP8

wn

[0}

=

O

% What is the right destination When should we achieve the Are there any Given where Thames Water

O (ambition) for 20507 Vision 2050 ambitions by? gaps in the are, which area is most

2050 or sooner? Vision 2050 ambitions? important to improve in?

What is most urgent?

3 ' . Understand their views on Understand what they

(&)

= Und%rfstasjr;)clii ér?/gﬁjréance Understazgrﬁ;’t;hc velle Thames Water role in expect Thames Water

8 P P delivering public value to do/not do

e}

© Where should Thames

What types of public value Do they think it's Thames
(examples) would they Water’s role to deliver public
prioritise? value?

How important are the wider
benefits we deliver for
communities and the
environment

Water activities stop?

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

» Atthe time of the research there had been ongoing (over a year) national and local media coverage of sewage overflows into rivers. This may

have given heightened awareness and concern with this issue.




Overall methodology (see appendix for sampling details and separate document for questions/stimulus used)

1) Informed panel customers

2) Informed ‘fresh’ customers

3) Uninformed household (HH) and

60 customers

Recruited from the Thames Water Customer
Voices panel (online community formed in
2021, recruited mainly using Panelbase)

All closely representative of Thames Water’s
geographic and demographic customer
makeup as possible

A six-day community, 7-14% April 2022
30-40 minutes of activity per day

—  Five days evaluating Vision 2050

—  One day evaluating public value

Qualitative and ‘semi-quantitative’ outputs,
with customers undertaking prioritisation
exercises, identical to the quantitative
survey, for comparison

‘Informed’ by prior research activities,
covering some of the same issues and.the

concept of planning for the future 5—.&
Qualitative online

community

¥

70 customers

Recruited from external sources (Obsurvant);
less well informed on Thames Water's activities
having not undertaken prior activities on the
panel

All closely representative of Thames Water’s
geographic and demographic customer makeup
as possible

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

Identical activities and fieldwork dates to the
Informed panel customers

Qualitative and ‘semi-quantitative’ outputs, with
customers undertaking prioritisation exercises,
identical to the quantitative survey, for
comparison

‘Informed’ by materials presented during the
community

Qualitative online Zg}
community

¥

business (NHH) customers

600 customers
Provided by an external panel (Obsurvant)

Representative of Thames Water’s customer
base

500 household and 100 business customers
19-27t April 2022

10 minute online questionnaire

—  Prioritising Vision 2050 goals

— Rating public value activities

‘Uninformed’ due to lack of in-depth material
on the issues (headline outcomes only)

Quantitative outputs only

Quantitative online
survey

$

Combined reporting highlighting overall findings and individual audience differences




Methodology (see appendix for further details and separate document for screener/questions/stimulus)

This research represents high quality engagement, meeting Ofwat's minimum standards

Useful and
contextualised

This research builds upon
previous insights to understand
what customers want from
Thames Water in the near and
longer term.

The public value framework was
developed from previous
customer insight.

This research falls into a

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

Fit for purpose

The methodology and sample
covered was appropriate for the
research objectives. We ensured
the level of detail for customers to
digest was enough to help them
make judgements. Billing impact

was not available, but we asked for straightforward, using Plain English

an ‘in principle’ response to
questions, and customers were
able to explain their answers

Neutrally
designed

Customers were asked for
spontaneous opinions up front,
then were shown

contextual information on each
activity. Questions and
stimulus were designed to be

Inclusive

We spoke to a representative
group of customers, including
household, non-household,
vulnerable and future customers.
We used two methodologies
(online community and online
survey) to simulate different levels
of being pre-informed. See
appendix for breakdown of the
sample and further details on the
methodologies

Independently
and ethically
conducted

This research was conducted by
an independent research company
(Verve) and was carried out in
accordance with the Market
Research Society Code of
Conduct



Executive Summary
Public Value

Based on both qualitative and quantitative findings



Customers reviewed the Public Value Framework on day 6 of the Vision 2050/Public Value

community

» Before customers viewed the Public Value framework, they were provided with an
opportunity to discuss what they would want Thames Water to do to make a
difference

« They were told that that they would discuss some of Thames Water’s core services
as well as other beneficial activities for customers, the communities and the
environment

« Customers were informed that the activities would use money from customer bills

« They then viewed the potential Public Value activities as a whole and considered
their level of support for this framework overall

« Customers then reviewed each of the 3 areas in turn (Environment, Customers &
Communities and Capabilities, Employees & Essential Services). They gave their
first impressions and opinion on the extent to which these should be Thames
Water's role

« Customers then finished discussing this by stating how important each individual
activity was on a scale from 0-10, with O being ‘no priority at all’ and 10 being
‘very high priority’

» All research materials and stimulus shown can be found in the full reporting
appendix

| /More about this
Getting more of our energy from renewable sources (such as the
sewa)ge treatment process and solar panels and wind turbines on
sites!
K Limiting the amount of water taken from vulnerable rivers and
waterng Bffer overy. drop of streams, allowing groundwater to be replenished when it rains, and
making sure water is used efficiently by all customers

Getting more energy from
renewable sources

Protecting services against = Reducing the risks from extreme weather (such as fiooding, cold

climate change snaps or heatwaves) which could impact water and sewage services

king after biodiversity mﬂevanetydwidﬂeandplantsmandamndwmes

Making sure that sewage doesn't harm the quality of water in the
environment

Protecting customers from noisy Thames Water activities such as
roadworks or water and sewage treatment processes

Keeping rivers clean

Keeping noise to a minimum

Customers and communities
Connecting you with your Providing areas and facilities to spend time outdoors, such as
surroundings reservoirs and wetlands
Providing opportunities to communicate, meet and learn within our
communities, such as community training, education and
volunteenng

Bringing communities
together

Helping those who need it Supporting priority and vulnerable customers with extra help when
most they need it

Building trust Eaming customer confidence in Thames Water as a company

Supporting your health and  Providing activities that help our communities stay active and well,
wellbeing such as outdoor exercise at our sites

Helping local economies
thrive

Minimising transport Protecting customers from road or railway disruption that Thames
disruption Water activities may cause

Car ability, emp es and essential services

Contributing to local economies, for example, by providing jobs

Building skills and Providing accessible and high-quality training, developing skills and
knowledge knowledge for our workforce

Keeping Thames Waler  protecting our sites, services and data from potential security threats

andv;ell SER RO Bk Supporting employee wellbeing and protecting them from harm

Providing drinking water to customers and taking away and treating
wastewater, returning it safely to the environment




Public Value framework - Overview of key objectives

Understand their views on Understand what they

Understand importance of

Understand public value

Thames Water role in

public value

priorities

delivering public value

expect Thames Water
to do/not do

How important are the wider

benefits we deliver for communities

and the environment

What types of public value
(examples) would they prioritise?

Do they think it's Thames Water’s
role to deliver public value

Where should Thames Water
activities stop?

* A majority of customers are in

support of the public value
framework and believe such
activities are an important part of
how the business should conduct
itself and what it should deliver

However customers are willing to
forfeit some elements of the
framework, as priority is still
placed on core water services

* There is a clear prioritisation

towards core services and
environmental elements

Less clearly defined outcomes
that are not aligned with the goal
of delivering water and
wastewater services to a high
standard are seen as less of a
priority (partly as a result of
having less tangible outcomes)

» Customers believe it is Thames

Water’s role to deliver public
value in all the areas
(Environment, Customer and
communities, Capability,
employees and essential
services)

However, some of the community
focused outcomes are deemed
less important (e.g. ‘connecting
you with your surroundings’)

» Customers are willing for Thames

Water to limit the scope of public
value if it impedes the delivery of
core services and increases
water bills

Some activities are deemed to
benefit from Thames Water’s
input but are also the
responsibility of other
organisations

Many feel the commitment to
these activities are
commendable overall




Overall, customers believe the public value framework is very
important

Almost every customer we spoke to supported the public value
framework

Customers appreciate Thames Water's commitment to the environment,
community and its employees

Many believe that a company of Thames Water’s importance and
standing has an ethical responsibility to protect its customers and to
safeguard the environment while delivering core services. They believe
the framework meets this expectation

However, while these activities are perceived as important, many would
forego some elements if they negatively impacted the core water
services Thames Water provided

Also, some noted they would want to see the impact on their bills to be
able to fully endorse the activities listed here

Understand importance of
public value

How important are the wider
benefits we deliver for communities
and the environment

|| More about this

Getting more of our energy from renewable sources (such as the
sewage : treatment process and solar panels and wind turbines on
sites

2 Limiting the amount of water taken from vulnerable rivers and
ch;o:ng Bilegovery drop of streams, allowing groundwater to be replenished when it rains, and
making sure water is used efficiently by all customers

Getting more energy from
renewable sources

Protecting services against | Reducing the risks from extreme weather (such as fiooding, cold
climate change snaps or heatwaves) which could impact water and sewage services

Looking after biodiversity m&t\e vanety of wildiife and plants in and around Thames

Making sure that sewage doesn't harm the quality of water in the
environment

Protecting customers from noisy Thames Water activities such as
roadworks or water and sewage treatment processes

Keeping rivers clean

Keeping noise to a minimum

Customers and communities
Connecting you with your Providing areas and facilities to spend time outdoors, such as
surroundings reservoirs and wetlands

Bringing communities Providing opportunities to communicate, meet and learn within our

together communities, such as community training, education and

volunteering
Helping those who need it Supporting priority and vulnerable customers with extra help when
most they need it

Building trust Eaming customer confidence in Thames Water as a company

Supporting your health and  Providing activities that help our communities stay active and well,
wellbeing such as outdoor exercise at our sites

Helping local economies
thrive

Minimising transport Protecting customers from road or railway disruption that Thames
disruption Water activities may cause

Contributing to local economies, for example, by providing jobs

Capability, e 2es and essential services

Building skills and Providing accessible and high-quality training, developing skills and
knowledge knowledge for our workforce

Keeping Thames Water
secure

Protecting our sites, services and data from potential secunity threats

and@l St seone Sl Supporting employee wellbeing and protecting them from harm

Delivering our essential Providing drinking water to customers and taking away and treating
services

wastewater, retuming it safely to the environment
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Prioritisation of Public Value elements

Quantitative data shows a clear prioritisation of core
essential services (delivering the water and wastewater
service) and environmental elements (keeping rivers clean
and limiting the amount of water taken from them)

‘Keeping rivers clean’ is given the highest overall priority
alongside ‘delivering our essential services’

Those elements that are deprioritised tend to be the less
tangible or less service related, such as ‘connecting you
with your local surroundings’ and ‘bringing communities
together’

— This deprioritisation appears to be influenced by
customers being less sure about what is being delivered

— Some are simply not focused on things they expect of

Thames Water as a priority (ie: anything other than
delivering core services to a high standard)

— ‘Customers and communities’ outcomes feature rarely in

the top half of priorities overall Qwith the exception of
‘helping those that need it most’ (5" position)

Understand public value

priorities

What types of public value
(examples) would they prioritise?

B Capability,
employees,
essential services

B Environment P Customers &

communities

8.53 8 52

Top 3 Public
Value outcomes :
|

Fr—---

Friority to be allocated in the coming years (out of 10)

Keeping rivers clean Delivering our essential Looking after every drop of

SEIVICES water

AB. Thinking about all the activities that you've just reviewed, we’d like you to rate all of them
in terms of how much priority you want Thames Water to allocate to each in the coming
years, on a scale of 0-10, where 0 is ‘no priority at all’ and 10 is ‘very high priority’?

Base: All respondents (698)

11



Understand public value

River cleanliness and delivery of essential services are the key priorities

priorities overall What types of public value
(examples) would they prioritise?

Public value; overall priority for each element (All informed qual and uninformed quant responses - 698)

[ Capability, employees, [l Environment B Customers & communities
essential services

8.53 8.52 8.25 8.11 8.04 8.04

: Keeping rivers clean is the most highly prioritised

I element, perhaps as a result of extensive media

I coverage over the past two years. Delivering essential
services is almost equally prioritised, and a constant

1 .

L theme through this work
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A6. Thinking about all the activities that you've just reviewed, we’d like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the
coming years, on a scale of 0-10, where 0 is ‘no priority at all’ and 10 is ‘very high priority’? Base: All respondents (698)
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Customers believe it is Thames Water's role to deliver public
value

* Environment

— Customers believe that in addition to Thames Water’s core services, it
should be looking to safeguard the environment where possible, and that
historically, this has been neglected

— Many believe the environmental activities proposed should be carried out
faster if possible

» Customers and communities

— Customers believe that no customer should be without water and
therefore, if they cannot afford to pay, Thames Water and the government
have an ethical obligation to make sure water poverty is abolished

— Many customers comment that Thames Water should receive assistance
from other bodies in areas relating to enhancing local
communities. Delivering public value that benefits communities is not
seen as down to Thames Water alone, and there is a sense that its
contribution should supplement the efforts of central and local
government

» Capability, employees and essential services

— Customers believe that it is Thames Water’s role to protect and upskill its
workforce, because otherwise, core water services may not be met

Understand their views on

Thames Water role in delivering

public value

Do they think it's Thames Water's role to

deliver public value?

