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Background and methodology (1)

Setting the scene for the PR24 Enhancement cases

A 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
Il nvestments. The customer i nsi203BusinessiPlah s hape Thames Wat

A 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

A This is the next phase of PR24 customer research, thebjective of which was to gain feedback on investment proposals
in 8 specific enhancement casesspecifically to assess the customer need and/or preferred options for each

1. Basement flooding (reported from page 28)
2. Security and Emergency Measures Direction (reported from page 39)
3. Major water supply interruptions (reported from page 51)
4. Rethinking rivers (reported from page 65)
5. Sewer infiltration (reported from page 75)
6. Sewer flooding (reported from page 87)
7. Sewage treatment growth (reported from page 99)
8. Bathing water (reported from page 107)



Background and methodology (2)

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

A 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
A For each community, we gathered a broadly representative sample of Thames Water customers (including Future bill payers amtmouseholds)

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

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

A At the close of each community, customers were asked t &atershoukdbe a
making improvements. These results are presented in the executive summary

Quantitative approach: We conducted one online survey that ran from April 20 May 4t 2023 and one phone survey that ran fronApril 28" 2 May
26th 2023

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

A Customers were presented with cutdown versions of 5 topics (3 water and 2 waste from the qualitative communities) and askedassess their
importance and preference towards actions Thames Water could take

A At the end of the survey, customers ranked all 8 topics on priority, including the remaining 3 from the qualitative commesiti
A For the phone survey, we interviewed customers who qualified as
A The phone survey was the same as the online survey, except the case descriptions were -clawn slightly to fit with the phone iterview

methodology



Methodological considerations (1): Online communities

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

Online communities can givea voice

to individuals thatmay not have normally had
the time or ability to take part in an irRperson
focus group or workshop,for instance those
that work fulltime, have family commitments,
certain disabilities, financial issues or

Limitations to this methodology

A

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)

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

language barriers. A Excludes people with no access to the to ensure participants clearly understood the

internet context of each enhancement case, Thames
They also allow customers to express _ Wat er ®s over arching| goa
themselves more freely without the social A~ As with all research, customers can only pros and cons of each proposal

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 i n f ocby prierd ®
research activities at an earlier stage of the
planning process,covering similar issues
and the concept of planning for the future

react to the information shown; care must
be taken to ensure materials are clear and
unbiased

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

A Provides statistical robustness: The base

sizes used for the quantitative portion of this

study allows us to ersure that most
demographic groups assessed had large
enough base sizes for statistical analysis
(over 50 people)

A Households: N=10002 confidence level:

95% margin of error: approx.3%

Non-Households N=2042 confidence
level: 95% margin of error: approx.7%

A
A Future bill payers N=522 confidence
A

level: 95% margin of error: approx. 14%

Digitally Excluded: N=92 confidence

level: 95% margin of error: approx. 10%

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

A This also includes participants with no
access to the internet

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

Limitations to this methodology

A 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 norhouseholds

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 oanonymityin
telephone interviews, and so participants
were more likely to provide answers they
thought would be favourable to the
interviewer (known as the interviewer effect

A 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

A We saw only 1 of the 75 households in
the soft launch leave the survey in the
enhancement case evaluation section,
and none from norhousehold

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 scriptiig

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




Vervees decl aration that this research

Of wat ®s mi ni m/How we metthese standards
for high quality research
Useful and contextualised  [This research was used to infornthe development of Thames Water's investment plans for the period of 202030 and ensure thesealign with
customer's expectations.The current enhancement cases were developed from previous customer insight and so this reseafalis into a wider
body of insightgathering 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 maleNVe soft launched
the online community to ensure that if any confusion arose, we would be able to adjust stimulus accordingly. The order ofd®pras also
randomisedin the qualitative and quantitative surveys. Care was taken to ensure that materials were framed neutrally. For exampletHer
basement flooding enhancement case, details pertaining to the magnitude of harm (death, insurance claims, and an exampleavf n old person
could drown) was removed for consistency with how other enhancement cases were portrayed. For the quantitative online surves conducted a
soft launch study of 100 people, and monitored for speed of completion and any questions that were causing people to drop austop 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 dedenfthe quantitative
research was used to sense check the interpretation of the qualitative insights, including differences between segmentbe orline community
approach allowed participants to express themselvewithout the social pressure of a focus group/workshop scenario. Comprehensiof some of
the complex topics discussed was also helped because participants could view and review stimulus material at their own padiewing them time
to digest and reflect on information.We ensured that questions and stimulus in both the qualitative and quantitative surveysed plain English for
maximum comprehension.

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

Continual Thames Water's research and engagemerggrogrammeis continuous. The findings from this research will be used in conjunction with previous a
future insights to inform Thames Water's dato 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 g ayvachmateidd

Shared in full with others The full report and stimulus materials will be shared with otharater companies via a SharePoint site and with thgeneral pubic 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 T

customers
(Customer
Voices-68)

This researchwas designed to capture the diversity of

Thames

Customer Groups

Water ®s customer

Household customers (Thames Water 68
Customer Voices panel)

Future bill payers (recruited externally) 7

Non-household customers (recruited externally) 20

1
1

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

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

Customer Voices- ThamesWater's online researchcommunity of

over 1,000 household customers,designed to be representativeof allcustomers. It
was formed in June 2021 usingPanelbaseas arecruitmentsource, with a small
number of customers signing upvia Thames Water's website andocial
mediaposts.

Future bill payers (1824 year olds, nonbill 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,
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)

base

because even though

Gender

Male

Female

Age

18-24

25-34

35-44

45-54

55-64

65+

Social grades
ABC1

C2DE
Ethnicity
White

BAME

Prefer not to say
Vulnerability status
Vulnerable
Service type
Clean & Waste
Waste only
Location
London

Thames Valley &
Home Counties

27
41

12
21
17

44
24

39
28

41
27

47
21

Future bill payers (7)

Demographics

Gender
Male 2
Female 5

Social grades

ABC1 7
C2DE 0
Ethnicity

White 5
BAME 2
Service type

Clean & Waste 0
Waste only 7

Non-household customers (20)

Demographics

Number of employees

0-10 12

11-49 8

Service type

Water reliant 11
1" Non-water reliant 7

Unknown 2

ames



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

Wastewater community® quotas Wastewater community- Sample
Demographic Demographic Demographic Demographic
40
Male 50 ABC1 60 Male ABC1 70
Female 55 C2DE 25
Female 50 C2DE 40
i : 39 London
_ _ 35 London 18-24 Future bill payers 7 White 19 TW Counties
18-24 Future bill payers 10 White 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 ohealth
35-44 20 and financial) 9
35-44 26
45-54 20 ;
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 41
65+ 15 65+ 7
Clean/waste 65
London 68
Waste only 35 Waste only 54
London 60 Non household customers 15 Non household
under 10 employees customersunder 10 12
employees
Thames Valley & Home Counties 27
Thames Valley & Home Counties | 40 Non household customers | 5 Non household customersiO+ | o
10+ employees employees

N.B., There is a lower than quotaed representation of 65+, C2DE and vulnerable customer&his is due to the inclusion of nofhousehold customers
and future bill payerswho skew against these demographicsThese groups also have lower engagement rates with long form online communities



Qualitative Research sample for
Water online community

bl Demographics | Number

customers
(Customer
Voices (53)

This researchwas 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

A
)l

80 customers took part in the researchand 77* answered all questions

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

Customer Voices- ThamesWater's online researclcommunity of

over 1,000 household customers,designed to be representativeof all customers.
It wasformed in June 2021 usingPanelbaseas arecruitment source, with a small
number of customers signing upvia Thames Water's website andocial
mediaposts.

Future bill payers (1824 year olds, nonbill 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
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

10

53

39

Future bill payers (8)

Demographics

Gender
Male 4
Female 4

Social grades

ABC1 6
C2DE 2
Ethnicity

White 3
BAME 5
Service type

Clean & Waste 8

Non-household customers (19)

Demographics

Number of employees

0-10 12
11-49 7
Service type

Water reliant 9

. Non-water reliant 10

10



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

Water community- guotas 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 quotaed representation of 65+, C2DE and vulnerable customer&his is due to the inclusion of nofhousehold customers
and future bill payerswho skew against these demographicsThese groups also have lower engagement rates with long form online communities 11



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

| Weighted Totals Unweighted TotaIs.

Household (online) Non-household (online)

Future bill payer (online)

1
I 1
I I
I I
I I
I I
I I
I I
I I
i i
I
n = 1000 (80%) i n =204 i n=51
I I .
Age groups i i Ethnicity
i Location i Age groups Whi 2
LOLAuvll ite n=25
18-24  n=130 n=124 Gender I ' 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
Female n=>520 n=520 | Thames 1 sceldcet : i
352 44 n=190 n=213 - - Disability
. . i Valley n=or ot i Male n=4 L
452 54 n=170 n=171 Ethnicity and location H Sector H Disability ~ n =20
1 E— 1 Female n =46
2 64 =14 =133 : 1 1 Non- _
5526 n 0 n White n=670 n=724 : Construction n=233 n=234 : disability n=st
ro nEE MR lendn n=3s0 n=ais | Wholesale n=20  n=32 e
I ) 1 ..
Segment \T/Z‘I"I‘g‘yes n=330 n=311 ! Accommodation  n=14  n=13 i Digitally excluded (phone)
AB n =280 n=293 : Service n=96 n=72 : 92
B ~ BAME n=330 n=276 1| i n=
Cl n=320 n=347 ! Public Org n=18 n=28 H
_ _ London n =260 n=227 1
c2 n=140 n=130 ] Other — — : Age groups Gender Internet access/use
DE n =260 n =230 I/Zﬁg/es n=70 n=49 : : 18 -24 n=0 Male n=42 Ibnter:]et access at home,® n=54
1 I u -narrow user
. .. ; 1 _ Female n =46
Service type ! 25-34 n=0
Disabilit H No of | H Internet access but not at -1
o 1 0 O employees I 35244 n=1 Unknown — n=4 home and -narfow user®
Disability = n=270 n=290 Clean/Waste n =640 n=687] - 10 !
1 n=184 n=132 1 452 54 n=2 Don®t have i nt_ed'7net
Non- n=730 n=710 Wasteonly n =360 n=3131 Employees H access ne
disability 1 <10 1 552 64 n==6
H n=20 n=72 H Don®t know n=0
H Employees H 65+ n=73
I I
' I

Unknown n=10

Sample sourced viaObsurvant 1
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Research Context: When this research was carried out there was widespread media cc
on the cosbfliving crisis and pollution of rivers and coastal waters

o . : : River pollution caused by wate
Costofliving crisis River pollution company sewage overflows

A The costof-living crisis is front of mind A Many are concerned about chemicals A Sewage overflows have been in the
for many customers and pollution contaminating rivers due public eye for some time
: : : : to widespread media coverage on this .
A Many are feeling the financial strain topic P J A Many are concerned about how this
and are concerned about rising bills may affect rivers and other natural
A Public action, such as signing petitions surroundings

calling for change and action, to rectify
the issues have been making
headlines

14



Quantitative

All different customer groups believe that Thames Water take their work seriously and
aresponsible company. Future bill payers are significantly more likely to think of Thame
Wateras acting altruistica(lye., 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% :
1 1
1 1
I Thames Water are a responsible company 58% 64% 69% 68% 1
L o o o o o o o o o e e o e o e e e e e e e e e e o e o o o o o o o e o o o e o e e ———— — 1

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% :
1 1
1 1
I Thames Water only care about profits 50% 53% 29% V 52% 1
L 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 e e e e e e e e e m = |

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), NorHouseholds (n=204), Future bill payers (n=51), Digitally Excluded (n=92) 15



Quantitative

The majority adll different customer groups trust Thames Water to provide water
andwastewater services, especiallymmrsehold customers

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

[ o o o e e e e e EEE—_—_——_——_——-
| 1
I |trust Thames Water to provide water and wastewater services 68% 76% 69% 84% :
1
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 e e e e e e e e e e e e e 1

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 abfhames Water. Av Significant difference at 95% conf. level.
Base: Total (n=1255), Households (n=1000), NorHouseholds (n=204), Future bill payers (n=51), Digitally Excluded (n=92) 16



Quantitative

Around six in ten customers have experienced a service issue in the last fearjears
experiencing issues related to the enhancement cases being discussed in this researct

Issues experienced Total sample Household ho::lsoenr;ol d Fu;:;c—:(;rbill e?(iglgzlgj
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 11% 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%

ET?.MHEaSV«!VyﬁEiﬂ?ﬁig?ﬂyE gfihiﬁ%w“iﬂr@(r;gfjd to your water company in the last few years? AV Significant difference at 95% conf. level.

