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Summary page

Our enhanced communications plan at a glance

This year,

we invested £1.1m

in a water efficiency campaign that began 31st May
and planned to run until end of August*,

Regionwide: reaching all customers with our ‘every drop counts message'

This included our first broadcast TV We delivered an additional
campaign, which reached 34./m 19m impressions coming
T , from Sky Adsmart,
individuals over a 6 week period

| YouTube and BVOD (ITV
— 78% of our audience, Player, All4 and Sky)

Hotspot: targeting our high demand areas

This activity is still running, and is on track to meet 9.8m
impressions with digital video, BVOD and radio comms

*Based on current restrictions, we're planning to extend these communications into Sept/Oct

We partnered with LADBIble to share water saving
o] advice with a younger audience across our region

Resulting in 26.4K link clicks +13% pts increase in those making a
to our water saving calculator deliberate effort to reduce water usage

Our water efficiency press releases This coverage

generated 42 pieces of provided 1,215,734,441
coverage across national, regional ‘opportunities to see’.

and trade media.

We ramped up communications and briefings with stakeholders, and
participated in various media interviews in broadcast, print and online

Our direct customer communications included @
7 x emails, 3 x SMS messages, and 1 x letter

We exceeded the legal requirement by publishing our TUBs legal
notice in 2 x National and 1 x regional newspaper (The Sun, The
Daily Mirror and The Metro) to ensure maximum coverage.




Activity & audience reach summary
May 31 — Aug 25 2022*

Activity Audience reach Time period
TV 34./m June - July
BVOD (broadcast video on demand) 19m (impressions) June — July
Hotspot paid media (estimated)* 9.8m (impressions)  June — August
LADBIble (online partnership) 3.6m June - July
Newspaper adverts 2m August
Customer emails / SMS 3m August
Thames Water social 430k May - August
Thames Water website 320k May - August
Earned media (PR coverage) 1.2bn (OTS) June - August

We provide water and wastewater services to 15m customers

*These figures are planned. To be confirmed once final report received after 31/08
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Regionwide paid media: live 13/06 — 24/07

We have used region-wide paid media to reach our broadest set of customers

Channel mix
Targeting customers regionwide, across London and the Thames Valley

BVOD .
Digital
Sky (ITV .
TV video
AdSmart player, (YouTube)
All4, Sky)

Re(a;%rézdoggﬁrgdg%\ggg)aIs Totalled 1.8m impressions Totalled 5m impressions Totalled 12m impressions
We used TV (traditional broadcast television) due to its ability to * By using a mix of TV, BVOD and digital video 78% of the
build regionwide coverage. This channel typically skews to an older audience were reached at an average OTS (opportunity to
demographic, so we balanced this with BVOD (video on demand) see) of 8.
and digital video (YouTube), which tend to skew towards a younger + We saw a 3pt increase in the average search index for

demographic — maximising our reach across all customers. Thames Water during the campaign period.



Hotspot paid media: live 31/05 — 31/08

We have used targeted paid media to reach our customers in high-demand areas

Channel mix
Targeting our high demand areas: Slough, Wycombe, Aylesbury, Swindon, Farnborough, Epsom, Guildford & Farningham Hill

Est. impressions: 2.1m Est. impressions: 725K Est. impressions: 5m Est. impressions: 2m
The channels we chose allowed us to target on a location-basis in « Along with targeted video and audio messages, we also
the areas that we know see high demand. This is where we want optimised weather based targeting on ITV player, which would
media pacing over the entire summer period with behaviour change boost media when we hit temperatures of 20 degrees +.

focused messaging.



Broadcast 1V advert

Encouraging customers to make every drop count in and around their homes

—

_..-.- s f}' % .

Broadcast advert (30”)


http://www.youtube.com/watch?v=kYLrs7Z_S4s
https://www.youtube.com/watch?v=t8C_BSdFIo8

Digital audio

Our 30" radio ad to incite behaviour change

€¢

When you're using water at home, spare a thought for the environment.
We live in a water scarce area, so every drop counts.

At Thames Water, we're working hard to fix leaks and replace pipes. But
everyone can help make sure there's enough to go around.

Nice work, Sam Brooks, for having shorter showers.
And thanks Deepti Singh, for using a watering can instead of a hose.
Remember, taps off, rivers on.

)

Thames Water. Every drop counts.



LADBIble paid partnership

Using a trusted third-party voice to engage the younger, passive audience in our region with WEFF messages

Objectives

Raise awareness of ways the
Thames Water audience can be
more water efficient

Shift brand perception for Thames
Water among 18-34s

Only target an audience within our
Thames Water catchment area to
ensure no wastage and maximum
coverage in our area

Activation

Utilising LADBIble’s social media
channels (UNILad and Tyla) to
share content across varied
platforms.

