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Background and methodology (1)

Setting the scene for the PR24 Enhancement cases

« Thames Water is conducting a PR24 engagement programme in order to understand what customers (communities and
stakeholders) want from their water and wastewater service, and how they feel about proposed future improvements and
investments. The customer insights will shape Thames Water's 2025-2030 Business Plan

» Foundational research was completed in 2021, and follow up research was conducted throughout 2022, which discussed
in detail what customers want from Thames Water and what their core expectations are

» This is the next phase of PR24 customer research, the objective of which was to gain feedback on investment proposals
in 8 specific enhancement cases, specifically to assess the customer need and/or preferred options for each:

Basement flooding )
Security and Emergency Measures Direction )
Major water supply interruptions reported from page 51)
Rethinking rivers reported from page 65)
)
)
)

(reported from page 28
(
(
(
Sewer infiltration (reported from page 75
(
(
(

reported from page 39

Sewer flooding reported from page 87
Sewage treatment growth reported from page 99
Bathing water reported from page 107)

NN~



Background and methodology (2)

How Verve approached these topics: An online community, quantitative survey and telephone interviews

This report covers a summary of the main findings from all eight enhancement case topics

Qualitative approach: We conducted two online communities — one for water topics, one for waste topics - that ran from April 17%- May 412023

For each community, we gathered a broadly representative sample of Thames Water customers (including Future bill payers and non-households)

Over the course of each community, customers were presented with carefully developed material that highlighted the issues under scrutiny, the
challenges Thames Water faces in these areas and the investment propositions for tackling them

This approach meant that customers were able to provide us with considered views on the investment proposals (including potential bill impacts in
many cases), and vote on their preferred options for investment

At the close of each community, customers were asked to rank each topic they’d reviewed in order of priority by which Thames Water should be
making improvements. These results are presented in the executive summary

Quantitative approach: We conducted one online survey that ran from April 20t - May 4t 2023 and one phone survey that ran from April 28t — May
26th 2023

For the online survey, we interviewed three different groups: households, non-households and Future bill payers.
For households and non-households we set specific quotas to ensure the samples were representative of Thames Water customers

Customers were presented with cut-down versions of 5 topics (3 water and 2 waste from the qualitative communities) and asked to assess their
importance and preference towards actions Thames Water could take

At the end of the survey, customers ranked all 8 topics on priority, including the remaining 3 from the qualitative communities
For the phone survey, we interviewed customers who qualified as ‘digitally excluded’

The phone survey was the same as the online survey, except the case descriptions were cut-down slightly to fit with the phone interview
methodology



Methodological considerations (1): Online communities

Online communities remove social pressure found in interviews/focus groups and grant participants ample time to digest

reading materials

* Online communities can give a voice
to individuals that may not have normally had
the time or ability to take part in an in-person
focus group or workshop, for instance those
that work full time, have family commitments,
certain disabilities, financial issues or
language barriers.

* They also allow customers to express
themselves more freely without the social
pressure of a focus group scenario

«  Comprehension of complex topics can be
aided because participants can view and
review stimulus material at their own pace,
allowing them time to digest and reflect on
information, without the pressure to answer
immediately

* Household participants were recruited from
Thames Water's Customer Voices panel and
some would have been ‘informed’ by prior
research activities at an earlier stage of the
planning process, covering similar issues
and the concept of planning for the future

Although the base size for this research is
high for qualitative research, it is not
statistically robust (although the outputs still
give a good steer on the direction of
opinions)

Excludes people with no access to the
internet

As with all research, customers can only
react to the information shown; care must
be taken to ensure materials are clear and
unbiased

Stimulus materials were cognitively tested by
Verve employees (not those working on the
project) to ensure all materials were easily
understood

We soft launched the qualitative community
to ensure participants clearly understood the
context of each enhancement case, Thames
Water’s over arching goal and the relative
pros and cons of each proposal

Upon reading each piece of information,
customers had an opportunity to
reject/question it

Quantitative phone research was conducted
with 92 digitally excluded customers, to
obtain views of people with no access to the
internet




Methodological considerations (2): Quantitative survey and telephone interviews

Quantitative surveys provide statistical robustness

» Provides statistical robustness: The base
sizes used for the quantitative portion of this
study allows us to ensure that most
demographic groups assessed had large
enough base sizes for statistical analysis
(over 50 people)

*  Households: N=1000 — confidence level:

95% margin of error: approx.3%

* Non-Households N=204 — confidence
level: 95% margin of error: approx.7%

*  Future bill payers N=51 — confidence
level: 95% margin of error: approx. 14%

» Digitally Excluded: N=92 — confidence
level: 95% margin of error: approx. 10%

* Ability to set strict quotas to ensure the
sample is representative of Thames Water
customers

« This also includes participants with no
access to the internet

*  Any group with a base under 50 will be
considered small

As there is no direct communication with
respondents, there was no way to ask if
they understood the questions/topics

Due to this limitation - we conducted a
larger soft launch than typical, launching to
75 households, and 25 non-households

For future bill payer analysis - for water
topics, the base size for Future bill payers in
dual water/waste areas was too small for
analysis (n=28). We analysed the data for
the total sample vs dual usage areas, and
found the results were consistent for all
groups. Given the consistency of the data,
we have reported on all Future bill payers
(n=51) regardless of area, in order to have
a large enough base to report on

There isn't the same degree of anonymity in
telephone interviews, and so participants
were more likely to provide answers they
thought would be favourable to the
interviewer (known as the interviewer effect)

For the soft launch, we calculated the
average survey time to complete, and then
removed anyone who sped through the
survey (0.3 times faster than the median)

We checked the drop rate for all questions to
ensure that no one was stopping or dropping
at the enhancement case evaluation section,
which would indicate frustration or lack of
understanding

* We saw only 1 of the 75 households in
the soft launch leave the survey in the
enhancement case evaluation section,
and none from non-household

We checked the raw data of the soft launch
to ensure everything was working correctly.
We identified one problem with the allocation

of region, and updated the scripting

To minimise interviewer effect, the digitally
excluded segment interviews were carried
out over the phone as opposed to in person




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

Ofwat’s minimum standards
for high quality research

How we met these standards

Useful and contextualised

This research was used to inform the development of Thames Water's investment plans for the period of 2025-2030 and ensure these align with
customer's expectations. The current enhancement cases were developed from previous customer insight and so this research falls into a wider
body of insight gathering aimed to understand what customers want from Thames Water in the near and longer term.

Neutrally designed

To ensure the materials were clear, Verve employees not involved in the project cognitively tested all of the stimulus materials. We soft launched
the online community to ensure that if any confusion arose, we would be able to adjust stimulus accordingly. The order of topics was also
randomised in the qualitative and quantitative surveys. Care was taken to ensure that materials were framed neutrally. For example, for the
basement flooding enhancement case, details pertaining to the magnitude of harm (death, insurance claims, and an example of how an old person
could drown) was removed for consistency with how other enhancement cases were portrayed. For the quantitative online survey, we conducted a
soft launch study of 100 people, and monitored for speed of completion and any questions that were causing people to drop out or stop the
survey, which we used as a proxy for respondent comprehension.

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 differences between segments. The online community
approach allowed participants to express themselves 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. We ensured that questions and stimulus in both the qualitative and quantitative surveys used plain English for
maximum comprehension.

Inclusive

We captured a wide range of household, non-household and future customers to ensure all customer groups had their say in both the quantitative
and qualitative elements of the project. We made sure we had a representative sample of Thames Water customers in the quantitative survey,
using demographic and firmographic quotas for the Thames Water area, including household quotas on ethnicity, vulnerability and digital exclusion.
The methodologies used allowed for inclusivity, the online community allowed individuals to have a voice where other methods may have restricted
this, and the quantitative research included both online and telephone methodologies to ensure digitally excluded customers were involved.

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 and business plan in the short and long term.

Independently assured

All research was carried out Verve, an independent research and insight consultancy.
Thames Water’s Customer Challenge Group reviewed and gave feedback on the research methodology and initial drafts of the research materials.

Shared in full with others

The full report and stimulus materials will be shared with other water companies via a SharePoint site and with the general public via Thames
Water's website.

Ethical

All research conducted by Verve is in line with Market Research Society Code of Conduct.




Qualitative Research sample for
Wastewater online community

Household

customers
(Customer
Voices-68)

Future bill payers (7)

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

Customer Groups

Household customers (Thames Water 68
Customer Voices panel)

Future bill payers (recruited externally) 7
Non-household customers (recruited externally) 20

o 95 customers took part in the research and 81* customers completed all questions

o We aimed to match specific demographics of participants with that of the Thames
Water customer base, see next page

o Customer Voices - Thames Water's online research community of
over 1,000 household customers, designed to be representative of all customers. It
was formed in June 2021 using Panelbase as a recruitment source, with a small
number of customers signing up via Thames Water's website and social
media posts.

o Future bill payers (18-24 year olds, non-bill payers) — Recruited via BEAM Qual
recruitment. Views from this cohort were sought, given that decisions made now
will impact on their future, both in terms of service delivery and impacts of climate
change

. Non-household customers — Recruited via BEAM Qual recruitment. Views from this
cohort were sought, because even though they don’t pay bills directly to Thames
Water, their water and wastewater service is still provided directly by Thames Water
(and hence impacts their bill)

*Sewer Treatment Growth (91), Bathing Water (91), Rethinking Rivers (89), Sewer Flooding (86), Sewer infiltration (81)

Gender Demographics
Male 27 Gender
Female 41 Male 2
Age Female 5
e 2 Social grades
25-34 12 ABC1 7
-44 21
3 C2DE 0
45-54 17 »
Ethnicity
55-64 9
White 5

65+ 7

. BAME 2
Social grades
ABC1 44 Service type
C2DE o4 Clean & Waste 0
Ethnicity Waste only 7
White 39
BAME 28 Non-household customers (20)
Prefer not to say 1 Demographics
Vulnerability status Number of employees
Vulnerable 9 0-10 12
Service type 11-49 8
Clean & Waste 41 Service type
Waste only 27 Water reliant 11
Location Non-water reliant 7
London 47 Unknown 2

Thames Valley & 21
Home Counties



Qualitative research: original quotas vs. sample obtained (across household, future and non-
household customers): Wastewater Community

Wastewater community — quotas Wastewater community - Sample
Demographic Demographic Demographic Demographic
40
Male 50 ABC1 60 Male ABCT 70
Female 55 C2DE 25
Female 50 C2DE 40
i . 39 London
18-24 Future bill payers 7 White .
18-24 Future bill payers 10 White 35 London 19 TW Counties
35 TW Counties
29 London
18-24 2 BAME 8 TW Counties
25-34 20 25 London
BAME 5 TW Counties 25.34 15
Vulnerable (even mix of health
35-44 20 and financial) 9
35-44 26
45-54 20 i
Vulnerable (even mix of 20 Non-vulnerable 86
health and financial) 45-54 25
55-64 15
55-64 13
Non-vulnerable 80 Clean/waste 4“1
65+ 15
+ 7
Clean/waste 65 6s
Waste only 35 London 68 Waste only 54
London €0 Non household customers 15 Non household
under 10 employees customers under 10 12
employees
Thames Valley & Home Counties 27
Thames Valley & Home Counties 40 Non household customers | Non household customers 10+ | g
10+ employees employees

N.B., There is a lower than quota-ed representation of 65+, C2DE and vulnerable customers: This is due to the inclusion of non-household customers
and future bill payers who skew against these demographics, These groups also have lower engagement rates with long form online communities



Household Demographics

Qualitative Research sample for customers
(Customer

Voices (53)

Water online community

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

Customer Groups

Household customers (Thames Water Customer 53
Voices panel)

Future bill payers (recruited externally) 8

Non-household customers (recruited externally) 19
. 80 customers took part in the research and 77* answered all questions

o We aimed to match specific demographics of participants with that of the Thames
Water customer base, see next page

. Customer Voices - Thames Water's online research community of
over 1,000 household customers, designed to be representative of all customers.
It was formed in June 2021 using Panelbase as a recruitment source, with a small
number of customers signing up via Thames Water's website and social
media posts.

o Future bill payers (18-24 year olds, non-bill payers) — Recruited via BEAM Qual
recruitment. Views from this cohort were sought, given that decisions made now
will impact on their future, both in terms of service delivery and impacts of climate
change

. Non-household customers — Recruited via BEAM Qual recruitment. Views from
this cohort were sought, because even though they don’t pay bills directly to
Thames Water, their water and wastewater service is still provided directly by
Thames Water (and hence impacts their bill)

*SEMD (80), Basement flooding (79), Major water supply interruptions (77)

Gender

Male

Female

Age

18-24

25-34

35-44

45-54

55-64

65+

Social grades
ABC1

C2DE
Ethnicity
White

BAME
Vulnerability status
Vulnerable
Service type
Clean & Waste
Location
London

Thames Valley &
Home Counties

28
25

11
12
10
12

40

13

34
19

53

39
14

Demographics
Gender

Male

Female

Social grades
ABC1

C2DE
Ethnicity

White

BAME

Service type
Clean & Waste

Future bill payers (8)

Non-household customers (19)

Demographics
Number of employees
0-10

11-49

Service type

Water reliant

Non-water reliant

12
7

10

10



Qualitative research: original quotas vs. sample obtained (across household, future and non-
household customers): Water Community

Water community - quotas Water community - Sample
Demographic Demographic Demographic Demographic
Male 50 ABC1 60 Male 46 ABC1 65
Female 50 C2DE 40 Female 34 C2DE 15
40 London 42 London
18-24 Future bill payers 10 White 18-24 Future bill payers 8 White 10 TW Counties
25 TW Counties
21 London
30 London 18-24 2 BAME 7 TW Counties
25-34 20 BAME 5 TW Counties
25-34 12
Vulnerable (even mix of 10
health and financial)
Vulnerable (even 35-44 22
35-44 20 mix of health and 20
financial)
45-54 16
45-54 20 Non-vulnerable 80 Non-vulnerable 70
55-64 15 Clean/waste 100 55-64 14
Non household
65+ 15 customers under 10 15 65+ 6 Cleanfwaste 80
employees

London 63 Non household customers 12
under 10 employees

Non household
London 70 customers 10+ 5
Non household customers

employees 10+ employees !

Thames Valley & Home Thames Valley & Home Counties 17

Counties 30

N.B., There is a lower than quota-ed representation of 65+, C2DE and vulnerable customers: This is due to the inclusion of non-household customers
and future bill payers who skew against these demographics, These groups also have lower engagement rates with long form online communities



Quantitative research: original quotas (weighted sample) vs sample obtained (unweighted)

| Weighted Totals ~ Unweighted Totals :

Household (online) Non-household (online)

Future bill payer (online)

1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
1 1
i i
1
n = 1000 (80%) i n =204 i n =51
1 1 .
Age groups i Ethnicity
G i Location i AGE droups Wh 25
LOLJUOT ite n=
18-24  n=130 n-124 Gender : ' 18-24  n-51
25 .34 n=190 n=o05 Male n =480 n =480 H London n=137 n=137 H BAME n=26
_ _ 1 ! Gender
B B Female n =520 n=520 Thames 1 == Di iR
35-44 n=190 n=213 - - isability
o . i Valley n-or o i Male n=4 i
45-54 n=170 n=171 Ethnicity and location H Sector H Disability ~ n =20
1 E— 1 Female n =46
_64 =14 =1 . 1 1 Non- _
%5-6 nE1A0 = white n=670 n=724 ! Construction n=33 n=34 ' disability =31
65+ n=180 n=154 | ondon n =340 n=413 | Wholesale n=29 n=32 E_
y o bessdR lmes T ee e ———————
1 ) 1 ..
Segment \T/';ﬁe”;es n=330 n=311 I Accommodation  n=14  n=13 i Digitally excluded (phone)
AB n=280 n=293 : Service n=96 n=72 : 92
B B BAME n=330 n=276 | 1 n=
C n=38200 n-s47 . - I Public Org n=18 n=28 !
_ B ondon n= n=227 1
c2 n=140 n=130 : Other n=14 n=14 ] Age groups Gender Internet access/use
DE n =260 n =230 y;ﬁg;/es n=70 n =49 : : 18 -24 n=0 Male n=42 Inte‘rnet acc’ess at home, n=54
‘ 1 : Fernale =46 but ‘narrow’ user
isabili rvice typ H 25-34 n=0 -
Disabilit Service type ' NG of | H Internet access but not at -1
- H 0 of employees I 35_44 n=1 Unknown — n=4 home and ‘narrow user’
Disability n=270 n=290 Clean/Waste n =640 n=6871 10 !
1 Emol n=184 n=132 1 45 -54 n=2 Don’t have internet -~ 137
Non- N=730 =710 Wasteonly n =360 n=3131 mployees H access ne
disability 1 <10 1 55— 64 n==6
H n=20 n=72 H Don’t know n=0
H Employees 1 65+ n=73
1 1
' 1

Unknown n=10

Sample sourced via Obsurvant. ”
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Context: Perception of Thames Water and
media coverage at time of research
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Research Context: When this research was carried out there was widespread media coverage

on the cost-of-living crisis and pollution of rivers and coastal waters

Cost-ofliving crisi River pollution River pollution caused by water
OSEOIIVINg Crisis Ver potutio company sewage overflows

« The cost-of-living crisis is front of mind
for many customers

* Many are feeling the financial strain
and are concerned about rising bills

Many are concerned about chemicals
and pollution contaminating rivers due
to widespread media coverage on this
topic

Public action, such as signing petitions
calling for change and action, to rectify
the issues have been making
headlines

Sewage overflows have been in the
public eye for some time

Many are concerned about how this
may affect rivers and other natural
surroundings

14



Quantitative

All different customer groups believe that Thames Water take their work seriously and are
a responsible company. Future bill payers are significantly more likely to think of Thames
Water as acting altruistically (i.e., less agree they only care about profits)

Statements about Thames Water (Top 2 Box) Household Non-Household Future Bill Payer Digitally Excluded

: Thames Water take providing an essential service seriously 64% 71% 59% 80% :
| |
| |
I Thames Water are a responsible company 58% 64% 69% 68% 1
L o o o o o o o o o o o o o e e e o e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e = |

Thames Water invest in new ways to improve their service, preparing us well for the future 55% 60% 47% 57%

Thames Water take ownership of their customer problems 53% 52% 49% 52%
: Thames Water take care of the environment 50% 53% 59% 57% :
| |
| |
I Thames Water only care about profits 50% 53% 29% V 52% |
L o e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e o e e = = ————— |

Thames Water listen to their customers to better understand their needs 49% 53% 55% 55%

Thames Water play an active role in the community they work in 48% 47% 61% 47%

THAMES WATER ENHANCEMENT CASE, MAY 2023.
Q19. To what extent do you agree or disagree with these statements about Thames Water? AV Significant difference at 95% conf. level.
Base: Total (n=1255), Households (n=1000), Non-Households (n=204), Future bill payers (n=51), Digitally Excluded (n=92) 1 5



Quantitative

The majority of all different customer groups trust Thames Water to provide water
and wastewater services, especially non-household customers

Statements about Thames Water (Top 2 Box) Household Non-Household Future Bill Payer Digitally Excluded
| e e e e e i e e e e i e i i i i -
| |
I |trust Thames Water to provide water and wastewater services 68% 76% 69% 84% :
|
e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e |
It's easy to deal with Thames Water 55% 58% 63% 67%
Thames Water is a fair and honest company 54% 51% 51% 66%
| have a good relationship with Thames Water 51% 52% 39% 55%

THAMES WATER ENHANCEMENT CASE, MAY 2023.
Q20. Please indicate the extent to which you agree or disagree with the following statements that other people have made about Thames Water. AV Significant difference at 95% conf. level.
Base: Total (n=1255), Households (n=1000), Non-Households (n=204), Future bill payers (n=51), Digitally Excluded (n=92) 1 6



Quantitative

Around six in ten customers have experienced a service issue in the last few years - some
experiencing issues related to the enhancement cases being discussed in this research

Issues experienced Total sample Household hoys(:;_ol d Fu;;;ee:)ill e?(gggl};
Had no water or low water pressure 25% 23% 34% 29% 25%
Had a leak on my property 15% 14% 16% 18% 4%
Reported a leak in the road 13% 13% 16% 4% 9%
Water tasted/looked funny 13% 12% 18% 12% 8%
Issues paying the bill 13% 13% 12% 10% 7%
Made a complaint 1% 10% 13% 14% 7%
Went on a meter 10% 9% 19% A 2% 22% A
Seen pollution in a local river 10% 10% 11% 8% 13%
Had water from a burst water pipe flood your house or garden 6% 6% 5% 10% 5%
Been swimming in a local river 4% 4% 4% 0% 0%
Had sewage flood your house or garden 3% 3% 5% 2% 2%
None of the above 37% 38% 31% 41% 41%

THAMES WATER ENHANCEMENT CASE, MAY 2023.

Q17. Have you experienced any of the following related to your water company in the last few years? Av Significant difference at 95% conf. level.
Base: Total (n=1255), Households (n=1000), Non-Households (n=204), Future bill payers (n=51), Digitally Excluded (n=92) 1 7



Quantitative

Across the board, likelihood to recommend is low, particularly for Future bill payers. The
digitally excluded sample are significantly more likely to recommend Thames Water than

the other sample groups
- 35-44 yea]r olds are

(9-10) the most likely to be
promoters of
Thames Water

Super Detractors (0-4) Detractors (5-6)

Promoter

21% -26

Household 18% 29%

Non-Household 14% 26% 29% -11

Future bill payer 16% 45%V 6% M 55V
Digitally Excluded [e¥//) 28% 5 A
THAMES WATER ENHANCEMENT CASE, MAY 2023.
Q18- If you were able to choose your water provider, how likely is it that you would recommend Thames Water to a friend or family member? Av Significant difference at 95% conf. level.

Base: Households (n=1000), Non-Households (n=204), Future bill payers (n=51), Digitally Excluded (n=92) 1 8
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Executive summary:

Common findings and prioritisation
of the 8 enhancement cases




Common findings: customers are broadly supportive of the 8 enhancement cases

Across all of the topic areas, customers are generally supportive of Thames Water’s proposed enhancement cases

« While many of the issues presented to customers are already known to them (such as sewer flooding), there are areas that
are harder to comprehend, for example:

* The reasons why there is currently a risk of major water interruptions and how this risk has culminated

» The reasons why the wastewater network and water network need attention now, specifically why has Thames Water
not been more proactive and invested more in these networks in the past?

« Customers ideally want Thames Water's longer term 2050 goals to be met sooner. They'd like to learn more about
what would be needed to pursue a faster timeline (disruption and impact on bill) to decide if it's worth it

All proposed enhancement cases proposed are supported by customers, although there are caveats that cut across all topics:

» Greater transparency on how the projects would be funded: Customers generally believe that there has been historic
underinvestment in the water/wastewater network, and that it is unfair in principle that customers exclusively foot the bills of
these enhancements. Customers want to know what proportion of the enhancement costs they are funding. This would
then allow the large cohort who 'somewhat agree’ with the various case plans to lean more strongly in favour of Thames
Water's proposals, or disapprove of them due to how they are funded

« The number of people that an investment will benefit: Not all enhancements would benefit all customers equally (such as
bathing water and basement flooding); there is lower support for these cases

» The extent to which an initiative can guarantee results: For initiatives that have less of a track record of proven success
(sewage lining system, wetlands and working with partners to improve river health) customers would like assurance these
are very likely to work and should these not work, there are effective back up plans in place

20



Prioritising the initiatives

» At the close of the qualitative and quantitative studies participants ranked enhancement cases in terms of the priority they feel
Thames Water should give to improving each

* In the quantitative online and telephone survey all eight enhancement cases were ranked, based on a high-level description of
each (five of the topics were discussed in more detail before this point: sewer flooding, sewer infiltration, major water supply
interruption, basement flooding and emergency water supplies)

« In the qualitative online communities just the enhancement cases which had been discussed were ranked, so the 5 wastewater

cases or the 3 water cases. Findings here should be taken as indicative only, as the base sizes for each individual community were
relatively low

21



Quantitative

Upgrading sewage treatment works and preventing sewer flooding to properties are the most important issues to
households, non-households and the digitally excluded group. Future bill payers see upgrading sewage treatment
works as less important and water supplies in an emergency as more important than others

What should Thames Water prioritise to improve?

m 51%
Upgrading sewage treatment works to prevent sewer overflows X °

5970 m Household
o ouseho
A 55% (n = 1000)

)
. . . 48%
Improvements to reduce major water supply interruptions o
(¢}
)7 = Non-
Tackling groundwater sewer infiltration to prevent sewer overflows m%g L\Inoil ; Oo4u)sehold

41%

50
Improvements to providing alternative supplies of water in an emergency m 59% A

(0]
0,
Ao

80%A

Preventing sewer flooding to properties

m Future Bill Payers

Working with local partners and other sectors to improve overall river
(n=51)

health

(o]

0]
Reducing the risk of basement flooding from trunk main bursts -%go
%
41% N
Increasing the quality and number of official bathing water areas in the f(i% Dlg_ltally Excluded
rivers in Thames Water’s area 8 (n=92)
(0]

THAMES WATER ENHANCEMENT CASE, MAY 2023

Q. Alongside the issues that you have been discussing over the past few days, Thames Water has several other initiatives that they are aiming to achieve in the future, over and above the main provision of your water and sewerage services.

All these initiatives could have a positive impact on improving both service and the environment, but they could also impact on your annual bill.

Please look at this list of the main extra initiatives that Thames Water could undertake over 2025-2030 (and beyond) and rank them in order of priority you think Thames Water should give them, for instance where you think Thames Water need to make the most improvements.

So, the most important initiative for Thames Water to tackle should be no 1 and the least important initiative for them to tackle should be no 8. o ) 22
AV Significant difference at 95% conf. level.




Qualitative

Of the 5 wastewater topics tested, preventing sewer flooding and upgrading sewage treatment

works are given highest priority

*  The combination of media coverage coupled with
concerns about lower water quality leads customers
to generally conclude that 'sewer flooding' and
'sewage treatment growth’ should be most prioritised
for improvement

»  Sewer infiltration is also highly prioritised due to
the concern that contamination to water and
surrounding areas will harm wildlife, the natural
environment and lower the quality of life of customers

»  Customers believe that improving river health is just as
important as the issues highlighted above. However,
this is acknowledged as a long-term project that
requires collaboration with partners

* Improving the status of Thames Water's bathing water
and designating more bathing waters is viewed
as positive to local communities and wildlife. However,
it is ultimately seen as a 'nice to have' as many
customers will not directly benefit from these bathing
waters

Based on 89 responses from the Waste Water Community

Caution, the figures on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only
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Lowest 7
priority

Sewer Flooding (2.28) J Sewage Treatment Growth (2.32) J

Sewer Infiltration (2.7)

River Health (3.14)

Bathing Waters (4.54)

Q. Now we've discussed all 5 topics, please could you rank them in order of how important you feel they are for Thames Water to
improve. So 1st - what you think is the most important thing to improve, to the 51, the least important thing to improve.
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Qualitative

Of the 3 water topics tested, 'Major water supply interruption' was given the highest priority
because of the perceived threat to a reliable and safe supply of water for many customers

. Major water supply interruption (1.63) J
Customers generally want Thames Water to Highest 9
priortise improving major water supply interruptions priority Basement Flooding (2.16) Security & Emergency Measures
as they see a reliable and safe supply of clean water Ylaled & 2,
as Thames Water's most important role
Basement flooding and Security & Emergency - 3
Measures are interpreted as essential works that =
directly protect the lives of customers and so, o
achieve a near identical prioritisation score S 4
Y
Basement flooding is generally easier for customers 8
to understand than security and emergency %
measures direction, which may account for why it '5
has a slightly higher priortisation score L o) 5
E‘J
cC
©
o
6
Lowest 7
priority
Based on 80 responses from the Water Communlty Q. Now we've discussed all 3 topics, please could you rank them in order of how important you feel they are for Thames Water to

improve. So 1st - what you think is the most important thing to improve, to the 3rd, the least important thing to improve.

Caution, the figures on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only 24



There are minimal differences in opinion between different customer groups, and this is
because (for slightly different reasons) they are aligned in that they want Thames Water to
implement all these enhancements as soon as possible

Why are there minimal differences between customer groups?

When looked at in isolation, all customer groups generally report a similar level of importance per enhancement case

This is because every case is generally seen as either personally salient to them or is underpinned by what is widely regarded as
an ethical obligation of Thames Water (protecting customers from harm)

All customer groups therefore generally share the same rationale of wanting Thames Water to implement enhancements as
quickly as possible

Older participants want to benefit from the proposed enhancements within their lifetime

Future bill payers and vulnerable customers are concerned these problems will be exacerbated, and want quick and decisive
action to take place

Likewise, non-households believe that from a return on investment perspective, investing more now will be cheaper in the long
run, and ultimately, cause less disruption than if these issues receive minimal funding now

All customer groups generally had the following thought process while reviewing each enhancement case: 1. It looks like
Thames Water have not invested enough here. How have they let this happen? 2. It looks like Thames Water are being more
proactive now. Great! Is it possible to achieve these results sooner? What would the relative cost of that look like? 3. 1am
willing to incur a small financial sacrifice for the greater good. Are Thames Water? i.e., how much of the initiatives are being
funded directly through increased bills?

There are instances when nuances between the different customer groups arise, and these are documented as and when they
occur. The next slide highlights the key differences between customer groups
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Differences between customer groups

Households Non-households Future bill payers Digital excluded

* There was little to no difference in * There was little to no difference in

scores when comparing the
households sample type to the rest
of the sample types

Gender

» Males were significantly more likely
to deem SEMD as very important
than females

Males were significantly more likely
to give priority to reducing sewer
overflows by increasing the size if
sewage treatment works

scores when comparing the non-
households sample type to the rest
of the sample types

Age
* The 35-44 year age group were the

most likely to be promoters of
Thames Water

The 65+ age group were
significantly more likely to deem
major water supply interruptions,
sewer infiltration and sewer flooding
as very important

significantly less likely to prioritise
sewage treatment upgrades, but
more likely to prioritise SEMD

Future bill payers were significantly
less likely to believe that Thames
Water only care about profit,
however they had the lowest
advocacy score (NPS) of all
customer types

Ethnicity
No significant differences

Company Size
No significant differences

Disability
No significant differences

 Future bill payers were « The digitally excluded sample were

significantly more likely to deem all
the cases as important than all the
other sample types

» This group also had the highest
advocacy score (NPS) of all groups
(NB: This could be caused by the fact that this
group were taken through the survey by a
phone interviewer and perhaps more likely

to provide positive answers - what they thought
the interviewer wanted to hear)

Location
No significant differences

Industry
No significant differences

Service Type
No significant differences
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Executive summary: Basement flooding

Customer concerns about basement flooding

Generally, customers who do not have basements are not personally concerned about basement flooding, because they will not be directly impacted by this

However, all different customer groups generally agree that Thames Water have an ethical obligation to protect impacted customers, and therefore, believe it is important to
implement proactive measures to avert basement flooding

Customers are initially surprised at the current amount of basement flooding, and want to know how Thames Water has allowed this threat to escalate

Customers also want to avert basement flooding because of the wider disruption repairing the trunk mains causes (traffic disruptions) and think if this is left unchecked these
disruptions will only become more frequent

Basement flooding is more important among digitally excluded (90%), households (85%) and non-households (86%) than future bill payers (67%)

Customer reactions to Thames Water’s proposed approach

Customers believe that replacing trunk mains is a viable and proactive solution to effectively protect customers from basement flooding

Replacing trunk mains has 58% support from households, 56% support from non-households and 63% support from future bill payers, and was by far the most supported solution
from digitally excluded customers with 89% support

However, they want to know how much disruption will occur between 2030-2050. For example, after 2000 trunk mains are replaced by 2030, some want to know how many more
replacements need to be carried out and how will this impact them

Customers are less supportive of slip lining trunk mains. Many equate this with a short-term reactive approach which may be ineffective due to the strain on the network from
rising climate change and rising population. However, they recognise its usefulness in minimising disruption when paired with replacing trunk mains

All customers generally agree that the bill impacts are negligible

Customer support for Thames Water’s proposed approach

All different customer groups generally support Thames Water’s plan to replace high risk mains to protect 2,000 basements by 2030, with the rest being completed by 2050

»  Most customers strongly support the plan: They believe Thames Water’s approach here is strategically well thought out in that proactive measures (replacing trunk mains)
address the root of the problem and pragmatic solutions (slip lining) ensures there is not too much disruption

» Some customers somewhat support the plan: They support Thames Water's commitment but want to better understand the amount of disruption that will occur. They also
want assurance slip lining is not going to be the primary method of tackling basement flooding

» Few customers somewhat oppose the plan: While they appreciate there is work to be done here, they think this issue is less important and would prefer Thames Water
focus on other initiatives first
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Context

1. Firstly, customers were informed about what a trunk main is, where they are
located and what role they play within the wider water network

2. Customers were then informed of the consequences of these pipes bursting
and how Thames Water have previously handled trunk main bursts

3. Customers read about the Finsbury Park case study

4. Finally, customers read about the 60,000 household basements at risk and
how this number could double by 2050
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Quantitative

Households, non-households and the digitally excluded place similar levels of importance on
basement flooding improvement. Future bill payers see this topic as less important to them

Water Customers — Households, Non-households and digitally excluded
All Customers — Future bill payers*

(Top 2 Box):

86% 85% 67% 90%

Important

m Very important
= Somewhat
important

1 Not Sure

W Not very important

| Not at all
important
Household Non-Household Future Bill Payers Digitally Excluded
THAMES WATER ENHANCEMENT CASE, MAY 2023. (n - 687) (n - 1 48) ) ) (n - 51) ) ) (n - 61)
G1- How important or not important is this to you that Thames Water make improvements to basement flooding from trunk main bursts? *All Future bill payers included due to small base size when looking at
dual usage areas only — Not stat tested to other groups 3 1

ignificant difference at 95% conf. level.
AV Signifi diff 95% f. level



Qualitative

Most customers are not overly concerned about the issue because they won't be directly
impacted by this, but still want Thames Water to take action to avoid disruptive repairs

Although customers are not generally concerned about basement flooding, they If you want a very selfish answer, I'm totally

believe Thames Water have an ethical obligation to protect customers who may be IMEETERE) (|l 8RB Sloel e GUsl), e
reason being | live in an area of very high ground

impacted by this from which the City of London appears to be in a

- While customers are surprised about the current risk of basement flooding, many Va"eyma|e onhousehold customer. Accountant. 110

believe this won't directly impact them employees, London
* However, they believe that it is essential Thames Water protects its customers and

want to see proactive measures put in place to mitigate basement flooding On a personal note, it is not something that

Customers also want to avert basement flooding because of the wider disruption that e
basements it is a huge concern and worry.

repairing the trunk mains causes Male, 35-44, C1, White, London

« Many believe if the network is not updated, these disruptions (increased traffic,

noise and pollution) will only become more frequent

| am familiar with the issue and its effect as
there have been mains bursts locally. | also
know someone affected, the costs and hardship

justify priority both emotionally and financially
Male, 65+, AB, White, London
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Context: Customers then assessed Thames Water's proposed initiatives to reduce the risk of

basement flooding

Customers were then informed of Thames Water’s
plan to replace high risk trunk mains and protect
2,000 basements by 2030

Customers were then introduced to two solutions
to basement flooding; trunk main replacement and
trunk main slip lining

Customers were informed of the impact this would
have on their bill between 2025-2030 and were
told that the bill increases shown were just for this
one issue and that the inflation had also not been
included in the costs shown

How can Thames Water improve the risk of basement flooding?