Base: Total (n=1255), Households (n=1000), NorHouseholds (n=204), Future bill payers (n=51), Digitally Excluded (n=92) 17



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 tha

the other sample groups

21% -26

35-44 yea]r olds are
the most likely to be
promoters of
Thames Water

Super Detractors (0-4) Detractors (5-6) Promoter (9-10)

Household 18% 29%

Non-Household 14% 26% 29% -11

< I

Future bill payer

16% 45%V 6% 55v

Digitally Excluded [5{)4 28% 39% 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 famgmber? AV Significant difference at 95% conf. level.
Base: Households (n=1000), NorHouseholds (n=204), Future bill payers (n=51), Digitally Excluded (n=92) 18
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Common findings and prioritisation
of the 8 enhancement cases
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Common findings: customers are broadly supportive of the 8 enhancement cases

Across all of the topic areas, customers are generally suprg

A 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:

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

A 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?

A 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 (di s

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

A Greater transparency on how the projects would be fundedCustomers 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 lufls
these enhancements. Customers want to know what proportion of the enhancement costs they are funding. This would
then allow the | arge cohort who 'somewhat agree® with t
Water's proposals, or disapprove of them due to how they are funded

A The number of people that an investment will benefilot all enhancements would benefit all customers equally (such as
bathing water and basement flooding); there is lower support for these cases

A The extent to which an initiative can guarantee results-or initiativesthat 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

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

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

A 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 communétg
relatively low

21



Quantitative

Upgrading sewage treatment works and preventing sewer flooding to properties arantiportagtissues to
households, nehouseholds and the digitally excluded group. Future bill pegyexsgrading sewagreatment
works as less important and water supplies in an emergency as more important than others

What should Thames Water prioritise to improve?

Upgrading sewage treatment works to prevent sewer overflows %Y °

80%A
340 m Household
Preventing sewer flooding to properties 55% Ouseno

43% ° (n = 1000)

00 0
Improvements to reduce major water supply interruptions % 48%
0
% -
Tackling groundwater sewer infiltration to prevent sewer overflows m%%}’ " NOD Household

0

Improvements to providing alternative supplies of water in an emergency 2 0
7 59% A

0
s

0
27%
54}
Reducing the risk of basement flooding from trunk main bursts - Zéo

& 41%

Increasing the quality and number of official bathing water areas in th ‘z'fG% Digitally Excluded
riversi n Thames Wa % (n=92)

7%

Working with local partners and other sectors to improve overall rive
health

® Future Bill Payers
(n=51)

THAMES WATER ENHANCEMENT CASE, MAY 2023
Q. Alongside the issues that you have been discussing over the past few dayEhames Water has several other initiatives that they are aiming to achieve in the future, over and above the main provisfoyoor water and sewerage services.
All these initiatives could have a positive impact on improving both service and the environment, but they could also impaiour annual bill.

Please look at this list of the main extra initiatives that Thames Water could undertake over 262830 (and beyond) and rank tlem in order of priority you think Thames Water should give them, for instance where you think Thames Water need to make thstimprovements.
So, the most important initiative for Thames Water to tackle should be no 1 and the least important initiative for them tkta should be no 8.

AV Significant difference at 95% conf. level. 22



Qualitative

Of the 5 wastewater topics testpteventing sewer flooding amrading sewage treatmen
worksare given highest priority

A The combination of media coverage coupled with
concerns about lower water quality leads customers
to generallyconclude that 'sewer flooding' and riority
'"sewage treat ment (moateed h® s R oul d Sewer Flooding(2.28) J Sewage Treatment Growth(2.32) J
for improvement

o L . S Sewer Infiltration(2.7)
A Sewer infiltration is also highlprioritised due to 3

Highest 2

the concern that contamination to water and .é\ River Health(3.14)
surrounding areas will harm wildlife, the natural 5
environment and lower the quality of life of customers E_
A Customers believe that improving river health is just as S 2
important as the issues highlighted above. However, o
this is acknowledged as a longterm project that O
requires collaborationwith partners _g
A Improving the status of Thames Water's bathing water fé S
and designating more bathing waters is viewed %
as positive to local communities and wildlife. However, (add
it is ultimatelyseen as a 'nice to have' as many 6
customers will not directly benefit from these bathing
waters
Lowest 7
Based on 89 responses from the Waste Water Community priority

Q.Now we®ve discussed all 5 topics, please could you rank them |
improve. So 1st- what you think is the most important thing to improve, to thet the least important thing to improve.
23
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Qualitative

Of the 3 water topics testefllMa j or wat er s ugpenithg highasttpmority u
because of the perceived threat to a reliable and safe supply of water for many custom

_ Major water supply interruption(1.63)
A Customers generally want Thames Water to Highest 2 J
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 s,
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, 8
achieve a near identicalprioritisationscore f_’- 4
_ . (]
Basement flooding is generally easier for customers —
to understand than security and emergency %
measures direction, which may account for why it 5
has a slightly higher priortisation score 8 5
£
c
@
o
6
Lowest 7
priority
Basedon80responsesfromtheWaterCommunlty Q.Now we®ve discussed all 3 topics, pl ease could you rank them i

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 theatiion 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 Wate
implement all these enhancements as soon as possible

Why are there minimal differences between customer groups?

A
A

A

o

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 reghade
an ethical obligation of Thames Water (protecting customers from harm)

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

Older participants want tobenefit from the proposed enhancements within their lifetime

Future bill payers and vulnerable customers are concerned these problems will b&acerbated, andwant quick and decisive
action to take place

Likewise, northouseholds believe that from aeturn 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 casé: It looks like
Thames Water have not invested enough here. How have they let this happer? 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 [ik8?1 am
willing to incur a small financial sacrifice for the greater good. Are Thames Water? i.e., how much of the initiatives aradpe
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 highlightghe key differences between customer groups
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Differences between customer groups

Households

A There was little to no difference in
scores when comparing the
households sample type to the rest
of the sample types

Gender

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

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

Non-households

A There was little to no difference in
scores when comparing the non
households sample type to the rest
of the sample types

Age

A The 35-44 year age group were the
most likely to be promoters of
Thames Water

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

Future bill payers

A Future bill payers were
significantlyless likely to prioritise
sewage treatment upgrades, but
more likely to prioritise SEMD

A 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

Digital excluded

A The digitally excluded sample were
significantly more likely to deem all
the cases as important than all the
other sample types

A 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

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

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

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

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

A Basement flooding is more important among digitally excluded (90%), households (85%) and nbipuseholds (86%) than future bill pyers (67%)
Customer reactions to Thames Water ®s proposed approach

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

A Replacing trunk mains has 58% support from households, 56% support from ndrouseholds and63% support from future bill payersand was by far the most supported solution
from digitally excluded customers with 89% support

A However, they want to know how much disruption will occur between 2032050. For example, after 2000 trunk mains are replaced b2030, some want to know how many more
replacements need to be carried out and how will this impact them

A Customers are less supportive of slip lining trunk mains. Many equate this with a shéetm reactive approach which may be indéctive due to the strain on the network from
rising climate change and rising population. However, thenecognise its usefulness in minimising disruption when paired withpiacing trunk mains

A All customers generally agree that the bill impacts are negligible
Customer support for Thames Water ®s proposed approach

A Al'l different customer groups generally support Thames 208Q with theRest bpihgaampléterl byr28501 ace h

U Most customers strongly support the plan: They bel i ev eprdattize measure¥faeplacinglreink magns)r o a c
address the root of the problem and pragmatic solutions (slip lining) ensures there is not too much disruption

U Some customers somewhat support the plan: They support Th aisraptioniNat wikoacc®sTheyalsomi t m

want assurance slip lining is not going to be the primary method of tackling basement flooding

U  Few customers somewhat oppose the plan: While they appreciate there is work to be done here, they think this issue is legsimant 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, nemouseholds and the digitally excluded place similar levels of importance
basement floodinghprovement-uture bill payers see this topic as less important to them

Water Customers? Households, Norhouseholds and digitally excluded
All Customers? Future bill payers*

(Top 2 Box):

Important

86% 85% 67% 90%

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=1687) (n=148) ) ) (n=257) ) . (n=617)
G1- How important or not important is this to you that Thames Water make improvements to basement flooding from trunk main ks#st *All Future bill payers included due to small base size when looking at
dual usage areas only? Not stat tested to other groups 31

AV Significant difference at 95% conf. level.



Qualitative

Most customers are not overly concerne
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

believe Thames Water have an ethical obligation to protect customers who may be

impacted by this

A While customers are surprised about the current risk of basement flooding, many
believe this won®t directly i1 mpact thei

A 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

Customers also want to avert basement flooding because of the wider disruption that
repairing the trunk mains causes

A Many believe if the network is not updated, these disruptions (increased traffic,
noise and pollution) will only become more frequent

If you want a very selfish answer, I'm totally

unconcerned (about Basement flooding etc). The
reason being | live in an area of very high ground
from which the City of London appearsto be in a

'Valley.
Male, non-household customer, Accountant, 310
employees, London

On a personal note, it is not something that
concerns me but for those 60,000 with

basements it is a huge concern and worry.
Male, 35-44, C1, White, London

| 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 Thame
basement flooding

A Customers were then inf--==-" =% Thaowmoo ot -~ &n

plan to replace high risk trunk mains and protect Lo car Thatnes Wister insicaie: the vidk of Bassitent Booding?
2’000 basements by 2030 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

A Customers were then introduced to two solutions
to basement flooding; trunk main replacement and Wh s thes?

trunk main slip lining R TS
Drawbacks :‘;Pr 1o be dug up, usually more expensive
A Customers were informed of the impact this would —_— :
have on their bill between 20252030 and were = mm‘“s"p't'*“’ — €1 year
told that the bill increases shown were just for this Gorts sy s —
one issue and that the inflation had also not been Drawbacks  Coudcausea restictonto e

included in the costs shown
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Al |

customer

reduce basement flooding

T

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 therisk of basement flooding

Those that want to reduce the risk of flooding

by slip lining trunk mains believe this is an easy
toimplementshortt er m s ol uti on |
easystuff first®

A minority felt there should be no
additionalinvestment in tackling basement flooding

Future bill payers have a strong

preference for replacing trunk mains. They reason
they willinevitablyinherit this issue, and so, are
motivated to directly address the underlying cause of

groups

agree that

Water Customers? Households, norhouseholds and digitally excluded
All Customers? Future bill payers*

Support for different investment options

58%
56%
63% A

89%

Reduce the risk of
flooding by replacing
trunk mains

(0]
Reduce the risk of 42%48 ’
$ - flooding bJIm%g LirunkS 39% ) A
0
main pipes 70%
6%
8%
8%

7%

No additional investment
in tackling basement
flooding

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

Digitally Excluded
(n=61)

basementflooding

G2.Which, if any of Thames Water ®s

*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.
g

proposals do you support

repl aci

f
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Qualitative

Customers want reassurance that Tha-mes
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

A Some question why more preventative mea Finsbury Park could have been avoidedif € N

i . . they had renewed the pipes sooner.
A Customers want to know how much disruption will occur between 2022030 and how Female, nonhousehold customer. Business

much will occur between 20362050 owner, 1-10 employees, London
What this means for Thames Water

A Customers want reassurance that Thames  Afhoughitcouldvebeenaddressed earlier,we —\y |
do not know what the circumstances were for

underlying cause of basement flooding Thames Water.

. . . . . F le, 5564, AB, White, Slough/W be/
A Thames Water need to set expectations of how much disruptions will occur in terms of e S lesbury

extra traffic, noise and shoriterm carbon emissions

Less frequently asked questions
There is a risk of water restriction,

A 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 the) capacity of pipe work.
delays due to climate change and a growing population Female, 3544, DE, White, London

What this means for Thames Water :
It ®s al ways hard to jud
A Customers want reassurance that the chosen approach is not one of convenience and  projects with future timelines. Delays often

. . OCcCur.
t hat Thames Water ®s commi t ment wi | | be R Ty p—
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Qualitative
Trunk main replacemestseen 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

A For many, this i_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 . . _—— buildings that have been built sine the original
A Many reason that it is inevitable the pipe will either burst of need to be pipes vsem in. °
replaced, and therefore it is only logical to proactively replace pipes Male, norrhousehold customer, Business owner, 410

employees, London

Perceived drawbacks?