[he environment

Getting more of our energy from renewable sources (such as the
sewage treatment process and solar panels and wind turbines on
sites)

Limiting the amount of water taken from vulnerable rivers and
streams, allowing groundwater to be replenished when it rains, and
making sure water is used efficiently by all customers

Protecting services against = Reducing the risks from extreme weather (such as flooding, cold
climate change snaps or heatwaves) which could impact water and sewage services

Improving the vanety of wildiife and plants in and around Thames
Water sites

Making sure that sewage doesn't harm the quality of water in the
environment

Getting more energy from
renewable sources

Looking after every drop of
water

Looking after biodiversity

Keeping nivers clean

Protecting customers from noisy Thames Water activities such as
roadworks or water and sewage treatment processes

Keeping noise to a minimum

Customers and communities
Connecting you with your Providing areas and facilities to spend time outdoors, such as
surroundings reservoirs and wetlands
Providing opportunities to communicate, meet and learn within our
:3"”9“',:3 COMNTRNEIES communities, such as community training, education and
oge volunteenng
Helping those who need it Supporting priority and vulnerable customers with extra help when
most they need it

Building trust Eaming customer confidence in Thames Water as a company

Supporting your health and  Providing activities that help our communities stay active and well,
wellbeing such as outdoor exercise at our sites

Helping local economies
thrive

Minimising transport Protecting customers from road or railway disruption that Thames
disruption Water activities may cause

Capability, employees and essential services

Contributing to local economies, for example, by providing jobs

Building skills and Providing accessible and high-quality training, developing skills and
knowledge knowledge for our workforce

o r:g ihames Yeteq Protecting our sites, services and data from potential security threats

m LR OEE Supporting employee wellbeing and protecting them from harm

Providing drinking water to customers and taking away and treating
wastewater, retuming it safely to the environment
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Generally, customers think Public Value should not be at the expense
of the core essential services

Understand what they

expect Thames Water
to do/not do

Where should Thames Water
activities stop»

» (Generally, customers think that the list of Thames Water’s proposed activities should only be limited if these
impede core water services or significantly increase customer bills

» The following activities were often felt to be a shared responsibility between the government, local authorities
(with no real distinction given between government and local councils) and Thames Water:

Promoting outdoor exercise at Thames Water sites
Keeping noise to a minimum

Connecting you to your surroundings

Minimise transport disruption

Helping local communities thrive

« However, it should be noted many customers believe that Thames Water's commitment to ‘being a force for
good’ is credible and so should be highly commended.

14



Awareness and attitudes towards Thames
Water



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

Customers’ core needs are ensuring water
remains drinkable and constant, alongside
good customer service

* Most are clear that Thames Water
delivers a reliable and consistent supply
of water, but some want to see

improvements in their customer service.

Primarily | expect a un-interrupted supply of fresh
clean water and the removal of sewage and waste

water for an affordable cost.
Male, 45-54, ABC1, White, Vulnerable, Affinity Water

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

things | have read in the media.
Female, 35-44, C2DE, White, Dual
Slough/Wycombe/Aylesbury

Thames Water isn’t talked about much

outside of when things go wrong, but there’s

appetite from some to learn more

i

Customers feel out the loop on new Thames
Water initiatives - they typically only hear
negative things through family/friends,
documentaries or social media.

Our local Facebook group talks about how hard our
water is quite a bit. Other residents have said TW's

response was ‘unhelpful’.
Female, 35-44, ABC1, White, Dual London

I only talk about Thames Water when something
goes wrong [...] | would imagine the company has
environmental interests but | don't get to hear

about these.
Male, 55-64, ABC1, BAME, Dual London

Outside of core maintenance improvements,
customers would like to see green energy initiatives,
assured affordable water and improved comms

Clearer comms on Thames Water’s role and
schemes, investment into green energy and

supporting customers to lower bills were
COMMON responses.

I would like to see Thames Water introduce water
smart meters to show you if you left tap on and give
you a warning so you don't waste water which is

better for the environment
Male, 18-24, ABC1, White, Vulnerable, Affinity Water

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

Male, 35-44, C2DE, BAME, Dual London

16



Context: Customers were provided an overview of the water cycle along with a map

showcasing the remit of Thames Water

« Customers were provided with a map of Thames Water’s remit, showing
where they operated.

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

« Following this, customers were asked the following questions:
« What is your overall impression of Thames Water having read this?

« Did this tell you anything new or interesting or were you already aware
of all of this?

« Do you have any questions or thoughts about Thames Water’s
activities as a result?

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

10 million

water
customers

15 million
wastewater
customers

Thames Water and the water cycle

Thames Water interacts with the water cycle, taking water from rivers and natural underground stores and turning it into
high quality drinking water. It then delivers the drinking water through a water pipe network to homes and businesses.
Once the water has been used (what goes down sinks and toilets) it is collected in the sewer network, ending up at
sewage treatment works where the water is treated so it can be safely returned to rivers again.

= Spatans

@ Condensat on oczdf_\g

oSO OS ' e \
e The Water Cycle
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Customers were interested to learn that Thames Water was the largest water and
wastewater provider, and were keen to know more about how water is treated

Thames Water’s area of operation

Informed fresh customers were surprised at the scale of operations for
Thames Water, especially how it is the largest water and wastewater
provider.

Similarly, some customers weren’t aware of their operations outside of
London, expecting them to only function within the capital.

Any questions?

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

The Water Cycle
« Although many customers were already aware of the ‘natural’ water
cycle, some appreciated the refresher with others keen to learn more
about the ‘treatment’ section of the cycle.
« Some referenced the environment, realising the natural balance
this cycle relies on.

Any questions?
« Similarly, some customers were keen to find out more about how the
treatment process functions.

The main thing that surprised me about the information shown is
quite how big the catchment area for Thames Water services is. |
always thought of them as more of a London based company.

Male, 25-34, C2DE, BAME, Waste-only, Affinity Water

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

Female, 18-24, ABC1, BAME, Future customer, Dual

I hadn't really thought about the water cycle; the image really
hammers home how important it is to balance environmental
factors with business and use requirements.

Female, 35-44, ABC1, White, Dual, London

I knew about steps 1-5 of the water cycle but have less
understanding of the process through which water goes through
during steps 6-10. Does Thames Water organise tours of its
treatment plants to increase understanding and awareness?

Male, 55-64, ABC1, BAME, Dual, London

18



Qualitative community findings



Customers reviewed the Public Value Framework on day 6 of the community

» Before customers viewed the Public Value framework, they were provided with an
opportunity to discuss what they would want Thames Water to do to make a
difference

* They were told that that they would discuss some of Thames Water’s core services
as well as other beneficial activities for customers, the communities and the
environment

« Customers were informed that the activities would use money from customer bills

« They then viewed the potential Public Value activities as a whole and considered their
level of support for this framework overall

« Customers then reviewed each of the 3 areas in turn (Environment, Customers &
Communities and Capabilities, Employees & Essential Services). They gave their first
impressions and opinion on the extent to which these should be Thames Water’s role

« Customers then finished discussing this by stating how important each individual
activity was on a scale from 0-10, with O being ‘no priority at all’ and 10 being ‘very
high priority’

« For a full transcription of discussion guide and the stimulus shown, please see the
separate appendix.

['he environment

’ Getﬁrtgmoreofourenergyfmmrefmuewces(sudlasme '
sewage treatment process and solar panels and wind turbines on
sites)

2 Limiting the amount of water taken from vulnerable rivers and

Looking Bfies every, rop of streams, allowing groundwater to be replenished when it rains, and

making sure water is used efficiently by all customers

Protecting services against = Reducing the risks from extreme weather (such as fiooding, cold

renewable sources
water

climate change snaps or heatwaves) which could impact water and sewage services

Looking after biodiversity mthe vaniety of wildlife and plants in and around Thames

Making sure that sewage doesn't harm the quality of water in the
Keeping rivers clean A t
Protecting customers from noisy Thames Water activities such as

Keeping noise to a minimum roadworks or water and sewage treatment processes

Customers and communities
Connecting you with your Providing areas and facilities to spend time outdoors, such as
ng Yt yo ng
surroundings reservoirs and wetlands
Providing opportunities to communicate, meet and learn within our
:Bnngt;gg EOIRICIRES communities, such as community training, education and
oge volunteering

Helping those who need it Supporting priority and vulnerable customers with extra help when
most they need it

Building trust Eaming customer confidence in Thames Water as a company

Supporting your health and  Providing activities that help our communities stay active and well,
wellbeing such as outdoor exercise at our sites

Helping local economies
thrive

Minimising transport Protecting customers from road or railway disruption that Thames
disruption Water activities may cause

Contributing to local economies, for example, by providing jobs

Capability, employees and essential services

Building skills and Providing accessible and high-quality training, developing skills and
knowledge knowledge for our workforce

Keeping Thames Water
secure

m SRR Supporting employee wellbeing and protecting them from harm

Protecting our sites, services and data from potential security threats

Providing drinking water to customers and taking away and treating
wastewater, retuming it safely to the environment
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Support for the Public Value framework overall — many believe Thames Water can have a positive
impact on the environment and wider community. But some want more detail about costs and timings

82 customers ‘strongly 28 customers ‘somewhat 3 customer ‘somewhat
support’ the plan support’ the plan oppose’ the plan

»  Customers are impressed by the »  Customers are supportive of the *  Avery small number of customers
framework and feel Thames Water is framework but are unsure of how do not think it is possible to achieve
going above what one would expect achievable all elements are. all these aspirations
from a water company. *  Some argue community orientated * They feel too much focus could be

* The framework demonstrates a ‘force goals should be a secondary priority. placed on new ventures that could

for good’; the business is making it a
duty to make a positive impact on

Customers feel like more clarity is It car sEvices

both th ity and th needed to fully support the plan and * They do not want core services to
ofh the cor;[nmunl yandihe would like to see more transparency be deprioritised against ‘new’ or
environment. about costs. ‘extracurricular’ activities

«  Some highlight how the plan
demonstrates taking social
responsibility by looking after
customers, staff and the environment.

As an overall plan for Thames Water to be ‘a force for good’ would you support or oppose this list of activities?
Caution, the percentages shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only
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Although most customers support the Public Value framework, they feel there are still
some elements that can enhanced

The majority of customers were impressed with the variety of issues covered T et eve elisie s seam Euely ceiee. Ty eesn

« Many customers believe the framework will have a positive impact on both them as to be for the greater Q?Od (’;O; /She CUS;S”;W ’ Comff/?7U’7/f"esr
: : economy, environment an ames Vvater as a wnoie.
customers but also society in general. Female, 18.24, ABC1. White, Dual, London

» Therefore, they see Thames Water as having a ‘good moral code’ and a company that
‘thinks beyond its own profits’.

However, some want more assurance about the framework The activities are all good though | take issue with the priorities
and the 2050 timescale. Some things are missing too as | have
* These customers still support what the plan represents but feel they can't fully commit to explained. It was not a question of these activities being wrong in
it because there is clear prioritisation of which initiatives will be completed at what time. themselves - they are all worthy but need to be prioritised and
developed. There need to be SMART targets - specific,
« They also want to know how this will impact their bills. measurable, achievable, realistic and time bonded.

: _ . Female, 65+, ABC1, White, Waste-only, South East Water
Several ideas emerged from a handful of participants who feel there were areas missing: /

« Quick repairs to infrastructure to maintain the service and prevent damage.
In general, the list of activities looks nice but there is no mention

* Anonline service portal to support customers and communities. of costs o percentages. | am concerned that the most urgent

« Metered supply with automatic reading in every household. activities will be delayed if all of the activities become goals to be
met by 2050. There is no time scale attached to the activities
« Upskill and train the local community about local problems. either and they are very vaguely or generally worded. Essential
, , activity improvements cannot wait till 2050, and any renewable
«  Work with education at all levels from pre-school to adults. energy generation, e.g. From sewage processing is very

welcome, especially in the current situation and endeavour to
become independent from gas and oil imports.
Female, 55-65, ABC1, White, Dual, Slough/ Wycombe/

Note: Customers often referred to the Public Value activities as ‘2050 goals’ Aylesbury
as they had been discussing these for the 5 days prior to this, but we feel

they clearly understood the difference. They wanted clarity as to the

timescales for these potential activities, most assuming it was also 2050

» Work alongside local farmers and collaborate.

22



Customer evaluation of goals of Vision 2050

For the next stage of discussions, customers evaluated each
area of Public Value in more depth. Each slide detailed the over
arching theme, proposed activity and what this would entail. The
17 activities were shown in a different order for each participant.

Customers were asked to evaluate and comment on each area of
Public Value as follows:

For each activity listed below please tell us:

How important is each element as a role for Thames Water to
fulfil, where O is ‘not at all an important role for Thames Water
to fulfi and 10 is a ‘very important role for Thames Water to
fulfir

Please give brief reasons for the activities you ranked as most
and least important

Is there anything you think is missing in this list of customers
and communities activities that you would like Thames Water

to pursue?