Thames Water plan to replace high risk trunk mains to protect 2,000 basements by 2030, with the rest being
replaced by 2050. Two methods have been identified to make the risky trunk mains safer. A combination of
these will be used to meet Thames Water's targets.

What is this? An old length of mains pipe s put out of action and replaced by a
new pipe

Benefits More flexibility over the type, size and positioning of the new trunk
main

Drawbacks Requires roads to be dug up, usually more expensive
and more disruptive tothe local community

Trunk main ‘slip lining' 202530 £1ayear
What is this? A smaller pipe 1s pulled through the inside of a larger existing main
Benefits s disruptive to the local community
Drawbacks
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All customer groups agree that replacing trunk mains should be Thames Water's top priority to

reduce basement flooding

All different customer groups agree that
replacing trunk mains should be a bigger priority over
lining trunk main pipes

This is because customers generally equate
replacing trunk mains as proactively and directly
addressing the risk of basement flooding

Those that want to reduce the risk of flooding

by slip lining trunk mains believe this is an easy
to implement short-term solution i.e., ‘let's do the
easy stuff first’

A minority felt there should be no
additional investment in tackling basement flooding

Future bill payers have a strong

preference for replacing trunk mains. They reason
they will inevitably inherit this issue, and so, are
motivated to directly address the underlying cause of
basement flooding

Water Customers — Households, non-households and digitally excluded
All Customers — Future bill payers*

Support for different investment options

58%
56%
63% A
89%
48%
42%
39% A

70%

Reduce the risk of
flooding by replacing
trunk mains

Reduce the risk of
flooding by lining trunk
main pipes

No additional investment
in tackling basement
flooding

6%
8%
8%

7%

B Household mNon-Household m Future Bill Payers
(n = 687) (n = 148) (n=51)

Digitally Excluded
(n=61)

G2. Which, if any of Thames Water’s proposals do you support for reducing the risk of basement flooding from trunk main bursts?

*All Future bill payers included due to small base size when looking at L . 0
dual usage areas only — Not stat tested to other groups Av Slgnlﬁcant difference at 95% conf. level.
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Qualitative

Customers want reassurance that Thames Water's approach will not cause significant long-
term disruption and will address the underlying cause of basement flooding

Common questions: | don't think enough has been done
: , , , historically as disasters like the one in
« Some question why more preventative measures haven't been put into place Finsbury Park could have been avoided if

. . . , they had renewed the pipes sooner.
Customers want to know how much disruption will occur between 2025-2030 and how Female, non-household customer, Business

much will occur between 2030-2050 owner, 1-10 employees, London
What this means for Thames Water:

« Customers want reassurance that Thames Water’s approach will directly address the g‘"thoﬁh it COUAd'tV; been addftessed eaf”e:; we
. . 0O NOT KNOW wna e ciIrcumstances were 1or
underlying cause of basement flooding Thames Water.
. . . . . Female, 55-64, AB, White, Slough/Wycombe/
- Thames Water need to set expectations of how much disruptions will occur in terms of e e oebury

extra traffic, noise and short-term carbon emissions

Less frequently asked questions:
o . There is a risk of water restriction,
« Some want to know how frequently slip lined trunk mains would need to be replaced additionally population growth will put more

and want reassurance that Thames Water are factoring in the extra strain/ potential (pressure on thtFe) Calpagit):1 gf BiEpt\eN vgllorkL ]
delays due to climate change and a growing population emale, 35-44, DE, White, London

What this means for Thames Water , .
It's always hard to judge on these large

« Customers want reassurance that the chosen approach is not one of convenience and projects with future timelines. Delays often

J i ; i OCcCur.
that Thames Water's commitment will be realised Female. 2534 C1. White. London
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Qualitative
Trunk main replacement is seen as a viable approach that tackles the underlying cause o
basement flooding but some are concerned about disruption and the cost

Support for this initiative: Trunk main replacement (Old pipes are put out of action and replaced by a new pipe)

Replacing trunk mains is perceived as a proactive and direct approach that will protect customers from basement
flooding. Some want greater clarity on how disruptive and costly this will be

\

Low support Moderate support High support

In their own words

Perceived strengths?

This seems the obvious solution. Remove what is

For many, this s seen as directly addressing the underlying cause of broken or wearing and replace with new pipes
basement flooding that can be better positioned according to the
e . . o buildings that have been built sine the original
Many reason that it is inevitable the pipe will either burst of need to be pipes V%ent in. °
replaced, and therefore it is only logical to proactively replace pipes Male, non-household customer, Business owner, 1-10

employees, London

Perceived drawbacks?

Some customers are concerned this solution will be very disruptive to water !dWOU'?S?gF’fOVG in'af(‘js to Skomz %%tef)t but th‘?t
supplies and roads Laiasg years of road work and digging is quite

Customers note it is unfortunate that it is an expensive solution to implement Female, Future bill payer, C1, BAME, London
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Qualitative

Trunk main slip-lining is considered a quicker and a more affordable option, yet customers
believe it is reactive and ineffectual

Support for this initiative: A smaller pipe is pulled through the inside of a larger existing main

Some customers support this option in combination with trunk main replacement, believing it will act as a buffer to control
disruption. However, many question the longevity of slip-lining in isolation

\

Low support Moderate support High support

In their own words

Perceived strengths?

On the face of it, with less disruption | think people may favour
Customers feel slip-lining is a great approach to reduce and minimise this. However, | see that this option as more of a quick fix

. . . . . . . which in the long term may need replacing or rectifying.
disruptions whilst trunk main replacement is being carried out e yFema|e, 22_34, (?1, BAMEKer?net Valley

Customers are glad this solution is cheap to implement

| think slipping feels like more of a stop gap and putting off the

Perceived drawbacks? problem and think they should just go for it and do a proper
replacement.
Some customers are uncertain if this is effective, believing that a Male, non-household customer, Electrician, 1-10 employees, London
growing population and climate change may warrant quicker trunk main
replacements than originally intended (making this obsolete) It is the same as putting a plaster over a hole, it will need

replacing in the future at a much higher cost even though the
disruption is less today it will be worse in the future .
Female, 55-64, DE, White, London

Customers are concerned this solution may incur more costs in the future
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Qualitative

94% support improving the risk of basement flooding but would like more details on the level
of disruption and how slip-lining will be used in tandem with replacing trunk mains

46 customers strongly 29 customers somewhat 5 customers somewhat
support Thames Water’s support Thames Water’s oppose Thames Water’s
plans in this area plans in this area plans in this area

58% -

« These customers believethe ~ * These customers support « These customers largely see
approach will directly tackle Thames Water's commitment basement flooding as an
the issue and limit disruption but want to understand how issue of secondary
much disruption will occur importance
* Some would like more detail of *  They believe Thames Water
how slip-lining will be deployed should prioritise other

initiatives (eg: sewer
flooding) before addressing
this

Caution, the percentages on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only
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Executive summary: Security and Emergency Measures Direction

Customer concerns about alternative sources of water in an emergency

Generally customers had not previously considered what an emergency event might be; this caused some concern when such situations were outlined to them

However, most customer groups agree that Thames Water have a responsibility to provide customers with water if supplies are disrupted, and feel it is important that emergency
measures are in place to secure access to water resources. While almost everyone considers this important from households (88%), non-households (90%) and the digitally
excludes (93%), this is especially important among future bill payers (82%), who consider this to be their top priority (see page 22)

Currently customers are surprised that Thames Water are legally obligated to only provide supplies to 1.5% of Thames Water customers and want to know how Thames Water will
ensure all customers are protected and provided access to alternate water sources

Water reliant non-household customers are concerned about how Thames Water will support the operation of their business if disruptions span over a long time

Customer reactions to Thames Water’s proposed approach

Customers understand the need to increase the number of water tankers to secure water supply in the event of an emergency

However, there are questions about how water will be distributed evenly amongst customers. For example, for the straight to tap for option, some want to know how water usage
will be monitored and distributed fairly to each household/non-household

Customers are less supportive of bottled water and collecting water themselves. Some feel bottled water isn’t a sustainable approach but acknowledge the single-use plastics
would only be used during a crisis. Others are unsure of how they would be able to carry large volumes of water by themselves, especially if customers are more vulnerable

Convenience also plays a major role in the measures put in place when facing an emergency water outage, with the priority placed on water being pumped into their taps (support
from 50% of households, 54% of non-households, 53% of future bill payers and 77% of the digitally excluded)

Most customers agree that the bill impacts are reasonable but some question having to pay for a supply of bottled water

Customer support for Thames Water’s proposed approach

All different customer groups generally support Thames Water’s plan to put in place these emergency alternative water supply measures

» Many customers strongly support the plan: They want to feel reassurance that Thames Water will secure water supplies in times of necessity and mitigate large scale
disruption as much as possible

» Many customers somewhat support the plan: They support Thames Water’s responsibility to supply customers with water but want to understand how water resources
with be fairly distributed and protected when an emergency situation occurs

» Few customers somewhat oppose the plan: While they support the efforts put into place, these customer need more rationale of bill increase, especially for option 3
(increased bottled water stocks), which would create additional plastic waste

» 1 customer strongly opposes the plan: This customer doesn’t feel the need to have protective measures in place as they have little concern an emergency event would
impact them individually



Context

Firstly, customers were informed about what
emergency water supplies are and shown
examp|es of when emergency Supp”es would On very rare occasions the water network can experience significant problems resulting in large

amounts of people being without a water supply for severaldays. For example:
be needed « A major disruptive event like a terrorist attack
Environmental challenges like droughts

Power supply or major equipment failure at a water treatment works

Customers then read about what Thames * Alarge trunk main bursting
Water has previously done to mitigate Sorlindizs
challenges to water supplies during these ok, ot 85 000 peris
emergency ScenarlOS 10 litres of water per person should be provided for tr*-;- first 5 days of the emergency and then

20 htres per day after that. (That's 5, then 10 bottles of the size in the photo on this page - per

y situations impacting the water supply,
an alternative safe supply of water

available to 1.5% of Thames Water's

person per day). For companson, Thames Water customers currently use an ave f 150
litres of water per person per day which includes cooking, washing, cleaning and t
Customers were then informed about the The legal amount of people to be provided with waterin an emergency used to be 0

changed to 1.5%in 2022, so Thames Water now need to prepare for providing many more

change in the law in 2022, that states Thames oS Wk st s
Water must supply 1.5% of customers with Aront
alternative water sources of water

With the increased legal number, bottled water alone will not be enough to provide water
supphes to everyone, as there is only ever a certain amount of bottled water stocked in the
country

upplies of water

give out bottled water to customers through
xample), Bottled water is also hand delivered to vulnerable

Customers were then told that Thames
Water’s current method of providing bottled
water will not be enough to meet this legal
requirement



Qualitative

Learning about these emergency events is a surprise to customers and causes concern about

their potential impact

For many customers it is difficult to gauge what these scenarios might be like,
having had no prior experience
« Customers are worried about the enormity of disruption these emergency situations

could cause, but as they are ‘very rare’ the sense of urgency is lower than that of other
issues

Some non-household customers are very concerned about the impact on
business operations

* For water reliant businesses, non-household customers want to know how their needs
will be prioritised as well as the longer-term impacts such a situation might have

Some customers feel Thames Water’s approach doesn’t go far enough and feel
more responsibility should be taken to protect all customers

* The legal responsibility to provide 1.5% of the Thames Water population with alternate
water supplies, causes concern for some that they won't be properly protected

Customers want reassurance that Thames Water has put protective measures
in place, especially as the population continues to grow
» Customers acknowledge that population growth and climate change will continue to

exacerbate this issue and so there is concern that if no action is taken this could leave
many without water

| am unclear on the importance of this as | don't
know the true risk of these situations occurring in

the near future.
Female, 25-34, C1, White, Slough/Wycombe/Aylesbury

It has got me thinking and would like to see a
clear plan in the event of a water emergency into
how they would manage and compensate non-
household customers.

Male, non-household customer, Operational manager,
10+ employees, Swindon/Oxford

I'm very surprised that Thames have a duty to
only 185,000 during an emergency when | am
sure their customer base is much more. How do |

know if | will be protected?
Male, non-household customer, Salon owner, 1- 10
employees, London

| think it is important that these changes are
made as soon as possible so that we are
prepared rather than waiting for the emergency
to happen before we take action.

Male, 25-34, C1, White, London
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Qualitative

Many customers have questions around the logistics of emergency water distribution

* Most common concerns/ questions:

After learning about emergency water supplies, this causes some concern What happens to its remaining customers in times

for many customers who had not previously Considere_d such scenarios. | of need? I'm concerned that with there not being
Most customers want to know how well protected their access to water will enough bottled water how will Thames Water be
be and whether there will be enough for the essential running of the able to manage in the event of emergency?

. Female, 18-24, C1, White, London
household. Some are also concerned about how they would make do with

a more limited supply
It is surprising that you are only given 10 to 20
litres per day given the average use is 150 litres

*  What this means for Thames Water: so | would expect that some accompanying

Previously customers were unaware about the need for emergency information on how to save water and remain
water supplies and so if this is to be publicly communicated it needs hg'gienic during this time would be provided in

: : : this event.
to include considerable reassurance that people will get what they need Male. 25-34. AB. White. London

- Lesser concerns/ less frequently asked questions: . . . .

Customers are concerned about how Thames Water will adapt to population USRS e U eI CUB irer|etEe
. . . . the distribution area is likely to become more of a

growth and the implications of climate change as the demand and pressure problem in the future given the finite availability

on the water system increases of the supply and the increased domestic and
industrial use per head of population. More

development means more supply requirements

*  What this means for Thames Wat_er . which requires very close co-operation between
Although Thames Water has shared its current protocol for supplying water the development planners and the water
in times of emergencies, customers want to know how it will adapt to further suppliers to avoid shortages in the future.

Male, 65+, AB, White, Slough/Wycombe/Aylesbu
external challenges gh/Wy ylesbury
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Households and Non-Households both consider alternative supplies of water in an
emergency important. Future bill payers saw this as the most important topic to them overall
(see page 22)

Males are significantly more likely to deem the security and emergency measures directions as very
e important than females.

Water Customers — Households, non-households and digitally excluded
All Customers — Future bill payers*

(Top 2 Box):
88% 90% 82% 93%

Important
m Very important

m Somewhat

important
Not Sure A
m Not very important
33%
m Not at all
important 8%
1/ 6% | a8 | gep
Household Non-Household Future Bill Payers Digitally Excluded
(n = 687) (n = 148) (n = 51) (n =61)
*All Future bill payers included due to small base size when looking at
THAMES,WA TER ENHANI ,CEMENT ,CAS,E' MAY 2023. . - . . . dual usage areas only — Not stat tested to other groups
F1- How important or not important is this to you that Thames Water make improvements to providing alternative supplies of water in an emergency? 44

AV Significant difference at 95% conf. level.



Context: Customers were presented with 3 alternate water supply options proposed by Thames
Water

Customers were introduced to three different

options on how Thames Water would provide . ter sup .
water in an emergency, either via water tanker or Optin Bonafits and drawbacks
bottled water reserves

Customers were informed of the impact these
options would have on their bill between 2025-
2030 and were told that the bill increases shown
were just for this one issue and that the inflation
had also not been included in the costs shown

N.B., The option for increasing stocks of bottled
water bottled has more negatives than the other
two options, which could have potentially
influenced participants in their assessment and
choice of the options presented
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All different customer groups share the sentiment that more tankers (increased from 11 to
50) should be deployed to ensure that the entire area experiencing water outages is catered for

Water Customers — Households, non-households, and digitally excluded

, All Customers — Future bill payers*
The non-household and Future bill

payers samples displayed the highest level of Support for different investment OptiOﬂS
support for more tankers to pump water directly

into taps. Non-households may place higher 50%

importance on the potential disruption (perhaps More tankers to pump 54%

driven by the financial consequences of not having water directly to taps 22 77% A

access to a resource that is critical for them in

running their businesses) Viore bottied water for

people to collect (hand
Convenience plays a major role in the delivered to vulnerable
measures put in place when facing an emergency people)

water outage. This is evident by the high ere tnere |
percentage of (?ustomc—?‘rs giving priority to Water gioigcfﬁaferﬁfooﬁ °
being pumped into their taps. The other options 61%A
involve them having an interruption in their daily
routine and having to take action to get water

72% A

None of these

o . 4%
A small minority of customers indicated that 59,
none of these interventions are needed in the m Household ®m Non-Household m Future Bill Payers  m Digitally Excluded
event of an emergency water outage (n=687) (n=148) (n=151) (n=61)

F2. Which, if any of Thames Water’s proposals do you support for providing alternative supplies of water in an emergency?

*All Future bill payers included due to small base size when looking
at dual usage areas only — Not stat tested to other groups

AV Significant difference at 95% conf. level. 46



Qualitative
Increasing the number of water tankers from 11 to 50 to supply the network is the most
popular option due to convenience; customers see this as the least disruptive option

Support for approach: increasing the number of water tankers from 11 to 50 to supply water direct to taps

Customers support this option due to the perceived minimal disruption it will have. Not only is it a cheaper option than the
bottled water approach, but it also provides more flexibility to customers and the way they choose to use water

{

Low support Moderate support High support
Perceived strengths? In their own words
. S . Option 1 seems the best solution as it would cause me
It is of prime importance to have easy access to water during an the least amount of effort to obtain water as | receive it
emergency event directly through my own tap.
i ) ) ) ) Female, non-household customer, Office manager, 10+
Customers see this as the most convenient option and less disruptive, employees, London

as water is received straight into household taps

From a business point of view | would like to
understand how they would help given we need a

Perceived drawbacks? much larger degree of water to operate.
Male, non-household customer, Operational manager, 10+

Some customers are unsure how Thames Water will ensure water is employees, Oxford/Swindon
evenly distributed given that it will be available through the taps
non-household customers are particularly concerned about how this | personally don't like the first option with the water
will be managed logistically being supplied through the pipes, because | don’t feel

. . o that customers can be trusted to reduce their usage.
There is some concern that not everybody will use this limited supply Male, 35-44, C2, White, Slough/Wycombe/Aylesbury
responsibly
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Qualitative

Customers filling up their own containers from (increased number of) water tankers is seen as
an acceptable approach but not ideal for some less physically able customers

Support for approach: increasing the number of water tankers from 11 to 50 for customers to collect water

Water usage can be monitored more effectively with this option but is less convenient, as the responsibility to secure
water supplies is put onto the customer

Low support Moderate support High support
Perceived strengths? In their own words
* This option is seen as both fair and less expensive than the bottled | have a slight preference for Option 2 given that people can't
water option necessarily be trusted to restrict their own water usage within
_ their homes (as we know from droughts and hosepipe bans etc).
» Customers feel reassured that water supplies can be checked and Female, 25-34, AB, White, London
distributed more evenly across the customer base
Perceived drawbacks? The second option would not help a lot of people as they would
o , need to man handle large amounts of heavy water containers to
« Thisis less convenient for vulnerable customers and customers that their home, not a great idea for the disabled, sick and elderly.
don’t have the capability to take large volumes of water Male, 65+, AB, White, Slough/Wycombe/Aylesbury
 There is also concern over where these tankers will be located, and
how accessible they will be Having to collect supplies of water from a distant location from
« non-household customers are mainly concerned about the our business is discouraging. As a catering business constant
L . . , water supply is critical to operate our kitchens.
practicalities of accessing this water in a way that helps them keep e e T
their businesses operational — many rely on a constant supply such as Oxford/Swindon
in a kitchen
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Qualitative

Few support Thames Water providing (larger stocks of) bottled water; given the other options
possible

Support for approach: increasing the stock of bottled water for customers to collect

Customers are surprised to learn that Thames Water are handing out single-use plastic bottled water in these emergency
situations as it isn't a sustainable solution and doesn’'t consider the long-term environmental implications

\

Low support Moderate support High support

Perceived strengths? In their own words

. : : : : Option 3 does have some weight to it, in an emergency
Some feel in an emergency situation, this option would be necessary I'm afraid sustainability isn't important.

as access to water is paramount Male, non-household customer, Business owner, 10+

employees, London
Customers value the extra care offered to more vulnerable households

with the door-to-door delivery service

This options allows water usage and distribution to be monitored more | don’t support the third solution at all. It costs the most

effectively to ensure customers are only getting their allocated and doesn't really seem like much of a solution to me at
amount per day all. It still has customers living out of plastic bottles.

Female, 25-34, C2, White, Slough/Wycombe/Aylesbury
Perceived drawbacks?

Being environmentally conscious and aware is of high importance to It's an essential service but | suspect it could be done

most customers and so many can't support this plan for a lot less by enlisting the help of the supermarkets
o _ . or water bottlers rather than storing bottled water

This is the most expensive option and as customers are less keen on yourself.

using plastic bottles the bill increases seem less reasonable Male, 35-44, AB, White, London
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Qualitative

90% support the plans for alternative water in an emergency

40 customers strongly 32 customers somewhat 7 customers somewhat
support Thames Water’s support Thames Water's oppose Thames Water’s
plans in this area plans in this area plans in this area

. .

- Despite the unpredictabilityof ~ *  These customers are  Customers want more clarity
when emergency water concerned about the potential around how bill increases are
supplies may be needed amount of plastic waste calculated; especially as
access to water is imper’ative produced from additional bottled water is a less

bottled water stocks sustainable solution

» Customers value the
reassurance that measures » Customers also need a clearer
have been and will be put into outline of how water supplies
place for such scenarios would be distributed as there is

some concern about whether
they will all have equal access

Caution, the percentages on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only 50
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Executive summary: Major water supply interruptions

Customer concerns about major water supply interruptions
+ All different customer groups (especially non-households) believe that to go longer than 2 days without water is unacceptable

* 90% of households, 92% of non-households, 95% of the digitally excluded and 80% of future bill payers see this topic as important
» The supporting examples of Honor Oak and Earley lead customers to conclude that immediate action is required
Customer reactions to Thames Water’s proposed approach

* Many customers support Thames Water’s rationale of prioritising the biggest risk to supply interruptions as the best possible value for customers. Customers also
appreciate that Thames Water has also considered environmental impacts in its decision making

»  Customers are encouraged by the proposed actions at Honor Oak and North Leigh, they believe that Thames Water have displayed diligence in exploring other
options and agree with the guiding rationale behind these approaches

*  However, they'd like assurance that the cost-effective approaches, are also long-term solutions that directly tackle the underlying issues that could lead to a major
supply interruption

*  Most see the approach of ‘more investment up front’ as a necessity because of a belief that Thames Water are behind schedule and need to ‘catch up’ to ensure
the biggest threats to a water supply interruption are resolved as soon as possible. At least half of all customer groups (households — 57%, non-households — 57%,
future bill payers — 59%, digitally excluded — 79%) support quicker improvements

*  However, as customers are concerned about the amount of disruption this will cause, they support Thames Water’s commitment to have a more secure water
network by 2050 ( i.e., after the most serious threats are resolved, they are happy for a more even investment approach between 2030-2050)

Customer support for Thames Water’s proposed approach

« All different customer groups support Thames Water’s plan to improve major water supply interruptions:

» Most customers strongly support the plan: They believe that Thames Water has been transparent and proposed proactive solutions that mitigate the threat
of a major water supply interruption

» Many customers somewhat support the plan: They support Thames Water’s commitment but want to understand how much disruption will be caused. They
also want greater transparency on how this will be funded

» Few customers somewhat oppose the plan: They don't believe customers shouldn’t exclusively be funding this approach, and strongly believe other sources
of funding should be found
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Context: Customers were informed about the causes and risk of major water supply
interruptions. They were also told about Thames Water's commitment to mitigate this risk

Major water supply interruptions - what is the problem?
* CUStomerS Were Informed abOUt What Causes major Water + The water network - treatment works, pumps and pipes - are all connected.
supply interruptions and how this could impact customers R oot b oty sl e g

can be moved around the network.

« However sometimes there are single of points of failure, where, if a certain piece of equipment fails, it
would stop the entire system from working and would stop water getting to customers.

° C ‘t m th t |d h t T h m W 't d i g t « Some of these equipment failures are so big that Thames Wateris unable to prevent the suppl
u S O e rs We re e n O W a a e S a e r a re O I n O interruptionto custilomerz. e\I/:n through relcovevy efforts such asI pfovidmg bomgd waten;J lheym.
+ Thames Water believe that a customer experiencing two consecutive days of no water once in their

m Itlg ate th e I I kel I h OOd Of a m aJ O r Wate r S U p ply I nte rrU pt I O n lifetime would be unacceptable. This would be considered a major water supply interruption.

« Thames Water has identified particular equipment that could cause major supply interruptions, with

a n d th at T h a m eS Wate r,s a m b | t | O n | S to d eve | O p a m O re no water for more than 2 days, once in a lifetime. One example of an equipment failure like this could

mean over a million customers without water for up to 6 months. 350 Olympic sized swimming pools

secure Water network for CUStomerS b 2050 Where no « Thames Water regularly maintains its equipment to make sure the risk of these failuresis as low as worth of customer water are at risk
y y possible. However maintenance alone is not enough to stop these failures happening. of being stopped every year, from

The risk of major supply interruptions could also grow in future, particularly withincreasingincidents  [REISUNESIER Iy e s SRR R TTe 1k

Customers expe rlence a Water Supply Interru ptlon g reater ' of extreme weather because of climate change, making equipment more likely to fail more frequently. breakdown

i . . Thames Water's ambitionis to develop a more secure water network for customers by 2050, where This is the same as 3 million
th a n 2 d ayS O n Ce I n a | Ifetl m e no customers experience a water supply interruption greater than two days, once in a lifetime. customers’ daily water use or 1.25
) « Thames Water plans to reduce all known major supply interruption risks by 2050, startingin 2025. million properties being without

water

«  Customers were then shown two examples of water supply
risk (Honor Oak Water Booster Station and Earley Water Examples of major water supply interruption risks
Booster Statlon) These hlghllghted the Consequences Of Here are two examples of risks that Thames Water propose to improve by 2030

Honor Oak Water Booster Station and Reservoir (London) Earley Water Booster Station (Berkshire)
Tha mes Water not Investl n In these areas « There are 8 differentrisks at this site which could cause it to fail, «+  The pumps at this site are failing, but they cannot be repaired or
g including flooding, power supply failure and failure of pumps maintained without closing the site. With the site closed there is
no other way to get water to customers and a major supply
interruption would occur

« Thames Water is already doing work at Honor Oak to reduce the
likelihood of failure but flooding and other risks are outside its control
«  Ifthis site fails:
61,000 customers would be without water for 6 months
Thames Water’s stock of bottled water would run out in
less than 3 days. It would need over 600,000 litres of
alternative water supplies through 12 bottled water

« If this site fails:
450,000 customers would be without water for 2 weeks

An emergency situation for London could be announced
with public services calledin to support

Thames Water’s stock of bottled water would run out in stations
halfa day. It would need over 4 million litres of alternative
water supplies through 92 bottled water stations « Thames Water has assessed this could happen once every 10

* Thames Water has assessed this could happenonce every 5 yaars

years * Inthe next five years Thames Water wants to build temporary

umps to allow for the existing pumps to maintained and fixed
« Inthe next five years Thames Water wants to build more pumps P g P

so that when the booster station fails, it can still get water to
customers while it fixes the problem
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Context: Customers then assessed Thames Water's 3 possible approaches to protect

customers from water supply interruptions

« Customers were told about Thames Water’s rationale for
13 solutions that cumulatively, will remove 23 of the
largest major supply interruption risks

» Customers were shown two examples of how Thames
Water’s rationale mapped onto reality in the preferred
solutions for Honor Oak Water Booster Station and North
leigh Reservoir

» Customers were finally shown 3 investment approaches:
1. No extra investment 2050 2. Even investment to 2050
and 3. More investment up front, and what would happen
by 2050 for each of these options

« Customers were informed of the impact these options
would have on their bill between 2025-2030 and were
told that the bill increases shown were just for this one
issue and that the inflation had also not been included in
the costs shown

v Thames \\/ate plan to tackle the problem

nt to remove 23 of the largest major s mp\ in

Between
A total of 1€
whether

ruption risks

sidered best value for customers and

nore than one risk. Environmentalimpacts

y the solution that reduced the risk of a major supply interruption (two consecutive days of no wateronce in a
customers ||fet|me)
Secondly, selecting the lowest cost option

)

Examples of solutions and how they were chosen:
Honor Oak Water Booster Station and Reservoir (London) North L eigh Reservoir (Oxfordshire
The problem: The problem:
The site Is a single point of failure and if it falls 450,000 customers would
be without water for 2 weeks
There are 8 different risks at this site which could cause it to fail

* North Leigh reservoir has two parts and it is not possible to empty just
one part for inspections to be made. The reservoir's water quality
inspections are overdue so there is a risk of water quality problems

which could result in the whole reservoir being shut
Preferred solution:

36 solutions were considered and 1 was found that could solve 7 different Preferred solution:
risks on site: * Replace a nearby water pipeline and pump station to allow for a refiable
« Installing a new set of pumps next to Honor Oak which could be used as a backup supply when the reservolr is emptied for inspection
back up if the site had a pump failure * 9 solutions were considered and this was the only solution which
= This solution reduces the risk of a major supply interruption and was the reduced the risk of a major supply interruption

lowest cost for customers
Example of rejected solution:

Example of rejected solution: « Building a third part to the reservoir
* Environmental options such as installing a sustainable urban drainage « This solution was rejected as there is not enough land to build a third
system at the site to absorb flood water part on and there would be higher chemical costs across the life of this
« These solutions were rejected as there is not enough space at the site to solution. This may cost more to customers in the long-term
create drainage for the potential fiood water 3
How Thames Water plan to tackle the problem
Using the methods of choosing best solutions that we've just spoken about, there are 3 overall approaches
Thames Water could take to tackle the risks of water supply interruption, with different impacts on cost, time
and improvement
Approach What happens by 2030 What happens by 2050 Additional average annual cost to
customers 2025-30
No extra No additional customers protected from 4,500 Olympic sized swimming pools £0a year
investmentto  water supply interruptions worth of water supply would have been
2050 stopped, the same as 40 million
customers' daily water use
Even Protects 190 Olympic sized swimming Protects 2,640 more Olympic sized £1ayear
investmentto  pools worth of water supply from being swimming pools worth of water supply
2050 stopped, the same as 1.7 million customers’ than the no investment approach, the
or 710,000 properties daily water use same as 23 million customers' daily
water use
More Protects 250 Olympic sized swimming Protects 3,100 more Olympic sized £6a year
investmentup  pools worth of water supply from being swimming pools worth of water supply
front stopped, the same as 2.2 million customers' than the no investment approach, the
or 920,000 properties daily water use same as 27 million customers’ daily
water use
4
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Quantitative

All customer groups think it is important to reduce major water supply interruptions

The 65+ age group participants are significantly more likely to view the improvements to reduce major water supply interruptions
to be very important

Water Customers — Households, Non-Households and Digitally Excluded
All Customers — Future bill payers*

(Top 2 Box):

90% 92% 80% 95%

Important
m \Very important

= Somewhat
important

Not Sure

m Not very important

33%
m Not at all
important 10%
N o - N L -
Household Non-Household Future Bill Payers Digitally Excluded
THAMES WATER ENHANCEMENT CASE, MAY 2023. (n - 687) (n - 1 48) . ) (n - 51) ) ) (n - 61)
E1- How important or not important is this to you that Thames Water make improvements to reduce major water supply interruptions ? *All Future bill payers included due to small base size when looking at 55

dual usage areas only — Not stat tested to other groupsAv Significant difference at 95% conf. level



Qualitative

All different customer groups are surprised and concerned at the amount of water currently at
risk from a major supply interruption, they want Thames Water to rectify this imminently

All different customer groups are concerned about the current risk of a major water A major water outage is not something I've
supply interruption (especially non-households) experienced or thought about before...| would be
. _ very concerned about what could happen if
« All customers generally see a reliable source of clean water as a fundamental job of Thames Water don’t improve in this area.. it
Thames Water and something that should be a guarantee in a country as wealthy as would severely affect people’s quality of life.
England Male, 25-34, AB, BAME, London
« Many therefore believe that on principle, even 2 days without water would be | think access to drinking water is a basic human
unacceptable right that should be guaranteed, so for me the
: . . L : : rospect of going without this for 2 whole days is
» The amount of water at risk from a major supply interruption is alarming for All different Aol 2Rl |

. really alarming.
customer groups. Many think that they wouldn’t be able to wash, cook, clean and use Female, 25-34, AB, White, London

the bathroom if this happened

The supporting examples of Honor Oak and Earley lead customers groups to conclude Nlly expectatiotn(s]I have re_n;airled th? safme-tl hetlxet.
. ' . . . . . always expectea a consistent supply or water, that Is
immediate action is required but there some concerns about the amount of disruption  7j,2mes Water's job and the service | pay for.

« These examples were interpreted by customers as evidence that Thames Water has FE ey g OGS ST e e oy el

not been proactive enough at dealing with this issue/ the amount of current risk is too
high | think Thames Water should do whatever they

. . e : : - : can to reduce the risk of supply interruptions. It
However, they are reassured that Thames Water have identified major sites like this R TR ST S By

and have imminent solutions to mitigate the risks at these sites happen whenever possible, and usually ends up

cheaper in the long run anyway.

« Customers expect these works to cause significant disruption, and so support Thames Male. 2534, C2. White. London

Water's commitment to develop a more secure network by 2050, but expecting the
most serious threats to be dealt with imminently 56



Qualitative

Customers support Thames Water's preferred solution for both case studies but want
reassurance that the solutions are not short-term fixes

All different customer groups support the rationale of selecting a low-cost option that immediately reduces risk of supply
interruptions. They believe Thames Water have done diligent work to ensure the most effective solutions have been chosen in
both case studies

Honor Oak Case Study North Leigh Reservoir Case Study
« Customers believe Honor Oak exemplifies a strategic « Customers strongly support the actions taken by
approach that effectively tackles most of the risks while Thames Water here because it is the only one that
being cost effective would reduce the risk of supply interruption

| agree with the solution at Honor Oak Park as it tackles 7 out of the 8
risks at the centre, it also takes into the cost for Thames Water
customers. Even though the solution to install sustainable drainage was

rejected | like how the environment was a considered factor.
Female, 18-24, C1, White, London

They answered their own question, by saying the option chosen is the

ONLY one that reduced the risk of a supply interruption.
Male, non-household customer, business owner, 1-10 employees, London

» Customers also really like this approach because it
However, many want reassurance Thames Water will also removes the risk of supply interruption for future
also directly address the cause (believing this to be old generations
pipes that should also be replaced)

| support the idea of using one solution to fix many risks in the area but | So yes, | agree with North Leigh solutions, because it is a long-term
do think we need to replace many old pipes that are at risk of bursting solution
Male, 35-44, AB, White, London Male, 55-64, C1, BAME, London
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Qualitative

Customers want greater clarity on how many Thames Water initiatives in this area are long
term solutions and how they will be funded

Most common concerns/ questions: Would it not be a wiser solution to
repair/improve the existing 'single point

* Many customers believe that the high level of risk of a major water supply is due to of falure’ lssue that 1s fundamental to this

aging pipes that need to be replaced site? | do agree with the proposed
« They want assurance that in the pursuit of ‘cost effectiveness’, Thames Water’s fﬁél:gir:)tag! :?:;32:(9) @;2‘:‘; fﬁ;'d
initiatives are also factoring in how to preserve the integrity of the water network in exhibiting station could have
the long term improvement works carried out, without
What this means for Thames Water: giﬁﬁ'ﬁﬁ,g”y RS T
- Customers are concerned with the current level of risk in the system and want to R e

make sure that Thames Water will invest in solutions that tackle the root of the
issue (aging pipes)
Lesser concerns/ less frequently asked questions:

« Customers want clarity on how this enhancement is funded, as they believe the work This surely can't all be financed by the
that needs to be done is vast in scope, and that funding should be acquired from customers of the water company, How
multiple sources (government funding and from Thames Water’s profits) much money if at all is the water

company and the government putting

What this means for Thames Water into this project?