A Some customers are concerned this solution will be very disruptive to water _'dWOU'? ;gpfove °;P|af:js to Skom% %)_(te(lt but th?t
. eao ears or roa ork an ngis e
supplies and roads 'ratt"ng y w igging is qui

A 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 slifningis considered a quicker and a more affordable option, ychus omers
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 shjmning 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
A Customers feel sliplining 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 L )F’ema,e, 25%4, Cf BAME, }Zyen,?et Welliy

A 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.
A Some customers are uncertain if this is effective, believing that a Male, nonhousehold customer, Electrician, 110 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, 5564, DE, White, London

A 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
of disruption and how sliping will be used in tandem with replacing trunk mains

46 customers strongly 29 customers somewhat 5 customers somewnhat
supportThames Wat esupportThames Wat eopseThames Wa v
plans in this area plans in this area plans in this area
A These customers believe the A Thesecustomers support A These customers largely see
approach will directly tackle Thames Water ®s c 0 pEEmENTRJYihg as an
the issue and limit disruption but want to understand how issue of secondary
much disruption will occur importance
A Some would like more detail of A Theybelieve 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 indicatedinection of sentiment only
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Executive summary: Security and Emergency Measures Direction

Customer concerns about alternative sources of water in an emergency

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

A However, most customer groups agree that Thames Water have a responsibility to provide customers with water if supplies dseupted, and feel it is important thaemergency
measures are in place to secure access to water resources. While almost everyone considers this important from household€24g81on-households (90%) and the digitally
excludes (93%), this isespecially important among future bill payers (82%), who consider this to be their top priority (see pag2)

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

A Water reliant norhousehold customers are concerned about how Thames Water will support the operation of their business if digions span over a long time

Customer reactions to Thames Water ®s proposed approach

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

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

A Customers are |l ess supportive of bottled water and c o pgroach buiatignowedge thersinglehse ptasted v e s .
would only be used during a crisis. Others are unsure of how they would be able to carry large volumes of water by themselespecially if customers are more vulnerable

A Convenience also plays a major role in the measurgsut in place when facing an emergency wateoutage, with the priority placedon water being pumped into their taps (support
from 50% of households, 54% of norhouseholds, 53% of future bill payers and 77% of the digitally excluded)

A 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

A All different customer groups generally support Thamesmedauksr ®s plan to put in pl

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

U Manycustomers somewhat support the plan: They support Th a me sdersdmdhewv@terresauxgsonsi bi
with be fairly distributed and protected when an emergency situation occurs

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

U 1 customer strongly opposes the plan: This customer doitleao®érnah emelgentyleventwoale d t o
impact them individually
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Context

Firstly, customers were informed about what
emergency water supplies are and shown
examples of when emergency supplies would  0n veryrareoccasons the water network can experience significant problems resulting in large

amounts of people being without a water supply for several days. For example
be needed + Amajor disruptive event ke a terrorist attack
*  Environmental challenges like droughts

+  Power supply or major equipment failure at a water treatment works

Thames Water does all it can 1« prevent these emergency situatbions impactng the water suppty,

Customers then read about what Thames + Alarge trunk main bursting

Water has previously done to mitigate ol lnd bl st il bt pdhphin. ouminisokt il o
challenges to water supplies during these LeqalySharoyie ck et of ke fc 0 D e vaabla 1 1,58 o Thihas W'
emergency scenarios 10 ftres of water per person:should be

<U itres per 7.1'-/ t

?.‘t f “"I’L.‘-.l cay FOor compar N

litres of water per person per gay which :
Customers were then informed about the The legal amountof people to be providedvith waterin an emergency used 1o be 0.5%, i

. . 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  coxomers win emergendy supples o e
Water must supply 1.5% of customers with CArensiyin hesn seations Themas Waler e ont JoUled WU I0 OUKMmATS DD - i
alternative water sources of water

ded for the first 5 days of the emergency and then
f the size in the photo on this pac

stomers currently use an average of 150
includes cooking, washing cleanin g an d toilet flush

ncreased legal number, bottled water alone will not be enough to provide water
sveryone, as there is only ever a certain amount of bottled water stocked in the

Customers were then told that Thames

Wat er ®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 concer
their potentiampact

| am unclear on the importance of this as | don't

For many customers it is difficult to gauge what these scenarios might be like, know the true risk of these situations occurring in
; i i the near future.
havmg had no prior experience Female, 2534, C1, White, Slough/Wycombe/Aylesbury
A Customers are worried about the enormity of disruption these emergency situations
.COUI d cause, but as they are -very rare® t It has got me thinking and would like to see a !
ISSues clear plan in the event of a water emergency into
Some nonhousehold customers are very concerned about the impact on how they would manage and compensate non
i : household customers.
business Operatlons Male, non-household customer, Operational manager,

A For water reliant businesses, nofhousehold customers want to know how their needs W0 GRS, SR

will be prioritised as well as the longeterm impacts such a situation might have

Some customers feel Thames Water ®s app I ®m very surprised that &
more responsibility should be taken to protecall customers only 185,000 during an emergency when | am
I . ) ] sure their customer base is much more. How do |
A The legal responsibility to provide 1.5% of the Thames Water population with alternate know if | will be protected?
wat er supp | | es , causes conecern for S Ome t F Male, norrhousehold customer, Salon owner,410 ) p

employees, London

Customers want reassurance that Thames Water has put protective measures

in place, especially as the population continues to grow

A Customers acknowledge that population growth and climate change wibntinue to LAl ES I e s BIElgEe e
made as soon as possible so that we are

exacerbate this issue and so there is concern that no action is taken this could leave prepared rather than waiting for the emergency

many without water 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

A Most common concerns/ questions

After learning about emergency water supplies, this causes some concern
for many customers who had not previously considered such scenarios.
Most customers want to know how well protected their access to water will
be and whether there will be enough for the essential running of the
household. Some are also concerned about how they would make do with
a more limited supply

A What this means for Thames Water

Previously customers were unaware about the need for emergency
water supplies and so if this is to be publicly communicated it needs

to include considerable reassurance that people will get what they need

A Lesser concerns/ less frequently asked questions

Customers are concerned about how Thames Water will adapt to population
growth and the implications of climate change as the demand and pressure
on the water system increases

A What this means for Thames Water

Although Thames Water has shared its current protocol for supplying water
in times of emergencies, customers want to know how it waldapt to further
external challenges

What happens to its remaining customers in times
of need? | ®m concerned t h;
enough bottled water how will Thames Water be

able to manage in the event of emergency?
Female, 1824, C1, White, London

It is surprising that you are only given 10 to 20
litres per day given the average use is 150 litres
so | would expect that some accompanying
information on how to save water and remain
hygienic during this time would be provided in

this event.
Male, 25-34, AB, White, London

The increase in population and customer base in
the distribution area is likely to become more of a
problem in the future given the finite availability
of the supply and the increased domestic and
industrial use per head of population.More
development means more supply requirements
which requires very close ceoperation between
the development planners and the water

suppliers to avoid shortages in the future.
Male, 65+, AB, White, Slough/Wycombe/Aylesbury
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Quantitative

Households and Nédthouseholds both consider alternative supplies of water in an
emergencymportant. Future bill payers saw this as the most important topic to them ove
(See pa'ge 22) Males are significantly more likely to deem the security and emergency measures directions as very
L important than females.
Water Customers? Households, norhouseholds and digitally excluded
All Customers? Future bill payers*

(Top 2 Box):

Important
m Very important

88% 90% 82% 93%

= Somewhat
important

Not Sure A

m Not very important

33%
m Not at all
important 8%
i/ L 6% | per | L.
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 WATER ENHANCEMENT CASE, 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 watean emergency? 44

AV Significant difference at 95% conf. level.



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

A Customers were introduced to three different
options on how Thames Water would provide ‘ 4,
water in an emergency, either via water tanker or Optin ot and cawbacks
bottled water reserves

A 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

A 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
50) should be deployed to ensure that the entire area experiencing water outages is ca

Water Customers? Households, norhouseholds, and digitally excluded
All Customers? Future bill payers*

The nonhouseholdand Future bill
payers samplesdisplayedthe highest Ieve_l of Support for different investment Op’[iOﬂS
support for more tankers to pump water directly
into taps. Non-households may place higher 50%
importance on thepotential disruption (perhaps More tankers to pump _ 54%
driven by the financiaconsequences of not having water directly to taps 22 77% A
access to a resourcethat is critical for them in oo bt f
: : : ore pottled water for
running their businesses) veople to collect (hand
Convenience plays a major role in the delivered to vulnerable .
. . pe0p|e) 72 /O A
measuresput in place when facing an emergency
water outage. This is evident by the high ere tnere |
. . ore tankers for people
percentage ofc.:ustome.rs giving priority to Water 0 collect water from
being pumpedinto their taps. The other options 61% A
involve themhaving an interruption in their daily
. . . o]
routine and having to take action to get water 46/%/
None of these 49 0
A small minority of customers indicated that 5%
none of these interventions are needed in the m Household ®m Non-Household m Future Bill Payers  m Digitally Excluded
event ofan emergency water outage (n = 687) (n = 148) (n =51) (n=61)
F2whi ch, if any of Thames Water®s proposals do you support for

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

iv Significant difference at 95% conf. level. 46



Qualitative
Increasing the number of water tankers from 11 to 50 to supply the nistWmrknost
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
) _ ] _ 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.
) ) ) ) ) Female, norhousehold 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 fir:s
will be managed logistically being supplied through the pipe:
. . T 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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Customers filling up their own containers from (increased number of) waterdae

Qualitative

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

Perceived strengths?

A This option is seen as both fair and less expensive than the bottled

water option

A Customers feel reassured that water supplies can be checked and

distributed more evenly across the customer base
Perceived drawbacks?

A This is less convenient for vulnerable customers and customers that
t ake

don®t have the capability

A There is also concern over where these tankers will be located, and

how accessible they will be
A non-household customers are mainly concerned about the

practicalities of accessing this water in a way that helps them keep
their businesses operationat many rely on a constant supply such as

in a kitchen

High support

In their own words

I have a slight preference for Option 2 given that people can't

necessarily be trusted to restrict their own water usage within

their homes (as we know from droughts and hosepipe bans etc).
Female, 2534, AB, White, London

The second option would not help a lot of people as they would

need to man handle large amounts of heavy water containers to

their home, not a great idea for the disabled, sick and elderly.
Male, 65+, AB, White)/Slough/Wycombe/Aylesbury

Having to collect supplies of water from a distant location from
our business is discouraging. As a catering business constant

water supply is critical to operate our kitchens.
Male, non-household customer, Operational manager, 10-employees,
Oxford/Swindon
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Qualitative
Few supporThames Wat@roviding (larger stocks of) bottled watgven 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 singlese plastic bottled water in these emergency

situations as it 1 sn®t a sust ai-teramlerdvionnemdl ionpglicgattoms and doesne@
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 doorto-door delivery service

This options allows water usage and distribution to be monitored more | don®t support the third sol u

effectively to ensure customers are only getting their allocated and doesn®t really seem |ike m
amountper day all. It still has customers living out of plastic bottles.

