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Background and methodology



Background (1): Vision 2050

« Thames Water has developed a strategic vision
known as Vision 2050, rooted in existing customer
and stakeholder insights.

» This details all goals of core service and additional
goals that Thames Water aspires to meet by 2050, in
the form of customer outcomes.

* The main purpose of the research is to test if Thames
Water has accurately interpreted customers’
expectations and understand how customers
prioritise these various outcomes. This will influence
the planning and delivery of the outcomes.

« The language in the 2050 vision was modified to be
more customer friendly. The next slide shows the
original version; the slide following shows the
customer facing version used in the research.

» Following evaluation of the plan overall, customers
evaluated each goal of the plan separately.

B Custorer

Delwer great customer service and value for




Background (2): Vision 2050 in its original form

Solve water scarcity and develop a resilient network for
our customers that avoids supply interruptions and
leaks

» Guarantee an uninterrupted service with leakage % in
single digits

» Guarantee high quality drinking water

* Eliminate all lead pipes

* Enable customers to reduce average water
consumption by ~30-40% (PCC under 110l/d)

 Secure sufficient water supply to meet future demand
without damaging environmentally sensitive sources

Waste and Rivers

Prevent all sewer flooding and wastewater pollution;

lead the wider effort to restore our water courses

* Eradicate sewer flooding, especially in homes, gardens
and businesses, including stopping ‘unflushables’

* Build resilience against stormwater to stop all pollutions,
sewage overflows, and sewage spills into rivers, across the
entire network

* Lead the improvement of the environment and cleanup of

rivers in our region to become among the healthiest in the
UK

* Support efforts to reduce damaging river flooding

)

Note: please see 2050 Vision for more details and key assumptions

Deliver great service and value for all
customers, build passion for water saving
and cleaning up waste

* Provide an effortless service that is
personalised and digitally enabled

* Fix service issues the same day

* Keep bills low vs incomes and show that
our services are value for money

* Motivate customers to adopt efficient
appliances and digital tools to save water
and waste

* Treat everyone who consumes our
services as a customer and partner with
others (retailers, NAVs, property
developers, etc.) to reach them

« Continuously evolve the customer service
experience, embracing digital innovation,
partnering with new market entrants and
adapting to changing consumption
patterns

Energy Transition
Maximise the green energy we produce for ourselves
and local communities

* Achieve our net-negative carbon strategy
* Become a major producer of green energy using
multiple technologies, creating 3 TWh+ production

* Drive the energy transition beyond the Thames’
footprint, building specialist businesses where we
have competitive advantage, and ensuring our
supply is truly renewable

Communities Impact

Be a force for good: eliminate water poverty, lead in

re/up-skilling communities and develop land assets

responsibly

* Provide inclusive service and ensure water is affordable

* Create attractive and diverse employment opportunities;
drive change in our supply chain and beyond

* Take leading role in re-/upskilling our communities

* Implement a balanced land-use strategy, delivering

investment, local jobs, biodiversity gain and access to
nature-based recreation

* Deliver property-related projects with inherent
sustainability and social value to address societal issues

such as affordable housing




Background (3): Vision 2050 simplified as presented to customers

Ensure there is enough water and develop a future-
proof water network that avoids leaks and interruptions
to customers' water supplies

» Guarantee high quality drinking water

* Replace all lead pipes

* Provide a more reliable supply of water '

* Reduce leakage to below 10%
* Help customers to use much less water at home

* Ensure there is enough water for customers in the
future, without taking too much from rivers and
harming the environment

Customer

Waste and Rivers

Prevent all sewer flooding and wastewater pollution
and lead the effort to restore the quality of rivers and
streams

* Stop all sewage flooding into homes, gardens and
businesses

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

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

* Help reduce disruptive rainwater flooding

Deliver great customer service and value for

money

* Provide an easy and personalised
customer service, using the latest
technology, for everyone who uses the
service

* Fix service issues on the same day

* Keep bills affordable and show that
services are value for money

‘ » Maximise the green energy produced for Thames

Energy Transition

Help tackle climate change by becoming 'net
negative' and maximise the green energy produced
for ourselves and for local communities

* Help tackle climate change by becoming 'net
negative'

Water and for local communities

‘ responsibly

Communities Impact

Thames Water is a force for good in communities by
eliminating water poverty, providing jobs & skills and
developing the land around its buildings & works

* Provide an inclusive service that works for
everybody and that everyone can afford,
supporting different needs and circumstances

» Create attractive jobs for people in our
communities and help develop skills

» Use the land Thames Water owns to benefit wildlife
and create natural spaces for people to visit

* Use the land Thames Water owns to create jobs

and housing




Background (4)

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.

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

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

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 Vision 2050 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 N 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 ' g Understand their views on Understand what they

(&)

= Undeorfstauré?i ér?/gﬁjréance Understazgrﬁ%t;hc wale Thames Water role in expect Thames Water

8 P P delivering public value to do/not do

e}

O

How important are the wider

benefits we deliver for
communities and the
environment

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

Where should Thames
Water activities stop?

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

* The latest research was conducted by Verve using online qualitative and quantitative methodologies.
« At the 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 er the future
Qualitative online 583

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 Vision 2050 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
Vision 2050

Based on both qualitative and quantitative findings



Vision 2050 - overview of key objectives

ies Vs en 2050 araiians Lngerstana whanis

important for AMP8

Understand priorities

Ensure the Strategic

Roadmap is
comprehensive

What is the right destination Given where Thames Water are,

When should we achieve the Vision

Are there any gaps in the Vision

. : . oy 5
(ambition) for 20507 lwh|ch area is mo§t important to 2050 ambitions by? 2050 or 2050 ambitions?
improve in? What is most urgent? sooner?
» Most customers are in support of * The most important area for the » Customers are satisfied with the Overall customers felt Vision
the overall vision for 2050 and vast majority of customers was Vision 2050 goals but felt some 2050 was comprehensive
felt all 5 of the strategic themes attributed to the area of ‘Water’. could be achieved a lot sooner. enough for them and had nothing

to be of importance. « Customers scored vision 2050

goals centred around ‘Water’ as
the most important .

» Environment related goals,
although important, were felt to
be less urgent.

* Quantitative data indicates that
Water & Waste are rated as most
important an in urgent need for
improvement.

to add.

Those with less experience of the
water industry put their trust in
Thames Water’s vision and
consideration for customers.

A minority wanted more detalil
and clarity of each goal.

10



Customer evaluation of Vision 2050

Evaluation of Vision 2050 was a three stage process

1. Customers initially viewed a schematic of Vision —°
2050, featuring all of the goals broken down into
each of the themes. The Vision was evaluated as
a whole and customers were asked to prioritise the

themes in order of importance

2. Each goal within the themes was then evaluated

using a templated explanation including topic,

current performance, comparison against other

Thames Water's overall vision for 2050

water companies and goal for 2050

3. Customers then conducted a quantitative exercise
where each goal was evaluated in terms of both
importance to customers personally and perceived
urgency for improvement based on the information

provided. This was then charted as an overall

importance vs. urgency for improvement matrix

Guarantee high quality drinking water

Whatis this about?

+ There are rare instances when drinking water does not meet the strict
safety and quality standards expected.

Where are Thames Water now

+ Last year there were 5 instances of unsafe water quality across the
Thames Water region which meant the water supply was turned

off temporarily in local areas.

How do Thames Water compare to other water companies?

= Thames Water's water quality levels are close to the average
compared with other water companies in the country.

Where do Thames Water want to be by 2050
= Zeroinstances of unsafe water quality.

Thames Water is a force for goodin communities by

eliminating walter poverty, providing jobs & skills and

dewveloping the land around its buildings & works

resporsibly

‘ = Provide an inclu
EVE

wrks for
]

nefit wikdlife:

eate jobs

How Thames Water can
improve by 2050

* Improve the water treatment
Process using new
technology as it is developed.

* Improve the quality of water
sources (rivers and
underground)

*  Keeping up with new safety
standards that may develop

= Keeping up with patential new
water contaminants

11



Test Vision 2050 ambitions

Overall, the vast majority of customers support Thames Water's Whatis the right destination (ambition) for
2050 strategic goals and the methods to get there 20507

« Customers think all the Vision 2050 goals are important
and should be a focus for improvement, though some
are prioritised more than others.

Thames Water's overall vision for 2050

+ Greatest importance is attributed to the Water theme —
seen as Thames Water’s core responsibility i or

. . i L g . Suara_rlee high quality drinking water m— « Help ["K:f & climate ¢-|a_ﬁ!;; ;):_ beceming et
and essential for society. Goals prioritised include: Roiccn o )

Prowide a mare reliable supply of water

Energy Transition

Deliver great customer service and value for = Maximise the green energy preduced for Thames
* Reducs leakage 1o below 10% monay ‘Water and for bacal communities

b G U a ra nteed h ig h q U a | ity Water # Help customers to use much kess water at home * Provide an easy and persanalised

E . th . h t . th f t ‘{E‘ISJFE' there s encugh water {c:[' customers in the f:;:i;}':;jegc::sggl; Tﬁ:t:f; the T “___r_ e
) uture, without taking toa much from rivers and B o =2 —— g
nsuring there is enough water in the future e — A
) . . * Fix service issues on the same day
without taking too much from rivers

elimimating water poverty, providing jobs & skills and
* Reducing leaks..

Waste and Rivers

* Keep bills affordable and show that developing the land around its buildings & works
services are valus far manay

sewer fl and wastewater

responsibly
‘ * Prowide an inclusive service that works for

ve effort 1o restore the quality of rivers and
everybody and that everyone can affard

« Customers also emphasise keeping bills affordable, and - e e Vot i

= Use the land Tharmes Water owns to create jobs

stopping sewage flooding into homes and spilling into
rivers.

« Energy transition, customer service and community-
orientated initiatives are important, positive and
worthwhile, but not at the expense of Thames Water's
core mission.

12



Understand what is important for AMP8

The area O]c Water was the mOSt mportant arca tO Given where Thames Water are, which area is most
improve on for the vast majority of customers important to improve in? What is most urgent

» Most importance was attributed to the area of ‘Water’ i.e. future proofing the core water network to ensure
customer water supplies were safe and plentiful

» Top five 2050 Vision goals by importance:
1. Guarantee high quality drinking water (8.83)

2. Ensure there is enough water for customers in the future, without taking too much from rivers and harming the
environment (8.57)

3. Stop all sewage flooding into homes, gardens and businesses (8.47)
4. Reduce leakage to below 10% (8.42)
5. Keep bills affordable and show services are value for money (8.41)

Based on means score out of ten attributed to ‘importance’ with ‘0’ being not very important at all to ‘10” being extremely important

For context, prior to this question customers had been told: ‘We’'ll be asking you to prioritise these goals based on what you think about each one in principle. In other words, do you think
each goal is even an issue, do you care about it, do you agree with the ambition and the timescale of 2050. It's important that you remember that Thames Water fund their activities using
money from customers’ bills. We're really interested to hear what you think about each goal, but please don’t worry about what each individual goal might cost..

(Base: 711, all informed qual and uninformed quant respondents)

13



Generally, customers believe that the timescales for Vision 2050
are reasonable but if possible, would like some to be accelerated

« Many customers want the goals to be
achieved as fast as possible. Complexity
of deliverability was not considered in this
research.

» Goals related to the environment, while
important, were generally felt to be less
urgent than goals that customers will
benefit from personally

» The findings opposite refer to data
collected in the qualitative community
stage only (as not asked in the

quantitative stage)

Goals: | Water
- Waste/Rivers
- Customer
- Energy
- Communities Impact

Goals the majority of customers wanted to
see achieved before 2050 if possible

»  Guarantee high quality drinking water

+  Stop all sewage flooding into homes gardens
and businesses

*  Reduce leakage to below 10%

»  Keep bills affordable and show that services
are value for money

» Fix service issues on the same day
*  Help reduce disruptive rainwater flooding

*  Provide an inclusive service that works
for everybody and that everyone can afford,

* Provide an easy and personal
customer service, using the latest
technology, for everyone who uses the
service

»  Create attractive jobs for people in our
communities

' Both lists ordered by overall importance - highest to lowest

: (order based on all 711 responses to the importance question) i

Understand priorities

When should we achieve the Vision 2050
ambitions by? 2050 or sooner?

Goals the maijority of customers felt were
just right’ to be achieved by 2050

»  Ensure there is enough water for customers
in the future, without taking too much from
rivers and harming the environment

*  Provide a more reliable water supply

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

* Replace all lead pipes

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

*  Maximise the green energy produced for
Thames Water and for local communities

» Help tackle climate change by becoming ‘net
negative’

* Help customers to use much less water

*  Use the land Thames Water owns to benefit

wildlife and create natural spaces for people
to visit

 Use the land Thames Water owns to create
jobs and housing



Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

Understand priorities

Quantitative data shows "Water’ & "‘Waste' goals tend to be rated as more important and

urgent for improvement;
Mapping Vision 2050 priorities;

is very urgent to make the improvements, how urgent is it that Thames Water

makes the improvements for each of the goals.

0 A

EEEENZ

— Along this line,

y
Water

Waste & Rivers
Customer
Energy Transition

Communities Impact Help tackle climate change by becoming 'net

negative' (when we take more carbon out of the
atmosphere than we put in)

‘importance’ and
‘urgency for
improvement’ scores
would be identical

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

communities and help develop skills- =
-

-
-
-
-

Use the land Thames Wa@r owns to create jobs o
~ “and housing

Create attractive jobs for people inour

but all goals are deemed important (/+ out of 10)

personal importance vs urgency for improvement (All qual and quant responses - 711)

-
-
-
-
-
-
- -
Reduce leakage to Keep bills affordable and show that - -
below 10% services are value for money -
) ) -/~ Guarantee high quality drinking water
Prevent heavy rainfall from causing _- "
sewage overflows and sewage PR
spills into rivers -~ -
7 o Stop all sewage flooding into homes,
e ;
Help reduce disruptive rainwater flooding ' gardens and businesses
-~ 8¢ .
e~ L Ensure there is enough water for customers in
- - 9 PY e the future, without taking too much from rivers
Replace sl lead pifes : ‘
S e® Provi . and harming the environment
e Py rovide a more reliable
- supply of water
_- &2 pply
o Lead the improvement of rivers in our region so

Help customers\to use\much less
water at home

° 9 they become among the healthiest in the UK

Fix service issues on the same day

Use the land Thames Water owns to benefit

Provide an inclusive service that works for

= wildlife and create natural spaces for people to
PR - visit . Peop everybody and that everyone can afford,
_-" Provide an easy and personalised customer supporting different needs and circumstances
- service, using the latest technology, for
P - everyone who uses the service
- e e e e R e 1
_ = | Itis important to recognise that although this exercise was designed to I
- - | ‘pull apart’ the different goals of Vision 2050, the scores show that all
‘_,_’ ______ - goals remain more or less important, but that there are priorities in terms

_- - | Please note: axes I_of what they would like to see addressed, p

| have been terminated

|
|
at this point for clarity [
of labelling and I 6 7 8 9 10
: separation of the I
A ) Importance
“On a scale of O to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?” 15



Understand priorities

Quantitative data shows a relatively clear prioritisation of Vision 2050 goals

‘Water’ then "‘Waste & Rivers' are both broadly of highest priority in both importance and urgency for improvement
« Looking at importance and urgency for improvement for each goal, it is clear that all of the proposed goals are deemed
both important and relatively urgent to improve by customers
— All goals fall within the range 7.0 to 9.0 in terms of importance (out of 10 overall)

— All goals fall within the range 6.0 to 8.5 in terms of urgency for improvement(out of 10 overall)

|
. H ¢ H . ol o o |
. Thereis a clear pattern where : This chart shows how each ‘cluster’ of Vision 2050 goals sitin relationto |
, each other (based on all survey responses, from the qualitative 1
1 |
| 1

Water then ‘Waste & " ‘ wamer community and quantitative survey combined — 711 responses in total) Pt 17
Rivers’ goal clusters tend to be B Waste & Rivers
more highly prioritised than o | M Customer

B Energy Transition
B Communities Impact
— — Along this line,

8 ‘importance’ and
‘urgency for
improvement’ scores
would be identical

others, with the exception of
‘Keep bills affordable’ and ‘Fix
service issues same day’ (both
‘Customer’) which are also
highly prioritised

Customer

* [tis important to note that these
are relative differences only; all
of the Vision goals are deemed

Urgency for improvement
Cn a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

is very urgent to make the improvements, how urgent is it that Thames Water

5 - Pitis important to recognise that although this exercise was designedto 1

makes the improvemenis for each of the goals.
(s3]

. - - ‘pull apart’ the different elements of Vision 2050, the scores show that all |1
Im pO rta nt at 7 . 0 a nd a bove ‘_‘._" ________ elements remain more or less important, but that there are priorities in 1
=~ | Please note: axes 1 \ terms of what they would like to see addressed, 1
- N S e e e e e o e o o o o e e o e o e o = = J
| have been terminated |
1 at this point for clarity ! |
1 of Iabell?ng and : A 7 8 g 10
I separation of the |
1 ¥ .
dements | Importance

L
“On a scale of 0 to 10, where 0 is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
16



Understand priorities

Fach of the goals are largely correlated in terms of their relative importance and urgency

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Total - 711)

—|mportance =—Urgency

Waste & Rivers Customer Energy Communities
Transition Impact

17



Understand priorities

For all goals and categories, urgency for improvement scores are /ower than overall
importance

* One potential interpretation of this is that there are no goals that customers consider to be in dire need of improvement
(i.e. performance is so poor that regardless of importance, urgency for improvement is disproportionately high)

» Another interpretation is simply that customers want action taken on goals in accordance with the level of importance
they place on them

« However, the size of the gap between importance and urgency for improvement varies between 0.25 and 0.71 overall
across the goals. While this is not a major variation, it tends to follow the overall pattern of importance/urgency, in
which ‘Water’ and ‘Waste & Rivers’ show the smallest gap between importance and urgency for improvement (broadly
speaking). ‘Environment’ also has smaller gaps. This may suggest:

_ H _ Goals Importance Urgency Difference
CUStomers Slmply Want Thames Water to Help reduce disruptive rainwater flooding 7.99 7.74 0.25)
. . . Keep bills affordable and show that services are value for money 8.41 8.09 0.32]
fOCU S On CO re Se rVICe dellve ry a nd enSU rl ng Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers 8.31 7.97| 0.34}
. H Stop all sewage flooding into homes, gardens and businesses 8.47 8.09 0.38]
sewage does not impact upon homes and Difference of 5 5 s
. . . 9 Reduce leak to below 10% 8.42 3.02] 0.40|
the enV|r0n ment |n any Way (true ‘hyg|ene’ Under O 5 V] se the green energy produced for Thames Water and for local communities 7.63 7.22 0.41]
Gua quality drinking water 5.83 8.4 0.43
faCtorS) Replace all lead pipes 3.18 7.73 0.45]
Help tackle climate change by becoming 'net negative' (when we take more carbon out of the
7.62 7.15 0.47]
- atmosphere than we putin)
. . . Lead the improvement of rivers in our region so they become among the healthiest in the UK 8.11 7.59 0.52]
- Whlle many Of the aS yet not_started prOJeCtS Fix service issues on the same day 8.06 7.54 0.52]
- . Provide a more reliable supply of water 8.35 7.82 0.53
(e.g. building houses) are deemed important, o . -
i Difference of

they a re |eSS u rgent th a n ensu rl ng Wate r’ Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.52 6.96] 0.56|
Waste a nd enV| ron ment faCtO rS a re ta ken Over O . 5 Provide an inclusive service that works for everybody and that everyone can afford, supporting .98 7.42 0.571

different needs and circumstances i } )
Ca re Of Create attractive jobs for people in our communities and help develop skills 7.34 6.69 0.65
Use the land Thames Water owns to create jobs and housing 7.01 6.33 0.68]
Provide an easy and personalised customer service, using the latest technology, for everyone 7.43 6.72 0.71

- who uses the service i ) )

18



Ensure the Strategic

Generally, customers think the 2050 vision is comprehensive; a RCaC RIS MBIONENSIHe
Are there any gaps in the Vision 2050

minority want more detail to understand the nuances of each goal ambitions?

» The vast majority of customers have nothing to add to the Vision in terms of components that are missing. This was
consistent from the beginning of the research to the end, both with high level and more detailed descriptions of each
goal

« Some acknowledge they don't know the water industry very well, they are at loss to say what else could be done

« As aresult, they trust Thames Water has thoroughly considered what is achievable and created the vision based on
what is best for customers and society at large

« A minority request more information relating to bill impact, tracking the initiatives and resources required

» Anecdotal ideas emerged from a handful of participants, they fall into three themes:
1. Working with other organisations to promote and develop products related to reducing water consumption
2. Opportunities to volunteer/ initiatives to educate people to save water

3. Greater collaboration with the government/ other businesses to exert influence to crack down on pollution, build
houses, enhance communities (details of what this would look like in practice were lacking)

— It’'s important to be clear that for these issues, customers don’t see them purely as Thames Water’s role —
they are pragmatic enough to realise that while benefits can be created for customers outside of core
services, it is by no means Thames Water's responsibility alone

19



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

Thames Water isn’t talked about much
outside of when things go wrong, but there’s
appetite from some to learn more

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

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

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

Clearer comms on Thames Water’s role and
schemes, investment into green energy and
supporting customers to lower bills were

Primarily | expect a un-interrupted supply of fresh
clean water and the removal of sewage and waste
water for an affordable cost.

[Their customer service] has been historically
poor, not just in my personal experience but from
things | have read in the media.

documentaries or social media. COMMON responses.

improvements in their customer service.

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

| would like to see Thames Water introduce water
smart meters to show you if you left taps on and
give you a warning so you don't waste water which
is better for the environment
Male, 18-24, ABC1, White, Vulnerable, Waste Only,
Affinity Water

Male, 45-54, ABC1, White, Vulnerable, Waste Only,
Affinity Water

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

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
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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
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Qualitative community findings



Although customers largely felt all these areas were important, the ‘core’ areas of
Thames Water's remit is where they place the most importance

36% of customers ranked a// 5 areasas '10', of utmost importance

100%

""" Key to descriptions
90% 1. Water :
. ater: Ensure there is enough water and develop
80% a future-proof water network that avoids leaks and
interruptions to customers' water supplies
70% 2. Waste and rivers: Prevent all sewer flooding and
e wastewater pollution (when untreated wastewater
60% spills into properties and rivers) and lead the effort
to restore the quality of rivers and streams
50% 3. Customers: Deliver great customer service and
40% value for money
’ 4. Energy: Help tackle climate change by becoming
30% 'net negative' (when we take more carbon out of
the atmosphere than we put in) and maximise the
20% green energy produced for ourselves and for local
communities
10% 5. Impact on communities: Thames Water is a force
- for good in communities by eliminating water
(]

poverty (so all customers can afford to pay water
Waste Customer Communities Energy bills), providing jobs and skills and developing the
m0.4 W57 m8-10 land around its buildings and works responsibly

“Please tell us how important each of these is to you, on a scale of O to 10, where O is not at all important and 10 is very important”
Base: 124

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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What do customers expect in each of these areas?

Reduce water leakage * Prioritise sewer maintenance
Ensure water quality remains high * Reduce river spills and provide
reassurances on this

Greater transparency on service issues « Take steps to tackle climate change » Affordability of bills so everyone can
o E.g. providing service issue maps to o Electrify fleet/eco fuels access clean water
help customers identify if they’ll be o Reduce water waste and support o Supporting poorer customers to
affected customers in doing so as well reduce water poverty
Supporting customers to reduce water o Net negative carbon practices * Developing local jobs and skills that are
usage (e.g. providing water meters) » ‘Future-proofing’ of business through well-paid
More online/social media support and green technology * Support customers in saving water and
communication on schemes and money through technology/advice
innovations

Yes these points are very important to ensure Thames Water runs smoothly going into the future and that us as
customers continue to have high quality water coming into our homes. And there are less chances of hazards
occurring within the systems. And of course the environment is very important so continue to be climate friendly and

environment friendly
Male, 18-24, C2DE, BAME, Vulnerable, Waste Only, Future customer
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Context: Customers were provided an overview of the 2050 vision

Customers were provided with an overview of the 2050
vision, and were asked the following set of questions:

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

Is this plan what you would expect of a business like Thames
Water? Or would you expect them to be doing something
different?

Is there anything that shouldn’t be there?

Looking at the timescale of 2050 to achieve these ambitions,
do you think this ok, not fast enough or too fast, why?

Do you think some of the initiatives are more important than
others? Which ones? lalk us through your thinking here.

Under each of the five headings in turn are there any goals
that you think might be missing?

And is there anything else that you think Thames Water
should be doing that is not covered anywhere here?

If you think about your local community or society as a
whole, do you think these ambitions meet their needs — are
they different to your needs, if so how?