. ‘ . - Funding of this could be a problem if it
« Customers want assurance that they are not exclusively ‘footing the bill’. just relies on the customer finances. They

. o o . . need the appropriate government and
The general thinking is ‘If | am going to have less money in my pocket, so should water company funding.

Thames Water. We are in this together’ Male, 55-64, C1, BAME, London
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The majority of all customers would prefer quicker improvements to be made by 2030
followed by evenly spread investments to 2050

The majority of all customer groups

are uncomfortable with the amount of water at risk
from a major supply interruption, and so would
ideally want Thames Water to make quicker
improvements by 2030

Future bill payers have the strongest preference

to quicker improvements to 2030. As with
basement flooding, they are acutely aware it is they
who will it is inherit this problem

More than one third of customers see the value

in reducing the risk of water supply interruptions
with evenly spread investments to 2050. This is seen
as an acceptable approach by many due to the
reduced cost and disruption that would occur

9% of non-household customers and 8% of

future customers indicated that no additional
investments should be made. Customers with this
viewpoint believe that funding should be acquired
elsewhere (tax or direct from Thames Water’s profit)

Water Customers — Households, non-households, and digitally excluded**
All Customers — Future bill payers*

Support for different investment options

Reduced risk of water
. . : 57%
supply interruptions with 579
quicker improvement to 592/
2030 then evenly spread °

investment to 2050

79% A

38%
34%
33%

Reduced risk of water
supply interruptions with
evenly spread investment

to 2050 7% A

. . 5%
No additional investment
. . 9%
in tackling water supply

8%

interruptions
P 8%

W Household mNon-Household m Future Bill Payers
(n =687) (n = 148) (n=951)

Digitally Excluded
(n=61)

E2. Which, if any of Thames Water’s proposals do you support for reducing major water supply interruptions?

*All Future bill payers included due to small ~**For the digitally excluded sample
base size when looking at dual usage areas  this question was asked as a multiple
only — Not stat tested to other groups mention question

AV Significant difference at 95% conf. level.
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Qualitative

Many customers feel that quicker improvements to 2030 with an evenly spread investment to
2050 is the optimal approach, but want to know the level of disruption this will cause

Support for approach: Reduced risk of water supply interruptions with quicker improvements to 2030 then evenly spread
investment to 2050

Many conclude that this is the ideal option, and that they would personally be ok with the £6 per year increase to
expedite significantly lowering the risk of water supply interruptions. However, they want to know more details about what
the disruption will entail, and how this money is invested

Low support Moderate support High support

Perceived strengths? In their own words

This solution is seen as significantly lowering the risk of a major water supply L‘g’ggg‘:s";r:‘;rrégz rt,\illoor::||l)r/“r/§j::|'l:rf)1if§; ?]2: iﬁ'igr?]spg:iss gLefor tt:]‘:t the

occurring within the shortest timeframe possible other proposed plans.

Many like that the post 2030-2050 phase of this as well, believing that the most Male, non-household customer, Managing director, 10+ empL'OyzeS'
urgent threats have been mitigated, and this allows Thames Water to continue to eneen
protect customers while minimising disruption

| think they should start right away, it seems that the longer they
leave it, the worse it will become and it may get so worse that it is

beyond repair.
P ived d back n Female, 18-24, C1, White, London
erceivea arawpacks ¢

Significant short-term disruption. Many want more details about what this will | don’t think the approach that has a £6 per year bill increase is
look like acceptable considering it is a 500% increase over the £1 per

. o : )
Some note that there appears to be a diminished return on investment Zﬁ:;ﬁlppm%h for just a 32% increase In protection of water
compared with the £1 evenly spread investment Male, 45-54, AB, BAME, London
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Qualitative

Some customers find an evenly spread investment until 2050 acceptable, believing it will
minimise disruption, but many worry it may end up being more costly in the long run

Support for approach: Reduced risk of water supply interruptions with evenly spread investment until 2050

Many see this approach as acceptable. They appreciate that the increase to customer bills (£1 per year) is more affordable
for many families and that minimal disruption will occur. However, some feel that the amount of water at risk is already
excessive, and are concerned this approach is too slow, and may be more costly in the long run

\

Low support Moderate support High support
Perceived strengths? In their own words
A negligible bill increase for customers | think the disruption has to be spread out over a

longer period of time as my business cannot
afford for huge, long disruptions to effect it or

Some note that the £1 per year investment has a greater ROl compared to the cause large losses to my revenue.
. Female, non-household customer, Business owner, 10+
£6 per year investment

employees, London

Minimal disruption

Perceived drawbacks?

L , , , Deferring costs to the longer term is not a really
Many feel that significant short-term investment is needed to effectively address viable strategy when future costs are unknown
the greatest risks to the water supply. especially given the example of current massive
increases in energy supply costs. In this case a

higher initial cost makes much more sense.
Male, 65+, AB, White, London

May be more costly in the long run
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Qualitative

All different customer groups generally don't support no additional investment in tackling water
supply interruptions because they believe this work is a fundamental duty of Thames Water

Support for approach: No additional investment in tackling water supply interruptions

Support is very low for this option because customers believe that Thames Water have a fundamental duty to ensure
customers receive a reliable supply of clean water. They conclude that not investing in this area would be a direct

contradiction to protecting customers

‘ Low Support Moderate Support High Support

In their own words

Perceived strengths?

« Customers struggling to pay bills will have one less bill increase to worry about I'm finding things unaffordable as they are. There
needs to be government investment in such a

government would fund this instead of customers huge amounts of tax and to pay our taxes (as a
business, corporation tax, VAT, business rates

etc.), it is just ridiculous.

Perceived drawbacks? Female, non-household customer, Business owner, 1-
20 employees, London
« Major disruptions to the water network will lower the quality of life for many customers
« Fundamentally important work to ensure customers continue to receive a reliable o
f clean water would be in jeopardy. Many see this is unacceptable The lowest cost option is not always the best
Source o Jeoparay. y P solution to a problem... The age of the Thames

Water network is ancient and long overdue
replacement - as a result the pipes are failing.
Female, 55-64, AB, White, Slough/Wycombe/ Aylesbury
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Qualitative

All customer groups support Thames Water’'s approach to major water supply interruptions;
they want assurance that minimum disruption will occur

44 customers strongly 29 customers somewhat 4 customers somewhat
support Thames Water’s support Thames Water’s oppose Thames Water’s
plans in this area plans in this area plans in this area

They believe that Thames * They support Thames Water's « They don't believe

Water has been transparent commitment but want to customers should

and proposed proactive understand how much exclusively be funding this
solutions to mitigate the disruption will be caused and approach, and strongly
threat of a major water greater transparency on how believe other sources of
supply this will be funded funding should be found
They also believe that the * They also want to ensure that

work here is inevitable and ‘cost effective’ doesn’t equate

will be even more costly if with short term fixes that don'’t

not carried out imminently directly address the underlying

cause of supply interruptions

Caution, the percentages on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only 63
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Qualitative

Executive Summary: Rethinking rivers

Customer Concerns about river health
« All different customer groups are surprised and concerned about river health in the Thames Water basin

* The prevalent concern across all different customer groups is that if river health is not improved this could damage public health in the form of lower quality drinking
water. There is also a concern that wildlife may be harmed

« Thisis an emotive topic that conjures imagery of polluted water, and so all different customer groups' stance is generally: ‘fix this as quickly as possible’
Customer reactions to Thames Water’s proposed approach

*  Many customers support Thames Water's commitment to have no river pollution by 2050 and to form partnerships in 27 river catchment areas by 2035, believing that
due to the scale of the problem, these are realistic goals

»  However, most want to clarify that Thames Water’s plan was built on the rationale of improving river health as quickly as possible

+  Some want more detail on how partnering with environmental organisations would work in practice and want assurance there will be no unforeseen delays and
increased costs to customer bills

«  Customers generally view Thames Water’s two approaches to improving river health as a complimentary holistic plan

«  Customers see working with partners as the more environmentally impactful option and tend to prefer this, but also want to see the directimmediate action from
Thames Water

Customer support for Thames Water’s proposed approach
« All different customer groups almost unanimously support Thames Water’s plan to improve river health:

» Most customers strongly support the plan: They agree with the methods and timelines proposed by Thames Water

» Some customers somewhat support the plan: These customers found the timings acceptable but not ideal. They want to view options of an accelerated
timeline and assurance there is no risk of timings lagging

» Few customers somewhat oppose the plan: This person thought the proposed timelines were too slow
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Context: Customers read the challenges of improving river health, how Thames Water plans to
improve this, and were shown an example of Thames Water's approach in action

1.

Customers were informed of the challenges of maintaining river health, and
that 94% of water bodies in the Thames river basin have a ‘less than good’
ecological status

Customers were told that by 2050 Thames Water aim to 1. Have no river
pollution from untreated sewage discharges 2. Will improve the quality of
sewage discharges 3. Reduce the amount of water taken from some sensitive
rivers for treatment to drinking water

Customers were told how Thames Water can improve river health, specifically
that Thames Water plan to form partnerships with relevant organisations from
other sectors in a river catchment so they can share skills, ideas and other
resources

Customers were told that from 2025-2030, Thames Water plans to increase
these partnerships from 3 to 14 Smarter Water Catchment areas out of 27
catchment areas in total for the region, and then increase to 27 by 2035

Customers then reviewed an example (Headstone Manor Wetlands) of how
working in partnerships improves river health

Of the 501 water bodies in the River Thames basin 94% have a 'less than good' ecological status

By 2050 Thames Water aim to have no river pollution from
untreated sewage discharges, to improve the quality of treated
sewage discharges and also to reduce the amount of water taken
from some sensitive rivers for treatment to drinking water.

Thisap ing
Thames Water could not have achieved alone:

rom 3 to 14 Smarter Water
lin the region, andthen

way of working to be gradually
sloped
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Qualitative

Customers think that the river health in the River Thames Basin is very important to address
and are reassured by Thames Water's commitment and plan to improve river health

Many customers are concerned about river health in the River Thames Basin I'm really concerned about the situation
. . .. . because we can already see the effects of
 All different customer groups are congerngd that if this issue was Ieﬂ: uQCheCked, it climate change, and if we don't act now, we
may pose a threat to public health, primarily through lower quality drinking water won't have clean water by 2050.

. . . ) Female, 25-34, C2, White, London
» There is also widespread concern that further damage to river health will adversely

impact wildlite | agree that they should increase the Smarter

Many customers support Thames Water’'s commitment to have no river pollution by Water Catchment numbers as something

R . needs to be done urgently, | wonder if they
2050 and to form partnerships in 27 river catchment areas by 2035 could increase it at a faster rate?

« Customers think the target of no river pollution from untreated sewage by 2050 is FEimENE: ”‘SDQC?;L;;hj’ﬁce“;myeerescingﬁjgz
acceptable given the scale of the problem at present ' '

« However, many want clarity if this represents the earliest achievable date as ideally | | e mind that
T : : : : am always or the min at as soon as
they'd like to see this work completed as fast as possible (especially true of Future bill I e e

payers) setting an end date implies that there isn't as

: : : : much of a hurry to do our best for our
Customers also feel that the approach of working with partners is a good idea due to waterways. | agree that the water

extra funding, resources and expertise catchments should increase (preferably now)

» Customers support the roll out of partnerships in catchment areas (3 to 14 by 2030 FETEL, 28 1, il ES eIy (i)

and 27 by 2035)
. . , , . | think | am very surprised by the issues that
« The commitment is also supported because it does not impact customer bills come up and the extent of them. | am very
concerned about the level of pollution and |

think it shouldn’t be allowed really.
Male, 18-24, AB, White, Kennet Valley
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Qualitative

Customers would like reassurance that Thames Water's plan will improve river health as
quickly as possible and that there won't be unforeseen costs and delays

Most common concerns/ questions:

» Some are worried that the current health of rivers may already be a public health risk
and want this resolved as soon as possible. Customers want reassurance that the
2050 goal of zero river pollution represents a rationale of resolving the issue of river
pollution as quickly as possible

What this means for Thames Water:

» Customers are satisfied with the short to medium term plan of forming partnerships
from 2025-2030 on the assumption Thames Water is doing everything in its power to
expedite improving river health

Lesser concerns/ less frequently asked questions:

« Some are concerned that partnering with these other organisations at scale may
incur unforeseen delays and additional costs

« Some also want greater clarity on what the catchments will achieve

What this means for Thames Water
» Customers want to be kept up to date on Thames Water’s progress in this area

| appreciate Thames Water's plans for the area.
Are they really that ambitious, considering they
have given themselves 27 years to achieve this?
Male, non-household customer, Sole Trader, 10+
employees, Waste-only (Affinity)

| appreciate it takes time, but the timeline Thames
Water have in mind is too long. The full 27 should
be achieved in 2024 with a view to all being set

up and ready to go from the start of 2025.
Male, 35-44, AB, BAME, London

| am not sure if the consumer has to pay anything
more towards the bills but if they do then | would
like to know how much. | think it is something that

needs to be tackled.
Female, 18-24, White, London

| need to understand in more detail how the
water catchment areas are actually beneficial. |
would like to see reports on what actions have
taken place and the actual results of the change
in the quality of the water.
Male, non-household customer, business owner, 10+
employees, London
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Context: Customers then assessed two potential approaches to improve river health

Customers were shown how Thames Water can lead
improvements in river health and informed that the
smarter water catchments approach is a new way of
working and that it has no additional cost to
customers

Customers reviewed two potential approaches with
benefits and drawbacks for each option:

1. Thames Water works alone to improve river
health, and only works on problems it is
responsible for (customers viewed 3 benefits
and 3 drawbacks)

2. Thames Water works with other local
environmental and community groups, to
improve river health on all problems, including

those not caused by Thames Water (customers

viewed 4 benefits and 2 drawbacks)

N.B., The option of Thames Water working with other environmental

How can

The Smarter

2 I D, [ W
nes \/ /1 ter lead improvements in river health’
apy ch is a nev working, with no additional cost to customers. Partnership solutions to
ere the same or better value to customers than solutions where

ewage treatment facilities (as we've spoken about or will speak

Hﬂ

about elsewhere in this community).

Approach Examples of improvements

Thames Water works

alone to improve niver

health, only on
problemsthat it is
responsible for

Mainly ‘grey’ building solutions where pipes, facilities + Quick to build

and equipment are built, expanded or repaired. + Tried and tested ideas that are if needed in future

provento work - Carbon emissions and chemicals

+ Short time to see benefits used
-May not lead to improved river health
due to other contributions to pollution
(agriculture for example)

- Costly and not easy to expand again

For example, to provide more room in the sewage

r treating large volumes ur SeW l.}L. and
rainwater which has entered the avsmm:

+ Buildingnew or larger sewer pipes

. Bm'dmrme v or larger storm tanks at treatment

agencies has more listed more benefits and less drawbacks compared
to the other option, which could have potentially influenced

participants in their assessment
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Qualitative

Generally, customers see the value in Thames Water working with partners and directly
addressing issues within their area, but overall, place greater value in working with partners

Working with partners: The preferred option

because of perceived greater
environmental benefits

« Thisis because it is seen as having a
greater chance of yielding the greatest
environmental benefit, which customers
interpret as ‘higher water quality’

Working alone: Seen as a much-needed

short term solution that would pair well with
working with partners

« While many think this is not viable in
isolation, all different customer groups
want to see an immediate short-term
solution in place that has been ‘tried
and tested’

» This is therefore primarily viewed as a
complimentary approach to working
with partners

| believe that partnership working would be the best approach as there seem to be more environmental benefits at
reduced costs. ..l would like to see partnerships established but | think it may be necessary for Thames Water to have
some schemes where they work alone to get faster results. My preference is for partnership working but only if results

are achieved quickly.

Female, 65+, C1, White, Slough/Wycombe/Aylesbury
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Qualitative

All different customer groups strongly support the approach of working with environmental
partners believing it will effectively improve river health

Support for approach: Thames Water works with other local environmental and community groups to improve river health,
on all problems, including those not caused by Thames Water

Working with partners has high support from all different customer groups. Many see this as a proactive approach that
will improve river health significantly. Because this is untested in some river catchments, customers agree with Thames
Water’s rationale to gradually implement this approach. ‘

Low support Moderate support High support
Perceived strengths? In their own words
Better for the environment in the long run due to extra | think working with partners is better as it wil
resources and expertise to tackle everything damaging river deal with other contributory factors that are also

responsible for the rivers and will be more
efficient in the long term.
Female, non-household customer, Company secretary,
10+ employees, London

health
No customer bills increase

Perceived drawbacks?

Some note that in many areas, these partnerships are untested, and IIEBEEEMH| L0 ) EE e Sel e

miaht not be as effective as originally hooed uncertainty in how effective the actions may take.
g 9 y nop | would like to see more definitive outcomes or at

Customers want to see contingencies in place to ensure Thames Water f;lsért]zere SE DT SIS © e D persldl

adhere to their commitments in this area ' Male, 35-44, C1, BAME, London
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Qualitative

Customers generally support Thames Water working in areas it is responsible as long as this is
not done in isolation, because they want to see immediate improvements to river health

Support for approach: Thames Water works alone to improve river health, only on problems that it is responsible for

All different customer groups generally support Thames Water working to improve river health as long as this is not done
in isolation. Customers are unsure how much their bill would increase if this option were to be deployed but in principle,
think that a tried and tested and immediately effective solution is needed to improve river health alongside longitudinal

initiatives ‘
Low support Moderate support High support
Perceived strengths? In their own words

AI.I different lcustomler groups interpret this as a tried andl tested solution | do agree that Thames Water should increase their

with immediate environmental impact, few focus on the line that reads ‘may Smarter Water Catchments. The Headstone Manor

not lead to improved river health’ Wetlands resulted in many positive outcomes and so

. . expanding the catchment will hopefully result in more areas

Perceived as easier to plan and manage experiencing the same positive outcomes.

Female, Future bill payer, C1, BAME, London
Perceived drawbacks?

Unknown extra cost to customer bills is a big detractor for many | feel that the approach where Thames Water acts

_ o . . . _ alone would be a quicker process and will provide new
Some believe this is too reactionary/ business as usual and ultimately, will sewage pipes that could deal with the excessive amount of
not fix the issue of poor river health sewage produced in society, | feel that a larger costs would

be applied to the consumer.
Female, C1, BAME, Waste only (Sutton & East Surrey)
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Qualitative

99% support Thames Water's plan for improving river health, though ideally some would like
to see Thames Water be even more ambitious here

60 customers strongly 28 customers somewhat 1 customer somewhat

support Thames Water’s support Thames Water's opposes Thames Water’s
plans in this area plans in this area plans in this area
(]

These customers believe * These customers support « This customer believed

that Thames Water’s goals Thames Water’s methods to that the timings proposed

of reducing river pollution by improve river health by Thames Water were

2050 and the methods to - However, they want Thames not fast enough, and that

get there in the short and Water to stop river pollution Thames Water is being too

medium term are admirable before 2050 and would also conservative here

and realistic given the scale
of the problem at present

like Thames Water to
implement partnerships in all
catchments before 2035 if
possible

Caution, the percentages on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only 74
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Exec summary: Sewer Infiltration

Customer concerns about groundwater sewer infiltration

All different customer groups are surprised at the number of sewer spills that occur as a result of groundwater sewer infiltration

They are concerned that the contamination to water and surrounding areas will harm wildlife and the natural environment and lower the quality of life of customers (some believe foul
smelling streets may lead to them feeling forced to move home)

Customers want more reassurance that Thames Water’'s enhancement will take climate change and a rising population into consideration

91% of households, 88% of non-households and 90% of the digitally excluded say this is important to address, with 78% of future bill payers seeing this as important

Customer reactions to Thames Water’s proposed approach

Many customers support Thames Water’s goal in the short and long term to address groundwater sewer infiltration. They believe action needs to be taken imminently to protect
customers and the environment, and believe that Thames Water are doing all they can to expediate these enhancements

Increasing the size of sewage treatment works is widely seen as the only tried-and-tested solution, but some believe it is inevitable these will need be expanded again in the future
Sewer lining is a popular idea due its balance between innovative technology and low maintenance; some question its reliability though

Increasing the size of sewage treatment works has the most consistent support across the three approaches proposed by Thames Water with 82% of the digitally excluded, 52% of
households, 50% of non-households and 41% of future bill payers supporting this option

Customers appreciate the sustainable aspect of creating wetlands but have some concern how widespread this solution can be applied and that it has not been tested at scale

Customer support for Thames Water’s proposed approach

Almost all customers support Thames Water’s goal and proposed approaches to prevent groundwater sewer infiltration but there are concerns about the longevity and reliability of the
proposed enhancements

»  Most customers strongly support the plan: These customers strongly support Thames Water’s approach to meet government targets in the short and long term. The costs
are seen as negligible in comparison to the positive impacts the plans can bring

»  Some customers somewhat support the plan: These customers support Thames Water’s end goal but would prefer Thames Water to achieve this as soon as possible. There
are some concerns about lack of testing for sewage system lining and wetlands

» Few customers somewhat oppose the plan: These customers do not believe that Thames Water will be able to achieve their end goal because two of the approaches are
‘experimental’
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Context

Customers were informed about what groundwater
sewer infiltration is and how it takes place, as well as
the risks of it happening

Customers then read about what Thames Water is
currently doing about groundwater sewer infiltration

Customers were told that Thames Water has a target
to reduce sewage overflows but that they would need
to find new ways to tackle groundwater infiltration
into sewers to achieve this

Customers also had the opportunity to re-read a
background document summarising information
about wastewater from the first day of the research

What is groundwater sewer infiltration

« Groundwater sewer infiltration occurs when the water that is naturally in the

ground (known as the water table) rises, this typically happens following
periods of rainfall and enter the sewers from the surface through manhole
covers, or through the ground by forcing its way through any cracks and joints
inthe pipe (sewers are not designed to be watertight).

« The risk of groundwater sewer infiltration happening increases after prolonged

rainfall, during this time the infiltrated groundwater takes up room (capacity)in
the sewer so less normal sewage can be carried.

« Too much groundwaterin sewers can lead to sewage spillinginto rivers

through storm overflows, or sewage could flood onto public land.

« Inthe wettest years, groundwater sewer infiltration causes about a
quarter of all Thames Water’s overflows intorivers.

« Changing weather patterns, as a result of climate change, could lead to more

groundwater entering sewers in the future, meaning more untreated sewage
could overflow into rivers.

« A governmental Environment Act states that all sewage storm overflows must

have fewer than 10 spills a year by 2050.

* For Thames Water, currently 4,000 spills a year are linked to groundwater

sewer infiltration.

\AMIA A+ I g g
VWhat

)

When sewers are full with groundwater and sewage, Thames Water deal with

this by pumping out the excess into tankers and transferring it to Sewage

Treatment Works. Sometimes a fleet of tankers are needed 24 hours a day for

weeks or even months, as groundwater continuously enters the sewer
system.

Tankers cause disruption to customers and communities through noise, air

pollution, traffic congestion and wear and tearon the roads they travelon.

Thames Water also make use of temporary treatment units in areaswhere

tankeringis not possible due to either limited access or too much flow to take

away by tanker. The temporary treatment unit deals with the excess
groundwater and sewage from the sewer and treats it (similar to a Sewage

Treatment Works but not to the same standard) before it overflowsinto a river

or waterway.

These approaches will continue to be used in the future, unless a more
permanent solution is found. But neitheris able to keep up with the risk
posed by groundwater sewer infiltration in the long term, particularly
considering population growth and climate change.

Thames Water has a target to reduce sewage overflows and this will be

virtuallyimpossible to meet without using new ways to tackle groundwater
infiltration into sewers.

IS currently done about groundwater sewer

rr



Customers then assessed Thames Water's proposed initiatives to tackle groundwater sewer

infiltration

Customers were introduced to 3 possible
approaches to tackle groundwater sewer
infiltration

Customers were informed of the impact
these options would have on their bill
between 2025-2030 and were told that the
bill increases shown were just for this one
issue and that the inflation had also not been
included in the costs shown
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Quantitative

Households and non-households see making improvements to groundwater sewer infiltration
as very important, future bill payers are less likely to think this is very important

The younger age groups (18-34) are less likely to view the improvements to groundwater sewer infiltration as

9 very important. The 65+ age group are significantly more likely to view this as very important
(Top 2 Box):
91% 88% 78% 90%
Agree

m \ery important
= Somewhat
important

Not Sure

m Not very important

m Not at all
important :
..... I .| '~ -5:_ I .|/~
Household Non-Household Future Bill Payers Digitally Excluded
THAMES WATER ENHANCEMENT CASE, MAY 2023. (n =1000) (n =204) (n=51) (n=92)
D1- How important or not important is this to you that Thames Water make improvements to groundwater sewer infiltration to prevent sewer overflows? 79

ignificant difference at 95% conf. level.
AV Signifi diff 95% f. level



Qualitative

Customers are concerned about groundwater infiltration because of its contamination of local
habitats and walkways; they want this to be resolved urgently

I’'m surprised by how many groundwater infiltration
. . spills a year TW are accountable for and that this is
Many customers are surprised by the scale of the spills and concerned about around a quarter of all overflows in some years.

damage to the environment and local communities PSR 2555 12 [LTINE, 1Kol

« Most had some prior knowledge of the issue from news stories, but many were still | am extremely concerned if no action is undertaken

surprised by the number of spills annually as it will get worse and worse with the effects of
. . . climate change. Nature can't afford to wait around on
« They are concerned that this could have an adverse impact on wildlife and the this topic. ?
natural environment Male, 35-44, C1, BAME, Slough/ Wycombe/ Aylesbury

« Customers are also concerned about the impact of foul-smelling streets (having to

move home for example) and disruption that would occur to fix faulty pipes e 2

concerned. Wildlife will be affected. And our natural
Many customers support Thames Water's commitment because they believe environment can be contaminated

. . . Female, 35-44, C1, BAME, Waste only (Affinit
groundwater infiltration needs to be prevented as soon as possible A

* The idea that climate change and population growth will only exacerbate the issue, [More spills] would be a sad outcome for the
leads all different customer groups to urge rapid action surrounding communities and could drive people to
_ , , _ _ move away from their homes if they did not want to
» They generally believe Thames Water’s approach is designed to be as impactful as experience this.
quickly as possible Female, 18-24, C1, BAME, London

Most recognise the need for more innovative and sustainable methods to be

. . The only thing that surprises me really is the noise
developed to tackle sewer infiltration at source Al p Y

and traffic congestion that tankers apparently cause.
« Many believe the situation has arisen because Thames Water has been overly | am not sure why this should be an issue when

: . . . . Thames Water are dealing with essential works.
reactive with regards to its approach to maintain the wastewater network Male, non-household customer. Sole trader. 1-10

employees, Waste only (Affinity)
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Qualitative

Thames Water can increase customer confidence in their commitment by providing evidence
of infrastructure investment to demonstrate long-term planning

« Most common concerns/ questions:

Customers are concerned that wastewater infrastructure will degrade over time,
and perhaps more quickly than Thames Water anticipates, due to climate
change and population growth

»  What this means for Thames Water:

Thames Water need to demonstrate their proposed solutions address the
underlying cause of groundwater sewer infiltration and are considering the future
strain on the network

« Lesser concerns/ less frequently asked questions:
Some customers are concerned that the proposed methods of sewage system
lining and Wetlands appear to not have been widely tested

They want assurance there will be no unforeseen damage to the environment or
complications within the wider network as a result of implementing these
enhancements

« What this means for Thames Water

Customers don’t understand how the overall water cycle is managed to prevent
groundwater sewer infiltration or why ‘untested’ measures are viable. lllustrative
diagrams and further information could help customers feel better informed

| am a little concerned that if no improvements are made,
the "temporary" treatment units are going to need to be
converted into permanent ones, and we will only be
seeing more tankers travelling our roads trying to cope
with an ever-increasing problem.

Female, 25-34, C1, White, Waste only (Affinity Water)

...[It] seems like TW is just firefighting rather than actually
trying to solve the issue by plugging gaps and fixing leaks
which lead to infiltration.

Female, 25-34, C1, White, London

This information confuses me slightly; one of the
previous plans mentioned allowing rainfall to enter the
water table through permeable roads, but surely this
would increase the risk of sewer infiltration as mentioned
here. Unless this has been accounted for, | can see
things getting complicated.

Female, 25-34, C1, White, Waste only (Affinity Water)

If land is affected could it have a knock on effect on

agriculture?
Female, 25-34, C1, White, London
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Customers generally want Thames Water to priortise increasing the size of sewage treatment
works (seen as the immediately impactful solution) and then line sewer pipes (the long-term

solution)

Increasing the size of sewage treatment works
has the most consistent support across the
three approaches proposed by Thames Water

This is because it seen as the most reliable
approach that lowers sewer infiltration

However, many think it is not viable in
isolation because it is inevitable these pipes will need
to be replaced

There is also considerable support for lining
sewer pipes because it is perceived as an
innovative solution with lasting term benefits, and
likely doesn’t need to be upgraded

There is moderate support for reducing overflows
by creating wetlands (Future bill payers

were significantly less likely to prioritise creating
wetlands) because it has not been tested at scale
and is only applicable in certain areas

Support for different investment options

52%
50%
41%

Reduce sewer overflows
by increasing the size of

sewage treatment works 82% A
419
Reduce sewer overflows ‘%/O
by lining sewer pipes 45%
ylining PP 76% A

Reduce sewer overflows
by creating wetlands

57/% A

No additional investment
in tackling groundwater
sewer infiltration

2%
B Household mNon-Household m Future Bill Payers
(n = 1000) (n =204) (n=51)

Digitally Excluded
(n=92)

D2. Which, if any of Thames Water’s proposals do you support for improving groundwater sewer infiltration?

AV Significant difference at 95% conf. level.
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Qualitative
Increasing the size of sewage treatment works is widely seen as the only tried—and—tes
solution but some believe it is inevitable these will need be expanded again in the future

Support for approach: Increase size of sewage treatment works

Increasing the size of sewage treatment works has high support because of its reliability. However, customers generally
believe these works are likely to need further enhancement in future, and so, should be complimented with a long-term
solution

Low support Moderate support High support
Perceived strengths? In their own words
Itis a tried and tested means of reducing groundwater | would prefer the first idea as this is what Thames
infiltration Water is doing at the moment by expanding and
" e building new tunnels.
Initial set-up costs are lower than the other proposed initiatives O T —

employees, Waste only (Affinity)

Negligible bill impact

Perceived drawbacks? Increasing the size of treatment works is probably
) ) , inevitable anyway; why not do it now?
Sewage treatment works will most likely need to be increased Female, 25-34, C1, White, Waste only (Affinity)
further in future, making this idea appear like more of a stop-
gap Having to adapt the construction to accommodate the

The construction may also cause disruption and negatively I‘;“n”rt‘?;‘;r‘sg‘s‘f;‘;g‘gfea”d UnSIe TS e T~e e B

impact local communities Female, non-household customer, Property Director, 1-10
employees, Waste only (Sutton & East Surrey)
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Qualitative
Sewage system lining is a popular due its balance between innovative technology and fow
maintenance; some question its reliability

Support for approach: Sewage system lining

Sewage system lining has high support because it is seen as innovative and addresses the issue of infiltration at the
source, with minimal maintenance. Some see it as the most cost-effective approach. However, some question its
reliability and some are wary this is a relatively untested approach

Low support Moderate support High support
Perceived strengths? In their own words
It needs less maintenance and upgrading over time so overall costs lower The sewage lining system stood out for me as it
Low level of disruption to communities doesn't require upgrading in the future and not too
much disruption to road users.
Highly effective as it prevents over 1200 spills without needing further Female, 45-54, C2, BAME, London

upgrading

It seems to be the fastest and most effective as it
would solve 1279 spills without needing to
upgrade down the line or have continuous

maintenance costs.
Male, 35-44, C1, BAME, Waste only (Affinity)

It addresses the root issue of infiltration into pipes

Perceived drawbacks?