[he environment

Getting more of our energy from renewable sources (such as the
sewage treatment process and solar panels and wind turbines on
sites)

Limiting the amount of water taken from vulnerable rivers and
streams, allowing groundwater to be replenished when it rains, and
makinq sure water is used efficiently by all customers

Getting more energy from
renewable sources

Looking after every drop of
water

Protecting services against = Reducing the risks from extreme weather (such as fiooding, cold

climate change snaps or heatwaves) which could impact water and sewage services

Improving the vanety of wildlife and plants in and around Thames
Water sites

Making sure that sewage doesn't harm the quality of water in the
environment

Looking after biodiversity

Keeping nivers clean

Protecting customers from noisy Thames Water activities such as

Keeping noise to & minimum roadworks or water and sewage treatment processes

Customers and communities
Connecting you with your Providing areas and facilities to spend time outdoors, such as
surroundings reservoirs and wetlands

Providing opportunities to communicate, meet and learn within our
:3 nn?;E( SNIRARCS communities, such as community training, education and
i volunteenng

Helping those who need it Supporting priority and vulnerable customers with extra help when
most they need it

Building trust Eaming customer confidence in Thames Water as a company

Supporting your health and  Providing activities that help our communities stay active and well,
wellbeing such as outdoor exercise at our sites

Helping local economies
thrive

Minimising transport Protecting customers from road or railway disruption that Thames
disruption Water activities may cause

Capability, employees and essential services

Contributing to local economies, for example, by providing jobs

Building skills and Providing accessible and high-quality training, developing skills and
knowledge knowledge for our workforce

f nf;g Thames Wetor Protecting our sites, services and data from potential security threats

and E': owr people salo Supporting employee wellbeing and protecting them from harm

Providing drinking water to customers and taking away and freating
wastewater, returning it safely to the environment
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The environment

Activit More about this

Getting more energy from Getting more of our energy from renewable sources (such as the sewage
renewable sources treatment process and solar panels and wind turbines on sites)

Limiting the amount of water taken from vulnerable rivers and streams,
Looking after every drop of water | allowing groundwater to be replenished when it rains, and making sure water
is used efficiently by all customers

Protecting services against Reducing the risks from extreme weather (such as flooding, cold snaps or
climate change heatwaves) which could impact water and sewage services

Looking after biodiversity Improving the variety of wildlife and plants in and around Thames Water sites
Keeping rivers clean Making sure that sewage doesn’t harm the quality of water in the environment
: : . Protecting customers from noisy Thames Water activities such as roadworks
Keeping noise to a minimum
or water and sewage treatment processes

24



Customers rate most of the environment activities highly, with water supply protection seen
as the most important area by customers, with less focus on biodiversity and noise reduction

Participants ranked how important they felt each public value element was to fulfill on a scale of 0-10 , where 0
is ‘not at all an important role for Thames Water to fulfil’ and 10 is a ‘very important role for Thames Water to

fulfir
112 112 112 112 104 106

responses responses responses responses responses responses

W Rated between 8- 10

Rated between 4-7

35%

W Rated between 0-3 25% .
A% 12% 07 e 8 —] # _
& /70
Getting more Looking after Protecting Looking after Keeping the Keeping noise
energy from every drop of services biodiversity rivers clean to a minimum

against climate

renewable water
change

sources

Caution, the percentages shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only
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Although most of the environment activities are rated highly, protecting water ranks highest

Meanwhile, noise reduction is seen as less of a problem, and unimportant to fix’

Protecting every drop is rated the most important activity, core to Thames Water’s
remit

Protecting water sources appears most relevant to Thames Water for customers,
with them seeing this as key to future sustainability and efficiency. Although some
aren’t convinced this is completely achievable to protect ‘every’ drop, customers feel
that this activity will help Thames Water reduce damage to the environment,

Keeping the rivers clean features as an important goal throughout

Although not the highest scoring goal in the qualitative stage, this is still clearly an
important issue (and is the highest scoring goal in the quantitative data). Itis largely
driven by a desire to ensure wildlife and human health is protected — wildlife in
particular contributing to biodiversity.

Keeping noise to a minimum is the lowest rated activity for importance

Keeping noise to a minimum is rated lower due to many seeing it as either unlikely to
cause much disruption, or being a short-term pain. This is something customers
expect, however unwelcome it is.

Customers feel this set of activities are right

Customers feel the current selection covers the spectrum of environmental issues,
although some feel this is the space to talk about reducing sewage spills. Besides
this, some customers suggest that Thames Water should play an educational role in
water sustainability and efficiency.

| ranked looking after every drop of water as one of my
highest because when used more sustainably, Thames
water will need to do less to prepare and this contributes
to less damage to the environment.

Male, 35-44, C2DE, White, Waste-only, Affinity Water

Definitely a high score for this, 10/10. If rivers aren't kept
clean there are knock on effects to other aims and roles
of TW, e.qg. improving biodiversity and fines incurred will
be reflected in increased customer bills.

Male, 18-24, ABC1, White, Vulnerable, Affinity Water

Ultimately, if there is not enough water to go around
because it has not been used appropriately, Thames
Water has no business and we won't have enough water
to drink. In terms of keeping rivers clean, if this does not
happen then this could cause untold damage to the
environment and even human health.

Female, 35-44, C2DE, White, Dual,

Slough/Wycombe/Aylesbury

| keep harping on about education as if we are not given
the tools and taught how to save water then how can we
do it. Or how about collecting rain water from our streets
when it rains ? is there anyway they can do this.

Female, 45-54, ABC1, Business, 10-49 employees
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Customers and communities

Activit More about this

Connecting you with your Providing areas and facilities to spend time outdoors, such as reservoirs and
surroundings wetlands

Providing opportunities to communicate, meet and learn within our

Elngling] et el communities, such as community training, education and volunteering

Helping those who need it most | Supporting priority and vulnerable customers with extra help when they need it

Building trust Earning customer confidence in Thames Water as a company

Supporting your health and Providing activities that help our communities stay active and well, such as
wellbeing outdoor exercise at our sites

Helping local economies thrive | Contributing to local economies, for example, by providing jobs

Protecting customers from road or railway disruption that Thames Water

Minimising transport disruption activities may cause
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Customers rate targeted support for those in need and building trust as the most important

customer and community activities to focus on, with wider community initiatives seen as less
important

Participants ranked how important they felt each public value element was to fulfill on a scale of 0-10 , where 0

is ‘not at all an important role for Thames Water to fulfil’ and 10 is a ‘very important role for Thames Water to
fulfir

112 112 112 112 112 112 93
responses responses responses responses responses responses  responses

o - - l . . . .

Rated between 4-7
35% 49%

49% 53%

39 4% _ 6% 5% |
Connecting you Bringing Helping those

32%
W Rated between 0-3

Building trust Supporting Helping local Minimising
with your communities who need it your health and economies transport
surroundings together most wellbeing thrive disruption

28
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Helping those who need it most is rated highly as a customer and community activity

In contrast, customers feel that it is not within Thames Water's remit to bring communities together

Helping those who need it is seen to proactively support vulnerable customers

Customers rate this highly, largely because it offers a more focused and achievable

support measure for customers who need it the most. Many customers feel Thames
Water has a responsibility to support vulnerable customers who can'’t afford bills, as
water should be accessible and available for all.

Although most feel community goals are important, some aren’t convinced this is an
area Thames Water should be focusing on

Largely, customers feel this is a ‘nice’ thing to do, albeit something that shouldn’t be
a priority for Thames Water given both their core water treatment remit and the list of
other initiatives they want to implement.

Although many feel the list of activities under Customer and Community cover all
relevant areas, some are interested in ways Thames Water can work with local
businesses and communities to educate and improve

Some customers feel Thames Water could work proactively with local businesses
and organisations (like schools) in order to achieve goals faster and bring
improvements to local areas with more specialised/targeted support. Similarly, some
feel that Thames Water can play an educational role, and so should support schools
to teach children about the water cycle and treatment process.

The most important is helping customers who need it most, as

vulnerable customers should not be forgotten or have to suffer

financially/with service because of factors out of their control.
Female, 18-24, ABC1, White, Dual, London

I think community is important but don't feel this is a
particularly important role for Thames Water to take on and |
don't think it's going to benefit as many people as providing
outdoor facilities and space to enjoy.

Female, 45-54, C2DE, BAME, Dual, London

Working with schools to provide education and information
centres for young people to visit, so they understand and can
be educated with the work that goes into providing water and
hopefully this may have long term impacts on that generation
saving water and not abusing it.

Male, 45-54, ABC1, BAME, Dual, London
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Capability, employees and essential services

Activity More about this

Building skills and knowledge Providing accessible and high-quality training, developing skills and knowledge
for our workforce

Keeping Thames Water secure | Protecting our sites, services and data from potential security threats

\va(z(ﬁplng our people safe and Supporting employee wellbeing and protecting them from harm

Providing drinking water to customers and taking away and treating

Delivering our essential services L :
wastewater, returning it safely to the environment
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For most, providing drinking water, taking away and treating wastewater and returning it safety
to the environment is the most important activity for Thames Water to fulfil

Participants ranked how important they felt each public value element was to fulfill on a scale of 0-10 , where 0
is ‘not at all an important role for Thames Water to fulfil’ and 10 is a ‘very important role for Thames Water to
fulfir R ELEEEEEE R R

A 111 | 111 111 Vo111
5 responses | responses responses responses

M Rated between 8- 10 i E

Rated between 4-7 E i

| | 9

M Rated between 0-3 ! ! 14% 17% 33%
: (0] E 4/ | Y /- W
E Delivering our E Keeping Thames Keeping our people Building skills and
: essential services ! Water secure safe and well knowledge

V A = Significant difference at 95% confidence level 31
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All the capability, employee and essential service activities are considered important, yet
providing essential services is the top priority Thames Water should focus on

Many believe that guaranteeing clean and drinking water, and treating wastewater are essential activities for Thames
Water. Keeping customers safe and employees safe are also seen as highly important.

Providing essential services is the top priority for many

Customers feel that guaranteeing clean and drinking water to customers, as well as,
treating wastewater are the most important activities Thames Water should carry out as
a water and waste supply company.

Keep customers and employees safe and well, as well as, building skills and knowledge
among employees are important mainly to build customers’ confidence in Thames Water

Keeping people safe and well is ranked lower than essential services but is still
considered an ethical obligation by many. They believe that if things like this were to
be broken, it would likely affect other important issues like data protection and water
contamination.

Building skills and knowledge across the workforce is felt to be quite important as well to
guarantee an ongoing high-quality service and to develop and apply new technology.
However, it is felt to be less of a priority for Thames Water, which, according to
customers, could rely on third parties to fulfill this measure.

What is missing? Any other ideas?

Customers would like to know more about Thames Water’s plans to develop skills and
knowledge among employees and would like to see them more committed in diversifying
the workforce.

Most = Delivering our essential services. This in my view is the top
priority which Thames Water should be focusing on. Everyone needs
water which is clean and | expect wastewater to be treated
accordingly

Male, 65+, ABC1, White, Dual, London

It’s important to have skilled workforce. The better they are trained
will ensure quality of work. Security is important for the safety of data
as well as preventing contamination from outside sources. High
maintenance will ensure the health and safety of everyone and
everything. Delivery of essential services goes without saying. Water
is a lifeline for all living things

Female, 55-64, C2DE, BAME, Waste-only, Affinity Water

The essential service is exactly that, what customers pay for and
that is of most importance. Also important is keeping the sites free
from security threats. That has the potential to harm countless
customers so is a vital element for them. | ranked building skills the
lowest - that is important for staff to know what they are doing but
most people go into a job having already been trained in some way
i.e. via education so it is not a huge area Thames Water should
focus on. Keeping staff safe and well is very important but essential
services are more important than this.

Female, 25-34, ABC1, White, Dual, Swindon/Oxford
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River cleanliness and delivery of essential services are the key priorities overall

Public value; overall priority for each element (All informed qual and uninformed quant responses - 698)

[ Capability, employees, [l Environment B Customers & communities
essential services

8.53 8.52 8.25 8.11 8.04 8.04

Keeping rivers clean is the most highly prioritised
element, perhaps as a result of extensive recent media
coverage over the past two years. Delivering essential

services is almost equally prioritised, and a constant
L theme through this work
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A6. Thinking about all the activities that you've just reviewed, we’d like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the
coming years, on a scale of 0-10, where 0 is ‘no priority at all’ and 10 is ‘very high priority’? Base: All respondents (698)
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Prioritisation of Public Value elements and differences between the informed qualitative
and uniformed quantitative participants

The informed qualitative participants offer consistently lower mean scores than the uninformed
quantitative participants, but scores are closer to the overall total audience mean for the following
elements:

— ‘Delivering our essential services’
— ‘Looking after every drop of water’
— ‘Helping those that need it most’

This does tend to suggest a deliberate deprioritisation of the less tangible elements, given that they show
the biggest divergence from the overall mean compared with the uninformed audience

Those areas showing the biggest gap between informed and uninformed audiences are:
— 'Keeping noise to a minimum’

— ‘Connecting you with your surrounding’

— 'Bringing communities together’

— ‘Supporting your health and wellbeing’

— Helping local economies thrive’

— ‘Minimising transport disruption’
35



Informed audiences provide lower scores across the board for Public Value elements

Public value; overall priority for each element (All responses — 698)

=e—Total (informed and uninformed) =o—|nformed Qual =o—Uninformed Quant

I Note: the consistent lower scores given by informed audiences will be influenced by size of the 1

9 I sample, which is considerably smaller than the uninformed base, which is by definition closer to |
' the scores for the overall audience. As a result we have not reported on significant differences. :
8
V4
6
5
4
Getting more Looking after Protecting Looking after  Keeping Keeping  Connecting  Bringing Helping  Building trust Supporting Helping local Minimising Building skills  Keeping  Keeping our Delivering
energy from every drop of services  biodiversity rivers clean noise toa you with yourcommunities those who your health  economies  transport and Thames  people safe our essential
renewable water against minimum  surroundings together need it most and thrive disruption  knowledge Water secure and well services
sources climate wellbeing
change

A6. Thinking about all the activities that you've just reviewed, we’d like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the 36
coming years, on a scale of 0-10, where 0 is ‘no priority at all’ and 10 is ‘very high priority’? Base: All respondents (698)



There are some significant differences in priorities between London and Thames Valley
household customers

Public value; overall priority for each element (All informed and uninformed household responses — 698)