Thames Water's overa

'.-".'-'l(?l[: a furture-
s leaks and intermuptions

» Guarantee high quality drinking water

* Replacs all lead pipes

* Prowide a maore reliable supphy of water

* Reducs leakage to below 10%

+ Help customers o use much kess water at home
» Ensura therais enough water for custamers in the

future, withcut taking toa much from rivers and
harming the environment

Prevent all sewer floeding and wastewater pollution

and lead the effort 1o restore the quality of rivers and

streams

» S1op all sewage flocdng inte homes, gardens and
buginesses

- Prevent heavy ralnfall from causing sewage overflowsand
sewage spills Inte rivers

+Lead the improvemsnt of rivers. in the region so they

become among the healthiest in the LIK

= Help reduce daruptive rainwater flooding

vision for 2050

Deliver great customer service and value for

maonay

* Pravide an easy and persanalisad
customer sarvica, using the latest
technology, for everyone who uses the
sarvice

= Fix. service issues an the same day

» Keap bills affordable and show that
sarices are value far monay

Help tackle climate change by becoming "net
negative’ and masximise the green energy produced
for oursehves and for local communities

+Help tackle climate change by becoming 'net
negative’

* Marimise the green energy produced far Thames
‘Water and for kacal communities

‘ « Prowice an inclusive servics that works for

Communities Impact

Thames Water is a force for good in communities by
elimirating water poverty, providing jobs & skills and
developing the land around its buildings & works
responsibly

everybody and that everyane can affard
supparting different needs and circumstances

« Create atfractive jobs for pecgple in cur
carmmunities and halp develop skills

«Ise the land Thames Water owns (o benefit wildlife
and create natural spaces for peaple 1o visit

+ Use the land Thames Water cwns to create jobs
and hausing
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Would you support or oppose Thames Water's Vision for 2050 overall?
Overall support for Vision 2050 is strong

Strongly oppose 1% Somewhat oppose 2%

I Informed panel customers (those
I that have undertaken typically
— - S h I more than one detailed deep
o et oy omewnhat I dive project in the past few
» Guarantze high quality drinking water m_ «Help tackle climate change by becoming net SU pport 21 % : mOﬂthS) tend tO be more
1
1
|
|
|
|

Thames Water's overall vision for 2050

e . B Ereroy Transiion N

sater and develop a future-
hat avoids leaks and intermuptions
supplies

* Replace all lead pipes negative’

+ Priowide a mare reliable supply of water } Deliver great customer service and value for ‘ * Maximise the green energy produced far Thames H ( [y ) H
* Reduce leakage to below 10% money ‘Water and for kcal communities S U p pO rt |Ve 8 1 0 O n th |S
« Help customers to use much less water at home *Pravide an easy andpersanalised

question than informed fresh
customers (71%).

customer servica, using the latest

» Ensure there = encugh water for customers in the
technalogy, for everyonewho uses the

future, without taking toa much from rivers and
harming the environment

sarica . . N
i . LA ; Thames Water is a force for good in communities by
W service isslies o hesame day elimirating water poverty, providing jobs & skills and
+Kesp bils affordable and show that developing the land around its buildings & works
sarvicas are valua for manay responsibly

Waste and Rivers

This is not however statistically

Prevent all sewer flooding and wastewater pollution

and lead the effort to restore the quality of rivers and ‘ + Prowide an inclusive service that works far

Jy and that everyane can afford 1 i
streams Yoccy and ¥
supparting difierent needs and circumstances Stron | Sl n| |Can .
= Stop all sewage flooding into homes, gardens and — .
businesses + Create attractive jobs for people in our e o o e o e o e e e e e e e .

mmunities and hel kil
« Pravent heavy rainfall from causing sewage everflows and communities and help develop skils S u O r-t 76%
sewage spills into rivers + Use the land Thames Water owns to benefit wikdlife
+Lead the improvemant of rivers in the region so they and create natural spaces for peaple 10 visit
3

becoma among the healthiestin the LI +Use the land Thames Water cwns to create jobs
» Help reduce disruptive raimwater flooding and hausing

“After learning about Thames Water’s Vision for 2050, would you support or oppose their plan overall?”
Base 117

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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Customers are largely positive of Vision 2050, and feel that the goals were suitably

ambitious, important and align with their expectations

Initial reactions

» Most customers were impressed at the ‘ambitious’ scale of change
promised but some questioned whether this was achievable within the
timeframe.

» The holistic view was appreciated by many, who felt this covered all the
key areas they'd expect in a clear layout.

« Some felt there could be more around climate change/green energy
however.

On the timescale
« Although some customers felt the timescale was overall realistic given
the scale of change, many felt it was far too slow.

Which goals are more important?

» Customers felt all goals were important, especially initiatives that
ensured core functions, like water quality and customer service.

o For younger audiences, energy transition plans were given
increased emphasis.

Does this meet the needs of their community?

* Generally, customers feel this meets the needs of society and their
community, with some suggesting that lower income communities will
need more support in the relevant areas of the vision.

This is a massive undertaking for any company and with the large
area covered by Thames Water it is a logistical nightmare!!!

Male, 65+, C2DE, White, Waste Only, Affinity Water

They have stated what they intend to do, but how? | get its a brief
doc, but | would be more interested in knowing how they plan on
carrying out these actions.

Female, 25-34, ABC1, Business, 0-9 employees, Water reliant

| think this is a feasible timescale, although there could be room to
make some of the suggestions happen sooner. 2050 may not
seem very relevant to older demographics (if this is likely to be
outside of their lifetime). May be better broken down decade by
decade.

Female, 18-24, ABC1, White, Dual, London

Energy transition amidst the growing concern surrounding climate
change - big companies should be seen to be putting this at the
forefront of their efforts.

Female, 18-24, ABC1, White, Dual, London
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Evaluating individual goals
of Vision 2050

Thames Water's averall vision for 2050

BN Encrgy Tansition S

Helptackle climate change by becoming 'net

F ! : megative and masimise the green enengy produced
to customers' water supphes for oursehes and for local communities

* Replace all lead pipes negative’

« Prowide 2 mare reliable supphy of water ’ Deliver great customer service and value for 1 « Maximise the green energy prodused for Thames

» Reducs leakage to bekow 10% maney Water and for lacal communities
* Help customers ta use much less water at home * Provide an easy and persanalisad
customer sarvica. using the latest
technology, for everyone who uses the
sarvice

* Fix service issues on the same day

» Ensura thare is enough water for customers in the
future, without taking toa much from rivers and
harming the environment

Thames Water is a force for good in communities by

elimirating water poverty, providing jobs & skills and

» Keap bills affordable and show that developing the land around its buildings & works
sarvicas are valua for manay resmw

Prevent all sewer flooding and wastewater pollution
and lead the effort 1o restore the quality of rivers and
streams

‘ + Prowide an inclusive service that works for
evenyedy and that everyana can affard
supparting different needs and circumstances

= Stop all sewage flooding ints homes, gardens and i .
businesses = Create attractive jobs for pecple in cur

mmunities and help develop skl
= Prawent heavy rainfall from causing sewage overflows and communiies AEDe e R

sewage spills into fivers * Use the land Thames Water owns (o benafit wikdlife
« Lead the improvement of rvers in the region sa they and create natural spaces for people to visit
become ameng ihe healthisstin the LIK « Usie the land Thames Water owns to create jobs

= Help reduce danuptive rainwater flooding and hausing




Customer evaluation of goals of Vision 2050

» For the next stage of discussions, customers were + Considering the issue, current situation and 2050 goal, would you
presented with information slides detailing the goal, support or oppose this 2050 goal? *
current performance and activities related to meeting — | strongly support this goal
the goal. The 19 goals were shown in a different order — | somewhat support this goal
for each participant. — | somewhat oppose this goal
« Customers were asked to evaluate and comment on —~ I'strongly oppose this goal

each goal as follows:
*Note: for the these ‘closed’ questions, the total responding (shown on the following

. : : : " "
Is this an |mportant Issue to you personally. Why/Why not pages) doesn'’t always add to the 122 that participated overall, due to some not
* How do you feel about how Thames Water is currently answering the question properly
performing on this goal?
« How do you feel about the goal of what Thames Water Guarantee high quality drinking water
wants to achieve by 20507 Please focus on the 2050 goal it e abour
. . . atis this about?
itself and whether you would like to see this, rather than - There are rare instances when drinking water does not meet he srct How Thames Watercan
safety and quality standards expected. improve by 2050

what it would take to achieve it

* Improve the water treatment
pracess using new

® HOW do you feel about hOW Thames Water plans tO Where are Thames Water now technology as it is developed.
. . . . . L h were 5 inst f fe w l h . Improvethe quality of water
address this issue? Is this something you think they should skt i A sources (fvers and
be gettlng involved inf) off temporarily in local areas. L
' * Keeping up with new safef
) ) . stan%ggds?hatt may develtt)};)
° HOW dOeS the t|mesca|e for Thames V\/ater 110) aCh|eve J[h|S How do Thames Water compare to other water companies? 3 ﬁgn&:&miﬁaﬁgemial new
goal by 2050 feel to you? * " Sompared wilh chner watef compais #he ey
— About right
Where do Thames Water wantto be by 2050

» Zeroinstances of unsafe water quality.

— Too fast
— Too slow



Water

Guarantee high quality drinking water

Guarantee high quality drinking

What s this about?

« There are rare instances when drinking water does not meet the strict How Thames Water can
safety and quality standards expected. improve by 2050
* Improve the water treatment
process using new
Where are Thames Water now technology as it is developed.

- Last year there were 5 instances of unsafe water quality across the C “’.'?_':‘E'a"'tl-; of water
Thames Water region which meant the water supply was turned ' IVETS ane
off temporarily in local areas.

standards that may d

How do Thames Water compare to other water companies? Keeping up with potential new
water contaminants.

= Thames Water's water quality levels are close to the average
compared with other water companies in the country.

Where do Thames Water want to be by 2050

+ Zeroinstances of unsafe water quality.




Clean drinking water is paramount for almost all customers; there is no compromise to be
made

Summary overview:

For nearly all customers, the need for high quality drinking water is a given, the ultimate ‘hygiene’ factor. How customers
express this varies; some simply say they expect it as a given, others go further saying that it is essential for a functioning
society, free of disease. The very small minority that appear less concerned generally drink bottled water, and there are

those that are suspicious of tap water in general. ;
Low importance Moderate importance High importance
What's important/unimportant? In their own words

It is very important that drinking water is safe for consumption. I think this

Clean water is something that most feel should simply not ever be in is the bare minimum | would expect being a Thames Water customer.

any doubt. Male, 25-34, ABC1, BAME, Dual, London

Some customers highlight that it is critical for their (and others’ health

and wellbeing). As a general public health rule, the cleanest practicable drinking water is

Though not everybody drinks tap water, so this is less of a concern for absolutely essential

a very small minority. Male, 55-54, C2DE, White, Vulnerable, South East Water
How is Thames Water currently performing? | mean to me personally it's not very important as there is a lot of stigma

about tap water not being drinking water..
Perceptions of current performance varies: Female, 25-34, C2DE, BAME, Dual, London

— Some think performance is excellent
Five instances is low, but zero instances should be standard.

o Female, 25-34, ABC1, BAME, Dual, Lond
— Some think it is acceptable but further progress would be welcomed emere el onden 33

— Some think performance is poor (any issues are a failing)



The majority of customers feel the timeline to meet this goal is too slow; emphasising the
importance of clean drinking water

72 customers think the 47 customers think the 0 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’

P
<

What do customers think about the goal overall? In their own words

_ _ _ . . You'd hope it would be earlier than 2050 but again, | don't know the
The goal itself is largely well received, with zero instances of poor water processes and how difficult this could be.

quality admirable.

v

Female, 25-34, ABC1, 0-9 employees, Water reliant, Business customer

A small number acknowledge they don't understand the technical
details of the challenges involved, and many feel that 2050 lacks
ambition for such an important element of service.

I think the goal itself is absolutely the right goal, but 2050 is 28 years
away.

Female, 25-34, ABC1, White, Affinity Water
What do customers think of Thames Water’s plan?

| don't feel that their plans are clear enough to understand how they plan
on doing this.

The plan itself is generally accepted, many customers are positive

. Female, 25-34, ABC1, 0-9 Employees, Water reliant, Business customer
about the use of technology and forward thinking; some suggest Y

working with other organisations on this. | think perhaps they could work with other water companies and share
«  Many trust that Thames Water will take the right approach, though a GIRES 80 BYE/OME G HRmeiis
minority feel the plans lack detail. Male, 65+, ABC1, White, Affinity Water 34

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



There is no direct opposition to the plans to improve water quality; the only pushback is that it
should be undertaken more quickly

As with previous comments, many feel that clean water is the foundation of society and so support this

Opposition is only on the basis of timeframe
‘2050 is far too far in the future. Short term goal should be 2-3 years - medium 3-6 - long term 6-10

years. 2050 is unmanageable.’
Female, 65+, C2DE, BAME, South East Water

A
\ 94 customers plan
. , —» ‘Because we don't want people ill from drinking what should be the healthiest and cheapest drink in the
strongly supports world.”
the plan Female, 45-54, C2DE, BAME, Dual, London
Those that only somewhat support the plan feel that it could either be completed more quickly, or that 5
17 customers instances of unsafe water is already a strong performance
‘somewhat supports’ —> ‘The goal needs to be achieved but Thames Water could act more quickly. It won't take them until 2050 to
carry out changes and make a few updates to the system.’
the plan Male, 55-64, ABC1, BAME, Dual, London
‘ o customers , The timeframe is not acceptable to all
somewhat opposes’ " pelieve that with today’s technology they could try harder and achieve the goal before 2050.’
the plan Male, 65+, ABC1, White, Affinity Water

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 35



Replace all lead pipes

Replace all lead pipes

Whatis this about?

+ There are a small number of instances when drinking water contains
tiny amounts of lead, picked up from lead pipes. Lead can be harmful
to health, particularly for young or uniborn children.

Where are Thames Water now

+ There are overa millionlead pipes in Thames Waler's network, and
around the same amount within customer properties.

How do Tharmes Water compare to other water companies?

+ Thames Water have more lead pipes than any other water company,
because it covers more people and properties than others. Also
London and other towns in the region are more likely to have older
water networks containing lead pipes, which were commonly used
until the 1970s.

Where do Thames Waterwant to be by 2050

+ Nolead pipes.

How Thames Water can
improve by 2050

schools to replace lead pipes
into drinking water fountains,
and help customers repla

on their properties.

Water



Replacement of lead pipes is a new issue for many, and one that provokes concern

Summary overview:

Many customers are not aware of the issue of lead being harmful to health and are surprised that it is to be found in the
water network. Concerns about the impact on health, and in particular the potential danger to the young, are very
apparent. There is a clear appetite for Thames Water to address this as a priority.

Low importance

What’s important/unimportant?

The main concerns are for public health. A small number are less
concerned due to their age or knowing they do not have lead pipes.

But there is an overriding concern for safety, particularly in the case of

young children.

How is Thames Water currently performing?

Views are mixed. Some are happy that pipes are already being

replaced while some believe that given the extent of the issue, greater

importance and urgency should be placed upon this initiative.

Moderate importance

V

High importance

In their own words

It is an important health and safety issue, | am particularly concerned to
hear that there are lead pipes going into water fountains in schools when
children are at most risk. This should be prioritised straight away. .

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

I do think this is quite an important issue as it's in everybody's interests
for tap water to be clean and safe to drink. | would also expect this to be
one of the core business reasons for Thames Water wanting to remove all
lead piping.

Male, 45-54, ABC1, White, Sutton & East Surrey Water

| appreciate that this is a huge scale problem but | think this needs to be
addressed more thoroughly especially to replace the pipes in schools and
drinking fountains. | would like to know when this improvement from
70,000 to 50,000 will occur.

Female, 35-54, ABC1, BAME, Dual, London
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For most, the timescale Thames Water suggests for replacing lead pipes is ‘about right’,
although a sizeable minority would like to see a faster uptake on this scheme

54 customers think the 61 customers think the 6 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’

A

A 4

What do customers think about the goal overall? In their own words

» The goal of replacing all lead pipes is what customers believe is wholly It seems rather unamobitious. If they're replacing 10,000 pipes a year now

necessary. then what was the replacement rate 30 years ago when TW was formed?.
_ _ _ _ Male, 55-64, ABC1, White, Sutton & East Surrey Water
* Some understand that this will take time, others feel this should be

accelerated. The goal is a great one. increasing the replacing of pipes to 50,000

annually will go a long way and achieving O lead pipes by 2050. | think

i ) 0] creating water fountains in school is also a great idea.
What do customers think of Thames Water’s plan® e it AR BT, Bl D

* A number of customers see this as a major undertaking, and some

question why local authorities and housebuilders do not also have a role 10,000 at the moment and going up to 50,000, who pays the added
to play. costs, huge increase in workforce to achieve this..
) o Male, 45-54. ABC1, BAME, Dual, London
* Overall, customers are behind the plan, regardless of timings. 38

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



There is very strong support for the goal of replacing all lead pipes

A Very strong support for mitigating risks to public health and upgrading the network
“Probably two reasons, one is for the customer health aspect, ingesting any amount of lead is not good,
—> especially for small children and the unborn and secondly it will upgrade the water network for the very

91 customers long term..”
‘strongly supports’ Male, 35-44, ABC1, White, Vulnerable, Affinity Water
the plan
Others agree with the goal, but are either concerned about the timescale or in some cases are not
convinced of the dangers due to little media coverage
23 customers —» “I'm not hugely moved by it (if it was a real health problem then someone would have forced Thames
‘somewhat supports’ Water to replace them right?) But if it was flagged as causing damage then this would probably get more
th | important and require greater pace.”
€ plan Male, 35-44, ABC1, White, Dual, London

6 customers Some customers are not convinced of the importance of this, others are not supportive of the timescale
‘somewhat opposes’ —* “Its a good goal but not one that | feel should be the most important. It is something that can be thought

h | about once other problems are sorted out first.”
the plan Male, 18-24, C2DE, White, Vulnerable, Future customer

One customer strongly objects to the timescale

“l agree with the goal but the timescale is shocking to me. | think there should be short term - medium
term and long term goals. | know it is a mammoth undertaking but a goal set for 28 years hence in 2050
is not likely to motivate people in my opinion.”

©
O

Female, 65+, ABC1, White, Affinity Water

49
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



e a more reliable suppl

Whatis this about?

* The water network can sometimes experience breakdowns or
damage which can cause customers to have periods of low water
pressure or no water at all.

Where are Thames Water now

+ Interruptions to customers’ water supply average 22 minutes per
property per year.

How do Thames Water compare to other water companies?

+ Water supply interruptions average 10 minutes per property per year
across the rest of the country.

Where do Thames Waterwantto be by 2050

+ Interruptions to customers’ water supply will average less than 3
minutes per property per year, and there will be no major water
interruptions (mare than 48 hours).

Provide a more reliable supply of water

How Thames Watercan
improve by 2050

*  Improving the condition of the
kto a more
cluding a

s0rs inside water
any damage
5 repaired or
replaced before the water
supply is impacted.

Improving how water supplies
d he

supplies across the south
east.

Water



A more reliable supply of water is important for all, but mediated by the fact that
performance is generally accepted to be good

Summary overview:

Customers are clear that a reliable supply of water is important. At the same time, many feel it is lower down the list of
priorities for them as they either do not see 22 minutes of outage as especially poor, or they have never experienced
such problems themselves. But the principle of reliability is of prime importance‘

Low importance Moderate importance High importance

In their own words

What'’s important/unimportant?

This is an important issue to me. Whilst | think it is acceptable, the 22

* A number of customers feel that this is an important thing to ensure, : ; . )
but at the same time do not see a huge issue with performance minute interruption of the service on average for TW customers, as a
g P : comparison to other companies, it is a bit disappointing that this is more
« Some simply see it as lower priority than other issues that need to be than 2x as much on average of other companies.
fixed Female, 55-64, ABC1, BAME, Dual, London

I don't see this as important as TW's other initiatives. Even though TW has

a higher interruption rate of 22 mins per Year. This isn’t major..

How is Thames Water currently performing? Female, 45-54, C2DE, BAME, Dual, London

* Views on this are very mixed; some see current performance as The system is nothing if not super reliable!
exceptional, through to those that feel it is poor due to direct Male, 45-54, ABC1, BAME, Affinity Water
comparisons with other water companies.
Disappointed that they compare poorly to average. If changing water

suppliers was an option, | expect people would have...
Female, 25-34, ABC1, White, Dual, Slough/Wycombe/Aylesbury 41



Views on the urgency for a more reliable water supply are mixed

43 customers think the
timescale is ‘too slow’

74 customers think the
timescale is ‘about right’

2 customers think the
timescale is ‘too fast’
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What do customers think about the goal overall?

* Reactions to the goal are very mixed. Some see it as perfectly

reasonable given current performance, while there are those that would

like to see progress accelerated.

What do customers think of Thames Water’s plan?

« Timescales aside, customers are largely very positive about the plan,
particularly the use of technology.

In their own words

I cannot stress to strongly that the 2050 goal is simply not acceptable.
The public pays a surprising amount for clean water, and therefore have
every right to expect that leaks will be reduced to acceptable proportions

much sooner..
Male, 55-64, ABC1, White, South East Water

I do think that they should be involved. | think the idea of linking networks
of water is a very good idea. | think using technology is a great forward

thinking plan.
Female, 35-44, C2DE, White, Sutton & East Surrey Water

Yes | think the plan sounds like a great idea. | think the idea of sensors is

interesting.
Female, 25-34, C2DE, White, Affinity Water 42

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



Although a number of customers see a more reliable water supply as lower priority than some
other initiatives, it receives strong support

& Customers believe a reliable supply of water is an absolute necessity and that nobody should be without it
“This is a longer-term necessary goal - work needs to be ongoing on this to ensure real progress and a

— 0 g 0 o o 0 o
sustainable, high performing and functioning service.
78 customers Female, 35-44, ABC1, BAME, Dual, London

‘strongly supports’
the plan

Others are generally supportive, but are more vocal that other goals should take priority
“I support the goal because it has an impact on the customer, but | think customer safety and ensuring

33 customers : , _ f
lead pipes are replaced is far more important.

(o) ‘ y
28% somewhat supports Female, 25-34, ABC1, White, Dual, London
the plan
6 customers Those that somewhat oppose the plan do so in terms of other issues being more pressing

‘somewhat opposes’ —” “Because 22 mins a year is the length of 3 commercial breaks on TV. Its nothing to worry about. .”
the plan Male, 65+, ABC1, White, Dual, London

The customers that strongly oppose the plan believe it is of much higher priority than it is being given
“This is so important to customers and in my view is the highest priority which should be tackled more

efficiently than is the case..”

66%

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

43
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



Reduce

What s this about?

+ So that customers have a sustainable supply of water, and to avoid
wasting water, Thames Water needs to reduce the amount of water
that leaks out of the network.

Where are Thames Water now

* Almosta quarter (23%) of the drinking water that Thames Water
produces is lost before it reaches customers’ taps due to leakage.

How do Thames Water compare to other water companies?

+ Thames Water has by far the highest level of water leakage compared
to all the other water companies in the country. Others have between
a quarter and a half of the amount of leakage (per kilometre of pipes)
compared to Thames Water.

Where do Thames Water want to be by 2050

+ Leakage to be under 10% of water lost.

Reduce leakage to below 10%

How Thames Water can
improve by 2050

There will be more smart
water meters in pro i

detect where leaks o

leaks will be detected via
satellite — these are two ways
Thames Water could use
technology to find and repair
leaks quicker.

Maore old and leak-prone
pipes will be replaced in the
water network as well as
customer-owned pipes.

Water



Reducing leakage is highly important to most; many associate leakage with increased costs.
Some also worry about indirect environmental damage caused by requiring more water

Summary overview:

Many feel they are directly impacted by leakage through higher bills which could otherwise be avoided. This is the main
driver of why they feel this is important. Some are frustrated that leakage has got to these levels, believing Thames Water
has sat on the issue for too long. In contrast, many respondents acknowledged the logistical complexity involved in
reducing leakage. Overall, customers view this as an urgent core responsibility to tackle as soon as possible.

Low importance Moderate importance High importance
In their own words

What's important/unimportant?

« There is a strong reaction to the idea of huge quantities of water being wasted. Water leakage is important to me because it affects
, _ o cost and increases waste. Reducing the leakage
* Most equate water wasted with money lost, and given the current economic climate, are will reduce costs and waste.
more sensitive to this. Female, 45-54, ABC1, BAME, Dual, London,

* Some also believe this will indirectly harm the environment.

They are preforming pretty poor and | can see this

How is Thames Water currently performing? when driving on London roads and seeing that they
are digging up the roads because of a water leak. To
* Many think Thames Water’s performance is very poor here as it performs worse than be fair its probably not their fault if the water pipes are
other providers but without context as to why. old and need replacing.
.. . , Female, 45- 54, ABC1, 10- 49 employees, Water
 Itisimportant to note, the transparency shown by Thames Water is appreciated by reliant, Business customer

customers, who believe it is committing to being better here.

45



For most, the timescale for reducing leakage is too slow, some admit they don't know the
full context or rationale behind the timings

76 customers think the 43 customers think the 2 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
What do customers think about the goal overall? In their own words
« Most customers support the end. goal but struggle to understand why it It is way too slow, the first project of using renewable energy to 100%
would take 28 years to replace pipes. replacing present methods | understand will require huge investments,
. : : ; ; but no way will it take 28 years to the year 2050 to fix all leaking pipes,
,[Shome Stald ttEaLJ.[th[r\:\./ Ogldt b? molre aCC?‘iE N9 o.f the tlmefraTe T trl]de}k/) knew This should be achieved by 2030, that is 8 years to replace all leaking
€ context benin 'S butat a glance, | e,se, ,Impro_vemen S cou © pipes and they should be able to get it to 5% not 10%.
made much faster, Thames Water should prioritise this. Male, 45-54, ABC1, 10- 49 employees, Non- water reliant, Business

What do customers think of Thames Water’s plan? customer

« Many support Thames Water’s plan and believe that the technological L , » ,
I'm not sure how old piping is and how sustainable it is, so to refix new

means 1o take action is credible. piping, | wouldn't say it would be completely fixed by 2050 - even to 10%
« However, while many also support the use of smart meters, they but it would be a game changer as | can imagine losing 23% isn't great.

wonder why it will take up to 28 years to have these installed en masse. Female, 25-34, ABC1, 0-9 employees, Water reliant, Business customer 46
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



Reducing leakage to below 10% is strongly supported by most customers; almost all of the
opposition is not against the end goal, but the timescale stated

" Most believe the methods to meet this goal sound proactive; and many instinctually believe it will benefit
them and the wider environment; some customers are able to better articulate the environmental benefits
—» and better understand the logistical undertaking required here

90 customers “To guarantee water supplies, reduce river/stream extraction, reduce insurance claims for leak damage,
‘stronalv supports’ reduce interruptions to traffic due to repairing/replacing damaged pipes.’
t?]\e/ plapno Male, 55-64, C2DE, BAME, Dual, London
A minority who ‘somewhat support’ still support the end goal, but feel the timings need to be accelerated
21 customers __, Ithink its good there are solutions, but they need to commit to solving the problem for good and being as
‘somewhat supports’ ambitious as possible as soon as possible.
the planDD Male, 18-24, ABC1, White, Dual, Future customer
A handful of those who ‘somewhat oppose’ feel very strongly that the timings need to be accelerated, a
[ customers

‘ hat , _, fewthink 10% is not ambitious enough
somewnat OPPOSES ‘I oppose because [ feel that they need to be trying to get this resolved much before the date proposed.’
the plan Female, 55-64, ABC1, 50+ employees, Non- water reliant, Business customer

The 3 that strongly oppose, conclude that Thames Water’s current performance, mixed with a 28 year
timeframe is ‘doing the minimum’
‘I don’t oppose the goal but the timescale of 2050. 28 years to bring Thames Water into line with others is
astonishing...How can a goal for 28 years away be motivating for people? The discrepancy is shocking.’
Female, 65+, ABC1, White, South East Water 47
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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



Water

Help customers to use much less water

Help customers to use much le

Whatis this about? How ThamesWatercan

+  Supporting customers to reduce the amount of water they use, so improve by 2050

there will be enough to go round in the future, with a changing climate * Install smart water meters on

and growing population.

Where are Thames Water now

« Each person in Thames Water's region uses on average 147 litres of
water per day.

How do Thames Water compare to other water companies?

+ The UK average daily water use is lower at 142 litres per person, this
is even lower in some other countries, like Germany at 121 litres.

Where do Thames Water wantto be by 2050
+ Average water use per person to be 110 litres per day.

data from t I.
inform customers how to save
water and how to spot
potential leaks.