Some were concerned that the lining had not been tested enough,
especially with the risk of leaks It hasn't had enough testing to see how it works, |
would rather see further testing before it being

rolled out.
Female, 45-54, DE, White, London
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Qualitative
Wetlands offer a sustainable and innovative solution, but there are concerns that they are too
locally specific to implement on a wide enough scale and are also untested at scale

Support for approach: Wetlands

Wetlands have moderate support; most customers recognise their environmental and social benefit, but some are
sceptical about the breadth of their application

\

Low support Moderate support High support
Perceived strengths? In their own words
Seen as the most environmentally sustainable option; | think this option has multiple benefits, not only will it absorb
customers value the benefits to local wildlife and habitats excess water from heavy rainfall but also is a natural space for
» , . the community to appreciate.
Customers also value the positive benefits to communities by Male, 35-44, DE, White, Waste only (Essex & Suffolk Water)

creating new spaces to engage with nature

The wetlands just doesn’t seem to be established enough to rely

Perceived drawbacks? on solely and would take longer to see the benefits.
Female, 25-34, AB, White, London

* Some were sceptical about how widely wetlands could be
implemented as a solution to groundwater infiltration, as they

could only be introduced into specific local areas There are not always enough spaces in the country for a

wetland to be. If further flooding occurs, they may need to
« Some also thought wetlands would take longer to set up and extend the wetland or add more plants.

longer to see the benefits compared to other options AL SR, (Ol BUaiS, WIS CIY (MBI, S8 Sy,
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Qualitative

97% support Thames Water's plans on preventing sewer infiltration, although a few have
concerns about the effectiveness of the proposed enhancements

56 customers strongly 23 customers somewhat 2 customers somewhat
support Thames Water’s support Thames Water’s oppose Thames Water’s
plans in this area plans in this area plans in this area

69% 28%

* These customers strongly * These customers support e  These customers do not
support Thames Water’s Thames Water’s end goal but believe that Thames Water
approach to meet would prefer Thames Water will be able to achieve
government targets in the achieve this as soon as their end goal because 2
short and long term possible of the approaches are

« The costs are seen as « There are some concerns ‘experimental’
negligible in comparison to about lack of testing for
the positive impacts the sewage system lining and
plans can bring wetlands

Caution, the percentages on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only 86
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Executive Summary: Sewer flooding

Customer concerns about sewer flooding
+ The idea of customers properties flooding with sewage disgusts and concerns many

+ Theyfeelitis part of Thames Water’s essential duties to protect customers, and expect Thames Water to make significant investments to protect customers from
this

»  The vast majority of all customer groups believe that sewer flooding is important to address (58% of households and non-households and 82% of the digitally
excluded think this is very important to address)

Customer reactions to Thames Water’s proposed approach
«  Ending sewer flooding by 2050 is generally seen as the most economically viable option, but many believe Thames Water are capable of a more ambitious target

»  Despite the higher upfront costs and acknowledgment of increased disruption, customers preferred ending sewer flooding over all the other alternatives
*  Only 5% of customers across all sample types said that no additional investment is needed on tackling sewer floods
*  Only 10% of customers across all sample types said that sewer flooding should be eliminated by 2065

Customer support for Thames Water’s proposed approach

*  Many support Thames Water’s proposed approach to end sewer flooding by 2050, but ideally, would like to see this achieved by 2040:

» Most customers strongly support the plan: These customers are very concerned about the harm to public health and damage to property caused by sewer flooding.
They think the proposals will effectively reduce sewer flooding and want to see this achieved by 2040, if not sooner

» Many customers somewhat support the plan: These customers support Thames Water’s approaches to reduce sewer flooding but don’t think its optimal. They think
Thames Water should set a more ambitious goal (complete the work by 2040 at the latest) and should not fund the project solely out of raising customer bills

» Few customers somewhat oppose the plan: These customers are opposed to the plan on principle, believing that Thames Water should be using its profits to fund these
improvements. Some are also strongly against this because they want a faster timeline in place to address these challenges

» 1 customer strongly opposes the plan: This customer believes Thames Water plans take too long to implement. They believe the adverse effects of climate change will
have exacerbated the problem significantly by then, rendering the proposed solution void
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Context

Customers were informed about what sewer
flooding is and the risks of it occurring

Customers were told that Thames Water is
planning to make improvements to the sewer
network so that there is no sewer flooding of
customer properties by 2050 (except when
caused by very heavy rainfall with a less than 1 in
50 chance of happening per year)

Customers also had the opportunity to re-read

a background document summarising informat
ion about wastewater from the first day of the
research

What is sewer flooding?

« Sewer flooding in properties and gardens can happen when the sewer

system becomes full and overflows due to blockages or too much rainwater.

» About 1,200 properties each year experience sewer flooding.

 Sewer flooding will likely increase in future due to added pressure on the

sewer network from an increasing population and climate change.

 There is currently a 1 in 50 chance per year for approximately 180,000

properties to experience sewer floods caused by rare heavy rainfall storms.

« If no additional investment is made to prevent sewer flooding by 2050, there

would be a significant increase in the number of properties at risk of sewer
flooding.

« If Thames Water invest now, this could limit the impact of population growth

and climate change on the risk of flooding in the future.

« Thames Water is planning to make improvements so there is no sewer ;
flooding of customer properties by 2050, except where it's caused by a very _

rare heavy rainfallstorm (less than 1 in 50 chance of happening per year).In
other words, making the sewer network more resilient to floods or ‘future
proofing’it, to keep customers safe and give them the service they want.
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Customers then assessed Thames Water's proposed initiatives to improve sewer flooding

How will Thames Water improve sewer flooding?

» Thames Water will reduce the risk of sewer flooding by:

° Customers were IntrOdUCed -to 3 methods that Thames 1. S:x(;gg:](;rfasixiispacewithinthesewernetworktocopewithadditional
Water propose to use to meet the target of no sewer " eSO S e T
ﬂ OOd | n g by 2 O 5 O 3. Customer education to prevent blockages, reminding them what not to flush
down the loo or putdown the sink
« Here's a method that Thames Water are developing further to help meet the target -
+ Customers then read about one of the methods to e e T LT T
aCh | eve th |S (S u Sta | na ble U rba n D ra | N age) a nd were it helps slow down or prevent rainfall entering sewers so they don't overflow.
also provided examples to clarify what this looks like in O St teors e iyt
t. 0 ghannelsa;: :a:s ::nd pr?i\;sements that divert rainfall into gravel or grass areas
p ra C ICe . Plgrnotgismpaving sm that let rainwater drain into the water table underneath

Extra benefits: having green areas in built up areas, creating habitat for wildlife
Drawbacks: ongoing maintenance required (by the local council typically)

» Customers were also shown 4 approaches with

different timelines and impacts to customer bills over What can Thames Water do to improve sewer flooding?
t|me to meet ‘the ‘ta rget Of NoO sewer ﬂOOdlng They Using Sustainable Urban Drainage and other methods, Thames Water could tackle the goal of no sewer
t |d that the b||| increases Shown ERE just for flooding (except from very rare, heavy rainfall storms) over different timescales.
were 10
this one issue and that the inflation had also not
. . By 2050 there there would be a significant increase in the number of
been |nC|Uded N the COStS ShOWn f:;c;;:;;tei;sea;tensstl;gf;er\x:flooding.comparedloifinvestments!o
Meet the goal by 2040 £3 £49 £130 £168 £134 £107 £85 £85

Investin improvements so that there is no sewer flooding of customer

properties by 2040 (except from very rare heavy rainfall storms with fess than

1in 50 chance of happening per year)

Meet the goal by 2050 £3 £6 £18 £58 £133 £175 £140 £140
Invest in improvements sothat there is no sewer flooding of customer

properties by 2050 (except from very rare heavy rainfall storms with less than

1in 50 chance of happening per year)

Meet the goal by 2065 £3 £8 £23 £52 £76 £94 £106 £106
Invest in improvements so that there is no sewer flooding of customer

properties by 2065 (except from very rare heavy rainfall storms with less than

1in 50 chance of happening per year)



Quantitative

The majority of all different customer groups believe that sewer flooding is very
important to address

\I/

’ Q\- The 65+ year old group are statistically significantly more likely to deem the fixing of sewer flooding as
very important, more than all other age groups.

(Top 2 Box):

89% 89% 88% 90%
Important

m \ery important

= Somewhat
important
= Not Sure -
m Not very important
[ | Not ar’E[ aIIt 8%
importan o
mlv’a ale ainc
Household Non-Household Future Bill Payers Digitally Excluded
THAMES WATER ENHANCEMENT CASE, MAY 2023. (n=1000) (n=204) (n=51) (n=92)
C1- How important or not important is this to you that Thames Water make improvements to prevent sewer flooding to properties? 9 ']

AV Significant difference at 95% conf. level.



Qualitative

All different customer groups have concerns about sewer flooding, they believe it is essential
for Thames Water to address this issue

The timelines Thames Water is working towards

: ; . : are so far (25years)...l would have expected a
Customers are surprlsgd at.how many properties are at risk from sewer flooding a0 /A g e g i
and want this resolved imminently the system.

Female, non-household customer, Restaurant owner, 1-

* Theidea of customers properties flooding with sewage disgusts and concerns many 10 employees, London

* They feelitis part of Thames Water’s essential duties to protect customers, and expect

Thames Water to make significant investments to protect customers from this , ,
It is hugely important that Thames Water are
* Many mentioned they would be “upset” if Thames Water chose not to complete the taking steps and acting to prevent sewer
upgrades. Others mentioned it would be “unacceptable” flooding. It would almost be negligent if they

won't be taking appropriate action.
Female, non-household customer, Property director,

Many customers are concerned how much sewer flooding will occur between e ey WEse ol (EION & S SR
2025 and 2050 and want to know in more detail how much disruption these works
will cause As a company who control a very large area [of]
sewer systems, | believe that Thames Water have
« Some are concerned that climate change and a rising population may require more work a great responsibility to prevent or minimise
than Thames Water anticipates, which may delay the end goal further sewer flooding.

. . . . , Female, 18-24, C1, White, Waste only (Affinity)
» Customers generally believe a lot of overdue maintenance is required, and that it should be

Thames Water's responsibility to carry out these works, i.e., customers shouldn’t incur a

large bill increase to fund vital works [l Ee sl Guelpiinlie e &l et suitll e
considering more and more as an option the

possibility to make water company back to the
government control. We pay for every single
improvement!
Male, 45-54, unspecified white background, Clean and
Waste, (London)
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Qualitative

Customers are most likely to question the planned timescale of improvements, as a result of
their concern about the health and environmental impacts of continued flooding

« Most common concerns/ questions: It appears an ambitious aim, but it must be achievable
The most common questions are around the rationale behind the 25-year otherwise why set it? It also begs the question that if
timescale to reduce sewer flooding. Customers want to understand why VeI ER T 1o S SEEgO T el eess 1

. : L . . entire network within 25 years, why hasn't this been
Thames Water has given itself this timeline, as most would want improvements done earlier?
to be made more quickly to reflect the risk of increasing damage over time Female, 55-64, DE, BAME, London
« What this means for Thames Water: I'm disappointed in Thames Water's ambition to end
Thames Water should provide an accessible explanation of the timescale for sewer flooding in 25 years because | believe they could

planned improvements, in order to demonstrate how factors like cost and LG SRETE

. . ) . Male, 25-34, AB, White, London
available technology affect current timelines to reduce sewer flooding

» Lesser concerns/ less frequently asked questions:

Customers mentioned concerns about public health and how sewer flooding Leaked sewage is a serious health hazard to humans

could present a serious health hazard and contribute to a rise in disease. There AT (D2 i e, N 2008 AR Gl il
o . : services like the NHS or animal welfare and the

were also concerns about potential impacts on wildlife and the psychological environmental agencies.

toll imposed by damage to people’s homes Female, 65+, AB, White, Waste only (South East)

» What this means for Thames Water _— . .

| think it's extremely important they do everything the
Thames Water needs t.o demonstr_ate awareness and err.]pat.hy arognd the can to prevent it from happening. It could cause
psychological and environmental impacts of sewer flooding in public significant property damage and create a lot of distress.
communications. Thames Water should emphasise how planned methods to Male, 35-44, C1, BAME, Waste only (Affinity)
reduce sewer flooding will prioritise local people and environments
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All different customer groups would generally prefer that Thames Water achieves no
sewer flooding by 2040; very few believe that achieving this beyond 2065 is acceptable

All of the different sample types indicate that
sewer floods should be completely eradicated by
2040, households having the highest priority for
getting it done by this time

Only 8% overall said that sewer flooding should
be eliminated by 2065

The urgency of eliminating sewer flooding by
2040 is significantly driven by males in the 65+
age group, more than all the other age groups

Only 5% of customers across all different
sample types said that no additional investment is
needed on tackling sewer floods

Support for different investment options

Achieve no sewer floods

by 2040
! 79% A

Achieve no sewer floods

by 2050
Achieve no sewer floods

by 2065

50
No additional investment I 502
in tackling sewer floods 6%
8%
W Household mNon-Household m Future Bill Payers Digitally Excluded
(n = 1000) (n =204) (n =51) (n=92)

C2. Which, if any of Thames Water’s proposals do you support for improving sewer flooding to properties?

AV Significant difference at 95% conf. level. 94

For the digitally excluded sample this question was
asked as a multiple mention question



Qualitative

All customer groups generally want to end sewer flooding by 2040 but there are some
concerns about the amount of disruption this will cause and its impact on customer bills

Support for approach: Invest in improvements so that there is no sewer flooding of customers by 2040 (except
from very heavy rainfall storms):

Customers generally believe that immediate action is required to rectify what is perceived as an underinvestment in

critical works that protect customers ‘
Low support Moderate support High support
Perceived strengths? In their own words
More intense investment in the short term will help address the historic | prefer the 2040 option because, although it will
underinvestment in this area cost more now, the goal will be reached sooner,
: : and the bills will be less in the future compared to
Protects as many customers as quickly as possible, from the the other options.
extremely unpleasant event of sewer flooding Female, 35-44, AB, BAME, London

Perceived drawbacks?

1 in 50 chance per year is quite low. Investing now

. . o o _ doesn't seem too much of a high priority.
Higher up-front cost seen as damaging to families who are struggling financially Male, 35-44. AB, BAME, Clean and Waste, London

Higher level of disruption

Some feel the odds of this happening are relatively low, and so feel its not a

riorit
P y .



Qualitative

Ending sewer flooding by 2050 is generally seen as the most economically viable option, but
many believe Thames Water are capable of a more ambitious target

Support for approach: Invest in improvements so that there is no sewer flooding of customers by 2050 (except
from very heavy rainfall storms)

Customers generally accept this timeline but believe that Thames Water should ideally be more ambitious. However,
many trust that this timeline as been created to ensure bill impacts and disruption are kept to a manageable level

Low support Moderate support High support

In their own words

Perceived strengths?

Less disruption
The most economically viable for customers while ensuring the critical ML e e MMl C T eI« Sl
place. | think the bill increases make sense, but more needs to

work is carried be justified at each level, in terms of the breakdown costs
involved. | think | prefer the 2050 goal, as this seems the most
feasible and in a good time frame.

Female, 25-34, AB, BAME, Kennet Valley

Perceived drawbacks?

Tak | . i dwhat i b table risk I'm disappointed in Thames Water's ambition to end
aKes along time to end what IS seen by many as unacceptable ris sewer flooding in 25 years because | believe they could

to customers do it much sooner.
Male, 25-34, AB, White, London
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Qualitative

Customers generally see no investment or enacting their goal by 2065 as unethical; a few
older participants would opt for these options because they will not benefit from the work

Support for approaches: Invest in improvements so that there is no sewer flooding of customers by 2065 (except
from very heavy rainfall storms) and no additional investment

Many customers believe that to ignore or implement investment over a long period of time will put too many customers at
risk. Few take the perceived strengths of this initiative seriously

Low support Moderate support High support

Perceived strengths? In their own words

Some older participants believe this will allow funding to be diverted to

more immediately impactful enhancements they will benefit from If I'm being selfish, I'd prefer the 2065 option because the
L disruption greatest increase will happen when I'm no longer around!...I
€SS dIsruptio really don't think this is a priority. There are other things that are

Less bill impact more important for me to justify my bills being increased.
Female, 55-64, AB, White, Slough/ Wycombe/ Aylesbury

Perceived drawbacks?

. . This is a horrible problem, and I'm surprised that in a first world
Contradicts what many perceive to be a core duty of Thames Water: country we still have these issues.

to protect customers. Many see this as easily trumping the Male, 35-44, AB, BAME, Kennet Valley
perceived strengths
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Qualitative

90% support the plan to prevent sewer flooding, but many would want the improvements to
be implemented by 2040, and for Thames Water to help fund this

48 customers strongly 29 customers somewhat 8 customers somewhat
support Thames Water’s support Thames Water’s oppose Thames Water’s
plans in sewer flooding plans in sewer flooding plans in sewer flooding

* These customers are opposed

* These customers are very * These customers support to the plan on principle,
concerned about the harm Thames Water’s approaches believing that Thames Water
to public health and damage to reduce sewer flooding but should be using its profits to
to property caused by sewer don’t think its optimal fund these improvements
ﬂOOdmg , *  They think Thames Water «  Some are also strongly against

* They think the proposals will should set a more ambitious this because they want a
effectively reduce sewer goal (complete the work by faster timeline in place to
flooding and although they 2040 at the latest) and should address these challenges
want to see this achieved by not fund the project solely out
2040, they appreciate there of raising customer bills

is a lot to do, and so 2050 is
also acceptable
Caution, the percentages on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only 98
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Qualitative

Executive summary: Sewage Treatment Growth

Customer Concerns about sewage entering rivers

« All different customer groups are very concerned about raw sewage entering rivers (storm overflows). They are concerned that this sewage will lower the water
quality, which in turn could endanger people, wildlife and the environment

+ All different customer groups believe that due to the inevitable strain on the wastewater network via climate change and a rising population, proactively upgrading
the sewer network is essential

Customer reactions to Thames Water’s proposed approach

»  Customers believe that building new treatment facilities and installing new equipment will effectively mitigate the issue of sewage entering rivers in these high-risk
areas. They also appreciate that the bill impacts to customers are negligible

*  However, customers want to better understand how nearby residents will be impacted by the works (the amount of extra noise and traffic that will ensue)

+  Some customers also want to understand how much the issue of sewage entering rivers will be prevented by this enhancement, so they can better judge if they
feel Thames Water is doing enough or needs to do more to prevent storm overflows

« Thereis also a common request for greater transparency on how this approach will be funded, as many feel that Thames Water should at least partly fund this
from their own profits (particularly true of Future bill payers)

Customer support for Thames Water’s proposed approach
«  All different customer groups almost unanimously support Thames Water’s plan to upgrade the sewage network across 13 sites between 2025 and 2030:

»  Most customers strongly support the plan: They see this as essential work with a realistic timeline and appreciate the bill impacts are negligible

» Many customers somewhat support the plan: These customers support the plan but want more details on the level of disruption caused, and the overall contribution to
solving the issue of storm overflows. Some want to know if this will be exclusively funded by a raise in customer bills

»  Few customers somewhat oppose the plan: They oppose this on ideological grounds, believing that customers should not pay for this enhancement
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Context

Customers were informed:

« What sewage treatment is »

« The process behind this erecine s blows
« That due to a rising population and climate

change, there is greater risk of raw sewage m ] i s
(often diluted with rainfall) entering rivers | —— -5
through storm overflows ; ,?,.,“ e - . |

 Customers were also shown a visual
example of a sewage treatment works and
a storm overflow
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Qualitative

Customers are very concerned about raw sewage entering rivers because of the harm it
causes to people, wildlife, and the environment; they see it as a top priority to address

All different customer groups are very concerned about raw sewage entering rivers | would get horrified of they did not upgrade things
. . . . . . . since the problem will only worsen over time...
« Many believe that this practice will negatively impact customers by lowering the Female, 45-54. AB, BAME, London

quality of water, which could be harmful to their health

» Customers are also concerned that polluted water could Kill wildlife, and damage

the environment It is not acceptable to not improve the sewage

and wastewater systems as they do not currently
» When customers are told about the future demands of the system (climate change comply with government targets.

and a rising population) their concern intensifies, as many are aware of negative FEITEIE, (87 (Gl I, SO A BITIOR Y ESIon Y
media coverage of Thames Water’s performance in this area

| cannot imagine a scenario where you could decide

All different customer groups believe proactively preventing storm overflows should not Iio UD%??G the sewa?e S}Ils’:)em. {xt_ the vetLy least
. . . we Know that more peopie will be relying on this
be a major pnonty for Thames Water system over the next 50 years and right now it has

« Customers believe that preventing storm overflows equates with protecting insufficient capacity.

customers, wildlife and the environment, and view this as an essential function of Male, 45-54, AB, White, London
any water company

« Customers therefore struggle to understand a scenario in which Thames Water »
d t take proactive measures to prevent sewage entering rivers It would be unacceptable to existing customers,
O€s not take p u P 9 9 and future generations, if 'nothing' was done to

improve facilities...
Female, 55-64, DE, White, London
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Customers were introduced to the
proposed enhancement of
upgrading 13 sewage treatment
works between 2025 and 2030

Customers were informed of the
impact this would have on their bill
between 2025-2030 and were told
that the bill increases shown were
just for this one issue and that the
inflation had also not been
included in the costs shown

Finally, customers were told that if
no improvements are made, there
will be more sewage overflows
entering rivers in these areas,
especially at times of heavy rainfall

Context: Customers then assessed Thames Water's proposed initiatives to better manage
sewage treatment

f-‘°’1
- ] N Y \Aates NNFrW 1D CONAIM A fro Marnt VA e P Bl
How can hames Water improve sewage treatment works
Thames Water have identified 13 sewage treatment works that will need to be upgraded or expanded between 2025 and 2030 because of
increased housing developments in these areas
“Culhan (Oxfordstre) *Chaigrove {Oxfordshirn)
*Arborfield [Berkshier) "Ancdioversiond (Gloucestomnting
*Oiicot (Odordshire) *Cassington (Oufordshre)
“Whaoatley (Oxfordshire) *‘Bcoster (Oxdorsshrw)
Warntago (Ondomishing *Stansted Mountfitchet (Essm)
*‘Basingstoke (Hampshir *Caddangton (Bedfordshes
*Ayteabury (Buckingharmstyere)
The upgrades would involve new treatment facilities and equipment being built and installed wathin the sewage treatment work
Thism gnt cause additional traffic and noise levels for the local community whilst construction takes place. It meght also mean some houses
are cioser to the treatment works as it eéxpands
The impact on average customer bills to cover this investment would be £1.50 a year from 2025102030
The impact of making no improvements would be more sewage overflows entering the rivers in these areas, especially at times of heavy
rainfall
2
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Qualitative

Customers strongly support the upgrading of 13 sewage treatment works because they believe
this will effectively mitigate sewage entering rivers in a realistic timeframe

Support for approach: Thames Water will upgrade or expand 13 sewage treatment works between 2025 and 2030

Support for this initiative is very strong with many feeling it's part of Thames Water’s core responsibilities. Some customers
place their trust in Thames Water because they are perceived to be the experts in this field, others do so as they feel the
company is legally obligated to follow through with these enhancements

Low support Moderate support High support
Perceived strengths? In their own words
Customers believe it. i§ essential for sewer treatment works to be Seems to be able to help the issues caused by
upgraded due to a rising population and climate change the increased housing and therefore increase
_ . _ water waste. ...it will help the environmental risk
Customers feel that the approach of targeting areas most in need is of the floods and water contamination over a
sound large area.

] . . Female, Future bill payer, C1, White, London
They also believe Thames Water has the expertise to competently build

the assets needed to reduce storm overflows significantly

The works to be carried out will cause disruption.

Perceived drawbacks? Also, , these new sewage works will be so very
close to the new houses. Can this be healthy?
Female, 35-44, C1, BAME, London

Some customers are concerned about the disruption these

enhancements will cause in the local area
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Qualitative

Customers want to know exactly what the disruptions will mean for the local communities,
and reassurance there will be no delays in implementing this enhancement

Most common concerns/ questions:

» Customers anticipate prolonged disruption and want to know what this will look like
There are several reasons why Thames Water

« Customers want to know if planning permission is received for these sites, as they may not be able to accomplish this in the stated
are concerned obtaining this may incur delays and extra cost time. Oftentimes large infrastructural government
. . . projects are plagued with red tape, delays and
« Customers want greater clarity on how these enhancements will contribute to the cost overruns.
overarching issue of storm overflows, to get a better idea of how impactful this is Vikle, Fuire Bl peyen, ©1, Wi, Lonetn

What this means for Thames Water:
| always feel when new plans are proposed that

. Thames ther should reassure Cgstomers that the timeline will be honoured, and T N g - 7 i
that disruption will be kept to a minimum. implemented.

« Thames Water should also communicate what other initiatives are in place to Male, 35-44, DE, White, Waste only (Sutton & East

Surrey)
reduce storm overflows
Lesser concerns/ less frequently asked questions:
« Some customers want to know if this would be exclusively funded by an increase in | don’t mind paying a little bit more for
customer bills (especially Future bill payers) improvements... | usually get a bill with very little

information about what is going on, so | don’t feel

: engaged at all.
What this means for Thames Water Male, 65+, C1, White, Waste only (Affinity)

+ Thames Water need to provide a more detailed breakdown of bill costs, with
inflation included
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Qualitative

98% support Thames Water's plan because it is seen as a realistic and cost-effective
approach to mitigate sewer flooding

51 customers strongly 38 customers somewhat 2 customers somewhat
support Thames Water’s support Thames Water’s oppose Thames Water’s
plans in this area plans in this area plans in this area

These customers believe * These customers support the » These customers oppose
Thames Water’s approach approach but want greater the approach because
will effectively mitigate transparency on: they believe Thames
sewer flooding in high-risk 1. The level of disruption that Water should find other
areas at a negligible cost for this will cause for residents ways to fund the project
customers that doesn’t rely on

2. How much sewage flooding

- increasing customer bills
this will prevent

3. Ifthisis funded exclusively
from customer bills

Caution, the percentages on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only 106
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Qualitative

Executive Summary: Bathing Water

Customer Concerns about the quality of bathing water

+ All different customer groups are disappointed that the water quality in Wolvercote is poor and believe this is largely due to sewer spills

» They believe Thames Water has not invested enough in the wastewater network and that there is detriment to plants and wildlife. They also value the mental health
benefits to the community of having good quality bathing water

* However, they admit it is a secondary concern. They are much more concerned about poor water quality in rivers that Thames Water extracts water from, believing this
could lower the quality of their drinking water

Customer reactions to Thames Water’s proposed approach

*  Most customers welcome Thames Water’s plan to improve the water quality at Wolvercote to ‘excellent’ and support the designation of more bathing waters
« Thisis primarily because they feel the bill impacts for the positive environmental and societal improvements are negligible

+  However, some feel resources are better allocated to higher priority issues that could negatively impact the quality of drinking water (sewage overflows in rivers that
water is extracted from)

*  Some want transparency in how much Thames Water will contribute to these enhancements and believe on principle, that Thames Water should fund at least part of
these initiatives since they have underinvested in the past

e Customer support for Thames Water’s proposed approach

*  Many support Thames Water’s proposed approach to protect wildlife and provide local communities with enhanced health and wellbeing. Those who oppose feel
more pressing concerns, like climate change, leaks, sewerage spills, and general network maintenance, should take precedence:

»  Many customers strongly support the plan: These customers believe that the bill impacts associated with protecting local wildlife/plants and improving the quality of life for
residents is negligible

» Many customers somewhat support the plan: These customers support the plan but feel it is not a priority

» Few customers somewhat oppose the plan: Those who oppose feel more pressing concerns, like sewerage spills, and general network maintenance, should take
precedence and don't like the idea of paying for an improvement they will not directly benefit from

»  Few customers strongly oppose the plan: These customers strongly oppose customer paying for this, and feel there are more pressing issues for Thames Water to address
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Context

1. Customers were informed about what a
designated bathing water area is

2. They were then told that Wolvercote Mill
stream near Oxford was the first
designated bathing water in a river within
the Thames Water area and that after
quality testing, it was classified as 'poor’

3. Customers were finally told that the status
of designated bating water may be lost if
water quality tests fail for 3 years out of 5

What are designated bat

» Designated bathing waters are areas of coas

get tested for bacteria to let people know how saf

there. Local groups can apply to the Depart

Rural Affairs to have a stretch of water officia

vater

« In 2022 Wolvercote Mill stream near Oxford

bathing water in a river within Thames Water

Project had applied for this designation with

monitoring water quality in the area.

 Laterin 2022 after the first swimming season

Wolvercote Mill stream was classified as 'poor’.

* The status of designated bathing water may

continue to fail for 3 years out of 9.

ment for Environment, Food &

tal or inland waterways that

fe it is for them to swim

lly designated as a bathing

became the first designated
s area. The Oxford Rivers

Thames Water supporting by

of water quality testing, the

[

be lost if water quality tests

hing water areas:
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Customers then assessed Thames Water's proposed initiatives on improving and creating more

designated water bathing areas

» Customers were informed how Thames
Water propose to maintain their designated
bathing water area to reach 'excellent' status

» Customers were also shown information on having
seven more designated bathing water areas by
2030

» Customers were informed of the impact these
options would have on their bill between 2025-
2030 and were told that the bill increases shown
were just for this one issue and that the inflation
had also not been included in the costs shown

» Thames Water plans to support any such application by supplying water quality

A . i ‘ |
{WZWA/ Can ~amec Water imnrone to retain their decianated
HOwW Can | hames Wwater improve 1o retain thelr aesignated
~
-~ ~ ~t ~ ~7)
\  § 3 - f
JCA (.] C C \

beyond just ‘sufficient’ g

the bathing water status), and aim for ‘excelient’, the highest cleanes

uality though (which IS the min

river water. This would require estment 10 reguce sewage spills or reg 2 Ihe

The investment 1o get o an ‘excellent’ standard at Wolvercote Mill stream, by

preventing sewage spilis in the area would add 4p a year to average annual bills
for all customers from 2025-30

How can Thames Water improve to gain further designated
bathing water areas?

+ Meanwhile, more and more swimming groups across the UK are applying for

their local stretch of river to be designated as a bathing water. Potentially there
could be 7 more designated areas in the Thames Water area by 2030.

tests, and it would also aim for the water quality to be at least ‘sufficient’,
meeting minimum standards. This would require investment to reduce sewage
spills or reduce the impact of sewer spills, by improving nearby sewage pipes
and treatment works and/or by using natural ways of reducing river pollution

The investment needed to support these extra applications in this way would add

£1 a year to average annual bills for all customers from 2025-30
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Qualitative

Customers are disappointed that the quality of water at Wolvercote is 'poor’; they want this
improved as long as it is not prioritised over other initiatives (e.g. reducing sewer flooding)

. . L . There h I f
All customer groups are disappointed that the water quality in Wolvercote is poor and ere have been several instances of sewage

_ o ) polluting the River Thames in the past few years
believe this is largely due to sewer spills and obviously this has serious implications for the

, health of the river and all of its users (human,
« Many customers are aware that Thames Water has had some form of negative press (

. . animal and plant).l suspect that Thames Water
coverage on the practice of sewer spills has again failed to make the necessary

investments.

» They see the practice of sewer spills as the cause of the poor water quality in s, 45 54, BE, Wi, Wesie el (Gulisn & Bast

Wolvercote Surrey)
* They believe Thames Water has not invested enough in the wastewater network and
are disappointed Wolvercote is in poor condition As long as plants and wildiife can survive, it
. . . doesn't need to be clean for humans as we
They believe that it would be a shame for the community to lose the mental health source water from different places.
benefits of the bathing water area, and for plants and wildlife to perish, but admit it's FEELS, (852, (Ol RS, Rt

a secondary concern
It would be a terrible shame if they don't improve

« They are much more concerned about poor water quality in rivers that Thames the standards and they become unsafe
Water extracts water from, believing this could lower the quality of their drinking Itokswim in. | do have friends that swim in local
aKes.
water Female, non-household customer, Salon owner, 1-10
» Those who either swim or have friends and family that swim in rivers, etc are much employees, London
more likely to have a higher concern for this issue
» However, as most customers will not directly benefit from this bathing water area, Eritrr:ifing W?ter supply should be prioritised over
they admit they are not personally concerned about this athing water.

Female, 55-64, C1, White, Slough/ Wycombe/ Aylesbury
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Qualitative

Customers welcome what they perceive as negligible bill impacts, but want to know what
proportion of the proposed enhancement is being funded by Thames Water profits

Most common concerns/ questions: . .
...l would be relatively comfortable paying a
« Some feel that the underlying cause (attributed as sewer spills) of poor-quality higher bill if changes were being made and the
bathing water is due to Thames Water not historically investing enough money in impact was visible. There's nothing worse than
paying more for something that doesn’t
the wastewater network change/improve...

, . . Female, 25-34, C1, White, Waste only (Affinit
« Customers support Thames Water’s plan to improve the number and quality of emae e, Waste only (Affiniy)

bathing water areas and although they think the bill impacts (£1.04 per year in

total) are negligible, they want to know what proportion of this project is being Just as we are discussing price rises what about
funded by Thames Water the extortionate shareholders payouts every year
...it should be reduced payouts rather than price
: ] increases. Thames Water need to improve the
What this means for Thames Water: . _ water quality of the Thames full stop.
If Thames Water provides greater context into how customer bills have been Male, 35-44, C1, BAME, Slough/ Wycombe/ Aylesbury

historically distributed towards initiatives aimed at protecting customers from sewer
spills, it will likely elicit greater support

...| believe we are duty-bound to ensure those

Lesser concerns/ less frequently asked questions: creatures/plants that need water as a place to
« Some are concerned about the environmental and wildlife impacts if bathing live/survive... do not have their world damaged
waters ae not maintained and/or improved by humans.

Female, 55-64, AB, White, Slough/ Wycombe/ Aylesbury

What this means for Thames Water
« Thames Water may find more support for these plans if more detail is given on the The works to be carried out will cause disruption.
itive environmental and wildlife impacts that will arise from an improvement in Also, , these new sewage works will be so very
POSI _ ) P P close to the new houses. Can this be healthy?
bathlng water quallty Female, 35-44, C1, BAME, Waste only (Essex & Suffolk)
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Qualitative

All different customer groups generally support improving the water quality at Wolvercote Mill
and designation of more bathing waters but largely view these enhancements as ‘nice to have’

Support for approach: Improve water quality at Wolvercote Mill to 'excellent’ by reducing sewage spills in the area and
support application of 7 more designated bathing water areas by 2030, aiming for water quality to be at least 'sufficient’

Many support both approaches for the same reasons: the benefits to wellbeing, the environment, and wildlife. However,
some are opposed to funding something they won't directly benefit from and that other issues should take precedence

\

Low support Moderate support High support

In their own words

Perceived strengths?

If it's that small amount on annual bills, then | am

» Enhanced well being for local communities , ) Al |
up for it. It's a small price to pay if it comes as

* Protects environment and wildlife guaranteed to keep swimming areas free from
. - sewage spillage.
¢ Neg“g|b|e oill |mpaCtS on customers Female, non-household customer, Office manager, 1-10

Perceived dl'aWbaCkS? employees, Waste only (Affinity)

. , . . Supported] for ecological reasons and enhanced
« On principle, some don't think customers should exclusively fund an enhancement guaﬁ% of”f(]e_ ?

that will only benefit some, and one in which the underlying cause is due to a historic Male, non-household customer, MD, 1-10 employees,
lack of funding (i.e. ‘Thames Water needs to take some responsibility here’) Waste only (Affinity)

« Some don’t support customers being asked to pay for this plan ...| wouldn't support it increasing for this reason

« Others feel there are more pressing issues (sewage overflows in rivers that water s~ bathing waters arent a priority right now
Female, 55-64, DE, White, London

extracted from) needs to take precedence 113



Qualitative

82% support Thames Water's approach because of the increased wellbeing of nature and
residents; some feel these are ‘nice to haves’ and so not a priority

38 customers strongly 36 customers somewhat 9 customers somewhat
support Thames Water’s support Thames Water’s oppose Thames Water’s
plans for bathing water plans bathing water quality plans bathing water quality
quality

These customers believe * These customers support the * Those who oppose feel
that the bill impacts approach but view it as a ‘nice more pressing concerns,
associated with protecting to have’ and believe there are like sewage spills and
local wildlife/plants and more pressing issues that general network
improving the quality of life should take precedent maintenance, should take
for residents is negligible - Some question if customers preqedenoe and don't like
(especially those outside of the idea of paying for an
the areas that will benefit) improvement they will not
should fund this directly benefit from

Caution, the percentages on this page are based on a relatively small qualitative sample size, they are shown to indicate the direction of sentiment only 114
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Quantitative

Account holder responsibility

The majority of participants are responsible for their own accounts, for households and non households.

Household Non-household

n=1000 " =204

Which of the following best describes your level of responsibility for
managing the supply of water and wastewater services at your
organisation’s property?

Are you the person responsible for paying your water and
sewage bill for your household?

