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1. Executive Summary



Executive summary. Research background

A Thames Water commissioned Accent to undertake Acceptability and Affordability Testing research to comply with OFWAT
and CCW requirements

A This insight is based on a comprehensive qualitative exercise which tightly followed the regulatory guidance and a
guantitative study will follow

A The research exercise comprised extensive and robust deliberation of three potential Business Plans
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Executive summary: Meaningful engagement

Customers across the Thames Water region were represented and included households, micron-
households, largenon-households, customers in vulnerablesituations, lowincome customers,
customers on the Priority Services Register and futureustomers

This qualitative research exercise has followed the prescribed methodology and content including
building customer knowledge through a pretask which educates about the industry, business Plan
process, company and Proposed Plan investment areas and performance

Deliberative roundtable discussions, facilitating strong engagement and robust dissection and rich
deliberation of the Proposed Plan, and one to one interviews with other key customers groups
ensured that insights are meaningful

Discussion of the Must Do Plan and Alternative Plan allowed customers to make some
improvement/cost tradeoffs and judge overall acceptability and affordabilitgf the different options

There was an opportunity for response via post task which was a useful to anchor to assess final
individual affordability and acceptability

Overall customers accepted there is a trade off in terms of the amount of information that can be

shown and understood within the time and appear to make informed decisions with good knowledge

More context and data was often requested (historical 1year data trends previous levels of
investment, other elements of the Business Plan or Business as Usual activity e.g. customer
satisfaction metrics or Priority Services Register/support for the most vulnerabld)here are also
some challenges around the choice of Performance Commitments and specific metrics

The time went really
quickly and the
discussions were
interesting
Reading, DE

( This was actually much\
more interesting than |
t hought! | ®v
much about Thames
Water and what their
Plans are

\Nﬁ_ondon, AB J



Executive summary:

Comparison of all three plans

_ Proposed plan Must do plan Alternative plan

Performance
Commitments

Enhancements
(¥aper year by
2030)

What is the bill
impact?

Average annual bill
now = ¥417

£646 by 2030

£659 by 2030
(up 3242) (up ¥225) (up 3229)

£642 by 2030

£1,290 by 2050 £1,047 by 2050 £1,292 by 2050
(up ¥873) (up ¥630) (up ¥875)

Designed to provide
some - numbe

understand weights of

opinion but is indicative
and not representative
of Thames Water
customer base

Key insigh@®verall Preference

70%

60%

50%

40%

30%

20%

10%

0%

Overall which plan do you prefer?

62%
61% 6% Base: 173

Proposed Must Do Alternative

B Total MTotal HH MTotal NHH

: I
(136 Household/
37 Non-Household)
i i I i i S

After long, interactive discussions, customers individually voted and the majority chose the Proposed Plan as their

Preferred Plan

Preference for the Proposed Plan is driven by strong support for a range of service enhancements that address
spontaneous concerns around key environmental wastewater issues relating to combined sewer overflows and river
pollution, as well as investment to address longer term water security challenges and leakage

The Proposed Plan provides some reassurance that Thames Water will proactively invest to future proof core
infrastructure and ensure longer term network resilience

This narrative fits with the intergenerational discussion where the majority of customers preferred short term investment
proposals that recognise the urgency and need to invest now



Executive summary: Key Insighdsceptability

70%

60%

50%

40%

1 30%

20%

10%
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Acceptability of the Plans

50%
4% I8
I
| 32%
. 28%
[
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16% » 18% [
I
‘ | 12%
9% 8% \ ’ “ , 10%
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Completely Acceptable Unacceptable Completely D/K
Acceptable unacceptable

B Proposed M MustDo M Alternative

Base: 173
(136 Household/37 NorHousehold)

Designed to provide
some - numbe

understand weights of

opinion but is indicative
and not representative
of Thames Water
customer base

Each plan was reviewed and discussed independently for acceptability and
affordability before overall comparisons and preferences were made

Three quarters of Thames Water customers found the Proposed Plan acceptable
which was significantly higher than the Must Do Plan or the Alternative Plan

A

All the plans address thespontaneous environmental priorities (addressing
combined sewer overflows, river pollution, protecting wildlife and improving
leakage) which was good

However, the Proposed Plarfelt more proactive, ambitious and was seen to
deliver MORE THAN just what ®s requi

It was environmentally friendly, good for future generations and focused on
the right things

It shows ThamesWater voluntarily improving the sewer network and focusing
on nature-based solutions that areseen as innovative

The proactivity providedsome reassurance that Thamed/Vater is focusedon
the long term and fits with the two thirds of customers who favour quicker bill
increases to spread investment costs across generations



Executive summary: Key Insighigfordability

Affordability of the Plans

40%

35%.
35% 34%

31%
30% 28%
25% Il 25%
25%
2% Lo
20%
]
145%15% 15%
15% 13%
10% % 7%
5%
5%
0% 1 ]

Very easy Fairly easy Neither easy or Fairly difficult Very difficult D/K
difficult

HProposed HMMustDo M Alternative

| Base: 166
(129 Household/37 NorHousehold)

T ¢ o h o h R R R mm w e w mmw _.A

Designed to provide
some - numbe
understand weights of

opinion but is indicative
and not representative
of Thames Water
customer base
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| A The proportion and distribution of affordability levels is similar across the different

plans which is driven by the limitectost differential between the plans by 2030
(E17 difference between Proposed Plan and Must Do Plan)

Just under half of all customers found the Proposed Plan, which would see the
average Household bill rise by £242 by 2030, affordable partly becaudghe water
bills are relatively | ow, I t ®s a vVvitae
the network is felt to be crucial

Around 1 in 3 would find the Proposed Plan bill increase difficult to afford due to
the general cost of living crisis, concerns over rising inflation or high water usage.
This is especially true of the lower income and financially vulnerable customers

Compared with the baseline pretask, more stated this Proposed Plan bill would

be fairly or very difficult to afford and want to know whether there will be bill caps
to protect | ow Iincome and - jwosldbeabout
adversely affected by the proposed bill increases

Approximately one quarter of all customers state they would find the bill change
neither easy or difficult to afford. This is not a simple measure of affordability and
some customers claimed they could afford it but felt that investment should come
out of Thames Water profits or cost efficiencies. Others found it too difficult to
predict future income levels



Executive Summary: Considerations for the Proposed Pe

A Although the majority favour the Proposed Plan and three quarters feel it is acceptable, there are areas for consideration
including where it was felt the Performance Commitments were not ambitious enough. For example, leakage and river
pollution targets. However, no associated bill impact was discussed

PERFORMANCE COMMITMENTS

Leakage Supply Interruptions Water Quality Sewage In and Pollution
Sewage Out
Importance High importance Medium importance Medium importance High importance High importance

Response to Target _ Okay/about right Okay/about right Targets going in the right direction _

A In terms of the service enhancements, there were questions over the validity of the basement flooding service enhancement
given that the benefit was seen as quite niche. It was felt that the investment could be moved elsewhere for universal benefi

SERVICE ENHANCEMENTS

National Environment Water Resources  National Environment Reliable Supply Rare heavy Basement Flooding
ProgrammeWater Management Programme Wastewater c. £6 pa storms C.£2.50 pa
c. £2 pa c. £12 pa c. £32 pa c. £2.50 pa
Importance High High High Medium High Low

Support Spend Support Support Support even though Medium support Support
high spend



Executive Summary: Considerations for the Proposed Pl

There are some areas that were not included in the Proposed Plan that customers would want to be includec

Customer-service-related initiatives including

Enhanced communications

Water efficiency measures saving education/devices, real time smart meter monitoring
Protection of the most vulnerable customers

Water filters/softeners

Innovation including:
Ideas to deal with flooding at source and divert water out of sewers
More nature-based solutions

Collaboration including:
Farmers for river pollution
Developers to drive water recycling innovation,

Reassurance including:

Stronger sense of urgency to reassure customers of future proofing network e.g. start building vs only planning to build sereoir
10



2. Research Backgrounc



Research objectives

A

p>)

p>>)

All water and wastewater companies are required
to test the acceptability and affordability of their
Business Plans with their customers before
submitting their Plans for the upcoming Price
Review (PR24) in October 2023

To ensure a standardised approach is used
across the industry, Ofwat and CC Water (CCW)
have produced guidance on how this research
should be undertaken

This guidance has been designed to facilitate
consistency and comparability between
companies (e.g. question language,
methodologies, approach taken to inflation, the
degree to which participants are informed, clarity
on least cost vs. proposed options, inclusion of
vulnerabilities, different futures)

of(at

Guidance for water companies: testing customers’
views of the acceptability and affordability of PR24
business plans
Version 1.1
Revised 1603 23

Overall Objective:
The research was commissioned to explore customer
responses to the Proposed, Must Do and Alternative
Business Plans and decide which Plan (or adaptation) wi
forward to be tested in the quantitative work

All research followed the guidelines from OFWAT/CCW &
was overseen by the Independent Challenge Group

6y20S GKIG ¢KIFIYSa 2 Gd§dSNQa
know as the Customer Challenge Group)

12



Business Plans tested

Thames Water has produced three potential Business Plans for #202025ice Review period to be
tested in line with the OFWAT and CCW guidance

The Plans do not include everything that Thames Water propose to do but, in line with the OFWAT an
guidance, they cover proposed targets against six key Performance Commitments and six Service