Guiding praperty developers
and landlords to water-
efficient applianc

Warking with manufacturers
of washing machines,
dishwashers and showers, so
that Epp|IEI1u~"‘ avallable to

vhere water
e a certain




Helping customers reduce water use, while broadly supported, receives a muted response as
many believe they are not wasteful; a minority believe this will increase costs

Summary overview:

Many customers believe they are not personally wasteful with water. Many believe smart meters will save them some
money and help the environment. There is some pushback from a minority (mainly those with less trust in Thames Water)
who do not like the idea of having smart devices in their homes on the basis it may cost them more money per year.

Low importance Moderate importance High importance
What'’s important/unimportant? In their own words
Many take the goal on face value and believe it will encourage less water usage,
save money and also help the environment. For me personally it's not such an important issue as [ am
. . , . , already careful with my usage of water and other utilities.
However, many believe that reducing Igakage aqd workmg.wlth appliance However, | get that working with product manufacturers to
manufacturers to reduce water usage is a more important issue to address. make more efficient products will be beneficial to me.

Female, 45-54, ABC1, 10- 49 employees, Water reliant,

Some customers attributed slightly more importance here, believing that even a BUS
usiness customer

small change en masse, can make a significant difference.

How is Thames Water currently performing?

It is definitely an important issue but one that is more

Many believe thlat while Thgmes V\./ater. IS performing sati.sfgotorily, the evidlence accountable and responsible for people that really want to
suggests more investment is required in educational activities and partnering make those changes for themselves so not entirely Thames
with manufacturers to reduce water consumption. Water’s responsibilities.

. . . . Male, 18-24, C2DE, White, Vulnerable, Future customer
Freshly recruited participants were a little more critical of Thames Water’s

performance, as they were less aware of the educational efforts Thames Water is
making.



For most, the timescale for helping customers reduce water use is felt to be "about right’,
although a sizeable minority would like to see more immediate action

45 customers think the 69 customers think the 5 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
38% 58%
What do customers think about the goal overall? In their own words

The goal is largely supported by customers, and they expect it should save a significant

| agree with installing as many water meters as possible. |
amount of water.

think most people would save money on a meter, and they

« A sizeable minority wonder if Germany are really 28 years ahead in their approach to Gal aiSrtyou mMUGH MOreqUICKY I IHeIs IS & Ieak Winlil you
reducing water, and why Thames Water can't replicate their methods to crack down on 0N know about (as has happened to me and it cost me
. hundreds of pounds as | didn't have a meter).
this sooner. _ Female, 35-44, C2DE, White, Dual,
What do customers think of Thames Water’s plan? Slough/Wycombe/Aylesbury
» There is widespread support for working with manufacturers of water efficient
appliances on the basis that it is no effort on part of the customer and will have a big I'm not sure | agree with increasing prices for the more water
impact. you use, as there are many issues why you could be using
. , , _ o more water.
« A minority don't agree with using smart meters, believing it will cost them more money. Female, 45-54, C2DE, White, Sutton & East Surrey Water

50
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



Helping customers to use much less water is strongly supported by most customers, the few
that do not support the goal, do so on the belief that smart meters may be financially punitive

Most believe the goal will save customers money and protect the environment
‘It's nice that they act on so many levels and they thought also about making people pay less if they consume

Those that strongly oppose are even more wary of smart meters, they have less implicit trust in Thames Water
as well; some of these people also believe the 2050 goal is too slow and more immediate action can be taken
‘I don't like this idea of having smart meters in our homes, it will be like smart meters for gas and electricity, it will
keep going up every year and work out very expensive, instead have a tier system.’

Male, 45-54, ABC1, 10-49 employees, Non-water reliant, Business customer

—y less.’
77 customers Female, 25-34, C2DE, White, Dual, London,
‘strongly supports’
the plan
Those that ‘somewhat support’ want assurance Thames Water is not passing on the responsibility of reducing
water to customers, believing fixing leaks and other goals are more important
‘Great goal, but Thames Water should focus on becoming 100% green energy first.’
‘ 26 customers , — Male, 18-24, ABC1, White, Dual, Future customer
somewhat supports
the plan
A small minority did not agree with the use of smart meters, believing that it would be used to penalise greater
levels of water usage
o ) 9 customers - IR ‘Installation of smart meters suggests an intention to charge people based on their use. | think charges should
8% somewhat opposes remain flat unless you yourself use less and then you get a discount. Not charge people per litre.’
the plan Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water

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 51



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

g tn

Whatis this about?

How Thames Water can
- We need to have secure supplies of water into the future, with a improve by 2050
changing climate and growing population, but the environment should - Developing new water
not be damaged in the process. sources such as transferring
water from other areas of the
country, building a new
vater recycling

Where are Thames Water now

+ Veryrarelythere is not enough water to go roundif an extreme
drought happens. There are growing challenges to sourcing water, _ )
taking too much from vulnerable rivers and streams (including chalk Stopping taking water from
streams) is already causing damage to wildlife there, vulnerable rivers and streams

’ . (including chalk strearms).

Reducing lzakage down to

+ Like Thames Water most water companies in the country are able to "35‘5 t']all" 10% by repa ng
cope with droughts. All companies are aiming to improve their ability and replacing more pipes.
to cope with more extreme droughts in future. Helping customers to reduce

their water usage.
Where do Thames Waterwantto be by 2050

* Mo customers will be without water due to climate change (extreme
droughts). Thames Water will protect vulnerable rivers and streams by
stopping taking water from these.

schemes.

How do Thames Water compare to other water companies?

Water



Ensuring there is enough water for customers is perceived as a fundamental need that drives
much of the importance attributed here; customers also value protecting rivers/waterways

Summary overview:

This goal resonates strongly primarily because of the value customers place on water, both for themselves and society at
large. Customers accept the realities of climate change and want to avoid a future of reduced living standards due to less
water supply. Customers also greatly value not damaging the environment in the process and so believe this is one of the

most important issues raised.

Low importance Moderate importance

What's important/unimportant?

Customers believe that ensuring a clean, safe and plentiful water supply is
paramount and is one of Thames Water’s most important responsibilities.

While maintaining a plentiful water supply is very important to customers, many
openly declare concern about climate change and are relieved to hear that
Thames Water plan to achieve this goal by minimising its impact on the
environment.

How is Thames Water currently performing?

Overall, customers are broadly happy with Thames Water’s performance as they
have not experienced water shortages.

A few acknowledge that while this is positive on the surface, they would want
assurance that Thames Water are currently going about this in an
environmentally sustainable way.

{

High importance

In their own words

It's important to me that we have enough water to go round - |
was a child in the 70s with standpipes, keeping and reusing the
waste water from washing up/running taps etc. and having to
really save water
Female, 55-65, ABC1, White, Vulnerable,
Slough/Wycombe/Aylesbury

You don't hear of anyone being without water, so | guess they
are achieving that. | do not know how much water is currently
taken from vulnerable sources, so cannot comment on how well
they are achieving that. If the goal is to reduce wastage to less
than 10%, then | presume that it is currently higher than that
Male, 45-54, ABC1, White, Vulnerable, Sutton & East Surrey
Water

53



For most, the timescale for ensuring enough water for the future is ‘about right’, although a
sizeable minority want assurance Thames Water protects waterways in the interim

51 customers think the 69 customers think the 0 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’

A 4

A

What do customers think about the goal overall? In their own words

» Customers think the ove’rall goall is not only commendable but essential to the I think that 2050 is too far away and this could be achieved
future of both customers’ wellbeing and the environment. perhaps in the next 10-15 years. That is plenty of time,

« Asizeable minority believe that action should be taken more urgently or provide especially considering the at risk areas of water which could

them with assurance that Thames Water will not cause significant damage to well suffer very much if it takes so long for TW to stop using
them as water sources.

waterways during this process of balancing water supply vs. environmental needs. Female. 25-34. ABC1. White. Dual. London
. , o
What do customers think of Thames Water's plan Getting to the goal of ensuring that there's sufficient water is
. Cust laud Th Water’ it tt ing that h wat one thing but Thames Water recognise that that has to be done
_US Omers applau _ ames _a ers commi meh O ensuring that enougn water in a sustainable way so it's good to see that recognised.
will reach customers in an environmentally sustainable way. Male. 45-54, ABC1, White, Dual, London

54
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



Ensuring there is enough water for customers in the future without taking too much from rivers
and harming the environment is strongly supported by most because it ‘future proofs’ living
standards without compromising the environment

N Most customers want to ensure they have enough water and also commend Thames Water for doing this in a
sustainable way
—» ‘There is clearly an issue with there being too many people - and not enough water to go around. If we

88 customers continue to operate like this, the planet is going to be damaged. We must protect our environment and current

‘strongly supports’ water sources. | like that TW are going to invest in new water sources, so we don't have to keep damaging the
the plan existing ones.’

P Male, 25-34, ABC1, White, Essex & Suffolk Water

Some support the goal but think that climate change may get exponentially worse and therefore, a more
25 customers __, aggressive target should be set
3 hat ts ‘Again | think 30 years is just too long. Climate change seems to be rapidly increasing so these changes need
somewnat SUpports to happen now for them to be effective.’
the plan Female, 25-34, C2DE, BAME, Dual, London

These customers are mostly frustrated by Thames Water’s performance in other areas (mainly leakage); one
5 customers person believed there was unlikely ever to be droughts in the future and so too much emphasis was being put
‘somewhat opposes’ —* onclimate change
the pI an ‘Thames Water always gets bad PR when water leaks occur across the country. | would like to see the repair
element drastically speeded up as there would then be more water around to be used more efficiently.
Male, 65+, ABC1, White, Dual, London

One person claimed the goal is already being met (and the other must have mis-clicked here as their
comment was supportive)
It's not a goal if its already being met.’

©)
©
O

Male, 45-54, ABC1, BAME, Dual, London
55

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



Waste & rivers

Stop all sewage flooding into homes gardens and
businesses

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and

Stop all sewage flooding into homes, wastewater pollton andeadhe efort
gardens and businesses

Whatis this about?

-+ Sewer flooding in homes, gardens and businesses can happen when
the sewer system becomes full due to blockages or too much rain
water.

Where are Thames Water now

*+ About 150 customers per year experience sewer flooding on their ’ 3 at shouldnt

properties. be put down toilets and sinks.
How do Thames Water compare to other water companies? *  Working with manufacturers of

roducts like wet wipes, to make

+ Thames Water has one of the worst rates of property sewer flooding in 5 ble. pe

the country. It has 2.3 sewer floods for every 10,000 properties

compared o the best co_mpany having 1.3 and the worst having 4.5

for every 10,000 properties. rainwater in gardens and the

Where do Thames Water want to be by 2050 earth, instead of entering drains.
i N ) . +  Building bigger sewer pipes near
+ No sewer floods on customer properties. the properties at highest risk of
sewer flooding.




Stopping all sewage flooding into buildings and gardens is seen as a basic hygiene factor by
most, although it doesn’t personally impact them now, and is unlikely to in the future

Summary overview:
Customers believe protecting homes, gardens and businesses from sewage flooding is an essential core function of
Thames Water. They admit their perceived importance of the issue would increase hugely if it were to personally impact
them, but assume this is very unlikely given the numbers provided. Many do not think about the growing pressures on the
network in the future and so believe that while the goal is important, other initiatives relating to fixing leaks, and protecting

the environment should be prioritised.

Low importance
What'’s important/unimportant?

This goal is seen as an important hygiene factor for Thames Water to
pursue.

However, as many see the amount of homes affected as small in
comparison with the wider network, they want assurance pursuing this
goal won't impact other 2050 goals.

How is Thames Water currently performing?

Many customers believe Thames Water are performing well due to the
low number of homes impacted, coupled with plans to eradicate this
completely via technological innovations.

A small minority feel Thames Water could do better on the basis that
compared with other water companies, they are below average on this
measure; they want to know the context behind this.

Moderate importance

\

High importance
In their own words

This is not something | have experienced, however, it is important that
toxic substances such as sewage do not come near a customer’s
home/business.

Male, 25-34, ABC1, White, Dual, London

I don’t think Thames Water is doing too bad, considering the amount of
customers they have the number is reasonable.
I have personally never experienced it, so | can only imagine what it
would be like.

Female, 25-34, ABC1, White, Dual, London

S



Many believe that instilling behavioural change in customers to help stop sewage flooding
can be achieved before 2050; others feel timings are proportion to the scale of the issue

65 customers think the 55 customers think the 0 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
46%
What do customers think about the goal overall? In their own words
«  Customers believe the goal is essential so that standards do not slip. I'think that this Is a fair goal. Especially considering that TW needs to

. . . . educate the consumer (it takes a long time and a lot of work to change
« Due to lack of personal experience of the issue and interpretation that only  people’s habits), and work with manufacturers on this too, which will also

very few homes are impacted, most admit other initiatives resonate take a long time to get processed changed.
stronger with them and should be prioritised over this goal. Female, 25-34, ABC1, White, Dual, London
What do customers think of Thames Water’s plan? All these measures seem good ways to tackle the problem. sewer

monitors are an interesting idea, but | am not sure how they would work.
Customers need to be addressed in various languages and it would help
if Thames Water worked in conjunction with local councils if a problem is
ongoing, to ensure that people understand the consequences of their

« A small minority feel that working with local councils could hasten positive  actions.
behavior change. Female, 65+, C2DE, White, Dual, London 58

» Customers support the plan, although the majority feel that the timescale
to achieve behavior change is slow and believe this can be done faster.

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



Stopping all sewage flooding is strongly supported by most customers to ensure the situation
does not get worse and begin to affect more customers, as long as it won't hold up other goals

A Many support the goal and agree working with manufacturers is an excellent initiative to accompany wider

education
— ‘| think working with manufacturers on making flushable products is an amazing idea because unfortunately
72 customers although we shouldn’t put certain things down the drains/toilet not everybody abides by the rules.’
‘strongly supports’ Female, 18-24, C2DE, White, Dual, Swindon/Oxford
the plan
These customers support the goal but due to the small numbers impacted, feel this is not as important as
1 other ambitions, they also want to understand the cost of this before fully committing to it
8 customers — ‘| somewhat support it but would have concerns over how much may be invested in this, for the benefit of a

‘somewhat supports
the plan

low number of properties.’

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

These customers still support the goal, but one believes the plan is too slow and another believes other
3 customers initiatives are more impactful to society and the environment and should be prioritised
) ) It's ok to try to give their best, but | think there are other priority for Thames Water to focus on, like avoiding
somewhat 0pposes’ ™ poliution of water and damaging nature more than helping 150 customers only per year:’
the plan Female, 25-34, C2DE, White, Dual, London

One customer believed there was not enough emphasis on education and another was annoyed by the very
premise that sewer flooding into homes happens
‘The key is education. There’s not enough emphasis on how they intend to get people to change their
behaviour to avoid blockages. Education is essential and should not take 28 years to achieve. Compare
intensive drink drive campaigns at Christmas which are hugely effective.’

Female, 65+, ABC1, White, South East Water

©)
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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



Waste & rivers

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

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

Whatis this about?

+ When it rains heavily the sewer network can become overloaded
causing diluted sewage to sometimes spill over and pollute rivers and
streams.

Where are Thames Water now

+ Last year there were about 300 incidents of river pollution following
sewage spills, 13 of these incidents were deemed serious.

How do Thames Water compare to other water companies?

« Thames Water's level of pollution incidents are |lower than the average
for all water and waste companies in the country,

Where do Thames Waterwant to be by 2050

+ Noriver pollutions from sewage spills, and no serious pallutions by
2027.

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and
wastewaler pollution and lead the effort

How ThamesWatercan
improve by 2050

+ Dedicated rainwater drains will
be built, separate to sewers.

h as blockages will
new sewer
o they can be
fixed before sewer

London will be

2025 which will

Thames Water will
quickly to red he ¢



Some customers have a high level of interest in preventing sewage spills into rivers, yet for
some it is not their main priority

Summary overview:

For most customers preventing sewage spills into rivers is an important issue due to the potential health risks. Those
personally affected are particularly frustrated by previous experiences of flooding in their area. While customers see the
importance of this, they also acknowledge other issues to be more of a priority if they aren’t directly impacted by this
issue ‘

Low importance Moderate importance High importance

What's important/unimportant?

In their own words

The potential impact sewage overflows can have on both local

environments and communities means it is an important issue for Nobody wants sewage spills.... dangerous to wildlife, people and the
many. general environment. | have never had experience of a sewage leak but

. . , , a friend of mine has. It was a nightmare and they thought the smell would
However, this issue is more relevant to those who live near a river and never go. Sewage spills into rivers would be spreading it possibly for

so doesn’t have the same shared level of importance amongst all miles and be extremely difficult to clean up.
people. Female, 65+, ABC1, White, Vulnerable, Dual, London

How is Thames Water currently performing?

Most feel that Thames Water is performing well, with many pointing out

that the number of pollution incidents is lower than other companies. Selfishly it's not an important issue to me because | don't live near a large

. . . river so don't feel it would affect me. So for me it isn’t a priority.
There are many that believe there is a lot to be done and achieved but SeiE o, B, AT 508 G Eees, Nemsue e el Eusiicss

the overall goal can be accomplished within the proposed timeframe. e
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Most customers feel the timescale for preventing sewage spills is ‘about right’, yet there are
some who want Thames Water to be more proactive

44 customers think the 70 customers think the 5 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
What do customers think about the goal overall? In their own words
« This goalis largely supported by customers that welcome the 2027
target of no incidents. I think it is a good goal to have and seems like they are on their way to
_ , _ achieving this with the Thames Tideway super sewer due to be built by
* Some believe Thames Water should be more proactive when it comes 2025.
to this issue and implement more preventative measures. Male, 25-34, ABC1, BAME, Sutton & East Surrey Water

What do customers think of Thames Water’s plan?

o , T : They have to be involved as this is their main job: delivering clean water
Most feel it is Thames Water’s responsibility to be involved, but also the to customers. | think their plans are ok, but they should be done more,

wider community could help with this goal. maybe involving volunteers to work faster, it would be beneficial for

« Many people are very receptive for the completion of the Thames everyone.
Tideway super sewer and optimistic it will help achieve this goal.

Female, 25-34, C2DE, White, Dual, London
62
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Preventing sewage overflows into rivers is strongly supported by most customers

Maintaining clean and environmentally safe rivers is very desirable for most customers
‘Keeping our rivers clean is very important especially as our drinking water comes from them. Not to

mention for people to use the rivers for leisure.’
‘ t88 ClLJStomerSt , Female, 35-44, C2DE, White, Sutton & East Surrey Water
strongly supports
the plan
Some acknowledge that amount of people actually impacted is relatively low and so may not be a main
priority
25 customers ., A/though the impact to consumers is fairly low | am concerned with the environmental concerns sewage
. h , spills create.’
somewhat supports Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water
the plan

Other customer feel the progress being made currently didn’t match with the allocated time given to this
2 customers initiative

. h ,  __, [Ifthe super sewer will be completed within the next few years, | don't feel that this goal is good enough.
somewnhat opposes There is definitely more that can be done by 2050.
the plan

Female, 25-34, ABC1, White, Affinity Water

A few customers were not satisfied with the timescale proposed and costs of the goal and so this
outweighs the benefits of it

‘The whole thing is taking too long and costing us the bill payer a lot of money, | oppose to the cost that is
escalating as time goes on.’

©)
©
O

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



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

What s this about?

+ Thames Water want to take a leading role alongside the Environment
Agency and other industries, to create healthier rivers in its region.

Where are Thames Water now

« Only 3% of rivers in our region have ‘good’ environmental status and
none are officially safe to swim in.

How do Thames Water compare to other water companies?
+ 14% of rivers across England have 'good’ environmental status.
Where do Thames Water wantto be by 2050

« T75%of rivers in the region will be at ‘good’ environmental status and
there will be 10 river areas designated safe for swimming.

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and
wastewaler pollution and lead the effort
ta restore the quality of rivers and
streams

How Thames Watercan
improve by 2050

Taking a leadership role with
the Environment Agency,
agricultural organisations and
other environmental

create healthier riv

Impraoving rivers by t

sewage pollution; reducing
how much water is taken from
vulnerable streams for
drinking water, and structural
improvement: returning
rivers toa me atural state
by removing man-made
structures

mmunities to enjoy
e by improving the
ity of wildlife and safer
canditions for fishing,
swimming and water-sports.

Waste & rivers

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



Some customers express the importance of having environmentally healthy rivers, whereas a

few customers have less concern of this
Summary overview:
Enjoying rivers for recreational purposes is what makes this initiative important for some, as they are surprised at how few
have a ‘good’ environmental status. For other customers, the environmental element is more important, to ensure future
generations can enjoy rivers. However, others feel that this issue is more exclusive to people who frequent rivers regularly
and thus not a priority to themselves personally.
\

Low importance Moderate importance High importance
What's important/unimportant? In their own words
Many think it’s important to maintain rivers for both environmental and o .
. | do not agree with this goal on spending a lot of money so a few people
recreational purposes. can enjoy the rivers for a few months of the year. We live in cold climate
Customers feel that they are unsure of the scope of this project and and much of our rivers and activities are only used in the warmer

months. A few select projects are ok, but to aim to clean up every single
river is not realistic and only adds costs to the consumer.

However, some weren't sure of the day-to-day benefit of this goal and Female, 65+, ABC1, White, Vulnerable, Dual, London
SO question it's purpose.

how achievable it will be for TW.

How is Thames Water currently performing?

Most feel Thames Water are performing poorly as only 3% of the Yes this is important. | would love to be able to take my children swimming

region’s rivers have a good environmental status. in the river safely.

Some feel that the aim of 75% of rivers to be at a good status was Female, 35-44, C2DE, White, Sutton & East Surrey Water

commendable but they were not clear how this will be achieved. 65



Most customers feel the timescale for improving river health is ‘about right’, while some
customers feel the initiative doesn't go far enough

46 customers think the 66 customers think the 7 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
What do customers think about the goal overall? In their own words

The goal is largely supported by customers who believe it will have a

positive impact on communities and wildlife | think this is something that Thames Water should be getting involved in.

It is good that the plan to address this issue involves environmental &
Yet, a few feel improving 75% of rivers didn’'t go far enough before 2050 agricultural groups & organisations
and more can be done sooner. Male, 25-34, ABC1, BAME, Sutton & East Surrey Water

What do customers think of Thames Water’s plan?

Its good that TW are planning to deal with sewage pollution but | hope

that their leadership role with the Environmental Agency does not lead to

initiatives that benefit them more than dealing with the rivers

For some, they are unsure of Thames Water's motivations to take on a Female, 25-34, C2DE, White, Dual, London
leadership role in this issue. 66
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

Most feel that Thames Water should be involved and welcome the
collaboration with other groups like the Environment Agency.



The improvement of river health was ‘strongly supported’ by most customers but some feel it
can be achieved a lot sooner

Customers who support the plan are eager to see better environmental conditions which will also
alleviate health risks from rivers
—» ‘Very important to have clean lakes and rivers for the people who want to use them to prevent illness

Those who strongly oppose feel there is no point to this plan but rather it is a waste of resources
I think it's wasteful.’

70 customers being caused by bacteria or germs in the water system.’
69% ‘strongly supports’ Male, 35-44, C2DE, White, Essex & Suffolk Water
the plan
Other customers who are in support of the plan, feel some aspects could be improved, like the proposed
vt — tiBme"ni I date to 2035 and h ved
‘ , ‘Bring the goal date to and get everyone in the community involved.’
somewhat supports Male, 65+, ABC1, White, Affinity Water
the plan
3 customers A few customers feel this isn’t the responsibility of Thames Water and were less sure of the initiative
‘somewhat opposes’ —* ‘I'm unsure if I'm honest, | think it's a good goal to achieve however | do not feel it should be down to
Thames.’
the plan Female, 25-34, ABC1, 50+ employees, Non-water reliant, Business customer

Female, 25-34, ABC1, 50+ employees, Water reliant, Business customer
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Help reduce disruptive rainwater
flooding

What s this about?

+ After heavy rainfall sewers can become full, so additional rainwater
can't drain away quickly enough, causing floods to land, road and
properties.

Where are Thames Water now

+ During recent stormy weather there have been a number of localised
and widespread incidents of disruptive rainwater flooding.

How do Thames Water compare to other water companies?

« This can happen anywhere in the country, but it is a particular issue in
London because there are more pipes there that take both rainwater
and sewage.

Where do Thames Water want to be by 2050

* Nodisruptive rainwater flooding incidents.

Help reduce disruptive rainwater floo

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and
wastewaler pollution and lead the effort
ta restore the quality of rivers and
streams

How Thames Water can
improve by 2050

+  Thames Water will adapt and
ge sewer, 1 sewage

ca age and
rainwater in the case of heavy
rainfall.

ed rainwater drains
uilt, separate to
SEWErs.

ainage will be built

vhere there is a lot
of concrete and tarmac, by
adding grassy areas or
gardens that can soak up
rainwater rather than it run
into drains or sewers.

1N

Waste & rivers



Previous flooding experiences place disruptive rainwater flooding at high importance for
some. A few customers questions the reality of being able to predict future flooding events

Summary overview:

This is an important issue for some customers because they have first-hand experience (or know someone who has been
impacted) with flooding and its destructive disruptions. A few feel flooding to be unpredictable and difficult to fully
prevent, therefore not a top priority issue for Thames Water to be involved in.

\

Low importance Moderate importance High importance
What's important/unimportant? In their own words
Many customers are concerned about the potential damage to their
homes that flooding could cause. | think it’s important but it's an unpredictable event that can be quite hard
Concerns about quality of life for future generations, and the to deal with. So whilst | think it's important there are perhaps other areas

: - that require more attention.
protection of wildlife come through as well. Female, 25-34. ABC1. White, Dual, London

However, it is less urgent to those who don't live in a flooding zone

currently.
How is Thames Water currently Derformmg? I can imagine flooding will become a more frequent issue in London as
, _ the effects of climate change begin to take hold so building infrastructure
Most feel Thames Water are performing adequately but that they didn't capable of dealing with this is absolutely critical
have enough information to put this is any context. Male, 25-34, C2DE, BAME, Affinity Water

Some suggest that Thames Water have a particularly difficult

challenge due to having to manage the London area. -



The majority think the timescale for reducing disruptive rainwater flooding is ‘about right’.
However, some customers who live in flood zones, feel there is more of an urgency

48 customers think the 72 customers think the 1 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
40% 60%
What do customers think about the goal overall? In their own words
» The goal is largely supported by customers who feel it is achievable and This is an important goal because the problem seems to be getting worse
an essential preventative measure, especially considering climate and worse now, so something needs to be put in place soon to try to
change. mitigate these issues.

. _ . Female, 25-34, ABC1, White, Dual, London
» Afew question whether it can be accomplished due to the

unpredictable nature of floods.