= Solely responsible = Solely responsible

Jointly responsible Jointly responsible

THAMES WATER ENHANCEMENT CASE, MAY 2023.
Q5. Are you the person responsible for paying your water and sewage bill for your household? Q7. Which of the following best describes your level of responsibility for managing the supply of water and wastewater services at your organisation’s property?

Base: Households (n=1000), Non-households (n=204) AV Significant difference at 95% conf. level. 117



Household customers

Quantitative

More than half of the participants are skilled or qualified workers with an average household income of
between £21,760 - £70,000 a year.

Intermediate managerial /.. GGG 19,
Supervisory GGG 20%
Skilled / Qualified  IEG—N 149
Semi or unqualified IEE—< 11%
Retired on private pension [N 11%
Higher managerial /.. 7%
Homemaker Wl 4%
Retired on state pension M 49
Unemployed Il 4%
Casual worker M 2%
Student B 1%
Full-time carer B 1%

Other 0%

THAMES WATER ENHANCEMENT CASE, MAY 2023.

Household

| do not have any of these
conditions or disabilities

Mental health condition

Mobility disability

Chronic illness

Learning disability

Visual disability

Hearing disability

Disability requiring the use of at-
home medical equipment (e.g....

Other, please specify

Prefer not to say

n=1000

——— 73%
BN 12%

M 8%

N 7%

B 4%

I 3%

I 3%

I 2%

| 1%

0%

Up to £8,000 a year /up to £670 a
month / up to £155 a week

£8,001-£17,005 a year/ £671 -

B 6%

P 109
£1,417 amonth / £156 - £327 a.. 10%

£17,006 - £21,759 a year / £1,418
-£1,813 amonth / £328 - £418...

£21,760 - £30,000 a year / £1,814
- £2,600 a month / £419 - £580..

£30,001 - £40,000 a year / £2,501
- £3,300 a month / £581 - £770..

£40,001 - £50,000 a year / £3,301
- £4,100 a month / £771 - £960..

£50,001 - £70,000 a year / £4,101
- £5,800 a month / £961 -...

£70,001 - £100,000 a year /
£5,801 - £8,300 a month /.

More than £100,000 a year / more
than £8,300 a month / more than.

Prefer not to say

E— 5%

| I 12
I 15%
| I 13%
I 15%
2%
6%

- 3%

Q12. Which of the following best describes your employment role? Q14. Do you consider yourself or anyone within your household to be officially disabled defined by the Equality Act 2010 as having ‘A physical or mental impairment which has a substantial and long-term adverse effect on a person's
ability to carry out day-to-day activities'? Q15. What is the combined gross income of your household? By this we mean how much money do all the people in your household have coming in, before Tax and National Insurance deductions. We would like you to include any benefits received or benefits

paid directly to your landlord as part of your rent (e.g. Housing benefit)
Base: Households (n=1000)
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Quantitative

Non-household customers

Around a quarter of non-households use water for more than domestic-style use (e.g manufacturing process,
ingredients, part of their service)

Water supply used for ... Non-household
76% n = 204

18%
14% 13%
- - -
I
...normal domestic use for your ...the supply of services your ...the manufacturing process which is ...an ingredient or part of the product None of the above
essential to the running of your or service your organisation provides

organisation’s customers and organisation provides (e.g. cleaning
services etc.) organisation (e.g. to power machinery, (e.g. food or drink, chemical,

employees (e.g. customer toilets,
supply of drinking water) agricultural production etc.) cosmetics manufacturer etc.)

THAMES WATER ENHANCEMENT CASE, MAY 2023.
Q11. Which of the following options apply to you, in relation to the supply of water to your business?

Water is vital for....
Base: Non-households (n=204)



Quantitative

Future bill payers

About 9 in 10 future bill payers currently live with their parents or other family members,

Future bill payer

(0]
92% n=>51
4% 4%
— — 0% 0%
| live with my parents or other family [ live in student accommodation | live in a rented accommodation Other None of these
members where bills are included where bills are included

THAMES WATER ENHANCEMENT CASE, MAY 2023.
Q6. Which of the following applies to you?
Base: Future bill payers (n=51) 120



Household customer demographics

Vulnerability in household Unweighted
total

. Unweighted

Mobility disability 84
Chronic illness 73
Mental health condition 127
Mobility disability and chronic illness 157
Hearing disability 35
Visual disability and mobility disability 117
None 710

THAMES WATER ENHANCEMENT CASE, MAY 2023.

White British 724
White and Asian 19
White and Black African 8
White and Black Caribbean 14
Black African 34
Black British 31
Black Caribbean 24
Indian 58
Pakistani 23
Chinese 10
Bangladeshi 17
Asian other 19
Black other (not specified) 1
Not stated 18

Quantitative

Q14. Do you consider yourself or anyone within your household to be officially disabled defined by the Equality Act 2010 as having 'A physical or mental impairment which has a substantial and long-term adverse effect on a person's ability to carry out day-to-day activities'? If yes, which of the following

disabilities do you consider yourself or anyone within your household to have? Please select all that apply.

Q13. Which ethnic group do you consider you belong to?
Base: Households (n=1000)
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Quantitative

Household customer locations

Unweighted tota

THAMES WATER ENHANCEMENT CASE, MAY 2023.
Q4. Please can you share your postcode of your business. We only use this to validate the region you live in to ensure we’re speaking to the correct people we need for this survey.
Base: Households (n=1000) 1 22
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Enhancement

Case Insight

RECRUITMENT SCREENE
VERSION NUMBER 2

VERV

Energising Ins —

Ennancemant Case Inaght  Qualtaive community

EFae ¥ 'Clen List, specly pioe s Al customers

DCient st Clean + waste cusiomens
cnly and wasto-only

C0rd Party

DOpen Ink

FRINE YOur Say 0N your Uare water Sapply

Pre hoader Take part In researcn about the feure of your waser and wasiesaler senioes

H FiraNamef,
Wie are iooking for peopie 10 $3ke part In cur kiest fesearch oroject where We e asking for membens 1
givie thar cpinions on impanant watier and wasiewaler opics

The research 'wil invehe logging inlo an coline platiorm where we Wil 36 yod to read some Information

about how Thames Waler oropase 10 hande Arwgber Jd diferent water and waslewater chalenges for

the future. You wil then provice feedback on whal 1S MEans 10 You 2% 3 CUSomer, your Quoandy and
the Thames Viater arca

The research wil Sake place beoween Tuesday 19 and Monday 24" Apr and wil ndude 5 1o 7 days
worth of actidtics, we antiopase that & wil take a maxdmum of 20 mindes each day 10 compiete glaf the
acthdies

1 ks a great opporunty 12 have your say on imeortant waler Ksues DUt 3lso, everyDne who lases part wil
receive a £50 \oudher Exoress veucher that can be used o @ 2set of high street and colne stores

Flaoes are lmited so click nene %0 complese @ shor questomare 1o register your lieecet
[Take part bution)
Kind regands

Customens voloes team

VERVE

10-34 Patare TH Papace 10 White ﬁ‘l::“
iSlend
4 w SaAMC zw
= s | [mnmmmare s
4 i Noawurasase w
= 1z Clasivass [
o 12 Wasza anly pd
oo Nl
Thaamas Vallay & licre w Hon hoaeedols cutamas z
Countun 10+ amziovaan
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ALY ] AOCd &
Farrals ] citC 44
4 Land
454 Maare S0 Bypas 4 Whine
T
30 Lomdl
=] ] OAMC i)
Yalvarabia puenn rete of Saaih and
4 %] Pancia) 7]
4554 ] Konvurars s Rt
ft 2] 15 Chunt s Rl
Kon haaeabold cunsamars under 10
(== 15 R LH
Hen hassahald suriaman 10= -
Lardan M arupd . s
Tanmet, Valbiy & llcres Counthe. n
Imérg

Thani vedl for vour inleses! intaking par inour research on the fulune of your walt and wastrsater
SErCES.

Pheasie chok balow o gl stared.
AECTION & - SCREENING

FIFE M FROM CUETOMER VIOICER
L Dandar

Age
- London/ Thames Valley B Homs Countiec
- WRE and NOM-WRZ

- Vuinsrabis

- HWPE

- 3oolal Grade

- Ethnloity

A3K ALL - fingls Code — DD HOT RANDOMIZE

Ada. Wie ane looking for peopke 1o ke part |n reseanch which will ireolve longing inte o e -based
communiy and comgeling some actviles. The activies wil mwohe resding imomraticn abo e
furture of your walsr and washewmier sericss and some of the inprovemenis fral oould be made.

VERVE

Tha Conmmeaini ty sl be e from Tuesday 117 and Friday 24= Apd, mene il be 510 7 days wordh of
actiwiiies and we anfoioale hal 1wl lake & maxd mum of 20 miniies cach day o compiee ail ol T
actiwiles.

Tyiou ane sehocied and compicte all the actiites, you wil reostve a EBD Woucher Express woucher for
Ao ez, e well et yown kel by Thursdiry 5= Apl i youl hee boon chosen 1o fake pad.

JAire you willing snd avalable io tske part?

1. Wes, |am fre, and Id ke G iake pan.
2 Mo, |cannot e part G0 TD ENDV 3CREEMOUT TEXT

A 3K ALL — EHngls Cods — DD HOT RANDOMISE
Al Tz ol ina conidnity Wil be hasied by our usted dhisd. party sucpler, Reocliecte

Flzasa roli thal your emall addness will 2 shared with Reool eotive, nurpder I wo (o B inadlod i
join e commanity. Comments, aotiity resuls, Wiens and imanes yos chonte b0 unkaadihane
during Tre commanity will be haid on the Recoileciee patiorm ior 3 months. To read Geocd Raliss.
privacy policy. phase cick hare Reoolisctive iintips:iTeoolleafive somiprivaoy)

iz Mty ol S0 shae commenis, widess and images with Thames Waler which will be sed o help
thiem make deckions on thelr fubune plans You can read thelr privacy’ palicy hene

It vy T el e oo Uk e gal OrVeOy- DOlCY,
Mymmmmhmymmhll:uhmueﬁumInmmammm
Image o ghare with Thamee Watar for recsanch purpoces only?

1. Yes, | am hapoy for wou to shane oy detalls and any' comernent ¢ woes §image contad |
upicad B0 TO @

Z P, | amnol wiling for wou o stane oy delails and any' commenl ¢ W0 §image oontact |
upicad (Th's means pou wN nof be abée o fave gt in s ressanch) G0 TO ENDY
ACREEMOUT TEXT

Faane nofe thaf dhane ame 8 actiafles in fils comemenily; Sud yow wdl b= stk o sudmf these A powr
EnmvErs i fhEcE ways I FoU wish

ATK ALL - MULTICODE — DD HOT RANDOMIZE
@1 Tha racearoh will be condusded om an online platform — vwhad dayvies ars you Bkely to wse to
complets the receanch f you e calsstad? Thok ol that appiyl

1. St phone

2 Tabbd

3. LapopiFc

4. Mone of e aboswe [ANCHOR, EXCLUIVE, 3CREEM OUT)H

A FH ALL- MULTICODE- RARDDDER EE
QE Hees you sxparianosd any of the Tollowing ralaisd io your wabsr company In G leck few
Ll il

1. Imsues pasireg The b

2 \enl o o mraler

3 Had nowalr o low walnr Dressurn
4. Foeporked o ks in e nood

VERVE

Had @ ek on My progey

“fiatar lasiodlonked dnny

Hadl sewane food your Rouse of garten

Had waler from @ burst winber pipe §00d vour house o garden
Mlade a comglaint

. B SWITTIing In @ kocal river

. Soen poliulion in o kKol e

S gmm s mm

AAK ALL - EINGLE CODE
@4, To what exfent do youw agras or wfth theca ciad about Thamss Wabar?

Ploase sefocd on answer.

TOF BREAKE, RANDOMI IE

Thames Wiater ksten i i cusiomens iosetier undersiand ther needs

Thames Wiater lake care of the ensonment

Thames Wiater irwesi in new ways o impeove their sendioe. premaning s sl Tor fhe Tuione
Thames Wiater {ake cwnership of thedr cusiomer problemrms

Thames Wiater onty cane aboul profits

Thames Wiater am & nespons bhs comnany

Thames Wiater iake provdng an essential sendoe senoushy

Thames Wiater play an actiee role in e commanity ey work in

DWNHIEREAK B/ 3INGLE CODE

FospaooE

eI
E
=
:
:
i

QI Plsacs Indlosds e scisnd o whioh yow agres or witth the fas b
that other paoples Fave mads sbout Thames Watsr,

TOF BREAHE, RANIDOMI TE

1. D irust Thames Waksr o prosice walir and Wasiswsniss soreioes
I seasy o deal win Thames Walar

3 D have @ good relsl onship wiin Thames \Waler

4. Thames Water & a far and honest comoany

D:DWNHEREAK B/ SINGLE CODE

1.
P
3 Meither agres nor disagres
4.
5

A3K ALL OPEM EMD, FORCED
@4 Tall ws In & coupls of cend about your t fr on saving wabsr Inyvour Rome.

Wl e d @ Few detaili From gou 1o sl gou up on our community platheem @ you are selected,
Muine complete Lhe detals below.
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VERVE Thames Water (&

A3F ALL, OPEN TEXT

C3b. Finally, placs ochooss a ussmams $o uca Tor the durabion of the pop-up community, You
can chiotese whichewser semane you |ke, bt please e sune nol o make H someining that denifies
ol personaly. g a oombiralion of your irs and last name.

Dont wory about nan Four ussmame W= Al onallon & pou fake part i the commoniy:

WEY also be suve o amend S0y LREMAames M ientfy you personaly, 3o profect oo identi
UI'ER IEX] BU.

SCHEER O CUMINIION: ' afnied yeu das qualy far s sty bl plisiss ke an ey oul for s
[jisciE CraTiag SoEs.

Closing text

Thanc vl fior vour Inleresl. 11 vou ane chisen o take padt, we sl contact you via emall by Thursday
[T

i

VERVE [hames Water (&3

EMAIL T BEND TO $UCCE B SFUL RE BPONDENT &
WE'LL NEED & BEFARATE EMAIL FOR THE WATER AND $£43T5 WATER CUSTOMERE

WATER IMVITE
Subjest ine Fulire walnr SErvices onl ing Commnity
Pre haader s i | fm i Bk ot In our resEsnch
Hi [Firstame],

Thani you for your inlerest indaking par inour research for Thames Wiaber aboul fuhre waler sendoes.
e are ol 1o fel you than wi R seiecied you fo ake part in e onling conmuniy

Tha commurnity will open on Tudesday 11" Aprl and wil slay open unt] Morday 24+ 0000 wih 5 days
worh of achitics which we estmate W ake up 1o 30 minuies each day and sa hene i penty of lme o
compiale gl the actieiies.

Duringg The: research we wil ask you 1o read soene information on he fuiune of your waler serdices. and
some of 1he Imgrovements el could De made. W want vou o Tesdhack veur troughls on what [ reans
10 VO 36 @ CUSIDME, VOUF SOl and The whole Thames Waler calchenent.

On completon of all the activiies you wil recehwe @ EBD Vioucher EXpress vouche.
Your oonamuniy moderalors will be Ronan, Emily, Magdag and Maggie - experenoed qualiialise
rESEAnCners oM o inskghl agency e,

o il e avy auistions atou this sommanily o 15 goal of thic receansh projsat, pemss send an
email ke Renan al B HegarmsPaddssres oo or Emiy ol £, Tuton aahesrsa.onm,

O ol v oy quistions atou thi Incenthae offersd for his project e wfen Bwill be senl, phease
contach s ot oo fEvenaeuniins. oo UK

Tio bk 1t kv thial v ane Qoend) B lake par inine ol i e i s and Sk wp ol
profie. I you o nol set up your profle by Friday 14 Ao we wil assume thal you na longer wish 1o
take part and will offer your plaoe 0 someone on the resere st

Thanis you again for REENG U with s project and we look fonwand o mesting you [n the commendy

Thanks
Cuslnmer Woloes Team

VERVE Thames Woter ¢

WA ITEWATER INVTTE

Jubjscd lina FUliee washeanher Senioes onine comeruniby
Pre hasder ‘iz would |k o in Bake part in our messanch
Hi [Firsttama],

Thaani vou for your inlenest in saking par in o reseanch for Thames Wiater atoul iture wastesater
SIS,

e ane pheased 1o el you that we nase selecked you o dake pad in the onine conamunity

Tha conmmarity il npen on Tuesday 119 Al and wil slay open untl Monday 24% gl with T days
wirih of acihties, which we estmale wil tke up o 30 minutes and 5o thene ks penty of Bme he complele
iLnd the activiles.

During the: research we wil ask you o nead some information on 1he futune of your wasizsaler sendces
and sonee of 1he: Irnprosements thal could e made. We want vou o Tesdhacs your fhoughis on what i
mesan o woa, your pongrpgnthy and the whole Thames Wiater caichrmend.

On complefion of all the ackies you Wil neoshe a E50 \oucher Express, voucher.

Vi conuniy modenalnes will be Ronan, Emiby, Matk and Maggie — sspanenoned quaitalie
FESEN NS IO SONSUTET NSkt agency Ve

T o e iy auiestions atout this somevenily o (e goal of thic receanch projeat, pese send an
emall i Ronan al B HegarbsTaddeeres com o Emiy il E. Tutton fiaddeerae.com.

I wou M vy quieslions atout the incentive offiened for This project or when | will be senl, please
contact us ot danefEverevolins. ook

T bk L ke thill you i going) bo fake pa inire research, ol ic& 1o i cdow @ned Sef up your
profie. Hyou do ol sel up your profle by Friday 14 Apd we will assume tal you no longer wish o
tako part and will offer your plaoe o SoTaons on the resenss st

Thaani you again for heiping us wilh this project and we iook fonvand ia maeting you in this communy

Thanks
Cusinmer oloes Toam
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ENHANCEMENT
CASE INSIGHT -
WASTEWATER

POP-UP COMMUNITY DISCUSSION GUIDE FOR WASTE
WATER

VERVE

Energising Insight

VERVE

About this project

As Thamaes Waler bulds ks Business Pan [ nas dentfied some 10065 gazs i nsight needed 10
demonsirale how customers fod bout wariows enhancement cases and where they wou'd priorise
Invesiment. The topics coverad ane compiex and 1t s [ kely that most oustomens are Lnawane of
these issues of of what is required to sobe these chalienges. Therefone, a mathodolony that alows
paticpants soaoe 10 leam and form educated cpinkons 15 regared

A popeu communiy uking a del berative approach o educale particpants 0 they can make an
Indormed judgevents on the lopics of Yater and Wastewaner Regarerents:

*  Sewaqe treatment grows
*  Infivation reducton

*  Sewer fioodng redience
*  Imoroving rver heattn

o Enhancing tathing walkers

Research Objectives

The overall chiedtive IS 10 get cusiomer apinion on how Thames Water infends to address curent
netwodk challenges and If there S e to fund tham. There are spoclic abjectves tied 1o the
aferent Enbancement Case:

Joange trostment growdn:

o Asoonmain Foustomens suppod he orleridpring ples Thames Walker have wsed 10 seledt e
types of schemes and progranmime of S0UTonG 10 MErove 1 Sewer netwcrk

*  Ascertain ¥ customens supood Thames Waler sdecied programme of soutons
Infitration recustion:
®  ich of the three potential solutors [F any] 00 galcenees suppor:

1. Reinng sewers
2 Increasing storage capaoty
3 Increasing treatment

Jower ficcding resilisnce:

* Do cuslomens want o spend mone nol 1o misgale the forecast Ivead of growh and dmate
change on Booding on our natwork n e ftune

Improving river healtn:
o Rethinsing rvers: 1 there eaqrick Sppo for e atemative colkboratve approach o
delverng Thames Winer environmental cucomes. natead of defvering the cument
programme?

*  Vider ersironmental culcomes: Do CUSImers Spoon us considenng best value adions
that are not the absoise dweapest avadabie but offer addticnar ervdronmental benefits?

Enhanoing bathing waterc:

*  nland batning waters: Do customens supeon going above ‘suficent iowands ‘excelent’ for
the cne addtiona’ hathing waler area being crealed. and achieving a wufficent fevel of
Qual by af shtes that are desgnaned, even f Thames Yater don'l cromose them?

T4 Tromss Waser Cobascanest Cuae — - anw

VERVE

Homepage weicome fexd | Hiedo and wekiome 10 o0 commurdy)

Widicome. .. Over the nexd few gawg we wark 1o share some
Informason on the network that Sewane
and cther wastewater from homes and busnesses and ask
YO vews on how you think Thames YWiter shoud manage
that system in the future. We wark 1o undersiand your views as
a bl paygng cusiomer

“Future bl payer welcome placencider”. Over the naxt few days
we wand 30 share some nfomabion on e wasiewaler networs.
that remaves sewaoe and other wastewsner from homes and
businesses and ask your views on how you think Thares
Wiater shoud manage that system In the Sture. Vie know you
don't pay blls right row DUl Jedse Dase Yo Answers as
though you would be [because you may have to in Ine petios-
dstoct f.ourel)

"Business customer weicome placchader™ Over 1ne ned fow divs
W want 30 shane some RfomTalion on 1Nt wasiewaler neteons
that removes sewane and other wastewater from homes and
businegses and 6K your views on how you think Thames
Viater shoud manage that system in the Lture. Vie wark 1o
understand your Vews as a business cusione. Please aso
nole that you wil see mentions of customes bils and futue B8
Impads throughout this reseanch. These are based on average
annsl household water and wasiewaler Hiks [EASE curenty|
rather fan business Hls, o 1he vakaes coud be diferent for
your busie e ety So tor e purposes of this research,
please tink atout the prinolple of any bil Increases
maensoned, which wil be on 10p of the average household bil

Bedore we begn, we Tought | woukd be Impodant (o e you 2 bt
more about ths researndy

Evary five years, walier and Seacrage companies take partina
Frice Raview. They dan cut the acthvites thay wil undemaie over a
froesyear period to delver the Service that customens expect. and
any mpacts on the bil that those acthvites might have These
activites range fom del harng cusiome senioes, managing ne
waler and sewerage netwonks, redacng oxton emssens, and
making a dfference in local communties (nclading the natur
environment such as rivers). These fiveyear glang are presented
o Ofec, the water and sowernne industry reguiaton, whidh has e
power fo acoept of reject each comeany's plans and proposed N
Iimpads. The curent Price Review covers activiies sanned for tne
period 20252000

Wishar and SeWerane COmpanes must consult with thair customens
about their plans and reflect Tis in heir ghaee

Thames Viater & commited o imErowe it networs 1o betler most
the needs of ostomens now and n e futune. Tnames Wiater have
Identfiod 3 ourdhe of polential improvements 1o Detier manage the
waler and sewerage networks [Incud ng repans and

reclacements)

T Thome Waser Trrancercest Cwae —
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This: research is aboul one dlesmend of Thames Woier's prioe
e, speciically the washosater and scwage network. We amn
Iesokiing fior vourr Pz b o Thames Wales's plans inthis arca. GL
Pl vour fendnack vl e ok aoooum o wihin o repon witien by
e, and decisions aboul whal course of aclion TRamds Wiaber
oy ke wAll b inPusenced by vour ooTimenis

Thare will b some Information 1o Show vod akang the way, and
war'dl sk o 10 nead this carehaly. We'd Pl vou B0 undarstand the
Iriormrariion presened Sotal you ane abe 1o gfee an informed
iz, while considening the issues Imeoved.

Moderator indn

“Helin, Wi a7 tie Fesdarchens woul De spaaking (ol Ve ane fealy
Vo) forward bo menbing o and geifing staded with some great
rarer activisies! Hyou harse any questions or noed 1o gef in fouch
wiih s, s drop us @ Ene Berg and wi'l get hac o you as
SO WAl

Dizcussion guide

&l on
the \ische Vgie:
bwork

Daay|e] & odar: 1.1
Allpostion: &g A
Taxk fypac Private

Indhviduml responeses
ilonm dsoussions)

EE“‘F_

VERVE

m-.:_'“t':,. Pow il wou harwe: learmeed about whal Rappens o Sewage and wasiewer
beoust coour Inthe | When i o oo propenty, we sant 10 Show you Some more | momsasion

Day|c) & order: 1.2
Allgostion: « g A

bl howw sewers work aned iy sewer Nooding and stonm overfioes
happan.
Dy 1 #Hm choem hers)
®  nal are your (st imgression of the probiems fal can be coused
by sewar Tooding and stom ceerlows?
®  imichof the fpes of Incidents abowe 0o you fhink Trames Yiaer
shuld foc s on presening most? Why do you say that?

VERVE

P Thal v hioree bearmaed aboil Tree Sewnr neteor and hos E can Sood
and oweriow, e ane going 10 show wnal Tnis means jor cusiomers, it
and th nalural e ronmem

{Dway 1 FHm ke hees)

® fifmichof the iyoes of incidents above 9o yvol Think Trames Wiaber
Shoulkd Foc Lt on preveniing mosT? Wiy do you say that?

Firsly, e wank o revand v of Ihe area that Thames Waler senses and 1o
o Vi i that waashewater network cpeates. from seaane and
wwarslmaater keaving homes and) s nesses righl Iheough b bedng treated
@ refumed saley i s, and Dhar saterways

W ane Deing as ke oo give Some eary inpul inlo how potential
Improvemenis In s nefens could Denet cusiomens and the wider
envirmnmaent.

i will b

*  Sharing with vou some inlormalion about what can fappen whan
thi sirsage network beoomes owenvhieimaed and pobenia
Imprceemenis to ensane his & presnind as much as paesibie.

o Yiou wil soe some pobenial oofions Bo impeoe e nebsork and) you
il dsioues whal you would Ravour and wiy.

{Day 1 3Hm chown hers)

= vie'd now ke you 1o answer The ol lowing question:

® e daene any Soeofo cnadienges in the wasiesaler network that
o e s of i prasemT Wha ans ey 7

®  Have vou heand or read anything aboul westewaler nefsorks and
tha trealment of sesme in recent HrmesT Do you Mawse any
coneems [n this anca?

® And whal woukd wous Doz 1o seo Tharmes Wk do o addness e
CONOETET

Ty E- Geange

Treatmant Growth
TO EE SHOWM IN DIFFERENT ORDER E PER CUSTOMER]

1%!
Curman Beaes | Todday we an: going 10 [ak abod pofenia) Lsanades 10 the sevane syslem

of srmage reatment
Day|c] & crder: 2.1
Allgostion: « g. A

o i s Thal i can oreven! Sloen oveiows and sewer splls at present
and In tha duture. Yo wil am:

= Winal a sewaqe ineatment growth upgrade (s and informalion on the
13 skes that Thamees Walter beldove ane in most need of an

P,
®  Wie haee also afiached a POF of evenydhdneg vou learmed In dasy

flonum disoussions) shoukd you need tooreder io ibwilie disoussing s iosko
| Fownpge trasimend+ day 1 ctim chown henaj
w  Witrak ane wour reactions 1o this informalion? Does anyghing surmprise
¥
& How woukd viou fes i Thames Waber decided nof 1o upgrade the
SEWRQE NEtworkT |5 i accepiabie of unacoepiabie §0 CUSIOMETS,
widiliz and the wider enmvironment ? Talk us T your reasoning
hazf.
®=  Doyod hawe any conoems aboul imo el ng sewage neaiment
greswin upgrasdes inihe 13 sies?
| THle: Procoacd TEawWBQS TABIMEN] £S5 Shown hare)
EMW"E“EID ®  Viral are o inilal readtions 1o this plan?
Sewage remmen ®  How imooraningt impenant it o yo fhat Thames Waler mase
Dayis) & crder 22 this imonosemenk from 2HE2ST Why?
= Do rust that Thames Waler will be able 1o da thisT Whs'wh
Allgostion: « g. A rmm ¥

For conled, the aserage housenokd waner and wasiesaler bl for Trames
5 gy b

56 i

TG Thowrss, Waksr Crarcavan Cuas — 2

PAIEC Thorua, Waisr Crlarcameant Caas — & i

Task fype: Prisaie for diferent oustomens, depending on Things [ke hasing o walor ader o
Indhidiml resporees. | baing & business customer).
{ionum dsoEEinns)
Flzasia ol o kses i mind tha the B cosls we' e Shoing ane (sl dor this
oni s Jifer changes (o bils Trom 2025 b0 2030 cou'd e an addtona
£3H par vear o mainmain and imerove e daySo-day warer and wasimealer
Soreice. OnloD of this, toould onsl up io anothir E28 per s i Thames
‘iater miakdss Arthier Imonoesmtnis b in: saier and wasiswale senion for
i boreger fenmn (Fmdar o the improwesents menloned in this research)
Finalbe, Inlarion i nof ind wded infhe fufune cosis shown
®  Hiow ooy fedl @i thae b incneasae T Do yod think s worth i
basad on eseryihing pouive read?
*  Is them anyihing wnoiear aboul this, or anything ose youd e o
Ferwcmw il word el p you miake & betirinformed oninion about
this?
[ Tec Wour conclusion | Chverail afer considenng e Centis and Cosls or you & 3 cusiomer, 0o
ion Thiames: Waler's o SUpoodt oF oppase Thames Waler's proposal |n this anea’?
proposed
enhancemenis io | fawmQe trastment cfim shown hane)
enhan s 1 the
o oy suppon thie plan.
Z | someswhin suppon the plan
Cayle) & ordar: 2.3 3 | somewhat opcse the plan.
Alloostion: &g A 4. | siongy opooee ihe plan.
Taxk typec Privafe * Fiease el g e reasone jof pour areeer.
Indvidusl responss
{ionam dsomsinns)
Day 3 Inmiration

Ththe: Curent Esue of
sevar nfiration

Dayis) & oder- 3.1
Aloeaton g Al

Task type Private
Individua
responses [Tonm
CREOUERING)

Toedary Wt ane 0y 15 [k sbot oumenl Ssues of grouniwaler e
[l Erabion and wihal Trames Winer proposes io.00 o oroleol 5 s
ystam far he e

Fleasa read T afached |momeation o ean

®  The precboled ameant of seser ovemiows i the flune and the
csrupBon this wil case B Thames Walar da nof make changes.

*  Thames Wiater's commimient 1o ragkdy reduce sewnr oeerfioss by
Inretesting in dulure techngiogy.

®  Wip hiree also affached a POF of avendhing yvou learmed inodasy |
should you necd toreder io ibwihiie discussing his jopo.

{infitration+ day 1 cim chown hars)
&  Winal ane your reactions 1o this informalion? Does angthing Surmirss
a7

#  Doyod think Thames Waler should be taiong these incidents
SETOUSl o nol?

*  Doyou think Thames Walter harse histonoaly done enoughio
meindmise TS ESUE OF NOET Whyt why rol?

PUE Thowmss, Whasr Criarcarean Cwas — 2-aied
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®  FHowdo you fenl et Thaimess Wiimer s commiteent hise? Does i
fivel atoad wghl, oo mwch of nol encugh’? |s thene anyihing ek o
think Thames Waler should ba doing?

®  How oonoermed of Unconcemed ane o atot what aoukd happen if
Thamees Wister danl mase | mprossments Iy s anea? Wivy?

VERVE

Tl Froped Tatrer, Wit TRz vl T T TP Waats Tl Thaiess VWb oo I In
enhanoemenis 1o B rechuce: Sewr oeeriiowe in fuiurne.
ke PARAR ST firltration stim chorwn herel
»  Owerall, how do you Teel about the Srescale proposed io soive this
Day(s) B order- 3.2 protiam Does H feel abaut right, ton pigk or foo sow? ks Inere
Abocator: &9 Al amyifing eise you hink Thames Waler shaukd be doing?
Task type Privale
Inchvids For conlet, the average housenod waier and wastmsater bl for Thames
respcnses [ferm | PR CUSAOMIEDS (S corrently £45E (50 thal amount say be hioher o lower
pr—— for dfferent usiomens, depending on Things ke haeing a waslts neer of

being a business oustomi ).

Fhaase alsn koer i mind that the b costs we' e showing are | usl o fis
oni sz, Oiner changes o bils mm 2025 o 2030 mu'd see an addtona
E3H par year o mal main and rgrose T daydo-day waer and wasiesaler
servicn O iop of this, 1t coud oosl up i another E28 per year B Thames
“hiaber makess further iImonosements o The sober and wasiewalor sendon for
thi lorger lerm (Sodar In e mprovemenis mendoned in fhis research).

Finalky, Indaion ks not inouded in e Fulune Cosis shown
For each sissbon pleace 1ol s

®  Winal ane o first imgnesshons of this?
»  Doyou st that Thames Walerwll be abie 1000 this? Whshwhy
nat?

& Fow oo you st atcul e Bl increasa? Doyou sk (15 wedh o
basad on &aryihing Yo rsad?
v Doy appros of s part of 7 pane Whe! wir rol?

enhanoe S

I Eration

Dayis) & order 2.4

Abocaton g Al

Task type: Privale
Ikt
resmonss foum
HSLSSIONS)

{irfifradicn &m 3hown hare)

1. | strongy Suppon the plan,

2 | somewhat suppon the pan

3 | somewhat opocse the plan.

4. | stroogly oppose the plan.
Fheasiz tell g 17 reasns for your ancee.

Thani vod for al wour inpul Soday! Wl soe wo tomomow tor this st sel
ol guslions

Tk Your prefienence
o Thiames Wirer's

propased
enhanoements o
enhanoe srwer

| refl i,

Dayis) & order 3.3
Alocatorc g Al

Task typec Privale
I
responses [feum
OISO

irfiiration sHm choren hes)

» I Thames Waler was Io use |ust one of inose ideas oo lacke
grounsdwaner sewer nfiimmon, which would wou choose? Wy
Wity ol e ohar twen ideas?

Tk Yiour ook
oo Thiaimass Wer's

e meEnis io

Cweral, afler consldening the benefits and oosls Fo7 you 26 a cusinmer, 4o
LI SUpEONT of oopase TRames Waler's plans i insest in reducing
grounwaier sewer inflirmon™

[Cay 4- 3ewer Floodl

ng Reclliznza
NTOPIC B TO EE SHOWH IN DIFFERENT DRDER E FER CUATOMER}

Tz Curenl Esues
arcurd Sewer fooding
Dayis) & order 4.1
Adpcator eg. Al
Task type Privale
I

resronses [Form
disruSsions)

Today e will DE0UsS how e Sewer netwerk coukd be made mone resikent
o sarwer fiooding.

Pheasie read oz rmabirkals do o

= inal i sewer Nooding and whak causes i,

®  How many peopie ane imgacked by sewer §oodng of presen

® Wil hasse Thames Walesr histovical by done i mninimise This and
due i popuiation growin and civale crange, Tihey don't imonoee
In thiss anesa, Fow Mty could De: mpacied by seser focding in
furure

® e haee also aftached a POF of evenyhing vou leamed in day 1
srhoukd you need o reder in it wihie disoussing s fomo.

i Bmwer flcocineg= day 1 sim choen hes)

= inal are your reactions In this informalion 7 Does anything surprise
[ty

®  Doyod think Thames Water e historosly done anoudh 1o
MedniEsE This ESueT Wi iy not?