This was split into three content
types to maximise engagement:

headline posts, information posts,

and hero carousel.

WEFF tips and attitudes towards
water usage were challenged
through a mix of humorous talent
led content and engaging fact-
based content, with a CTA to
Thames Water’s water saving
calculator.

Results

6.7m impressions
3.6m people in our region reached

26.4K link clicks through to our water
saving calculator

Impact on behaviour change: +13%
pts increase in those making a
deliberate effort to reduce water usage



Examples of LADBIble partnership content

Using GlFs, bespoke talent led content and UGC to reach our younger demographic with WEFF messaging
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Announcing TUBs

As per our drought plan, we went above the legal requirement and advertised our notice in two national and

one regional paper (The Sun, The Daily Mirror and The Metro, )

National Press

Circ.

The Sun

967,000

The Daily Mirror

359,447

Regional Press

Metro (London)

656,837

A hosepipe ban

will be in place from 24 August

From Wednesday 24 August, we 're bringing in a hosepipe ban {also known as a
Termporary Use Ban) for all customers we supply water to. This applies to everyone

in the areas shown on the map below.
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Here's what you ¢an and can't do during the hosepipe ban
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Infographics: heatwave and drought response

Shared across our social media channels

We created two infographics:

1. Summarising our increased
efforts to meet increased
customer demand during
the first heatwave

2. Supporting our introduction
of a hosepipe ban with
information about why it’s
needed and how we're
addressing leakage across
our network

Demand for water was

up

8 D59

above average

in some areas
We've had
teams
finding and fixing leaks .

in the hardest-hit areas

Outside London, the highest
level we supplied was —

/73

million litres a day
the most needed in 2 / yea rs!

24/7

teams

at some of our water
treatment works to
e keep up production of
O drinking water

We've had

S

and their teams working around the
clock to keep reservoirs topped up

Every drop matters,
Nnow more than ever

July has been the with below average rainfall in
driest since records 10 of the
began in 1885 last 12 months

We've We're replacing the
already weakest pipes in our

e 20,000

— water mile network
W | Se Iy by accelerating
our investment

for the last few months

Every day we supply

2.5 billion iitres of water

across our vast network
& | | | ’;

We hove] 6 O and an additional 28 O

repair teams repairing people Working
];I OO |ea |»<S round the clock to detect the 95% of leaks

that can’t be seen at ground level

Thames
Water
N\
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WEFF Proactive Media Campaign: Every Drop Counts

We commissioned a YouGov survey (May 22) on attitudes to water saving, the environment and water related
myths regarding water scarcity and usage. The results formed the basis of two releases:

Release one: Focused on cost of living, and how reducing water use can help with reducing bills

Release two: Focused on the impact of water scarcity on the environment

Objectives Results

* Raise awareness of water scarcity and the need for « 42 pieces of coverage across national, regional and trade media — in
us all to care for water to protect the environment. online and broadcast.

«  Support customers to use less water with the help of « 1,215,734,441 ‘opportunities to see’.
Thames Water's water-saving tips to reduce per -+ 100% of secured coverage featured key spokesperson Andrew Tucker

capita consumption. L ,
« Coverage generated reached Thames Water’s critical ‘hotspot’ areas,

reaching key regional stakeholders.

14



Interview secured: kEvery Drop Counts

Every Drop Counts campaign coverage (July)

The media broadcast strategy secured 15 interviews in total with a total reach of: 2,912,280.

Radio Interviews

«Jack FM

*Greatest Hits Surrey & East Hampshire
*Greatest Hits Bed, Bucks & Herts
*Greatest Hits Swindon

«BBC Radio London

*BBC Radio Berkshire

*BBC Radio Oxford

*BBC Radio Sussex & Surrey
«BBC Radio Wiltshire

*Heart Thames Valley
«Connections Radio

*Wycombe Sound 106FM

TV Interviews:

|TV London
*BBC South Today
|TV Meridian

15



Proactive Media Relations Campaign to support
the Temporary Use Ban (TUB) Announcement

A strategic three-phased approach to announcing the TUB in August focused on securing national and regional broadcast
media interviews ahead of, on the day of announcing, and on the day of implementing the TUB. This was combined with a
proactive press release on the day of the paid advertisement going live announcing the TUB, along with interviews, and
followed up with a third round of interviews on the day of implementation.

This helped to manage intense media speculation ahead of the official announcement whilst further supporting the
communications informing our customers and stakeholders at key moments of the decision-making process.

8 August — Pre official announcement — proactive interview strategy
* Interviews fielded with Cathryn Ross.

* BBC Radio 4 The Today Programme secured as the first interview to set the agenda and provide content for other
media outlets

* Other interviews included: ITN; ITV Meridian; Sky News; BBC South; BBC London; BBC Breakfast and Bloomberg Radio

17 August — Official announcement — proactive press release plus interview strategy
* Interviews fielded with Cathryn Ross and Andrew Tucker

* National interviews: BBC News; ITN; ITV; [TV Meridian; LBC; and BBC Radio London. Regional interviews which included:
BBC Radio Wiltshire; Berkshire; Gloucestershire; 3 Counties; Sussex & Surrey.