What do customers think of Thames Water’s plan? | think this is something that Thames Water should be getting involved in,
the plan to address this issue seems good with the increased capacity
* Most feel it makes sense for Thames Water to get involved because of for sewers & treatment works as well as dedicated rainwater drains &
their plans for new drainage infrastructure. green drainage.

. . . . , Male, 25-34, ABC1, BAME, Dual, London
« Some customers particularly like the plan for ‘green drainage’ and

environmental forward thinking. 70
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



Helping reduce disruptive rainwater flooding is ‘strongly supported’ by most customers

1 Most customers who strongly support the plan are particularly receptive to the plans around green
) drainage, due to the environmental benefits and future-proofing element of this
79 customers I really like the idea of green sewage - especially in the area that Thames Water covers.’

. : Female, 25-34, ABC1, White, Affinity Water
strongly supports

the plan
Some customers want more from the plan and feel a lot more can be done to reduce disruptive floods
37 customers — ‘But the goal needs to be rewritten and much much more ambitious.’
‘somewhat supports’ Male, 45-54, ABC1, White, South East Water
the plan
2 customers Those who oppose, are not satisfied with the timescale given and feel Thames Water is far from achieving

‘somewhat opposes’ — itsgoals
E ‘TW should achieve zero flooding long before 2050.

the plan Male, 65+, C2DE, White, Dual, London

A few customers had no personal connection with this plan and so it was not a priority for them
“Too slow and not an issue that is personal to me as | have never been flooded.’
Female, 55-64, C2DE, White, Vulnerable, Dual, London

©
)
©
O
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Customer

X service issues on the same da

Fix service issues on the same day

N How Thames Watercan
Whatis this about? improve by 2050

« When customers experience problems with their water or sewerage « Animproved, quicker process
service or bill they expect this to be resalved quickly.

Where are Thames Water now

+ While emergency issues are often resolved on the same day, this isn't An improved way of informing
always the case, and other kinds of issues can takemuchlonger to customersif an unforeseen

fix. Dissatisfied customers often say it took too long to fix their issue. problem happens on the
water or waste network which

How do Tharmes Water compare to other water companies? impacts their with
. ) ) . aff available to handle
+ Thames Water are currently last in rankings for customer satisfaction, eries throug arent

compared with the other water and waste companies in the country. communications routes at
these times.
Where do Thames Water wantto be by 2050 _'J ©
; L An improved way of
+ Customers will have service issues resolved the same day that they onitaring the water and
report a problem. network to spot any

same day.




Customer

Fixing service issues on the same day is essential for most customers

Summary overview:

Fixing service issues on the same day is important for most customers. All customers expect a great customer service
from Thames Water and whether they have already experienced issues or not, they would like issues fixed as soon as
possible.

Low importance Moderate importance High importance

What'’s important/unimportant? In their own words

It is of great importance having service issues solved within 24 hours.
It is an important, because the longer the water is off due to unforeseen

CUStomerS are concerned a_bOUt the impact these issues might have issues, my business would have to close and I'm in a loss of finance.
on their property and wellbeing. Having immediate response and being resolved within 24hrs would be
necessary for us.

Business customers are mainly concerned about the impact these

- - - Female, 25-34, ABC1, 0-9 employees, Water reliant, Business customer
issues might have on their finances.

How is Thames Water Currently performlng? Any issues that customers face should be dealt with as quickly as
, , , , , possible in my eyes. It is something which Thames Water should be facing
Most are disappointed in Thames Water’s performance here, being the reality about if they have the worst customer service rates.
the lowest ranking for customer satisfaction. Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water

Most suggest this is something Thames Water should focus on to

improve.
73



Customer

For most, the timescale for fixing issues on the same day is 'too slow’, therefore would like

to see urgent changes

86 customers think the
timescale is ‘too slow’

)

a

32 customers think the
timescale is ‘about right’

2 customers think the
timescale is ‘too fast’

What do customers think about the goal overall?

The goal is strongly supported, largely due to the perceived
importance of having an efficient customer service and same-day
repair.

Many would like more details as to how the goal will be achieved.
What do customers think of Thames Water’s plan?

Most believe that customer service should be at the core of Thames
Water’s business and feel it is imperative for Thames Water to
improve.

For the vast majority of customers this goal seems slow. They think
this can be achieved within a shorter timeframe.

A 4

In their own words

I think 2050 is too far off, but the goal itself is a good one. I'd like to know how
the goals will be achieved - will it just be a case of hiring more staff? Will
methods and operating procedures be changed? Will the improvements initially
cause further issues?

Female, 25-34, ABC1, White, Affinity Water

Do TW seriously expect anyone to get excited about service levels improving in
28 years time? The timescale is ridiculous - improvements need to be made
now. Poor service levels should be addressed by an action plan that has
specific and measurable objectives for improving service levels, perhaps with
harder targets over subsequent years. | would have thought a 5-year plan for
improving service levels would be more reasonable, not 28 years!
Male, 55-64, ABC1, White, Sutton & East Surrey Water 74

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



Customer

Fixing service issues on the same day is strongly supported by most customers

Most believe that guaranteeing a high-quality water service to households and business should be one of

1 the main goals of a water company. Also, assuring an excellent customer service is essential for overall
) reputation
83 customers ‘To maintain the quality and supply of the water should be their main goals.’
69% ‘strongly SUDDOrtS Male, 45-54, ABC1, 10- 49 employees, Non- water reliant, Business customer
the plane
Those that ‘somewhat support’ the plan, feel that in order to strongly support the plan they would like to
see Thames Water achieving the goal faster than 2050
26 customers _, An impqrtaf)t goal, but the customer facing technology does seem to exist already, so the timeframe
‘somewh rts’ seems like it should be shorter.’
SOMeE th:;lsaunpoo ts Female, 45-54, ABC1, BAME, Dual, Kennet Valley
Some feel even more strongly that the timeframe to achieve the goal is too far in the future. They want
Thames Water to take action immediately
6 customers ‘2050 is too far in the future to have to wait for these improvements to come on stream. Surely with the
‘somewhat opposes’ > amount of technology and resources which Thames Water has at its disposal progress should be made
the plan much more quicker.’
Male, 65+, ABC1, White, Dual, London
The few customers who ‘strongly oppose’ the plan are sceptical this plan would actually increase
customer satisfaction, they would like to have more practical information about how Thames Water is
planning to achieve this goal
‘No measurable/quantifiable activities. Loose/vague language. No explicit commitment No indication of
penalties to be incurred if so called 'targets' are not met’

Male, 55-64, C2DE, BAME, Dual, London
75
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Keep Dbills affordable and show that services are

value for money

Keep bills affordable and show that
services are value for money

Whatis this about?

« Customers want our services to be value for money and affordable.
Where are Thames Water now

+ Thames Water's average yearly bill for households is currently £423.

+ 3% of all customers are supported with reduced tariffs, including
those with water-dependent medical conditions such as kidney
dialysis.

How do Thames Water compare to other water companies?

+ Thames Water's average yearly bill is slightly higher than the national
average of £419.

Where do Thames Water wantto be by 2050

+ Customers will consider their water bills value for money and
affordable for all.

How Thames Water can
improve by 2050

Value for money will be
greater, with an improved
service, environment and
commurnity focus.

Thames Water wi itinually
look for ways to become more
efficient so that the money
from custamers' bills go
further.

Thames Water will proactively
fy customers that
Ip paying their
, and will offer
support where it is

Customer



Customer

Keeping bills affordable and value for money is important for many

Summary overview:

Keeping bills affordable and showing that services are value for money are important issues for most customers due to
the increase in the cost of living. Showing good value for money takes on a greater importance, with customers wanting
to know their money have been spent well.

Low importance Moderate importance High importance

What's important/unimportant? In their own words

Keeping bills affordable is very important for customers, especially , e
with the cost of livina aoind uo beina too of mind current] Value for money is what everyone wants and with rising bills it needs to be
g going up g top y shown where the money is going. The area Thames Water serves is larger than

Thames Water’s service needs to show value for money to the others so | would expect some difference in bills. Its a relevant goal to have.
reassure customers’ money has been spent properly. Female, 55-65, ABC1, White, Vulnerable, Slough/Wycombe/Aylesbury

Future customers are less worried because they are not directly

involved now, but they are aware this would be a concern in the Yes. It is a very important issue as we all pay to get this service from Thames
near future. Water. If they help us to reduce the cost. They will proactively find the customers
struggling to pay their bills and help them financially.
How is Thames Water currently performing? Male, 65+, ABC1, BAME, Sutton & East Surrey Water
Most believe Thames W.ater 'S Currenj[ly performlng reasonably Currently | feel Thames water isn't performing too bad on this goal, although their
well. Yet Some.eXpeCt bills should be in line with those from other bills are £4 higher than other companies which isn't fair and should be lowered in
water companies. line with the other companies.

Male, 35-44, C2DE, White, Essex & Suffolk Water
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Customer

For many the timescale for keeping bills affordable and value for money is ‘too slow’, yet a
sizable amount believe it is "about right’

73 customers think the 46 customers think the 2 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
60% 38%
What do customers think about the goal overall? In their own words

The goal is largely supported by customers. It feels achievable and
realistic. | think it's good and in fitting with the current climate. Also making it

A small minority are sceptical about how the goal will be achieved and affordable across the board is geﬁggogé_gél C2DE. BAME. Dual. London
feel Thames Water should better define their plan for this. ’ ’ ’ ’ ’

What do customers think of Thames Water’s plan?

I think 2050 is too far away - the current economic climate clearly shows

Most feel this is sensible for Thames Water to be involved in and help D |EEIILTS PRI ENS IEIGHgh ST SElSnlig GEl 22 G D Eelies
. : . . the pressure on customers, Thames Water should be making these
customers, particularly the ones in most financial need. A

However, for many the 2050 goal feels too far away. Customers want to Female, 25-34, ABC1, White, Affinity Water
see a positive change in their bill savings now. 78
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



Customer

Keeping bills affordable and showing that services are value for money is strongly supported by
many customers

Most strongly support the plan. These customers believe it is of extreme importance for Thames Water to
help customers coping with the current financial climate (increase of cost of living and overall bills)
—» ‘This would really help out a lot of people and customers would think highly of Thames Water if their bills

Female, 18-24, C2DE, White, Dual, Swindon/Oxford

Those who ‘strongly oppose’ the plan, are not against the goal overall, but do oppose the very long
timeframe Thames Water set to achieve it. These customers would like to see more commitment now
‘The goal is ingenuous without defining some hard numbers. And 2050 is incredibly complacent. Make it
a 3 year horizon.’

73 customers were reduced.’
‘Stronq|v Supports’ Female, 35-44, ABC1, Affinity Water
the plan
Those who ‘somewhat support’ the plan, feel that Thames Water should go ahead with this plan but
should consider it as a long-term commitment and start doing something as soon as possible
33 customers — ‘| support this goal but again | see it as an ongoing commitment rather than a goal to be achieved by
‘somewhat supports’ 2050.’
the p|an Female, 25-34, ABC1, White, Dual, London
Those who ‘somewhat oppose’ the plan feel even more strongly that 2050 feels too far away. Customers
10 customers want Thames Water to take action immediately
8% ‘somewhat opposes’ " 1 oppose the 2050 goal as we need it now! Today! I'm for everything else! Support, lower bills, help but
the plan we need it now.’

Male, 45-54, ABC1, White, South East Water
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Customer

Provide an easy and personal customer service,
using the latest technology, for everyone who uses

the service

Provide an easy and personal customer service,
using the latest technology, for everyone who uses

the service How Thames Wat
o ow Thames Watercan
What is this about? improve by 2050

+  Thames Water will adopt new
to keep pace with

+  Thames Wat rves many different types of customer, including householders
and busi rvice interactions include paying bills and updating accounts,
i s and blockages, and connecting properties to the

expectations.

Thames Water will communicate

mers expect their dealings with Thames Water to be e
nient m
tomers sometimes experiel

How do Thames Water compare to other water companies?

Thames Water are currently last in rankings for customer satisfaction, compared
with the other water and waste companies in the country.

Where do Thames Water want to be by 2050

Customers will be able to contact Thames Water in ways that best suit them and

Thames Water will understand the customer’s circumstances and service history,

in ways that suit customers.

Thames Water will understand
customers’ umstances and
service history.

There will be an impro
quicker way of handling
from initial contact to being
resolved.




Customer

Most customers want to have an easy and personal customer service with Thames Water.
However other customers are already satisfied with the service they receive
Summary overview:

Many customers expressed the importance of having a line of communication they can access if a problem occurs or to
receive important information. Additionally, it's important for customers to feel connected with Thames Water and their
customer service facilitates. However, some feel that this isn't an urgent issue as not all customers have a frequent need

to contact customer services. ‘
Low importance Moderate importance High importance
What'’s important/unimportant? In their own words

Customers want to feel they can rely on Thames Water when they have an
urgent problem and be able to seek guidance. It's an important issue as customers of Thames Water should
Other customers feel satisfied with the online service available and so don't EEH incly O2in COMEE! e Comisainly it @ SIMple enel Siraghi

. .. forward way. Personally it's not a huge issue for me as haven't
mind minimal contact. had the need to contact them in a while.

How is Thames Water currently performing? Male, 45-54, ABC1, White, Vulnerable, Affinity Water

Most were dissatisfied with Thames Water’s current performance because it
ranks last in customer satisfaction, although most had no direct experience
with customer services and could only speculate why Thames Water was last. 've not really needed to deal with customer services, | have

Some feel 2050 was not a reasonable target and improvements could be managed everything online to this point with no problems.

made sooner, although even those who had contacted Thames Water were Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water

unclear how specific technology could be employed to improve matters, and

assumed Thames Water would have access to the same technology as other

utilities. 81



Customer

A large majority of customers think the timescale to provide an easy and personal customer
service is 'too slow' and feel it should be achievable within the next 5 years

90 customers think the 28 customers think the 2 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’

B\

a

A 4

What do customers think about the goal overall?

In their own words

« Whilst the goal is largely supported, many customers want customer

service improvements to be implemented within 5 years. 2050 is way too far to improve customer service ranking this should be

« Customers support improvement in technology to facilitate customer something to achieve in the next 2 - 5 years
services in order for Thames Water to catch up to other companies Female, 45-54, C2DE, BAME, Dual, London

What do customers think of Thames Water’s plan?

. . o . . I think they need to be looking and investing into virtual platforms as this
* Most feel it should be a high priority for Thames Water to actively improve is a good way of providing quicker and easier forms of customer service
their customer service. for most people nowadays.

. . : Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water
« However there has to be more clarity on what changes will be introduced for Y

customers to make the most use out of services. 82
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Customer

Providing an easy and personal customer service using the latest technology, for everyone who
uses the service, is strongly supported, by most customers

Customers are supportive of plans to improve customer service as they feel this is important if a problem
was to occur in their homes
—» ‘Customer service is vital for a running business and Thames Water are doing great in making this

‘I support the goal of improving the service offered by TW but | cannot support it taking 28 years to
achieve this. | would expect vast improvements by no later than 2027.
Male, 25-34, ABC1, White, Dual, London

the plan

A number of customers can not get behind this plan due to the 2050 timescale
Again, 28 years is just too long'.

73 customers happen. I'm happy about this that you feel you can do more.’
‘strongly supports’ Male, 25-34, C2DE, White, Affinity Water
the plan
Other customers aren't as impressed as they believe many of the proposals in the plan could and should
have already been implemented (e.g better technology)
30 customers __, 2050 feels too long as plans made today will be out of date by 2050. This should be a goal that should be
‘somewhat supports’ solvable within a few years. Tech already exists and just needs the right number of staff with the relevant
training and experience.’
the plan Male, 45-54, ABC1, White, Vulnerable, Affinity Water
[ customers A few customers are not at all satisfied by how little development the plan included within the proposed
‘somewhat opposes’ —* timescale

Male, 35-44, ABC1, White, Dual, London
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Environment

Help tackle climate change by becoming net
negative’

climate change by be

e "
Whatis this about? How Thames Watercan

+ Thames Water is removing fossil fuels from its main operational improve by 2050
processes to reduce carbon emissions, this will help reduce the T i
impacts of climate change. i~ hon smissions
Where are Thames Water now et negative (beyond 26ro)
+ Thames Water has removed over half of its operational carbon target can be met.
emissions, mainly by generating green energy from sewage treatment Using mummp techmk,.‘"gs to
which provides a quarter of Thames Water's electricity needs.

How do Thames Water compare to other water companies?

« All water companies in the country are signed up to achieve 'net zero’
operational carbon emissions by 2030.

Where do Thames Water wantto be by 2050

+ Thames Water will go beyond zero carbon emissions and actually
remove more carbon than it puts in (by producing more green energy
than it can use).




Environment

Sustainable initiatives to tackle climate change are important for most customers but, for
some, not ‘essential

Summary overview:

Becoming ‘net negative’ is an important issue for most customers, with climate change top of mind. However, this
support is only in ‘isolation’ for some, when compared against other issues, they would rather see priorities go elsewhere.

{

Low importance Moderate importance High importance
What's important/unimportant? In their own words
.C“mate. change is tOp. of mind for many, and so initiatives like this are In isolation yes this is important to me. The reliance on a dwindling
increasingly well-received. supply of fossil fuels forces your hand somewhat though and the situation
There are concerns about quality of life for future generations, and the in Ukraine obviously highlights a need to reduce reliance on imports.

When looked at as part of your 2050 plan overall, the eco credentials of
Thames Water are at the very bottom of the list.
However, some are sceptical of climate change or the UK's role in Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water

reducing emissions.

protection of wildlife.

How is Thames Water currently performing?

| think they are doing amazing. Not all companies can say they achieve

Most are pleasantly surprised at Thames Water's performance here, half of their operational carbon emission. |
with the reduction of 50% of emissions standing out. Female, 25-34, ABC1, White, Dual, London

Some suggest these schemes and achievements should be made

more visible to customers.
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Environment

For most, the timescale to become 'net negative’ is ‘about right’, although a sizeable
minority would like to see urgent changes

43 customers think the 72 customers think the 5 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
60%
What do customers think about the goal overall? In their own words

The goal is largely supported by customers, mainly due to the

perceived importance of sustainability and climate issues. | think it is admirable that Thames Water want to go beyond net zero and
to actually be net negative. This kind of stance will truly make a difference.
Male, 35-44, C2DE, White, Affinity Water

A small minority are sceptical of the benefits for investing here, wanting
the focus to be on service and quality issues.

What do customers think of Thames Water’s plan?

o . . . I think the 2050 target is rather unambitious given the intention to
Most feel this is sensible for Thames Water to be involved in, and are become net-zero by 2030 - why do they need another 20 years for this?
impressed at how energy is self-generated. Why not have 2040 as a target?
Male, 55-64. ABC1, White, Sutton & East Surrey Water

For some, while the 2030 ‘net zero’ plan is praised, this makes the 2050
vision feel slow and unambitious by comparison. 86
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Environment

Helping tackle climate change by becoming ‘net negative' is strongly supported by most
customers

69%

Most of those who support the goal do so because of their concerns around the environment. Actions
like this are seen as important and admirable
—» ‘[ have no doubt that we have severely damaged the climate and | support all initiatives to reduce the

82 customers damage being done.’
‘strongly supports’ Male, 45-54, ABC1, White, Dual, London
the plan
Environmental benefits remained a key focus, although some customers felt investments elsewhere were
2 a higher priority
9 customers —» Although a good and valid goal to aim for, | think that updating the whole water/waste system should be
‘somewhat supports’ the main goal.’
the p|an Female, 55-64, ABC1, White, Vulnerable, Dual, Slough/Wycombe/Aylesbury
7 customers Although some customers opposed the goal due to a long timeframe, mostly this group were sceptical of

‘somewhat opposes’ —* the impact this would have
E If India and China continue as they are zero production by the UK won’t make any difference’

the plan Male, 65+, C2DE, White, Dual, London

One customer was fully dismissive of the goal, seeing it as a ‘tick-box’ exercise
‘The goals are a drop in the ocean and just a tick box exercise that adds cost to the service which in turn
relates to higher bills for the consumer.’

Male, 45-54, ABC1, BAME, Dual, London
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Environment

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

How Thames Water can

Whatis this about?

*  Thames Water could help other companies and communities to
reduce carbon emissions by sharing the green energy it produces and
by selling green technologies it has developed.

Where are Thames Water now

+ 22%cof Thames Water's energy needs are generated from its own
renewable sources (such as the sewage treatment process).

How do Thames Water compare to other water companies?

+ Some other water companies in the country generate between 10%
and 28% of their own energy needs at the moment.

Where do Thames Water wantto be by 2050

= 100% of Thames Water's energy needs will be generated by its own
renewable sources and the surplus green energy will go to the
Mational Grid. Green energy technologies will be sold to other
companies.

im

prove by 2050

Praducing m
{from the sewage tr

n it can use, so
the surplus can go to the
national grid.

heat from the sewage
eatment process ¢
used to heat local homes.
Thames Water will share its
eveloping

companies who nee
reduce carbon emissions.,




Environment

Energy self-sufficiency appeals to most, with current performance seen as average

Summary overview:

Being self-sufficient for energy is something most customers see as important and admirable, with space for Thames
Water to lead in this space. While some customers are sceptical of the prioritisation of this over other more ‘immediate’ or
customer-facing issues, many expect to see this type of change happen across businesses.

\

Low importance Moderate importance High importance

What's important/unimportant? In their own words

.(lemate. change is top. of mind for many, and so initiatives like this are e e e S = s (o ey SEauy s
increasingly well-received. important to use all economic sources of renewable energy - so | rate

Energy security and lowering emissions are key benefits. this as important. It should pay for itself in the longer term so | hope it
won't stop any other works and | would be interested to see how it is

A sceptical few are unconvinced at the benefits this would bring, with financed.
more unsure at how this should be priortised. Male, 55-64, ABC1, White, Dual, London

How is Thames Water currently performing?

Why has Thames Water kept this asset a secret until now? As well as

Although Thames Water is largely in line with other water companies, creating revenue with which to continue tackling environmental damage
customers are split on their performance and climate change they could be providing green fuel to local
' businesses and housing.

Customers are unaware of what Thames Water has done in this area, Male, 55-64, ABC1, BAME, Dual, London
with some feeling they should already be generating more.
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Environment

For most, the timescale for maximising green energy is ‘about right’, although a sizeable
minority would like to see a faster uptake of this

38 customers think the 73 customers think the 10 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
60% 8%
What do customers think about the goal overall? In their own words
 The goalis applauded by most, with being self-sufficient for energy, I would love to see this, given that Thames Water renewable energy will
reducing emissions and selling surplus to the National Grid being the be generated 100 per cent, and the rest will go to the national grid, which
key benefits. is positive. In addition, green technologies will be sent to other
. _ companies which will have a positive impact
« Some feel the urgency of this demands a shorter timeframe. Female, 18-24, ABC1, BAME, Vulnerable, Future customer

What do customers think of Thames Water’s plan?

. . Often the cost on projects like this outweigh the benefits. For example it
* Many are generally supportive, but feel the details are too sparse to may achieve £10 million pounds of savings but will cost £15M to
cast judgement. implement and maintain. Looks great on paper but not very practical.

. . . Male, 45-54. ABC1, BAME, Dual, London
« Afew question the return on investment for this plan.

90
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Environment

Maximising green energy production is strongly supported by most customers

4 Becoming self-sufficient for energy is appealing to most, with some seeing this purely practically and
others for the environmental benefits it brings
—» ‘The green agenda is huge and Thames Water impact on supporting this is imperative. | hope that this

84 customers commitment is kept up and more is done in this space.’
‘strongly supports’ Female, 35-44, ABC1, BAME, Dual, London
the plan
Others agree with the goal, but are either concerned on the practicalities or the level of priority
32 customers _, Twould strongly support the goal and I'd prefer it to be achieved earlier but given all the other more
‘ , pressing issues facing Thames Water then I'm afraid this project is slightly less prioritised.’
somewhat supports Female, 45-54, C2DE, BAME, Dual, London
the plan

A few customers more strongly feel that time and effort should be invested elsewhere, for more
3 customers immediate issues

‘'somewhat opposes’ " ¢ think there’s more pressing needs at the moment for Thames Water and therefore less keen on time and
the plan resources being spent on this goal.’

Male, 45-54, ABC1, White, Sutton & East Surrey Water

A couple of customers felt unconvinced at the ROI for this goal, feeling it would be a wasted effort
‘Its a pointless goal, just spending a lot of money to save very little or less than the invested amount.’
Male, 45-54, ABC1, White, Dual, London

69%

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 91



Communities Impact

Provide an inclusive service that works for
everybody and that everyone can afford, supporting
different needs and circumstances

ovide an inclusive service that wc
dy and that yone can a
ifferent n 5 ircum
Whatis this about?

+ Water and wastewater services should be accessible and affordable
to all customers.

Where are Thames Water now

+ Around a fifth of customers say they always or sometimes struggle to
pay their water bill.
Although a Priority Service Register exists to give customers in
vulnerable circumstances extra help with their water service, not
everyeligible customer is aware they can sign up for this.

How do Thames Water compare to other water companies?

*  Almost a million households in the country are on special tariffs so
they pay a lower water bill, around a fifth of these customers are in the
Thames Water area.

Where do Thames Waterwantto be by 2050

+ No customers will struggle to pay their water bills and there will be
additional support for all customers in vulnerable circumstances.

How Thames Watercan
improve by 2050

Thames Water will proactively
identify customers that
require financial support or
would benefit from being on
the Priority Servic gister,

rec

This will be helped by sharing
data with other organisations,
such as the NHS and other
util sothatc

s need to apply for help
multiple times.




Communities Impact

Providing an inclusive service is well received by most customers

Summary overview:

Providing an inclusive service is an important issue for many, and those not affected recognise the importance of helping
people who struggle to pay water bills. There are some concerns around who would qualify for financial support and if the
government should get involved more than Thames Water.

!

Low importance Moderate importance High importance

What's important/unimportant? In their own words

Providing an inclusive service that everyone can afford, supporting M52 15 27 (3 Mol 50 UGN oy (2 BerBnetly 25 | Souict | wolie cver
qualify to get help. But it is important for many people in the region

different needs and _C'rc_umStances is well received by all, particularly in especially with rising costs of living and inflation set to reach 8% perhaps.
the current economic climate. Those people on fixed incomes do need the help.

There are concerns about the ability to identify vulnerable customers and Female, 65+, ABC1, White, South East Water

who woul lify for financial rt. . ,
0 would quality fo ancial suppo Water is necessary for everyone and no one should be in water poverty,

but there are many people who struggle to pay bills who are not eligible
. . for any benefits and | am concerned that this means such people would
How is Thames Water currently performing? also be missed by Thames Water

Female, 65+, C2DE, White, Dual, London

Those that have already received support are pleasantly surprised at
current performance and future plans. o , o ,
They have the priority services register in place, so that is a good start.
However, not all are aware of the support schemes. Some suggest However, as they mention, not everyone is aware of it or knows how to

these should be made more visible to customers. sign up for it, so they need to do a lot more work in this area.