Enhancements that represent the areas where there will be the most investment and where customers
have a point of view

Must Do Plan

(includes only statutory service
enhancements)




Comprehensive research methodology

5 x 4 ¥, hour face to face deliberative events with householtdpnsehold, future and lemcome customers
16 large norhousehold online depths, 16 online depths with customers in vulnerable situations

A Review of prescribed content (inc. industry structure, regulatory framework, company information, proposed
Business Plan)

A Questions to ensure a baseline check of affordability of their water bill The time went really
quickly and the
discussions were
interesting

) . ) Reading, DE
A Contextual issues/baseline views g

T

Proposed Plan dissected to understand acceptability

/ This was actually much\
more interesting than |

thought! | ®ve
much about Thames
Water and what their

A Must Do and Alternative Plans allows improvement/cost
trade-offs and judge overall acceptability and affordabilityf
the different options

Plans are
. . . . - - : NW London, AB
A Tailored post task including personalised bill impacts Designed to provide some \ J
-numbers® to u \//
A Affordability and acceptability of each plan weights of opinion butis
indicative and not
A Trust and intergenerational fairness representative of Thames

Water customer base

14



Research locations and sample framework

In line with the OFAT and CCW guidance, under the joint procurement option, Thames Water worked i
coll aboration with Affinity Water i n Slough ai
wastewater plan and Affinity Wateres water pl ¢

Water/Waste Date Undertaken

NW London Materials covered Thames full 25t April
_ Business Plan for water and _
Hammersmith wastewater 26 April
Reading 3 May
Slough Materials covered Thames 4 May & 16" May
wastewater plan and Affinity
Watford Water ®s water pl an 11"May

Depth interviews (Zoom/Teams) As appropriate 26™ April to 239 May

15



Research locations and sample framework

Minimum quotas were exceeded across thesups
Diversity of social grade, income, age and ethnicity were all adhered to

Household Non-household Non-household Customers in
(incl Social (Micro - Less than (Large 10 or more vulnerable
Tariff) 10 employees) employees) situations (PSR)

Thames Dual 73 (31) 18 12 10 3
Thames Affinity 63 (33) 10 8 10 5
Total Achieved 136 (64) 28 20 20 8
Guidance Min. 64 (8) 16 8 8 8

Household customers (including PSR/vulnerable situations) were recruited from Thames Water custon
using email and phone. Future and-nousehold customers were ffeend by doeto-door and phone

recruitment bfRoots Recruitment. 6



Pretask and group materials

All materials were designed in line with the OFWAT and CCW guidance, comprehensively cognitively t
and reviewed by Thames Wateres Customer Chal | «

Company information Regulatory information Performance information Business Plan information
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Face to Face event structure

Robust roundtable discussions during each breakout session moderated by a team of experts

A 4pm-4.15pm ¢ Meet, Greet,Seat Sessiorintroduction

A 4.15pm-5.15om ¢ Sessiorl (Warmup, Recapl.ongTermContext, TemperatureCheck)
A 5.15om-5.45pm ¢ Comfort/Tea/Coffee/Sandwiches

A 5.45pm-7.00pm ¢ Sessior?2 6 Wt NRtLIZIaySRO

A 7.00pm-7.15p0m ¢ Tea/coffeebreak

A 7.15pm-8.15pm ¢ Session36 Wa 8lZadW! f G SNY I 0 A 3S QO

A 8.15pm-8.30pm ¢ Finalplenarysessior(Posttask)

Online depth interviews (Customers in vulnerable situations and latymrsedold) comprised a

shortened discussion guide in line with the guidance
18



3. Research challenges and
reflections



Observation of research challenges

Customers appear to make informed decisions with good knoBlEDgeescribed methodology does
pose some challenges that need to be documented and reviewed at an industry level

1. Information provided was enough to cause curiosity but not quite enough to provide a holistic picture of
Thames Water ®s proposals -a808d i nvestment Plans for

2. Customers were keen to see other elements of the Business Plan e.g. Priority Services Register/support for
the most vulnerable or Business as Usual investment e.g. pipework programme

3. There was a lack of understanding as to why the six particular Performance Commitments were chosen as
they were not necessarily the ones that customers wanted to know about e.g. customer satisfaction was
missing

4. Specifically, more context and data was often requested to make sense of Performance Commitments and
Service Enhancements
A historical 10-year data trends or last two Business Plans
A previous levels of investment and funding sources

5. Regul ator prescribed engagement and - Must Do® con-
opinions matter

6. Target setting, variation in targets and Outcome Delivery Incentives rewards and penalties are all challenged

7. Concerns over why bill payers have to pay for investmengsbetter cost efficiencies/lower salaries
20



Observation of research challenges

Customers ask a range of questions during the research sessions to make sense of the Business Pla
process




4. Contextual factors impacting ol
response to the Business Plans



Fieldwork undertaken in April/May 2023

At the time of the fieldwork, inflation headlines were dominant and the water industry was getting significe
negative coveragdots of customers had heard the combined sewer overflows/pollution stories. But still st
focus on energy companies and high food price hikes

S [ e o st
Grocery price inflation hits a record or T 5]

UK inflation hits 41-year high of 11.1% 16.7% high leaving cash-strapped

families facing an extra £788 on their

as food and energy prices continue to annual food shopping il
SOAr Source:https:/www.cnbc.com/2022/11/16/uk-inflation-hits-new-41-year- o
high-as-food-and-energy-prices-continue-to-soar.html + Rcorman amid warningy ths UK wil ba the ooty B7 scoromy b abp beckea s

Source: https://www.dailymail.co.uk/news/articlel 1695785/UK-
shoppers-hit-staggering-788-rise-grocery-bills.html

Ofwunobmw%:wushfom Failures of regulators, water companies and ) reredtofat

water clean rivers . . . gaE o- PO T S R (o) Thames Water ordered to fix leaks

by blocking billions n i ke Government leaving public and environment before pumping millions of litres from
rivers

m in the mire

Ervirosment Agency Lells supplicr 8o rethiak phans 1o tackle
droeghts bry pumplag water [rom Thames and Severn

The reguistor is seeking powers 10 block the payment of dividends If s
water companies fall 10 tackie sewage and other lasues requiring

lnvestment

Work to replace 70 miles of leaky
water pipes begins o

Source: https://inews.co.uk/news/ofwatseeks-new- Source:
powers-to-force-water-companiesto-clean-up-rivers- https://www.theguardian.com/environme
by-blocking-billionsin-investors-payouts- . e T A A o A AT nt/2023/mar/28/thameswater-ordered-

n Under investmaent, insuffickent government strategy, ond inodeq co-ordingtion hos resulted ) . ™
2203369#.~:text=The%20water%20industry%20reg folliars to “tract wotsr with the care and importones R deserves”, Wams committes. = to-fix-leaks-before-pumping-millions-of-

ulator%200fwat,environment%20improvements%2C feN- ) litres-from-rivers
%20i%20can%:20r ) ) . ) i
620%20can%20reveal Source: https://committees.parliament.uk/committee/517/industryand-

regulatorscommittee/news/194330/failuresof-regulatorswater-

companies-and-governmentleaving-public-and-environmentin-the-mire/ Source: https://www.bbc.co.uk/news/articles/c5149y50ydno
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Spotlight on customers in vulnerable situations

Lots of overlap in vulnerabilities. For example, those with physical health issues sometimes had under|
mental health needs and these tended to cause financial pressure (not being ableti®) work,

Physical health issues Mental health issues
Osteoarthritis Depression

Restricted mobility General anxiety disorder
Hearing issues Psychotic/manic episodes
Diabetes Daily medication
Arthritis/restricted movement Borderline personality disorder

Autism (family members)

Kl'he house s gene}ally d a mpFifaRAdial issiiesn ®t / \

afford the heating bill to dry it out. - Water is by far a lot less impact than
Water bill is okay but | spend all | earn Manage part ime work council tax, electricity and gas

and 1 ®m lucky if 1| have eUnemploymentbenefito
get milk as my salary has increased by Receipt of benefits Customers in vulnerable situations

about 1% in the last 10 years ) ]
’ Y Working tax credit \_ )

\ Customers in vulnerable situationsJ

Important to understand that not all customers in vulnerable situations are financially&saguging
older customers retried early in sound financial position, some have young children but are financially
secure and some have sought help to ensure bills are manageable 24



Customers In vulnerable situations case study

35, single mum of 4 children living in Camden borough

-1 wish they®d try and supp®Nretetd better promotion of
costsaodebt is mounting up® groups and community ,C




Spotlight on nohousehold customers

In line with the OFWAT and CCW guidangega of nofhousehold customewsere included micros
(Under 10 staff) and large (10 staff and over) with varying reliance on water

Everyday reliance
Media
Accountant
Interior design
Clock repair
Music studio
Property/Estate Agents
Computer repair
Construction
First aid studio
Retalil
Photography studio
Logistics/distribution

Water usage =

Office use, tea/coffee, flushing toilets, washing hat
cleaning, health and safety

Medium/heavy reliance
Construction
Restaurant
Hotel and catering
Al business
Recreation (open water swimming)
Cab company (washing cars)
Community centre (water activities)
Washing/ironing business
Day nursery/education
Teaching
Beauty/Hair
Health and well being

Water usage =

Office use, tea/coffee/canteen, recreation, water
activities, washing cars, mixing cement

26



Nonhousehold challenges

Nonhousehold customers outline a number of key challenges; cost is overriding concern (especially fo
businesses) which leads to some reluctance for bill increases and focus on survivatenma Ishsiriess
planning

Lower sales 1 Recruitment of staff A Health and safety regulation
Low customer confidence 1 Rebuilding/building A Increasednsurance
Rising material costs Client/Customer base A Environmental policies

T Client retention A Electric vehicles

Rising bills/utilities
L . 1 Low customer footfall (Covid
Rising inflation :

hangover/working at home)
Increased rent

Rising cost of fuel

-2 =/ =/ A A A A =

Rising cost of food

Consistently feel that water is cheaper than gas/electric but express a desire for more proactivity and
incentives from Thames Water showing nonrhousehold customecan save water and save money

27



Nonhousehold custome&sSMEs vs. large businesses

SMEs were i nclined to choose the c¢cProp

Although they had a few gripes about the affordability of the plan in the long run, they felt that it was the best optio
the environment/climate.