16



Proactive Media Relations Campaign to support
the Temporary Use Ban (TUB) Announcement

8 August — 15 August — Pre official announcement — proactive interview strategy
* Interviews fielded with Cathryn Ross.

17



Proactive Media Relations Campaign to support
the Temporary Use Ban (1UB) Announcement - continued

24 August — Day of Implementing the TUB — proactive interview strategy

The media strategy focused on key regional media and was designed to provide clarity on the rules and to secure
buy in from customers.

Interviews included: BBC London; BBC Radio Surrey; BBC Radio Kent; Heart Radio Thames Valley; Greatest Hits
Berkshire; Greatest Hits Hampshire; KMTV.

Total coverage on 24 August included 1312 media clippings for broadcast; online; print outlets

Top Outlets by Number of Articles

60
40

20

BBC News Channel BBC Parliament BBC London BBC Wiltshire BBC Look East BBC Radio Kent BBC TV Yorkshire  ITV News London  BBC Radio Oxforc
& Lincolnshire

0

r
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Customer communications

July 2022 heatwave comms: outbound emails

12/07 - 13/07

To ¢.1.9m customers
across our region

Be water wise in the
hot weather

e e chock o sy e e you
R —

o s 1o ks, Wit g the et fr

Let your lawn go brown

Swap a hose or sprinkler for a
watering can

Frod Clean your car with a bucket and
sponge

Heng o yeur v dean

e ——

Pt gt e for e s e

Wity ki sfe yourflowers
[ a——————

shing e b s, e
e -y o wirh il sk bekp yeu s ey

14/07

To 264 Developer Services
B2B customers

Help us keep the water
flowing as temperatures soar

Keeping water flowing on sites
default

A temperatures keep rising, demand for water is soaring. We're doing all we can
to keep taps flawing, but there's a smal chance some customers may see their
pressure drop or water stop.

You can help us keep our network running to make sure construction sites can
remain active during this hot weather. Some simple actions can save a huge
amount of water

Four simple steps you can take

= Reduce the total volume of water your business s using - for
example. through activities such as dust suppression and wheel washing
Particularly 7am fo 11am

Check for leaks on your site - even 3 small constant drioble can waste
Up to 400 fitres 2 day - as much as a family of four uses over the same
time

« Stop urinals from flushing overnight - sven if you don't have sensors
fitted, turning off the flow to the urinals could save thousands of lires
every day

= Remind your staff about the importance of saving water — everyone
can do their bitto help

We're also moving water around using our pipes and tankers o boost supplies in
the areas that need it most. But by taking the steps above. you can help us make
the most of every drop

Thank you for your help and understanding —we really appreciate it

Thames Water Developer Services

15/07

To 113k customers across
Cotswolds, Guildford, Swindon

Every drop counts in a
heatwave - Don’t waste a drop
now it's hot

flowing

W dorstwant it 10 haggen - 0w an

sion 1 save pery op.

Top tips to save water in the heat
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18/07

To 113k customers across
Cotswolds, Guildford,
Swindon

Keep on helping us to beat
the heat

i et
e wersion we meant ko

Help us make every drop count as
water use soars

Hello,

o ot g chring e e,
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19/07

To 179k customers across
Wycombe, Slough, Aylesbury,
Reading

Keep on helping us to beat the
heat

Help us make every drop count as
water use soars

Hello,

Thank yau for helping reduce how much water you're using during the heatwave
We're asking you to plesse stiok at it for 3 lte longer.

Water use in our area soared to its highest level for over 25 years over the last
few days, and we're cumenty supplying an extra 300 million litres of water a day.
That's a huge 20 per cent mare than normal in July.

This record could be smashed 3gain in the next 24 haurs, making 1 possible that

some customers may have issues with their water supply. We're doing all we can
to prevent any problems, but we stil need your help

Keep on saving water

s impartant to stay hydraied - and to save running the tap, why not keeo 2 jug
of water handy in the fridge?

Flezse think sbout

= Cutling down on using the washing machine or dishwasher il after the
hestrave

* Avaiding using sprirklers - grass is tough and wil grow back again

Avaiding lang showers or leaving taps running

* Covering the paddiing pocl with an oid fitted shest overnight so you
don't nesd to refil it

We've got lots more water saving tips on our website:

more water

We've diverted more frantine team members to finding and fixing any leaks so
we can keep warking hard o supsly the watsr you need - 2nd we're reslly
grateful for your help. Together, we ¢2n beat the heat and keep taps flowing

The Thames Water Team

22/07

To 304k customers across
Cotswolds, Guildford, Swindon,
Wycombe, Slough, Aylesbury,

Reading

Thanks for helping us beat the heat

Thank you for making every drop
count

Hella

Thank you so much for using water wisely over the last few days

In your area, we supplied more water than we have for 27 years — up 25% on an
average mid-July. Bul those numbers would have been even higher if you hadn't
made every drop count

Your actions helped us supply water to everyone in your area without putting

extra pressure on the environment We're really grateful for all you did

Taken a shine to saving?