Female, 35-44, C2DE, White, Dual, Slough/Wycombe/Aylesbury
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Communities Impact

A slim majority think that Thames Water's timescales to provide an inclusive service is 'too
slow’

64 customers think the 56 customers think the 1 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
46%
What do customers think about the goal overall? In their own words

- ~ The plans seem to be a good starting point. However, | am unsure that
The goal is largely supported by both vulnerable and non-vulnerable the systems available to list such vulnerable people is foolproof and more

customers. needs to be done to list all such people.

For some, Thames Water needs to guarantee a reliable system to Male, 65+, White, C2DE, Affinity Water
identify customers who need financial support.

. , This should be fairly important but | would have thought the support would
What do customers think of Thames Water’s plan? come from the Govyemmem J

Female, 35-44, ABC1, Affinity Water

Most feel this is sensible for Thames Water to be involved in, although
some believe financial support should be co-ordinated by the
Government Once again, the timescale is far too long. There will be vulnerable people
' who will be dead long before any help arrives.
Although the 2050 plan feels about right, many would like to see this Male, 65+, C2DE, White, Affinity Water

goal achieved faster.
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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Communities Impact

Providing an inclusive service is strongly supported by many customers

Many believe that this part of the plan is essential. They see an inclusive service that everyone can afford
as a human right that benefits the entire community
—» ‘I strongly support this goal as | think more needs to be done to make it easier to access support for

75 customers those in need. We have all seen the struggles that many are now experiencing with price rises across the
‘strongly supports’ board. We must look to find ways of managing these issues so that they are less of a burden in the
future.’
the plan Male, 25-34, ABC1, White, Dual, London
Those that ‘'somewhat support’ the plan feel that since this is an existing issue which is widespread today
36 customers __, more than ever, Thames Water should not wait until the 2050, but rather do something sooner
‘somewhat rts’ ‘This is an ongoing issue so for me it isn't a real goal, they should always do this starting from now, they
somewnat Supports shouldn't wait 2050 to help all customers in need.’
the plan Female, 25-34, C2DE, White, Dual, London
5 tomer A sizable minority that ‘somewhat oppose’ the plan, criticise the lack of awareness of financial support.
‘ customers , They want Thames Water to make these schemes more visible to customers
somewhat opposes —” ‘Some customers really need help now and perhaps not aware of the help available like | was.’
the p|an Male, 65+, ABC1, White, Affinity Water
Those who ‘strongly oppose’ the plan believe that the overall goal is laudable, but the approach Thames
5 customer ‘strongly Water is planning to use should be clearer and the timeframe faster
J ‘This goal is not sensible the way it is written. It is not specific in the information and the strategies are not
opposes' the plan plausible. This is the worst goal | have seen so far in the way it is presented. The aim to help people
— struggling to pay is laudable and proper but the approach here and the timeline do not make sense to
me.’
v Female, 65+, ABC1, White, South East Water 95
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Communities Impact

Create attractive jobs for people in our communities

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

What s this about?
How Thames Water can

«  Thames Water and their suppliers should reflect the communities they improve by 2050

serve, and their employees should be fairly paid and have the ability to

develop their skills. +  AThames Water Academy
will be formed to giv Is
Where are Thames \Water now training to existing

« Thames Water and its suppliers run various apprenticeship schemes
to help local communities to gain meaningful employment and to
develop their skills. However, Thames Water's workforce doesn't fully
reflect the communities it serves (in terms of gender, disability and
ethnicity for example).

programme with :
focus on diversity,
encouraging care leavers,

How do Thames Water compare to other water companies? L B ]

« The pay gap between males and females working for Thames Water is
15% compared to 10% for other water companies in the country. All Thames Water suppliers

will have a responsible
Where do Thames Water want to be by 2050 employment pFrj es

« The workforce will reflect the diversity of communities served, and a including diversity policies.
living wage will be paid to all employees.




Communities Impact

Creating attractive jobs locally is important for most, but for some, isn't an immediate priority

Summary overview:

Creating attractive jobs for people in our communities is an important issue for most customers. While customers see the
importance of supporting diversity and improving training, when compared against other issues this is less of a priority.

Despite this, there are some who highly support this initiative.

Low importance

What’s important/unimportant?

Having equal opportunities, more diversity and guaranteed training
schemes is considered essential, particularly for a large company
such as Thames Water.

Only for a sizable minority this is not something of great importance.

How is Thames Water currently performing?

Although Thames Water performs slightly lower than other companies,
most recognize and appreciate the plan.

Customers are particularly surprised by the gender pay gap and
believe this is something which should be corrected as soon as
possible.

Moderate importance

{

High importance

In their own words

I would expect any employer not to discriminate by pay or employment
criteria/recruitment - and Thames Water is no exception. For such a large
company it must be possible to make reasonable adjustments to employ
disabled people. Why wait until 2050 to implement changes?

Female, 55-65, ABC1, White, Dual, Slough/ Wycombe/ Aylesbury

I think Thames are aware of the problem and although they are falling
short they are making good efforts to correct it.
Female, 35-44, C2DE, White, Sutton & East Surrey Water

5% variance in pay between men and women compared to other
companies is not acceptable.
Male, 35-44, ABC1, White, Dual, London
97



Communities Impact

For many, the timescale for creating attractive jobs locally is 'too slow’, yet a sizeable amount
believe it is "about right’

80 customers think the 39 customers think the 4 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
What do customers think about the goal overall? In their own words
«  The goal is supported by most customers who believe this is a I think all of the plans are commendable, however, being my age, | am finding

it hard to change with the times regarding gender discrimination, etc. | think
issues such as equal pay should be addressed now... why wait until 20507/
Many question why this plan would take that long. Male, 45-54, ABC1, 10-49 employees, Non-water reliant, Business Customer

worthwhile and realistic plan to achieve.

) , I am surprised that TW do not already have diversity plan in place. This
What do customers think of Thames Water’s plan? should be addressed in the next 12 months.

Male, 65+, ABC1, White, South East Water

Most feel this is sensible for Thames Water to be involved in and
many are surprised this is not a plan Thames Water had already in

place The goal should be achieved much sooner - setting a goal to give everyone a
' living wage that is 28 years away is dreadful. Everyone should have a living
» For the majority the 2050 goal is too far away. Many believe this wage now
goal should be addressed more urgently. Male, 45-54, ABC1, White, Vulnerable, Sutton & East Surrey Water 98
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Communities Impact

Creating attractive jobs for people in our communities is strongly supported by more than half
of customers

Customers who ‘strongly support’ the plan are very passionate about the issue even when it doesn’t
affect them directly. They believe it is laudable Thames Water can contribute in its own way
—» I strongly support this goal because it will ensure that people will be fairly compensated for their work,
69 customers have the ability to develop their skills & increase diversity.’
‘strongly supports’

the plan

Male, 25-34, ABC1, BAME, Dual, London

These customers believe that this goal can be achieved sooner than 2050. Considering that this goal
involves different initiatives, Thames Water should focus on a few at a time and achieving at least some of

42 customers — them within a shorter period of time
‘somewhat supports’ | feel a living wage could be achieved and maintained much sooner. Diversity can take time to achieve
the plan however | would expect them to be able to achieve this also before 2050.
Female, 35-44, C2DE, White, Sutton & East Surrey Water
6 customers Customers who ‘somewhat oppose’ the plan, feel this goal needs to be achieved sooner. They believe it

‘somewhat opposes’ —* is not ambitious enough for Thames Water to set the goal so far away
the plan ‘Needs to be quicker and needs to see equality as equality - race/gender/sexuality should not have an

impact on pay level!l’

Female, 25-34, ABC1, White, Affinity Water

6 customer ‘strongly
OQQOSGS’ the plan The few customers who ‘strongly oppose’ the plan, do actually support the overall goal but are not
L, supportive about the timeframe Thames Water is planning to achieve it by
‘I support the strategy. | strongly oppose the timeframe.’

Male, 45-54, ABC1, White, South East Water

\ 4
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Communities Impact

Use the land Thames Water owns to benefit wildlite
and create natural spaces for people to visit

Use the land Thames Water owns to
benefit wildlife and create natural
spaces for people to visit
How Thames Watercan
Whatis this about? improve by 2050

= More of Tharmes Water's land

* Thames Water owns land, mainly around its water and sewage works, could be used for recreation

and this could be used to benefit local communities more. and forimproving the natural

Where are Thames Water now diversity of local wildlife and
nature.
+ Thames Water has opened up some of its land for recreation, such
as naturereserves, wetlands and reservoirs near its water and
sewage works. Some local projects for nature conservation are also
supported.

How do Thames Water compare to other water companies?

+  Most other water companies in the country open some of their land
(reservoirs and other sites) for recreation.

Where do Thames Water want to be by 2050

+ Moreof Thames Water's land (that isn't required for its operations) will
be used to benefit local communities.




Communities Impact

Customers have mixed views on using Thames Water land for wildlife and recreation, but
most see it as a nice-to-have’

Summary overview:

Customers show mixed levels of interest in this area. Although some are keen for more wild spaces to improve local areas
and provide safe spaces for families, others feel it has a lower priority and, given the utility bills crisis, wouldn’t be the right
area to invest in currently.

{

Low importance Moderate importance High importance
What's important/unimportant? In their own words
The element of climate change runs through this issue for some,
seeing these natural spaces as increasingly important to protect. | think the idea of this is great but | don’t recall any Thames Water
Others feel that they wouldn't use the space, with some suggesting locations in London. So this would only benefit people living close by but
- o - , - they'll already have these kind of things as they don't live in London

IEZ:nt)hIS wouldn't likely happen in London (and so wouldn’t benefit Female, 25.34. C2DE, BAME. Dual, London

How is Thames Water currently performing?
Most customers call out the ‘vague’ metrics shown to them, The objective and aim is very vague, doesn’t say how they will do this,
especially how ‘some’ land is being repurposed. there aren’t any specifics. It says they have opened up some of their land,

. . . I don’t know whether this is good or not or what they are doing with it.
They'd like to know exactly how much Thames Water is repurposing, Male, 35-44, C2DE, BAME, Dual, London

what they’re doing and the outcomes.
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Communities Impact

Despite previously mixed interest, customers want more details and action on using Thames
Water land for wildlife and recreation

52 customers think the 66 customers think the 3 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
What do customers think about the goal overall? In their own words

» Despite mixed levels of interest/importance, customers tend to think the

goal itself is admirable, in particular the benefit to wildlife and local I'think this would be great as it would get people out and about, it would
communities/families. capture wildlife, get city kids to be outside and open more outdoor

. , . . spaces other than parks.
« For many, this is a ‘nice-to-have’, and something they can passively Female, 25-34, ABC1, 0-9 employees, Water reliant, Business customer

support.

What do customers think of Thames Water'’s plan?

This is not a plan just a vague wish and made me disappointed and

- Similarly, although previously customers felt this was a lower priority, the angry. People are Keer 0N oUtGoOrS areas ana activities, conservation
lack of specific details and ‘long’ timeframe means many of them feel it and wildlife. This could and should have been a wondertful section full of
o low’ detail and rich ideas and strategies
IS 100 Slow". Female, 65+. ABC1, White, South East Water
* Most expect this to progress constantly in the ‘background’. 102
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Communities Impact

Using Thames Water land to benefit wildlife and create natural spaces for people to visit isn't
high priority, but something most support and want to see

1 Although many expect faster action, for most who support the goal, they want a steady yet constant
improvement in this area

65 customers I think its a great way to help communities and nature. It isn't something that needs to be rushed.’

. , Female, 35-44, C2DE, White, Sutton & East Surrey Water
strongly supports

the plan

Others are generally supportive, but are more vocal that other goals should take priority
45 customers _, Isomewhat support this goal as opening up land for recreation & natural diversity can benefit
‘ , communities & wildlife, but | feel that other issues should take a higher precedence.’
somewhat supports Male, 25-34, ABC1, BAME, Dual, London
the plan

6 customers A few customers more strongly feel that the priority should be elsewhere for Thames Water, even though
some still appreciate the goal itself
‘'somewhat opposes’ 7 ‘Doesn't have my support because the time and resources could be put into other pressing issues to
the plan achieve them faster.’

Male, 25-34, ABC1, White, Dual, London

For a small number of customers, they strongly feel this isn’t within Thames Water's remit, and that other
issues must take priority

I feel that they need to concentrate on the basics get those things right first then they move on the "nice”
things.’

¢
&)
©
O

Female, 55-64, ABC1, 50+ employees, Non-water reliant, Business customer
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Communities Impact

Use the land Thames Water owns to create jobs
and housing

Use the land Thames Water owns to
create jobs and housing

Whatis this about? How Thames Watercan

+ Thames Water owns land, mainly around its water and sewage works, improve by 2050

and this could be used to benefit local communities more., » Some of Thames Wati“ s la ndi
5 d arounc
Where are Thames Water now _ ch

+  This would be a new venture for Thames Water. g
How do Thames Water compare to other water companies? create local jobs.
+ Very few water companies have built new housing on their land.

Where do Thames Water wantto be by 2050

+ Some of Thames Water's land (that isn't required for its operations)
could be used for building houses, two fifths of which would be
affordable housing. This would also create new local jobs.




Communities Impact

Customers have mixed views on whether Thames Water should become involved in housing

Summary overview:

Although many customers see the need for more housing, overall opinions on this issue are mixed. Some customers
show little interest in the topic, others feel the land should be used as green spaces and others are concerned around
how the land would be used for housing given the need for affordable homes.

V

Low importance Moderate importance High importance

In their own words

What'’s important/unimportant?

Many customers are aware of the need for affordable homes, and

some see this as common sense to use available land. This would be a great opportunity for those who want to buy affordable
L . houses and also help the community with work. But as somebody who

_However’ S(_)me homeowners feel this is irrelevant to them, viewing the has a home | don't see how this would benefit me so it isn't as important.

ISsue as unimportant. Male, 18-24, C2DE, BAME, Future customer

A few customers question the exact details of the scheme, feeling
concerned for the quality of housing and local wildlife.

. 0
How is Thames Water currently performlng - | think that they aren’t doing much just like other companies but | think it is

. : , good that they are taking a step and doing something about it.
As this is a future idea, customers aren't able to comment on Thames Fernale. 18-24, ABC1. BAME. Dual. Future customer

Water’s current performance.

Some are excited to see where this initiative goes, however.
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Communities Impact

For most, the timescale for using Thames Water land for housing is "about right’, although a
sizeable minority feel the pace is too slow due to the wider housing crisis

43 customers think the 63 customers think the 13 customers think the
timescale is ‘too slow’ timescale is ‘about right’ timescale is ‘too fast’
What do customers think about the goal overall? In their own words

. Customers are mixed on whether this is a space for Thames Water to Not sure this can be achieved in the timescale because it’s a lot. | feel

play a role that the water concerns should be concentrated on 1st and the building

' of houses can follow after, unless they have a plan to get it all done in a

« Some see this as common sense with the available land, others see timely manner.

more pressing issues for Thames Water. Female, 45-54, ABC1, BAME, Dual, London

What do customers think of Thames Water’s plan?

More details surrounding job creation and the longevity of these jobs is
« Afew customers would like to see more details, especially around the needed to understand the lasting impact. More of the housing should be

types of jobs being created (and the longevity of them) alongside the dfforaable, olnerwise it stands o becorme another project that is
types of houses being built promised to help people with housing that only stands to benefit those
' affluent enough to purchase property.
Female, 18-24. ABC1, White, Dual, London 106
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Communities Impact

Using Thames Water land to create jobs and housing is strongly supported by most customers,
although a sizeable minority are against this due to concerns around Thames Water's remit and
protecting natural spaces

A

For most customers, this is an important issue due to the demand for more housing, especially affordable
housing. Many of these customers would like to see change happen sooner than 2050
53 customers With an increasing population we simply need more homes (and affordable ones at that).

o . , Male, 45-54, ABC1, White, Vulnerable, Affinity Water
44% strongly supports 4
the plan
Whereas other customers, while supporting the goal, feel other issues should come first for Thames
Water
37 customers — | somewhat support this goal it would help to provide affordable housing & local jobs, but | feel that other
‘somewhat supports’ issues should take a higher precedence.
the p|an Male, 25-34, ABC1, BAME, Dual, London
14 customers Those who somewhat oppose often doubt the reality of the plan, feeling the land has better uses

©)
©
O

‘somewhat opposes’ —* | really don't think that this is the best use for the land. Houses are already being built and affordable is
often not affordable.
the plan Female, 35-44, C2DE, White, Sutton & East Surrey Water

Strong opposers are sceptical of the aims of the plan, alongside feeling other priorities should come first
Unless this is to make money but dressed up as a community benefit then | just do not understand why
this is in the list of goals?

Male, 45-54, ABC1, BAME, Vulnerable, Affinity Water
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Approaching a quarter (23%) of uninformed household customers ranked a// 5 areas
covered by Vision 2050 as '10’, of utmost importance

What is important to you across the five specific areas of Thames Water's activity?

100% -
90%
80% SN YV BN 0
70%
60%
50%
40%
30%
20%

10%

0%

Water

Waste Customer

m(0-3 m4-7 m8-10

A1. How important are each of these areas of Thames Water’s service to you,
customers (500)

Communities

Energy

1.

Key to descriptions

Water: Ensure there is enough water and develop
a future-proof water network that avoids leaks and
interruptions to customers' water supplies

Waste and rivers: Prevent all sewer flooding and
wastewater pollution (when untreated wastewater
spills into properties and rivers) and lead the effort
to restore the quality of rivers and streams
Customers: Deliver great customer service and
value for money

Energy: Help tackle climate change by becoming
'net negative' (when we take more carbon out of
the atmosphere than we put in) and maximise the
green energy produced for ourselves and for local
communities

Impact on communities: Thames Water is a force
for good in communities by eliminating water
poverty (so all customers can afford to pay water
bills), providing jobs and skills and developing the
land around its buildings and works responsibly

on a scale of 0 to 10, where 0 is ‘not at all important” and 10 is ‘very important’? Base: All uninformed HH
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This drops to 15% of uninformed non-household customers ranking 5 areas as 10’

What is important to you across the five specific areas of Thames Water's activity?

100% S

90% i“ 5%
80% B
70%
60%
50%
40%
30%
20%

10%

0%
Water Waste Customer

m(0-3 m4-7 m8-10

A1. How important are each of these areas of Thames Water’s service to you,
(100)

Communities

Energy

Key to descriptions

1.

Water: Ensure there is enough water and develop
a future-proof water network that avoids leaks and
interruptions to customers' water supplies

Waste and rivers: Prevent all sewer flooding and
wastewater pollution (when untreated wastewater
spills into properties and rivers) and lead the effort
to restore the quality of rivers and streams
Customers: Deliver great customer service and
value for money

Energy: Help tackle climate change by becoming
'net negative' (when we take more carbon out of
the atmosphere than we put in) and maximise the
green energy produced for ourselves and for local
communities

Impact on communities: Thames Water is a force
for good in communities by eliminating water
poverty (so all customers can afford to pay water
bills), providing jobs and skills and developing the
land around its buildings and works responsibly

on a scale of 0 to 10, where O is ‘not at all important” and 10 is ‘very important’? Base: All uninformed NHH customers
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Among all informed customers, higher importance figures were given across the board

36% of customers ranked a// 5 areasas '10', of utmost importance

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

Waste

Customer

m(0-4 m57 m8-10

Communities

Energy

Key to descriptions

1.

Water: Ensure there is enough water and develop
a future-proof water network that avoids leaks and
interruptions to customers' water supplies

Waste and rivers: Prevent all sewer flooding and
wastewater pollution (when untreated wastewater
spills into properties and rivers) and lead the effort
to restore the quality of rivers and streams
Customers: Deliver great customer service and
value for money

Energy: Help tackle climate change by becoming
'net negative' (when we take more carbon out of
the atmosphere than we put in) and maximise the
green energy produced for ourselves and for local
communities

Impact on communities: Thames Water is a force
for good in communities by eliminating water
poverty (so all customers can afford to pay water
bills), providing jobs and skills and developing the
land around its buildings and works responsibly

AT. How important are each of these areas of Thames Water's service to you, on a scale of 0 to 10, where 0 is ‘not at all important’ and 10 is ‘very important'? Base: All Informed customers (122)
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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Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

Water and Waste Vision 2050 goals tend to be rated as more important and more urgent
for improvement; at the same time, all goals can be deemed important

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (All informed qual and uninformed quant responses - 711)

is very urgent to make the improvements, how urgent is it that Thames Water

makes the improvements for each of the goals.

0 A

EEEENZ

— Along this line,

y
Water

Waste & Rivers
Customer
Energy Transition

Communities Impact Help tackle climate change by becoming 'net

negative' (when we take more carbon out of the
atmosphere than we put in)

‘importance’ and
‘urgency for
improvement’ scores
would be identical

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

communities and help develop skills- =
-

-
-
-
P

Use the land Thames Wa@r owns to create jobs o
-~ “and housing

Create attractive jobs for people inour

Help customers\to use,much less

° 9 water at home

-
-
-
-
-
-
- -
Reduce leakage to Keep bills affordable and show that - -
below 10% services are value for money -
) ) -/~ Guarantee high quality drinking water
Prevent heavy rainfall from causing g
sewage overflows and sewage P -
spills into rivers P o
7 o Stop all sewage flooding into homes,
> ;
Help reduce disruptive rainwater floodipg < gardens and businesses
-~ 8¢ ¢
e~ L Ensure there is enough water for customers in
-~ ) PY L the future, without taking too much from rivers
Replace sl lead pifes ; i
- e® and harming the environment
e P Provide a more reliable
- supply of water
_- &2 pply
o Lead the improvement of rivers in our region so

they become among the healthiest in the UK

Fix service issues on the same day

Use the land Thames Water owns to benefit

Provide an inclusive service that works for

supporting different needs and circumstances

though this exercise was designed to
ision 2050, the scores show that all

goals remain more or less important, but that there are priorities in terms

= wildlife and create natural spaces for people to
PR - visit . Peop everybody and that everyone can afford,
- - Provide an easy and personalised customer
- service, using the latest technology, for
P - everyone who uses the service
_ U
_ - I Itis important to recognise that al
_- - | ‘pull apart’ the different goals of V
~
- T —————— - i
_- | Please note: axes I_of what they would like to see addressed,

1
| have been terminated |
at this point for clarity |
1
1

I oflabell?ng and 6 7 8
I separation of the
LIk ) Importance

“On a scale of O to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
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Quantitative data shows a relatively clear prioritisation of Vision 2050 goals

‘Water’ and ‘Waste & Rivers’ are both broadly of highest priority in both importance and urgency for improvement (All informed qual and
uninformed quant responses - 711)

« Looking at importance and urgency for improvement for each goal, it is clear that all of the proposed goals are deemed
both important and relatively urgent to improve by customers

— All goals fall within the range 7.0 to 9.0 in terms of importance (out of 10 overall)

— All goals fall within the range 6.0 to 8.5 in terms of urgency for improvement(out of 10 overall)

|
«  Ofall the goals, there is a clear : This chart shows how each ‘cluster’ of Vision 2050 goals §|t in relation to |
, each other (based on all survey responses, from the qualitative 1
1 |
I I

Pattem Wh.ere Water’ and 10 ‘ Keywmer community and quantitative survey combined — 711 responses in total) Pt
Waste & Rivers’ goal clusters B Waste & Rivers
tend to be more highly prioritised M Customer
. . Il Energy Transition
than others, with the exception B Communities Impact

— — Along this line,

8 ‘importance’ and
‘urgency for
improvement’ scores
would be identical

of ‘Keep bills affordable’ and ‘Fix
service issues same day’ (both
‘Customer’)

Customer

* [tis important to note that these
are relative differences only; all
of the Vision goals are deemed
important overall as highlighted

Urgency for improvement
Cn a scale of 0 to 10, where 0 is not at all urgent to make the improvements and 10

is very urgent to make the improvements, how urgent is it that Thames Water

makes the improvemenis for each of the goals.
(s3] w

g5 - Pitis important to recognise that although this exercise was designedto 1
- ‘pull apart’ the different elements of Vision 2050, the scores show that all 1
a bove ‘_‘,_" ________ elements remain more or less important, but that there are priorities in 1
=" Please note: axes 1 | terms of what they would like to see addressed, 1
- - S e e e e e o e o o o o e e o e o e o = = J

| have been terminated |

1 &t this point for clarity ! |

1 of labeling and ! A 7 8 g 10

I separation of the :

I elements.
e i Importance

L
“On a scale of 0 to 10, where 0 is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
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Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

Water and Waste Vision 2050 goals tend to be rated as more important and more urgent
for improvement; at the same time, all goals can be deemed important

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Uninformed HH quant - 500)

is very urgent to make the improvements, how urgent is it that Thames Water

makes the improvements for each of the goals.

10 A

— — Along this line,

Key

Water

Waste & Rivers
Customer

Energy Transition
Communities Impact

‘importance’ and
‘urgency for
improvement’ scores
would be identical

~ =~ | Please note: axes

| have been terminated
at this point for clarity
of labelling and
separation of the
| goals.

-
-
-
-
-
-
- -
Reduce leakage to Keep bills affordable and show that _- -
) ) ) ) below 10% services are value for money PR
Help reduce disruptive rainwater flooding _-
By : ‘ L
) ., Preventheavy rainfall from causing - Srrarantee-tighroaity drinking water
Helpv tackle climate change by becoming 'net sewage overflows and sewage _ - -
negative' (when we take more carbon out of the spills into rivers -
atmosphere than we put in) > o Stop all sewage flooding into homes,
PR - gardens and businesses
Maximise the green energy produced for > O © Ensure there is enough water for customers-in
Thames Water and for local communities _-" ) % the future, without taking too much from rivers
e 7 a® and harming the environment
o ) Replace all \e_ad'plpeg [}
Create attractive jobs for people in our - Y Lead the improvement-of rivers in our region so
communities and help develop skills _ = < [ they become among the healthiest in the UK

Provide a more reliable
supply of water

-
ie 3
Use the land ThamesjVatefowns to create jobs i
_- ahd housing

-

Help customers to Use much less
water at homeg

Use the land Thames Water owns to benefit — Fix service issues on the same day

PR wildlife and create natural spaces for people to Provide an inclusive service that works for
.~ Provide an eas q lised ¢ visit everybody and that everyone can afford,
- Yy and personalised customer . . .
service, using the latest technology, for supporting different needs and circumstances
everyone who uses the service
o e - - e e e e e e e e e "
| Itis important to recognise that although this exercise was designed to I
| ‘pull apart’ the different goals of Vision 2050, the scores show that all
goals remain more or less important, but that there are priorities in terms

I_of what they would like to see addressed, p

6 7 8 9 10

Importance

“On a scale of O to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?” 114



Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

For NHH customers, the pattern of priorities is largely similar to that of HH customers

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Uninformed NHH quant - 100)

is very urgent to make the improvements, how urgent is it that Thames Water

makes the improvements for each of the goals.