Larger businessgsr ef erred the c¢cMust doe/ eAltern

Whil st they agree that the ¢Proposede plan was mor e
from a financial point of view. Large businesses are still in covid recovery mode and therefore have to think longer
about the affordability of the plan and the c¢AIltern

¢cMust doe, as aUyou're doing a bit more and | ooks |

28



Spotlight on future customers

Range ofuture customers who were service users not bill payers

Type of service user Overall observations

A Students A Future customers are distant from Thames Water

A Young working adults A Unconscious usage

A Living at home A Views are in line with -service users®
A Sharing flats/houses A No relationship or bill communication

A Contributing to bills A Growing up with technology has fuelled and enabled hyper present tense

mindset and behaviours

A Engage at the last minute

A Life is about being in the moment
Struggle to engage with immediate future
Impossible to project to 203050

To o

Water industry neetis find a more meaningful way to engage with future custameesl to consider
longitudinal studies that track water/environmental media attitude=hamaburs

29



Pretask provided some background and new information

Generally, customers know little about Thames Water. However, some hold strongniewsabionvith
a perception that this has had a negative impact on historical investment due to high dividends/bonuse

Formost,thepre as k I nformation provided c¢cnew newse 0

snapshot of performance on some measures

Breakdown of
Industry water/wastewater
Specific companies and how
the splits are decided

Regulatory process of 5 Common targets for
Involved process of year Business Plan cycle, vastly differerg]t Water
water and targeting and Companies
wastewater penalties/rewards that (topography

operations impact customer bills and g
- o emograph
different agencies involved graphy)

Company size/ Performance argets Bill breakdown Investment plans
operations
Shocked/alarmed by Where customer money Scale of the plans and
Thames Wat e sewage flooding goes -
Company e.q. no. of sewage + consultation process

Specific plants, high number of

customers River pollution and Shareholders have not Plans to improve

sewerage flooding is received dividend/payout environment
poor

Renewable energy

30



Customer perspectives

Starting perceptions (positive or negative) depend on which perspective customers take

The OFWAT and CCW guidance encouraged research companies to ask customers to review the Business Plan from

different perspectives
Customers were prompted to think about these different pe

A Customers naturally tended to adopt these different perspectives depending
on a number of different factors:

1. Environmental positior? those with strong environmental views

Perspective taking _
spontaneously thought about Thames Water performance and their
Society environmental responsibilities
R e 2. Personal service experience those who had experienced problems
o Gm with Thames Water (interruptions, leakage, water quality, sewage
s in/out) automatically talked about their issues as a service user and
Peoplewhouitl'l\ﬁ:neel:\;\szi’erservioes hOW they had been aﬁeCted
e 3. Level of altruism? some thought about other people who might have
Fooplewho pey it Thamss Weter service issues, who might not be able to afford bills, who might be in

vulnerable circumstances

4. View on value for money/affordability of bilperspective changed
dependent on the baseline affordability of the water bill

Perspectives model facilitated people to identify improvements at a household and societal level
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Overview of perceptions of Thames Water

Bill payer and service user perspective = nquasetive baseline perceptions with limited brand connection

Society perspective = largely negative baseline perceptions driven by environmental concerns

Service user

A

A
A
A

Most are neutratpositive
Water quality = acceptablegood
Service = uninterrupted, reliable

Minority have experienced issues with
service interruptions, pressure, new
meters, etc with mixed resolution success

High limescale content also a concern for
some

Bill Payer

A

A
A
A

Most are positive about Thames Water
Vital service AND -
Not a huge cost

Some customers not on a meter feel bill is
disproportionately expensive

C

Perspective taking

Society

National and local government, organisations and
interest groupsand environment

dtizen

People who live and work in an area served by Thames
Weater

Service User

People who use Thames Water services

Bill Payer
People who pay a bill to Thames Water

eapest utility

bi

Citizen

A Low level concern for other customers e.g.
keen for older people to be looked after,
keen for Thames Water to support those
who are in financial difficulty

A Mixed awareness of Priority Services
Register or financial support schemes
(Friends & familyl/re

A Those with good knowledge of financial
support schemes are positive

A Super sewer = positive impact on London

Society
IA ®Concerns about the environment

A Many are upset about negative press
relating to river pollution/combined sewer

overflows
A Spontaneous priority area and keen to see
Thames Water ®s pr op(

s al
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Customer perspectives: environmental position

General shift in awareness, belief and support of environmental issues amongst Im@ajeetyotd customers

Short term survival focus of Aayusehold customers means not all support bill increases to address
environmental issues

Climate believers Climate engaged Climate active

|t ®s happenir |t ®s happening alntd®s hwampeni ng and

action something about it
A Hearing stories/headlines A Reading stories and range of media A Seeking out stories/information
A Personal experience = belief e.g. David Attenborough, A Initiate and support change
A Droughts last summer mainstream news, social media) A Looking to enact change in
A Villages flooding A Climate anxiety different aspects of life e.g. solar
A Extreme rainfall A Looking for positive change panels, water butts, reducing single
A Support positive change and £££ use plastics, local food markets

/ \ f Il ®d |ike to t\hiflthinkasacompanytheyarea\ /I ve fitted a miter ’

®
. . . * 1 9 o] A .
grandchildren can swim in a river. t;a?h?aswbzern o(i)nf back info ﬁur bhe Reabiltfsd fat e rainwater
| want no raw sewage in rivers. going irri ate\sN tne ?garden andplants.

They should not be allowed to put rivers. for a compatgi W e o g
it in business is water its absolutely this

Hammersmith, AB disgraceful

\ / \ Slough, C1C2 J \ Reading, DE / \ Reading, AB /

>

You®ve only got |t
year and the weather we had
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Customer perspectives: service user stories/examples

Majority of customers have limited/no conscious service interaction with Thames Water and feel quite |

A Identified leak on customer property, A Running, decent water A Water quality e.g. hard, cloudy, taste
proactively contacted and waived fee issues

A No service interruptions

A Water efficiency visit to fit shower/tap A Bad smells around treatment Plants

A No blockages
aerator
A A Water leaks on property boundary
A Proactive contact to inform about No reason to contact .
Watersure . . A Road flooding (Thames Water or
A Accept issues with limescale council)
A Informed in advance of interruptions o .
N _ _ P | didn®t even knjow we HaSgewagefleodingig the villages
A Positive water meter installation todowiththem2t he sewapge i sn®t (Chalfont)
i I
A Speedy response to social media query in my everyday thoughts!
A Supportive when bill is difficult to pay Watford, AB

A Priority Services Register support

bottled water [ Honestly, | don®t [rdalvley hapidvenot pembpd ems with them
| ®ve al ways had a posiftivedt@aypghitence®ml awadthe mste is good so no need
paying the full amount and they contacted customer! to drink bottled water

me to let me know aboutWatersure

NW London, AB Hammersmith, C1C2
Reading, DE
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Customer perspective: level of altruism

Me/My Busines& centre of the world Me/My Busines& conscious of others/world

| ®m not sure it r e all INOboﬂYéSEOlfIdehavgse aemme

. : Yheir garden or homes? that
where water is being abstracted . :
: should be something that is a
from as long as | get it

shared cost

Large non-household . ) )
9 Customer in vulnerable situation

| don®t | ive in| a A

London? people who do can ! (Zm l:jeal Itﬂ):ttbhelhtlhnd POl - a——l-ncldents
afford to pay when it floods and would support that to help the ||
wildlife Ll _
i ”f‘? 4 ;'\’\:;L
Reading, AB bE &7 2
Financially focused customers General mindset of -helping others

Many micro northousehold customershere
Focusing on business survival

Concerns about raising bills to pay for others/
environment/ future

Concerns about the environment/ wildlife/nature

Concerns about people who can®t af
reassurance that support schemes are in place)

Large non-household with environmental, social and

governance strategies

A
A
A
A

o I Do Do
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Customer perspective: Financial position and value for m

Cost of living crisis is felt across the sample to varying degrees (note this is a self assessment)

Swimming

Rubber Rin¢

. Drownin
reliant 9

comfortably

A Managing well A Just about managing A DE/Low income (and some others)
A Income stable/rising A Income stable A Actively looking for support