That's great news! This heatwave may be over, but we still need o save water,
whatever the weather.

s we've had below-average rainfall over nine of the last 11 monihs, there's less
waler to go around. Every drop you save ai home is a drop back in your local
river of resenvoir

Here for you, come rain or shine

If's our job to keep your taps flowing and toilets flushing - and we're determined
to keep doing that

During the heatwave, 100 teams were out fixing leaks, 30 tanker drivers were
filling reservoirs around the clock, and staff manned sites 24 hours a day so
problems could be fixed without delay.

Let's keep up the good work together!

The Thames Water Team
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All customer emalil
Sent to ~2m household customers across Fri 5 Aug 5.30PM into Sat 6 Aug AM

Zoom forease  The temperature's going up again Subject line
of reading Hello, Be a hot spell hero

Thank you for helping in the recent heat wave by using water wisely.

The temperature's going up again It meant that we were able to keep supplying water without putting extra pressure COI"IteXt
Hello, on the environment. We're really grateful for everything you did. .
°
B Weather across region due
o st s wore s i et st e exts praseure As this long dry spell goes on, there’s less water to go around — you might have . . .
:ntheelr‘wh?n‘:nmnt.\v:"rle:ﬂeaklﬁrggpraiapfmarng:‘mmn;"yo«i';w:ng e also seen on the news that we're heading into another hot spell. to h It ~ SOC In the Com I ng
A thislong dry spellgoss on. here'sless waler 1o go aroun —you might have d
150 500 50 0 s ek ST it ancter ot sl So, it couldn't be more important to save every drop. Every drop you save really is ays

sao cf:\':r'v:‘t ﬁiﬁ?;;";“;’é:?kbif&ii:%?”‘ Every drop yousave really is another drop more in your local river or reservoir. ° Res erVOIr |eve|S across

Here's a rafrasher on soma top waler-saving lips:

v 'ttt U g o et o 1 Here's a refresher on some top water-saving tips: reglon a” under Straln

hosepipe. Hosepipes and sprinklers can use up to 500 litres in just
30mins, which is more than an average family of four uses in a

whole day. » Have a ‘can’ do attitude - Use a watering can instead of the

hosepipe. Hosepipes and sprinklers can use up to 500 litres in just

~ Love a brown lawn - Ifs ok to let the grass go brown, it will bounce:

back once it rains 30mins, which is more than an average family of four uses in a
+  Squeeze that shower - Showers make up 25% of a household's whole day.

waler use, on average; so shave a few minules off your shower and

save lots of litres!

+ Love a brown lawn - It's ok to let the grass go brown, it will bounce

There ara also lots mora water saving fips on our website. back once It rains.

+ Squeeze that shower - Showers make up 25% of a household's
water use, on average; so shave a few minutes off your shower and

Thariks again for helping us and saving ifa’s precious resource. Let's keep save lots of litresl

working together to keep taps flowing and toilets flushing.

The Thames Water Team -
There are also lots more water saving tips on our website

Save more water

el | oo | Abounes | Gomet e Thanks again for helping us and saving life's precious resource. Let’s keep
= Rl ol D e working together to keep taps flowing and toilets flushing.

ted, e
0238851, Registere afice sécress: Clearwater Courl, Vastem Raad, Reading RG1 BDB. VAT registration
rumtier: GB £37-4560.15

B §f ¥ @ in The Thames Water Team
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Customer SMS

Relating to the hosepipe ban/supply demand incidents

Date sent

17/08

17/08

23/08

24/08

Customers reached

SMS to 650,074

SMS (PSR customer
base) 15,082

32,893 customers in
Reading area

SMS to 650,074

Message

Hello. This week’s rain isn't enough to get river and reservoir levels back to where they need to be.
With little rain forecast, we need to bring in a hosepipe ban from Wed 24 August. Go to
thameswater.co.uk/water-restrictions to see what you can and can'’t do, and how we’re working 24/7
to find and fix leaks and save water.

Hello. This week’s rain isn’'t enough to get river and reservoir levels back to where they need to be.
With little rain forecast, we need to bring in a hosepipe ban from Wed 24 August. As a Priority
Services customer you can continue to use a hosepipe to water plants, fill a pond and clean your car —
see more at thameswater.co.uk/water-restrictions Remember, it’s still vital to use water wisely.