-®- Total household audiences ~ —@=—london  —@=—Thames valley

. . |
10 I Dashed green boxes denotes where a difference in scores between :
TVT I London and Thames Valley is significant. The name above each box I = T
9 T_V_T -~ :_denotes which region scores significantly higher at a 95% confidence level. | it
|
|
8 1
7
6 3 The data suggests that Thames Valley customers place greater weight :
: on environmental factors (rivers and sustainable supply) as well as :
5 I core services. Londoners appear to place greater weight on I
| community, and also issues around noise and transport. I
4
Getting morelLooking after Protecting Looking after Keeping Keeping  Connecting  Bringing Helping  Building trust Supporting Helping local Minimising  Building Keeping  Keeping our Delivering
energy from every drop of services  biodiversity rivers clean noise to a you with yourcommunities those who your health economies  transport skills and Thames  people safe our essential
renewable water against minimum surroundings  together  need it most and thrive disruption  knowledge Water and well services
sources climate wellbeing secure
change

A6. Thinking about all the activities that you've just reviewed, we’d like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the 37
coming years, on a scale of 0-10, where 0 is ‘no priority at all’ and 10 is ‘very high priority’? Base: All respondents (698)



Uninformed household participants - keeping rivers clean and delivery of essential
services are the key priorities, as well as protecting the water supply

Public value; overall priority for each element (Uninformed HH quant - 500)

[ Capability, employees, [l Environment B Customers & communities
essential services

I I I I I I I I I I I 7-26 7.18 6.82 6.81
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A6. Thinking about all the activities that you've just reviewed, we’d like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the
coming years, on a scale of 0-10, where 0 is ‘no priority at all’ and 10 is ‘very high priority’? Base: All HH customers (500)
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Uninformed non-household participants - keeping rivers clean and delivery of essential
services are also key, as well as keeping our people safe

Public value; overall priority for each element (Uninformed NHH quant - 100)

[ Capability, employees, [l Environment B Customers & communities
essential services

7.19 7.18
I I I I I I I I I I I I 6-75 6.56 6.53
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A6. Thinking about all the activities that you've just reviewed, we’d like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the
coming years, on a scale of 0-10, where 0 is ‘no priority at all’ and 10 is ‘very high priority’? Base: All NHH customers (100)

g



Informed panel participants - there is more range in the scores given by these, and
delivery of essential services is key for them

Public value; overall priority for each element (Informed panel — 50)

[ Capability, employees, [l Environment B Customers & communities
essential services

7.02
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A6. Thinking about all the activities that you've just reviewed, we’d like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the
coming years, on a scale of 0-10, where 0 is ‘no priority at all’ and 10 is ‘very high priority’? Base: All Qual: informed respondents (50)
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Informed ‘fresh’ participants - there are also wider-ranging scores among this group, with
priority also given to delivering essential services

Public value; overall priority for each element (Informed fresh — 49, includes business and future bill payer customers)

[ Capability, employees, [l Environment B Customers & communities
essential services
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A6. Thinking about all the activities that you've just reviewed, we’d like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the 41

coming years, on a scale of 0-10, where 0 is ‘no priority at all’ and 10 is ‘very high priority’? Base: All Qual: uninformed respondents (49)



Significantly higher priority scores for Public Value activities are most likely among
uninformed household customers (quantitative survey)

Priority of Public Value activities : differences between sample types S Sodierence at95% C
Getting more energy from renewable sources 7.91 8.41 7.88 7.93
Looking after every drop of water 822 V¥ 898 A 8.83 A 785 V¥
Protecting services against climate change 798 A 7.93 7.57 742 V
Looking after biodiversity 7.62 7.80 7.36 7.92
Keeping rivers clean 8.50 8.88 8.43 8.54
Keeping noise to a minimum 718 A 629 V 545 V¥ 718 A
Connecting you with your surroundings 6.82 A 6.27 500 ¥ 6.53
Bringing communities together 6.81 A 578 V¥ 564 ¥ 6.56
Helping those who need it most 798 V¥ 8.68 A 8.45 781 V¥
Building trust 7.57 7.78 7.40 7.24
Supporting your health and wellbeing 7.70 7.24 6.93 7.59
Helping local economies thrive 726 A 6.73 6.26 V¥ 6.75
Minimising transport disruption 746 A 7.02 6.38 V¥ 7.22
Building skills and knowledge 7.27 7A7 7.05 7.19
Keeping Thames Water secure 813 A 8.46 A 8.07 747 V
Keeping our people safe and well 8.11 8.41 8.21 8.10
Delivering our essential services 838 V 937 A 945 A 839 V

A6 - Thinking about all the activities that you've just reviewed, we’d like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the coming
years, on a scale of 0-10, where O is ‘no priority at all’ and 10 is ‘very high priority’? Base: All respondents (698)



Very few significant differences by subgroups in terms of priority ratings for Public Value
activities

Priority of Public Value activities: subgroup differences

Gender Age Service type

Women gave significantly higher priority scores Significantly higher importance scores typically dual service customers gave significantly
than men for: given by customers aged 35+ for: higher importance scores for:

» (Getting more energy from renewable sources » Looking after every drop of water » (etting more energy from renewable

* Protecting services against climate change * Keeping rivers clean sources

* Helping those who need it most * Helping those who need it most * Protecting services against climate change
* Keeping Thames Water secure * Keeping Thames Water secure

» Keeping our people safe and well
» Delivering our essential services

AB. Thinking about all the activities that you've just reviewed, we'd like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the
coming years, on a scale of 0-10, where 0 is ‘no priority at all' and 10 is ‘very high priority’? Base: All HH customers and qual survey respondents (583)
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Very few significant differences by subgroups in terms of priority ratings for Public Value
activities

Priority of Public Value activities: subgroup differences

Location Ethnicity Disability

Thames Valley & Home Counties customers gave White customers gave significantly higher priority No significant differences by disability
significantly higher priority scores for: scores for:

» Looking after every drop of water * Keeping rivers clean

* Keeping rivers clean » Delivering our essential services

BME customers gave significantly higher priority
London customers gave significantly higher priority scores for:
scores for:
* Bringing communities together
* Bringing communities together * Helping local economies thrive
* Minimising transport disruption
» Delivering our essential services

AB. Thinking about all the activities that you've just reviewed, we'd like you to rate all of them in terms of how much priority you want Thames Water to allocate to each in the
coming years, on a scale of 0-10, where 0 is ‘no priority at all' and 10 is ‘very high priority’? Base: All HH customers and qual survey respondents (583)
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Appendix
Methodology and sampling details



Qualitative community research sample

This research was designed to capture the diversity of Thames Water’s customer base

Customer Groups Count completing the
research

Thames Water Customer Voices panel (‘Informed panel’) 59
Thames Water customers (recruited externally, ‘Informed fresh’) 38
Future customers (recruited externally, ‘Informed fresh’) 8

Business customers (recruited externally, ‘Informed fresh’) 17

130 customers were invited to the research, 122 (shown above) completed all questions to day 4 and 111 completed all questions to day 6
e Specific demographics collected from participants closely matched that of the Thames Water customer base* (details on following pages)

e Informed panel customers — The 59 members of our Customer Voices panel had undertaken two or more of the previous enhancement case
deep dives or PR24 foundational research activities. Therefore they already had some understanding of Thames Water’s proposed future
commitments and had given thought to some of the initiatives and challenges involved.

e Informed fresh customers — We also invited a set of freshly recruited ‘off-panel’ customers (38 existing customers, 8 future customers and 17
business customers) none of whom had been involved in previous research for Thames Water. These were informed of the issues through this
study.

* ‘Customer research and sampling approach September 2018’ document, supplied by Thames Water
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Qualitative methodology: customers reviewed Thames Water's 2050 strategic roadmap and

public value framework across a 6-day online community

Day 1 (7 April)

» Unprompted expectations of
Thames Water and what issues
are top of mind

* Initial responses on what
customers expect in each of the
five Vision 2050 outcomes
(water, waste/rivers, customer,
energy and communities)

* |nitial reaction to overall Vision
2050

Days 2-4 (8-12 April)

Objectives:

e Reactions to the 19 individual
goals of Vision 2050

e Assess if the timescale for each
goal is: about right, too fast or,
too slow

*  Gauge level of support for each
goal and reasons behind this

«  Ascertain for each goal -
personal importance, reactions
to current performance and
how changes will be achieved

Day 5 (13 April)

Objectives:
» Support for Vision 2050 overall
* Any gaps in the vision

* Assessment of importance and
then urgency of each goal

Day 6 (14 April)

Obijectives:

» Unprompted expectations of

Thames Water’s role beyond core
services

Initial responses to the proposed
public value framework

Importance of the 17 individual
activities in the public value
framework

Any gaps in the framework

Assessment of priority for each
activity
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Qualitative community research sample

Themes Water Customer Voices Customers (59)

Male 29 30
Female 31 29
18-24 9 1

25-34 13 13
35-44 11 13
45 -54 10 13
55-64 7 6

65+ 10 8
SEG AB 17 24
SEG C1 20 17
SEG C2 10 5
SEG DE 13 13
White 44 43
BME 16 16
Yes 8 9
No 52 50
Clean & Waste 37 35
Waste only 23 24

hames Water Population Quota targets Quota actual

Dual service area

London

Swindon/Oxford
Slough/Wycombe/Aylesbury
Kennet Valley

Guildford

Henley

Waste-only area

Affinity Water

South East Water

Essex & Suffolk Water
Sutton & East Surrey Water
Southern Water

Anglian Water

Prior research activities undertaken

PR24 Foundation

SRR NN SN

—
N

- =2 W w s

Net Zero deep dive

Trunk Mains deep dive

Waste headroom/spills/bathing deep dive
Lead Pipes deep dive

Sustainable abstraction deep dive

Quota targets from ‘Customer research and sampling approach September 2018’ document, supplied by Thames Water

S~ O Ww -

—
N

O -~ ~N=Ww

Quota actual

;
49
34
58
34
47
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Qualitative community research sample

Thames Water Externally Recruited Customers (38)

Quota targets [ Quota actual Future Customers (8)
Male 20 19
Female 20 19 Quota | Quota
Future customers (18-24 yrs) tarets | actual
Quota arets Quotaactual Male 5 4
BE ] 31 8 5 Female 5 4
3544 8 7 hames Water Population Quota targets Quota actual ABC1 5 5
45 - 54 7 v Dual service area CZF)E 5 3
e E E London 19 20 White 6 4
= 5 A Swindon/Oxford 3 3 BAME 4 4
: : Slough/Wycombe/Aylesbury 1 1 Dual service 7 6
Quota targets | Quotaactual [RAGELSNELSY 1 1 Waste only 3 2
T OUD Guildford 0 0
SEG AB 12 11 Henley 0 0
SEG C1 13 13 .
SEG C2 7 7 | EE R E e Business customers (17)
SEG DE 8 7 Affinity Water 8 8 . Quota
Ethnicit Quota targets [ Quota actual South East Water 8 3 Quota actil
White 30 21 Essex & Suffolk Water 2 2 0-9 employees 8 7
Sutton & East Surrey Water 2 2
BME 10 17 10-49 employees 8 6
" Quota targets | Quota actual nglian Water 0 0
vulnerabilit 9 J Water reliant 10 10
Les 364 344 Non-water reliant 10 7
0
Quota targets | Quota actual
Clean & Waste 25 23
Waste only 15 15

Quota targets from ‘Customer research and sampling approach September 2018’ document, supplied by Thames Water
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Quantitative methodology and sample

A 10-minute online survey was conducted between 19" and 271 April 2022 with 500 Household
(Uninformed HH) customers and 100 Business/Non-household (Uninformed NHH) customers

HH customers sample profile:

Unweighted Weighted Unweighted Weighted
I N N TN N [ N R N R

Gender Ethnicity
Male 241 48% 240 48% White 378 76% 370 74%
Female 256 51% 250 50% BME 122 24% 130 26%
Other / prefer not to 3 1% 10 204, Disability (vulnerability)
say
A Disabled 83 17% 70 14%
ge

Not disabled 417 83% 430 86%
18-24 55 11% 75 15%

Service type
25-34 80 16% 105 21%

Dual service JI5 67% 310 62%
35-44 113 23% 95 19%

Waste only 165 33% 190 38%
45-54 99 20% 85 17%

Region
55-64 70 14% 60 12%

London 296 59% 365 73%
65+ 83 17% 80 16%
SEG Egir:ﬁjsva"ey SHallils 204 41% 135 27%
AB 165 33% 145 29%

We applied demographic quotas in order to achieve a regionally representative
c 183 Sl o S50 sample — any skews were then corrected via weighting the data. N.B for ‘Region’, we
C2 38 8% 85 17% intentionally oversampled Thames Valley & Home Counties customers to ensure a
DE 114 539 105 21% more robust unweighted sample for analysis.



Quantitative methodology and sample

A 10-minute online survey was conducted between 19" and 271 April 2022 with 500 Household
(Uninformed HH) customers and 100 Business/Non-household (Uninformed NHH) customers

NHH customers sample profile:

Unweighted Weighted Unweighted Weighted
— o [ = o [ - W o [ v o [

Company size Industry type
0-9 employees 66 66% 90 90% . s
ploy d ° Construct|o.n, mmmg, o 20% 16 16%
10+ employees 34 34% 10 10% manufacturing, agriculture
Number of sites Wholesale, retail, repair
motor vehicles 14 14% 14 14%
‘ i 68% 94 94% ’
Single site 68 ° ° transportation
i-si 32% 6 6%
Multi-site 32 ° ° Accommodation and food 7 7% 7 7%
Region service activities
London 67 67% 73 73% Services — information,
financial, real estate,
Thames Valley & 33 339% o7 27% professional, scientific, 42 42% 48 48%
Home Counties technical activities, admin
and support
Public organisations,
education, health and 9 9% 9 9%
social work
Other services 8 8% 7 7%

We applied firmographic quotas in order to achieve a regionally representative sample — any skews were then corrected via weighting the data. N.B for ‘Region’, we
intentionally oversampled Thames Valley & Home Counties customers to ensure a more robust unweighted sample for analysis.