A Unaffected by cost of living crisis A Conscious of rising prices A Costs outstripping income

A No changes to lifestyle A Stripping back on luxuries A Highly conscious of rising prices

e.g. electricity, supermarket

A-Water is cheap® A Making changes to lifestyle o N
A Stripping back necessities
A-1®ve started tooan
A Food bank support
Things are more expensi The cost of living is not going to improve
: | ®m |l ucky to have| money
problem at the moment and we want to to start a family soon so .
. . L today2t hat ®s what |it ®s |
worried about 5 years time we are feeling it
Customer in vulnerable situation Reading, AB Customer in vulnerable situation
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Customer perspective: baseline affordability of water Dbill

Regardless of baseline affordability, customers keen to see investment come from Thames Water
profits/reduction in dividends

A Baseline affordability of the water bill showed half felt the water bill was

saseline affordabilfty of the water bil very or fairly easy to afford (lower for customers in vulnerable
- situations)
355
35 21%
- A High value for money scores given:
JH - - -
e A Water bill is comparatively low
= A Running drinking water, 24/7
- I A No issues with water/sewerage
— — A Processes of delivery are involved (more than | thought)
Viery Easy FairlyEasy  NeitherEasyor Fairly difficult  Very difficult DX
Drifficult
Base: 120 (99 Household/21 NorHousehold A Low value for money scores given:
A water quality/issues with -safe:

Designed o provide some A Low-income customers customers getting some support from Thames

-numbers® to u Water
weights of opinion but is

A About one third had some degree of difficulty paying the water bill

indicative and not

representative of Thames A Feel that the water bill is fairly difficult to afford
Salercustomerbase A Water meters to control/reduce £
A Water sure or -capped tariffs®
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Majority across sample find water bill least worrying of ut

|tO®s JuUSEl BO8lh 7I/1t0f(2rsreli:blle ;erilceca:dl Pl Im:;uﬂﬁt:grf 'Tf’-’é"éfé?se?f |t ® more manageable f
lowest and the least of my _ vald oney. It AP and it ®4 hegntdlom®t (cut
worries amount paid than electricity and gas prices
Hammersmith. AB Reading, northousehold NW London, norhousehold Slough, DE
't ®s difficult |t Q&R Pidhablythe Bl Valud g| t th difference2i t ®s a fract i ol
don®t know WhY |WginGnby chnSidefing what | P T worried about 5 vears fime | bil
cheap rmon )élc an1 eClnCZW atiuse worried about 5 years time ilfs
ougn, Customers in vulnerable situations
Slough, AB Watford, AB
All my bills have gone up but not watet All costs seem to have gone up In the grand scheme of all the
it®s halved s_i nce h | would say low value | think my bill has P ©| T ecentl y. It ®s |l bills it's not bad b
value_for money when | think about gone up 22% in the last year! |l ®m not sure w
watering myplants, baths, showers reduce spend on water Customers in vulnerable
NW London, C1C2 situations
NW London, AB NW, DE
| ®m not strug My water bill is the only one Compared to other utility bills \ [~ The bills are reasonable ) (" The bills are very good\
bill and compared to other that ® been r eduthewhteroteisshe yny ene at compared to energy but value? compared to
utilities its fine All the other bills have gone the moment that | think at least it®s difficull{ otherareasandbillsits |, e
Large northousehold up. water ®s ntehadwo®n not goi ng ofte supdo tarkiCoRlike|t cheapest
Watford, DE Reading, C1C2

\R/eading, DE ) wtford, DE )
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Response to lorgrm picture to 2050

Long term picture was used to frame discussion vs. providing a deep dive on different areas
Generally, feels right with emphasis on water security and environmental responsibilities

Challenges Aims/Ambitions
A Broad agreement with challenges A. Customers
. A Good service and value are important
A Old infrastructure felt to be the FOCUSON BXPLAINING THELONG-TERV PICTURE TO 2050 &) _ P o
biggest concern e ROREEED A Demand management and incentives important but
AN onus should not fall to customers
A Needs to be fit for now and future iy = T _
purpose , S B. Community
A Higher usage/population means long : e syt s A Confusing, airy and less important
Atermassethealthneedstoberobust : T S » A Need to focus on core el emer
Sense of historic underinvestment
C. Water
A Surprised at the scale of Thames o o G A Fundamental and core purpose vs. business aim

Water250% of UK®s future puldi =™

water use/2 million more people D. Wastewater and Rivers

_ _ _ A Important
A Climate change is recognised as a

significant problem to be
managed BUT not one that can
be controlled E. Energy

A Good to see, innovative e.g. hydro/dams and clear
purpose

A Environmentally responsible
A Surely not all Thames Water responsibility

Wh at e s - Moresletail ongtorage Plans, feasibility of new water sources like desalination Plans,

conserving water, greywater harvesting, specific solutions to educate customers on water efficiency 0



Response to LoAgrm picture to 2050

4 N

Surely biodiversity is also the
Environment
responsibility

-

Ageng

NW London, AB

N NG

Customers in vulnerable situations

~

1 billion litres of extra water
needed? that sounds a lot

J

-

lt®s | i ke the
2 you have to save water

Hammersmith, C1C2

N

-

_

It ®s 1ike Tham&

deal with in the long tern® the
number of new homes is
frightening

Slough, DE

J

/ Yes climate change and drougha
and population explosion so there
need to be more education and
what efficiency savings they will
make

=

Reading, AB

N /

~

r e

-

spo

2N

/ Particularly important to conserve wateh
with 2m more people, in a low rainfall
area, and no space to build a reservoir or
to access aquifers,
the infrastructure

| t ®svague?andR050 seems
too far away with too many
variables beyond their control

Hammersmith, C1C2

™ 4

/

~

/I would like to know more about
how we, as customers, can save
water and how they will support

that

\ Customers in vulnerable situations J

r e

NW London, C1C2

N /

Why are communities in there
Why is that a priority- just take it
out or think bigger picture e.g.
reservoirs, wildlife etc.

\ NW London, norrhousehold J

)

-

N

I t ®s
produce their own energy and
looking to improve that

Watford, DE

~

i mpressive

/

4 )

They need something more about
the environment and reducing
plastics

Hammersmith, norhousehold

N /
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Spontaneous prioritiakey themes

Customers identified a number of issues that they wanted Thames Water to include in next business P
some are for them as c¢service userse, some f oc¢

Future proofing Infrastructure
Leakage
Burst pipes/flooding

Improving water quality through Sewer bibework Environmental
water softeners PP Sustainable water systems
Limescale removal .' Combined sewer overflows s
Supply of water softeners A -sewage dumping®
Water filters o Addressing river pollution

| 4 Net zero emissions

Water filters to reduce bottled
water consumption
rtﬁh P

m Third party partnerships

Working with developers
Working with EA

Working with farmers/agricultural
industry

Deals with 3rd parties

Water efficiency and education
Customer information
Smart meters
App devices (Octopus)

Water efficiency aids Innovation

Advice for blockages In-home water systems Working with industry

Catchment systems
Embracing technology 41




Principle of phasing and intergenerational fairness

Discussions around phasing and intergenerational fairness show that, despite the current cost of living

majority of customers would rather see increase in bills &dbrseis driven largely by a sense of historic
underinvestment and need for long term resilience of supply and guaranteed infrastructure investment

Intergenerational Fairness

1%
D 18%
1%

16%
Imcreg se i bills laber 13%
1%

INCrea s in

GEx%
bl § ah i B3N
ba%

0 1% 20% 0% A S 5% T BB

ENHH mHH ETea

Base: 173 (136 Household/37 Non Household)

Designed to provide some
-numbers® to u
weights of opinion but is

indicative and not
representative of Thames
Water customer base

Rational argumentsfor short-term investment
A Infrastructure NEEDS investment NOW
A Overdue, essential, urgent

A Irresponsible to wait

A Unpredictability of economy

A Fears over further increases in costs I
A Cost of borrowing likely to spiral

Increasing bills NOW relies on
l understanding that Thames Water will
I ringfence money for specific purposes,I
| thatthey will be monitored AND that l
customers who are struggling with bills]

Emotional argumentsfor short-term investment
A My children

A My grandchildren

A The next generation already have issues

Future customers find this abstract andl
difficult to project
I Majority also favour an increase in biIIsI

) - sooner? however, like current l
Arguments for delaying bill increases
household customers, some are |

A Current cost of living crisis I concerned over current bills escalating
A Impossible to afford bill rises b o o e e e e e e e -

A Concerns about other people who will not be able to manage
A No need for improvementg my service is good enough!

A Lack of trust in the system

A Any increases should come out of water company profits
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Principle of phasing and intergenerational fairness

-

needs FIXING!