To keep taps flowing in Reading, we're currently treating more water from our site in Pangbourne than
we'd like. We're working hard to move to using other sources and this may take a few days — to protect
the River Pang, please help by reducing your water use this week wherever possible. We'll be back in
touch when we've got things sorted to protect the environment. We know this ask comes at the same
time as our hosepipe ban, and we're really sorry for the inconvenience. Thank you for your support.

Hello. Just a reminder that our hosepipe ban starts today, Wed 24 August. We've had lots of useful
customer feedback and have updated our website with extra info and a few new exceptions. Go to
thameswater.co.uk/water-restrictions for the latest quidance. Thanks again for your support in making
every drop count. We know hosepipe bans are frustrating but they make a big difference to our rivers
and reservoirs.
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Thames Water website

Water efficiency pages

Restrictions on using water

Page views for WEFF pages 31/05 — 24/08

Total page views Unique page views
/summerwatersaving 134,523 71,515
/everydropcounts 23,045 14,814
/savewater 64,388 42,060
/watercalculator 97,029 48,887

The above pages have all been updated within the last few months with the
most up-to-date water saving tips and advice, in line with our campaign
messaging and response to the hot weather. We've used paid media and
partnerships to drive additional traffic to these pages, as well as our owned
and earned channels (primarily organic social media and PR)

+ new page created in August to
provide information regarding
the Temporary Use Ban

Legal information

Rend the rules
\

t does this mean for me?

Servencals =
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Thames Water website

ater saving page examples: click on the images to visit the full pages

@ My account Help and advice About us Q . .
Water saving tips

Home > Hepandsoves > Watersaving

Water saving tips for summer

From cur marming shawer to brushing our teeth at night 0 assume that

. woker w e.m.,-m“,.-»r:r-n:rm.(.m-wp.m..:-.u UK, # can Now more than ever, every drop
Water saving semetmes fesi R

> = .
4 Wiish the continued dry, hot s e ta work together i
save watar 5o thare's sncugh ta go sround.
o

Thers are some simpke tiings you can 0o t
an your b at the same time.

= though water is endiess - Bt this snY the caze.

L save maney

Every drop counts

Wateris an essential part ofIfe, yet e ofen use f without thinking about where it
comes from. Learn about how we can work tegether tolook afer our most
precious resource.

Tyo
water at home

4ng calculator far personallzed sdvice an haw you can save

1 you're warried abaut your il find aut which of aur finan

2

iz might be rignt far you

> Learn about saving

1. Swap paddling pools for water pistols

going but leawe the gaddling poal In the shed and swap 0 using
tois to stay cool withaut needing ta use

wa 0 much water.

How much water do you use? Water saving tips for summer

Try our online caiculator to see how much water and energy you use each year. It Save water while the sun is STIning with Gur water saving tps for summer,
will aso give you water-saving and energy:saving tips along the way!

2. Let your lawn go brown

gh, and yau mig sed ot how quickly they can bownce
e rain. Letting your lawn go Brown in dry wester i one of the
s to save water and mcney off yoar Bill, Less time mowing and
riNg the AN MEaNs MEre Bme (o 2Ray the sursnine!

Every drop counts

> Try the calculator > Savewaterin summer

Ourworld Is changing, and we nesd ta change with It to protect cur mast
precious rescurce. Ungredictable weather and @ growing popiation mean Its
TECrtant we Wark togetner e water where we can.

3 Swap your hose for a watering can

We're here to help

Our amazing customer care team are available on Facebook and Twitter 24 hours 2 ay, 365 days a year.Just drop them a message and they Il be right with you

Sawingwater couid help yau save man:

an your sill toa - even more reason to

‘Sawe water and keep your pianes ha

cherk aut our water saving tips, and make ¥ Anp chtl, ¥OUI CAN EVEN rEUSE CISTWARES OF WATET LISed 10 DOl VEQELADIES OF Basta 10 sav
zven mare. Theres helptul Infarmatian abaut r2-using water far gardening on the
Take shorter showers R

ana

tres of water 8 min
af water.

erage. a snawer Lt _ That means 8 10.minute

shawer can use 100 it

11 tamily of faur reduced tnelr showes tme by just ane minute, they could save:

s on metered water allls

o

oA energy bits

- Az much as 11,548 Stres af w

ayear
Wiy rat ces how much water and money taking shorter snawers cauld save yau

with aur waser.s

calculatar?