Female, 2534, 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

mo s t customers and so many can®t suppo for a lot less by enlisting the help of the supermarkets
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
supportThames Wat esupportThames Wat eapseT hames Wa
plans in this area plans in this area plans in this area

40%

A Despite the unpredictability of A These customers are _ A Customers wa.mf[ more clarity
when emergency water concerned aboqt the potential around how bill increases are
suppliesmay be needed, amount of plastic vv_a}ste calculated; es.peC|aIIy as
access to water is imperative produced from additional bottled water is a less

bottled water stocks sustainable solution

A Customers value the
reassurance that measures
have been and will be put into
place for such scenarios

A Customers also need a clearer
outline of how water supplies
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 indicatedinection of sentiment only 50
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Executive summary: Major water supply interruptions

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

A 90% of households,92% of nonhouseholds, 95% of the digitally excluded and 80% of future bill payers see this topic as importan
A 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

A Many customers support Thames Water®s rationale of pr vawefortusteniens.gustomessalsd g g e s t
appreciate that Thames Water has also considered environmental impacts in its decision making

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

A However, they®d | ik effeatisesapproacimes, are dlsb lartgterm dolatiorts that tirectly tackle the underiyng issues that could lead to a major
supply interruption

A Most see the approach of -more investment up front® as aadnneeecde & s0i t-y ah eccha wped
the biggest threats to a water supply interruption are resolved as soon as possible. At least half of all customer groupsudetolds2 57%, non-households? 57%,
future bill payers? 59%, digitally excluded? 79%) support quicker improvements

A However, as customers are concerned about the amount of Havesamorpdecumwatdar hi s wi |
network by 2050 ( i.e., after the most serious threats are resolved, they are happy for a more even investment approach beaw2030-2050)

Customer support for Thames Water®s proposed approach
AAl'l different customer groups support Thames Water®s plan to i mprove major

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

U Many customers somewhat support the plan: They support Th ailibescaudéa.tTleey ®s ¢
also want greater transparency on how this will be funded

U Few customers somewhat oppose the plan: They don®t bel i eglydelieveadheresoureass s h c
of funding should be found
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Context: Customers were informed about the causes and risk of major water supply
nterruptions. They were al

Major water supply interruptions - what is the problem?

i
A

A

Customers were informed about what causes major water
supply interruptions and how this could impact customers

Customers were then told what Thames Water are doing to
mitigate the likelihood of a major water supply interruption
and that Thames Water ®s ambi
secure water network for customers by 2050, where no
customers experience a water supply interruption greater
than 2 days, once in a lifetime

Customers were then shown two examples of water supply
risk (Honor Oak Water Booster Station and Earley Water
Booster Station). These highlighted the consequences of
Thames Water not investing in these areas

so told

The water network - treatment works, pumps and pipes - are all connected.

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.

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.

Some of these equipment failures are so big that Thames Wateris 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;0'”,"]350 sized swimming poo!s
Thames Water regularly maintains its equipment to make sure the risk of these failuresis 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 withincreasingincidents  REIIIERELEIuCHIT R UE RIS
of extreme weather because of climate change, making equipment more likely to fail more frequently. breakdown

Thames Water's ambitionis 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. m. 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

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 differentrisks 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:
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 outin

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 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

« 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
stations

« Thames Water has assessed this could happen once every 10

years

* Inthe next five years Thames Water wants to build temporary
pumps to allow for the existing pumps to maintained and fixed

abo
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Context: Customers then assessed Thame
customers from water supply interruptions

How Thames Water p\ax to tackle the problem
A Customers were told about Tham: 0, T " ;

13 solutions that cumulatively, will remove 23 of the . ey, .y |
largest major supply interruption risks g |

Examples of solutions and how they were chosen:

for

entalimpa

| Honor Oak Water Booster Station and Reservoir (L ondon) North L eigh Reservoir (Oxfordshire)
A Customers were shown two examples of how Thames T e il s ot of hro i ks 4800 s v

te
hoa vater for one chons to be made. The.

weeks
Water ®s rationale mapped onto “Efef“‘ee a“t"“t “fy“ ] h @epsr
; hich could result in the whole réservoir being s
solutions for Honor Oak Water Booster Station and North b o W RTPIP
. . « Installing a new set of pumps next to Honor Oak which could be used as a backup supply when the reservoir is empt S
Ie I g h Rese rVO I r . ?:;‘;‘3‘[}4‘:\;:cr:ci:ch;sdl.:e“:lzpo;; ‘:’a)cr supply interruption and was the rjczig‘lgnl?\c risk Qfgs'lvc\i;roe(csj;:t;/‘r:‘glt:’rc:ji)l:sroml

lowest cost for customers

fier e d

Preferred solution:

Example of rejected solution:

Example of rejected solution: « Building rt 10 the reservoir
. - « Environmental options such as installing a sustainable urban drainage « This solution w rejected as there is not enough land to build a third
A Cust0| I Ie rS We re fl nal Iy S h OWn 3 I nvestl I le nt ap p roaCheS . SYsiemal i SWe Lo absarb flood-waler part on and would be higher chemical costs across the life of this
L « 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 flood water - = = _ .

1. No extra investment 2050 2. Even investment to 2050
and 3. More investment up front, and what would happen How Thames Water p
by 2050 for each of these options s e e

and improvement

. . . Approach What happens by 2030 What happens by 2050 Additional average annual cost to
A~ Customers were informed of the impact these options N i =

Id h h . b . II b 202&030 d No extra No additional customers protected from 4,500 Olympic sized swimming pools £0a year
t t t ) Tupt th of ly would have b
wou ave on their bill between ana were At st wvsdlalomslonid it
B . - . customers' daily water use
told that the bill increases shown were just for this one Protec 1000hmplosizedawinaing | Protecis2 64 more Ohpl ot
. . . . . ment pools worth of water sup_p!yfrorn being _ swimming pools worth of water sup'p\y
issue and that the inflation had also not been included in i e ool sl i

an to tackle the problem

water use
th e C 0 StS S h OWn 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
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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 interuxi

. to be very important

Water Customers? Households, NorHouseholds and Digitally Excluded
All Customers? Future bill payers*

(Top 2 Box):

Important
m \Very important

90% 92% 80% 95%

= Somewhat
important

Not Sure

m Not very important

33%
m Not at all
important 10%
| E— | L E—
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 interruptns *All Future bill payers included due to small base size when looking at 55

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



Qualitative

All different customer groups are surprised and concerned at the amount of water curre
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 majorwater A maj or water outage is I

supply interruption (especially norhouseholds) S:f;gg:gg:inggtggggthmz?l&ﬁfﬂzp;gﬁgld be

A All customers generally see a reliable source of clean water as a fundamental job of Thames Water don®t i mpr o\

Thames Water and something that should be a guarantee in a country as wealthyas woul d severely affect pec
Male, 25-34, AB, BAME, London

England
A 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
: : : . : . rospect of going without this for 2 whole days is
A The amount of water at risk from a major supply interruption is alarming for All differe e 2 O EEELEN o oL

i really alarming
customer groups. Many think that they Female, 2534, AB, White, London' O

the bathroom if this happened

The supporting examples of Honor Oak and Earley lead customers groups to concluc My expectations have remained the samel have

. . . . . . . always expected a consistent supply of water, that is
immediate action is required but there some concerns about the amount of disruption "3 mes water ®s job and the
A These examples were interpreted by customers as evidence that Thames Water has =~ Fema 2534, C1, White, Slough/WycombelAylesbury

not been proactive enough at dealing with this issue/ the amount of current risk is too

high | think Thames Water should do whatever they
. . - . - . can to reduce the risk of supply interruptions. It
A However, they are reassured that Thames Water have identified major sites like this oy oo 'conce to prevent issues before they
and have imminent solutions to mitigate the risks at these sites happen whenever possible, and usually ends up

. . . cheaper in the long run anyway.
A Customers expect these works to cause significant disruption, and so support Thame Male, 2534, C2. White, London

Water ®s commitment to develop a more Sccul c et work by 20!
most serious threats to be dealt with imminently 56



Qualitative

Customers support Thames Wateres prefe
reassurance that the solutions are not sieon fixes

All different customer groups support the rationale of selecting a lowost 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
A Customers believe Honor Oak exemplifies a strategic A 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 They answered their own question, by saying the option chosen is the
risks at the centre, it also takes into the cost for Thames Water SN e e e el e e e é supply interruption
customers. Even though the solution to install sustainable drainage was Male., non-household customer, business owner, 410' employees, London

rejected | like how the environment was a considered factor.
Female, 1824, C1, White, London ) ) )
A Customers also really like this approach because it

A 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 lorgrm
do think we need to replace many old pipes that are at risk of bursting solution
Male, 3544, 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 |
term solutions and how they will be funded

Most common concerns/ questions Would it not be a wiser solution to
A Many customers believe that the high level of risk of a major water supply is due to TEERIHITEE BT ORI S DETh
. . of failure' issue that is fundamental to this
aging pipes that need to be replaced site? | do agree with the proposed
A They want assurance that in the pursuit Soltonallamsayingisthatcould i Vo
C . i . . there not be a scenario where the
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
i causing any water supply disruptions
What this means for Thames Water occu,,i%g_ Y ad P
. . . Male, non-household customer, Managing
A Customers are concerned with the.curren.t level Qf risk in the system and want to et 6 GRS, e meT
make sure that Thames Water will invest in solutions that tackle the root of the
Issue (aging pipes)
Lesser concerns/ less frequently asked questions
A 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 an (mushmoneyifatalisthewater t el
company and the government putting
What this means for Thames Water into this project?
Funding of this could be a problem if it
A Customer s want assurance t hat t he Yy ar e justrelies onthe customer financesThey - f oo
. . . . need the appropriate government and
A The general thinking I's -I.f | am going water compahy funding. ey
Thames Water. We are in this together® Male, 55-64, C1, BAME, London
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The majority cdill customers would prefer quicker improvements to be made by 2030
followedby evenly spread investments to 2050

The majority ofall customer groups Water Customers? Households, norhouseholds, and digitally excluded**

2 H *
are uncomfortable with the amount of water at risk All Customers Future bill payers

from a major supply interruption, and so would Support for different investment options
ideallywant Thames Water to make quicker
improvementsby 2030 Reduced risk of water 57%

supply interruptions with 57%
Future bill payers have the strongest preference quicker improvement to 599

2030 then evenly spread °

to quicker improvements to 2030. As with
basementflooding, they are acutely aware it is they

who will it isinherit this problem Reduced risk of water

. supply interruptions with 34%
More than one third of customers see the value evepnﬁyyspread ?nvestmem 33%0

in reducing the risk of water supply interruptions to 2050 77% A
with evenly spread investments to 2050. This is seen

investment to 2050 79% A

38%

as an acceptable approach by many due to the o 5%
. . No additional investment 5
reduced cost and disruption that would occur in tackling water supply 9%
. . 8%
Interruptions
9% of non-household customers and 8% of . 8%
future customers indicated that no additional m Household mNon-Household ® Future Bill Payers  m Digitally Excluded
investmentsshould be made. Customers with this (n = 687) (n=148) (n=951) (n=61)
VIeWpOIntbe“evethatfundlngShOl’"d bevaUIred E2 whi ch, if any of Thames Water®s proposals do you support for

elsewhere(t ax or direct from Tdde SuwedMaad ke d@iSxcueabe O * gign)ncam difterence 2t 95% cont (IR

base size when looking at dual usage areas this question was asked as a multiple A
only2 Not stat tested to other groups mention question



Qualitative

Many customers feel thgicker improvements to 2030 with an evenly spread investmen
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‘;":::i‘t’soé’rtef:rr;gi;:i"o‘;]r:"i;“ﬁj;#‘;Ii:;‘r’]ztr' i‘:]'igrisp:ri;:r']etirt:':t i

occurring within the shortest timeframe possible other proposed plans.

Many like that the post 20362050 phase of this as well, believing that the most Male, norrhousehold customer, Managing director, 10+ emLp'OB(;eeSv
urgent threats have been mitigated, and this allows Thames Water to continue to endon
protect customers while minimising disruption

| think they should startright away, it seems thatthe longer they
leave it,the worse it willbecome and it may get so worsethat it is

beyond repair.
Female, 1824, C1, White, London

Perceived drawbacks?

Significant shortterm disruption. Many want more details about what this will | don®t think the approach that |
look like acceptable considering it is a 500% increase over the £1 per
) or . :
Some note that there appears to be a diminished return on investment Zﬁ;;;ppmam 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 amenly spread investment until 2@@eptable, 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 (E1 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

o Io o

A negligible bill increase for customers
Minimal disruption

Some note that the £1 per year investment has a greater ROl compared to the
£6 per year investment

Perceived drawbacks?

Many feel that significant shorterm investment is needed to effectively address
the greatest risks to the water supply.

May be more costly in the long run

I 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

cause large losses to my revenue.
Female, norhousehold customer,Businessowner, 10+
employees, London

Deferring costs to the longer term is not a really
viable strategy when future costs are unknown
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
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Qualitative

All different c¢ust omenoadditomalinestmantankéng waket

supply interruptions because they believe this work is a fundamental duty of Thames V

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

Perceived strengths?

Customers struggling to pay bills will have one less bill increase to worry about

As many see this as fundamentally important, some speculate that perhaps the
government would fund this instead of customers

p SIS

Perceived drawbacks?