Slough, AB

N

Stuff needs doing!! NOW. A LOT

N

/

-

| think from an environmental

might occur in another 5 years

NW London, DE

N

perspective, irreparable damage

N

4 N

I don®t want t o
the road and kids have it more
difficult than ever now

Watford, DE

/

/ If you do it now it feels more
trustworthy of

meantime therefore you spend
less in the long term

Future customer

N

done and a lot less damage in the

N

v

N /

/We haven®t got\

there is all those red lines on the
graph so you®ve
that they will spend the money

well. It all needs doing yesterday

/

Reading, C1C2

N /

/It needs to be done now? i t ®§
the NHS there has been huge
underfunding and if it's not fixed
there will be big problems later
and service issues

Hammersmith, C1C2

N /

p

~+

/ I would choose Option A as you\
don®t Kknow what
happen e.g. next pandemic. You
can®t forecast
things later down the line

Large non-household

N J

4 N

Now short term pain for long term
gain

Large non-household

N /

N

/ If we pay less now, who knows

what ®I | happen.

to pay more now and a steady
amount for years

KCustomers in vulnerable situatiory

Invest later

t oo

May

Thethirty % servite is already good now
2] ®m not having an

muchecid@®®doafford th

Q T

Reading, AB

N /

/Is there a half way point between Optiom
A and Option B so that people can get
back on their feet
about future generations? the future is
uncertain so we can deal with it then

\ Customers in vulnerable situations /

/ We are in the worst cost of living crisis\

we®ve had in decad

IpY St B& &%HSTh8Tghot h
people on the breadline, not

copinge.another b

e S,
er e

\ Customers in vulnerable situations /




5. Response to Proposed Plal



Proposed Plan

In line with the OFWAT and CCW guidance, the Proposed Plan included six Performance Commitment
targets and six Service Enhancements that represented the key investmamt\aesasart of the pre
work and then part of a detailed discussion which gave customers more time to consider acceptability

THAMES WATER - TS
' POvTersSrtoaioy
PERFORMANCE COMMITMENTS ~ ]
-
o) ® S
» e w o~ B
Torgets '-l:::':v:::.»::-" :'::;:-" e ™ Targens far seducing the ety of Wweage ey

Noaderg propeted

0 CIEEI D © ENHANCEMENTS - PROPOSED BUSNESSPLAN (i)

2 499 4 a -~
“h S — 2 ) b A
@ ; - (07 JBY NATIONAL ENVIRONMENT PROGRAMME FOR WATER (04 )8 MAKING THE WATER SUPPLY MORE RELIABLE
Z Targets v reducing e largth of trve fropetus ae Targats Aae redod sng ™ "derty & voge Pusmbvng ‘ ANot taking too much water from rivers and the ground

- AWater network can experience breakdownsthat mean customers have low water
aBhout aeter ATreemngwa(er to astandard that does not harm the natural environment. y pressure or no water
AReducing amount of water taken from sourcesthat feed sensitive chalk AMost problems are fixed in afew hours, but can sometimes last more than 2 days
streams What we will do
V\&-nat \Aélel will do - - ; - . ﬁlmprovethe water network to protect against interruptions of 2 days or more
‘_.) Wm @ POLLUTION INCIDENTS {Ir\llgter?\‘:tNm}rrJlrJE mainsto bringin water from other parts of the Thames mlldnrgore pipes around weak points on the network so water can still be moved
Target for 2025-2030: Asharing water supplies with other companies acrossthe south-east.
o L , z AReducing the amount of water taken from sensitive sources by 80 million Target for 2025-2030:
Q - y C% e’ | litresa day AProtecting 53,195 properties from awater supply interruption of longer than 2 days

Torgets for reducing the rumber of incidenm of Torgets fiw redhutong Wa sursbor of niudenty of

WATER RESOURCES MANAGEMENT
Gocetewred waher (.9, brown Sngel; or @ sivengs iste of st o rivavs aod SIveene @ S — @ REDUCING SEWVAGE FLOODING FROM RARE HEAVY RAINFALL STORMS
s e cyering AMaklngsure there is enough water available to protect the natural
é fT; environment aswell as providing a public water supply _— ASewer floodingin homes, gardens and businesses happen when sewers become blocked
= e

What we will do or after heavy rainfall
— p<) Alnvest in new sources of water, modernise infrastructure AThis also happens when the sewer system becomes full due to too much rainwater
- Alnstall around 1 million smart water meters, provide water efficiency visits What we will do
Target for 2025-2030: Almprove the sewer network to reduce the chance of sewage flooding
AOnly need to introduce severe water use restrictions, such as standpipesin ABuild nature-based solutions to sow down/stop rainwater from gettinginto sewers
the street and water rationing, on average once every 100 years. AReduce the number of customer hisconnectionsCnto sewers, e.g. rainwater from roofs
Target for 2025-2030:
Reducing the chance of 6,655 properties being flooded with sewage after rare heavy
rainfall stormswith a 1 in 50 chance of happening each year.

@ [l NATIONAL ENVIRONMENT PROGRAMME FOR WASTEWATER

RSP e T e SUerion @ PY REDUGING BASEMENT FLOODING FROM TRUNK MAINS BURSTS
Wigeﬂmg \IllvgseNater toastandard that doesn't harm the natural environment i — ATrunk mains are the largest water pipes, which carry water from treatment worksto
wewill do y/ smaller distribution pipes
Almprove and increase the capacity of sewer network, reducing the number of Aln London, these are often under main roads or near homes
sewage spills Alf they burst they can flood basements and endanger lives
Al mprove sewage treatment processes to reduce the amount of phosphorus What we will do
entering rivers and causing problems AReplace trunk mainsto reduce thisrisk of basement flooding
Tar%d[l%reztﬂiiﬁmr of sewage spillsinto rivers from each overflow pipe to 14.2 Tiget e

d lacing 16km of trunk mainsthat cause the biggest risk to basement properties
ayear and reduce the amount of phosphorus entering rivers by 90% LR prond

ng\\@
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Proposed Plaa Overall acceptability

Three quarters found the Proposed Plan accep&glaficantly higher than the Must Do or Alternative plans.
Felttobemor e proactive, ambitious and was seen to ¢

The proactivity providedme reassurance that Thames Water are focused on the long term and fits with the
thirds of customers who favour quicker bill increases to spread investment costs across generations

ACEEﬂtﬂbilit?-F'erDSEd Flan : """" .‘“.'“‘““‘“‘““‘““““"““""“";
R o o i I_\/Ia10nty of nonhousehold customers i
-numbers® to u - s . find the Proposed Plan acceptable but
Wei_QZFS of °Pi"i3" butis » focus on costs and survival means
indicative and not o | i |
representative of Thames . i some are less comfortable with |
Water customer base : -voluntary® el eme
Ll R | | 1
F 16% pon 1% 18% 9%
Top Fl\_/e2 Acceptabll!ty reasons II I II I el > ooy r
1) EnVlronmenta”y fr'endly Comgl stely Acceptable Acceptable Unacceptable Completely unacceptabie o
2) Good for future generations S s
3) Focuses on the right things I Base: 173 )
4) Affordable . (136 Household//37 NorHousehold) I

5) Good value for money/Doing a lot
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Overview of Performance Commitments

Performance Commitments generally heading in right direction but without considering costs, there is a st
desire to see more ambition/faster improvements for leakage, sewage and pollution

Leakage Supply Interruptions Water Quality Sewage Flooding Internal
and External

Importance High importance Medium importance Medium importance High importance High importance
Performance Performance feels Performance feels Polarised, subjective and Performance feels Performance feels
unacceptable acceptable personal view unacceptable unacceptable
Headline -Leakage i s -Waodt dpep®eéned- Besmein the wlaternad@ v sExtermal t -Unjustifiabl e
surely peopl e casnafceopted® dr Fmlo®hi n -better out
than this even than I n®
i f 1 t®S not me®
Response to Target More ambition Okay/about right Okay/about right Targets going in the right More ambition wanted
wanted direction
Keen to Long term pipework Long term pipework Plans to work with filter or Proactive alerts/action Long term strategy that
understand/see replacement replacement softener manufacturers Speedy response will eradicate this issue
Smart network Policy for those on Priority Customer education
More innovation Services Register
Any Segment None Higher for customers in Splits across segments None Media driving this to be
Differences vulnerable situations Some northousehold important for all
Higher for nonhousehold customers had concerns Some northousehold
customers e.g. cafes, about hard water customers are more self
hairdressers focused
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Leakage performance

Leakage performance is unacceptable and there is a push for a more ambitious target

P Overall response to leakage
et e s et e Spontaneous concern about current leakage performancéi t ®s avnids iabglger a-v at
ErrmEs 0 —— Important area to address given old infrastructure and pipework
- Leakage is wastage? cost impact, environmental impact, water security impact
Disingenuous to ask customers to preserve water usage

I
i

|
id
1

1
il

Leakage linked to supply interruptions/water security

s
;EE_ Not everyone understands the leakage on network/customer boundary

T

L, L pm Ea
e e ——

REDUCING LEAKS

119.7 116.7

112.0

2025-6 2026-7 2027-8 2028-9 2029-30

Number of litres per property per day
(A lower number is better)

What we will do and benefits to customers

. Continuing to find and fix leaks

. Use smart water meters to find and fix leaks

. Better manage pumps, valves and water pressure to reduce
strain across the network




Leakage performance

/

-

\

-

~

\

. | expected a more intricateplan to
That ®s an insaneg amount . .
fix as opposed to adding more
to lose
boots on the ground
Hammersmith, C1C2 Reading, norrhousehold
| ®ve seen water |pour

\_

road in Reading last year and the
pumping station took 6 weeks to
fix

Reading, DE

)

I don®t have
massive issues to fix at a
community level

Reading, AB

an

i Sssu

)

.