‘Water saving calculator

Answer these quick and easy questions to discover your householdfs water and energy Turn off the taps

usage. All calculations within this teol are based on the inputs you enter and costs are.

estimated based on metered tarifs. They may not be reflective of your actual bl

Arunning tap can u: ttres af water 8 minute, Turning off taps when nat In
“Terms and Conditions

The details you provide us will e used by Thames Water to better understand UK water
consumption. Find out more about how we use your data by reading our Privacy

4. Water at night, gardener’s delight

conditions, in order to continue using the water saving calculator

ool and waters

mewing them into the shade on hat day
=ring. Watering at the roats will hein your plants make
ENET AN Brevent leaves IO SCOMCNING IN the sun.
nen ie5 coaler autside will help you lose less water ta

Your personalised water report
Atthe end, you'll get a water report that's tailored toyou. 1t show you

how much water youre using, and how you can save.

n & tray, then putting water In the tray and on the zall s 8
haring the water among the piant

and managing pats in ane

Spresding & layer of mulch around your plants willalza help the sall under it
retain malsture for longer. This means hapgler plants and less time
wazering.

Ifyou experience any issues with the water calculator, please call us on 0800 316
800.



https://www.thameswater.co.uk/help/water-saving/water-saving-tips-for-summer
https://www.thameswater.co.uk/help/water-saving/water-saving-tips
https://www.thameswater.co.uk/help/water-saving
https://www.thameswater.co.uk/help/water-saving/water-saving-calculator

WEFF Social media results summary
May — August total posts: 57

Facebook 154,879 16,188 16,067
Instagram 16,494 451 6,450
LinkedIn 59,031 2,769 -
Twitter 201,958 5,457 11,164
Total 432,362 24,865 33,681

Impressions  Engagement  Video Views  # Posts
May Totals 14,394 379 2,892 4
June Totals 69,958 2,816 6,173 13
July Totals 170,090 10,785 11,157 25
August Totals 177,928 10,885 14,458 15

May-Aug 432,362 24,865 33,681 57

Thames Water
August 9 at 6:30pm

Arunning tap can use up to 8 litres a minute - switching off the tap &
seconds sooner can save a whole litre!

Check out our summer water saving tips at short. url/aBcXyZ

=)

“Don’t waste

a drops
Turn the
tap off
whenever
-
" yOou can

For more water-saving tips, visit thameswater.co.uk/savewater

Thames Water § & @thameswater - 11m
Rain is essential for topping up our rivers and reservoirs, and we're going to

need more than just a quick shower to get back to normal ..
Now more than ever, every drop counts - o let’s save water together.

Get more guidance at thameswater.co.uk/water-restrict...

Since May we've only
had 56% of the rain

we expected

ALT

O a m 2 Q = s il

Thames Water
July 11 at 6:00pm

Turning the tap off when it's not being used is a small change with a big
impact &

Find more water saving tips at thameswater.co uk/savewater

Thames Water
July 15 at 4:10pm

It's always important to save water, but especially during long dry weather

spells.
Small changes to your daily water usage can help to keep taps flowing.

Check out our top water saving advice at thameswater co.uk/savewater
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Water efficiency social media analysis (by month)

Includes: Facebook, Twitter, Instagram, LinkedIn

Impressions Video views
Organic
200,000 16000
180,000 14000
160,000
140,000 o v Posts
, May 4
120,000 10000 June 13
July 25
100,000 8000 Aug 15
80,000 6000
60,000
4000
40,000
20,000 e
; [ ] 1 - 0
May June July Aug 25th

BN [mpressions WM Engagement =—\ideo Views

*August not a complete month
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Supply/demand response

Targeting customers during supply/demand incidents

Planning

Working with our data scientists, we
have created a model which looks at
smart meter data and forecasts
those boroughs that may be
predicted to have either supply or
demand issues that week. This will be
in line with the green/amber/red
traffic system

During the
Supply/Demand event in
2020, this model
achieved a reduction in
predicted demand of
between 2-6% in the
areas targeted with
commes.

We were also able to
serve 1.8m impressions
on social media &
reached over 1.9m
customers through digital
display over this time.



Supply/demand 2022 — messaging

We are tailoring our messaging to 3 different tiers

Education & elevation Escalation

There are dropping water levels/increasing Low water levels/high demand
demand — here is how you save water

Education
Potential supply/demand issue

Thank you for
| your help —

here's how to
i do even more

Share simple water-saving tips using
positive, warm language

Acknowledge customer’s support and Increase urgency of message without
amplify key messages scare-mongering
Supported by our overall broadcast/

hotspot WEFF campaign + organic
channels (eg social media and PR)

These tiers will be supported by paid social media



Examples of the tiered messaging

Supply/demand creative — based on RAG status of boroughs across our region

“Every drop
helps~
Take a

shorter
shower

For more water-saving tips, visit thameswater.co.uk/savewater

&

“Every drop
helps

Wash your

car with a

bucket and
sponge

For more wat ing tips, visit

“Every drop
helps

Swap your
hose for a
watering
can

Far more water-saving tips, visit thameswater.co.uk/savewater

-'Every drop

helps
T Fully
load your
[ dishwasher

For more water-saving tips, visit thameswater.co.uk/savewater

(Green: education

-'Save a drop*

Recycle your
paddling
pool water

For more water-saving tips, visit thameswater.co.uk/savewater

~Save a drop*

Weed
and mulch
flowerbeds

For more water-saving tips, visit thameswater.co.uk/savewater

=)