A note on sample size variations
Sample sizes vary across the project slightly due to participation levels across the six day community

* In a small number of cases throughout, differences may be observed in qualitative sample sizes (notably the ‘survey’ style
questions throughout both Vision 2050 and Public Value qualitative evaluations). The reason for this is that over the
course of a six day community, there will inevitably be some dropout

< Our initial sample counts were already upweighted to account for dropout (e.g. 60 informed panellists to ensure a sample
size of 50), and thus the overall sampling goal has not suffered as a result

« Over the course of six days, there were a small number of customers that dropped out, as well as some customers that
were unable to complete every day’s activities (e.g. two customers contracted Covid during fieldwork and contacted us to
apologise for not completing certain sections)

* In addition, Vision 2050 goals and Public Value activities were rotated across customers such that they did not all see
them in the same order. This combined with occasional dropouts means that base sizes can vary slightly with no clear
pattern

*  Wherever a survey style question has been answered, we have included this in the data, even if a customer did not
manage to complete all sections. In nearly all cases over 100 customers completed activities, with one exception where
a survey style question was completed by 94

« For quantitative survey data, a total of 711 responses are shown (those from the quantitative survey plus the survey-
style questions answered by qualitative community participants), however 12 qualitative community participants did not
correctly identify themselves at the survey stage, so they won't appear in some of the analysis, bringing the total to 699
(698 for the final Public Value survey question posed to both informed and uninformed audiences
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Verve's declaration that this research observes standards for high quality research (1)

Ofwat’s minimum standards
for high quality research

How we met these standards

Useful and contextualised

This research builds upon previous insights to understand what customers want from Thames Water in the near and longer term. The public value
framework was developed from previous customer insight. This research falls into a wider body of insight gathering aimed to understand
what customers want from Thames Water in the longer term.

Neutrally designed

In this research we spoke to customers with varying levels of knowledge of Thames Water, as some had been involved in previous research via our
Customer Voices community panel. This was to understand if pre-existing positive or negative bias towards Thames Water impacted views for the
topics explored in this study.

To negate any bias in this approach all customers in the qualitative online community were initially asked their general opinions about Thames
Water and what they wanted Thames Water to do in the future. They were then brought to a common understanding of Thames Water and its
public value framework. They were provided with details to help them make judgements on the seventeen public value activities, including a
contextual description about each topic. Billing impact was not available, but we did remind customers that there would be bill impacts to any
changes/improvements discussed, so we asked them to consider that in their answers.

Customers in the quantitative survey were presented with a more condensed set of questions and stimulus than in the qualitative survey.

We ensured that questions and stimulus in both surveys used plain English for maximum comprehension. A small number of Verve team members
not associated with the project fed back informally on survey comprehension as it was being developed.

Fit for purpose

We used a qualitative and quantitative methodology to fully meet the objectives of this research. Statistically robust data from the quantitative
research was used to sense check the interpretation of the qualitative insights, including segment differences.

The online community approach (used for the qualitative stage) enabled individuals to take part that may not have normally had the time to attend
focus groups or workshops (in-person methods that Thames Water used a lot for its PR19 customer research). The online community method also
allowed customers to express themselves individually and more freely without the social pressure of a focus group/workshop scenario.
Comprehension of the topics discussed was also helped because participants could view and review stimulus material at their own pace, allowing
them time to digest and reflect on information, without the pressure to answer immediately.

We ensured that questions and stimulus in both the qualitative and quantitative surveys used plain English for maximum comprehension, and in the
quantitative survey we included some open-ended questions to give further depth to the closed questions.

We did not feel this research was complex enough to require piloting before the fieldwork started, but as the online community allows our
researchers to individually moderate each participant, if there was any misunderstanding of the research activities then there was an opportunity to
clarify things.
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Verve's declaration that this research observes standards for high quality research (2)

Ofwat’s minimum standards
for high quality research

How we met these standards

Inclusive

We spoke to a broadly representative group of customers, including household, non household, vulnerable and future customers. We used
qualitative and quantitative methodologies (online community and online survey) to simulate different levels of being pre-informed about the topics
covered. We included some customers who’d been involved in previous Thames Water studies via the Customer Voices panel, as well as ‘fresh’
respondents. See the report appendix for a full breakdown of the sample and how it met Thames Water’s customer segment quotas.

The online methodologies used allowed individuals to have a voice where other methods may have restricted this. For instance, those that work full
time, have family commitments, certain disabilities, financial issues or language barriers might find it difficult to participate in other research
methodologies. With the exception of not being able to reach people with limited or no access to the internet, online methodologies work well to
attract involvement from a good cross section of Thames Water’s customer base.

Our research findings identify where there are any differences between customer segments.

Continual

Thames Water’s research and engagement programme is continuous. The findings from this research will be used in conjunction with previous and
future insights to inform Thames Water’s day-to-day service delivery (e.g. to improve customer satisfaction), business plan and long-term delivery
strategies.

Independently assured

Thames Water’s research and engagement programme and line of sight process will be reviewed by an independent expert assurance partner as
part of PR24 assurance.

Shared in full with others

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

Ethical

Verve is a member of and abides by the code of conduct of the Market Research Society.
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JOB NUMBER: 6253

PROIJECT: Vision 2050 and Public Value research

QUESTIONNAIRE VERSION: V1

DATE: 23/12/2021

SPECIEICATIONS:

Sripting specifications

UK, English Onby

Sample source ‘Customer
waices

Stimulus path TE]
— oA
Member Sat Qs Mo
Target Criteria Thames walar CUstomers

Hard Quota table — for 3™ party sompile only.
Overall Target Taotal n=100

[Codzrame | Taget% | Taget |

Customer Type

3™ party re-directs — A\ to odd for external somple provider projects

Mew research activity awallahle
Take part in important research to shape Thames Water's stratogy

Deear oo,

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

The research will involve logging inta a platform where we will ask you to read some
information on a variety of topics and share which you think are the most important.

The community will be open for six days, starting on March 30" and dlosing on April 7"
[with a weekend and a ‘break’ day on Tuesday 5* to give you time to respond to
everything).

once the research is complete, we may ask if you wish to submit a short video about
your overall thoughts on the research. This would be optional, though you would
receive & small payment in return for your time. 'We will be in touch about this if you

complete the research.

The activities should take no more than 30-45 minutes per day and everyone who
completes all the activities will receive an £80 VEX voucher (which can be used with
over 150 High Street brands].

Click here to register your interast if you would like to take park

Regards

Claire, Customer Voices Community Manager

QUESTIONNAIRE:

INTRO TEXT

Thank you for your interest in taking part in our research on the topic of Thames Water's strategic
jplans going forward,

Please click below to get started...
NEW PAGE:
SECTION A — SCREENING

PIPE IN FROM CUSTOMER VOICES
- Gender
Age
Ethnicity
Employment Status
Location
Clean and vwastewater) wastewater anly
Vulnerable
NPS

ASK ALL
Als. We are looking for people to take part in a piece of research which would involve logging into
a teat-based community and completing some activities. The activities will involve reading some

information and then giving feedback on the topic. The community will run for six days, starting
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creencr

an March 30ith and dosing on Apil Tth jwith a weekend and a ‘break” day on Twesday Sth to give
you time to respond to everything).

f you are sedected and complete all the activities, you will receive an £80 VEX voucher for your time.,
Whe will let you know by lanuary 10th if you have been chosen to take part.

Are you willing and available to take part?

1. Yes, | am free, and I'd like to take part
1. Mo, | cannot take part SCREENOUT

ASKIFA1=1
A2 The online discussion community will be hosted by Verve viia our trusted third-party supplier, a
market ressarch company called Further.

Please note, your email address will be shared with Further, inoder fot you to be invited to join
the community. Comments, activity results, yvideps and images you choose munluud.l’shau during
the community will be held on the Further platform. To read Eupthecs privacy policy please click
here [httpsy fwww. go-further.co/ privacy].

Whe may abo share comments, yideos and images with Thames Water for internal purposes only.
You can read their privacy policy here: hbtpss! o' th smeswater. oo uk ke galy prin oilicy.

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

L. Yes, Lam happy For you ta share my details and any comment [ wides [ image contact |
upload GO TOG1

1. Mo, Lam not willing for you to share my details and any comment [/ video /image contact |
uplead (This megns yow will not be mble to take port in this reseorch) SOREENOUT

ASKALL

MULTI CODE, RANDOMISE

Q1. The research will be conducted on an online platform —what device are you likely to e to
complete the research if you are selected? (Tick ol that opoly)

1. Smart phane

1. Tablet

3. Laptop'PC

4. MNare of the sbove (ANCHOR, EXCLUSIVE, SCREEN OUT)
ASKALL

SINGLE CODE PER STATEMENT. RANDOMISE ORDER OF STATEMENTS, BUT DO NOT RANDOMISE
ORDER OF SCALE

ASK ALL WHO PREVIOUSLY HAVE NOT
ANSWERED THESE QUESTIONS IN 6047 SEWAGE TREATMENT WORKS CORMPLIANCE.

G2a. What is your current employment status?

SINGLE CODE

‘Warking full time — 30 hours 2 week or mare (GO TO OZE)

Warking part time — between B and 29 haurs & week {G0 TO028)
Salf-amplyyed - working 30 haurs a week or mare (G0 TO O2B)
Salf-amplyyed - working betwesn 8 and 29 hours & week {G0 TO O2E)
Hot working but seeking work ar tempararily unemployed or sick

Mat working and not sesking wark

Currently on furlough / reduced hours [ employer imposed temparary leave of shoence ag s,
pesulenf the Caronairus

B In full time education

& Retired

10, Homemaker s housewife, househusband ete

11. Other {please spacify] [HOLD]

bl S L ol ol el o

ALL WHO CODE 1 - 4 AT Q24
G2b. In your job, are you responsible for dealing with Thames Water or for paying the water and
wiaste bill?
SINGLE CODE
1. Yes (GO TO Q2C)
1. Mo [EDTOOI)

ALL WHO CODE 1 AT Q28

G2c. What is the main activity of the organisation you work for?

SINGLE CODE

1. Construction, mining, manufacturing, agriculture

2. Whalesale, retail, repair motor vehicles, transportation

3. Accommadation and faod service activities

4. Serdces — information, financial, real estate, prafessional, scentific, technical actvities, admio
and support

5. Public cnganiation, education, beglth and social work activities

6. Other services

ALL WHO CODE 1 AT Q28

02d. How many workers {permanent and temporary] are there at your organisation?
0 - only yau f walf-amplyped

1-9 employees

10-39 employees

50-99 employess

100-249 employees

I50-499 employees

SO0+ ermployess

bl

ALL WHO CODE 1 AT Q28
G2e. As a proportion of your organisations” outgoings, how much does it spend on water?

Rlp

L

1. Less than 5% of cutpoings spent an water
2. Mare than 5% of autgoings spent on water
3. Dan't know

ASK ALL, MLATICODE, RANDONISE

3. Which of the following have you done in the past 5 years?

. Cleaned up your street or took part in a cleaner strests campaign
2. Reporbed a problem to the council such s fly tipping, Broken paving or dkeset bamgs that dan't
wark
Campaigned on & lacal issue such as reducing speed limits on local roads
Campaigned far environmental initiatives
Woluntesred For bacal charities or events
Raized funds for & local charity or cause
Taks an active part in a local society ar community groug (induding PTA, scouts etc)
Are invalved with the local councl Jeither an elected rale ar in a clerical capacity)
. E Areinvolved in running a lecal sparts club {age coach a kid's sparts team)
0. 8. Nane of the above | ANCHOR, EXCLUSIVE)

ASK ALL, MLATICODE, RANDONISE

04, Which of the following apply to you?

1. | have taken part in deaning up my street or bave taken partin @ deansr streets campaign in the
last 12 mpnths

2. Iregularly take part in & green gym {gardening activities that benefit the community)

3. | have recently been imvolved in 2 planting event (g planting trees or helping maintain the local
natural environment]

4. lama member or donaste regularly to an environmental or wildlife charity?

5. | taks part in outdaar sports or activity ina natural water environment {eg. fiching, surfing,
paddle boarding, rawing, wild swimming etc)

6. | have activaly researched in some detail the environmental impact of feodingwater guality

7. I have campaigned ar rased money for a local environmental issue in the last bwo years

8. lam disciplined abeut researching and using companies and products that are kind to the
enviranment

9. | eatethically (e have become a wepetarian/vegan, buy local or sustainable foods| for
enviranmental reasons

100 1 hawe invested in renewable energy for enviranmental reasons (Bg, solar panels)

11 | have invested inways to reduce water wastage in my home For erdironmental reasons {eg.
installed water saving shawer heads or flow restrictars)

[AMCHOR, ENCLUSIVE)

ASK IF WO APPENDED DATA, MULTIODDE, RANDOMISE
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Screener

MPS. If you were able to choose your water provider, how likely is it that you would recommend
Thames Witer to a friend or family member? On a scale of 0 to 10 where 0 is not at all likely and
10is mxtremaly likely.