*  How imaodant for nod] s # than Thames YWiater acls io prevenl
sowar Moodng?

®  How conosrned o unconcemed ane you atou the impacts of whal
anidd happn for cusiomens T hames Waler don'l imoroes in this
arcaT Wiy T

® Vil ks your vow of Thames Waler's amisiion o end Sesor
fiooding in 25 years? Do you hink TS ks realsiie? Wi woy not?

Tike: Futung: pecofing
s narheor

Dayis) & onfer- 4.2
Alocator g Al
Task typer Mini pals

Wiz ane now foing 1o proside you wilh somae inkrmalion on how Thamies
Wiatar propose 1o prevent sewer Nooding for the lulure. Please read the
aiached information o kam:

®  Mehods used 1o oresenl sewaer Mood ndg, foousing on  method nal
ook b daveloped furner in the fulure

®  ge difierenl Imings bo reduce sewer Tooding could Impact ywour
bl

| BEewer floodineg sim cioran hers|

PG Thorua, Waasr Crharcamrant Caas — & aivi

P Thourssa, Waisr Criarcarean) b — 2 ai

VERVE

®  Whireal do you inink about the cument methods used o reduce sower
focading, and the susialnabbe wrban drainage meethod el oo e
dhmvioped Turffer?

®  How imeoianino impoiant B o you hal Thames YWl masn
this imgrorsement from 20257 Wiy?

® Doy et that Thammes Waler sl be able oo this? Whs'why
nol?

For oonlid, B aserane househokd waler and waslewaler bl for Thames
‘Wiatar custemens 1S currentty E456 (50 thal amouni may be higher o |ower
fior differonl customens, dependng on things |k hading a wial mater of

Eaing @ Dusiness cusiomir ).

Flease alsn kisep in mind that the bil oosts e’ re showing am [usl for his
o s, Direer changes (o o s Tom 2025 o 2030 mu'd see an add bona
E38 par vear i malnisn and rngrove T dasdo-day warier and wasiewsalior
service. On 100 of this, it could oosl up 1o anoiher E78 per ywear B Thames
Wiiaber makes furthe: Imorosenents o ihe sober and wasiewale sendon for
thi lorger lerm (SO In he improvemenits mendoned n fhis research).

Finai ke, Irlaiion b neof ino uded in fhe fofune cosls shown

®  Viinial oo you Shink about the cument methods Used 10 reducs sewer
focading, and the sustainaihe urban dranage method that oouid be
davaioped futher?

»  How mpoaninot imperant s i ba wou that Thames, Waler make
this imgrorement from 2257 Win?

»  Doyou rust that Thames Waler sl be abie io.0o this? Wy
not?

®  Hiow do you fenl atoul the bl increases over e years for each
cption? Do you think 5 worth i based on everyihing woue read?

®  Vinichof the 4 approaches oo you prefer and why?

®  How o yo fenl aooul maing mone now on your bl insing sewage
fhoxcading in fhe fufura? Do you think i7s far? Tak us though your
rEasOning rane.

THie: Yiour condiusion

Cheerall, afior consldering the benefiis and oosis for you as a cusioene , do

[TOFIG EE SHOWH IN IFFERENT ORDOERE PER CUATOMER]

ok Thiaamess. ol st or oppose: Thames Wirker's overall proposal o end sewaer
‘Wiatier's proposed | focding 2y 2050 excepl whane 'S caused by a rane hiavy ranlall sioms?
enhanoemenis o
end . i Bwer flicoding sHm chown hene
Bocding 1. 1 sirongly suppon e plan
Dayis) & onder 4.3 2 | somewhi suppon the san
Alpcaionc g Al 3 | somewhai oppose the plan.
Task type Private 4. | strongly oppose the plan.
Indivicis
ffonm Fheasiz tell g o reason dor your ardee.
CREUSSONS)
DAy £ Improving River Healin

TG Thowrss, Waksr Crarcavan Cuas — 2

131



VERVE

Tile: s, wih over
haalih and @ review of
Thames ‘Wiatirs plan

Dayis) & onder 5.1
Alocator eg Al

Task type: Privale
[ 155 T~ |
resnonms (fenm
[T

Toaday we ane going 10 [ak abouk mproeing 1he health of fvers. Pease read
thiz altachosd iInformation fo Ksamc
#® Aoreoan of cumend s with e haath.

Wiy Thamds Wiater wants i improve: (s appnoach o befler protect
rivers, now and in e futune, inchading whal 'w il happen fa fvers i
Thames ‘Wiater da ot Imeronss hene

o Thames Wiaber's pan toimonoee fvers and what improvemenis
hary propose o make, incuding workdng with pariners o mmake: e
plans a realiy.

® Wi hawe also aftached a PDF of evenghing vou learmed inodas ¥
il you need (o refer In i anie discussing This iopic.

{improving river hasfin+ day 1 sim chown hara)

®  Ninal ane wour reactions 1o this information T Does anything surprse
ot

*  How conoemed o unconcemed ane ywou about what coukd hapgen if
Thames Wiater don improve inifis area? Why T

®  Winal i o viee of Thamis Waler's amititon In this area?

*  Doyod agres of dsagres that Trames Wiater should increase hair
Smartar Waler Calchmenis [work ng with pasners) from 3 o 14 of

thesr calchment aras by 20307 Witdsiy nol?

o Dovyou agres of dsagred thal Thames Wiaber should Increass their
Srmarter Waler Calchmenis [working with pasiners) foall 37 arcas
by 20357

s Hicwy oo 0w heed
bt the pacing o
i plan
Dayis) & onder: 5.2
Alocato g9 Ml
Task typec Privale
I
responses [feum
OISO

e ane Moe (0N 10 presen] you wilh heo anproachis. Tal Thames vener
ook lase 90 I reing river faith — working on it mwn o wonking win
parnners.

{Raver hmalth ciim shown hare)

*  Sinal ane wour reactions 1o the o approaches o making
Improsements in Swers — the aporoach whene Thanes Waler acts
mlone and The parnership approach?

*  inich appmach doyou prefer and why? Why not the olfier
approach?

|5 thoe ansthing unchsar aboul this, or anything ofse you'd T o
Ko Thal woukd help v make @ betfer-infomed ool nion about
his?

T Yol ooreiuskon
ol Thamees Wirker's

proposed
enhanoemenis 1o
Improving river healt

Dayis) & order- 5.3

Crveral, alker corsiienng T Dendit ko o as o uUstmeT, oo you supean
of cppose Thames Waler's proposal 10 Imgrove reer haalth by increasing
thizr Smaner Walker Calchmenl padnerships?

{Rver health il shown harei

1. I srongy suppon e plan
2 1 somewhar suppor the plan
3

Adocatore g Al
Task type: Privaie SCmewhiT cpocee the plan.
Indhviduml 4. 1 strongly opocee the plan.
PERnonses [fenm
pr—— Flzisi el i 17 neasons bor your arcee,
Thanix you fior all your Inoul fodiagd We' D see you toaomow for the nest et
of quastione
Day & Improving Sathing Watare

T Thowmss. Wosier Crhoncemant Cwas — 3
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Tile: sues wih
balning warter qual By
and e of Thamis
\iatars plan

Dayis) B one 6.1
Alocaion g Al

Task typee Privale
[0 s T |
resnonses (Torum
dsrussinng)

Today we wil Do deosang balling wale . Speaioaly:

® Wl bathing waler aneas ane in fhe Thamas Waler anea and whal
ther gprend Al s

® Wil Thanmes Waker do 0 prosec] Darining wrsr anss and wihy' &
desigrated hathing waltr anes might fal beice salstactory leves

® Wi haee also affached a FOF of evensdhing yvou learmed inoday 4
sbecathd you need torefer o i wihile discussing This fopc.

|Eafning+ day 1 sHm chosm her)

®  Winal ae your reactions o this informalion? Does anything
SUNDSE youT

# Do yod think Thames Waler harse histon caly done encugh nihs
area? Wiy why not?

*  How conoermed o Lnconcemed ane you aboul what coukd happen
I Trasmess Wilater donl improwe inthis anea? Why?

® D yodl oF your Triends. or Kamily er Swim in ives?

Tike: Ehowid Thames
Vifatar help craate
e designaled
bahing walers?
Dayls) & onder- 6.3
Aocaton e Al

Task typee Privale
[0 s T |
resnonses (Torum
dsrussinng)

Flease mead iz maberial b0 kam about how Thames Waltsr cowd zolenbial i
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Thames Water is the UK's largest water and wastewater services provider
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Thames Water treats almost 5 billion litres of sewage a day
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The Sewage Treatment Process

As well as delivering safe, clean and reliable water to you, we also need to take it away once you've used it. When you empty the bath, flush the toilet or use
your washing machine, it's our job to make sure that all that used water — what we call wastewater — is treated and returned safely into rivers.

In some areas, including central London, surface water and sewage mix together before being treated at our sewage works.

Did you know? We manage over 68,000 miles of sewers, 5,235 pumping stations and 1.48 million manholes across our region.

_\‘/_ I N

Returning
Generating water to rivers
power and solids to
land

Taking the c e Carrying out Carrying out Carrying out
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away treatment treatment treatment
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Some facts about the sewerage/wastewater network:

» Thames Water’s sewerage network consists of 68,000
miles of sewers, 351 sewage treatment works, 4,780 — e T
. evag " P EEAT TS &
sewage pumping stations and 1.2 million manholes | @,f,x W /

D
W

S
O %i&-—f

* This network handles both:
» Sewage (or ‘foul’) water — water that comes from

bathrooms,_kitchens and washing machines; it
contains bacteria that can be harmful to health

« Surface water — rain water that runs off from roofs,
gutters, ponds and driveways; in comparison to
sewage water it is relatively clean

» Parts of the network are very old and have been in
operation since the 1800s.

 In almost all cases (95%), sewage and surface water are
transported by separate pipes/sewers
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An example of separate sewers:

« As a reminder, in most cases, sewage

and surface water are transported by separate

pipes or sewers

An examples of separate sewers can be
seen here:

Sewage water is transported directly to
a sewage treatment works

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

Two systems: separate foul water (sewage) and surface

water sewers

HEE DD EB D

Foul water (sewage)
pipe to sewage
treatment works

S
—

Surface water
(rainfall) into storm
drains and rivers

Source: adapted from www.alexandriava.gov
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Sewage treatment works

¢ Sewage treatment works exist to treat sewage wastewater,
removing solids and bacteria to the point at which it is safe to
return to rivers and waterways

e Sewage treatment works receive sewage water from the
separate and combined sewers

* They also receive sewage water diluted with surface water from
combined sewers following wet weather

* On dry days this works as intended, and sewage water is
treated and returned safely to rivers and other waterways

* On wetter days the system can sometimes get overwhelmed Mogden Sewage Treatment Works, West London

with surface rainwater, and so occasionally diluted sewage
water can spill over into rivers and other waterways

* The likelihood of this happening is also affected by increases in
population and more unpredictable weather, including more
severe and sudden rainfall
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Storm overflows

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

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

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

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

Spills are not legally permitted where they are caused by Thames Water has now accrued £32.4m in fines since 2017
sewer blockages, damaged or collapsed sewers or for 11 cases of water pollution.

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

From: Department for Environment, Food & Rural Affairs and Environment Agency

Nationally sewage spills due to storm overflows account for Published 19 November 2021
4% of the reasons why rivers are not in good environmental
condition*® (Agriculture is the largest reason)

*Source: The Environment Agency, September 2021
(taken from Water UK’s 215t Century Rivers report) 141



Sewer inundation

* |nundation happens where a river floods and
the flood water covers an area where Thames
Water have manhole covers to access their
sewers. These manhole covers are not water-
tight so river water can get in. At peak flow of
a river flood a single manhole can let in the
equivalent of 200 homes' wastewater.

* Manholes are not water-tight because they
need to provide an escape for the build up of
dangerous corrosive gases in the sewer pipes.
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Groundwater infiltration

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

* The chances of this happening increases during
heavy rainfall.

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

* This sometimes leads to sewage spills into rivers
and sewage floods onto public land.
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Sewer flooding can have a significant impact on customers:

« Sewer flooding can cause damage to properties and
buildings and customers may have to move out of
their properties for months whilst repairs are carried
out.

» Repairs can also be very expensive for customers or
their insurance companies. If claiming on insurance,
premiums are likely to increase and may make it more
difficult to get insurance in the future. It may be more
difficult to sell the property in the future.

* Personal or business possessions could be damaged
or have to be replaced entirely.

« Sewer flooding can be extremely distressing for those
impacted by it. It may impact health and wellbeing.
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Sewage 'spills’ (overflows) can sometimes have a significant
impact on rivers, wildlite and the environment:

« When sewage spills into rivers, it can have a range of
impacts from no impact at all to a severe impact.

* In a small amount of cases (less than one in a hundred) a
sewage spill can have very damaging effects:

» |t can cause illness and death for animals and plant life in
and around rivers.

* |t can also cause illnesses in humans if they are swimming
or undertaking other activities exposing them to the water,
such as canoeing and kayaking

* In many cases sewage spills can have little environmental
impact as rivers are typically flowing quickly and strongly
with excess rainwater anyway.
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What are designated bathing water areas’?

 Designated bathing waters are areas of coastal or inland waterways that
get tested for bacteria to let people know how safe it is for them to swim
there. Local groups can apply to the Department for Environment, Food &
Rural Affairs to have a stretch of water officially designated as a bathing
water.

 In 2022 Wolvercote Mill stream near Oxford became the first designated
bathing water in a river within Thames Water’s area. The Oxford Rivers
Project had applied for this designation with Thames Water supporting by
monitoring water quality in the area.

08 R
 Laterin 2022 after the first swimming season of water quality testing, the © Wolvercote Mill Stream s
Wolvercote Mill stream was classified as ‘poor’. e
| = pOOr fidge
 The status of designated bathing water may be lost if water quality tests Es‘f penoeterfeiale ) d
continue to fail for 3 years out of 5. 9 RN S
Cardi ' LO.’O”
SN TR e
e PP v

Source: Bathing water quality (data.gov.uk)
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https://environment.data.gov.uk/bwq/profiles/

How can Thames Water improve to retain their designated
bathing water area’”

« Thames Water has an ambition to improve the water quality at Wolvercote Mill
stream so the bathing water status is kept there. Thames Water would like to go
beyond just ‘sufficient” quality though (which is the minimum required to retain
the bathing water status), and aim for ‘excellent’, the highest cleanest class of
river water. This would require investment to reduce sewage spills or reduce the
impact of sewer spills, by improving nearby sewage pipes and treatment works
and/or by using natural ways of reducing river pollution.

The investment to get to an ‘excellent’ standard at Wolvercote Mill stream, by

preventing sewage spills in the area would add 4p a year to average annual bills
for all customers from 2025-30
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How can Thames Water improve to gain further designated
bathing water areas’?

* Meanwhile, more and more swimming groups across the UK are applying for
their local stretch of river to be designated as a bathing water. Potentially there
could be 7 more designated areas in the Thames Water area by 2030.

« Thames Water plans to support any such application by supplying water quality
tests, and it would also aim for the water quality to be at least ‘sufficient’,
meeting minimum standards. This would require investment to reduce sewage
spills or reduce the impact of sewer spills, by improving nearby sewage pipes
and treatment works and/or by using natural ways of reducing river pollution.

The investment needed to support these extra applications in this way would add

£1 a year to average annual bills for all customers from 2025-30
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What is sewage treatment?

Sewage treatment is the process of taking wastewater and removing solids and bacteria from

it, so the water solution can be released safely back into rivers, preventing water pollution. The
process is as follows:

The Sewage Treatment Process

P r Returning

Taking the < l Carrying out Ca ety )
aCreening the water to rivers
wastewater x our primary scondary o na vater I« ers
wasterwater

NOWE I .
treatment treatment treatment VS and solids to

land

13
LU R

T taé'n un

As our population grows and our climate changes (more severe and sudden rainfall for
example), sometimes there isn't enough room at Sewage Treatment Works to treat all the
wastewater and rainwater that finds its way there. This can result in raw sewage (often diluted

with rainfall) entering rivers through storm overflows. This can cause pollution to rivers and a
hazard to plant, animal and human life.

Works, West LLondon

Mogden Sewage Treatment




How can Thames Water improve sewage treatment works?

Thames Water have identified 13 sewage treatment works that will need to be upgraded or expanded between 2025 and 2030 because of
increased housing developments in these areas.

*Culham (Oxfordshire) *Chalgrove (Oxfordshire)
*Arborfield (Berkshire) *Andoversford (Gloucestershire)
*Didcot (Oxfordshire) *Cassington (Oxfordshire)

*Wheatley (Oxfordshire) *Bicester (Oxfordshire)
*Wantage (Oxfordshire) *Stansted Mountfitchet (Essex)
*Basingstoke (Hampshire) *Caddington (Bedfordshire)
*Aylesbury (Buckinghamshire)

The upgrades would involve new treatment facilities and equipment being built and installed within the sewage treatment works.
This might cause additional traffic and noise levels for the local community whilst construction takes place. It might also mean some houses
are closer to the treatment works as it expands.

The impact on average customer bills to cover this investment would be £1.50 a year from 2025 to 2030.

The impact of making no improvements would be more sewage overflows entering the rivers in these areas, especially at times of heavy
rainfall.

N
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What is sewer flooding?

» Sewer flooding in properties and gardens can happen when the sewer
system becomes full and overflows due to blockages or too much rainwater.

» About 1,200 properties each year experience sewer flooding.

» Sewer flooding will likely increase in future due to added pressure on the
sewer network from an increasing population and climate change.

» There is currently a 1 in 50 chance per year for approximately 180,000
properties to experience sewer floods caused by rare heavy rainfall storms.

* |f no additional investment is made to prevent sewer flooding by 2050, there
would be a significant increase in the number of properties at risk of sewer
flooding.

« If Thames Water invest now, this could limit the impact of population growth
and climate change on the risk of flooding in the future.

« Thames Water is planning to make improvements so there is no sewer
flooding of customer properties by 2050, except where it’s caused by a very
rare heavy rainfall storm (less than 1 in 50 chance of happening per year). In
other words, making the sewer network more resilient to floods or ‘future
proofing’ it, to keep customers safe and give them the service they want.
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How will Thames Water improve sewer tlooding?

« Thames Water will reduce the risk of sewer flooding by:
1. Building more storage space within the sewer network to cope with additional
sewage and rainwater
2. Using natural solutions to absorb rainwater instead of it entering sewers,
such as porous paving and green spaces in built up areas
3. Customer education to prevent blockages, reminding them what not to flush
down the loo or put down the sink

 Here's a method that Thames Water are developing further to help meet the target Sinic EEEE O
Example of customer education

of no sewer flooding by 2050 (except from very rare heavy rainfall storms with less
than 1 in 50 chance of happening per year). It's called Sustainable Urban Drainage,
it helps slow down or prevent rainfall entering sewers so they don't overflow.

Examples of Sustainable Urban Drainage:

» Roof gardens that absorb and store rainfall

« Channels in roads and pavements that divert rainfall into gravel or grass areas
along roads or by properties

i

» Porous paving surfaces that let rainwater drain into the water table underneath
Extra benefits: having green areas in built up areas, creating habitat for wildlife
Drawbacks: ongoing maintenance required (by the local council typically)

Example of sustainable urban drainage
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What can Thames Water do to improve sewer flooding?

Using Sustainable Urban Drainage and other methods, Thames Water could tackle the goal of no sewer
flooding (except from very rare, heavy rainfall storms) over different timescales.

I Additional average annual cost to customers
Approach 2025 30 2030 35 2035 40 2040 45 2045 50 2050 55 2055 60 2060 65

No additional investment

By 2050 there there would be a significant increase in the number of
properties at risk of sewer flooding, compared to if investments to
improve were started now

Meet the goal by 2040 £3 £49 £130 £168 £134 £107 £85 £85
Invest in improvements so that there is no sewer flooding of customer

properties by 2040 (except from very rare heavy rainfall storms with less than

1in 50 chance of happening per year)

Meet the goal by 2050 £3 £6 £18 £58 £133 £175 £140 £140
Invest in improvements so that there is no sewer flooding of customer

properties by 2050 (except from very rare heavy rainfall storms with less than

1in 50 chance of happening per year)

Meet the goal by 2065 £3 £8 £23 £52 £76 £94 £106 £106
Invest in improvements so that there is no sewer flooding of customer

properties by 2065 (except from very rare heavy rainfall storms with less than
1in 50 chance of happening per year)
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What is groundwater sewer infiltration?

« Groundwater sewer infiltration occurs when the water that is naturally in the
ground (known as the water table) rises, this typically happens following
periods of rainfall and enter the sewers from the surface through manhole
covers, or through the ground by forcing its way through any cracks and joints
in the pipe (sewers are not designed to be watertight).

» The risk of groundwater sewer infiltration happening increases after prolonged
rainfall, during this time the infiltrated groundwater takes up room (capacity) in
the sewer so less normal sewage can be carried.

» Too much groundwater in sewers can lead to sewage spilling into rivers
through storm overflows, or sewage could flood onto public land.

* In the wettest years, groundwater sewer infiltration causes about a
quarter of all Thames Water’s overflows into rivers.

« Changing weather patterns, as a result of climate change, could lead to more
groundwater entering sewers in the future, meaning more untreated sewage
could overflow into rivers.

» A governmental Environment Act states that all sewage storm overflows must
have fewer than 10 spills a year by 2050.

» For Thames Water, currently 4,000 spills a year are linked to groundwater
sewer infiltration.

Groundwater sewer infiltration (through the

cracks and |

oints of a sewer pipe

)

18¢)



What is currently done about groundwater sewer infiltration?

When sewers are full with groundwater and sewage, Thames Water deal with A tanker, used to remove excess
this by pumping out the excess into tankers and transferring it to Sewage groundwater and sewage from a full sewer
Treatment Works. Sometimes a fleet of tankers are needed 24 hours a day for S———

=R =

weeks or even months, as groundwater continuously enters the sewer
system.

Tankers cause disruption to customers and communities through noise, air
pollution, traffic congestion and wear and tear on the roads they travel on.

Thames Water also make use of temporary treatment units in areas where
tankering is not possible due to either limited access or too much flow to take
away by tanker. The temporary treatment unit deals with the excess B
groundwater and sewage from the sewer and treats it (similar to a Sewage A temporary treatment unit used to treat
Treatment Works but not to the same standard) before it overflows into a river excess groundvvater and sewage then

or waterway. . .
y return this to a river

These approaches will continue to be used in the future, unless a more
permanent solution is found. But neither is able to keep up with the risk
posed by groundwater sewer infiltration in the long term, particularly r——

entering the

considering population growth and climate change. i

be treated
and then

Treated
water leaving
~ | | the unitand
returning to
the
vironment

Thames Water has a target to reduce sewage overflows and this will be e to o he
virtually impossible to meet without using new ways to tackle groundwater
infiltration into sewers.
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How can Thames Water improve groundwater sewer infiltration?

Thames Water have a number of ideas to tackle groundwater sewer infiltration from 2025 to 2030, concentrating firstly on areas where storm overflow spills
could impact the most sensitive rivers. This will allow the most successful ideas to be developed and continued beyond 2030, so that by 2050 the level of
sewage overflows into rivers should be much lower, meeting government targets. Here are three of the ideas to tackle groundwater sewer infiltration:

What is this?

Benefits and drawbacks

Addition to
average annual

Increasing the size
of sewage
treatment works

Sewerage system
lining

Wetlands

As an alternative to stopping
groundwater getting into the

sewers, sewage treatment works
could be made bigger. Groundwater
would still get in though, so there is a
cost to pumping and treating the
groundwater flow in addition to the
upgrade cost

Lining or sealing sewer pipes and
manholes that are at most risk from
groundwater infiltration, to prevent the
infiltration getting into the system

Developing natural reed beds near to
sewer storm overflows that help
convert excess flow of sewage and
groundwater to be made safer for the
river as the plants filter any pollution

Will resolve 1,279 current sewage and groundwater spills by 2030

Once built, this idea would work immediately to prevent spills caused by groundwater infiltration
and create room for when groundwater levels are high

New construction and may need to be expanded again in the future, if the climate gets wetter,
resulting in a higher carbon footprint than other ideas

Once built, higher day-to-day costs to treat additional flows

Will resolve 1,279 current sewage and groundwater spills by 2030

Once installed, would work quickly to prevent spills at the source of the problem, as the full
capacity of the pipes is restored, and wouldn't need to be upgraded again

Some minor disruption while pipe sealing is done - roads wouldn’t need to be dug up but
there may be some traffic disruption for short periods while workers access the sewers

Approach, suppliers and installers of this technology have had limited testing so far. Thames
Water would need to test this approach to make sure it works well before continuing

Will resolve 1,168 current sewage and groundwater spills by 2030 (fewer than the other ideas as
not all places are suitable for this sort of development)

Easy to construct, provides natural space with improved biodiversity for the environment and
improved wellbeing for river visitors and communities living nearby

Approach only tested at one other location in the UK. It's likely this approach would take longer to
establish before it starts fully treating sewage overflow, whilst plants get established

If the climate gets wetter and overflows of groundwater and sewage are more than predicted then
the wetlands might need to be expanded or different plants added

bill 2025-2030
£0.50 a year

£1 ayear

£2 ayear

161



N,
-l

Rethinking Rivers Stimulus

‘




River health —what is the challenge?

Of the 501 water bodies in the River Thames basin 94% have a 'less than good' ecological status
The Environment Agency have identified that Thames Water is

responsible for about a third of the problems seen in the rivers in
our area, more than any other group contributing to the problem
(see chart).

4% 3% 2% 2% 31%

Water Industry

Domestic General Public

Industry

Thames Water will take a leading role to address the poor quality
of rivers in its area, making improvements to problems it has
caused through its water and sewage processes, and also
working with other groups to help them solve their problems.

Agriculture and rural
land management

Other

Recreation

Urban and transport

Local and
Central Government

By 2050 Thames Water aim to have no river pollution from

untreated sewage discharges, to improve the quality of treated
sewage discharges and also to reduce the amount of water taken 26%
from some sensitive rivers for treatment to drinking water.

19%

Navigation

Figure 1: Reasons for less than good river water quality status' in the Thames River Basin

Source: Thames Water analysis of Environment Agency data.

With factors like a growing population and continued climate 1 , . .

} Good ecological status is a measurement for assessing the health of the
change, if Thames Water make no changes now there would be @  water environment, based on water flow, habitat and biological quality tests
risk to the future health of rivers as well as to other aspects of the

water and sewage service. 163



How can Thames Water improve river health”

« Thames Water's ‘Rethinking Rivers’ plan focuses on river catchments -
areas split up by which river their rainwater drains to.

« Thames Water plan to form partnerships with relevant organisations from
other sectors in a river catchment so they can share skills, ideas and other
resources, to make improvements to river health.

The river catchment areas in
the Thames Water region

Since 2020 Thames Water have tested this catchment partnership approach, o/ jj.'_"
called Smarter Water Catchments, in three areas across the region, the rivers e
Chess (Buckinghamshire), Crane (West London) and Evenlode (Oxfordshire).

This approach has proven successful in making improvements to rivers that
Thames Water could not have achieved alone:

» (Generating £4.20 of partnership funding for every £1 of Thames Water investment in urban areas

» Generating £1.90 of partnership funding for every £1 of Thames Water investment in rural areas

« Thames Water has worked with 138 organisations (eg: charities, community groups, councils,
businesses and government agencies) and 46 landowners

From 2025-2030 Thames Water plans to increase from 3 to 14 Smarter Water
Catchment areas out of 27 catchment areas in total in the region, and then
increase to all 27 by 2035. This allows for this new way of working to be gradually
changed, and for the network of partners to be developed
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Working with partners to improve river health:
Example: Headstone Manor Wetlands, West London

Headstone Manor Wetlands suffered from repeat pollution and also had a
high risk of flooding neighbouring properties.

Thames Water formed a partnership with several groups including the
Environment Agency and Crane Valley Partnership. Together, projects were
designed and funded to:

» Provide a flood storage system

« De-silt a 14th century moat

» Create bends and shallower areas for the waterway

» Construct a sediment pond and reed bed system

» Refresh the surrounding park area

As a result:

» 60 homes now protected from flooding

» The reduced flood risk also reduced pollution, which meant improvements
to the wetland and surrounding environment for plants and wildlife

» Also, improvements for the local community with nearly all park visitors
agreeing the improved space enhanced their quality of life
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How can Thames Water lead improvements in river health?

The Smarter Water Catchments approach is a new way of working, with no additional cost to customers. Partnership solutions to
improve river health would only be started if those projects were the same or better value to customers than solutions where
Thames Water could build, expand or repair sewer pipes and sewage treatment facilities (as we've spoken about or will speak
about elsewhere in this community).

Approach Examples of improvements

Thames Water works Mainly ‘grey’ building solutions where pipes, facilities + Quick to build - Costly and not easy to expand again
alone to improve river and equipment are built, expanded or repaired. + Tried and tested ideas that are if needed in future
health, only on proven to work - Carbon emissions and chemicals
problems that it is For example, to provide more room in the sewage  + Short time to see benefits used
responsible for network for treating large volumes of sewage and -May not lead to improved river health
rainwater which has entered the system: due to other contributions to pollution
* Building new or larger sewer pipes (agriculture for example)
* Building new or larger storm tanks at treatment
works
Thames Water works A mixture of natural 'green' and 'grey' building + Can be expanded to meet future - Not a tried and tested approach
with other local solutions. Typically smaller projects. needs - May take longer to see
environmental and + Considers problems caused by improvements, waiting for plants to
community groups, to For example, to absorb excess rainwater and other sectors not just Thames Water become established
improve river health, on  prevent it from entering sewers: + Working with other sectors to share
all problems, including ¢ Increasing porous paving and green spaces in  knowledge, skills and the cost
those not caused by built up areas of schemes
Thames Water * Increased reed beds and vegetation by rivers ~ + More chance of improved river

health and environmental benefits
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Recap of the 5 topics we 've discussed [WASTE]

Thames Water’s proposals for improvement Additional average

annual cost to
customers from 2025-30

Groundwater Groundwater sewer infiltration happens when water naturally in the ground rises after prolonged rainfall and can enter £0.50to0 £2
sewer infiltration sewer pipes through cracks and joints. The groundwater takes up room in the sewer so less normal wastewater can be

carried, this could lead to sewage spilling into rivers through storm overflows. Thames Water has a number of ideas to

tackle this so they can meet targets for reduced storm overflows, for example increasing sewage treatment work sizes,

lining sewer pipes and creating natural wetlands.

Sewer flooding to Sewer flooding can happen when the sewer system becomes full and overflows due to blockages or too much rainwater. £3
customer Thames Water is planning to make improvements so there are no sewer floods on customer properties by 2050, except
, where it's caused by a rare heavy rainfall storm. This could also be done sooner or much later than 2050, which would
properties impact how much extra goes on the bill over time.
Sewage treatment 13 sewage treatment works have been identified as needing an upgrade or expansion by 2030 because of increased £1.50

housing developments in those areas. This will help prevent storm overflows into rivers in those areas, as there will be

works grOWth more room at the treatment works to treat extra sewage and rainfall.

Designated A government body designates official bathing water areas based on water quality for safe swimming. Thames Water's £0.04 = 1 area excellent
bathing water one bathing water is currently at 'poor' status and the aim is to improve river quality there to 'excellent' through £1 = 7 areas sufficient
areas improvements to the nearby sewage network. There could be seven more bathing waters designated in the Thames

Water area by 2030, which they'd aim to get to at least 'sufficient' status.

River health The Environment Agency identified Thames Water as a large contributor to problems in the rivers in their area. So Thames N cost to customers
Water are aiming to have no river pollution from sewage spills by 2050 as well making as other improvements to river
health. To help achieve this they plan to expand an idea they've been testing called Smarter Water Catchments — forming
partnerships with organisations local to different river catchments to share skills, ideas and resources to make
improvements to river health using a mix of building and repair projects and more nature based green projects. They
propose expanding from 3 test areas to 14 water catchments (out of 27 in total) by 2030.

TOTAL £6 to £7.50

As well as these costs, please remember there could be other additional costs to your bill (on top of what you currently pay) from 2025 to 2030. For example:

* Maintain and improve the day-to-day water & wastewater service to meet customer needs and expectations = £38 per year

*  Make further improvements or reduce the chance of things going wrong in future for the water service and wastewater service (other than the 5 improvements above)
= £27.50 to £29 per year
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Energising Insight

VERVE

About this project

As Thames Waler budds B Business Pan It nas identfied some gacs in Insight needed
demonsarale how oustomers fed abow Wnous enhancement cases and where they woud promise
Imvesiment. The topics covered are compiex and It s [kely that most ousiomens are Lnawane of
these ssues of of what is required to sobe these chalienges. Therefore, a methodology that alows
paticpants saace 10 leam and form educated cpinions s regaired

A popeun comimunity L=ing a del bestve approach to educale panticpants S0 they can make an
Indormed judgemaenes on 1he lopics of Water and Wastewsner Requremaents:

*  Waler supply resilence

*  Seouty Measures & Securty Dimection

*  Basevent Nood ng from trunk mains

Research Objectives

The averall obiective IS 1o Qet cusiomer apinion on how Thames Yiaser intends 1o address
cnalienges and if there 1S geeee 1o fund them. There are specilic abjectives tied 10 the diferent
Ennancement Case:

ixder cupply recilisnce:
* s there customer suppor for the critenalon noiles used and fackons Trames YWier have

coraldered 1o select T types of scremes and programme of soutions 12 Impnve
reslence

*  Acooptabiity of the scae of the plan for the enhancement case and secenain cusiomer
expedatons owr ime fr e unglanned inkerupton 10 supely

xity & (X [ o ¢ will cee thic 2c ‘Emergency Wizter
duppliec’)
o Customer feecback on how Thames Yiater provides Osiomens Win aematve waer S.opy

Auring maior supely Imemuption ewents | e, cusiomer colects bottiod water In own wehick
from 2 local centre va Sankering

Eacement flooding from trunk maine:
o Cuslomer 9.0por on the noed for this investyvent spocfoaly to address the Heath & Safety
risk of basemant Nicoding (orimar iy in London)

*  Customer S.ppon on the soution of runk main renabi katicn as the cnly viabie soltion 1o
address this need

Heda and wWeicome 1 0 conmuniy!