Hammersmith, nonhousehold

Not much of a reduction?
reduction of 20% in 5 years.
Doesn®t
difference

/

| s
seem | i

)

infrastructure in the first place

.

If you reduce the amount of leaks
then you will stop the unplanned
interruptions

Reading, C1C2

~

)

/

\_

\

C a u|s

-

n®t t his ed

Future customer

AN

quOUS

~

I cban®t 2 ibte®s eav ew
oorTr

resou

i mportant

Hammersmith, AB

t

Good to target this? especially if
| ®m paying
water

Customers in vulnerable situations

\

for

)

astt

rce

R S

)

4 N

| want them to aim highe2 100ml
is a lot of bathtubs of water

Customers in vulnerable situations

\_ )
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Unplanned Interruptions performance

Overall unplanned interruptions feel acceptable; measure is confusing but target improvement seems c

Overall response to unplanned interruptions
Limited experience of unplanned interruptions
Generally felt to be important especially. for those in priority groups (new mums, elderly,

water dependent) and norhousehold customers who are water dependent (lost time is
money)

Linked to leakage and overall pipework
Proactive communication during an unplannedhterruption is key

oA b pr—

Unplanned INTERRUPTIONS

07:04

06:28 .
2025-6 HoeT 20278 i ] 2029-30
\)

Draiatios withaul wilir lor maie Thas J howis by merulel ped péopty
'

What we will do and benefits to customers

A Better manage pumps, valves and water pressure to
reduce strain across the network

A Have more staff and equipment to fix problems
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Unplanned Interruptions performance

-

.

| ®v e
empathetic but | think most people
can manage for a while

~

ezl wamr i e

/

got no

Hammersmith, AB

NG

~

Everyone has the right to have
water so no one should have to go
without

Reading, AB

\_ )

-

.

It feels a bit of a postcode lottery
as some areas might be more
affected than others

NW London, AB

| put my citizen hat on then this is
important and if there is no
investment then it could get worse

Hammersmith, C1C2

N N

It takes time to go and find and fix
broken pipes? | think extra
average time is ok

Customers in vulnerable situations

AN J

4 )

|l t ®s honestly n
me or my family

Future customer

\_ )

-

.

-

Il s it

~

| want to know whether they will
contact people? it all feels a bit
vague how they will address this

NW London, DE

J -

N O

NG

Targets
had an interruption!

seem okay

Reading, nonhousehold

~

Need to ensure the

without water21 ® m on Pri o

Register so they bring me bottled water
which is good

How can you mitigate against it?

able to do because of old
infrastructure

Hammersmith, norhousehold

somet hi Thames

ng

Lt
roi

Customers in vulnerable situations

AN )

/

Matters a lot for people with
newbornsetc but its going in the
right direction

Customers in vulnerable situations

WO n

\_ )
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Water Quality performance

Response to water quality is polarised; measure is challenged but overall the small reduction is acceptab

P #  Overall response to water quality

e ————————— s Concerns that the current measure doesn®t r
ey . s _ ~ Relies on customers contacting Thames Water e.g. persistent problem, deep dissatisfaction
o E— —— Polarised response? wateri s best in the world vs it®s no
- . “=2: = Some are buying bottled water, softeners, filters, mixing with squash to avoid issues with
=== =T ﬁ taste/smell
| o T - :ﬂ Consensus that limescale content is high, annoying and ruins appliances
= - e
= =

APPEARANCE, TASTE AND SMELL OF TAP

0.06 0.06 0.05 0.05 0.05
.
2025-6 2026-7 2027-8 2028-9 2029-30

Mumber of customer contacts rectived reganding incidents, per 1,000 properies.
[A howrer number is better,)

What we will do and benefits to customers

A Continue investing, to improve how we treat water and
take water from the environment

A Prevent rainwater and other sources from coming into
contact withtreated drinkingwater




Water Quality performance

s N N N A

|t ®s quite good I ¢ bottl q Wealluseawellteéfilterorh%;]/e

: ge 0 e W a t)e hottWdWatBr in'th® Sffic®s this

perfo_rmance) but a decade is a Really do people actually call? and we have a water filter at home en®t an issde
long time not to change anything

—+

NW London, AB

Future customer
Reading, DE Large non-household

- AN J N /
4 N 4 )

I think the water is good quality | t ®s not?2thasis@bootb | e m 't lzdoesn®t f?el I Tke 1nvegR
best in the country and no need to the geology of where we live. First worth it2 Ithey are already doing
filter at all! world problem ok and it's not going to change
that much
Hammersmith, C1C2 Hammersmith, AB Large nonhousehold

\ 2N % \
e ~N N N N

What a terrible way to measure | should complain about my They are doing okay but important You can®t s a&thissfly e

this 2 should be based on purity appliances with all that limescale they don®t keep about personal taste hi s
and taking samples

—+

Reading, AB Customers in vulnerable situations Customers in vulnerable situations

Hammersmith, C1C2

\_ /AN NG RN J
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Sewage Flooding performance (Internal and External)

Response to sewage flooding measures is consistent; unacceptableéoptdangets seem to be going in the
right direction

Overall response to sewage flooding
Sewage flooding inside is worse than outside

Sewage flooding of gardens or outbuildings

‘ o \
Number of properties affected, per 10,000.

e However, both are felt to be unacceptable/inhumane/health risk/disgusting
_ Citizen perspective vs service userdominates- do it f or ot her s®
Sewageflooding of p Primary school recently flooded; excellent response but should have been prevented
ettt o o I, | Customers__have sympat_hy wi t h -V|.ctor_| an
P — Want greater proactivityand - f |l ushi ng® communications

varenoyty | wesevaer I |
e— | 0 s 10 5 20 2

swnwes YRR ;

saren [ Compeny peformance sns L

. U, |

oy ]

0.00 1.00 2.00 3.00 4.00

SEWAGE flooding OF PROPERTIES

| = | What we will do and benefits to customers

ﬁ_ o PP A Repair, reline or replace old and

LML damaged sewers

wse  wmer e wwe  wsw A Add monitors/alarms to our sewers so

— we get early warning of blockages and

potential flooding incidents.

3w wr s A Continue to clean our sewers and
e : : educate our customers on what not to

put down the drain to prevent blockages




Sewage Flooding performance (Internal and External)

/It would help if we knew what % B
caused by customer blockages?
there must be people who are
really trying and others who are
flushing wet wipes everyday

Reading, DE

- J

-

-

~

The customer education piece is
critical to this2 but you have to
notice the comms

Hammersmith, C1C2

/

/This has happened in my garderh
right at the bottom. Thames
Water were quick to come out and
deal with it but it could happen
again

/

Watford, AB

- J

\_

Oh god 2 can you imagine that

Future customer

\

)

/

about this.

Hammersmith, AB

\_

EEEEWWWWW do something

should not be allowed in 2023

N 4

It

J -

-

\_

great that they are looking reduce

~

3 out of 10, 000/ 1i s
think they are doing well and it's

It

NW London, DE

/

|l t ®s a

NW London, AB

massi Ve
improvement so they must be
doing something right

~

Il think

J \

It

anticipating that spike? the
extreme rainfall but it should be on
both targets?

Slough, DE

®s od that

go

)

/

\_

| think there is a difference

between inside and outside i t ®B

giant health risk and not everyone
has a garden

NW London, AB

~

/

/This is going to happen more anm
more unless they address the
structure of the sewers? | mean
that external measure is
astronomically higher so
something needs to be done

Slough, AB

- /

-

.

What more can they do if people
2li it Vise n ihe
response times and coming out

aren®t

quickly if it happens

Customers in vulnerable situations

~

]

/

t hey
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Pollution Incidents performance

POLLUTION INCIDENTS

What we will do and benefits to customers
Providingmore storage on our sewer network
Repair, reline or replace old and damaged sewers
Add monitors/alarms to our sewers so we get early
warning of potential pollution incidents.

Clean sewers and educate customers

A
A
A
A

Response to pollution incidents is consistent and largely driven by media coaaeg@able practice
and needs to be stopped so more ambitious target wanted

Overall response to pollution incidents

Pollution incidents were spontaneously mentioned

Even if customer is not an angler/open water swimmer or wildlife hobbyist, this feels important
Some make the distinction between accidental spills and discharge (latter more unacceptable)
However, there is a sense that quality of rivers is a shared responsibilityot just Thames
Water 1 ssue and shouldn®t just fall to Than




Pollution Incidents performance

4 N

|l ®m really behind that a ThisisanoddKPFlI t ®s qui t e . .
: . Feels like a lot of capital
really support ift. I - m 1 difficult to comment unless you . :
. investment is needed to get a
the numbers really mean as | can't know how many sewer km there - )
; . minimal improvement
visualise that are
Large nonh hol
NW London, DE Large non-household arge norrhousehold

- J - J - J

|l t®s just outside o Don®t they need |an| This just isn® |aggressive ¢
any reduction is good but this system and something that lets | was listening to the today
seems a little modest given the people know that its not safe to programme before | came out and
press conversation swim in that part of the river it's really an issue
Watford, AB NW London, AB Slough, AB

\_ ) - AN )

4 N

Any pollution incident is a big deal
a 2 4 B

so Iit®s really ilmpo
Surely this should be about What is an incident and how is this these
amount (litres ofshxx) and not monitored?
incidents km of river Large non-household
Hammersmith, C1C2
Reading, DE \ /