[SINGLE CODE — SCALE FROM 0-10]

HIDDEN VARIABLE “NPS GROUP":
1. Super detractars {0-4)
2. Detractars |5-8)
1. Passives (3-8}
4. Pramoters {9-10)

COMPLETE MESSAGE
Thark you for expressing an interest in our ressarch.

Please note places are imited, so unfortunately, we cannot invite everyone to take part. We will
be in touch by Rtarch 28% if you have been selected to take part in the net stage, so please keep
an eye on your inbox, induding your junk-mail folders,

Congratulations! You have been selected to take part in the next stage of our
racearch praject for Thames Water
LT 4 four-day anling pap-up community

Hi s,

Thank yau far agreeing o taking part in cur exclusive research project far Thames Water, we
really appreciste you taking the time to join ws!

‘We are wery pleased to caonfirm yau bave been selected for the next stage our ressarch project
and we would like to invite you b our pag-up commaunity.

The community will run far six days, starting on March 3085 and dasing an Apeil Tth {with &
weekend and a “break’ day on Tuesday Sth to give you time to respand to evergthing).

During the resaarch we will be asking you about Thames Water and enviranmental initiatives,
wou'll also be asked ta evaluabe some material we'll be showing you. Your contribution will
directhy influence the decisions that Thames Water may take. You will also repeive a E80 VEX
woucher far completing a|l pf the taske.

As mentianed o you previcusly, Comments, activity results, yideps and images you chaose ta
upload,'share during the community will be held on the Further platfiorm. To read Further s

privacy policy please click here, We may alsa share comments, yideos and images with Thames
‘Water for internal purpeses only. You can read their privacy policy here.

Jain Further platform: {Insert link)
Your community maderators will be Ronan, lodie, Satirina and Graham - experienced colleagues

fram consumer insight agency Yerss,

If wau have any guestions about this community or the goal of this research project, please send
an amail to Ronan at BHegarty @addverse com or Graham at G Brown@addverve cam

If waw have any questions about the incentive offered for this praject or when it will be sent,

please contact us at claire Evevesaices. o uk

Many thanks,
Claire, Customer Viaices Community Manager

S
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Day 1: Introduction to the research and your expectations of Thames Water

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

« Thames Water is committed to meeting the needs of its customers now and in the future. We will be discussing Thames
Water’s vision for 2050 which is being planned to make significant changes and improvements to the service provided in
the future, while tackling challenges that the future may bring with a changing climate, population and economy. We are
looking for your feedback on Thames Water’s long term plans in this area.

» All of your feedback will be taken account of in a report written by Verve, and Thames Water will then use this to help
build their future plans.

« If you have any questions about this research, please don'’t hesitate to drop us a line.

*Future customer welcome™- Over the next few days we want to learn about what you expect of Thames Water and what you think of their
2050 vision and the proposed initiatives to achieve this. We know that you’re not a paying customer right now but please base your answers
as though you would be (because you may be a bill payer in the not too distant future!)

*Business welcome*- Welcome to the community! Over the next few days we want to learn about your views on Thames Water's 2050 vision,
the proposed initiatives to get there and tell us what this means for you and your business. Where possible, please try and answer from a
business perspective.
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Day 1: Introduction to the research and your expectations of Thames Water

Question 1. 1 (Introductions and what you expect of Thames Water)

« When you think about Thames Water, and all the activities you are aware that they are
involved in, what do you really want from Thames Water? What things are most important Th;‘lmeg Wrate(fj'sr the UK's largest water and wastewater
to you? SErvices proviae

» Do you ever talk to others (family, friends, neighbours) about Thames Water, or hear
about them on social media, radio, TV or newspapers?

« Have you seen or heard anything about Thames Water from these sources that has
changed what you think is important for Thames Water to do?

« What would you like to see from Thames Water in the future? This could be anything
related to what they currently do, or new/different things you'd like to see them do.

Now we'd like to tell you more about the scope of Thames Water’s responsibility and how MRS Sl N T e

Thames Water interacts with the water cycle, taking water from rivers and natural underground stores and turning it into
hghquallyd(kgw efltheﬂdelve the drinking water through a water pipe network to homes and businesses,

water gets to you and sewage is removed from your property: T A s e w A e
Question 1. 2 (Facts about Thames Water and the water cycle)

« What is your overall impression of Thames Water having read this?

« Did this tell you anything new or interesting or were you already aware of all of this?
« Do you have any questions or thoughts about Thames Water’s activities as a result?
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Day 6: Public Value

Welcome to the final day of the community. Thank you for everything so far!

Today we're going to think about things a bit differently. So far we've talked about Thames Water’s vision for 2050 and all the
different things it could do for customers.

Today we'll be thinking about, on the one hand Thames Water's core service, which is supplying drinking water, removing
wastewater from homes and businesses and managing your account and bills. And on the other hand, there are other
beneficial things it could do for customers, communities and the environment. For example:
« Added benefits from how the main service is delivered, such as using natural solutions for sewage treatment which
benefits wildlife.
» Or there could be extra activities that make a positive difference to customers, communities and the environment,
above and beyond the main service. For example developing renewable energy at sewage treatment works.
» You should bear in mind that Thames Water funds all its activities using money from customers’ bills. So, it's important that
all of Thames Water’s activities are things that customers actually want. This is what we'll be discussing with you today.

As a reminder, the core activities include the water and wastewater service and managing your account and bills.

Question 6. 1 (Should Thames Water contribute to society)

What else, if anything, do you think Thames Water could do to make a positive difference for each the following:
* You

» Other customers who receive Thames Water’s service

* Your community

* Wider society and the economy

* The environment
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Day 6: Public Value

We would now like to show you some activities that Thames Water could do to bring wider
benefits for customers, communities and the environment.

Question 6.2 (Introduction to Thames Water’s plan to help wider society)

« What are your initial impressions of these activities?

« Are there any activities that you feel are outside of Thames Water’s remit, things they
shouldn’t get involved in or that sound too ambitious for them? Please say why?

» Are there any activities you expect them to do in their role as a water and wastewater
company? Why?

» As an overall plan for Thames Water to be ‘a force for good’ would you support or oppose
this list of activities?

« Why do you say that?

The environment

Activity More about this

Getting more of our energy from renewable sources (such as the
sewage treatment process and solar panels and wind turbines on
sites)

Limiting the amount of water taken from vulnerable rivers and
streams, allowing groundwater to be replenished when it rains, and
making sure water is used efficiently by all customers

Protecting services against ~ Reducing the risks from extreme weather (such as flooding, cold
climate change snaps or heatwaves) which could impact water and sewage services

Getting more energy from
renewable sources

Looking after every drop of
water

Improving the variety of wildlife and plants in and around Thames

Looking after biodiversity Water sites

Making sure that sewage doesn't harm the quality of water in the

Keeping rivers clean et et

Protecting customers from noisy Thames Water activities such as

FEETTITE i D OO roadworks or water and sewage treatment processes

Customers and communities
Connecting you with your Providing areas and facilities to spend time outdoors, such as
surroundings reservoirs and wetlands
Providing opportunities to communicate, meet and learn within our
communities, such as community training, education and
volunteering
Helping those who need it Supporting priority and vulnerable customers with extra help when
most they need it

Bringing communities
together

Building trust Eaming customer confidence in Thames Water as a company

Supporting your health and  Providing activities that help our communities stay active and well,
wellbeing such as outdoor exercise at our sites

Helping local economies
thrive

Minimising transport Protecting customers from road or railway disruption that Thames
disruption Water activities may cause

Capability, employees and essential services

Building skills and Providing accessible and high-quality training, developing skills and
knowledge knowledge for our workforce

Keeping Thames Water
secure

Contributing to local economies, for example, by providing jobs

Protecting our sites, services and data from potential security threats
and w'éﬂ W FEEE Supporting employee wellbeing and protecting them from harm

Delivering our essential Providing drinking water to customers and taking away and treating
services wastewater, returning it safely to the environment
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Day 6: Public Value
Question 6.3- 6.5

Let’s look at the [each group of] activities.

« For each activity listed below please tell us:

« How important is each element as a role for Thames Water to fulfil, where 0 is ‘not at all an important role for
Thames Water to fulfi’ and 10 is a ‘very important role for Thames Water to fulfil’

» Please give brief reasons for the activities you ranked as most and least important

* |s there anything you think is missing in this list of environment activities that you would like Thames Water to
pursue?

* Intro to Public Value measures — SHOW ON SCREEN ON ITS OWN
« We would now like to show you some activities that Thames Water could do to give wider benefits for customers,

communities and the environment. Some of these wider benefits could come from how Thames Water deliver
the existing water and sewage services, for example using natural solutions for sewage treatment which benefits
wildlife. Other benefits could come from additional activities such as developing renewable energy at sewage
treatment works,

« |t's important that you remember that Thames Water fund their activities using money from customers’ bills.

» Please read through all of the following information.
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Day 6: Intro to Public Value measures

« AG. Thinking about all the activities that you've just reviewed, we'd like you to rate all of them in terms of how much
priority you want Thames Water to allocate to each in the coming years, on a scale of 0-10, where 0 is ‘no priority
at all’ and 10 is ‘very high priority’?

Aman!

Activiry More about tis

«  Getting more energy from renewable sources Gatng o enmry o | e el e pars rc i Rt 0
. — 2 Stes)
* Looking after every drop of water ook o vy drpit | LIOT0 e sk weer ke bom vt s d
. . . . o SRS, AROWK'Y) Groundwalar o b replensihe W it resns,
* Protecting services against climate change s b 5rc wener © used oflcert by 3 Csiomes
. . . . Protocing secvices sganst | Radudng the rsks oo axlreme weather (such &5 Sooding, ooid
b LOOk|ng aﬁer b|Od|V€rS|ty chmate charge saps of heatwaves) which could ampact waler and Sewage senices
* Keeping rivers clean Looking ifler biodveruty  TET0D the variely of wadie and planis i1 and around Tharmss
* Keeping noise to a minimum s Mg sure it ewagedoeart e the quskeyof vt i he

» Connecting you with your surroundings
* Bringing communities together

* Helping those who need it most

* Building trust

»  Supporting your health and wellbeing
* Helping local economies thrive

*  Minimising transport disruption

* Building skills and knowledge

* Keeping Thames Water secure

» Keeping our people safe and well

* Delivering our essential services

Proteching custormens froen notsy Thames Waler acthviies such as

Keeping nome 103 MRHTUM | | ok or waller and Stwage teatment [Yocessos

Koaping Thames Witor
e

Kooping our peopio sade
and vl

Profecirg our Sies, servicss and dal from polentinl sacunty thrests

SUROOring empiops welibisng and protacing hem froen harm

Providing diinking water 10 Customers and lﬂm
wostewbler, returming i safely 16 the emircoment mﬂﬂl




Qualitative stimulus



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

Severn Trent Water I—S/

Combridge Water

Anghlion Woter

Ao L
Bonbu 10 million
water
customers
Alesbury w
l:h'l'u'd- Affinity Water
THAMES VALLEY 5 |[|”|:1'::u
)
= fieadirg '5‘“’ Southem Water A
?/\‘ 15 million
Wessex Waler § enaaks B WaStewater
" Basingstoke Sutton & Ei., 1
Surrey Wates Ml et Wiater Customers
Seweroge oo Godol i

Woter supply area

— Dither waler
company boundary

Thames Water supplies an average of 2.7 billion litres of drinking water every day

to homes and businesses and it treats almost 5 billion litres of sewage a day
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Thames Water and the water cycle

Thames Water interacts with the water cycle, taking water from rivers and natural underground stores and turning it into
high quality drinking water. It then delivers the drinking water through a water pipe network to homes and businesses.
Once the water has been used (what goes down sinks and toilets) it is collected in the sewer network, ending up at
sewage treatment works where the water is treated so it can be safely returned to rivers again.

© Frecipitation

6 5 6 & b
5 & b & b
6 5 & & O

‘A, —

The Water Cycle

o Tre.-':rmg_: Water to your o wWater
sewage Jome distrnibution
s
ww o e mEoAn o ¥ .
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Qualitative stimulus:
Public value activities



The environment
Activit

Getting more energy from Getting more of our energy from renewable sources (such as the sewage
renewable sources treatment process and solar panels and wind turbines on sites)

Limiting the amount of water taken from vulnerable rivers and streams,
Looking after every drop of water | allowing groundwater to be replenished when it rains, and making sure water
is used efficiently by all customers

Protecting services against Reducing the risks from extreme weather (such as flooding, cold snaps or

climate change heatwaves) which could impact water and sewage services

Looking after biodiversity Improving the variety of wildlife and plants in and around Thames Water sites
Keeping rivers clean Making sure that sewage doesn’t harm the quality of water in the environment
: : . Protecting customers from noisy Thames Water activities such as roadworks
Keeping noise to a minimum
or water and sewage treatment processes
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Customers and communities

Activit
Connecting you with your
surroundings

Bringing communities together

Helping those who need it most

Building trust

Supporting your health and
wellbeing

Helping local economies thrive

Minimising transport disruption

More about this

Providing areas and facilities to spend time outdoors, such as reservoirs and
wetlands

Providing opportunities to communicate, meet and learn within our
communities, such as community training, education and volunteering

Supporting priority and vulnerable customers with extra help when they need it

Earning customer confidence in Thames Water as a company

Providing activities that help our communities stay active and well, such as
outdoor exercise at our sites

Contributing to local economies, for example, by providing jobs

Protecting customers from road or railway disruption that Thames Water
activities may cause
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Capability, employees and essential services
Activity

Providing accessible and high-quality training, developing skills and knowledge

Building skills and knowledge for our workforce

Keeping Thames Water secure | Protecting our sites, services and data from potential security threats

\va(z(ﬁplng our people safe and Supporting employee wellbeing and protecting them from harm
Providing drinking water to customers and taking away and treating

Delivering our essential services L :
wastewater, returning it safely to the environment
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Quantitative questionnaire



4

Thames Water
Customer Voices

PROJECT: Vision 2050 and Public Value

QUESTIONNAIRE VERSION: V2
FINAL

DATE: 06 May 2022

e

Thames Water

Customer Woices

WELCDME TEXT:
Thank you 'I'nrhl.'mi pu't'm thiz survey. Todey, we heve some qu!:tir.\m from Thames Water about
prigrities for the future and we would like to hear what you think about them.