Ower 1 next fow givg we want 10 share some nformation on the
arinking waler netwnr and ask your Vews on now you think Thames

Yiater shoud manage that system in the Sture. Vie wark to
undensiand your views as a bil paying customer

"Future bill payer weicome placenokders Over the naxt fow days we

want to share some [nonrason on e drinking water nedwork and

25k your views 0n how you think Thames Waler should manage trot
shem In the Sdure Vie know you dont bl right now but

4TS Unsem Corvurser Duny Tanting

VERVE

Pease hase Wour arGeens & Toudh you woud De [because wou
mary have 1o n e sebisedeiond fue’|

"Business customer weicome placehader™. Over e nad fow days
we want %0 share some informiation on the drinking wiater network
and a5k your Views on how you tink Thames Wister should manage
that system In the fture. Ve warnk 10 undersiand your viows as a
business cusiomer. Please aso note 1hat you wil see mentions of
customer Hils and futre S Impacks Troughout this research. These
are hasad on average annual househo'd waler and wastowater bl
(E455 currently) ratner than busness bils, 0 the values could be
afferent for your bsniss, © Il 82 for the purposes of this
research, pease hink about the prinoliple of any bl ncreases
mentioned, which wil be on 1op of the average housenold bl

Betore we begin, we fiought § wousd be Impedant o sell you a bt
mare about this reseandy

Every five years, waler and sewerage comoankes take part In a Price
Review. They plan ot the acthvities they wil undertake over a five-
yoar period 10 del e the senvice hal cusiomaers espect, and any
impads on the N hal hose actvties might have. Trese adtvities
range from delvering customer sen/oes, manag ng the water and
Sewerage netwenks, seducing carbon emisscns, and making a
afference nocal commnities (ndudng the natural envronment
%uch 26 rivers). These Tvepaar plans are presenied 1o Olwat, the
waler and sewerage Industry reguistor, which has the power 1o
accept or reed £ach COMEaNY's pans and oropesed bil imeacts
The cument Frice Review covers acivites panned o the percd
20252030

WVister and SOWerane COMEanes Must consul with their customers
about their plans and reflect his in their dlans

Thames Yéater & commitied (o imonowe its network 1o batier meat e
reods of customens now and In he Lture. Thames Yiater hae
Identifed 3 QUi of polential Improvements 1o betier manage the
waler and sewerage retworks [Incud ng repans and replacements).

This research is about one dement of Thames Water's price review,
spedfically the waler networsc We are looking for your feedzack on
Thames Viaters plans in his area. JLof your feacback wil be taken
account of wihin a reper wetien by Verve, and decks ons atout whit
course of acton Thames Water may take wi be influenced by your
comments

There wil be some informanon 10 Snow you akong e way, and we'd
ek you to read this carefuly. Yie'd lke you 1o understand e
Infonration presened so hal you ane able 1o ghve an nformed view,
whie conadening the Issues Invdlved

Moderalor it

"Helio, we are the resesrchens youll be spoaiing tol Ve are really
locking forward to meetng you and getting slaned wih some great
new activises! if you have any Questions of noed 10 get In touch with
s please drop us a Ine Jgeg and we't get back 10 you 2% Soon s
wecan”®

TETI Usam Cormurser Doty Tanting — 3
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Dizcussion guide

[ THe: Introdudtion fo he
Vilater Metwork

‘Wipd covmizd
Wird @ne g asked o e some eary inml inks Thames Waler's

Day(s) & onder- 1.2
Alocaton e.g Al

Day|e] B ardar: 1.1 propesals in enhanoe the wirer network. Today wae'd ke o begin by

Allpostion: £ A prosiing o sith an oeemall viess of Thares Waler's nobe in managing
thi wialier meeteor

Task typec Prival

InehActict recranzes. 4Dy 1 8timi

{ionam disossions) Do yo hawe any consments on this imomeaion™

ﬁlﬂ:ﬂhﬂb‘lﬁl‘ﬂd"ﬂ i ez Fhoz: wioin 80 navkew some chall enges Tacing fha saber nebawork

i marhaic Flease nole we woni really be corering waler leakage in fhis comeruniy.

Y koreo e imiportaind thar fopic |s 1o oustomers though and we Fave:
corsergd B in olfeer cusome reseanch

(Cay 1 &im}

o Wil ane your first imonesskon of these probfemes infhe sober
rthacek?

® il e you wanl 10 see Traimes Wimer priorlse in
I mprced e e waker naxhacd T iy do you say hal?

" Dy 2- AIETalvE Willer SUDEHS N ETeences
s (TOPICE TO BE SH0WN 1M DIFFERENT ORDERS FER CUSTOMER)

[ THec Curment s of | Today wed [Ke [0l 10 o aboul STeniency Wil suppis. Ficass
the emengency waler read tha attached materials 1o learm
wpplex A bril coervies of what emergency waltr supolies ang, inwhal cases
Day|s] & codar: 2 1 emengency walktr supplies ane niseded and why These avents hapoen.
Allcgstion; = g. A Whirey Trams: Wiater an: rethinking ther aporoach i emengency waner
supples.
Taxk fypa: Privaie
Indhviduml responss Wiz haree also affached a POF of evenshing you learmed in day 1 shoukd
(lonum dsoussinns) o need o nefer o i while discussing this bopic.
(4Bemats wader Eim)
Winal are your reactions 1o this inknralion? Dots anything suTprse you?
Do i think: Thames Waker haree histon caly done enough around fis
Issua? Wiyl whiy not?
o cosrvcared] o UNCoRCE i S0 o ot what coukd happen i
Tharmees Winber don' Inprove inifls ansa? Why'?
| THRe: Procesed o Wi LRE 10 (e 'pO MONE e atoil Wharl Thames Yioho! prnmese
NNBNOR TS 10 IMENoAe | b oo o | msecess aarpiEney woter supplhes — e et optiore they one
W aonsierng
suppies
(aEsrnats wader Bimj
Cayis] & order: 22 {Cy 4 2]

74T% Unim Corwursar Dusy Tasting — S-ban-E1
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Ellooston: = g A1

Task typac Privabe
Indivichml respineses
{lonum disoussinns)

VAl o poy Irilal realions 10 i man: Whar oo yod nk of a3
cplions? YWinich woukd youw profier If you wens in such @ skuaionT

i impcdtaningd impendant B o o Thal Thanes, Waler mase s
Improsmement rom 20257 Wiy T

Doy st that Thamaes Walerwil be able bo do this? Whabwhy nof?

Fior ponlisd, this oo housenokd winer and waslesater bl for
Thames Wiater oustomens s cumenthy E455 (50 thal amount may be
highizr o fiovees fior different customens, depend ng on hings Hke hising a
waaler ke of being & business customes ).

Flease ol Keop in mind tha tha B cosis we'ne showing o |usl o this
o issame. Tiner changes 1o/ fromn 2025 i 2030 cou'd Soc an
acdiional £38 per year o mantain and |Improve the day-o-day walnr
e washrszier sendoe On bop of s, A ooukd cost up bo ancther £28
par year if Thames Waler mais furiner improvements o the waler and
wasmsater servios Tor he longer bem (5igdar g 1he inprovemenis.
mezriiorad In this reseanchi).

Finalky, Inflafion i nof imdoded infhe fulune cosls showmn

Hirer 0o v feed aboul the: il incneases for The improvesne s T Do you
think: s worth H based on eeengthing youve reod?

s there anything noear about Tris, o anything else you'd e o kno
thirt woud hein you make @ befer<nformed opinin atoul thisT

[Day|e) B cardar: 2.3
Allpostion: & . o)

Treeral afier considenng the benefits and onsls for you a5 a cusinmer,
dio you suppon of opese Thames Walker's proposal 1o improwe
afemalive wirer suppikes in an aragency T

(amsmats weter Him)

1. I strongly suppont the plan.

2 | somewhat suppo the dan

3. | somewhat opoose the plan.

4. | stongly opoose the plan.
Fleasi tell g 10 neasnns o your anawe.

Thani you for all wour npul fodayd We' D ses you toenomoe for the et
sof of questions.

= Day 3. Waler scpply mslance
» (TOFICE TO BE SHCWN 1M DIFFERENT ORDERS PER CUSTOMER]

| THle: Curmem Boaes wih | Today we ane going 10 [ak ahoul oW We Cnsure a relabe suply of

waler surply resllienoe waller for the fulure. Please read the malerals 1o kam:

Daylc] B crder: 3.1 ®  Viinal ke waler susply nieuptions ant and s of what
0 Weng B caee this.

Allpostion: & . A

®  Thacumen rigk of water sapply falure | Thames Wiater 6o not
ISl Mo ininis area and how this weuld iMoot CUEIomers.

®  Wip haee also afiached a POF of evengdhing vou learmed inodasy £
sroulkd you need ooreder io it wihiie decussing s foso.

(Watsr supply reclisncs giml
Dy 3—glim)

74T Unimn Corsursar Dy Taasing — B-ban-21
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®  Wimal ane your reactions 1o this inlormalion? Does anything
S youT

® Do you think thal bwo consacutive days witrood walor onos in
o [fefime ks aooepiable or unaooepiable™

o 5@ mafor waler culage e fhis something you'vwe e enosd
iof thoughi about before?

®  Thames Yiater spoiving vou 'win & constant sourte of waker -
hias this expectaion changed for pou e e years o nol?

*  How oonoermed o Lnconcemed ang wou atoul what coukd
Faapran T Thamess Wirer don'l imoncee inthis anca? Wiy T

® o cwarn waene v of T o ng ek n Liuee fom maion
WAl SUDply InleTunonsT

® Do yod think Thames Waler should Inses] now o reduce the
gk, of o water supply inbemuplions, which may be inpaciod
b4 popudation feoveth and cimate change T O nol T Wiy T

[ Tl Proposed
enhancemenis o improvwe
waller suppty reslienoe

Deay(c] B coder: 3.2
Alipostion: &g A
Task fypa: Prisaie

It raspares
{enum dsnEsinns)

Wie'd now | ke o sherw wou Some case shudes and popesed soiufions of
e Trames Wiater can redune e risk of rajon wier suppiy
I meruplions.

(¥¥mtsr cupply recilisnces Etim)

®  Nhinal do yods Think about the way Thamses Waler fave deselopad
SOl 40 Ihess havn coeel Shuthes I ackle the s of supnly
Imermuplions?

& ith e o case studies, dovod Think Thaimes Wiater mads
right chodce In solulions?

®  Thames Wiaber selecied soiulions which fred reduced th gk o
an acceniabie lovel for pusiomers and haen Soleciod the kowesl
oot opbon. Do you Suppon of oaoose Tis way of deciding the
sl sobation? WiryT

®  Yinal do you think of Thames Waler's plans 1o addness the
Edgoesl rishs i cusiomers sl T

#® Do yod Suppon of opmoee The ke of wsing one Soiudon which
Y IR Ay TR, 10 Save oosts?

* Do yol Suppod of oppose 1he idea of Thames Waler fixing
Ehings which haree nol wel Tk, %0 reduce the rsiof @ mair
Supphy imeruption?

& s wil g the ool of e solution Escil Thames 'Wiaber ooks al
Fiow eisch hal solution wouwld <os! ko nan and srainkan o e
razed B0 yars. SR o soiulon ook b ow ool Bo bl bd buk veny
expareshae b orun and mal miadn over ihe nemd 50 years. Woud
i prester @ sohation fal s & higher inftial cost i cuslomens bul
ooests hess In i fong term. O @ smalker oo initiady, bal
g g |n the lorg lerm?

s owel as costs, s soiulions moud Imeet ousticmes and
commiunies with bulding and road work dsrupiion. B 1hal
cksrupion aoceplabés oyl 01 maant ess e ng wiske
Imderruptions in fuire? O 5 e disnaplion unacoe prabbe?

‘e e |k B show ol different approaches B0 mgroing mmajor
waler sunply Inlermupiions for the Tulune.

o Wil are your infial reactions o this lan?
o How imoodanino | mpodand i o you thal Thanees Wialer
il

7472 Unim Cormursar Dusy Tating — S-ban-E1
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®  Wiral i your vies of Thamaes Waler's amititon in this area?
® Do you et that Thames Waler will be able 000 this? Whaswhy
nol?

For conled, the asrage housenold waner and wasiesaler bl Tor
Thames Viater cusiomens is cumently £455 (so thal amaunl may be

highier o Ioveer for different cusiomens, depending on things ke haing a
waller mazier of being & business oustomer ).

Flease ol keop in mind thai the Bl costs we're showing am just dor this
o tssse. Oty changes oSS from 202540 2030 moud Sos an
additional E38 mer ysar bo manlain and [misncess the daylo-day walor
and washrsater sendoe On bop of this, 1 oould oost up to arolher £28
por vear I Thames, Waler makes furifer Imgnove ments 1o the waier and
waslmaier sensos o7 e ionges iem (Sieda ja the impmovemenis
mniorad In this research).

Finialky, indadon i not ind uded i ihe Tuune Cosls shosn
®  Howdo yod henl atodl tha D inoneasas for each of the foea
approachas? Do you hink iF's worth & based on everyhing
yoasve read?
®  Considering overything, what s your prefiemed approach from
thiz 27 Why? Wiy nat ihe oiner aporoaches?
# s theere anything unchear about fhis, or angthing else you'd e bo

Iereciae Traal woasd hedp you miake @ etierinfomed oo nion about
his?

[ Tec Wour condusion on | Ceerail. aller consi0enng this Centis and Cosis for you 25 @ cusnmer,
Thames Wiaer's dio Yo SUppon of choose Thames Waier's proposal o reduce the risk of
propased enhancements | majorsater supply infiemapions?
o enhanon walr supply
el ane 1. I strongly suppor the plan.
Doayle] & order: 2.3 | somewhal suppor the plan.
3 | somewhal oppose the plan.
Allgostion: «g. A
4. | sirongly opposes 1he plan.
Tack type: Priafie
e Filoasi tell g 11k neasn o your arame.
(o, disoUssinns) Thaanic you for all your o fodat e Tl sen you oenomosy o e nast
et of questions.
Cay 4 Eacsmant flcodng from frunk maine
B TD EE THOWHM IN IFFERENT ORDERE PER
Cumend Esues with | Today we wil disoiss basament Aooding fom irunk mmain bursis. Please

rgsadd T affachisd matierials Io learm

® Wiy SOeTe Dasements ane at risk from Aooding T they' re near o
ik maines, T e al fsi and e Conseences.

# il Thames Wisker currently 0oes |0 resdos 10 ks,

® iz have also atfached a POF of evenything vou leamed n day 1
should you need (o refer In b winiie dsoussing s oo

{ETIM- Eacament Flooding)

Dy 1 Ftimj
‘iral ane wour reactions 1o this inforralion 7 Do anything Surprise wo?

T4TE Unamn Comeurssr Dusy Taiing — §-Jan-21
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Do you Tink Thames Walnr hare: NEonmally gnne Grough 10 miimse |
ik ismueT Wity Wiy nol T

Hire concenmeed oF LNCenCETed ane woul atoul whan coukd happen i
Thames Winber don'l Inprowe nibls anea? Why'?

Days] & crder- 4.2
Allpostion: &g Al

Task typac Privafic
Indhdial resparees
{enum o)

[T Froposed T, it Nhie 10 Tl B0 yoU D0 F Doas D Soliions Thames Waler
enhanoements o profed. | could wse io neduon th risioof basemem fooding fons irunk main sk,
cushomers from
Easement foodng {ETIM -replazament ve. ciip lining chides)

Reganding Trunk Mainc replscament option:
‘il are your Trsi impressions of his?

Do 'y st that Thamazs Walir il be able 50 0o this? Whshwhy not?

¥ Thames Waler did ihis, woud you aperoes of this part of e plan?
Vighay neit?

|W_I|I|llkl I'IE-.)—IN\:‘:HN

Witk ane wour frsl imoressions of his?

Do o st that Thamaes Walnrwil be able 50 do thisT Whshwhy not®
T Thamees Waier did this, would you aporove of this part of e plan?
Wilrhwhy ned?

For coniiod, the serage household waler and wasivaaler Bl for
Thames Wiater cusinmens (s cumently £455 (5o that amouni may be

highisr o liovess for different customens, depending on things Tke having a
waaler maler of b & s customer ).

Pzt ol kaed i mind thal the bl cosls we’ne Showing o |us for this
oni: s, Oiner changes o His from 202540 2030 cou'd Ses 2n
aaddiional E38 per year 1o maniain and impnoass the diayso-day waler
and washowaber sensos On Bopof this, # coulkd oost up Bo anciher £28
P yar if Thames Waler mases Turiner improvements o the waler and
washrsaber servios Tor e longer lem (5igdar g 1he improvemenis.
mantorasd in this ressarchl,

Finalkby, irfafion ks not ind uded infne: fuiune cosls shown
vy o0 youl fend aibou thae il increass dor Thames Yiiaoer 1o | meest in
thiese malnodsT Doy think s waorth i e on avanyhing youve
resad?

s thern anything wnckear about eiher of fhese opions. of anyhing ose

it Db 1o kirwcaw il kel havp o make @ betterinformed oolnion
about this?

[ THe: ¥our conduson on
Thaamees Wiakiers.
proposd Enhanoemis
i rofect cusiomens o
basement foodng
Day|c] & cnder: 4.3
Allcostion: ¢ g. A

{ETIM- Eacament Fiooding]

Oweral, afier considenng the banefiis and onsis for you 25 3 cusinmer,
dio o suppon of opese Thames Waler's proposal {using bolh
methods) In befier prolec cusionwers from basemenl fooading?

1. | strongly suppen the plan

2 | somewhat sappon the plan

3 | somewhat opoose the plan.

4. | stongly oppose the plan.
Fleasit tell g e Maasmns 1o Wolir areet.

T4TE e Cormurssr [umy Tariing — 3-Jan-i

VERVE

Taxk fypac Private
Indhviduml responesss
ilonm disoussions)

Tilke: wwnad acila s
snould lake pricnty
Dayle] & ordar- 4.4

(Eoteting nom A
postion)

Aot g9 Al
Task typec Minl Polis

P vz v disoussed all 3 innios, phease oould wou rani fhem inoondeer of
Fuw Imperant you e thiy ane for Thames Walsr i mprove. S 18«
whar wou thing ks e sl imporian thing 1 Impnove, §0 the 3nd, the
It | mperiant Thing fo imonowse

{ ETIM TEC- Erief recap of asch snhancsment and npaot on bille)

s Aajormater suppl inbemuplions
& ARomativewaler SUpples in an emegenoy
®  Bassmaent Roodng from Sk nan st

o Flease el us brielly why you fhink ihey shoud priodise fhe
| mercvements in this wayy

Faminder smail

Subpect line: Remindor: the
oMLY |5 walling for
i

e @ quick reminder o kel vou know Thal we hase acliviles ready
and waling Tor yo in thie communig Wiz d loee (o her from o,
S0 pheas g In and et us know your fhoughis!

TLTE Unam Coreurssr [umy Tanting — §-San-21
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Thames Water is the UK's largest water and wastewater services provider

Severn Trent Water I—S/

Combridge Water

Anghlion Woter

Angliaon water
L]
Banbury illi
10 million
water
customers
m -
B Cirencesher L
Oefiard Affinity Water
Essex &
THAMES VALLEY Suftolk ¥Wiater
u Swindon h-#'
LOMDOM
n J
w B Readirg Dartfeed Southem Water .
L o Croydon ?/\* 15 million
s Water wwj v T wastewater
m Faing sioke . Sutton & Ecst
5'.1”5.":( Woter Mg Bent Water Customers
Sewemge oreg ] Gedo e
Woter supply 000 Soutkhern \Water [

— Dither waler
company boundary

South Bast Wabed

/'\J Southern Water

Thames Water supplies 2.7 billion litres of drinking water on average every day to homes and businesses

in London and across the Thames Valley
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Thames Water has a Iarge This network is made up of:
network of water pipes to v B
provide drinking water to its
customers

Thames Water has around 31,000 km of water

pipes. Two thirds of which are in London. Trunk main pipes Distribution pipes
10% of the water network 90% of the water network

If all these pipes were laid end to end it would
be able to get to Tokyo and back...and backto
Tokyo again!

Customer pipes
around 18,000 km
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Trunk main pipes

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

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

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

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

Distribution pipes

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

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

Customer pipes

These are around 1.5 — 2.5cm in diameter
These are owned by customers, who are responsible for their repair

However, Thames Water has a policy whereby they offer to fix some
types of leaks on customer pipes for free
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Thames Water's water network is getting old!

Mains such as this one are still in use today.. .




What is a burst?

When a large mains pipe breaks it can have a

huge impact. As a lot of water can escape at once
there is a chance of rapid flooding that could cause
danger to life and damage to property, especially for
lower level properties like basements, cellars and
underground stations.

It can take several weeks or even months to replace
mains, which can be highly disruptive to traffic,
especially as mains tend to be located on main roads.
Bursts are caused by various things, including:

* Old or weak pipes

« Natural wear and tear on pipes = < ,

« Sudden heavy traffic causing movement in the e “‘E!!H!“’";: E‘Hlﬁi TH L
ground 8in L) \

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

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

« High water pressure or sudden changes in water
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Thames Water has been working to reduce bursts and leaks

1. Controlling water pressure

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

In the last year
these efforts
have reduced

2. Active leakage control

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

water lost each

day by 5%
3. Targeted upgrading and replacing of pipes

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

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

Water supplies can be stopped for a number of reasons, for example:

The most common is where water pipes burst and may need to be
closed off to prevent flooding or a danger to life due to the huge
amounts of water escaping

A problem at a water treatment works where water quality tests show a
failure, meaning the water cannot be drunk. Supplies will be stopped
until the reason for the failure has been resolved

High demand for water, in hot dry summers for example, where water
production cannot keep up with the water being used by households
and businesses

Thames Water does what it can to reduce the risk of water supplies stopping,
for example:

“Calming” the water network, reducing pressure surges by changing
how water pumps work

Replacing pipework and other equipment before it erodes or breaks
Repairing leaks as quickly as possible

Monitoring and forecasting weather patterns to prepare for potential
high water demands
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Major water supply interruptions - what is the problem?

Example of electrical equipment

, . . . which could be damaged by
+ Thames Water’s water supply network can sometimes experience breakdowns leading to customers floodi . ) |
having no water, this is called a supply interruption. Often water supply is restored quickly as water ooaing, C@US/ng a. arge supply
can be moved around the network. interruption

» However sometimes there are single of points of failure, where, if a certain piece of equipment fails, it
would stop the entire system from working and would stop water getting to customers.

« The water network - treatment works, pumps and pipes - are all connected.

« Some of these equipment failures are so big that Thames Water is unable to prevent the supply
interruption to customers, even through recovery efforts such as providing bottled water to them.

« Thames Water believe that a customer experiencing two consecutive days of no water once in their
lifetime would be unacceptable. This would be considered a major water supply interruption.

« Thames Water has identified particular equipment that could cause major supply interruptions, with
no water for more than 2 days, once in a lifetime. One example of an equipment failure like this could

mean over a million customers without water for up to 6 months. 350 Olympic sized swimming pools
« Thames Water regularly maintains its equipment to make sure the risk of these failures is as low as worth of customer water are at risk
possible. However maintenance alone is not enough to stop these failures happening. of being stopped every year, from
«  The risk of major supply interruptions could also grow in future, particularly with increasing incidents facilities/equipment/pipes that might
of extreme weather because of climate change, making equipment more likely to fail more frequently. breakdown
« Thames Water’s ambition is to develop a more secure water network for customers by 2050, where This is the same as 3 million
no customers experience a water supply interruption greater than two days, once in a lifetime. customers’ daily water use or 1.25

« Thames Water plans to reduce all known major supply interruption risks by 2050, starting in 2025. million properties being without
water
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Examples of major water supply interruption risks

Here are two examples of risks that Thames Water propose to improve by 2030

Honor Oak Water Booster Station and Reservoir (London)

» There are 8 different risks at this site which could cause it to fail,
including flooding, power supply failure and failure of pumps

» Thames Water is already doing work at Honor Oak to reduce the
likelihood of failure but flooding and other risks are outside its control

« If this site fails:

e 450,000 customers would be without water for 2 weeks

* An emergency situation for London could be announced
with public services called in to support

» Thames Water’s stock of bottled water would run out in
half a day. It would need over 4 million litres of alternative
water supplies through 92 bottled water stations

* Thames Water has assessed this could happen once every 5
years

* Inthe next five years Thames Water wants to build more pumps
so that when the booster station fails, it can still get water to
customers while it fixes the problem

Earley Water Booster Station (Berkshire)

The pumps at this site are failing, but they cannot be repaired or
maintained without closing the site. With the site closed there is
no other way to get water to customers and a major supply
interruption would occur

If this site fails:

* 61,000 customers would be without water for 6 months

+ Thames Water’s stock of bottled water would run out in
less than 3 days. It would need over 600,000 litres of
alternative water supplies through 12 bottled water
stations

Thames Water has assessed this could happen once every 10
years

In the next five years Thames Water wants to build temporary
pumps to allow for the existing pumps to maintained and fixed
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How Thames Water plan to tackle the problem

« Between 2025-2030, Thames Water want to remove 23 of the largest major supply interruption risks

« A total of 163 solutions were considered, from which 13 solutions were chosen. Thames Water considered best value for customers and

whether the solutions could solve more than one risk. Environmental impacts were also considered.

« 13 solutions were chosen by:

1. Firstly, selecting the solution that reduced the risk of a major supply interruption (two consecutive days of no water once in a

customers lifetime)
2. Secondly, selecting the lowest cost option

Examples of solutions and how they were chosen:

Honor Oak Water Booster Station and Reservoir (London)

The problem:

« The site is a single point of failure and if it fails 450,000 customers would
be without water for 2 weeks

* There are 8 different risks at this site which could cause it to fail

Preferred solution:

36 solutions were considered and 1 was found that could solve 7 different

risks on site:

* Installing a new set of pumps next to Honor Oak which could be used as a
back up if the site had a pump failure

 This solution reduces the risk of a major supply interruption and was the
lowest cost for customers

Example of rejected solution:

* Environmental options such as installing a sustainable urban drainage
system at the site to absorb flood water

» These solutions were rejected as there is not enough space at the site to
create drainage for the potential flood water

North Leigh Reservoir (Oxfordshire)

The problem:

» North Leigh reservoir has two parts and it is not possible to empty just
one part for inspections to be made. The reservoir's water quality
inspections are overdue so there is a risk of water quality problems
which could result in the whole reservoir being shut

Preferred solution:

» Replace a nearby water pipeline and pump station to allow for a reliable
backup supply when the reservoir is emptied for inspection

» 9 solutions were considered and this was the only solution which
reduced the risk of a major supply interruption

Example of rejected solution:

 Building a third part to the reservoir

 This solution was rejected as there is not enough land to build a third
part on and there would be higher chemical costs across the life of this
solution. This may cost more to customers in the long-term
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How Thames Water plan to tackle the problem

Using the methods of choosing best solutions that we've just spoken about, there are 3 overall approaches
Thames Water could take to tackle the risks of water supply interruption, with different impacts on cost, time

and improvement

Approach What happens by 2030 What happens by 2050 Additional average annual cost to
customers 2025-30

No extra
investment to
2050

Even
investment to
2050

More
investment up
front

No additional customers protected from 4,500 Olympic sized swimming pools

water supply interruptions worth of water supply would have been
stopped, the same as 40 million
customers’ daily water use

Protects 190 Olympic sized swimming Protects 2,640 more Olympic sized
pools worth of water supply from being swimming pools worth of water supply
stopped, the same as 1.7 million customers’ than the no investment approach, the
or 710,000 properties daily water use same as 23 million customers’ daily
water use
Protects 250 Olympic sized swimming Protects 3,100 more Olympic sized
pools worth of water supply from being swimming pools worth of water supply
stopped, the same as 2.2 million customers’ than the no investment approach, the
or 920,000 properties daily water use same as 27 million customers’ daily
water use

£0 a year

£1 ayear

£6 a year
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Alternative water supplies in an emergency

On very rare occasions the water network can experience significant problems resulting in large
amounts of people being without a water supply for several days. For example:

* A major disruptive event like a terrorist attack

* Environmental challenges like droughts

«  Power supply or major equipment failure at a water treatment works
* Alarge trunk main bursting

Thames Water does all it can to prevent these emergency situations impacting the water supply,
but if water is stopped it must ensure customers have an alternative safe supply of water.
Legally alternative sources of water needs to be made available to 1.5% of Thames Water's
population, around 185,000 people.

10 litres of water per person should be provided for the first 5 days of the emergency and then
20 litres per day after that. (That's 5, then 10 bottles of the size in the photo on this page - per
person per day). For comparison, Thames Water customers currently use an average of 150
litres of water per person per day which includes cooking, washing, cleaning and toilet flushing.

The legal amount of people to be provided with water in an emergency used to be 0.5%, it
changed to 1.5% in 2022, so Thames Water now need to prepare for providing many more
customers with emergency supplies of water.

Currently in these situations Thames Water give out bottled water to customers through
collection stations (at car parks for example). Bottled water is also hand delivered to vulnerable
customers.

With the increased legal number, bottled water alone will not be enough to provide water
supplies to everyone, as there is only ever a certain amount of bottled water stocked in the
country.




How can Thames Water prepare for the increased level of
alternative water supplies it an emergency happens?

Option Benefits and drawbacks Additional annual

cost to customers
from 2025-30

Increase the number of water tankers +Convenience of water from the tap

Thames Water has, from 11 to 50, and +No single use plastic bottles Water tanker
these could bring in water from another area -Customers need to be told to use as little as £5.50 a year I
and pump it through water pipes to people’s possible to prevent this source running out (if

taps paddling pools were being filled for example)

Increase the number of water tankers +Sources of water will be closer to those in

Thames Water has, from 11 to 50, and need

these could bring in water from another area +No single use plastic bottles

and park up near houses and businesses so -Not as convenient as having water supply to
customers could go to these to fill up their the tap

own containers with water

£5.50 a year

Stocks of bottled water could be increased  +Tried and tested method for distributing water

and these could be delivered to central -A lot of plastic waste

locations like supermarket carparks, so -Not ideal for those less mobile or without cars

customers can collect bottles by car. -Not enough to go around if emergency £6.50 a year
Vulnerable customers would still have continues for several days

bottled water delivered to their door -Cost of storing and moving the bottled water

-Limited shelf life of bottled water
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What are trunk mains and why can they cause basement
flooding?

Trunk mains are the ‘motorways’ of the water pipe network and carry a
large quantity of water at high pressure. Thames Water’s trunk mains
average over 100 years old and make up a tenth of the water network.

A burst trunk main

Trunks mains are often located under main roads and can be close to
homes and businesses.

So if these pipes burst, they could flood properties with basements very
quickly. It can take just 30 minutes for an entire basement to be flooded,
leaving no time for emergency services to help. This could potentially put
peoples lives at risk if they were unable to leave basements quickly.

Some households have needed to be relocated for over a year as a
result of the damage from such flooding, and some businesses have had
to stop trading for similar amounts of time.

Thames Water pay insurance claims to those impacted by trunk main
bursts, the average claim is £43,000.

Case study: In 2019, an iron trunk main from 1894 burst near Finsbury
Park, London. 100 basements were flooded and 45 households needed
to be rehoused.
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What is currently done about trunk main bursts?

Basement floods caused by trunk main bursts
Before 2020 Thames Water generally only replaced trunk -

mains after they burst. Since then more investment has gone
into replacing trunk mains that are most at risk of bursting — so
the mains are replaced before they burst and cause any
damage.

Thames Water do other things to make sure the risk of bursts
is as low as possible:
* Monitoring the condition of trunk mains, alerting of any

pOter.‘“?' failures_ . . , Map of areas with basements at risk from
» |dentifying, monitoring and repairing leaks that might trunk main bursts (London and Reading)
eventually cause a trunk main to burst Reading Priorty Trunk Main Risk =
« Checking and repairing the valves on trunk mains LA N ::51?00“

Currently, almost 60,000 household basements are still
identified as being at some risk from a trunk main burst in the : Korth & Salléh tondon
Thames Water region, these are mostly in London, with some eSrasss
in Reading. This means more trunk mains still need to be

replaced, and if nothing is done the risk of basement flooding

could almost double by 2050.

193



How can Thames Water improve the risk of basement flooding?

Thames Water plan to replace high risk trunk mains to protect 2,000 basements by 2030, with the rest being
replaced by 2050. Two methods have been identified to make the risky trunk mains safer. A combination of
these will be used to meet Thames Water's targets.

What is this? An old length of mains pipe is put out of action and replaced by a
new pipe

Benefits More flexibility over the type, size and positioning of the new trunk
main

Drawbacks Requires roads to be dug up, usually more expensive

and more disruptive to the local community

What is this? A smaller pipe is pulled through the inside of a larger existing main

Benefits Usually less expensive and less disruptive to the local community
with smaller scale road works needed to fit the pipes

Drawbacks Could cause a restriction to the water flow. May need to be
replaced with a larger pipe in future anyway due to population
growth
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Recap of the 3 topics we ve discussed [WATER]

Issue Thames Water’s proposals for improvement Additional annual cost to
customers from 2025-30

Major water supply Various problems in the water network can cause customers to be without  £1 to £6
interruptions water. Thames Water could invest in improvements to the network to

reduce the risk of supply interruptions. The improvements could be done

quicker (higher initial annual cost) or more steadily over the coming years

(lower annual cost but over a longer time)

Alternative water If a major water supply interruption happens Thames Water should provide  £5.50 to £6.50
supplies in an water for up to 185,000 customers. Thames Water could invest in more
emergency water tankers to take water directly to customers and they could have more
bottled water supplies to be collected or delivered.
Basement flooding If a trunk main bursts it could flood basements. Thames Water could invest  £1
from trunk main in replacing some old trunk mains and lining others to reduce the risk of
bursts bursts.
TOTAL £7.50 to £13.50

As well as these costs, please remember there could be other additional costs to your bill (on top of what you currently pay)

from 2025 to 2030. For example:

« Maintain and improve the day-to-day water & wastewater service to meet customer needs and expectations = £38 per year

* Make further improvements or reduce the chance of things going wrong in future for the water service (other than the 3
improvements above) and for the wastewater service = £21.50 to £27.50 per year
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MOTE TO BCRIFTIMG: CREATE S0M-HOWIEHDLD LOCATION VARIABLE FOR a4

1. HONHOUSEHDLD LONDON: IF POITCODE |§ IN LONDOR
I HONHOUSEHOLD TW: IF PO ETCODE 13 ROT N LONDOM

HOTE TO BCRIFTIMG: CREATE LOCATION VARIAELE

1. LORDOH: IF POETCODE 13 M LONDON FOR G2 OR @4
I TW: IFPDITCODE 1B MOT IN LONDON FOR @I OR G4

HOTE TO BCRIFTIMGC CREATE *3ERYICE TYPE' VARIAELE

1. CLEAM EWAETE: IF CLEAN E WAITE AT @3 OR G4
I WAETE OHLY: IF WA ETE ONLY AT G2 DR @4

IF BANIPLE TWFE=HOUBEHDLD DR FUTURE BILL PAYER A EF

QE &re ywou the psrcon necponciols for paying vour vetsr smd cowmge bl Tor your housskobd?
FPlease calsct the most relevant cpdion.
3IRGLE CODE

1. Yes, soiely responsinie
2 Wi, ol responsible
3. Mol respons i

IF 'THOW EEHOLD" 3ELECT E NOT REBPON BIELE, TERMINATE, REGARDLE 31E OF AGE
FUTURE BILL PAYER' B ET 3ELECT HOT REZPONIIELE T COMTINUE

IF 'FUTURE BILL PAYER" & BK
@ Winlzh of the following applies to you?
MILILT] C:ODE. RANDOMIZE

B wilh oy panents of olher fami by e micers

Bz i studenl accommndation where Dils ase Incuded
Bz ina renlied aoconmodaion whene bl ane inciuded
Oihar HOLD

Hone of Tase HOLD

Lk o ol

IF BELECT ® OTHER DR NONE OF THE3E - BCREENMOUT
CREATE HIDDEX WARIAELE — FUTURE BILL PAYER': EELECTE® CODER 1-3
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VERVE

IF BAMIPLE TYPE= NON-HOUEERDLD A 3K
7. Wiilch of the following bect desoribas your kel of tha cupply
of weier and wactswabar sarvioss at vour organisation’ :mrtri‘

Please calect B most ralevant opdion.
3INGLE CODE

1. Soiely responsitle { the main person respons bie

Z  Fataly resporsbie fone of several poopks responsible
2. Bl payer ! adminsiralor of the aoconi
4

am nol responsiole al all BCREENOUT

IF BANIPLE TYFPE= NON-HOUEEHOLD A 3K
QE Whiich of the Tollowing sescboms b your bucinace In¥
3IRGLE CODE RANDOBMZE

Consinction, mining, manuiatning, agio

inckesale, rdal FEpair madior wehides, Irl"ﬁmlbﬂ

Apnommcdation and Iood sendoe acivilies

‘Sordioes — Imomaion, nancial real eslale, prolessional, saentic, inchinical adhvities,
@drpip and sappant

Fubic crganisations, educalion, paailh and sodal work

MR R EN

O e Eeh-ARIEHDE
Mone of Tese ANCHOR
F BELECT S NONE OF THESE - BCREEMOUT

IF BANIFLE TYPE= NON-HOUEERDLD & 3K
QE. How many smpioyeas work In your businscs?
3INOGLE CODE.