\_ J \ /
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Overview of service enhancements

Decent support for all elements (except basement flooding) and majority pleased to see combination o
mandatory and discretionary investment areas

National Environment| Water Resources

ProgrammeWater
c.£2 pa

Management
c. £12 pa

ProgrammeWaste
c. £32 pa

National Environment

Basement
Flooding
c.£2.50 pa

Rare heavy storms
c. £2.50 pa

Reliable Supply
C. £6 pa

Importance

Wh at ®s
high/low
importance

Cost

Any Segment
Differences

drivi-wPgotect i n dgrearslowerwater

High High High

Media coverage of
environment ®ecurdy, papulgtiono d sewerage spills
thing growth and impact

of climate change

Chalk streams are rare

Cost seen to be very low Cost okay High cost
Good value for money Good value for
money
Important for majority None Important for all but

low-income customers
/micro nonrhousehold
customers question high
costs

Some non-household
customers less
committed

Medium High Low

Niche
London focused

Outdated sewer
infrastructure

Two-day outages
unacceptable

Can®t f unct ilLongtemnpesilicace e
Nature-based
solutions
Cost okay Cost okay Cost low
But want to protect all But di s app Butcecduldegpentt ®
properties only 6k properties elsewhere
Higher for customers in None None

vulnerable situations
Higher for non
household customers
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Mandatory service enhancements: National EnviroAragrdmme
Water

Strong support for low cost, important service enhancement that protects the environment

Positive Negative
A Very strong support for this @ ' A -Required® so unlikel.
A Low bill impact N e R e —— A Need bigger picture context e.g. also
) P [ 12228 AReducing amount of water taken from sourcesthat feed sensitive chalk ggerp 9.

A Environmental story e.g. chalk = e need to reduce demand

streams, wildlife, river life ~ ARl EA K AT 0B e o el Solde s A Worried about environmental impact of
A Protecting sensitive sources Mmetformm N N installing new trunk mains

. AReducing the amount of water taken from sensitive sources by 80 million )
to the tune of 80m litres a day ltresaay A Not everyone is concerned about
sounds -a | ot ® dto K h hi : sensitive sources
Need to know:how much is coming from A 80 million litres is a big void when we are

2 .
vulnerable sources now* concerned about water security

Need to reduce

Surely they should

Ther e®s an

I t ®s no b i . . .
price to pay the ones%nder Good? It hel_ps me What ®s i mpo stor: taI;Ing Wﬁter o leakage here? it derg?:: ngTt !

Customers in £5 are easier to reduce my guilt about chalk streams? Ah okay stop from these should be more P
vulnerable swallow the environment! Reading, AB chalk streams explicit Customers in
situations NW London, DE Hammersmith, C1C2 R(;idlng, non Large norrhousehold vslijtlner_able

Considerations for Business Plan content and presentation in the quantitative work:

Provide target context; explain trunk mains and carbon impact, explain positive impact on marine life, explain

why chalk streams are important, include &mpa8y partners e.g. EA/farmers
59



Mandatory service enhancements: Water Resources Managemel

Strong support for essential enhancement that 1) provides water security and 2) protects the environmen

Positive - 07 YO VA TER RESCURCES MANAGEMENT Negative _ -
A Addresses core concerns about the future pemrontmintas el asproviding apubicveter spply A Infrastructure can take years toplan/approve

Vi
—— Alnvest in new sources of water, modernise infrastructure
Ainstall around 1 million smart water meters, provide water efficiency visits

water supply? key after summer of TUBS

A Offers -new sources
urgent e.g. reservoir Planning? Desalinatior
National grid for water?

A Smart meters seen as critical pathway to
customer usage control

A Costis reasonable

AOnly need to introduce severe water use restrictions, such as standpipesin
the street and water rationing, on average once every 100 years.

Need to know 1 in 100 meaning, practicalities of | A
standpipes, collaboration across water companies
(Water Resources SouthEast)

2-t hi s % whathaveggTeames Water
been doi ng®

Experience of water efficiency devices is not
always effective

Mindshift needed for water saving better
communication, education, ideas, tips
needed to reduce demand

. . I can®t get They need to visit . .
This is a priority Maybe spend 't peopl e homes more? they This is 0n|y_9h0|r}9bt0|
and ¢ Ith®tm anp)rpf[ey on t/v;ﬂter meter then reduction need to visit businesses ge\fvgvr?:l?: VZVTnvgegt a

pay for tha meters, water iust won®t morel g

now!
Reading, AB

butts
Reading, DE

NW London,
ci1cz2

Hammersmith, non
ho

Customers in
ulner i i

Not sure people try
to save water like
they do electricity

Il t ®s wel |
money for what you
are getting here
Customers in
vulnerable situations

Large non
household

Considerations for Business Plan content and presentation in the quantitative work:

Would like examples of the new sources of water; would like to see more strategic ways for customers to save/capture
water e.g. rainwater catchment, water butts

Explain the target better e.g. story of stand pipes, Plan for 1 in every 100 year event but may not happen, WRSE role 50



Mandatory service enhancements: National EnvirdAragramme
Waste

Strong support to eradicate pollution of seas/tdver® st |1 s noti ceably high D
Zositive _ @ ° NAﬂONLEI\lVINMEI\lTRAMMEFORWASTEWATER Negative
oy strong support for this o s A - Required® so unlikel,

Addre_sses spontaneous Concern§ over Vg}/‘)\@‘ er\]l?;\ggg\\/glgn%%ncreasethecapadtyof sewer network, reducing the number of A Thames Water playlng Catchup
A gt?’Lran?ll_jr:’z(lj Srgwrearn:)r\:]eerﬂ)oivf?;aotu?hoensewer - Aﬁé?v:e?%gﬁém%m prrggltaes:fssto reduce the amount of phosphorus A Lack of proactivity2 doing what told to do

CapaCity iSpweglcomed g T%%L%re%ﬂgﬁoms&rofse\s;espillsintoriversfromeachoverflowpipet0142 ( VS Cal.’e abOUt- e-n-VIronment . .

. Y 2030 ayear and reduce the amount of phosphorus entering rivers by 90% ' A Question credibility of reducing anything by

Al mproving -phosphor ct 9o

on fishjplants also welcomed (once

understood) | Need_ to know:Volume vS. n_umber o_f sewage

spills, phosphorus definition and impact

("Costislessthanapinty oo i 000 4 (" People will accept if there

of beer every month o | would be happy to pay Now you®ve|t _ _ Phosphorus: Sounds
and its great they are humans swimming £30 a year for that one about Algae blooms- are good intentions- we i mpressive|i
improving the sewer and other species but as | ®d | i Kd{ phosphorus thing feels are nicer people than 50 ambitious, its got to

network how many spills, how improvements important for fish years ago and care about be necessary.
Customers in big? NW London, DE Reading, AB the environment Watford, DE

Wlws/ Hammersmith, C1C2 \/ J R/ J Rl\lﬁhousehold J

Considerations for Business Plan content and presentation in the quantitative work:

Need to understand phosphorus/algae bloom impact, more on how the capacity of the sewer will be improved
e.g. diverting water away or new sewer

Explain the volume of spills 61



Discretionary service enhancements:. Water supply reliabll

Mediumsupporta two-day interruptiongnacceptable; low pressure less of a concern unless an ongoing isst

Posmve_ ) @ (] MAKING THE WATER SUPPLY MORE RELIABLE Negative )

A Medlum Support fOI’ thIS ___a Awater network can experience breakdownsthat mean customers have low water A On I y 53 k p ro p erties

A 2 days without water is challenging Ao problms re e nafew hours, but cansometimeslat more than 2ays A Low water pressure is not a critical issue
household customers voice concerns) w AR more ppesround ek ortsonthe etworks e can il b oved A Relative cost- £ per property

A Future proofing network ASraring wete supplesith other companies arossthe st st A Want clarity that this is a targeted pipe

A Sharing water SUpp|i982 NationaI/LocaI AProtecting 53,195 properties from awater supply interruption of longer than 2 days replacement

Grid Need to know:How many properties are at
risk, how many fixed in a few hours/last more
than 2 days?