Rt should take no more than 10 minutes to oom F|Et= ﬂEPEI'IdiHE on '!'UIJI ERIWERD.

Please dick on the MEXT button to get going.

Section SH: Household Customer Soreening — onby shiow to household oestomers

BSK ALL HH CUSTOMERS, OFEN

SH1. Flease provide us with your postoode. We use this for the parpeses of understanding which
part of the Thames Water supply region you lve in, snd which services you recefre from them.
|DESIGN NOTES: TEXT BOMX, FORLCE FOSTCODE FORMAT)

[USE MASTER POSTCOODES SERVICE AND WRZ FILE TO CREATE THE FOLLOWING VARIABLES]

SEAVICETIFE
1. CLEAM B WASTE

. "WASTE ONLY

GUILLFORD

HENLEY

KENMET VALLEY

LOMDON

SLOUGH,WYCOMBE/ AYLESBURY
SWINDON/DXFORD [IF “SWoX™)
RO WREZ

HF‘!-"P!-"!‘*!‘E

AFFANITY WATER
ANGUAN WATER
BRISTOL WATER
CAMBRIDGE WATER
ESSEK & SUFFOLK WATER
MID EENT WATER
ZEVERM TRENT WATER
S0UTH EAST WATER
SOUTHERN WATER

o SUTTON & EAST SURREY WATER
11 WESSEX WATER

1z, WRZ AREA

B ;e W R

e
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Thames Water
Customer Woices

IF DUTSIDE OF THAMES WATER SUPFLY AREA AND POSTCODE NOT ON LIST SOREENQUT

SLREENOUT MESSAGE (INCORRECT AREA):
Unfortunately, as you do mot fall within the Thames Water supply ares you do not meet the
criteria for this research.

ASK ALL HH CUSTOMERS, OFEN
SHZ. Flease enter your age.
[MUMERIC BOX, MAX 33]

|DESIGM NOTES: CREATE AGE GROUFP VARIABLE]
18-24

25-34

35-44

45-54

55-64

ES5+

[ o

ASK ALL HH CUSTOMERS, SINGLE CODE
SH3. Which of the following best describes your employment role?

1. SEmiar unqmiﬁ:d J trairees man sl worker 1:5. miarual workers, all up-pr:rm'l:u to b
skilled trades, carstaiosr, park kezper, non-HEV river, shap u.:tiﬂ:urlt}

z. Skilled Qualified f professional manual worker (e.p. skilled bricklayer, carpenter, plumber,
puirber. busfambulance driver, HEWV driver, A& patrodman, puhfbu' worker etr_]

3. Sup-:n."unnll nr:leﬁml."pninr mum&:riul.l’pmfmimb’uu mirdstrative [‘i' pifice worker,
stisdent doctor, foreman with 294 employess, salesperson, H::.}

4. Irtermedints mmuﬁ:ﬁuﬂpﬂﬂsimﬂudmir&hﬁz[e.ﬁ. nﬂ'}fquuifiﬂd [und:r!]!urs]

doctor, solicitor, bosrd director small nlpr&.uﬁun, migdls manager in large :-rEanisul:inn.
Pri-u:ipde officer in ol s-u'\'inq,ﬂn-mlﬁw:mmu'rt}

. HiEher LH '.....,’r o |/adimir m [!.E, establizhed doctor, solictor, board
director in & mrge Drﬂani.'.utinn [mm- employees, top level oivil szruun't.fpub-it service
empioyee]]

&, Stucent

7. Casual worker —nok in permanent employment

=. Ho eE ife, housshusbard et

4. Retired and Iiving on state pension

10. Retired and living on private pension

11. Unemployed or mot working due to long-term sickness
12. Full-time carer of other housefald member

i3, Other

|DESIGH NOTES: CREATE SOLIAL GRADE VARIABLE]

SEGL
1. AE - IF & = CODE 5 SELECTED / B = CODE 4 SELECTED
Z. C1—IF C1 CODE 3, 10 OR 6 SELECTED

Thames Water
Customer Woices

3. L2 —IF 2 = COMDE 2 SELECTED

&, DE —IF D= ODDE 1 SELECTED f E = CODE 7 - 9 0R 11 — 13 SELECTED

SEG2

1. ABC1 (& = OODE 5 SELECTED /B = CODE 4 SELECTED f C1 = OODE 3, 10 OR & SELECTED]

2. CZDE (L2 = OODE 2 SELECTED f O = CODE 1 SELECTED [ E= OODE 7 -9 0R 11 - 13 SELECTED)

ASK ALL HH CUSTOMERS, SINGLE CODE
SH4. Which of the following ethnic groups do you consider you belong to?
Asian or Asan BI'iI:ishFTI'LE DHL‘!’]

. Irdian

z. Faiistani

3. Eanpindeshi

a, Any other Asinn background “}H&s: sp-e:i"-] [oPEN]
BIHI:I.FTI'LE DNLﬂ

3 Eilsck Britishi

&, Elack Caribbean

7. Edack African

=. Any other black background “HEHSI: sp:uﬂ” [mPEN]
EPiBE‘ LE DHLﬂ

9. hinese

10. Any other Chiness beckground [P-Ieu.'.: :Fu:'l'lll] [mPEN]
Mined Race [TITLE ONLY)

11, Wihite and Black Caribbean

12. ‘White and Black African

13. White and Asisn

14. Any other mixed oeckground [Pleu-e :pe:l'lll' [oPEN]
White [TITLE ONLY)

= Wihite Britishi

1B. White Irisk

17. Any other white background [pi:ﬂse spﬂ:l',-] [orEN]

i8. Glmzr[plzue :Fu:'rhll] [oFEN]
19, Prefer pot to say
[DESIGM NOTES: CREATE ETHNIOITY VARIABLE]

1. WHITE — IF 54 = 15-17
Z. BME—IF54=1-14 DR 12 OR 19

ASK ALL HH CUSTOMERS, MULTI CODE
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Thames Water

Customer Woices

5HS. Do you consider yourselt to be officially disabled defined by the Equality Act 2010 a5 &
physical or mentsl impairment which kias & substantisl snd long-term sdwerse effect on 8 person's
sibility to carmy cut dey-to-dey activities'? If yes, which of the following disabilities do youw consiger
yourself to hawve? Please sedect all that apply:

Visual disability

Hearing disability

Mobility disabikity

Learning disabality

Mental health condition

Cnronic iliness

Dizability requiring the use of at-home medical equipment [e.. dabyzis machires|

Other, please sp-el:il‘!-

| 50 not have any of these conditions or disabilities

BENAYE NN

[DESIGM NOTES: CREATE DISABILITY VARLABLE]
1. DHSABILITY: 5HS = 1-8
Z. RO MEABILUTY 5H5 =35

ASK ALL HH CUSTOMERS, SINGLE CODE
SHE. Are you_?

1

z.

3. Other gerder category
4. Frefer not to say

ASK ALL HH CUSTOMERS, SINGLE CODE
SHT. To the best of your kmowledge, do you hawe a water meter installed at your home, property?

Yes. | have @ water mater inctalled at my hnm:."urnp-ert'r' el pery for what we use

z. Ma, | do nntm'eamrmet!rimlalhdutmlll hurn-ﬂpmperhll i.!.lpqv,'u fined smaount
each month
3. Don't know

Thames Water

Customer Yoices

Section 5B: Bwsiness Customer Soreening — only show to business oestomers

ASK ALL BUSINESS CUSTOMERS. SINGLE ODDE
SB0. Which of the Tollowing best desoribes your level of responsibility for managing the supply of
water amd wastewater services at your organisstion’s property?

Solely rup-unsihl! J kb= main pErson ressonsible
Purl:iull-r' rupnﬂ:i:\le.l’ one of several people rupnnn'ble
Bill pyer J mdmimistrator of the acoount

| am not responsible at s ll SCREEMOUT

BWppE

ASK ALL BUSINESS CUSTOMERS, OPEN

581 Please provide us with the postoode for your besiness. We use this for the purposes of
urderstanding which part of the Thames Water supply region it is besed in, snd which services you
recedve from them.

[DESIGN NOTES: TEXT BOX, FORCE POSTCODE FORMAT]

|WSE MASTER FOSTCODES _SERWICE AND WARZ FILE TD CREATE THE FOLLOWING VARIABLES]

R
1. CLEAN & WASTE
2 WASTE ONLY

GUILDFORD

HENLEY

KENMET WALLEY

LOMDON
SLOWGHWYCOOMBE/AYLESEURY
SWINDOM/OXFORD [IF “SWOK")
MO WRZ

bl ]

NN WAT AREA

AFANITY WATER
ANGLAN WATER
BRISTOL WATER
CAMBRIDGE WATER
ESSEX & SUFFOLK WATER
MID EENT WATER
SEVERM TRENT WATER
SOUTH EAST WATER
SOUTHERN WATER

io. SUTTON & EAST SURREY WATER
11 WESSEX WATER

i1z WRZI AREA

L LB L L

r



Thames Water
Customer Yoices

IF DUTSIDE OF THAMES WATER SUPFLY AREA AND FOSTCODE NOT ON UST SCREENOUT

SCREENOUT MESSAGE (INCORRECT AREA):
Unifortunately, as you do mot fall within the Thames Water supply area you do not mest the
criteria for this research.

ASK ALL BUSINESS CUSTOMERS, SINGLE CODE, RANDOMISE 1-5

B2 What industry does your business operate in®

1. Construction, m'l1in5 mumﬂ'ucturins, aEri:ulhlr!

z Wnobesals, retsil, mpuirmuturu:ricls,nnspnrmﬁnn

3. ADcommodation and food servioe activities

4 Services — information, finarcial, real estate, orofesssonal, soientfic, techmical actvities,
admin and support

Fublic GI'EHHEFI‘EDHF_. sducation, health and sodal work
E. Other services

-

ASK ALL BUSINESS CUSTOMERS, 5INGLE CODE, DD MOT RANDOMISE

583, Including yourself, how many smployees work within your business?

1. C-3 empioyees
z. 10-243 employess

3. 230+ employees

ASK ALL BUSINESS CUSTOMERS, SINGLE CODE

B4, How many 5ites does your business operate from?

oo kW
m
g
5

Thames Water |
Customer Woices

ASK ALL BUSINESS CUSTOMERS, MULTIODDE. RANDOMISE 143
ZE5. Which of the following options apply to you, in relation to the supply of wiater to your
business?

Water is wital for...

1. ~the manufscturing process which is essential to the running of your organisation (e.g. to
power mau:hl'n:nll, uﬁril:ultun:l production =t|:.|

FS —the supply of serdices your organisation provides (e.p. cleaning services etc |

3 —&n ingredient or part of the product or service your organisation provides (2.5, food or
drink, cheamical, cosmistics manufscturer etr_:|

4, ~nigrmal gomestic use for your arganisation’s customers and employees (g customer
toilets, supply of drinl:ir'g wuter‘]

3. Haone of the abowe HOLD. EXOLUSIVE

Section A Introductions — show to all

Intro snd background — SHOW ON SCREEN ON ITS OWN

Before the survey fullly begins, here are some more details on wivy Thames Water are carmying ot
this research.

Thames Water are committed to mesting the needs of its customers now and in the future. First of
all, we will be discussing Thames Water's vision for 2050,

Thames Water sre planning to make significant changes and improvements fo the service they
provide over the coming decades, while tackling challznges that the future may bring, such as =
changing climate =nd growing population.

You will be asked to review and rank various initistives that could be part of Thames Water's
wisicn for 2050. All of your feedback will be takem sccount of and will heldp to support dedisions
mhout whiat course of action Thames Water may taie.

Please diick MEXT to continue.

ASK ALL, GRID, SINGLE CODE FER ROW
A1 Flense resd the following, which are the owerall sims for Thames Water's vision for 2050,

® Water: Ensure there is Enough water and cevelop & fubure-proof weter network that avoids
leaks and interruptions to customers” water supplies

= ‘Waste and rivers: Prevent all sswer fiooding and wastewster poliution (when untreated
wastewater spills into properties and rivers] and lead the effort to restone the quality of
Fivers and streams

*  Customers: Deliver great customer service and value for morey

=  Emergy: Help tackie cimate change by becoming ‘net pegative’ (when we take more carbon
out of the atmosphere than we put in] and maximise the green energy produced for
ourselves and for ool communities
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Thames Water
Customer Yoices
* Impect on communities: Thames Water are a force for zood in communities by eEminating

water poverty [:c- all customers can afford bo pay water :|i||s|, :ruuin’n; _ic!hs and skills and
developing the land around its buildings and works responsioly

How important are esch of these areas of Thames Water's service to you, on @ scale of 0to 10,
where 0 is “not at all important’ and 18 is *very important™

0 -not at 20— ve
all i|2]|2|a|5||7|&8|9 im :t
important F

Wister: Ensure there is snough water
and develop & future-proof water
network that awoids leaks and
intermaptions to customers” water
supplies

Waste and rivers: Prevent all sewer
Tiooding and wastewster poliution
[when untreated wasteweter spills
into properties and rivers| and lead
the effort to restore the quality of
rivers snd streams

Customers: Delver great customer
servioe and valuse for money

Energy: Help tackle dimate change by
becoming et negative’ |when we
taike more mrbon out of the
stmaasphere than we put in] and
mazimise the gre=n energy proguced
for oursehees ard for kol
Communities

Impact on COMMUnties: ThEmes
Water are a force for good in
communities by eliminating water
poverty (5o all customers can afford to
pay water bills], pru'-'l'dinEju b5 and
skills and developing the land arcund
its buildings and works responsioly

ASK ALL OFEN TEXT WITH "NOTHING MISSING' TICK BOX

AZ._ |5 there amything missing from the list that you think Thames Water showld aim to do for the
Tuture?