Key
10 A I Water -
-
H -
. Waste & Rivers Prevent heavy rainfall from causing sewage - -
. Customer overflows and sewage spills into rivers Stop all sewage flooding into homes, gard/er;s -
" and businesses -
9 B Energy Transition Reduce leakage to S~
below 10% -

Communities Impact - : :

[ P Keep bills affordable and show that services are -~ Guarantee high quality drinking water
. . -~

— — Along this line, valuie-for money _ -7

. ) Help reduce disrupti inwater floodi

importance’ and ép re luce? isruptive rainwater flooding — ”/ -

8 ‘urgency for Fix service issues on the same day _- ’o - e Lead the improvement of rivers in our region so
i ! i -9 they become among the healthiest in the UK
|mprovement SCOI’GS Help customers to use much less water at home Replace all lead p\pe’s = ?
would be identical - @ Ensure there is enough water for customers in

-
Use the land Thames Water owns to benefit P e Maximise the gree energy the future, without taking too much from rivers

7 wildlife and create natural spaces for people to % - produced for Thames. . and harming the environment

visit <9 ¢
- e ; P liabl
Use the land Thames Water owns to create jobs - Help ta,Ckl? climaig ghaﬁge by rovide a more reliaple
and housing PR ° P becoming 'net negative’ (when supply of water
_-< we take more carbon out-of... Provide an inclusive service that
________ - - o works for everybody and that
6 I please note: axes have | -7 everyone can afford, supporting
I been terminated at this | - o ) Provide an easy and personalised customer different needs and
I point for clarity of I _- - Create attrgctwe jobs for people in our service, using the latest technology, for circumstances
labelling and separation I _- - communities and help develop skills everyone who uses the service
of the goals. -
5 J - —_—— e e e e e === = 1
_- - I Itis important to recognise that although this exercise was designed to |
‘pull apart’ the different goals of Vision 2050, the scores show that all
| pullap g |
goals remain more or less important, but that there are priorities in terms I
I_of what they would like to see addressed, p
5 6 7 8 9 10
Importance
115
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Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

Among the ‘informed’ community participants, the range of scores is more varied and there
are larger gaps between perceptions of importance and urgency

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Informed panel — 50)

is very urgent to make the improvements, how urgent is it that Thames Water

10 K | Key -
Water Stop all sewage flooding into homes, gardens _ Reduce leakage to _- -
and businesses below 10% P
B Waste & Rivers -
Keep bills affordable and show that services are Replaectall lead pipes
9 B Customer Prevent heavy rainfall from causing sewage value for money %"~ - Guarantee high
. . Energy Transition overflows and sewage spills into rivers - \e J aualiy drinking water
%) " -
(O\s . Communities Impact Help reduce disruptive rainwater flooding —o - o e
. . -
g 8 — — Along this line, P ’e ° Ensure there is enough water for customers in
< [ ' < the future, without taking too much from rivers
= ‘|mportance and Help customers to use much Iess}vva,te?at’ho Provide aa'ﬁ@ﬁ%?@ﬁﬁ@%hg environment
(@] urgency for P supply of water
~: H ’ -
8 Improvemem spores Help tackle climate change by becoLniDg‘ﬁeT 9 [
8 would be identical negative' (when we take more careon out of the ? e . ) . .
S 7 atmosphere thas We put in) Provide an inclusive service that works for
o . . PR L] } o everybody and that everyone can afford,
= Provide an easy ?lepterjoga(:'?edl—m'ﬁ?mer Fix service issues on the sqRpSing different needs and circumstances
) service, using the lates nology, for
& everyone whe dses the service [ ]
g _- - Lead the improvement of rivers in our region so
Q 6 -7 ° they become among the healthiest in the UK
-
-
£ .- o .
5 _- - Maximise the green energy produced for
< _- - Create attractive jobs for people in our Thames Water and for local communities
o _ communities and help develop skills - s=ms= _ mmEmEmEmEEmEmEEEEmEEmE
g 5 P € I It is important to recognise that although this exercise was designed to |
- . ‘ ) . .
o - Use the land Thames Water owns to cre ) pull apart’ the different goals of Vision 2050, the scores show that all |
e - - and housing %Ifjgléf%g I;nd T?amets VVlater ownfs to benleﬂ‘; | goals remain more or less important, but that there are priorities in |
- r ——————— wildliite and create natural spaces for people 1o | terms of what they would like to see addressed,
-~ : Please note: axes have | VSIL . e e e e e e e = == — - 4
been terminated at this |
point for clarity of | >
labelling and separation I S 7 8 9 10
Lofthegoas. Importance
“On a scale of O to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only 116



Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

't is a similar story in the responses from the ‘'uninformed’” community participants with wide-
ranging scores and larger importance-urgency gaps

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Informed fresh — 49, includes business and future bill payer customers)

is very urgent to make the improvements, how urgent is it that Thames Water

makes the improvements for each of the goals.

10‘

Key
I Water
B Waste & Rivers
. Customer Stop all sewage flooding into homes, gardens
-, and businesses
B Energy Transition
L Reduce leakage to
B Communities Impact below 10%
L Prevent heavy rainfall from causing sewage -

- Along this line, overflows and sewage spills into rivers _ - -~

‘importance’ and .

¢ -

urgency for | P - ° .

improvement' scores Fix service |ssuis on#he€ same day e

. . -
would be identical Help reduce disruptive rainwater flooding.—= ° e
-~ - Q
- - 2 ®
Help tackle climate change by betoming net
negative' (when we takg rofe carbon out of the P

atmgsphere than we put in)

-
-

Replace all lead pipes~ -

-

-

-

- Guarantee high-quality
drinking water
-
L
-
]
e Keep bills affordable and show that services are

value for money ‘
Provide a more reliable

supply of water
® pply

Ensure there is enough water for customers in
the future, without takingtoo-much-from-rivers
and harming the environment

Provide an inclusive service that works for
everybody and that everyone can afford,
supporting different needs and circumstances

-
Use the land Thames W’ator Swns to benefit

Kelp customers to use much less water at home
Lead the improvement of rivers in our region so

o they become among the healthiest in the UK
Maximise the green energy produced for

Thames Water and for local communities

2
wildlife and create patdral spaces for people to
-7 visit 2
- -
Use the Jard Thames Water owns to create jobs
_-7 and housing
-
-
-~ - i Provide an easy and personalised customer
A= service, using the latest technology, for

- Please note: axes have
been terminated at this

Create attractive jobs for people in our

everyone who uses the service

It is important to recognise that although this

exercise was designed to ‘pull apart’ the different
goals of Vision 2050, the scores show that all

|
) . I communities and helo develop skill goals remain more or less important, but that »
point for clarity of 1 p aevelop sidis there are priorities in terms of what they would
labelling and separation I S 7 8 like to see addressed, 10
Lo Importance =000 ——-------——-—-—--- !
“On a scale of O to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only 117



A different priority hierarchy is evident between informed and uninformed audiences

|
; The chart below shows a *hybrid’ score, the mean of the combined importance and urgency to improve scores. This allows us to
1 plot both informed and uninformed scores along the same axis to show the broad priority hierarchy and spread of scores overall.

I Here we can see that informed audiences give a greater range of scores, suggesting that additional information provided (e.g.
:_details of the hazards of lead pipes) has led to a much more pronounced distribution of scores up and down the scale.

. e T O O O R O o O O O . O O O O O O O O O O O O O O O O O O O O O O O O O O O O . .. .. |

——— — —

Provide an easy and Maximise the green Help tackle climate Preventheavy  Providea En?ure efnct)ugh Reduce Keep bills Stop all sewage
Use the land Thames personalised  energy produced for change ky)y Help reduce cainfall from more water in future, leakage to affordable and  flooding into homes, High
Water owns to benefit _customer service Thames Water and for Cccoming et disruptive causing sewage \(eliable ont e below 10%/"  show valysdr gardens and quality
wildiife and create natural local communities negative rainwater overflows spills,.. Suselyof (V& harming periey businesses drinking
spaces for people to visit flooding B Qnvironment Replace all water
o ™ 96 o o 9 o , 9 ° ¢ @ © lead pipes g
Help customers to Provide an include service
use much less water Lead the improvement . that works for everybody

/l’?fOI’lT)GO’ at home of rivers in our region Fix service

., o) they become issues on the
aUdlence among the... same day

) Use the land The}rrg)es Wdater Ensure enough water in future, without High
Provide an easy and ~ OwWns to create jobs and... taking rivers, harming environment quality
personahseql customer drinking
service = ) » o 0 2 0 00 e o ecoe_ © © water
Create attractive jobs for :
eople in our communities Lead the Provide § Stop all sewage
i an% help develop skills Replace alllead - vement ~ More Heduee flooding into homes,
Maximise the green PIPES  Lversin | reliable leakage to gardens and
Use the land Thames Water |, . g nvers supply of below 10% businesses
Uninformed ownsto benefit widife and e’ ocomin grerayprodueecy water
create natural spaces for 'nget n)e/ gative' 9 Fix service issues on Prevent heavy rainfall Keep bills

[ eople to visit Help customers to the same da -

aUO'/el’)CG peop Use r?wuch less water  Provide aninclusive y from causing sewage affordable and
at home service that works for overflows spills into show value for
everybody rivers money
6 7 8 9

Mean of importance and urgency scores combined: informed qual (99) vs uninformed quant (600)
“On a scale of 0 to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?” and On a scale of O to 10, where

0 is not at all urgent to make the improvements and 10 is very urgent to make the improvements, how urgent is it that Thames Water makes the improvements for each of the goals. 118



Considering the different views of informed and uninformed audiences

The combination importance/urgency mean score serves to display the hierarchy of priority (and reflects hierarchies of
both scores relatively well). It is used here as a convenient mechanic to provide a simpler comparison between informed
and uninformed audiences

It is clear that informed customers display a greater diversity of scores (both above and below the range of uninformed
scores)

There are a number of potential reasons for this:

— Informed customers by definition had been provided with significantly more information than uninformed customers
upon which to base their decisions (see separate document for a full set of stimulus used with each audience)

— Informed customers were asked more questions, so had a greater opportunity to consider the goals from different
angles

— Informed customers were likely to have spent more time considering the issues and selecting a response

— ...as aresult of the above it may be natural that they are able to put ‘more space’ between the goals in terms of
importance and priority

Another more practical reason for this might be that the smaller sample size involved with the informed audience means
that any outliers will have had a more proportionate impact, hence uninformed scores being closer together
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Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

Informed’ community participants, importance and urgency vs goal achievement by 2050

is very urgent to make the improvements, how urgent is it that Thames Water

Goals in yellow indicate that a majority of customers feel the goals are ‘too slow’ if they are to be achieved by 2050. A
mix of goals that are considered urgent or considered quick to achieve. Informed panel (50)

' Low/med/high labels indicate the difference in percentage of people
that think the goals are ‘too slow’ if they are to be achieved by 2050,
compared to those that think they are ‘just right’.

|
|
|
|
I LOW = Up to 10% more think they are too ‘slow’ than ‘just right’
: MED = 11-30% more think they are too ‘slow’ than ‘just right’

|

|

-
LOW MED P
Stop all sewage flooding into homes, gardens _ Reduce leakage to -~
and businesses below 10% P -

MED
Keep bills affordable and show that services are

-
Reglaee’a\l lead pipes
-
value for money

- Guarantee high

quality drinking water

-9

|
|
|
|
I Pprevent heavy rainfall from causing sewage
| overflows and sewage spills into rivers
|
|

-
%) HIGH = 30%+ difference — over 30% more customers think the goal o , _-"
© ] Il 5 A ] 5 Help reduce disruptive rainwater flooding _° [}
% is too slow compared to those that think it is ‘about right _ Ensure there is enough water for customers in
® —8 ————————————————————————— 4 - e ° the future, without taking too much from rivers
S Help customers to use much less vva}e?at’homc ) ) and harming the environment
"'5 P Provide a more reliable
< _- < supply of water LOW
® Help tackle climate change by becoming “fiet ¢ e e Provide an inclusive service that works for
8 7 negative' (when we take more (@rbpn out of the e everybody and that everyone can afford,
KS) HIGH atmosphere;haa We put in) ° supporting different needs and circumstances
-
R Provide an easy and personaliseg.cdfstomer Fix service Eg&gon the same da
% service, using the latesf tec%ology, for o
& everyone whe dses the service [ ]
g _- - Lead the improvement of rivers in our region so
9 6 -7 ° they become among the healthiest in the UK
3 ol .
-
5 _- - HIGH Maximise the green energy produced for
< _- - Create attractive jobs for people in our Thames Water and for local communities
o 5 - e communities and help develop skills
] -
X< - ;
‘E“ P - Use the land Thames(,jvglate.r owns to Crei}gé?% land Thames Water owns to benefit
I R andhousing wildlife and create natural spaces for people to
-~ 7 1 please note: axes have | visit
been terminated at this 1
point for clarity of | >
labelling and separation I S 7 8 9 10
Lothegeas Importance
“On a scale of O to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only 120



‘Fresh’ community participants, importance and urgency vs goal achievement by 2050

Goals in yellow indicate that a majority of customers feel the goals are ‘too slow’ if they are to be achieved by 2050. A
mix of goals that are considered urgent or considered quick to achieve. Fresh panel (49)

Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

is very urgent to make the improvements, how urgent is it that Thames Water

. - . . |
I Low/med/high labels indicate the difference in percentage of people I -
I that think the goals are ‘too slow’ if they are to be achieved by 2050, | _-" -
: compared to those that think they are ‘just right’. I _-"
-
I = 0 H 13 ’ [H . ’ ~ -
LOW = Up to 10% more think they are too ‘slow’ than ‘just right I _-" MED
: MED = 11-30% more think they are too ‘slow’ than ‘just right’ I Stop all Sewagiﬂgoﬁzg%'e”sfezome& gardens Replace all lead pipes- = ” G“a;ii”ﬁﬁigh I%thfamy
-
%) = 30%+ di — oV 6 u i _-=
2 | HIGH = 30%+ difference — over 30% more customers think the goal | Redlice leakageTo . MED
9 g o, A G 9 ’ -
S Ifs too slow compared to those that think it is ‘about right I _ . below 10% _ »< € Keep bills affordable and show that services are
O e s s s s s s d  Prevent heavy rainfall from causing sewage P value for money
< 8 overflows and sewage spills into rivers _- '@ Provide a more reliable
e
Y . supply of water
o PR ° e ©
< ~_HIGH_ _~- .
% Fix service issues gn‘thgsame day
o) PR ¢ Ensure there is enough water for customers in
B 7 Help reduce disruptive rainwater flooding—= e the future, without takingtoo-much-from-rivers
Y= - and harming the environment
@ -~ e
S , -~ 2 e LOW
g Help tackle climate ohange’by))et&omlng 'net Provide an inclusive service that works for
g negative' (when we takg mrofe carbpn out of the P everybody and that everyone can afford,
) 6 atmosphefe than we put n) supporting different needs and circumstances
-
g‘ Use the land Thames Water Gwns to benefit b Nelp customers to use much less water at home
S wildlife and create patdtal spaces for people to Lead the improvement of rivers in our region so
< - visit 2 o they become among the healthiest in the UK
= - . Maximise the green energy produced for
(%) Use the land Thames Water owns to create jobs .
[ 5 - . Thames Water and for local communities
X< PR and housing
[\ - [
S -~ - o Provide an easy and personalised customer
A= _ I service, using the latest technology, for
- Please note: axes have all . -
been terminated at this | Create att_ra_lchve jobs for people in our everyone who uses the service
point for clarity of I communities and help develop skills »
labelling and separation I 6 7 8 9 10
f th Is.
Lo Importance
“On a scale of O to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only 121



Fach of the goals are largely correlated in terms of their relative importance and urgency

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (uninformed HH customers - 500)

—|mportance (London) ==Urgency (London)

Waste & Rivers Customer Energy Communities
Transition Impact
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Fach of the goals are largely correlated in terms of their relative importance and urgency

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (uninformed NHH quant - 100)

—|mportance =Urgency

Communities
Impact

Waste & Rivers Customer

Energy
Transition
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Fach of the goals are largely correlated in terms of their relative importance and urgency

Informed panellists see importance and urgency as closely correlated, particularly for water and waste & rivers (base: 50)

—|mportance =Urgency

5.64
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Caution, the scores 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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Fach of the goals are largely correlated in terms of their relative importance and urgency

Informed fresh customers show greater divergence between importance / urgency for improvement (base: 49)

—|mportance =Urgency
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Caution, the scores 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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For all goals and categories, urgency for improvement scores are /ower than overall

importance

One potential interpretation of this is that there are no goals that customers see as in dire need of improvement (i.e.
performance is so poor that, regardless of importance, urgency for improvement is disproportionately high)

Another interpretation is simply that customers want action taken on goals in accordance with the level of importance
they place on them, which is not an unusual position to take

However, the size of the gap between importance and urgency for improvement varies between 0.25 and 0.71 overall
across the goals. While this is not a major variation, it tends to follow the overall pattern of importance/urgency, in

which ‘Water’ and ‘Waste & Rivers’ show the smallest gap between importance and urgency for improvement

(broadly speaking). ‘Environment’ also has smaller gaps. This may suggest:

— Customers simply want Thames Water to
focus on core service delivery and ensuring
sewage does not impact upon homes and
the environment in any way (true ‘hygiene’
factors)

— While many of the as yet un-started projects
(e.g. building houses) are deemed important,
they are less urgent than ensuring water,
waste and environment factors are taken
care of

Difference of
under 0.5

Difference of
over 0.5

—

Goals Importance Urgency Difference

Help reduce disruptive rainwater flooding 7.99 7.74 0.25

Keep bills affordable and show that services are value for money 8.41 8.09 0.32]

Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers 8.31 7.97| 0.34}

Stop all sewage flooding into homes, gardens and businesses 8.47 8.09 0.38]
7.58 7.19 0.39)
8.42 8.02 0.40]

Maximise the green energy produced for Thames Water and for local communities 7.63 7.22 0.41]
8.83 3.4 0.43]
8.18 7.73 0.45

Help tackle climate change by becoming 'net negative' (when we take more carbon out of the

atmosphere than we put in) ) ) 762 713 047

Lead the improvement of rivers in our region so they become among the healthiest in the UK 8.11 7.59 0.52]

Fix service issues on the same day 8.06 7.54 0.52]
8.35 7.82 0.53]
8.57 8.02 0.55]

Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.52 6.96] 0.56|

Provide an inclusive service that works for everybody and that everyone can afford, supporting

different needs and circumstances 799 742 0.57

Create attractive jobs for people in our communities and help develop skills 7.34 6.69 0.65

Use the land Thames Water owns to create jobs and housing 7.01 6.33 0.68]

Provide an easy and personalised customer service, using the latest technology, for everyone

§ - - : 7.43 6.72 0.71]

who uses the service

126



The importance-urgency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (All informed qual and uninformed quant - 711)

Importance

Vision 2050 goal

Provide an easy and personal customer service, using the latest technology for everyone who uses the service

Use the land Thames Water owns to create jobs and housing

Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstances
Create attractive jobs for people in our communities and help develop skills

Provide a more reliable supply of water

Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit

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

Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment
Fix service issues on the same day

Reduce leakage to below 10%

Replace all lead pipes

Help tackle climate change by becoming ‘net negative’ (when we take more carbon out of the atmosphere than we put in)
Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers

Stop all sewage flooding into homes, gardens and businesses

Guarantee high quality drinking water

Help customers to use much less water

Keep bills affordable and show that services are value for money

Help reduce disruptive rainwater flooding

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

7.43
7.01
7.99
7.34
8.35
7.52
8.11
8.57
8.06
8.42
8.18
7.62
8.31
8.47
8.83
7.58
8.41
7.99
7.63

Urgency Difference
672 1 071
633 I 068
742 1 057
669 1 065
7.82 : 0.53
696 | 056
759 1 052
802 | 055
754 1 052

Ranked by
difference in
Importance and
Urgency scores

Difference:

>/=0.5

<0.5
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The importance-urgency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Uninformed HH - 500)

Vision 2050 goal

Provide an easy and personal customer service, using the latest technology for everyone who uses the service

Use the land Thames Water owns to create jobs and housing

Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstances

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

Provide a more reliable supply of water

Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit

Replace all lead pipes

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

Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment
Fix service issues on the same day

Reduce leakage to below 10%

Help tackle climate change by becoming ‘net negative’ (when we take more carbon out of the atmosphere than we put in)
Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers

Stop all sewage flooding into homes, gardens and businesses

Guarantee high quality drinking water

Help customers to use much less water

Keep bills affordable and show that services are value for money

Help reduce disruptive rainwater flooding

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

Importance

7.52
7.33
8.05
7.52
8.37
7.74
8.11
8.16
8.58
8.11
8.44
7.73
8.32
8.44
8.70
7.66
8.37
8.08
7.65

Urgency Difference
689 ! 063
673 I 060
750 1 055
697 1 055
7.83 : 0.54
721 053
760 ' 051
7.66 i 0.50

Ranked by
difference in
Importance and
Urgency scores

Difference:

>/=0.5

<0.5
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The importance-urgency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Uninformed NHH - 100)

Vision 2050 goal

Provide an easy and personal customer service, using the latest technology for everyone who uses the service

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

Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment
Create attractive jobs for people in our communities and help develop skills

Help tackle climate change by becoming ‘net negative’ (when we take more carbon out of the atmosphere than we put in)
Fix service issues on the same day

Reduce leakage to below 10%

Use the land Thames Water owns to create jobs and housing

Replace all lead pipes

Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstances
Guarantee high quality drinking water

Provide a more reliable supply of water

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

Stop all sewage flooding into homes, gardens and businesses

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

Keep bills affordable and show that services are value for money

Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit

Help reduce disruptive rainwater flooding

Help customers to use much less water

Importance

7.26
7.58
8.43
6.91
7.22
8.01
8.23
6.52
7.88
7.57
8.90
8.09
8.17
8.43
8.40
8.30
7.00
7.88
7.10

Urgency

6.50
6.91
7.88
6.43
6.77
7.59
7.83
6.12
7.50
7.21
8.58
7.80
7.88
8.17
8.17
8.13
6.85
7.73
6.97

Difference

0.76
0.67
0.55

Ranked by
difference in
Importance and
Urgency scores

Difference:

>/=0.5

<0.5
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The importance-urgency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Informed panel - 50)

Vision 2050 goal Urgency Difference Ranked by

Provide an easy and personalised customer service, using the latest technology, for everyone who uses the service 7.15 6 i 1.15 ?r:wﬁsgftr;iiénand
Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.4 6.3 E 1.1 Urgency scores
Create attractive jobs for people in our communities and help develop skills 6.7 5.64 : 1.06

Use the land Thames Water owns to create jobs and housing 6.02 5.02 : 1

Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstances 8.17 7.3 : 0.87

Maximise the green energy produced for Thames Water and for local communities 7.66 6.83 i 0.83 Difference:
Guarantee high quality drinking water 9.47 8.66 i 0.81

Fix service issues on the same day 7.91 7.1 E 0.8 >=0.5
Lead the improvement of rivers in our region so they become among the healthiest in the UK 7.81 7.7 : 0.64 <0.5
Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment 9.06 8.43 : 0.63

Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in) 7.81 7.21 : 0.6

Keep bills affordable and show that services are value for money 8.66 8.17 -

Stop all sewage flooding into homes, gardens and businesses 8.89 8.45 _

Help customers to use much less water at home 7.66 7.34 _

Provide a more reliable supply of water 8.28 8.04 _

Help reduce disruptive rainwater flooding 8.06 7.89 _

Replace all lead pipes 8.96 8.87 _

Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers 8.43 8.43 -

Reduce leakage to below 10% (the proportion of water that leaks out of pipes on its way to customers) 8.94 8.96 -

Caution, the scores shown on this page are based on a relatively small qualitative sample size, they are shown to indicate direction of sentiment only 130



The importance-urgency gap varies by goal

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (Informed fresh - 49)

Vision 2050 goal

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

Use the land Thames Water owns to create jobs and housing

Provide an easy and personalised customer service, using the latest technology, for everyone who uses the service
Provide a more reliable supply of water

Help customers to use much less water at home

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

Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment
Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstances
Maximise the green energy produced for Thames Water and for local communities

Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit

Guarantee high quality drinking water

Fix service issues on the same day

Reduce leakage to below 10% (the proportion of water that leaks out of pipes on its way to customers)

Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in)
Help reduce disruptive rainwater flooding

Keep bills affordable and show that services are value for money

Replace all lead pipes

Stop all sewage flooding into homes, gardens and businesses

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

6.89
6.09
7.32
8.81
7.72
7.87
8.45
8.04
7.36
6.49
9.47
8.11
8.11
7.02
7.36
8.74
8.72
8.43
7.83

5.34
4.55
6.13
7.64
6.7
6.89
7.62
7.21
6.55
5.7
8.7
7.4
7.57
6.49
6.89
8.32
8.45
8.17
7.57

Urgency Difference

1.55
1.54
1.19
1.17

1.02
0.98
0.83
0.83
0.81

0.79
0.77
0.71
0.54
0.53

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

Ranked by
difference in
Importance and
Urgency scores

Difference:

>/=0.5

<0.5
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Differences emerge by sample type, with NHH customers’ scores most likely to be
significantly lower than at least one other group's

Personal importance of Vision 2050 goals: differences between sample types o Sudrerenceatss c)

HH (500) panel (50) fresh (49) NHH (100)
Guarantee high quality drinking water g70 ¥ 9.47 A 9.47 A 8.90 ¥
Replace all lead pipes 811 V¥ 8.96 A 8.72 A 788 V¥
Provide a more reliable supply of water 8.37 8.28 8.81 A 8.09 ¥
Reduce leakage to below 10% 8.44 8.94 A 8.11 823 'V
Help customers to use much less water at home 7.66 A 7.66 7.72 710 ¥
Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment 858 ¥ 9.06 A 8.45 843 ¥
Stop all sewage flooding into homes, gardens and businesses 8.44 8.89 8.43 8.43
Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers 8.32 8.43 7.83 8.40
Lead the improvement of rivers in our region so they become among the healthiest in the UK 8.16 7.81 7.87 8.17
Help reduce disruptive rainwater flooding 8.08 A 8.06 7.36 v 7.88
Provide an easy and personalised customer service, using the latest technology, for everyone who uses the service 7.52 7.15 7.32 7.26
Fix service issues on the same day 8.11 7.91 8.11 8.01
Keep bills affordable and show that services are value for money 8.37 8.66 8.74 8.30
Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in) 7.73 7.81 7.02 7.22
Maximise the green energy produced for Thames Water and for local communities 7.65 7.66 7.36 7.58
Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstances 8.05 A 8.17 8.04 7571 ¥
Create attractive jobs for people in our communities and help develop skills 752 A 6.70Y 6.89 691 ¥
Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.74 A 7.40 649 V¥ 700 ¥
Use the land Thames Water owns to create jobs and housing 733 A 6.02 ¥ 6.09 ¥ 652 ¥
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In terms of urgency for improvement, the uninformed qual participants are most likely to
give significantly lower scores than others

Urgency for improving Vision 2050 goals: differences between sample types & soarerencestas c

HH (500) panel (50) fresh (49) NHH (100)
Guarantee high quality drinking water 8.31 8.66 8.70 8.58
Replace all lead pipes 760 V¥V 8.87 A 8.45 A 750 ¥V
Provide a more reliable supply of water 7.83 8.04 7.64 7.80
Reduce leakage to below 10% 8.00 V¥ 8.96 A 757 V¥ 783V
Help customers to use much less water at home 7.30 7.34 6.70 6.97
Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment 8.09 8.43 7.62 7.88
Stop all sewage flooding into homes, gardens and businesses 8.03 8.45 8.17 8.17
Prevent heavy rainfall from causing sewage overflows and sewage spills into rivers 790 V¥ 8.43 A 757 V¥ 8.17
Lead the improvement of rivers in our region so they become among the healthiest in the UK 7.66 77 6.89 ¥ 7.88 A
Help reduce disruptive rainwater flooding 782 A 7.89 A 6.89 ¥ 7.73 A
Provide an easy and personalised customer service, using the latest technology, for everyone who uses the service 6.89 A 6.00 ¥ 6.13 6.50
Fix service issues on the same day 7.62 7.1 7.40 7.59
Keep bills affordable and show that services are value for money 8.09 8.17 8.32 8.13
Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in) 7.30 7.21 6.49 6.77
Maximise the green energy produced for Thames Water and for local communities 7.42 6.83 6.55 6.91
Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstances 750 A 7.30 721 ¥ 701 A
Create attractive jobs for people in our communities and help develop skills 6.97 A 564 V¥ 534 V¥ 6.43
Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit 7.21 6.30 5.70 6.85
Use the land Thames Water owns to create jobs and housing 6.73 A 502 ¥ 455 ¥ 6.12 ¥
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What's missing from the Vision (1) - Customers tended to emphasise what is important

Although no ‘new’ areas were mentioned, customers spoke about elements of these that mattered most

Improve communication and transparency
Customers elaborated on what areas of ‘Customer’ they’d like to see Although ‘Water’ was a theme, customers explicitly mentioned water
improved, such as communications when issues arise. quality, taste and purity as important factors to get right.