~'Save a drop*

Turn off
the tap
whenever
you can

For more water-saving tips, visit thameswater.co.uk/savewater

~Save a drop*

Reuse your
leftover
water

For more water-saving tips, visit thameswater.co.uk/savewater

Amber: elevation

“'Don’t waste
adrop:

Swap your
hose for a
watering
can

For more wat ing tips, visit k/save

&

-'Don’t waste
adrop:

Swap
your jet
washer for
a broom

“Don’t waste
a drop:

Let your
lawn go
brown

For more wat: ing tips, visit co.uk,

“Don’t waste
adrop:

Take the
4-minute
shower
challenge

For more wat ng tips, visit

For more wat ing tips, visit

Red: escalation
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Stakeholder matrix

Regulators: Ofwat, EA, DWI, CCW,
Natural England

DEFRA (Ministers & officials)

Mayor & GLA

MPs

Resilience forums

Local authorities

London Assembly Members

NGOs

CCG

Weekly newsletter
Proactive ad hoc written briefings (as required)
Weekly calls with EA (Wednesdays)

Weekly newsletter

Weekly newsletter
Weekly drought update calls (Tuesdays)

Weekly newsletter
Ad hoc written briefings picking up concerns in media & social media

Weekly newsletter
Weekly comms lead calls

Weekly newsletter

Weekly newsletter
Ad hoc written briefings picking up concerns in media & social media

Weekly newsletter
Monthly catchment partnership meetings

Weekly newsletter
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August Stakeholder communications

Date
08-Aug

10-Aug

11 Aug
11 Aug
12-Aug

15-Aug
16-Aug
16-Aug
16-Aug
16-Aug
16-Aug
16-Aug
16-Aug
16-Aug

22-Aug

Stakeholders engaged

Ofwat, Defra, CCG members, CCW, Environment agency;
approx 70 stakeholders.

MPs; local authorities; London Assembly Members; Defra and
GLA officials; environment NGOs

GLA officials

Swindon BC, Guildford BC, Waverley BC

Comms reps from London Resilience, GLA & other water
companies

Ofwat, Defra, CCG members, CCW, Environment agency;
approx 70 stakeholders.

MPs; local authorities; London Assembly Members; Defra and
GLA officials; environment NGOs

MPs; Defra; GLA

Comms reps from London Resilience, GLA & other water
companies

Shirley Rodrigues, GLA

David Black, Ofwat

Sir James Bevan, Environment Agency

Marcus Rink, DWI

Emma Clancy, CCW

Ofwat, Defra, CCG members, CCW, Environment agency;
approx 70 stakeholders.

Type of channel
Email

Email

Teams meeting
Email

Teams session

Email

Email

Email from Sarah Bentley
Teams meeting & email follow-
up. Now a weekly session
Letter by email

Letter by email

Letter by email

Letter by email

Letter by email

Email

Summary of message
Weekly drought newsletter #1

Drought newsletter #1

Discussion to explain the situation and next steps
Request for them to to share our heatwave messaging with their residents

Agreement across the group to share messaging between all parties in timely
fashion with advance notice of decisions where possible.

Weekly drought newsletter #2
Drought newsletter #2
Formal confirmation of announcement of TUB on 17 August

Conversation about our stakehoplder & customer comms. Newsletters,
customer email & social popsts shared.

Notification that we would be formally notifying customers of our intention to
impose a TUB, a copy of the formal notice and the associated press release
Notification that we would be formally notifying customers of our intention to
impose a TUB, a copy of the formal notice and the associated press release
Notification that we would be formally notifying customers of our intention to
impose a TUB, a copy of the formal notice and the associated press release
Notification that we would be formally notifying customers of our intention to
impose a TUB, a copy of the formal notice and the associated press release
Notification that we would be formally notifying customers of our intention to
impose a TUB, a copy of the formal notice and the associated press release
Weekly drought newsletter #3
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Weekly stakeholder newsletters

Weekly newsletters to all political stakeholders, regulators and other stakeholders

Contains key updates on storage, demand reduction, other focus areas, and next steps

Newsletters can be opened by double clicking on the images

Drought Update
9 August 2022

Weekly Drought
Update no.2

15 August 2022

Welcome to our second newsletter. W hope you found last
week's update informative. This waok's bulletin provides an
update on our waler resources position and the steps we are
taking to ensure we continue to supply our customers and
protect the environment.

Hot topic — Our Environment and demand reduction

Waler i a precious commodity and wa want to ensure that we do all we can to protect our
emvironment.