1. Untder 10 omployees.
2 10or more emaioyees
3 Molsum

IF BELECT® NOT BURE - BCREEMOUT

IF BAMIPLE TYPE= NON-HOUEERDLD A 3K

@10, How many chesc doac your buciness aperats frome
3IRGLE CODE.

e

Two

Thiea

Four

fule ol e

Five

ey Hhan T

IF BANIFLE TYPE= NON-HOUEERDLD A 3K

GH11. Whioh of the following opticns =poly to you, In relefion $o the supply of walsr to your
bucinace?

‘iiater Io vital for....

BLULTICODE. RANDOMIZE

1. ...ihe manulaciuing prooess which s essenial o e running of pour crganisaion (g o
power machinery, agriouliunal production ele ]

VERVE

-..Ahe supply of sendoes vour omanksation prTEioes (g ceaning senices e )

.an | ngredicnl of par of e product or Sendios your onoanisation preices (g4 food or drnk,
memml oo metics manulachurer e |

..nareral doereesiio uss for your o Vs and i g cusiooar
h!ln'k.su:chdﬂ"l‘ldm wasler)
5 HNone of the abave HOLD

= W

IF BANFLE TYPE= HOUEERDLD A 3K OR FUTURE BILL PAYER
@12 Whioh of tha foliowing bect desoribes your smployment rola ¥
FRGLE CODE.

1. Semi of unquaiiied | raines manua) worke” (gg: mandal workes, all aporentioss o be salled
trades, carviaker, pafs keeper, non-HGW driver, shop assisiant)

2 Skiled Cualfied { orofessional sranual worker (gegy sidl bed Bricklayer, carpender, plusnbar,
painier, busfambuanon diver, HGY driver, A5 patroiman, pubibar workoer e |

3 Superdsony o clercal unior mana; [it il cecdrmin ot g oiffon workes,
sudeni docior, with 25+ empl k)

4. miermedale manageralprolessonarad TS (G newly qualiied junder 3 yeans)
docins, soiloicr, maumm-mulorgnrmtm el managar in lange crganisation,
principke ciicer in dvl sendosiocal

5 Higher manageraliprofess onaldmi nisina e .:gg-uuuu-nd dodor, soicion, boand
dirncior |n @ lange onganksation (200+ empioyens, 1op kewdl ohvl Senaniputiis sendoe
emalayes|}

B Shadem

T Casunl woser — ol in pemanent empioymen

8 Homemoker g housesie, househusband e

9. Felred and feing on sale pension
1o
1"
12
12

. Rizbned and iiwing on privabe pension

. Unempioped or ol working due b engaen sickness
. Pl sgeas of ghive household member

. Othar

MOTE TO ECRIFTING: CREATE ‘30CIAL GRADE" VARIABLE

e

A _JF A = CODE & BELECTED [ B = CDE 4 EELECTED

T —IF G CDDE £, #0 OR 8 $ELECTED

T —IF G2 = CiWDE 2 BELECTED

DE - IF 0= CODE 1 EELECTED / E = CODE 7 — 8 OR 11 - 13 EELECTED

map s

E 1=
1. ABCH |4 = CODE & BELECTED [ B = CODE 4 EELECTED { Ci = CO{DE 3, 10 OR &
SELECTEIN

2 CIDE [C2=C0DE 2 BELECTED /! D=[0DDE 1 3ELECTED/ E=CODE 7T -8 OR 11 - 12
SELECTEIN

F BANPLE TWPE= HOUBEERDLD A 3K OR FUTURE BILL FAYER
@13, Whioh afwnile group do you oo lder you belong o7

3INGELE CODE.
Hslan or Asian Brigsh (TITLE OHLY)
1. Indan

VERVE

I Fasistani

1. Bargladesh

4. Ay ciher Asan background [please specity) [DPEN]
Black [TITLE CHLY)

& Black British

%, Black Caribboan

. Black Afrkcan

2. Ay ciher biack background [phease speoly] IDFEN]
Chimasa [TITLE OHLY)

B Chimase

A0, Ay other Grinese background [pieass speacfy) EOPEN]
Bebesd o (TITLE OHLY

A1, Winile and Black Caribtoan

A2 Winile and Black Alvican

3. Winile and Aslan

14, Ay othar miked background (please spaciy | [DPEN]
irite (TITLE CMLY}

16. Winile Briish

8. Winiie frish

A7, Ay oiher while background [pease spealy] [DPEN]

13, Crhar [pleasa specify] EOPEN]

18, Frokr nol to say BCREEMOUT

CREATE ‘ETHHICITY" VARIABLE
1 WHITE: IF @8 = 16-17
z EME IF 28 =114 0R 13

CREATE ‘ETHHICITY & LOCATION VARIAELE

SNHITE LOMDOK s ETHHCITY VARIAELE = 1 ARD LOCATION VARIABLE =1
SWHITE HOK-LONDON: ETHHCITY VARIAELE =1 AND LOCATION VARIAELE =2
EME LONDON: ETHNCITY WARIAELE = 2 AND LOCATION VARIABLE =1

EME NON-LONDON: ETHNCITY VARIABLE = 2 AND LOCATION VARIABLE =2

o

IF BANFLE TYPE= HOUEERDLD A 3K OR FUTURE BILL PAYTER

@14, Do you oonsider vourssl or anyons wihin your housshold fo b officlally dicsblad
defirad by the Equaliy Aot 2040 =5 having A piysioel or mantal impairment which Ras 8
cubsctantal and long-isrm sdwarcs effect on a percon's ablity 1o carry out day-to-day
antiviies' 7 H yes, which of the foliowing disabliSles do you conslder yourcail or anyons within
i houssiold S0 have? Flescs calsct all thet spoiy.

MLLT] CODE. RANDOMIZE.

1. Visual disaiity
3 Hearing disability
3 Moty dsabily
4.
5
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VERVE

Chronc fness
Disati ty requiring e use of a-nome medical eqiomen (g diahyss machines)
Othar, fease socdity HOLD
g nal have any of Inese conditons or dsabillics HOUD
. Froter nol fo say HOLD - BCREENDUT

2@ m

IF BAMIPLE TYPE= HOUEEHDOLD A3K

@1E. What Ic #he combined gros s imcoms of your howsshold? By s we mean how muoh
mcney o ol the psopls In your Boutshold have soming [r, bafors Tax snd National incurance
dedhuctions. We would ks you fo Includs any benefHs received or bansdHc pald diraoty fo
youar lemdiced ac part of wour rend biug: Housing benen)

3IRGLE CODE.

Ui 40 EB,000 & s §up o EBTO & mangh §up do E155 3 waek

EB,000 < E17 006 & wear 1 EETT = 1417 @ month ) £158 < E3ZT a wedk

E77.006 « £21,750 @ vear) £ 418 « £1,813 a month £330 < £418 @ vk
£31.760 - £30,000 & vear ) £9,814 « £2,500 a srondh § E490 « E580 @ ek
£30.001 « £40,000 & vear ! £2,500 « £3,300 a srondh D ES81 « ETT0 @ ek

E40.001 - 50,000 & vear ) £3,300 « £4, %00 a srondh D ETT1 - E560 @ weeak

EG000 - E70.000 & vear ! £4,101 « £5,800 a sondh f E9E1 < £9,345 o watk
ET0LO0 - £900,000 a year / ES S0 < EB, 300 @ month | £1,346 « £1,920 a waik
iorn than E100,000 a year ¢ mone tham E2.300 a senth (mone han £1,920 a week.
. Frister nal fo say

SUPNERREN S

AFK ALL
@18, Tothe best of your knowiadge, do you Fave 3 watsr maber Installsd at vour

3IRGLE CODE

1. Wes | haee o waler maeder ingdalled ab ey homaes'propety e, | poy for what we use
2 Mo, | dorol have @ waler meder installed o ny hora'oropedy Le. | pay o fxoed amound sack
manih

3. DConl o

A 8K ALL- MULTICODE- RANDOR EE

Q7. Haye you axpedsncad any of the following ralassd fo your weiss pompasy Inthe st faw
yoarsT

SELES paaving 1he Bl
‘el o @ e
Had nowaler o ios walnr pressume
Fporicd o ksak in th nosd
Had & keak on o propety
‘it Lsledionked donny
Had sewage food wour house of gasen
Had waler froms @ burst wanker pipa Sood yvour house o Qanden
Pk o comnglaint
. Boen swiniming in @ iocal rver
. Spen poliulion in a kooal rieer
. Bione of thae above [HOLDY

LR L

ATH BLL

GH3. H yosu weers able fo chooos your watar provider, how llkely Is it that you would
resamemand Thamst \Wasar io s frisnd or family mamber? COma coals of & to 90 whers O 1o not
af all Bkaly and 13 | axtremmaty Nkl

3INGLE CODE

VERVE

=

Mot al oy

g

. Exiremedy sty

HIDOEN VARIAELE 'HP B SROUP:

Sumer defracions j0-4]
Dalracis [5-6)
Fassies |T-8)
Fromolers (510}

B

AFK ALL — HNGLE CODE
&8, To what esfent do you agres or disagres with theca cistements about Thame: Wabar?

Piease sefect one answer

TOF BREAKE, FRANDOM EE

Tharees Viiatier ksten i thedr cush o s (o Seber undersiand el needs

Thames Wiater 1 core of T e enmen

Thames Wiater nest in nes ways i e Her servics, prenaning 1S wel| for e e
Thames Wiater laue cwnership of ther ostomer protieTs

Thames Wiater only cane atou profits

Thames Wiater a0 @ resporabie comoany

Thames Wiater lake provding an sssential sendon senously
Thames Wiater piay an active rohe Infhe community They work in

YNHEREAM & HIRGLE CODE

Ze2pooop

5
i
:

Q. Fissca indlzats the sxtant to whilsh you or dl cagres with the following stabsments
that other people Rave mads sbout Thames m

TOF BREAKE, RANDOM IE

1. Dirust Thanoes Walsr B0 proreice walnr and WEEsieweries Sorvioes
E s eagy o deal win Thames Walor

2 1 have @ food realonship win Thames Waler

4. Thames Viater & a far and honest comoany

DDAWHEREAR B/ 3IRGLE CODE

1
-
3
4.

Beiher agnee nor disagros
Shphily disagee

VERVE

5 Stongly dsagroc

SECTION B - MAM BURNEY

FHOW BECTION § CIVERMG IN RANDOM ORDER

EINTRO. Every v v, watir 0nd Sowerae 0omeanies take pan ina Prios R, They plan ou
iz acivities hey will underake oeer @ fvavear peniod todeiver the senioe that cushomers expect,
mmgrrmu-.lhchlllrntlhmcmus'rm hiarse. Walier and SEWITaNE COmpanis misl
cong with thelr cusiomers about their plans and relec his inTheir plans.

Thames Wiater haree kdeniied arumBernd aneas 1y ooubd insest in than ood furdner isngrnove e
fulure plans. We are going bo show o some informalion aboul these diferenl paes and wo'd ask
‘o 1o read haem carefully. Wiie'd e you lo undersiand e informiation oresenind o that you ane
abiz i ghe an informed vire, while considenng the issues imeaotved.

SHOW IF FUTURE EILL PFAYER
Wi orow word don'] Dy Bl rght now bul piease base wour anseers as Tough vou would be
(Dl WIRd My e I in the Selbiecdhetae fulure!]

FHOW IF NOKN-HOU EERCILD

Wiz want 1D undersiand your §ews a5 @ Dusiness cusinmer, S0 PRI Base YOur NSEETS N your
exparnence s a business. You wil see mentions of customes bils Throughout this reseanch, these ans
based on arserage annual housenokd waner and wasizsaler hils (E458 oument iy} rather (han msiness
Edils, 50 tha walues could B different dor wour business. For the purposes of ihis research, ploose
think about the prinolple of any B inoneases meniionsd, which will be on fop of the aaerage
hicisehokd B

FHOW ALL

1 s sy el Show ol some palential changes to fulune sater and wastewaler Bis For
oonbet, e aneerage househokd waler and washosater W Tor Thames Winer ousiomens & cunrently
E40E (50 that amoun may e igher o lwer Tor differeni cuslomars, depending on things B hasing
@ water mater or heing @ business cusioTer]

Fhzas keep i mind it th fulune b4 cocts vl show are |usl for parboilag Sees. Othaer

B b s from 202500 2030 oould ses an additonal E38 per year o naniain and impncyss The daryo-
day waber and wislpsaln seniog, and ontop ol this I could cosl up o anothier E28 per year f
Thames Wiater makes futhir imorosements tofhe water and sasiewaler senion for the longer tem
Finalkby, irfafion ks not ind uded infne: fuiune cosls shown

SECTION C — BEWER FLOODING RE HLIENCE TO PROPERTIER

[HIERT BRIEF TOPIC DE3CRIFTION]

AR ALL
. How or not Imporizst ks this to you thet Theammss Wetesr mais iImprosemes i fo
prevend cower flooding fo propartiec?

3INGLE CODE.

1
z
a
4
5

Wry' mnporiani
Somesnal impotant
Bl sure

Mot wery Isnporiant
Mol af al imoodant
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VERVE

AENALL

L3 mm:?l any of Thama: Watsr's propocals do you support Tor mproving cawer fiooding to

[prope;
Cllok here f0 ces plans sgain

3INOGLE CODE.

Achizye no sewar Poods by 2040
Achizye no sewar Poods by 2050

dfiphicsz 0o sewaer Foods by 2065
P axddiomal irveesdrrand in Gaokling sewer focds

LT

SECTION D — BROUNDWATER BEWER INFILTRATION

HIERT BRIEF TOPIC DE 3CRIFTION]

AT ALL
1. How impeortant or not iImportant s this to you that Thames #ater maks Improvements to
mm_mhmntnﬂnﬁwﬂm?

3IRGLE CODE.
1. Wary imporiani
F  Soveshal impotan
5 Mol at all impcrdant
AT ALL
T2 Whioh, It any of Thame: Wabsr's propocals do you support Tor ivproving groundesdss
cawer Infilrstion?

Cllok here f0 ces plans sgain

BLLT CODE. RANDOMIZE

Feduce sower overTows by Increasing 1he size of sewane neaiment works
Feduce sower overfiows by ining sewer pipes

Feduce sower overTows by creatng welands

P ol Irvecsirand in Gacking groundwaler seeer |nfl Eration [HOLDUERCLUENVE]

P

SECTION E — MAJOR WATER BUPFLY INTERRUFTIONE
HIERT BRIEF TOPIC DE 3CRIFTION]
AENALL

[E1. Hiow Important or reot iportant s thic o yow et Thame o Watsr meke mgrovsemanis to
reduns major wabar supply Intsrupbions 7

VERVE

3INGLE CODE.
1. “Wery mporiani
2 Sovestal impotant
3 Mol sure
4. Mol weny inporiand
5 Molat @l imponant

AFH ALL
E2. Winloh, I any of Thama s Watsr's proposale do you cupport for reducing major weatar
supply Imtsruptons?

Cllok hare fo cos plans sgaln

3IRGLE CODE. RARDMZE
1. Feducsd sk ol walnr suoply nlermupiions with evenly spread |reesimeni o 2050
I Foducsd risk of walnr suoply inlemuniions with quicker | mprosesment 1o 2030 hen evenly
sorgsad invesimend fo 2050
3 Mo addBonal irsessteraend bn Backding waber supoly inbemupiones [HOLO]

BECTION F — | EEND}) ALTERMATIVE WATER EUFPLIES I AN EMERDENCY
MHIERT ERIEF TOPIC DE3CRIPTION]

AR ALL
F1. How Imporiard or not Important lc s to you that Thame: Wabsr maks Improvemsnic to
providing sitsrnattes cupplies of water In an smangenoy 7

3INGLE CODE.
1. Very mmporiant
2 Sorewnalimpotan
3 Mol sur
4. Mol wery Ivgartand
5 Mol at &l imgonant
AFH ALL
FZ Which, i 2y of Thamst Wabar'c propocals do vou cupport for providing absmative
suppiles of waisr In an smergenoy?

Cllok hare fo cos plans sgain

BILILT] CODE. RANDOMIZE
1. More lanEers In pumip warter dineclly Indaps
2 Mo tankes for peopie 1o coliect waber rom
3. Mo bolied waler for pecphs 10 colbeot (hard died heenesd 1o ol nerabie peophs)
4. Mone of ese [HOLDUEXNCLUSNVE]
BECTION & - EASEMENT FLOODING FROM TRUNK BAINE

[HIERT BRIEF TOPIC DE3CRIFTION]

AFH ALL

1. How Irrmhi::::ld Important e $hic to you that Thames Watsr maks Improvements to

4. Mol very isnporiani
5 Mol ot @l imeotant

ASK ALL
G YWhiich, IT of Thamet Wabar'c do papport for reckseing the risk of

Cllok hars fo cos planc sgaln

MLILT! CODE. RANDOMIZE

1. Foeduce tha risk of Tood ng by repiacing trunk mains
F  Faeduce the fsk of Tond ng by Fning frunk main pipes
3 Mo addBional insesiren in fck ing masement fooding [HOLD EXCLUENE]

SECTION H - CLOBING

Rank 1-E
HL. Mlirjici e Haviid Uil you hive bi i diseuiiing aver e pasl lew digd, Thafid Water hai

awweral etsar inftia s that they ar g 1o achiae in the Tubare, aver asd sbove the main

proubinn of pour witer and Swaraps Wrvioei

A theieia nitiatives csuld have a pes impict on iseraving Beth dardies snd the anvinsnmes, but

i | BdIL

Wit e WS AT A
Pliase look at Ui e of the mais exrs isSatives tht Thames Wete: oo udd usdariake oser 2013-
2030 |asd birposd) and rank tham in andes ol ori ipta think Th & Wiabar shoald give thiem, Tor
e whi s pou Tk Tou mid Water need 16 mike U = pravamesls. S, the med

ativei Feai T vk Woatar R Rk b Betiilel B s 1 ol Uil Wi irfi g i W fer

impastant
tham e tackhe sho uld be no 3.

[RANDOMI 3E DRIDER]
al Upgrading siewa pe e bse nl wedhs 10 oreees? ewar overllows
b il U pehiiar e [T NARESA 10 Erivt dhwar evlrllaw
€] Pravanting semes Nosding 1o progen s
df ‘Warking with local i dnd ot hir e can 10 improee o

rivar hailts

al In sing U quality asd nusbar of aMcisl Bathing mater aneas notha riven is Teames
AR daa

1l Impresaments 1o sedess major walar supply inlaruplion

Rl Impresemens 1o groviding abenative sup ples of watar in an amesgancy

tranik man buss

b Aaducing thie rik of bidemant Seading o
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Sewer flooding in properties and gardens can happen when the sewer system becomes full and overflows due to blockages or too much rainwater. About 1,200 properties
each year experience sewer flooding. Sewer flooding will likely increase in the future due to added pressure on the sewer network from an increasing population and
climate change. If no additional investment is made to prevent sewer flooding by 2050, there would be a significant increase in the number of properties at risk of sewer

flooding.

Thames Water is planning to make improvements so there is no sewer flooding of customer properties by 2050, except where it’s caused by a very rare heavy rainfall storm
(less than 1 in 50 chance of happening per year). Improvements can be made by building, repairing or expanding sewer pipes and sewage treatment works, by educating
the public on what not to flush, also by using more natural solutions, for example Sustainable Urban Drainage, where porous paving and green spaces can be created to

absorb rainwater in built up areas, so the rainwater doesn't flow into sewers.

Thames Water could make improvements to end sewer flooding over different timescales and each would have a different impact on customer bills:

- |Additionalaverageannual costto customers

Approach

No additional investment £0
By 2050 there would be a significant increase in the number of properties at risk
of sewer flooding, compared to if investments to improve were started now

Meet the goal by 2040 £3
Invest in improvements so that there is no sewer flooding of customer properties

by 2040 (except from very rare heavy rainfall storms with less than 1 in 50 chance

of happening per year)

Meet the goal by 2050 £3
Invest in improvements so that there is no sewer flooding of customer properties

by 2050 (except from very rare heavy rainfall storms with less than 1 in 50 chance

of happening per year)

Meet the goal by 2065 £3
Invest in improvements so that there is no sewer flooding of customer properties

by 2065 (except from very rare heavy rainfall storms with less than 1 in 50 chance

of happening per year)

2025-30 2030-35 2035-40 2040-45 2045-50 2050-55 2055-60 2060-65

£0 £0 £0 £0 £0 £0 £0

£49 £130 £168 £134 £107 £85 £85
£6 £18 £58 £133 £175 £140 £140
£8 £23 £52 £76 £94 £106 £106
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Groundwater sewer infiltration happens when water naturally in the ground rises, typically after prolonged rainfall, and enters the sewers through manhole covers or
through the ground by forcing its way through any cracks and joints in the pipe. When this happens the infiltrated groundwater takes up room in the sewer so less
normal wastewater can be carried. Too much groundwater in sewers can lead to sewage spilling into rivers through storm overflows. Changing weather patterns, as a
result of climate change could lead to more groundwater entering sewers in the future, meaning more untreated sewage could overflow into rivers.

The Environment Act states that all sewage storm overflows must have fewer than 10 spills a year by 2050. Thames Water has a number of ideas to tackle
groundwater sewer infiltration from 2025 to 2030, this will allow the most successful ideas to be developed and continued beyond 2030, so that by 2050 the level
of sewage overflows into rivers should be much lower, meeting government targets.

3 key ideas are:

. Increasing the size of sewage treatment works, which would treat the increased flow from groundwater sewer infiltration, this would cost 50p extra per year on
each customer’s bill from 2025 to 2030

. Adding a lining to sewer pipes that would stop groundwater entering the pipes in the first place, this would cost £1 extra per year on each customer’s bill from
2025 to 2030

. Creating wetland areas near storm overflows which would treat any sewer overflows naturally, this would cost £2 extra per year on each customer’s bill from
2025 to 2030
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Thames Water’s water supply network can sometimes experience breakdowns leading to customers having no water, this is called a supply interruption. Often water
supply is restored quickly as water can be moved around the network. Thames Water has identified particular equipment that could cause major water supply
interruptions, with no water for more than 2 days, once in a lifetime. One example of an equipment failure like this could mean over a million customers without water
for up to 6 months.

Thames Water regularly maintains its equipment to make sure the risk of these failures is as low as possible. However, maintenance alone is not enough to stop these
failures happening. The risk of major supply interruptions could also grow in future, particularly with increasing incidents of extreme weather because of climate
change, making equipment more likely to fail more frequently.

Thames Water’s ambition is to develop a more secure water network for customers by 2050, where no customers experience a major water supply interruption greater
than two days, once in a lifetime. This will be achieved by removing the individual risks of equipment failure that could produce such a major water supply interruption.
Thames Water would do this by choosing solutions that are best value for customers and that solve as many of the risks at once.

There are 3 approaches Thames Water could take to tackle the risks of major water supply interruption, with different impacts on cost, time and improvement:
» No further investment, no additional customers protected from stopped water by 2030, and by 2050 the additional amount of daily water use that could be stopped
would be 40 million customers’ worth. This would cost no extra per year on each customer’s bill from 2025 to 2030.

* An evenly spread investment to 2050 to protect an additional 1.7 million customers’ worth of daily water use by 2030. By 2050 the amount of water protected would
cover 23 million customers’ (daily use) more than the no investment approach. This would cost £1 extra per year on each customer’s bill from 2025 to 2030.

* More investment upfront to protect an additional 2.2 million customers’ worth of daily water use by 2030. By 2050 the amount of water protected would cover 27
million customers’ (daily use) more than the no investment approach. This would cost £6 extra per year on each customer’s bill from 2025 to 2030.
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On very rare occasions the water network can experience significant problems resulting in large amounts of people being without a water supply for several days. For
example: a major disruptive event like a terrorist attack or a power failure at a water treatment site. Thames Water does all it can to prevent these emergency situations
impacting the water supply, but if water is stopped it must ensure customers have an alternative safe supply of water. Legally alternative sources of water needs to be
made available to 1.5% of Thames Water's population, around 185,000 people. The legal amount of people to be provided with water in an emergency used to be
0.5%, it changed to 1.5% in 2022, so Thames Water now need to prepare for providing many more customers with emergency supplies of water.

Currently in these situations Thames Water gives out bottled water to customers through collection stations (at car parks for example). Bottled water is also hand
delivered to vulnerable customers.

With the increased legal number, bottled water alone will not be enough to provide water supplies to everyone, as there is only ever a certain amount of bottled water
stocks in the country.

There are three options which will be used.

* Increase the number of water tankers Thames Water has, from 11 to 50, and these could bring in water from another area and pump it through water pipes to
people’s taps (although people’s water usage may have to be limited so this transfer doesn’t run out too quickly) — this would cost £5.50 extra per year on each
customer’s bill from 2025 to 2030.

* Increase the number of water tankers Thames Water has, from 11 to 50, and these could bring in water from another area and park up near houses and businesses
so customers could go to these to fill up their own containers with water — this would cost £5.50 extra per year on each customer’s bill from 2025 to 2030.

» Stocks of bottled water could be increased and these could be delivered to central locations like supermarket carparks, so customers can collect bottles by car.
Vulnerable customers would still have bottled water delivered to their door - this would cost £6.50 extra per year on each customer’s bill from 2025 to 2030.
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Trunk mains carry a large quantity of water at high pressure. Thames Water’s trunk mains average over 100 years old and make up a tenth of the water network. These
pipes are often located under main roads and can be close to homes and businesses, so if they burst, they could flood properties with basements very quickly. It can
take just 30 minutes for an entire basement to be flooded, leaving no time for emergency services to help. This could potentially put peoples lives at risk if they were
unable to leave basements quickly. Some households have needed to be relocated for over a year as a result of the damage from such flooding, and some businesses
have had to stop trading for similar amounts of time.

Before 2020 Thames Water generally only replaced trunk mains after they burst. Since then, more investment has gone into replacing trunk mains that are most at risk
of bursting — so the mains are replaced before they burst and cause any damage.

Almost 60,000 household basements are still identified as being at some risk from a trunk main burst in the Thames Water region, these are mostly in London, with
some in Reading. This means more trunk mains still need to be replaced, and if nothing is done the risk of basement flooding could almost double by 2050.

Thames Water plan to replace high risk trunk mains to protect 2,000 basements by 2030, with the rest being replaced by 2050. Two methods have been identified to
make the risky trunk mains safer. A combination of these will be used to meet the 2030 and 2050 targets. This would cost £1 extra per year on each customer’s bill
from 2025 to 2030:

» Trunk main replacement — digging up and replacing lengths of older pipe with new pipework
» This has more flexibility over the type, size, and positioning of the new main, but requires roads to be dug up, is usually more expensive, and can be more
disruptive to the local community.
* Lining trunk mains — inserting a smaller pipe inside the larger main
» This is usually less expensive and less disruptive compared to replacing trunk mains, but could cause a reduction in water flow, and may need to be replaced
later due to population growth
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About 1,200 properties each year experience sewer flooding. Sewer flooding will likely increase in the future due to added pressure on the sewer network from an
increasing population and climate change. If no additional investment is made to prevent sewer flooding by 2050, there would be a significant increase in the number of
properties at risk of sewer flooding.

Thames Water is planning to make improvements so there is no sewer flooding of customer properties by 2050, except where it’s caused by a very rare heavy rainfall storm
(less than 1 in 50 chance of happening per year). Improvements can be made by building, repairing or expanding sewer pipes and sewage treatment works, by educating
the public on what not to flush, also by using more natural solutions, for example Sustainable Urban Drainage, where porous paving and green spaces can be created to
absorb rainwater in built up areas, so the rainwater doesn't flow into sewers.

Thames Water could make improvements to end sewer flooding over different timescales and each would have a different impact on customer bills:

* No additional investment : By 2050 there would be a significant increase in the number of properties at risk of sewer flooding, compared to if investments to improve
were started now. There would be no increase to customer bills

* Meet the goal by 2040: This would see an initial increase of £3 to annual bills from 2025-30, with an increase high of £168 extra per year in 2040-45, falling to £85 extra
per year in 2060-65

» Meet the goal by 2050: This would see an initial increase of £3 to annual bills from 2025-30, with an increase high of £175 extra per year in 2050-55, falling to £140 extra
per year in 2060-65

» Meet the goal by 2065: This would see an initial increase of £3 to annual bills from 2025-30, rising to an increase of £106 extra per year in 2055-60
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Groundwater sewer infiltration happens when water naturally in the ground rises, typically after prolonged rainfall, and enters the sewers through manhole covers or
through the ground by forcing its way through any cracks and joints in the pipe. When this happens, the infiltrated groundwater takes up room in the sewer so less
normal wastewater can be carried. Too much groundwater in sewers can lead to sewage spilling into rivers through storm overflows. Changing weather patterns, as a
result of climate change could lead to more groundwater entering sewers in the future, meaning more untreated sewage could overflow into rivers.

The Environment Act states that all sewage storm overflows must have fewer than 10 spills a year by 2050. Thames Water has a number of ideas to tackle
groundwater sewer infiltration from 2025 to 2030, this will allow the most successful ideas to be developed and continued beyond 2030, so that by 2050 the level
of sewage overflows into rivers should be much lower, meeting government targets.

3 key ideas are:

. Increasing the size of sewage treatment works, which would treat the increased flow from groundwater sewer infiltration, this would cost 50p extra per year on
each customer’s bill from 2025 to 2030

. Adding a lining to sewer pipes that would stop groundwater entering the pipes in the first place, this would cost £1 extra per year on each customer’s bill from
2025 to 2030

. Creating wetland areas near storm overflows which would treat any sewer overflows naturally, this would cost £2 extra per year on each customer’s bill from
2025 to 2030
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Thames Water’s water supply network can sometimes experience breakdowns leading to customers having no water, this is called a supply interruption. Thames Water
has identified particular equipment that could cause major water supply interruptions, with no water for more than 2 days, once in a lifetime. Maintenance alone is not
enough to stop these failures happening. The risk of major supply interruptions could also grow in future, particularly with increasing incidents of extreme weather
because of climate change, making equipment more likely to fail more frequently.

Thames Water’s ambition is to develop a more secure water network for customers by 2050, where no customers experience a major water supply interruption greater
than two days, once in a lifetime. This will be achieved by removing the individual risks of equipment failure that could produce such a major water supply interruption.

There are 3 approaches Thames Water could take to tackle the risks of major water supply interruption, with different impacts on cost, time and improvement:
» No additional customers protected from stopped water, and by 2050 an additional 40 million customers’ worth of daily water use could be stopped. This would cost
no extra per year on each customer’s bill from 2025 to 2030.

* An evenly spread investment to 2050, initially protecting 1.7 million customers’ worth of daily water use, rising to 23 million customers’ worth by 2050, compared to
the no investment approach. This would cost £1 extra per year on each customer’s bill from 2025 to 2030.

* More investment upfront, initially protecting 2.2 million customers’ worth of daily water use, rising to 27 million customers’ worth by 2050, compared to the no
investment approach. This would cost £6 extra per year on each customer’s bill from 2025 to 2030.
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On very rare occasions the water network can experience significant problems resulting in large amounts of people being without a water supply for several days.
Thames Water does all it can to prevent these emergency situations impacting the water supply, but if water is stopped it must ensure customers have an alternative
safe supply of water. Legally alternative sources of water needs to be made available to 1.5% of Thames Water's population, around 185,000 people. The legal amount
used to be lower, so Thames Water now need to prepare for providing many more customers with emergency supplies of water.

Currently in these situations Thames Water gives out bottled water to customers through collection stations (at car parks for example). Bottled water is also hand
delivered to vulnerable customers.

With the increased legal number, bottled water alone will not be enough to provide water supplies to everyone, as there is only ever a certain amount of bottled water
stocks in the country.

There are three options which will be used.

* Increase the number of water tankers Thames Water has, from 11 to 50, and these could bring in water from another area and pump through water pipes to
people’s taps — this would cost £5.50 extra per year on each customer’s bill from 2025 to 2030.

* Increase the number of water tankers Thames Water has, from 11 to 50, and these could bring in water from another area and customers could go to these to fill up
their own containers with water — this would cost £5.50 extra per year on each customer’s bill from 2025 to 2030.

» Stocks of bottled water could be increased and these could be delivered to central locations like supermarket carparks. Vulnerable customers would still have
bottled water delivered to their door - this would cost £6.50 extra per year on each customer’s bill from 2025 to 2030.
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Thames Water’s trunk mains average over 100 years old and make up a tenth of the water network. These pipes are often located under main roads and can be close
to homes and businesses, so if they burst, they could flood properties with basements very quickly. This could potentially put peoples lives at risk. Some households
have needed to be relocated for over a year as a result of the damage from such flooding, and some businesses have had to stop trading for similar amounts of time.

Before 2020 Thames Water generally only replaced trunk mains after they burst. Since then, more investment has gone into replacing trunk mains that are most at risk
of bursting — so the mains are replaced before they burst and cause any damage.

Almost 60,000 household basements are still identified as being at some risk from a trunk main burst in the Thames Water region, in London and Reading. This means
more trunk mains still need to be replaced, and if nothing is done the risk of basement flooding could almost double by 2050.

Two methods have been identified to make the risky trunk mains safer. A combination of these will be used to protect 2,000 basements by 2030 and all 60,000
basement by 2050. This would cost £1 extra per year on each customer’s bill from 2025 to 2030:

» Trunk main replacement — digging up and replacing lengths of older pipe with new pipework

» This has more flexibility over the type, size, and positioning of the new main, but is usually more expensive, and can cause more roadworks.
* Lining trunk mains — inserting a smaller pipe inside the larger main

» This is usually less expensive with less roadworks, but could cause a reduction in water flow, and may need to be replaced later.
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