Major disruptions to the water network will lower the quality of life for many customers

T>

Fundamentally important work to ensure customers continue to receive a reliable
source of clean water would be in jeopardy. Many see this is unacceptable

T>

High Support

In their own words

I'm finding things unaffordable as they areThere
needs to be government investment in such a
vital service. Consumers and businesses pay
huge amounts of tax and to pay our taxes (as a
business, corporation tax, VAT, business rates

etc.), itis just ridiculous.
Female, norhousehold customer, Business owner, 4
20 employees, London

The lowest cost option is not always the best
solution to a problemae The a
Water network is ancient and long overdue

replacement- as a result the pipes are failing.
Female, 5564, AB, White, Slough/Wycombe/ Aylesbury
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Qualitative

All customer groups support Thames Wat
they want assurance that minimum disruption will occur

44 customers strongly 29 customers somewhat 4 customers somewhat
supportThames Wat esupportThames Wat eap@®seThames Wa V
plans in this area plans in this area plans in this area
‘ .
A They believe that Thames A They support Tham&gheWaten®s be
Water has been transparent commitment but want to customers should Wa
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
A They also believe that the A They also want to ensure that
work here is inevitable and -cost effective® doesn®t equat ¢
will be even more costly if with short term fixes that don
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 indicatedinection of sentiment only 63
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Qualitative

Executive Summary: Rethinking rivers

Customer Concerns about river health

A
A

A

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 pubéakh in the form of lower quality drinking
water. There is also a concern that wildlife may be harmed

This is an emotive topic that conjures imagery of polluted water, and so all different customer groups' stanceisgeneral:it hi s as qui ckly as

Customer reactions to Thames Water ®s proposed approach

A

A
A

A
A

Many customers support Thames Water®s commitment t o hav dmantareasby2@3b, bgiavihgithatt i o
due to the scale of the problem, these are realistic goals

However, most want to clarify that Thames Water ®s pl agsbewas built on the ra

Some want more detail on how partnering with environmental organisations would work in practice and want assurance therelwilho unforeseen delays and
increased costs to customer bills

Customers generally view Thames Water®s two approaches to improving river

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

Customer support for Thames Water ®s proposed approach

A

All different customer groups al most unani mously support Thames Water ®s pl
0  Most customers strongly support the plan: They agree with the methods and timelines proposed by Thames Water

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

0 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
| mprove this, and were shown an exampl

1. Customers were informed of the challenges of maintaining river health, and ~ “c e e e caienger
that 94% of water bodies in the Thames:iriwer basin have a

ecological status ’ ‘ .

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

e quality of treated
ater taken

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

4. Customers were told that from 20252030, 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

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

Customers think that the river health in the River Thames Basin is very important to ad
and are reassured by Thames Watereées co|

Many customers are concerned about river health in the River Thames Basin I'm really concernedabout the situation
. . .. . because we can already see the effects of
A All different customer groups are conperngd that if this issue was Ieﬁ ur)checked, 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, 2534, C2, White, London
A There is also widespread concern that further damage to river health will adversely
Impact wildlife | agree that they should increase the Smarter
Many customers support Thames Water ®s ¢ WaterCatchmentnumbers as something e

. . - 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?

A Customers think the target of no river pollution from untreated sewage by 2050 is FEEL, ”S%r;';‘gtl;j;hf(')df;nsqt;?;gégoL”;gggﬁ
acceptable given the scale of the problem at present ’ '

A However, many want clarity if this represents the earliest achievable date as ideally

. . | am always of the mind that 'as soon as
they®d | i ke to see this work compl eted bSssible’ i€miich bettSh tRan by year |
setting an en ate implies that there isn't as
payers) i d date implies that there i
. . - . much of a hurry to do our best for our
Customerg also feel that the approa_ch of working with partners is a good idea due to RS, [ i En i e
extra funding, resources and expertise catchments should increase (preferably now)

A Customers support the roll out of partnerships in catchment areas (3 to 14 by 2030 P 28 L, HTGh BHEO@T (T)

and 27 by 2035)
) ) . . ) | think | amvery surprised by the issues that
A The commitment is also supported because it does not impact customer bills come up and the extentof them. 1am very
concerned about the level ofpollutionand |

thinkits h o u bedalio@¢d really.
Male, 18-24, AB, White, Kennet Valley
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Most common concerns/ questions
A Some are worried that the current health of rivers may already be a public health ris'- | @ppreciate Thames Water's plans for the area.

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

A 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 t
expedite improving river health

d

Lesser concerns/ less frequently asked questions
A Some are concerned that partnering with these other organisations at scale may

incur unforeseen delays and additional costs

k e
e

e
and

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

What this means for Thames Water

A Customer s

want

t

o

b e
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Qualitative

t hat

ance
t her e

Are they really that ambitious, considering they

have given themselves 27 years to achieve this?
Male, non-household customer, Sole Trader10+
employees, Wasteonly (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, 3544, 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, 1824, 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 resultsiof 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

A Customers were shown how Thames Water can lead How can Thames
improvements in river health and informed that the The Smarter Water Catchments a

=ad improvements in river health~

ding, with no additional cost to customers rtnership solutions to

e same or better value to customers tl

H mp itions where
smarter water catchments approach is a new way of Tha uild, expand or repair sewer pipes and sewage treatment facilties (as we've spoken about or will speak
. . e about elsewhere in this community).
working and that it has no additional cost to
Approach Examples of improvements Benefits Drawbacks
CUStomerS 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
A Customers reVIewed tWO potentlal approaches Wlth neim,om“.ra\)ﬁ I e i K)r?z.w:.—nto:'.“orr‘\“ e 'Fafu-ofzern»bw}ﬂ:‘amj chemicals
prot: hatitis For example, to provide more room age + Short time to see benefits use:

benefits and drawbacks for each option: il

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)

emes
+ More chance of in

health and environm

2. Thames Water works with other local
environmental and community groups, to
Improve river health on all problems, including 4
those not caused by Thames Water (customers
viewed 4 benefits and 2 drawbacks)

A N.B., Theoption of Thames Water working witlother environmental
agencies has more listed morebenefits and less drawbacks compared
to the other option,which could havepotentiallyinfluenced
participants in theirassessment
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Qualitative

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

Working with partners: The preferred optio

Working alone: Seen as a muciheeded
because of perceived greater

environmental benefits

short term solution that would pair well with
working with partners

A This is because it is seen as having a A While many think this is not viable in
greater chance of yielding the greatest isolation, all different customer groups
environmental benefit, which customers want to see an immediate shorterm

Il nterpret as - highg¢

D
—_

wat per sqgouaultiitoyn® i n pl ace t hat has
and tested®

A 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 costse | 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 approacinkiig with environmental
partnerdelieving 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 i mpl ement thi‘s approach.
Low support Moderate support High support
Perceived strengths? In their own words
A Better for the environment in the long run due to extra | think working with partners is better as it will
resources and expertise to tackle everything damaging river SR EtE EDTE B SIEE T
responsible for the rivers and will be more
health efficient in the long term.

Female, norhousehold customer, Company secretary,

A No customer bills increase 10+ employees, London

Perceived drawbacks?

A Some note that in many areas, these partnerships are untested, and Thereiseeis tobeialotof projectionand
iah b facti iqinallv h d uncertainty in how effective the actions may take.
might not be as etfective as originally hope | would like to see more definitive outcomes or at
A Customers want to see contingencies in place to ensure Thames Water Lesﬁsgr:'s‘ere be better and more decisive possible
adhere to their commitments in this area ' Male, 35-44, C1, BAME, London
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Qualitative

Customers generally suppinames Water working in areas it is respoasithbeng as this is
not done in isolation, because they want to see immediate improvements to river healtr

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
AII_ different.customer groups interpret thi_s as a tried and tested sqlution | do agree that Thames Water should increase their
with I mmediate environmental i mpac | SmarterWater Catchments. The Headstone Manor ne
not | ead t o i mproved river heal t h® Wetlandsresultedin 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 ] ) ) ) alonewould 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 Watereées plan for i m
to see Thames Water be even more ambitious here

60 customers strongly 28 customers somewhat 1 customer somewhat
supportThames Wat esuppeitThames Wat eoppsesThames Wa V
plans in this area plans in this area plans in this area
‘ g
A These customers believe A These customers support A This customer believed
that Thames WateTamegs aWat er ®s me tthatehd $mintsproposed Wa
of reducing river pollution by improve river health by Thames Water were
2050 and the methods to A However, they want Thames not fast enough, and that
get there in the short and Water to stop river pollution Thames Water isheing too
medium term are admirable before 2050 and would also conservative here
and realistic given the scale like Thames Water to

of the problem at present 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 indicatedinection of sentiment only 74
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Exec summary: Sewer Infiltration

Customer concerns about groundwater sewer infiltration

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

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

ACustomers want more reassurance that Thames Water®s enhamioement will take cli mate
A 91% of households, 88% of noshouseholds and 90% of the digitally excluded say this is important to address, with 78% of futurdl payers seeing this as important
Customer reactions to Thames Water ®s proposed approach

AMany customers support Thames Water®s goal in the shor teadiandeedstbatakénénrminentlydo peotdad r e s s
customers and the environment, and believe that Thames Water are doing all they can to expediate these enhancements

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

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

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

Customer support for Thames Water ®s proposed approach

A Al most all customers support Thames Water®s goal and pr ar@corcans abay therlomgedthaadreliabiity gf thee v e
proposed enhancements
U Most customers strongly support the plan: These cust omer sinthetsihod angdlbngtersnu Theaostst T h
are seen as negligible in comparison to the positive impacts the plans can bring
U Some customers somewhat support the plan: These customer s Heueghis@assoon dsipassibtes Theva t e

are some concerns about lack of testing for sewage system lining and wetlands

U Few customers somewhat oppose the plan: These customers do not believe that Thames Water will be able to achieve their eral lgecause 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 reead a
background document summarising information
about wastewater from the first day of the research

AL i
NMhat ic Ar N ate

Nnat 1round \Ler sewer inthitratio

« Groundwater sewer infiltration occurs when the water thatis 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.

What is currently done abou groundwater se

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 areas where
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.
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Customers t hen
Infiltration

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

A Customers were informed of the impact
these options would have on their bill
between 20252030 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

assessed Thames

Wat er és
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Quantitative

Households and ndrouseholds see making improvements to groundwaterisélivation
as very important, future bill payers are less likely to think this is very important

The younger age groups (1834) are less likely to view the improvements to groundwater sewer infiltration as

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

® Very important
= Somewhat
important

Not Sure

® Not very important

m Not at all
important 0/
..... Y o (¢ m Y s { ¢/
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 preveewer overflows? 79

AV Significant difference at 95% conf. level.



Qualitative

Customers are concerned about groundwater infiltration because of its contamination of

habitats and walkways; they want this to be resolved urger

Many customers are surprised by the scale of the spills and concerned about
damage to the environment and local communities

A Most had some prior knowledge of the issue from news stories, but many were still
surprised by the number of spills annually

A They are concerned that this could have an adverse impact on wildlife and the
natural environment

A Customers are also concerned about the impact of foesmelling streets (having to
move home for example) and disruption that would occur to fix faulty pipes

Many customers support Thames Water ®s

groundwater infiltration needs to be prevented as soon as possible

A The idea that climate change and population growth will only exacerbate the issue,
leads all different customer groups to urge rapid action

A They generally bel.
quickly as possible

eve Thames Water ®s

Most recognise the need for more innovative and sustainable methods to be
developed to tackle sewer infiltration at source

A Many believe the situation has arisen because Thames Water has been overly
reactive with regards to its approach to maintain the wastewater network

*I‘ ”

| ®m surprised by how many
spills a year TW are accountable for and that this is

around a quarter of all overflows in some years.
Female, 2534, AB, White, London

| am extremely concerned if no action is undertaken
as it will get worse and worse with the effects of
climate change. Nature can't afford to wait around on
this topic.