=

Thames Water
Customer Yoices

nitre to ision 2050 goals — SHOW ON SCREEM ON IT5 OWHN
Mow plense resd more details of the individual goals that will kelp Thames Water achiewe their
wisicn for 2050, across the five aress we just disoussed [water, waste snd rivers, CUstomeEr, ERETRY
and communitiss).

Each of the descriptions will give you a summary of the issee - how Thames Water are carrenty
performing and where they want to be by 20500

Well be asking you to pricritise these gosls based on what you think abowt esch one in princple.
In other words, do you think each gosl is even an issue, do you ane sbout it, do you agrees with
the ambition and the timescale of 2050.

It's important thet you remember that Thames Water fund their sciivities using money from
customers’ bills. We're really interested to hear what you think abowt each goal, but please don't
WOy about what each individual gosl might oost.

NSERT “VISION 2050 GIOALS" STIRULLS
Plense diick MEXT to montinue. HIDE THE NEXT BUTTON FOR 30 SECONDS.

ASK ALL GRID. RAMDOMISE ROWS. SINGLE CODE PER ROW

A3, Mow that you have reviewed all of the goals, we want to understand how important esch cne
is to you, jn relation o esch otier. Fiesse rate each of the goals om & scale of O to 10, where 0 is
“not st &l important” and 10 is ‘very important”.

MSERT “VISEION 2050 GOALS" STIMULLS

0 - not at 20— ye
sl 1|2|3|4|5|e|7|2|9 im :ft
important F

Gusrantes high quality drinking water

Repiace all lzad pipes

Provide a mare reliable supply of
water

Reduce leakage to below 10% (the
proportion of waber that lssks out of
Fip-es on its -ru:rtocmm:rs]

Help customers to use much less
water ot home

Ensure thers is enough water for
customers in the future, without
taking too much from rivers and

harming the envirorment

=
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Thames Water I@
Customer Yoices "=~

Stop all sewaze ‘I'Io-urll'n; ba homes,
gardens and businesses

Preyent hizavy raindfall from musinE
sewage overfiows and sewnge soills
inko rivers

Lead the improvement of rivers in our
r:;iun 50 they become amang the
heafthiest in the UK

Help reduce disruptive rainwater
'I'I\:!Dd'nE

Prowide an easy and personaised
customer sersice, us'n; the latest
technology, for evergone who uses the
servioe

Fin service issues on the =ame day

Ke=p bills affordabie snd show that
servioss are values for I11l:|I'|t:|'

Help tackle cimete change by
becoming et negative’ |when we
take more arbon out of the
stmasphere than we put in)

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

Prowide an inchesive service that works
for everyoody and that everyone can
wiford, :u:lpclrh'n; different nesds ard
CFrcum stances

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

Use the land Thames Water owns to
beneiit wildife and create rabural
spaces for people to visit

Us= the Isnd Thames Water owns to
create jobs and housing

Thames Water I@
Customer Voices “="

Piewse review the score pow howe given soch goal in relgtion to the other goois and that tiis feels
rigiwt to you before yow move on.

SHOW ON SCREEN ON ITS AN
Now we want to understand how urgent it is that Thames Water make the improvements to each
goal.

For examiple, you may think thet

= Goal X i very important to you, but thinking about current performance, you may think
thils is alresdy pretty good, and 5o it is less urgent for them to make the improvements
right now.

= Onthe ofher hand._.

# Goal ¥ may be less important to you, but you might think periormance sppesrs pretty
poor, mnd o it i more ungent for them to make the improvements right now.

These examples are o show that importancs snd urgency can be fwo separate issues, so for this
question we would like you to think in terms of which goals might be prioritised.

Please re-read the list of gosls we provided, cutlining whers performance is now and where
Thames Water are aiming to be in 2050 for zach.

NSERT “VISION 2050 GOA

IMLILLRS

Pleaze oiick MEXT to continue. HIDE THE NEXT BUTTON FOR 30 SECONDS.

ASK ALL GRID. RAMDOMISE ROWS. SINGLE DODE PER ROW

B4, How wrgent is it thst Thames Water maies the improvements for esch of the gosls, om s sosle
of @ to 10, where 0 is ‘not at all urgent to make the improvements” and 10 is “very urgent to make
the improvements T

Please only allocate s score of O if you do not think Thames 'Water should do this st il

We have shown you the scores you gave for ‘importance’ so that you can refer to these while you
decide on how urgent each goal is.

NSERT “VISION 2050 GOALS” STIMULUS
0— mot at all 10— wery
wrgent to ilzlzlalslelv]els urgent to
make make
improvements improvements

Gusrantee high quality drinking
water

Repisce all lead pipes
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Customer Yoices ="

Provide a more reliable supply of
water

Reduce leakage to below 10% (the
proportion of waber that leaks out
of pipe=s on its way to customers)

HElP customers to wse madh less
water ot home

Ensure thers is enough water for
pustomers i the future, without
taking too much from rivers and

harming the environment

Stop all sewage flooding into
homes, sardens and businesses

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

Le=d the improswement of rivers in
our region 50 they become among
the benlthiest in the UK

Help reduce disruptive rainwater
Tiooding

Provide an easy and personalised
customer service, u:'n; the lakest
tel:hnobml.hr eweryane who
uses the sersice

Fix serdice issues on the same day

Kes=p bills affordable and show
that services are value for morey

Heip tackle cimate change by
becoming ‘met negative’ (when we
talke more mrbon out of the
stmasphere than we put in)

Maximize the green energy
produced for Thames Water and
Taor local communities

Thames Water

)
Customer Woices "=

Provvide an inclusive service that
works for IE'UIEF‘Ilthﬂ'Il and that
EVEryORe N affor, SUppoTting
ditfersnt nasds and droumstances

Create attractive joibs for people in
Dur coemm unities snd help develop
skills

Use the land Thames Water awns
to benefit wikdlife and create
natural spaces for people ko visit

Uz this |ang Thames Wabsr awrs
to creste jobs and housing

Filease review the soore yow howe given soch goal in relation to the other gools and thot bhis feels
rigiht to you before pow move on.

ASK ALL OFEN TEXT WITH "NOTHING MISSING" TICK BOX
A5, Was there snything mizsing from the list of gosls that you think Thames Water should sim to
do for the futore?

nire to Public Valee measures — SHOW 0N SCREEN OHN TS OWAWN
We would now like to show you some activities that Thames Water could do to give wider
Bemefits for customers, communities snd the epvironment. Some of these wider benefits could
come from how Thames Water deliwer the existing water and sewsge services, for sxample using
natural solutions for sewage trestment which benetits wildlife. Other bemefits could come from
wdditional activities such s developing renewable snergy ot sewage trestment works.

It's important that you rememibrer that Thames Water fund their schivities using money from
customers’ bills.

Please read through all of the following information.
NSERT PUBLIC VALUE ACTIVITIES' STIMULUS

Plense dilck MEXT to montinue. HIDE THE NEXT BUTTON FOR 30 SECONDS.
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BEK ALL GRID. RANDOMISE ROWS. SINGLE CDDE FER ROW

A5 Thinking about all the activities that you'we just reviewed, we'd like you to rate all of them in
terms of how much priotity you want Thames Water to allooste to =ach in the coming years, on a
scale of 0-10, where @ i ‘no priarity 5t sil' amd 40 i *very high priority?

NSERT PUBLIC WALUE ACTIVITIES" STIMULLUS

0-mno 10 -very
priority at i
all prioTity

-
]
w
=
n
m
=i
L]
w

g

G-eﬂ:ins more energy from renewsbis
SOUrTEs

Lﬂﬂkil'ﬁ after ev:ry drnp of water

Protecting services agminst climate
I:h!l'lEE

Looking after biodiversity

Ke=ping rivers clean

Kesping noise to & minrimum

Connecting you with your
SWTOURdings

Bringing communities togsther

Helping those who need it mest

Building trust

Supporting your health and wellbeing

Helping local conomies thrive

Mirimising trarsport disruption

Building skills and knowledge

‘Etﬂil‘ls Thames Water sacure

Kl!tllil'ls our Fﬂﬂpll! safe and well

Delivering our exsential services

Thames Water I@I
Customer Woices "=~

ASK ALL OFEN TEXT WITH "NOTHING MISSING' TICK BOX
A7. Was there anything missing from the list of activities that you think Thames Water should sim
to do to give wider benefits to custemers, communities snd the environment?

STOMERS G0 TO EMD TEXT AFTER AG

Section B: Further profiling

SHO'W TO HH CUSTOMERS ON SCREEN ON ITS D'WN
Finalby, just & few more questions shout you to kelp B put your BRSWers into context.

Please dlick MEXT to continue.

ASK ALL HH CUSTOMERS, SINGLE CODE
B1. Please could you confirm which household situation best applies to you?

u"n'n5 N Y oWR {l:hilur\:n mave = hum:]

Lising an my awn (no chikdren]

Liwing an my own with children under 15

u"n'n5 with nurtner."spwse {l:hil:lr\:n mave =t hnm:]

IJ".'l'n; it nurtrler."spw:le {m:! |:hildr\en|

u"n'ns with nurtner."spwne with children wnder 18

u"n'n5 with other acult fa 'nirj- members that are aged 18 or okder [-e.s. mduilt childinen, parents
mredfior eiderly relu'ﬁ'-'\es|

5. u"n'ns with other adults that are nun-famil-ll members .5 triends/fiatmates

Hm s N

ASK ALL HH CUESTOMERS, SINGLE CODE
BZ. 'What is the combined et income (take home pay) of your howsehold? By this we mean how
much money does your household receive after deductions.

Wi wowld fike pou bo inclede any benaffts raceived or benajits poid directiy to pour londlord o5 part of
your rent [@.g. Howsing benafit]. however pow con't reed to include any cisabdity related popmants
as Mcoma.

Unto Em.umrr'\ear."up to £557 & month
£10,001 - £12.000 & 'r!ur_."i&ill - £1,000 s month
£12,004 - £14,000 = year [ £1,001 - £1,166 = month
£14,001 - £15,383 a year J E1,187 - £1, 365 8 month
£15,385- £19.747 & bt J E1,3565 - £1 646 & month
£15,7458 - 230,000 & year J E1,647 - £2,500 & month
£30,001 - £40,000 2 year J £2,301 - £3, 300 8 month
£40,001 - £30,000 & bt J £3,301 - £4,100 & month
£30,001 - 270,000 & year J £4,101 - £3,B00 & month
£70,001 - £100,000 5 yeur.-' £3,801 - £8,300 & month
More tham £100,000 a :r:ur_."mar: tharm £8,300 8 month
Frefer not to say

LR N

R
pER

CLOSING TEXT
Thats all for todsy! Thank you so much for taking the time to complete this survey, we apprecate
your fesdback.
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Public value stimulus shown at question A4

The environment

Activity More about this

Getting more of our energy from renewable sources (such as the
sewage treatment process and solar panels and wind furbines on
sites)

Limiting the amount of water taken from vulnerable rivers and
streams, allowing groundwater to be replenished when it rains, and
making sure water is used efficiently by all customers

Getling more energy from
renewable sources

Looking after every drop of
water

Proteching services against = Reducing the nsks from exireme weather (such as flooding, cold

climate change snaps or heatwaves) which could impact water and sewage services

Improving the variety of wildlife and plants in and around Thames

Looking after biodiversity Water sites

Making sure that sewage doesn't harm the quality of water in the

Keeping nvers clean .
environment

Tl T oy SO S Protecting customers from noisy Thames Water activities such as
ping roadworks or water and sewage treatment processes

Customers and communities

Connecting you with your Prowviding areas and facilities to spend time outdoors, such as
surmoundings reservoirs and wetlands

Providing opportunities to communicate, meet and learn within our
communities, such as community training, education and
volunteenng

Helping those who need it Supporting priorty and vulnerable customers with extra help when
most they need it

Bringing communities
together

Building trust Eaming customer confidence in Thames Water as a company
Supporting your health and  Providing activities that help our communities stay active and well,
wellbeing such as outdoor exercise at our sites

m?ilf'lang s Contnbuting to local economies, for example, by providing jobs
Minimising transport Protecting customers from road or railway disruption that Thames
disruption Water activities may cause

Capability, employees and essential services

Building skills and Providing accessible and high-quality training, developing skills and
knowledge knowledge for our workforce

SK;EF;QQ ULy e Protecting our sites, services and data from potential security threats
:ﬁ?:;% R BEEHE Supporting employee wellbeing and protecting them from hamm
Delivering our essential Providing drinking water to customers and taking away and treating
Services wastewater, returning it safely to the environment
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