“Where a burst water main occurs, Thames Water needs to beef “Recycling water, purification of the tap water. | feel scared of
up its communication to affected households and assistance it arinking water from the tap as it is full of metals and other things
provides on a timely basis” bad for our health”

Male, 65+, ABC1, White, Vulnerable, Dual London Female, 35-44, ABC1, BAME, Vulnerable, Waste Only, South East Water

Education and responsibility

Customers emphasised that river cleanliness and climate change are important to tackle, and many
emphasised that education and assistance from Thames Water to help them behave more responsibly
with regard to water and waste is important

Ensure high water quality

“l think that creating more awareness in terms of what every individual can contribute to reduce
wastage [is important], which | have seen some adverts already, but this does not provide specific

actions.”
Female, 25-34, ABC1, BAME, Dual, Slough/Wycombe/Aylesbury

A2. Is there anything missing from the list that you think Thames Water should aim to do for the future? Base: All respondents (711)
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What's missing from the Vision (2) - Open conversations and help to ‘go green’

Although topics largely aligned with the goals, customers expanded on what they'd like to see

Open and transparent

Transparency was mentioned by a few customers, with some feeling
cynical about how these aims will be prioritised against earnings and
bonuses.

Others wanted more commitments to an open conversation between
Thames Water and its customers, seeing this as crucial to ensuring
customer needs are understood and acted upon.

Helping customers go green

Ensuring Thames Water operates more efficiently again came out,

with customers looking for extra support from the company to help
them achieve this themselves. Finding new ways to reduce and re-
use water was important.

“Stop ALL bonus payments until such time as ALL these have been

achieved!”
Male, 55-64, C2DE, White, Dual, Swindon Oxford

“Check on their customers on a requlars basic to adapt their need

(change of pipes, reduction of bills) etc.”
Female, 35-44, ABC1, BAME, Dual, London

“Develop options for customers to re-use some of their own waste
water — for example, a storage & treatment tank which will allow
customers to re-use some of their own waste water for watering

lawns/garden and flush toilet.”
Female, 45-54, ABC1, BAME, Vulnerable, Dual, Kennet Valley

A5. Was there anything missing from the list of goals that you think Thames Water should aim to do for the future? Base: All respondents (711)
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Importance scores tend to be higher among women, those aged 35+ and Clean & Waste
customers

Personal importance of Vision 2050 goals: subgroup differences

Gender
Women gave significantly higher importance
scores than men for:

A3

Guarantee high quality drinking water

Help customers to use much less water at home
Ensure there is enough water for customers in
the future...

Keep bills affordable and show that services are
value for money

Help tackle climate change by becoming 'net
negative’

Maximise the green energy produced for
Thames Water and for local communities
Provide an inclusive service that works for
everybody and that everyone can afford...
Create attractive jobs for people in our
communities and help develop skills

Use the land Thames Water owns to benefit
wildlife and create natural spaces for people to
visit

Age

Significantly higher importance scores typically
given by customers aged 35+ for each goal,
except for the following where scores were
similar across age groups:

* Help customers to use much less water at
home

* Provide an easy and personalised customer
service, using the latest technology, for
everyone who uses the service

* Help tackle climate change by becoming 'net
negative'

+ Maximise the green energy produced for
Thames Water and for local communities

» Provide an inclusive service that works for
everybody and that everyone can afford...

» Create attractive jobs for people in our
communities and help develop skills

* Use the land Thames Water owns to create
jobs and housing

Service type
Dual (clean and waste) customers gave
significantly higher importance scores for:

Help customers to use much less water at
home

Provide an easy and personalised customer
service, using the latest technology, for
everyone who uses the service

Help tackle climate change by becoming
'net negative’

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

. Please rate each of the goals on a scale of 0 to 10, where 0 is ‘not at all important’ and 10 is ‘very important’. Base: All HH qual and quant survey respondents (594)
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There are some significant differences in both importance and urgency for goals identitied by
audience type

« |mportance

Business customers see all ‘Water’ goals as
significantly less important than selected other
audiences

Business customers also see all ‘Communities
Impact’ goals as less important that uninformed
household customers

Uninformed household customers see ‘high quality
drinking water’, replace all lead pipes’ and ‘ensure
enough water for the future’ as less important than
qualitative informed and less-informed customers

Broadly speaking uninformed household
customers see ‘Communities Impact’ goals are
more important than other audiences

« Urgency for improvement

‘Replace all lead pipes’ is seen as more important
by qualitative informed and less-informed
audiences than unformed household and business
audiences; this may suggest the detail provided to
the community participants on the potential
dangers of lead may have an urgency effect

‘Reduce leakage below 10%’ is seen as having a
greater urgency for improvement by informed
qualitative participants than all other audiences

‘Help reduce disruptive rainwater flooding’ is seen
as less important by less-informed qualitative
participants than all other audiences
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Similarly for urgency for improvement scores, women, those aged 35+ and Clean & Waste
customers are more likely to give higher scores

Urgency for improving Vision 2050 goals: subgroup differences

Gender
Women gave significantly higher urgency for
improvement scores than men for:

» Guarantee high quality drinking water

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

* Help tackle climate change by becoming 'net
negative’

* Maximise the green energy produced for
Thames Water and for local communities

» Provide an inclusive service that works for
everybody and that everyone can afford,
supporting different needs and circumstances

Age

Significantly higher urgency for improvement
scores typically given by customers aged 35+ for
each goal, except for the following where scores
were similar across age groups:

* Help customers to use much less water at
home

* Provide an easy and personalised customer
service, using the latest technology, for
everyone who uses the service

* Help tackle climate change by becoming 'net
negative'

* Maximise the green energy produced for
Thames Water and for local communities

» Create attractive jobs for people in our
communities and help develop skills

* Use the land Thames Water owns to benefit
wildlife and create natural spaces for people to
visit

* Use the land Thames Water owns to create
jobs and housing

A4. How urgent is it that Thames Water makes the improvements for each of the goals? Base: All HH qual and quant survey respondents (594)

Service type
Dual customers gave significantly higher
urgency for improvement scores for:

* Help customers to use much less water at
home

* Help tackle climate change by becoming
'net negative’

+ Maximise the green energy produced for
Thames Water and for local communities

* Provide an inclusive service that works for
everybody and that everyone can afford,
supporting different needs and
circumstances

» Create attractive jobs for people in our
communities and help develop skills

* Use the land Thames Water owns to create
jobs and housing
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Scores are also more likely to be higher among those in the Thames Valley & Home

Counties and white customers

Personal importance of Vision 2050 goals: subgroup differences

Location
Thames Valley & Home Counties customers gave
significantly higher importance scores for:

» Guarantee high quality drinking water

» Stop all sewage flooding into homes, gardens and
businesses

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

London customers gave a significantly higher
importance score for:

* Use the land Thames Water owns to create jobs
and housing

Ethnicity
White customers gave significantly higher importance
scores for:

» Guarantee high quality drinking water

Ensure there is enough water for customers in the

future, without taking too much from rivers and

harming the environment

» Stop all sewage flooding into homes, gardens and
businesses

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

» Keep bills affordable and show that services are
value for money

Disability
No significant differences by disability

Income*

Higher income customers gave higher importance

scores for:

» Guarantee high quality drinking water

» Stop all sewage flooding into homes, gardens and
businesses

* Fix service issues the same day

Lower income customers gave higher importance

scores for:

» Provide an inclusive service that works for
everybody and that everyone can afford

A3. Please rate each of the goals on a scale of 0 to 10, where 0O is ‘not at all important” and 10 is ‘very important’. Base: All HH qual and quant survey respondents (594)
*Higher/lower income based on the threshold of £19,748 annual household income, the eligibility level for the social tariff in London (there is a lower threshold elsewhere, but
this figure was used for ease of analysing respondents in two groupings).
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Those in London, white customers and customers without a disability are more likely to
rate goals as being urgent for improvement

Urgency for improving Vision 2050 goals: subgroup differences

Location
London customers gave significantly higher urgency
for improvement scores for:

* Help customers to use much less water at home

* Provide an easy and personalised customer
service, using the latest technology, for everyone
who uses the service

» Create attractive jobs for people in our
communities and help develop skills

» Use the land Thames Water owns to benefit wildlife
and create natural spaces for people to visit

* Use the land Thames Water owns to create jobs
and housing

Ethnicity
White customers gave significantly higher urgency for
improvement scores for:

* Replace all lead pipes

* Reduce leakage to below 10%

» Ensure there is enough water for customers in the
future, without taking too much from rivers and
harming the environment

+ Stop all sewage flooding into homes, gardens and
businesses

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

» Help reduce disruptive rainwater flooding

» Keep bills affordable and show that services are
value for money

BME customers gave a significantly higher urgency
for improvement score for:

* Use the land Thames Water owns to create jobs
and housing

Disability
Those without a disability gave significantly higher
urgency for improvement scores for:

» Guarantee high quality drinking water

» Provide a more reliable supply of water

» Keep bills affordable and show that services are
value for money

Income*

Higher income customers gave higher urgency

improvement scores for:

» Provide a more reliable supply of water

» Ensure there is enough water for customers in the
future, without taking too much from rivers and
harming the environment

» Keep bills affordable and show that services are
value for money

+ Help tackle climate change by becoming 'net
negative’

A4. How urgent is it that Thames Water makes the improvements for each of the goals? Base: All HH qual and quant survey respondents (594)
*Higher/lower income based on the threshold of £19,748 annual household income, the eligibility level for the social tariff in London (there is a lower threshold elsewhere, but
this figure was used for ease of analysing respondents in two groupings). 140
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London and Thames Valley customers tend to prioritise goals differently in some areas

» Areas where the differences between London and Thames Valley customers are most pronounced:

Importance of 2050 goals

Thames Valley & Home Counties customers gave significantly higher importance scores for:
« Guarantee high quality drinking water

« Stop all sewage flooding into homes, gardens and businesses

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

London customers gave a significantly higher importance score for:
* Use the land Thames Water owns to create jobs and housing

Urgency of 2050 goals (no significant differences for Thames Valley)

London customers gave significantly higher urgency for improvement scores for:
* Help customers to use much less water at home

» Provide an easy and personalised customer service, using the latest technology, for everyone who uses the service

» Create attractive jobs for people in our communities and help develop skills
« Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visit
* Use the land Thames Water owns to create jobs and housing

In terms of how goals are clustered by both importance and urgency to improve, London customers tend to cluster
scores across all goals closer together; there is greater differentiation across score for Thames Valley customers (see

following slides)
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Mean combined 'Importance'/'Urgency for improvement' scores show some clear

differences between London and Thames Valley customers,
Mapping Vision 2050 priorities; mean of importance and urgency for improvement (All informed qual and uninformed HH quant - 591)

| ondon Thames Valley

Energy  Communitiese
Transition Impact
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Between Thames Valley and London, the Thames Valley region tends to see a greater gap

between importance and urgency.
Mapping Vision 2050 priorities; personal importance vs urgency for improvement (All informed qual and uninformed HH quant - 591)

— |mportance (London) Urgency (London) = = |mportance (Thames Valley) = = Urgency (Thames Valley)

Customer Energy Communities
543 Transition Impact

8.37

7.76 769 7.84
7.53 57 7.53 755

7.15

> N & & . 2
o®\® o \OQ{D € Q:bb OA\bQ) S \,bc\;{‘ < S & &fz;‘ A 5 < A Sogadiference at 95% CI
N > S v Q¢ ®®Q R @,5} ¢ o N% (compared against like-for-like
Q@ N Ay e VW metric - e.g. importance or
urgency)
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Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

London: water and waste goals tend to be rated as more important and more urgent for
improvement; at the same time, all goals can be deemed important

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (All London qual and uninformed HH quant - 338)

is very urgent to make the improvements, how urgent is it that Thames Water

makes the improvements for each of the goals.

10 A

Key

Water

Waste & Rivers
Customer

Energy Transition
Communities Impact

Along this line,
‘importance’ and
‘urgency for
improvement’ scores
would be identical

Please note: axes

| have been terminated
at this point for clarity
of labelling and
separation of the

| goals.

Keep bills affordable and -

! Reduce leakage to ~
show that services are below 10% (the -

Stop all sewage flooding
into homes, gardens and

Help reduce disruptive businesses value for money proportion of wgfer. .
. . -
rainwater flooding Prevent heavy rainfall from - - Guarantee high
causing sewage overflows P 1 quality drinking
Help tackle climate change by becoming 'net and sewage spills into rivers " water
negative' (when we take more carbon out of the L= -
atmosphere than we put in) PR - © Ensure there is enough water for customers in
o -\~ 00 PS the future, without taking too much from rivers
Maximise the green energy produceq for _ - - 'Y and harming the environment
Thames Water and for local communities P ° ° PS
- £ . Provide a more reliable
P Replace all lead pipes supply of water
Create attractive jobs for people in our P S °
communities and help develop SklllS’ - () Fix service issues on the same day
-
>
- ) Ha|p customers to use much less Provide an inclusive service that works for

Use the land Thames \\ater gwns to
create jcpsanﬁ housing

-
-
-
-~ ; i

_- Provide an easy and personalised

PR customer service, using the latest

- technology, for everyone who uses

the service

Importance

water at home everybody and that everyone can afford,

supporting different needs and circumstances

Lead the improvement of

Use the land Thames Water owns X ; .
rivers in our region so they...

to benefit wildlife and create
natural spaces for people to visit

| Itis important to recognise that although this exercise was designed to

| ‘pull apart’ the different goals of Vision 2050, the scores show that all
goals remain more or less important, but that there are priorities in terms
of what they would like to see addressed,

L o o e o e D D D e e e L e e e e e e e - - J

“On a scale of O to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”
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Urgency for improvement
On a scale of O to 10, where O is not at all urgent to make the improvements and 10

Thames Valley: water and waste goals tend to be rated as more important and more urgent
for improvement; at the same time, all goals can be deemed important

Mapping Vision 2050 priorities; personal importance vs urgency for improvement (All Thames Valley qual and uninformed HH quant - 253)

is very urgent to make the improvements, how urgent is it that Thames Water

makes the improvements for each of the goals.

10 A

Key

Water

Waste & Rivers
Customer

Energy Transition
Communities Impact

Along this line,
‘importance’ and
‘urgency for
improvement’ scores
would be identical

Please note: axes

| have been terminated
at this point for clarity
of labelling and
separation of the

| goals.

Help tackle climate change by becoming 'net
negative' (when we take more carbon out of the
atmosphere than we put in)

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

-
Create attraoﬁv@joﬁs for people in our

-
Reduce leakage to Prevent heavy rainfall from causing -
below 10% (the...

sewage overflows and sewage, =
spills into rivers » =
-

Keep bills affordable
and show that services
are value for money

-
-
-
Help reduce - -
: ' - Stop all sewage flooding into homes,
dl|srupt|ve Replace all P - gardens and businesses
rainwater... lead pipes _r
Phe Guarantee high quality
=< © drinking water
-~ (] @
- o ° _
P ° e Ensure there is enough water for customers in
- 9 @ the future, without taking too much from rivers
-~ o . and harming the environment
PR - Lead the improvement
- Py of rivers in our region Provide a more reliable
8 so they become... supply of water
Q

e Fix service issues on the same day

Help customers to
use much less water

Provide an inclusive service that works for
everybody and that everyone can afford,
supporting different needs and circumstances

con;rru»nﬂTes and help develop skills at home
P - Use the land Thames Water owns to benefit
- ) wildlife and create natural spaces for people to
Use the lapd“Thames Water owns to create jobs ° visit
_-" and housing
Provide an easy and personalised customer = = = — = = = = = = ==============1
service, using the latest technology, for 1 Itis important to recognise that although this exercise was designed to |
everyone who uses the service | ‘pull apart’ the different goals of Vision 2050, the scores show that all I
goals remain more or less important, but that there are priorities in terms I
| I_of what they would like to see addressed, p
|
|
: 6 7 8 9 10
|
Importance

“On a scale of O to 10, where O is not at all important and 10 is very important, how important are each of the following 2050 goals to you personally?”

146



Appendix
Methodology, sampling details and declaration



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) targets | 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 [RNGELLNELSY 1 1 Waste only 3 2
2 OUD Guildford 0 0
SEG AB 12 11 Henley 0 0
SEG C1 13 13 .
SEG C2 7 7 e E el 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
— o [ - o [ - W o [ v o [

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 S1% 165 E 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 114 239% 105 219 more robust unweighted sample for analysis.
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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

NHH customers sample profile:

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

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.
153



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
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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 Vision 2050
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 long-term vision. They
were provided with details to help them make judgements on the nineteen Vision 2050 goals, including contextual information about each topic, current
company performance, comparison with other water companies and consequences on service, wider society and the environment. 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 some of
the complex topics discussed was also helped because participants could view and review stimulus material at their own pace, allowing them time to digest
and reflect on information, without the pressure to answer immediately.

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

We appreciate the difficulty for customers in giving informed responses to future-facing research like this — we asked customers about their views on long
term improvements in principle, based on current and historic experience.

We did not feel this research was complex enough to require piloting before the fieldwork started, but as the online community allows our researchers to
individually moderate each participant, if there was any misunderstanding of the research activities then there was an opportunity to clarify things.




Verve's declaration that this research observes 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



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



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
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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.



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 hames Water is the UK largest water and wastewater

services provider

« 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.

to you? p

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

« Have you seen or heard anything about Thames Water from these sources that has =/ . :_,, 34 ?-__,_i _
changed what you think is important for Thames Water to do? . T/ (;_f%}:& e | oo

ater supplies ) €
usine

Now we'd like to tell you more about the scope of Thames Water’s responsibility and how Thames:iiaterand thensteng@e

water gets to you and sewage is removed from your property: e e G ) £ o s e 8 5
‘ .

Question 1. 2 (Facts about Thames Water and the water cycle) e

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

« 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?



Now, we'd like to hear about what is important to you across five specific areas of Thames Water’s activities.

1.Water: Ensure there is enough water and develop a future-proof water network that avoids leaks and interruptions to customers' water
supplies

2.Waste and rivers: Prevent all sewer flooding and wastewater pollution (when untreated wastewater spills into properties and rivers) and
lead the effort to restore the quality of rivers and streams

3.Customers: Deliver great customer service and value for money

4.Energy: Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in) and
maximise the green energy produced for ourselves and for local communities

5.Impact on communities: Thames Water is a force for good in communities by eliminating water poverty (so all customers can afford to
pay water bills), providing jobs and skills and developing the land around its buildings and works responsibly

Question 1.3 (1.3 What is important to you?)

» Please tell us how important each of these is to you, on a scale of 0 to 10, where 0O is not at all important and 10 is
very important

« What would you like to see from Thames Water in each area?

» Are these the right areas that Thames Water should focus on?

* s there anything missing from this list?



We are now going to show you Thames Water’s vision for 2050, both the wider themes which are the five we just
discussed, and the specific goals required to achieve these.

Question 1.4 (1.4 Introduction to Vision 2050)

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

« Is this plan what you would expect of a business like Thames Water? Or would you expect them to be doing
something different?

* |s there anything that shouldn’t be there?

« Looking at the timescale of 2050 to achieve these ambitions, do you think this ok, not fast enough or too fast, why?

« Do you think some of the initiatives are more important than others? Which ones? Talk us through your thinking here.

« Under each of the five headings in turn are there any goals that you think might be missing?

« And is there anything else that you think Thames Water should be doing that is not covered anywhere here?

 If you think about your local community or society as a whole, do you think these ambitions meet their needs — are
they different to your needs, if so how?

Thames Water's overall vision for 2050




Day 2- 4: Evaluation of the Vision 2050 plan in more detail for each Vision 2050 goal

For the next few days, we will review Thames Water’s vision for 2050 in more detail.

Each of the goals you will review are aimed at giving you an overview of the issue, how Thames Water is currently performing, what Thames

Water wants to achieve by 2050 and how.

* Please note - when deciding how much you support or oppose each goal, we want to know what you think of that goal in principle. In other
words, do you think it is even an issue, do you care about it, do you agree with the outlined solution and timescale?

« It'simportant that you remember that Thames Water funds its activities using money from customers’ bills. We're really interested to hear
what you think about each goal, but not to worry about what each goal might cost.

Question (Name of goal: your thoughts)

* Is this an important issue to you personally? Why/why not?

« How do you feel about how Thames Water is currently performing on this goal?

« How do you feel about the goal of what Thames Water wants to achieve by 20507 Please focus on the 2050 goal itself and whether you
would like to see this, rather than what it would take to achieve it

* How do you feel about how Thames Water plans to address this issue? Is this something you think they should be getting involved in?

« How does the timescale for Thames Water to achieve this goal by 2050 feel to you?

« Considering the issue, current situation and 2050 goal, would you support or oppose this 2050 goal?

» Please briefly tell us the reasons for your answer

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

« Would you want to see rivers with a good environmental status or rivers that people could swim in, or both?

« To achieve either of these goals Thames Water would need to go beyond what they can control and what is their responsibility and address
pollution from other sources such as agriculture. Should Thames Water get involved in that?



Day 5: Putting it all together, your overall assessment of Vision 2050

Welcome back. Thank you for reviewing all of Thames Water’'s 2050 goals in detail. Please open up the PDF
below as a refresher of all the content you have reviewed so far, if you need to refer to it.

Question 5.1 (Your overall evaluation of Thames Water’'s 2050 vision)

» After learning about Thames Water’s Vision for 2050, would you support or oppose their plan overall?

» Please tell us the reasons for your answer.

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

» Do you think that Thames Water are focusing on the right things? Why/why not?

« Have you changed your mind about how important/not important some of the goals were from when you first
started the research? If so, which goals and how?

* How ambitious or not do you think Thames Water are being? Is this what you expect from them?

» Are there any goals that have not been mentioned that you think Thames Water needs to focus on or
communicate about more clearly?

 If you think about your local community or society as a whole, do you think the goals meet their needs — are
they different to your needs, if so how?



Day 5: Intro to Vision 2050 goals

« A3. Now that you have reviewed all of the goals, we want to understand how important each one is to you, in relation
to each other. Please rate each of the goals on a scale of 0 to 10, where 0 is ‘not at all important’ and 10 is ‘very
important’:

Where it wants to be in 2050

« Guarantee high quality drinking water

* Replace all lead pipes

* Provide a more reliable supply of water

* Reduce leakage to below 10% (the proportion of water that leaks out of pipes on its way to customers)

* Help customers to use much less water at home

* Ensure there is enough water for customers in the future, without taking too much from rivers and harming the
environment

« Stop all sewage flooding into homes, gardens and businesses

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

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

* Help reduce disruptive rainwater flooding

* Provide an easy and personalised customer service, using the latest

» technology, for everyone who uses the service

* Fix service issues on the same day

» Keep bills affordable and show that services are value for money

* Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in)

* Maximise the green energy produced for Thames Water and for local communities

* Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstances

» Create attractive jobs for people in our communities and help develop skills

» Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visitUse the land Thames Water owns to
create jobs and housing




Day 5.2: Intro to Vision 2050 goals

« A4. How urgent is it that Thames Water makes the improvements for each of the goals, on a scale of 0 to 10, where 0O is ‘not
at all urgent to make the improvements’ and 10 is ‘very urgent to make the improvements’?

« Guarantee high quality drinking water

* Replace all lead pipes

» Provide a more reliable supply of water

« Reduce leakage to below 10% (the proportion of water that leaks out of pipes on its way to customers)

« Help customers to use much less water at home

» Ensure there is enough water for customers in the future, without taking too much from rivers and harming the environment

« Stop all sewage flooding into homes, gardens and businesses

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

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

* Help reduce disruptive rainwater flooding

» Provide an easy and personalised customer service, using the latest

« technology, for everyone who uses the service

» Fix service issues on the same day

« Keep bills affordable and show that services are value for money

» Help tackle climate change by becoming 'net negative' (when we take more carbon out of the atmosphere than we put in)

« Maximise the green energy produced for Thames Water and for local communities

« Provide an inclusive service that works for everybody and that everyone can afford, supporting different needs and circumstances

« Create attractive jobs for people in our communities and help develop skills

« Use the land Thames Water owns to benefit wildlife and create natural spaces for people to visitUse the land Thames Water owns to create
jobs and housing



Day 5.2: Intro to Vision 2050 goals

« Ada. For the 2 or 3 goals that you prioritised as most urgently in need of improvement, why did you select
these? Why are they most urgent?
« Adb. For the 2 or 3 goals that you prioritised as least urgently in need of improvement, why did you select

these? Why are they less urgent?