Male, 35-44, C1, BAME, Slough/ Wycombe/ Aylesbury

afrom an environment al
concerned. Wildlife will be affected. And our natural

environment can be contaminated
Female, 3544, C1, BAME, Waste only (Affinity)

poi

[More spills] would be a sad outcome for the
surrounding communities and could drive people to
move away from their homes if they did not want to

experience this.
Female, 1824, C1, BAME, London

The only thing that surprises me really is the noise
and traffic congestion that tankers apparently cause.
I am not sure why this should be an issue when

Thames Water are dealing with essential works.
Male, non-household customer, Sole trader, 110
employees, Waste only (Affinity)

80



Qualitative

Thames Water can increase customer confidence in their commitment by providing evide
of infrastructure investment to demonstratetienmg planning

A 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

A 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

A 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

A What this means for Thames Water

Customers don®t wunderstand how the
groundwater sewer infiltration or
diagrams and further information could help customers feel better informed

oV
why

| 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 everincreasing problem.
Female, 2534, C1, White, Waste only (Affinity Water)

e[l t] seems |like TW is just
trying to solve the issue by plugging gaps and fixing leaks

which lead to infiltration.
Female, 2534, 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, 2534, C1, White, Waste only (Affinity Water)

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

agriculture?
Female, 2534, C1, White, London

T u Il L v o vt v u\wvw InIrcv a4 o Ul v 9
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Customers generally want Thames Water to priortise increasing the size of sewage tre:
works (seen as the immediately impactful solution) and then line sewer pipes-{grenong
solution)

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

 This is because it seen as the .moslt reliable RedUce sewer overflows 53%
approach that lowers sewer infiltration by increasing the size of _— 50%
Q

. . : sewage treatment works 82% A
1 However, many think it is not viable in

isolationbecause it is inevitable these pipes will need ‘1%
Reduce sewer overflows 39%
to be replaced by lining sewer pipes 45%

Support for different investment options

: : . 76% A

1 There is also considerable supporfor lining

sewer pipes because it is perceived as an

innovative solution with lasting term benefits, and reduce sewer overflows

_ by creating wetlands

| i kel yneeddoedhe up@aded 57% A
1 There is moderate suport for reducing overflows No additional investment

by creating wetlands (Future bill payers in tackling groundwater 5

were significantly less likely tgorioritise creating sewerintitration 2%

wetlands) because it has not been tested at scale B Household mNon-Household m Future Bill Payers Digitally Excluded

: : : ) (n=1000)  (n=204) (n=51) (n=92)
and is onlyapplicable in certain areas
D2.which, if any of Thames Water ®s proposals do you support for

AV Significant difference at 95% conf. level. 82



' ' — . alitative
Increasing the size of sewage treatment wsnklely seen as the only tquﬂte
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 ltagn
solution

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

A !t i_S 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.
A Initial setup costs are lower than the other proposed initiatives Fﬂma.e, R el arsiETEr, Busihess Gumnar Sl
A Negligible bill impact employees, Waste only (Affinity)
Perceived drawbacks? Increasing the size of treatment works is probably
i i i inevitable anyway; why not do it now?

A Sewage treatment works will most likely need to be increased Female, 2534, C1, White, Waste only (Affinity)

further in future, making this idea appear like more of a step

gap Having to adapt the construction to accommodate the
A The construction may also cause disruption and negatively ST LD N2 AT e A e e i) Gesis

. . isn't that sustainable.

Impact local communities Female, norhousehold customer, Property Director, 110

employees, Waste only(Sutton & East Surrey)
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o _ _ _ Qualitative
Sewage system linirgja popular due its balance between innovative technoloqu and low

o Io o

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 cosfffective approach. However, some question its

reliability and some are wary this is a relatively untested approach

Low support Moderate support

Perceived strengths?

It needs less maintenance and upgrading over time so overall costs lower
Low level of disruption to communities

Highly effective as it prevents over 1200 spills without needing further
upgrading

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

{

High support

In their own words

The sewage lining system stood out for me as it
doesn®t require upgrading in th

much disruption to road users.
Female, 4554, C2, BAME, London

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, 3544, C1, BAME, Waste only (Affinity)

It hasn®t had enough
would rather see further testing before it being
rolled out

testing t

Female, 4554, DE, White, London
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_ _ _ _ Qualitative
Wetlandseffer a sustainable and innovative solution, but there are concerns tHa! !Hey.an
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
A 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.
A 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 wetl ands just doesn®t seem to

Perceived drawbacks? on solely and would take longer to see the benefits.
Female, 2534, AB, White, London

A 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
A 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 Female, 3544, C1, BAME, Waste only gutton & East Surrey
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Qualitative

97% support Thames Waterées plans on pr
concerns about the effectiveness of the proposed enhancements

56 customers strongly 23 customers somewhat 2 customers somewhat
supportThames Wat esuppoitThames Wat eap@seThames Wa
plans in this area plans in this area plans in this area

69 % 280/,

A These customers strongly A These customers support A  These customersdo not
supportThames Wat er ®Fhames Water ®s e ngbliege®at 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

A The costs are seen as A 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 indicatedinection of sentiment only 86
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Executive Summary: Sewer flooding

Customer concerns about sewer flooding

A
A

A

The idea of customers properties flooding with sewage disgusts and concerns many

They feel it is part of Thames Water ®s essential dut i esmentotoprotect tustantersftoms t o me
this

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

Customer reactions to Thames Water®s proposed approach

A
A
A
A

Ending sewer flooding by 2050 is generally seen as the most economically viable option, but many believe Thames Water areblepof a more ambitious target
Despite the higher upfront costs and acknowledgment of increased disruption, customers preferred ending sewer flooding oviétthee 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

A

Many support Thames Water ®s proposed approach to end se204r flooding by 205

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

U Many customers somewhat support the plan: These customer s tthukitpaptimal. Thdy thinke s Wat e
Thames Water should set a more ambitious goal (complete the work by 2040 at the latest) and should not fund the project godeit of raising customer bills

U  Few customers somewhat oppose the plan: These customers are opposed to the plan on principle, believing that Thames Wateughbe 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

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

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

2. 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)

3. Customers also had the opportunity tae-read
a background document summarising informat
lon 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 Wateres

How will Thames Water improve sewer flooding?

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

A Customers were introduced to 3 methods that Thames il
Water propose to use to meet the target of no sewer s S SR
ﬂoodlng by 2050 3. Customereducation 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

A Customers then read about one of the methods to e B0ichli BE PGy I ale SN Uben DR
aCh |eve th |S (SUStaI nable U rban D ral nag e) and were it helps slow down or prevent rainfall entering sewers so they don’t overflow.

Examples of Sustainable Urban Drainage:

also provided examples to clarify what this looks like in L pn o et et

* Channels in roads and pavements that divert rainfall into gravel or grass areas

practice vy resle ok by i 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 wildiife
Drawbacks: ongoing maintenance required (by the local council typically)

A 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 target Of NnNo sewer ﬂOOdlngThey Using Sustainable Urban Drainage and ther methods, Thamgs Wate(could tackle the goal of no sewer
S i flooding (except from very rare, heavy rainfall storms) over different timescales.

were told that thebill increases shown were just for E—
[ Addiionalaverage annual costtocustomers |

this oneissue and that the inflation had also not 050 , f

. . there there would be a significant increase in the number of

been |nC|uded IN the COStS Shown fizegigi?ee:ter;stgggzexgz{looding.comparedloifinvestmenls!o

Meet the goal by 2040 ‘ £3 £49 £130 £168 £134 £107 £85 £85

here is no sewer flooding of customer

very rare heavy rainfall storms with less than

£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

Investin 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)
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Quantitative

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

-, 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):

Important
® Very important

89% 89% 88% 90%

= Somewhat
important

Not Sure

m Not very important

E Not at all
important
| =HA | L A H/0 [ S o e R iy (4
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? 91

AV Significant difference at 95% conf. level.



Qualitative

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

The timelines Thames Water is working towards

. . . . f 2 |
Customers are surprised at how many properties are at risk from sewer flooding ;;reepmsac"ﬁve imar‘ngdiat(e apf)r‘éaihatg i:]p)m:e %

and want this resolved imminently the system.

Female, norhousehold customer, Restaurant owner, 41

A The idea of customers properties flooding with sewage disgusts and concerns many 10 employees, London

A They feel it is part of Thames Water ®s essent | 2, duties to prot

Thames Water to make significant investments to protect customers from this _ )
It is hugely important that Thames Water are

A Many mentioned they would be “upset®° i f Th ‘takingstepsand acting to preventsewer [

upgrades. Ot hers mentioned it would be  un -flooding. It would almost be negligent if they

won®t be taking appropri
Female, norhousehold customer, Property director,
. . 10+ employees, Waste only $utton & East Surrey
Many customers are concerned how much sewer flooding will occur between

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
A 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.
A Customers generally believe a lot of overdue maintenance is required, and that it should be remale, 1624, G, White, Waste only (Afini)
Thames Water ®s responsibility to carry out _ ' c
large bill increase to fund vital works | appreciate everything has a cost, butl am

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, (Londor)
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Qualitative

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

A Most common concerns/ questions

The most common questions are around the rationale behind the 2gear
timescale to reduce sewer flooding. Customers want to understand why
Thames Water has given itself this timeline, as most would want improvements
to be made more quickly to reflect the risk of increasing damage over time

A What this means for Thames Water

Thames Water should provide an accessible explanation of the timescale for
planned improvements, in order to demonstrate how factors like cost and
available technology affect current timelines to reduce sewer flooding

A Lesser concerns/ less frequently asked questions
Customers mentioned concerns about public health and how sewer flooding
could present a serious health hazard and contribute to a rise in disease. There
were also concerns about potential impacts on wildlife and the psychological
t ol | Il mposed by damage to

A What this means for Thames Water

Thames Water needs to demonstrate awareness and empathy around the
psychological and environmental impacts of sewer flooding in public
communications. Thames Water should emphasise how planned methods to
reduce sewer flooding will prioritise local people and environments

peopl e®s h

It appears an ambitious aim, but it must be achievable
otherwise why set it? It also begs the question that if

Thames can aim to end sewage flooding across its
entire network within 25 yeal

done earlier?
Female, 5564, DE, BAME, London

I'm disappointed in Thames Water's ambition to end
sewer flooding in 25 years because | believe they could

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

Leaked sewage is a serious health hazard to humans
and livestock and wildlife. This puts pressure on other
services like the NHS or animal welfare and the
environmental agencies.

Female, 65+, AB, White, Waste only (South East)

I think it's extremely important they do everything the
can to prevent it from happening. It could cause

significant property damage and create a lot of distress.
Male, 35-44, C1, BAME, Waste only (Affinity)
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All different customer groups would generally prefer that Thames Water achieves no
sewelflooding by 2040; very few believe that achieving this beyond 2065 is acceptable

All ofthe different sample types indicate that
sewer floods should be completely eradicated by
2040, households having the highest priority for
getting itdone 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
sampletypes said that no additional investment is
needed on tackling sewer floods

Support for different investment options

Achieve no sewer floods
by 2040

79% A
30%
Achieve no sewer floods - 33?%
by 2050 33%
32%
80
Achieve no sewer floods - /%]2%
by 2065 12%
26%
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

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

AV Significant difference at 95% conf. level. 94
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Qualitative

All customer groups generally wardrtd sewer flooding by 204fut 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,

Protect t ickl ible. f th and the bills will be less in the future compared to
rotects as many customers as quiCKly as possibie, 1rom the the other options.

extremely unpleasant event of sewer flooding Female, 3544, AB, BAME, London

Perceived drawbacks?

Higher level of disruption 1 in 50 chance per year is quite low. Investing now
. : . L _ doesn't seem too much of a high priority
Higher up-front cost seen as damaging to families who are struggling financially Male, 3544. AB, BAME, Clean and Waste, London

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

priority
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Qualitative

Ending sewer flooding by 20&0generally seen as the most economically viable option, |

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 Vilielulis geslio e e sls e el s 1
. . 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, 2534, AB, BAME, Kennet Valley
Perceived drawbacks?
Takes a long time to end what is seen by many as unacceptable risk 'm disappointed in Thames Water's ambition to end
9 y y P 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 se® investment or enacting their goal by 2@6%inethical; a few
older participants would opt for these options because they will not benefit from the wol

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 I f 1 ®m being selfish, | ® prefer t
L di i greatest increase will happen when
eSS disruption really don®t think this is a prior
Less bill impact more important for me to justify my bills being increased.
Female, 5564, AB, White, Slough/ Wycombe/ Aylesbury
Perceived drawbacks?