Last week we explained the pressures that the current hat weather are placing on our water resources
and that we are putting in place o ensure our custor in in supply. OF course the
hot weather is also having a big impact on our rivers and stroams with many of the smaller ones at
perilously low levels o even running dry.

W take our emvironmental responsibiliies extromely seriously and the impact of the hot weather an
our rivers and streams s one of th why we have deck itis the right time to move to
the next level of our drought plan, level 2, and apply for a Temporary Use Ban (TUB) which prohibits
certain usage of water and reduces the amount of water we extract from the environment, helping fish
and wildife that depend on rivers and streams for their sunvival.

We always seek o keep abstraction within our licensed volumes wherever possible. We are working
with a p reducti to ican chalk and other vulnerable streams_ So far we
have made reductions in abstraction lo protect vulnerable streams of approximately 120 M over the
pasl 25 years across our supply area. We are also planring to build furiher on this in future years.
Demand reduction is a core part of maintaining water supply security and protecting the

environment. Reducing the water demand from households and businesses needs to be done in
parallel with reducing the volume of leakage across the pipe network so that more waler slays in the
environment to keep our rivers and streams flowing. Our Board and Shareholders have agreed a
business plan that sees us spending £2bn more than we are allowed to recover from our customers
through their billsin the regulatory period. This is underpinned by £1.5bn of equity subscribed by our
Sharcholders. This will allow us to improve outcomes for customers, leakage and river health.

Thames
Water
e

Weekly Drought
Update no.3

22 August 2022
B et Every drop malters,
reduce leakage and our waler rescurces position. now more than ever

Hot topic - Leakage
Our dacision I impose a Temporary Usaga Ban (TUB)
on our customers is not a decision that we have taken
lightly. We also recognise that our performance on
leakage has also been the subject of significant media
scruting in recent weeks.

[RETI———
10 & the
lewsl 12 mon ks

Reducing leakage is an extremely imporiant part of our
plans to manage the balance between supply and
demand. We have challenging targets to deliver a
20.4% reduction in our base level of leakage (s a 3-
year rolling average) by 2024/25 and a goal to reduce
leakage by 50% (of 2017/18 levels) by 2050. In

2021/22 we met our 3 yoar average leakage [P
performance target of 10.2% reduction against the 25 b\HIOﬂ \,t?, -
basaiine - the third year running that we've met aur R Y

leakage large! as set by Ofwal. We repaired 61,671

leaks with an average of 1.186 leaks a woek fixad. @

However. we know that we need to do better at fixing w60 endanaton 280
leaks. We hear whal people say about our leakage peop
performance and it is really important that we do our s e
bit. Wea are asking all of our customers to use water pretemoe
wisely and we noed to do that, too. We have 20,000
‘miles of pipe. 0 we are not gaing to be able to

complelely eradicate leaks but despile reasonable

progress over the last three years we acoepl that we

are not where we need to be.

We have more than 280 peopke working round the clock to detect loaks, mainly overnight as it is easior to
spol leaks when people arer't using as much waler. We have 160 repair tleams working to fix leaks 7 days
woek We're also speading Up our investment in replacing pipes. Despite this, reported loakage has
increased by 11% since the end of May. principally during the pericd of hot and dry weather in July and
carly August. This is mainly due to ground movemant as the soil dries out and to a lesser extent an incroase
in pumping in response to an incroase in customer demand. The recent very hot weather has meant an

increase in customer consumption and high . Since June, we
have seen a 245% increase in leakage |wsslgahﬂs since and are critically prioritising these in terms of
impact and scale. We have also seen a 64 between J

and July. a
trand that has continued in August. This is dua 0 both h mcremse i urst mains and supply pipes but also
because of incroasad CUSIOMAr awaraness.
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Next steps
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What's still to do

There are several actions in the drought plan for TUB that we're currently reviewing

« School visits and content for schools to use in lessons or gatherings. Please note: school holidays
meant we couldn't visit schools in August

« Aletter to customers from the chief executive, explaining the need for restrictions, and simple
ways to save water. PLEASE NOTE: We've issued emails to all our customers, but not letters.

« Attendance at local events, and the development of a road-show which could be staged at local
venues such as major stations in the TW region.

« Messages promoting water efficiency on envelopes and bills, and on company vehicles.

* Reviewing Del 3 comms commitments as we move forward

&19)



Next steps for paid marketing

Continuation of our WEFF campaign into September/October, to reflect the introduction of TUBs

To continue WEFF paid media coverage beyond the original end date of 31
August, we're currently investigating our channel options for the options we
can get live quickly.

Our objective will be to maximise reach of all customers across our region (not
just hotspots) over an additional two month period, taking us until end of
October, so that our message remains visible and top of mind as drought
restrictions continue.

Potential channels include: TV, Radio, YouTube, BVOD, AdSmart, Digital Audio
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