Qualitative stimulus



Thames Water is the UK's largest water and wastewater
services provider
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Thames Water supplies an average of 2.7 billion litres of drinking water every day

to homes and businesses and it treats almost 5 billion litres of sewage a day



Thames Water and the water cycle

Thames Water 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.
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Thames Water's overall vision for 2050

Vet

Ensure there is enough water and develop a future-
proof water network that avoids leaks and interruptions
to customers' water supplies

» Guarantee high quality drinking water

* Replace all lead pipes

* Provide a more reliable supply of water '

* Reduce leakage to below 10%
* Help customers to use much less water at home

» Ensure there is enough water for customers in the
future, without taking too much from rivers and
harming the environment

Waste and Rivers

Prevent all sewer flooding and wastewater pollution
and lead the effort to restore the quality of rivers and
streams

» Stop all sewage flooding into homes, gardens and
businesses

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

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

* Help reduce disruptive rainwater flooding

Deliver great customer service and value for

money

* Provide an easy and personalised
customer service, using the latest
technology, for everyone who uses the
service

* Fix service issues on the same day

* Keep bills affordable and show that
services are value for money

Energy Transition

4

Help tackle climate change by becoming 'net
negative' and maximise the green energy produced
for ourselves and for local communities

* Help tackle climate change by becoming 'net
negative'

» Maximise the green energy produced for Thames
Water and for local communities

4

Communities Impact

Thames Water is a force for good in communities by
eliminating water poverty, providing jobs & skills and
developing the land around its buildings & works
responsibly

* Provide an inclusive service that works for
everybody and that everyone can afford,
supporting different needs and circumstances

* Create attractive jobs for people in our
communities and help develop skills

» Use the land Thames Water owns to benefit wildlife
and create natural spaces for people to visit

* Use the land Thames Water owns to create jobs
and housing




Qualitative stimulus:
Vision 2050
iINfo cards



What is this about?

» There are rare instances when drinking water does not meet the strict
safety and quality standards expected.

Where are Thames Water now

- Last year there were 5 instances of unsafe water quality across the
Thames Water region which meant the water supply was turned
off temporarily in local areas.

How do Thames Water compare to other water companies?

- Thames Water’s water quality levels are close to the average
compared with other water companies in the country.

Where do Thames Water want to be by 2050
- Zero instances of unsafe water quality.

How Thames Water can
improve by 2050

Improve the water treatment
process using new
technology as it is developed.

Improve the quality of water
sources (rivers and
underground).

Keeping up with new safety
standards that may develop.

Keeping up with potential new
water contaminants.



What is this about?

« There are a small number of instances when drinking water contains
tiny amounts of lead, picked up from lead pipes. Lead can be harmful
to health, particularly for young or unborn children.

Where are Thames Water now

* There are over a million lead pipes in Thames Water’s network, and
around the same amount within customer properties.

How do Thames Water compare to other water companies?

«  Thames Water have more lead pipes than any other water company,
because it covers more people and properties than others. Also
London and other towns in the region are more likely to have older
water networks containing lead pipes, which were commonly used
until the 1970s.

Where do Thames Water want to be by 2050
* No lead pipes.

How Thames Water can
improve by 2050

Thames Water has been
replacing around 10,000 lead
pipes per year, but this will
increase to almost 50,000
lead pipes replaced per year.

Thames Water will also help
schools to replace lead pipes
into drinking water fountains,
and help customers replace

lead pipes on their properties.



What is this about?

« The water network can sometimes experience breakdowns or
damage which can cause customers to have periods of low water
pressure or no water at all.

Where are Thames Water now

* Interruptions to customers’ water supply average 22 minutes per
property per year.

How do Thames Water compare to other water companies?

- Water supply interruptions average 10 minutes per property per year
across the rest of the country.

Where do Thames Water want to be by 2050

* Interruptions to customers’ water supply will average less than 3
minutes per property per year, and there will be no major water
interruptions (more than 48 hours).

How Thames Water can
improve by 2050

Improving the condition of the
water network to a more
stable state, including a
quicker rate of replacing
water mains and pipes.

Adding sensors inside water
pipes to detect any damage
so this can be repaired or
replaced before the water
supply is impacted.

Improving how water supplies

are connected together so

there are back-ups if anything
breaks. This includes

connections with

neighbouring water

companies, to share water
supplies across the south

east. |7



What is this about?

« So that customers have a sustainable supply of water, and to avoid
wasting water, Thames Water needs to reduce the amount of water
that leaks out of the network.

Where are Thames Water now

« Almost a quarter (23%) of the drinking water that Thames Water
produces is lost before it reaches customers’ taps due to leakage.

How do Thames Water compare to other water companies?

- Thames Water has by far the highest level of water leakage compared
to all the other water companies in the country. Others have between
a quarter and a half of the amount of leakage (per kilometre of pipes)
compared to Thames Water.

Where do Thames Water want to be by 2050

« Leakage to be under 10% of water lost.

How Thames Water can
improve by 2050

There will be more smart
water meters in properties
that can be monitored to
detect where leaks occur, and
leaks will be detected via
satellite — these are two ways
Thames Water could use
technology to find and repair
leaks quicker.

More old and leak-prone
pipes will be replaced in the
water network as well as
customer-owned pipes.



What is this about?

*  Supporting customers to reduce the amount of water they use, so
there will be enough to go round in the future, with a changing climate
and growing population.

Where are Thames Water now

» Each person in Thames Water’s region uses on average 147 litres of
water per day.

How do Thames Water compare to other water companies?

* The UK average daily water use is lower at 142 litres per person, this
is even lower in some other countries, like Germany at 121 litres.

Where do Thames Water want to be by 2050

* Average water use per person to be 110 litres per day.

How Thames Water can
improve by 2050

Install smart water meters on
all possible properties and
use the data from this to
inform customers how to save
water and how to spot
potential leaks.

Guiding property developers
and landlords to use water-
efficient appliances.

Working with manufacturers
of washing machines,
dishwashers and showers, so
that appliances available to
consumers are as water
efficient as possible.

New incentives where water
costs increase once a certain
amount of water is used, or
costs reduced if water-
efficient devices are used.



What is this about?

How Thames Water can
- We need to have secure supplies of water into the future, with a improve by 2050
changing climate and growing population, but the environment should - Developing new water
not be damaged in the process. sources such as transferring
water from other areas of the
Where are Thames Water now country, building a new
- Very rarely there is not enough water to go round if an extreme ;isheerr\;%'g e ey rEeyeing
drought happens. There are growing challenges to sourcing water, R
taking too much from vulnerable rivers and streams (including chalk * Stopping taking water from
streams) is already causing damage to wildlife there. vulnerable rivers and streams

(including chalk streams).

ies?
How do Thames Water compare to other water companies” S [Redving leelage e (o

- Like Thames Water most water companies in the country are able to 'esg tha:" 10% by repairing
cope with droughts. All companies are aiming to improve their ability andreplacing more pipes.
to cope with more extreme droughts in future. » Helping customers to reduce

their water usage.
Where do Thames Water want to be by 2050

+  No customers will be without water due to climate change (extreme
droughts). Thames Water will protect vulnerable rivers and streams by
stopping taking water from these.



Stop all sewage flooding into homes,
gardens and businesses

What is this about?

«  Sewer flooding in homes, gardens and businesses can happen when
the sewer system becomes full due to blockages or too much rain
water.

Where are Thames Water now

« About 150 customers per year experience sewer flooding on their
properties.

How do Thames Water compare to other water companies?

- Thames Water has one of the worst rates of property sewer flooding in
the country. It has 2.3 sewer floods for every 10,000 properties
compared to the best company having 1.3 and the worst having 4.5
for every 10,000 properties.

Where do Thames Water want to be by 2050

* No sewer floods on customer properties.

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and
wastewater pollution and lead the effort
to restore the quality of rivers and
streams

How Thames Water can improve
by 2050

*  Problems such as blockages
will be identified by new
sewer monitors, so they can
be proactively fixed before
sewer floods occur.

* Improving customers’ knowledge
and behaviour of what shouldn'’t
be put down toilets and sinks.

«  Working with manufacturers of
products like wet wipes, to make
them flushable.

* More capacity in sewers will be
made by diverting or absorbing
rainwater in gardens and the
earth, instead of entering drains.

» Building bigger sewer pipes near
the properties at highest risk of
sewer flooding.




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

What is this about?

«  When it rains heavily the sewer network can become overloaded
causing diluted sewage to sometimes spill over and pollute rivers and
streams.

Where are Thames Water now

 Last year there were about 300 incidents of river pollution following
sewage spills, 13 of these incidents were deemed serious.

How do Thames Water compare to other water companies?

- Thames Water’s level of pollution incidents are lower than the average
for all water and waste companies in the country.

Where do Thames Water want to be by 2050

* No river pollutions from sewage spills, and no serious pollutions by
2027.

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and
wastewater pollution and lead the effort
to restore the quality of rivers and
streams

How Thames Water can
improve by 2050

* Dedicated rainwater drains will
be built, separate to sewers.

*  Problems such as blockages will
be identified by new sewer
monitors, so they can be
proactively fixed before sewer
floods occur.

* The Thames Tideway super
sewer in London will be
complete by 2025 which will
greatly increase the capacity for
sewage and rainwater,
preventing overflows into the
river Thames.

*  Where sewer spills do occur,
Thames Water will respond more
quickly to reduce the duration
and impact of the spill.




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

What is this about?

- Thames Water want to take a leading role alongside the Environment
Agency and other industries, to create healthier rivers in its region.

Where are Thames Water now

* Only 3% of rivers in our region have ‘good’ environmental status and
none are officially safe to swim in.

How do Thames Water compare to other water companies?
« 14% of rivers across England have ‘good’ environmental status.
Where do Thames Water want to be by 2050

« 75% of rivers in the region will be at ‘good’ environmental status and
there will be 10 river areas designated safe for swimming.

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and
wastewater pollution and lead the effort
to restore the quality of rivers and
streams

How Thames Water can
improve by 2050

Taking a leadership role with
the Environment Agency,
agricultural organisations and
other environmental groups to
create healthier rivers.

Improving rivers by tackling
sewage pollution; reducing
how much water is taken from
vulnerable streams for
drinking water, and structural
improvements like returning
rivers to a more natural state
by removing man-made
structures.

Helping communities to enjoy
rivers more by improving the
diversity of wildlife and safer
conditions for fishing,
swimming and water-sports.



Help reduce disruptive rainwater
flooding

What is this about?

- After heavy rainfall sewers can become full, so additional rainwater
can’t drain away quickly enough, causing floods to land, road and
properties.

Where are Thames Water now

 During recent stormy weather there have been a number of localised
and widespread incidents of disruptive rainwater flooding.

How do Thames Water compare to other water companies?

« This can happen anywhere in the country, but it is a particular issue in
London because there are more pipes there that take both rainwater
and sewage.

Where do Thames Water want to be by 2050

« No disruptive rainwater flooding incidents.

This is from the theme of WASTE AND
RIVERS: Prevent all sewer flooding and
wastewater pollution and lead the effort
to restore the quality of rivers and
streams

How Thames Water can
improve by 2050

Thames Water will adapt and
enlarge sewers and sewage
treatment works to increase
capacity for sewage and
rainwater in the case of heavy
rainfall.

Dedicated rainwater drains
will be built, separate to
Sewers.

‘Green’ drainage will be built
in places where there is a lot
of concrete and tarmac, by
adding grassy areas or
gardens that can soak up
rainwater rather than it run
into drains or sewers.



Provide an easy and personal customer service,
using the latest technology, for everyone who uses
the service

What is this about?

- Thames Water serves many different types of customer, including householders
and businesses. Service interactions include paying bills and updating accounts,
fixing water supply outages and blockages, and connecting properties to the
network.

Where are Thames Water now

« Customers expect their dealings with Thames Water to be easy, tailored to their
needs, using a convenient method of communication. While this is often the case,
customers sometimes experience service that doesn’'t meet their expectations.

How do Thames Water compare to other water companies?

« Thames Water are currently last in rankings for customer satisfaction, compared
with the other water and waste companies in the country.

Where do Thames Water want to be by 2050

« Customers will be able to contact Thames Water in ways that best suit them and
Thames Water will understand the customer’s circumstances and service history.

This is from the theme of CUSTOMER:
Deliver great customer service and value
for money

How Thames Water can
improve by 2050

* Thames Water will adopt new
technologies to keep pace with
changing customer
expectations.

«  Thames Water will communicate
in ways that suit customers.

«  Thames Water will understand
customers' circumstances and
service history.

* There will be an improved,
quicker way of handling queries,
from initial contact to being
resolved.

«  Thames Water will proactively
communicate about service and
transport disruption.




Fix service issues on the same day

What is this about?

*  When customers experience problems with their water or sewerage
service or bill they expect this to be resolved quickly.

Where are Thames Water now

«  While emergency issues are often resolved on the same day, this isn't
always the case, and other kinds of issues can take much longer to
fix. Dissatisfied customers often say it took too long to fix their issue.

How do Thames Water compare to other water companies?

«  Thames Water are currently last in rankings for customer satisfaction,
compared with the other water and waste companies in the country.

Where do Thames Water want to be by 2050

+ Customers will have service issues resolved the same day that they
report a problem.

This is from the theme of CUSTOMER:
Deliver great customer service and value
for money

How Thames Water can
improve by 2050

* An improved, quicker process
of handling a query, from
initial contact to being
resolved.

* An improved way of informing
customers if an unforeseen
problem happens on the
water or waste network which
impacts their service, with
more staff available to handle
queries through different
communications routes at
these times.

* An improved way of
monitoring the water and
waste network to spot any
early signs of a problem so
that things can be fixed the
same day.




Keep bills affordable and show that
services are value for money

What is this about?

«  Customers want our services to be value for money and affordable.
Where are Thames Water now

« Thames Water’s average yearly bill for households is currently £423.

« 3% of all customers are supported with reduced tariffs, including
those with water-dependent medical conditions such as kidney
dialysis.

How do Thames Water compare to other water companies?

«  Thames Water’s average yearly bill is slightly higher than the national
average of £419.

Where do Thames Water want to be by 2050

» Customers will consider their water bills value for money and
affordable for all.

This is from the theme of CUSTOMER:
Deliver great customer service and value
for money

How Thames Water can
improve by 2050

* Value for money will be
greater, with an improved
service, environment and
community focus.

* Thames Water will continually
look for ways to become more
efficient so that the money
from customers’ bills go
further.

«  Thames Water will proactively
identify customers that
require help paying their
water bills, and will offer
financial support where it is
needed.



What is this about?

«  Thames Water is removing fossil fuels from its main operational
processes to reduce carbon emissions, this will help reduce the
impacts of climate change.

Where are Thames Water now

- Thames Water has removed over half of its operational carbon
emissions, mainly by generating green energy from sewage treatment
which provides a quarter of Thames Water's electricity needs.

How do Thames Water compare to other water companies?

- All water companies in the country are signed up to achieve ‘net zero’
operational carbon emissions by 2030.

Where do Thames Water want to be by 2050

- Thames Water will go beyond zero carbon emissions and actually
remove more carbon than it puts in (by producing more green energy
than it can use).

How Thames Water can
improve by 2050

Achieving ‘net zero’
operational carbon emissions
by 2030, so that by 2050 the
‘net negative’ (beyond zero)
target can be met.

Using multiple technologies to
produce green energy and
use excess heat from the
sewage treatment process,
also installing more solar
panels to float on reservoirs
and placing wind turbines
next to operational sites.

Using a 100% electric
vehicle fleet by 2030 for all
vans and trucks.



What is this about?

«  Thames Water could help other companies and communities to
reduce carbon emissions by sharing the green energy it produces and
by selling green technologies it has developed.

Where are Thames Water now

« 22% of Thames Water’s energy needs are generated from its own
renewable sources (such as the sewage treatment process).

How do Thames Water compare to other water companies?

«  Some other water companies in the country generate between 10%
and 28% of their own energy needs at the moment.

Where do Thames Water want to be by 2050

* 100% of Thames Water’s energy needs will be generated by its own
renewable sources and the surplus green energy will go to the
National Grid. Green energy technologies will be sold to other
companies.

How Thames Water can
improve by 2050

Producing more green energy
(from the sewage treatment
process) than it can use, so
the surplus can go to the
national grid.

Excess heat from the sewage
treatment process can be
used to heat local homes.

Thames Water will share its
experience of developing
floating solar panels, electric
vehicle charging and other
new methods of creating
renewable green energy.

Thames Water aims to sell
these technologies to other
companies who need help to
reduce carbon emissions.



Provide an inclusive service that works for
everybody and that everyone can afford,
supporting different needs and circumstances

What is this about?

« \Water and wastewater services should be accessible and affordable
to all customers.

Where are Thames Water now

« Around a fifth of customers say they always or sometimes struggle to
pay their water bill.

 Although a Priority Service Register exists to give customers in
vulnerable circumstances extra help with their water service, not
every eligible customer is aware they can sign up for this.

How do Thames Water compare to other water companies?

« Almost a million households in the country are on special tariffs so
they pay a lower water bill, around a fifth of these customers are in the
Thames Water area.

Where do Thames Water want to be by 2050

* No customers will struggle to pay their water bills and there will be
additional support for all customers in vulnerable circumstances.

This is from the theme of COMMUNITIES
IMPACT: Thames Water is a force for
good in communities by eliminating water
poverty, providing jobs & skills and
developing the land around its buildings &
works responsibly

How Thames Water can
improve by 2050

* Thames Water will proactively
identify customers that
require financial support or
would benefit from being on
the Priority Services Register,
and ensure these customers
receive the help they need.

* This will be helped by sharing
data with other organisations,
such as the NHS and other
utilities, so that customers
don’t need to apply for help
multiple times.



Create attractive jobs for people in our

communities and help develop skills
What is this about?

« Thames Water and their suppliers should reflect the communities they
serve, and their employees should be fairly paid and have the ability to
develop their skills.

Where are Thames Water now

» Thames Water and its suppliers run various apprenticeship schemes
to help local communities to gain meaningful employment and to
develop their skills. However, Thames Water’s workforce doesn’t fully
reflect the communities it serves (in terms of gender, disability and
ethnicity for example).

How do Thames Water compare to other water companies?

* The pay gap between males and females working for Thames Water is
15% compared to 10% for other water companies in the country.

Where do Thames Water want to be by 2050

+ The workforce will reflect the diversity of communities served, and a
living wage will be paid to all employees.

This is from the theme of COMMUNITIES
IMPACT: Thames Water is a force for
good in communities by eliminating water
poverty, providing jobs & skills and
developing the land around its buildings &
works responsibly

How Thames Water can
improve by 2050

* A Thames Water Academy
will be formed to give skills
training to existing employees
and people from the
communities it serves.

*  There will be an ‘earn to learn’
programme with a strong
focus on diversity,
encouraging care leavers,
prison leavers and young
black men, for example to
take part.

« All Thames Water suppliers
will have a responsible
employment process,
including diversity policies.



Use the land Thames Water owns to
benefit wildlife and create natural
spaces for people to visit

What is this about?

- Thames Water owns land, mainly around its water and sewage works,
and this could be used to benefit local communities more.

Where are Thames Water now

« Thames Water has opened up some of its land for recreation, such
as nature reserves, wetlands and reservoirs near its water and
sewage works. Some local projects for nature conservation are also
supported.

How do Thames Water compare to other water companies?

«  Most other water companies in the country open some of their land
(reservoirs and other sites) for recreation.

Where do Thames Water want to be by 2050

*  More of Thames Water’s land (that isn't required for its operations) will
be used to benefit local communities.

This is from the theme of COMMUNITIES
IMPACT: Thames Water is a force for
good in communities by eliminating water
poverty, providing jobs & skills and
developing the land around its buildings &
works responsibly

How Thames Water can
improve by 2050

*  More of Thames Water’s land
could be used for recreation
and for improving the natural
diversity of local wildlife and
nature.



Use the land Thames Water owns to
create jobs and housing

What is this about?

- Thames Water owns land, mainly around its water and sewage works,
and this could be used to benefit local communities more.

Where are Thames Water now

 This would be a new venture for Thames Water.

How do Thames Water compare to other water companies?

« Very few water companies have built new housing on their land.
Where do Thames Water want to be by 2050

- Some of Thames Water’s land (that isn’'t required for its operations)
could be used for building houses, two fifths of which would be
affordable housing. This would also create new local jobs.

This is from the theme of COMMUNITIES
IMPACT: Thames Water is a force for
good in communities by eliminating water
poverty, providing jobs & skills and
developing the land around its buildings &
works responsibly

How Thames Water can
improve by 2050

«  Some of Thames Water’s land
could be used to build around
5,000 new homes of which
2,000 would be affordable
housing. This would also
create local jobs.



Quantitative questionnaire
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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




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




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




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




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

=




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




Thames Water |®
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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.




Thames Water I@
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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.




Vision 2050 stimulus shown at question A3

Where Thames Water is now

Where it wants to be in 2050

Last year there were § instances of ursafe water quality across the
Thaarmes Water region which meant the water supply was turned off| Zero instances of unsafe water guality.
termgorarily in local areas,
ad ipes There are aver & millian Iem.i p_lpes.ln'l'l'nrnes. WHEIEVS matwork, and Nolead pipes
argund the same amaunt within customer properties,
Interruptions to customers” wister supaly will
Provide a mare reliable supply of Interruptions to customens’ wister supply averages 27 minutes per awerage bess than 3 minutes per property per
E iater property per year. wear, and there will be no major water
Yo inberruptions {mare than 48 hours),
g o . . Almast a quarter |23%] of the drinking water that Thames Water
Redisce leakage to below 105 produces is Inst befare it reaches custamers” taps due to leakage. Leakage to be under 10% of water losk,
elp cuistome s bo use much leis Each parsan in Thames Water's regian uses an average 147 litres of | Average water use per person to be 110 fitres |
waber per day. per day.
Wiery rarely there is not enaugh waber to go round if an axtreme Mo customers will be without water dus to
drought happens. There sre growing challenges to sourcing water, | climate change {extreme droughts]. Thames
taking toa much fram vulnershle rivers and streams (induding chalk] Witer will pratect valnerable rivers and
streams] is already causing damage to wildlife there. streams by shopping taking wister from these.
Seap all sewasge Flundlng_ml.u Abhout 1_50 customers per year experience sewer looding an their N sewer fload o6 custrmer propertis,
¥ | howmes, gardens and busineises properties.
L | prevent beavy rainfall from causi
= b "8 Lasst year there were about 300 incidents of river poliution following] Mo rieer pallutions fram sewage spills, and no
= | sewage overflows and sewage pills sewage spills, 13 of thess incidents were desmed serious serious pollutions by 2027,
_E into rivers : )
e Lead I:h.e improvernent of rivers in Oy 3% af rivers in our regian have ‘good” enviranmental status TS‘A?GF rivers in the region will helﬁt ‘good
4= | Ourregion w they berome among 4 Hicially sabe ko S in emviranmental status and there will be 10
% the healthiest in the UK AEnane are o : river aress designated safe for swimming.
3 Help reduce disruptive rainwaster During recent stormry weather there have been a number of . - . -

Mo ter floadi dents.
floading Iacalisal and widesprssd incidents of disniptive rainvaater fooing, | | Pive falmuater flooding incden
Provide an easy and persanal Customers expect their dealings with Thames Wster to be ey, Curstormers will be able to contact Thames
customer serice, using the latest | tailored to their needs, using a comenient method of Waker in wiys that best suit them and Thames|
technalogy for evenyane who uses | communication. While this is often the case, customer s sametimes | Water will understand the customer's
the servics Eeperience service that dosesn’t meet their (it circur and service histary.

4
E Whille ermengency issues are often resalved on the same day, this
O | Fi service issues on the same day | 50°t 3hways the case, and other kinds of issues Gan take much Customers will have service jsues resolved
o langer to fix, Dissatidied custamers aften say it took boo lang ta fix | the same day that they report s prodlem.
S i issue.
Thames Water's sverage yearly bill for hauseholds is currently
Keep bilks affordable and show that | £423. 3% of all customers are supparted with reduced tariffs, Customers will consider their wster bills value
services are value for money including those with water-dependent medical conditions such as | for maney and affordabile for all
Eidney dialysis.
Help tackle climate change by Tharnes Water has remaved over half of its aperational carbon Thiarmes Water will ga beyond rero carban
becoming ‘met negative’ (when we | emissions, mainky by generating green enengy from sewage emissans and actually remove mare carbon
. Eake mare carhon out of the treatment which provides a guarter of Thames Water's electricity than it puts in (by producing moee green
ol atmasphere than we put in) needs, energy than it can wse),
g 100% of Thames Water's energy needs are
L | Maximise the gresn energy 22% af Tharmes Water's energy needs are genersted from its own generated by its aun l:new&lesuumes.md
produced for Thames Water and fo the surplus green energy goes to the National
. renewable wunces [such as the sewage treatment process). N N N
Iocal cammunities Grid. Gresn enargy technologies will be sold toy
ather companies.
Brevich Inelusi ice that Araund a Fifth of custamers say they abways ar sometimes stroggls
rwk}: s L:::: Hr‘:::‘ o pay their water bil. Athough a Priarity Service Register exists o | No customers will strugghe ta pay their water
e “’“"""’H ;“” ‘m:‘. e customers in vulnerable circumstances extra help with their | bills and there will be additional suppart for all
w EFWD"E“" arar fuﬂP g waber service, nat every eligible custamer is sware they can signup | customers in wolnerable circumstances.
@ | different needs and dircurstances | o G
% Thiarmes Water and its suppliers run varaus apprenticeship scheme:
= | Creste attractive jobs for peaple in | to help lossl communities to gain meaningfol employment and to | The workforce will reflect the diversity of
E aur enmmunities and help develop | develop thedr skills. However, Thames Water's woekforee doesn't comimunities served, and a living wage will ke
E |z Fully reflact the communities it serves (in terms of gender, disability | paid to all employess.
[} and ethnicity for sxample).
L=
Th: Water ha e Fits land far recreati h
g Use the kand Thames Water ownes. uEr:‘t?rer::m:,:ft?ard‘:ln“::‘:::mnir:::alril:-wal:r‘:::im: Bore of Thames Water's land {that Bn't
e | R0 benefit wildlife and create B sewige works, Some |ozal projects far nature conservation are alsa required far |t|np=lalf||?n:] will be wsed to
D) patural spaces for peaple to vist Benefit local communities,
g supparted.
= Same of Thames Water's tand {that isn't
- required for its aperations) could be used for
tlsethr:lza.ni;lham W.atzruwns This would be & new venture for Thames Water. Building houses, twa fifths of which would be
o ke o an Ling affordable housing. This would also create
riew kacal jobs
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