) ) This is a horrible problem, and I ®
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 1
be implemented by 2040, and for Thames Water to help fund this

48 customers strongly 29 customers somewhat 8 customers somewhat
supportThames Wat esupportThames Wat egpmseT hames Wa 2 S
plans insewer flooding plans insewer flooding plans in sewer flooding

A These customers are opposed

A These customers are very A These customers support to the planon principle
concerned about the harm Thames Water ®s a poQIiév%gatﬁapTﬁa?nes Water
to public health and damage to reduce sewer flooding but should be usingits profitsto
to property caused by sewer don®t think its gpd tﬁeé@%provements
floodmg A They think Thames Water A Some are also strongly against

A 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 indicatedinection of sentiment only 98
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Qualitative

Executive summary: Sewage Treatment Growth

Customer Concerns about sewage entering rivers

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

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

Customer reactions to Thames Water ®s proposed approach

A Customers believe that building new treatment facilities and installing new equipment will effectively mitigate the issusesfage entering rivers in these higkrisk
areas. They also appreciate that the bill impacts to customers are negligible

A However, customers want to better understand how nearby residents will be impacted by the works (the amount of extra noisd #naffic that will ensue)

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

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

Customer support for Thames Water ®s proposed approach
A All different customer groups al most unani mously suppor ttweErh2@82hans208at er ®s p |

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

0  Many customers somewhat support the plan: These customers support the plan but want more details on the level of disruptiansed, 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

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

Customers were informed: ‘
A What Sewage treatment IS Sewage treatment is the proce f taking wastewater and removing solids and bacteria fron
A The process behind this e e

A That due to a rising population and climate
change, there is greater risk of raw sewage
(often diluted with rainfall) entering rivers
through storm overflows

A Customers were also shown a visual
example of a sewage treatment works and o i e At ol 4 8 o
a storm overflow or that finds its n result in raw sewage (0
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Qualitative

Customers are very concerned about raw sewage entering rivers because of the harm
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 1 would get horrified of they did not upgrade things
. . . . . . . since the roblem will on
A Many believe that this practice will negatively impact customers by lowering the Femgle, 4554, AB, BAME, London

quality of water, which could be harmful to their health
A Customers are also concerned that polluted water could kill wildlife, and damage
It is not acceptable to not improve the sewage

the environment
and wastewater systems as they do not currently
A 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 FETEES, S (S5 TS, SHaSEH L EMTIee A S )
media coverage of Thames Water ®s perforimance i n this area

| cannot imagine a scenario where you could decide

All different customer groups believe proactively preventing storm overflows should  notto upgrade the sewage system. At the very least
we know that more people will be relying on this

be a major p”o”ty for Thames Water system over the next 50 years and right now it has
A 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

A Customers therefore struggle to understand a scenario in which Thames Water L
It would be unacceptable to existing customers,

does not take proactive measures to prevent sewage entering rivers T et gl TR g

i mprove facilitiesno
Female, 5564, DE, White, London
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Context

sewage treatment

A Customers were introduced to the
proposed enhancement of

Customers t hen

upgrading 13 sewage treatment seiondiprssbicatco s dions:

works between 2025 and 2030

*Cuthuern (Oxfordetire)
*Arborfield [Berkshien)

"Dadcot (Codordshire)

A Customers were informed of the vt (Ontrahiet
impact this would have on their bill “Agkestuny Bockmghamshed
between 2025-2030 and were told The upgrades would involve new treatment faciltie
that the bill increases shown were I I e SoCR r e T SOC Y0 VA

just for this one issue and that the
inflation had also not been
included in the costs shown

A 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

assessed Thame

(oha ]
(S

*Chaigrove {Oxfordshirn)
*Ardioversiond (Gioucestemnting
*Cassington (Osfordshre)
*Bicoster (Oxforssh)
*Stansted Mountiitchet (Essms)
*Cadangton (Bedfordshe)
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Qualitative

Customers strongly support tipgrading of 13 sewage treatment wdrksause 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 manys f eel
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
A Customers believe if[ 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. oit will help the
A 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
A 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, 3544, C1, BAME, London

A 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 communiti
and reassurance there will be no delays in implementing this enhancement

Most common concerns/ questions

A Customers anticipate prolonged disruption and want to know what this will look like

A Customers want to know if planning permission is received for these sites, as they
are concerned obtaining this may incur delays and extra cost

A Customers want greater clarity on how these enhancements will contribute to the
overarching issue of storm overflows, to get a better idea of how impactful this is

What this means for Thames Water

A Thames Water should reassure customers that the timeline will be honoured, and

that disruption will be kept to a minimum.

A Thames Water should also communicate what other initiatives are in place to

reduce storm overflows

Lesser concerns/ less frequently asked questions
A Some customers want to know if this would be exclusively funded by an increase in
customer bills (especially Future bill payers)

What this means for Thames Water

A Thames Water need to provide a more detailed breakdown of bill costs, with

inflation included

There are several reasons why Thames Water
may not be able to accomplish this in the stated
time. Oftentimes large infrastructural government
projects are plagued with red tape, delays and

cost overruns.
Male, Future bill payer, C1, White, London

| always feel when new plans are proposed that
some tailoring takes place before they are

implemented.
Male, 35-44, DE, White, Waste only (Sutton & East
Surrey)

|l don®t mind paying a [
i mprovementsos | wusual
i nformation about wha

engaged at all.
Male, 65+, C1, White, Waste only (Affinity)

I 1
y (

t
I g
t i s

105



Qualitative

98% support Thames Watereées pl aeffectbeecaus
approach to mitigate sewer flooding

51 customers strongly 38 customers somewhat 2 customers somewhat
supportThames Wat esuppartThames Wat eap@®seThames Wa t el
plans in this area plans in this area plans in this area
A These customers believe A These customers support the A These customers oppose
Thames Water ®s a approachadut want greater the approach because r ®s
will effectively mitigate transparency on: they believe Thames
sewer rooding_in_ highrisk 1. The level of disruption that Water should find otr_ler
areas at a negligible cost for this will cause for residents ways to fund the project
customers t hat doesn®t

2. How much sewage flooding

S increasing customer bills
this will prevent

3. If this is funded exclusively
from customer bills

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

Executive Summary: Bathing Water

Customer Concerns about the quality of bathing water
A All different customer groups are disappointed that the water quality in Wolvercote is poamd believe this is largely due to ewer spills

A They believeThames Water has not invested enough in the wastewater network and that there is detriment to plants and wildlileey also value the mental health
benefits to the community of having good quality bathing water

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

Customer reactions to Thames Water ®s proposed approach
A Most customers welcome Thames Water®s plan to i mprove t loreofmoebahingwates!| i ty at

A This is primarily because they feel the bill impacts for the positive environmental and societal improvements are negligible

A However, some feel resources are better allocatedo higher priority issues that could negatively impact the quality of drinljrwater (sewage overflows in rivers that
water is extracted from)

A Some want transparency in how much Thames Water will contribute to these enhancements and believe on princitidat Thames Wate should fund at least part of
these initiatives since they have underinvested in the past

A Customer support for Thames Water®s proposed approach

A Many support Thames Water ®s proposed approach to pr ot ectbemng. Thdsewhoeppaseafeel pr ov
more pressing concerns, like climate change, leaks, sewerage spills, and general network maintenance, should take precedence:

0  Many customers strongly support the plan: These customers believe that the bill impacts associated with protecting local fdéplants and improving the quality of life for
residents is negligible

U  Many customers somewhat support the plan: These customers support the plan but feel itrist a priority

U  Few customers somewhat oppose the plan: Those who oppose feel more pressing concerns, like sewerage spills, and general nééw@intenance, should take
precedence and don®t | i ke the idea of paying for an i mprovement they will not

U  Few customers strongly oppose thelan: These customers strongly oppose customer paying for this, and feel there are more pressing issues for Thames Watedress
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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

{ { 4
I ] ) | A
l.[ A { / A l{ A ,vl
Jesignated bathing wate 1S Of
) =To| actena t > KIN(
here. Local groups can apply to the D
Rural Affairs to ha t f water
‘‘‘‘‘ ar
1 2022 Wolve te M
1thing water ver within hames
ect had applied for this designatic
toring 1a the area.
ite 2022 after the first swimming
rcot strear ssified
e Slall )l designated ba 1C err
) ) il 1O 2arsout o

yastal or |

v how safe it i
rtment for Envir
cially Jnat

el

terways !
1em to sw
ment, Fo
1s a bathir
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Customer s

t hen

designated water bathing areas

A

Customers were informed how Thames
Water propose to maintaintheir 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

assessed Thames

» Thames Water plans to support any such application by supplying water quality

The investment o get to an ‘excellent’ standard at Wolvercote Mill stream, by

preventing sewage spilis in the area would add 4p a year (o 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

Wat er és
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Qualitative

Customers are disappointed that the qualiyatér at Wolvercote is ‘poor'; they want this
improved as long as it is not prioritieedr other initiativée.g. reducing sewer flooding)

There have been several instances of sewage

All customer groups are disappointed that the water quality in Wolvercote is poand SR 2 P e o s e i yoes

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,
A Many customers are aware that Thames Water has had some form of negative press .- and plant).| suspect that Thames Water
coverage on the practice of sewer spills has again failed to make the necessary
. . o investment.
A They see the practice of sewer spills as the cause of the poor water quality in i, 4554, IR W, s il S &
Wolvercote Surrey)

A They believeThames Water has not invested enough in the wastewater network and

are disappointed Wolvercote is in poor condition As long as plants and wildlife 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 bathin water area, an Fgmale: 144 1 BANEROgON w j
d
a secondary concern
o It would be a terribleshame if theydon'timprove

A They are much more concerned about poor water quality in rivers that Thames the standards andthey become unsafe

Water extracts water from, believing this could lower the quality of their drinking :0 kswimin- I do have friendsthat swim in local

akes.

water Female, norhousehold customer, Salon owner, 110

A 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
A However, as most customers will not directly benefit from this bathing water area, Drinking water supply should be prioritised over

; . bathing water.
they admit they are not personally concerned about this Female, 5564, C1, White, Slough/ Wycombe/ Aylesbury
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Qualitative

Customers welcome what they perceive as negligible bill impacts, but want to know wh
proportion of the proposed enhancement is being funded by Thames Water profits

Most common concerns/ questions

A Some feel that the underlying cause (attributed as sewer spills) of pequality
bathing water is due to Thames Water not historically investing enough money in

the wastewater network
A Customers support

funded by Thames Water

What this means for Thames Water

If Thames Water provides greater context into how customer bills have been
historically distributed towards initiatives aimed at protecting customers from sewer

spills, it will likely elicit greater support

Lesser concerns/ less frequently asked questions
A Some are concerned about the environmental and wildlife impacts if bathing
waters ae not maintained and/or improved

What this means for Thames Water

A Thames Water may find more support for these plans if more detail is given on the
positive environmental and wildlife impacts that will arise from an improvement in

bathing water quality

Wat er ®s
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

Thames pl an

al would be relatively co
higher bill if changes were being made and the
i mpact was visible. Theret

paying more for something
change/ i mprovecgo
Female, 2534, C1, White, Waste only (Affinity) m b '

Just as we are discussing price rises what about

the extortionate shareholders payouts every year

ajt should be reduced pay
increases. ThamesWaterneed to improve the

water quality of the Thames full stop.
Male, 35-44, C1, BAME, Slough/ Wycombe/ Aylesbury

al bel i ev e-bourdtosemsere thoset y
creatures/plants that need water as a place to
|l ivel/ surviven do not have

by humans.
Female, 5564, AB, White, Slough/ Wycombe/ Aylesbury

The works to be carried out will cause disruption.
Also, , these new sewage works will be so very

close to the new houses. Can this be healthy?
Female, 3544, C1, BAME, Waste only (Essex & Suffolk)
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Qualitative

All different customer groups generally suppproving the water quality at Wolvercote Mil
anddesignation of more bathing waters t

| argely

view t hese

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 somet hi
Low support Moderate support
Perceived strengths?
A Enhanced well being for local communities
A Protects environment and wildlife
A Negligible bill impacts on customers
Perceived drawbacks?
A On principle, some don®t think
that will only benefit some, and one in which the underlying cause is due to a historic
| ack of funding (i .e. -Thames Water
A Some don®t support customers being

A Others feel there are more pressing issue¢sewage overflows in rivers that wateris Pat hing waters

extracted from) needs to take precedence

custom

ne

as

ndg

they won®t directl

High support

In their own words

I f it® that small amount a
up for it. It®s a small pri
guaranteed to keep swimming areas free from
sewage spillage.
Female, norhousehold customer, Office manager, 110
employees, Waste only (Affinity)
[Supported] for ecological reasons and enhanced |
quality of life. el )
Male, norrhousehold customer, MD, 310 employees,
Wast ly (Affinit
aste only ( |n|y)r esp
o] woul dn®t support it Si nQJ
aren®t a pri

Female, 5564, DE, White, London
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Qualitative

82% support Thames Wateres approach be
residents; some feel these are ¢cnice t
38 customers strongly 36 customers somewhat 9 customers somewhat
supportThames Wat esuppeitThames Wat eagpseThames Wa t el
plans for bathing water plans bathing water quality plans bathing water quality
quality
40% . ‘ ’

These customers believe A These customers support the A Those who oppose feel
that the bill impacts approach but Vvi ew morépredsing concerms, C ¢
associated with protecting t o have® and bel ilikeyvewmage dpiksfarel a r ¢
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 A Some question if customers precedence an

(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 indicatedinection 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 household:

Household Non-household

n=1000 n =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 followingbesc r i bes your | evel of responsibility for managing the supply of water and wastewa

Base: Households (n=1000), Norhouseholds (n=204) AV Significant difference at 95% conf. level. 117



Quantitative

Household customers

More than half of the participants are skilled or qualified workers with an average household income of
between £21,760 £70,000 a year.

Household

n=1000

I nter medi at e NfiaiAiaigieNmNall 2105
Supervisory I 20%

Up to £8,000 a year / up to £670 a 0
month / up to £155 a week I 6%

£8,001 - £17,005 a year / £671 - 109
%1, 417 a month m 94?27 an
£17,006 - £21,759 a year / £1,418 o
- %1,813 a mont RS 8% 41380
£21,760 - £30,000 a year / £1,814 0
- %2,500 a mont PR 1296 ¢ o «
£30,001 - £40,000 a year / £2,501 0
%3, 300 a mont (N RRRENEN 15% o
£40,001 - £50,000 a year / £3,301 0
S %4, 100 a mont MENGENEREEN 1330 o o
£50,001 - £70,000 a year / £4,101 0
- %5,800 a monm4 -515/0
£70,001 - £100,000 a year / 0
%5, 801 - %8, s00nnguamaney 12%,
More than £100,000 a year / more 0
than 3%8, 300 a mM/G/?hor e thantet

Prefer notto say [l 3%

| do not have any of these
y . 73%

conditions or disabilities

Mental health condition [l 12%
Skilled / Qualified GGG 149,

Semi or unqualified IE—— 11% Mobility disability [l 8%
Retired on private pension NN 119%
Hi gher marriiaigEr/9oal /[ o

Homemaker Il 494

Chroniciliness [l 7%
Learning disability ll 4%

Retired on state pension Il 4% Visual disability i 3%

Unemployed Il 4% Hearing disability I 3%

Casual worker M 2% Disability requiring the use of at-

home medical er’t?io/(bment (e. g.

o}

Student B 1%

Full-time carer | 1% Other, please specify | 1%

Other (0%

THAMES WATER ENHANCEMENT CASE, MAY 2023.

Q12. Which of the following best describes your employment role? Q14. Do you consider yourself or anyone within your housgobe officially disabled defined by the Equality Act 2010 as having 'A physical or mental impairment which has a substaatial long-term adverse effect on a person's

abilityto carry outdayto-d ay acti vities®? Q15. What is the combined gr mensydoalthepeeple mfouryhauseholdave coraitgan| beéfre TRy and Natiosal Ins@rance eleductiohso We woulddike ydodioide any benefits received or benefits

paid directly to your landlord as part of your rent (e.g. Housing benefit)

Base: Households (n=1000) 118

Prefer notto say (0%



Quantitative

Nonhousehold customers

Around a quarter of ndmouseholds use water for more than domestie use (e.g manufacturing process,
Ingredients, part of their service)

Wat er S uPpl y used f or q\lon-household

76%
n =204
18%
14% 13%
I
cnor mal domestic wasdef csuppodyr of seheimeasufyauatruri ngampriocgrsediwdntc horn sp ar Noneofthetaboee pr o d |
organi sati on®s coganisation providesdery.decleaning essential to the running of your  or service your organisation provides

employees (e.g. customer toilets, services etc.) organisation (e.g. to power machinery, (e.g. food or drink, chemical,

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 fora.

Base: Northouseholds (n=204)
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Quantitative

Future bill payers

About 9 in 10future bill payers currently live with their parents or other family members.

Future bill payer

0
92% n=51
4% 4%
I I 0% 0%
I 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



Quantitative

Household customer demographics

- Unweighted " Unweighted

Mobility disability 84 White British 724
Chronic illness 73 White and Asian 19
Mental health condition 127 White and Black African 8
Mobility disability and chronic illness 157 White and Black Caribbean 14
Hearing disability 35 Black African 34
Visual disability and mobility disability 117 Black British 31
None 710 Black Caribbean 24
Indian 58
Pakistani 23
Chinese 10
Bangladeshi 17
Asian other 19
Black other (not specified) 1
Not stated 18

THAMES WATER ENHANCEMENT CASE, MAY 2023.

Q14. Do you consider yourself or anyone within your household to be officially disabled defined by the Equality Act 2010 asgitig 'A physical or mental impairment which has a substantial and loftgrm adverse effect on a person's abilityto carry outdato-d ay acti vi ti es®? |1 f yes,
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) 121



Quantitative

Household customer locations

THAMES WATER ENHANCEMENT CASE, MAY 2023.
Q4. Please can you share your postcode of your busi ne smeakingtethecarrbcypeaple we need forsthistsarvew al i dat e the region you |live in to ensure we®re
Base: Households (n=1000) 122
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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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VERVE

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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VERVE

®  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
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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
i mone o relain and gain mone designated balhing walers. and e costs of
doing this.

[Eafning cHm chown hera)

=  Doyou think Thames Waler should aim io retain ks curent
designated hathing waler area? Whyfsry mol?

*  Doyou think Thames Waler should aim o improve the qualty of
waler at the curent bathing wale anea o poor o eeoebenl?

For conlesd, e aserage househokd winer and wasiewaber bl jor Trames
Wiatier cusinmens s currenily E45E (5o thal amount sray be highar or lower
for diffenent oustomens, dependng on Things |ke haing o wisler maer of

Eating @ business cusiomi ]

Flease ol s keep i mind thal the B0 cosis we'ne showing ame [usl dor this
oni sy, Oirer changes to bils from 2025 o 20530 cou'd see an addiional
E38 par year o mal riadn and ingrove The dasdo-day warker and wasiowator
soreion. O oD of this, itcould oost updo ancther £28 per ywear B Thames
Wiahitr makess frthier IMonossmants B ihe water and sasicwaler sendoe for
i beregat be (Edar o T Inpeneesra s s rlioned) in fhis resaarch)

Finalky, inflaion i ot ind uded in ine Tulune Cosls shiosn

®  ow oo vou fenl atodl fe b incnease 40 g e cument
bl neg waner desinalon o eenlent? S 1wt | based on
everyifing vou'we read?

®  Dovyod think Thames Waler should help supoon mone desgnated
balning waers in dture T Wiy why not?

® o oo vou feil atoul e b incnease 10 Suppon mose deskonaied
Ealning waners in fha nesd 5 veasT B D worh E based on
everyining voulwe read?

® |5 thore anything unchar about this, or angthing o s you'd e b
ey Trial weosd hedp o make o Betiecalpesgd] decishon atou
his?

Tlhe: Tt iour
ool Wskon on Thamas
‘Wiater's proposed
enhanoemenis io

Cveral, afler consitenng the benefits and cosls o7 you & a cusiomer, oo
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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
= Screeni e A, RS -
wastewater SR 9_ our primary our secondary our final

wasterwater !

away treatment treatment treatment
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Some facts about the sewerage/wastewater network:

AThames Water ®s sewerage network consists of 68, 00
miles of sewers,351 sewage treatment works 4,780

. . o BB 5 W S YN )
sewage pumping stationsand 1.2 million manholes v\ N é;’ﬂ%;}@%}?m *“\‘
B A o ) "“‘u’.-’\
A fWiﬁ'&\\\e, -

A This networkhandles both: |
(3
A Sewage (or 2wdte thdt ®)es ot e r o]
bathrooms, kitchens and washing machines; it

contains bacteria that can be harmful to health

2111 K
/) /% b\ﬁ //-" ‘;\k!’

)

oS RN
o s NGNS
T2 ﬁ?" Al

AN

VNS

4, : “"7{‘7" <\ 4 AN
A Surface water? rain water that runs off from roofs, = ;é/ ;.-;% £re
gutters, ponds and driveways; in comparison to i 7 {;7 %
sewage water it is relatively clean G 2\ A@ﬁ,‘ﬁ ol
A Parts of the network are very old and have been in mé_?ﬁ()f the London sew

operation since the 1800s.

A In almost all cases (95%) sewage and surface water are
transported by separate pipes/sewers
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An example of separate sewers:

A As a reminder,in most cases, sewage
and surface water are transportedby separate
pipes or sewers

A An examples ofseparate sewerscan be
seen here:

A Sewagewater is transported directly to
a sewage treatment works

A Surface waterflows into storm drains
and eventually back to rivers and
waterways

Two systems: separate foul water (sewage) and surface water sewer

3

Surface water
(rainfall) into storm
drains and rivers

Foul water (sewage)
pipe to sewage
treatment works

Source: adapted fromwww.alexandriava.gov
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Sewage treatment works

A Sewage treatment works existreat sewage wastewater
removing solids and bacteria to the point at whickafeto
return to rivers and waterways

A Sewage treatment works receive sewage water from the
separate and combined sewers

A They also receive sewage water diluted with surface water frg :
combined sewers following wet weather :

A On dry days this works as intended, and sewage water is
treated and returned safely to rivers and other waterways |

A On wetter days the system can sometimes get overwhelmel__Mogden Sewage Treatment Works, West London

with surface rainwater, and so occasionally diluted sewage
water can spill over into rivers and other waterways

A 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

AAs well as the overfl ows :
combined sewers, excess surface rainwater can sometingas
cause overflows at sewage treatment works and sewage
pumping stations.

A During particularly heavy rainfall the capacsgvedrs,
sewage treatment works and pumping statiansbecome

overwhelmed and sewage diluted with surface rainwater

occasionally spills over into rivers or onto roads and publ
spaces.

5 575
Al'n some circumstanceslegalych

permitted where excess surface rainwater has entered the
system.

A Spills are not legally permitted where they are caused by
sewer blockages, damaged or collapsed sewers or
malfunctions at pumping stations or treatment works. Thame
Water has been fined in the past when this has occurred.

A Nationally sewage spills due to storm overflows account for
4% of the reasons why rivers are not in good environmental
condition{Agriculture is the largest reason)

Pres rease
Thames Water fined £4 million after 30
hour waterfall of sewage discharge

Thames Water has now accrued £32.4m in fines since 2017
for 11 cases of water pollution.

From: Department for Environment, Food & Rural Affairs and Environment Agency
Published 19 November 2021

*Source: The Environment Agency, September 2021
(taken fr omstGenturg Riverd i) 2 1
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Sewer Inundation

A Inundation happens where a river floods and
the flood water covers an area where Thames
Water have manhole covers to access their
sewers. Thesmanhole covers are not water
tightso river water can get it peak flow of
a river flood a single manhole can let in the
equi valent of 200 homes

A Manholes are not watéght 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

A 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.

A The chances of this happening increases during
heavy rainfall.

A This means that the sewer capacity is reduced so
sewers can carry less sewage during heavy
rainfall.

A 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:

A 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.

A 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.

A Personal or business possessions could be damaged
or have to be replaced entirely.

A Sewer flooding can be extremely distressing for those
impacted by it. It may impact health and wellbeing.
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Sewa(T:;e 'spills' (overflows) can sometimes have a significant
on rivers, wildldad the environment:

Impac

A When sewage spills into rivers, it can have a range of
Impacts from no impact at all to a severe impact.

A In a small amount of cases (less than one in a hundred) a
sewage spill can have very damagingffects:

A 1t can cause illness and death for animals and plant life
and around rivers.

A 1t can also cause illnesses in humans if they are swimming
or undertaking other activities exposing them to thevater,
such as canoeing and kayaking

A 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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