My business community is not
This is about future affected by some of these Two days without
proofing the network i ssues but | ®m water is a real issue | 1
and reinforcing to stay that way Large non
Hammersmith, AB NW London, norrthousehold household

They have to do this
because in high rise
blocks the pressure
can be a real problem
Customers in
vulnerable situations

| suppose even if |
haven®t h
interruption this could
stop it happening
NW London, DE

| ®m puttin
hat on and saying yes
because |
affected
Hammersmith, C1C2

Considerations for Business Plan content and presentation in the quantitative work:
Use more innovative pipe materials to prevent future interruptions
Explain context around the 53k properdié®w many are at risk, historic context
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Discretionary service enhancements:

Hi gh support based on disgust
Positive
A High SUppOI't for this @ L REDUCNG SEWAGE ALOODING FROM RARE HEAVY RAINFALL STORMS

ASewer floodingin homes, gardens and businesses happen when sewers become blocked

Weather patterns likely to worsen e\ ordterheayrainal
\103’“ AThis also happenswhen the sewer system becomes full due to too much rainwater

Consistent with desireto- st o p & Egp” Wnawewild
Aimprove the sewer network to reduce the chance of sewage flooding
tangl ible solutions ABuild nature-based solutionsto siow down/ stop rainwater from gettinginto sewers
. . . AReduce the number of customer hisconnectionsinto sewers, €., rainwater from roofs
Nature based solutions are interesting, |
innovative, environmentally friendly

IVQ
|
and get attention

A
A
A

Target for 2025-2030:
Reducing the chance of 6,655 properties being flooded with sewage after severe sorms
that on average happen once in 30 years

Reduce sewer flooc

of ¢csewage f |l ooc

Negative
A Target tricky to understand
A Low number of properties

Need to know:How many properties are at risk,
how this fits with inside/external sewer flooding
Performance Commitment®

Do they need to work
with councils or third
parties here who also
manage the drains
NW London, DE

l sn®t this |t
the performance target
sewage reduction

Slough, C1C2

Making big roads into
the target which is
good
Non-household

Have they been asleep
on the job and now
these need doing

Watford, AB

This should be
statutory because it
feels like a health
issue
Slough, non

be honest,
properties
priority for me
Hammersmith, C1C2

ho

Considerations for Business Plan content and presentation in the quantitative work:

Provide more informatiabout the naturkeasedsolutions

Explain context around the 6k properdié®w many are at risk in total
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Discretionary service enhancements: Basement flooding

Low support given that i1t feels a ¢nichee | mp]l

Positve ¢ «CEECEECELIETD Negatve
A Low support for this @ ATunkmansare thelargest water pipes which cary water from treatment worksto A Not affected personally (even with citizen

. smaller distribution pipes . ]
Good that Thames Water are being Aln London, these are often under main roads or near homes hat many display little empathy)
proactive

Alf they burst they can flood basementsand endanger lives
What wenilldo A -London® problem

A

. AReplace trunk mainsto reduce this risk of basement flooding .
A Good to see pipe replacement w Target for 2025-2030: A -Posh® -psroobridesm a bit
A

AReplacing 16km of trunk mainsthat cauise the biggest risk to basement properties
programme me ®

Protecting against loss of life

Need to know:How many basements are at risk,
what proportion is 16km of pipework

| think this is an Surely the rich people who live Why should | pay

G i(r)lfr(')asdtruc:ur(()a do (a gélrna'zing prts?je_ct that Surely those with People living in _ in London and can afford for rich peoples
improvement tries to.Ieg|t|m|se the basemen.ts should pay basements are a it basemen_ts should get some basements_
Customers in business Plan a bit more stuck | suppose insurance Customers in

Hammersmith, non NW London, DE Hammersmith, C1C2 Reading, AB vulnerable

vulnerable situations
ho sit

Considerations for Business Plan content and presentation in the quantitative work:
Potential to reword/reframe to make this feel less niche/London

Provide more context to understand how good 16km
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Proposed Plaa Overall affordability

All customers were shown the bill impacts in £ (Household) or %4h@dsahold) based on the average
household or nehousehold bill

In line with the guidance, in the post task the bill impacts were basethenbills of the individual
participants

Note about interpretation of responses:
Bills for the proposed plan A Customers find it difficult to predict next 57 years

+ As well as changing by inflation each year, bills change by an amount set by Ofwat as part of their price review process every five years.
«  The proposed bills you will see from 2025 to 2030 include the Bank of England forecasts for inflation from 2025 to 2030, and proposed
amounts to cover the investment in water and sewerage services needed over the next five years. A

Personal changes e.g. starting a family, changing job, moving

Short-term bill impact (2025-2030) Long-term bill impact (2030-2050)

house, retiring, business growth
r A Unsure about income, cost of living and inflation predictions
A Impossible to engage with long term bill impacts
A Focus is on short term bill increases without inflation
A : .
incvree?geeoiogig?’dgg /" That s really difficult to look a2\ 4 2\

How does anyone really know

about the next few years with

inflation and interest rates at the
moment

without inflation and the one on the right hand side. It

£ e _ such a big jump bl
659 with inflation really mean anything. Its 2050!

(Non-household
EXpressed as % Customers in vulnerable

\ situations J \ Hammersmith, AB J

65



Proposed Plaa Overall affordability

Just under half found the Proposed Plan affordable, and around 1 in 3 say they found the Proposed PI:
to afford. Compared with baselinetpeika more find this Proposed Bill fairly/very difficult to afford and wa

to know whether there will be bill caps or exclusions to protect those who need support

L]
45%
A%
5%
£l
25%
205

10%
5%
0%

Affordability - Proposed Plan

43%

19 30%

14% 15% 14%

Base: 166
(229 Household/ "
37 Non-Household)

17%
ld-%
?9‘ o
1% 2% g
— —

Designed to provide some
-number s® to u

weights of opinion but is

indicative and not
representative of Thames
Water customer base

ey ea gy Fai rly &gy Meither ea oy oF Fairly difficult Very diffscult DX
difficult
ETotsl wmTotsl HH = Total NHH
Affordable because: Neither/Nor: Unaffordable because:
A Not much extra on monthly basis ACan®t predict future |i|nkMomeyistghticastmf living srisis
A Water bill starting point is low AcCcan afford but don®t |agAlefatiowi th customer rises

A Investment is crucial

A Investment is being justified and is transparent

A Issues are important

A No real choice

A Water is vital

A Challenges are real e.g. climate change,
population growth, old infrastructure

to fund investment (company profits)
A Increases to help Thames Water play catch up
A Should come from cost efficiencies
A Want more information to make a decision
A Begrudgingly affordable
Alssues don®t

af fect n

ne

A High water usage

A Financially vulnerable/customers in vulnerable
situations/lowincome customers in Thames/Thames
areas state fairly/very difficult to afford these changes

A Important to know that there are support schemes in

/ mplaceldar austamers is vulnerable situations/small

businesses (capped bills, efficient measures)
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Proposed Plaa Overall affordability

It Il ooks scary

more gradual increase

NW London, DE

/ In light of how much other bills\
have gone up with no
improvement whatsoever? this
will impact our pockets but feels
like more of an investment than

expense
N /

Reading, DE

Yes absolutely|i
2030 and it would be selfish not
to do this

Large non-household

b

t

Yes this is one round of drinks a
month but there needs to be a
safety net for others

NW London, AB

/ The numbers are small and at
least they are being transparent
but what about other people, can

they afford it

Hammersmith, AB

N
4 A

® sHomestly yam happysto pay for the
improvements

Slough AB

N /

This is a hard
got a crystal ball and | want to see
them make efficiencies
Reading, AB
I can®t | ooRitt

nearly double over that time

Customers in vulnerable
situations

|

It feels okay
begrudgingly because | feel like it
to be done e

want to pay it

Slough, DE

J

qlues

Unaffordable

ven

|

| f income hasnO®f g\mmp/you

coul dn®t manage.
just managing to get food

Customers in vulnerable situations

|
“[

by t

| t ®s 2dall lfills arecalrdady

high. We can afford it but would

pass the cost onto customers to
maintain margins

Large non-household

P

It will be painful but it depends on
inflation2 | wonder if they can get
other funding from other sources

Customers in vulnerable situations

/@ m saying that\

_ It feels a bit unfair if you are a bi
I family andl Ssitiot df Watet | )
why haven®t they

Hammersmith, C1C2

/

opl e
|l t ®s

are only
a bit high

Customers in vulnerable situations

f

or
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Summary of Proposed Plan and improvements

Overall majority find Proposed Plan is acceptable and well focused on the right areas (environment, infre
water security) with a balance of mandatory and discretionary elements

Just under half say Proposed Plan is affordable; increase in those who think bill is difficult to afford vs cu

Leakage Supply Interruptions Water Quality Sewage In and
Sewage Out

Importance High importance Medium importance Medium importance High importance High importance

Response to Target _ Okay/about right Okay/about right Targets going in the right direction _

National Environment Water National Reliable Supply Rare heavy storms Basement flooding
ProgrammeWater Resources Environment c. £6 pa c. £2.50 pa C.£2.50 pa

c. £2 pa Management | ProgrammeWaste
c.£12 pa c. £32 pa

Importance High High High Medium High Low

Support Spend Support Support Support even Medium support Support
though high spend

What ®s Mi ssi ng
More customer service related initiatives including enhanced communications, water saving education/devices, real time snmaeter
monitoring, protection of most vulnerable, water filters/softeners, innovative ideas to divert water out of sewers

Working with partners e.g. farmers for river pollution, developers to drive water recycling innovation, more natln@sed solutons

Stronger sense of urgency to reassure customers of future proofing network e.g. start building vs only planning to build sereoir 68



6. Response to Must Do and Alternative Ple



Must Do Plan

In line with the guidance, the Must Do Plan included the same six Performance Commitments targets &

only the mandatory Service Enhancements

THAMES WATER @ “Thames Water has assumed
PERFORMANCE COMMITMENTS s

andrainy yearin every 5

Tooangmatkstswl nases
ol reouemeieas J0c R sewaE FLODDING OF PROPERTIES R

9.7 167
T A § 1o 107.1
- - 1023 142 130 123 in
-

Targats for raducing the amount of water lost due fo
leaks from woter moins and pipes.

Targets for reducing the incidents of sewage
ooding properties.

[02)] UNPLANNED INTERRUPTIONS [0SI" SEWAGE FLODDING OF GARDENS OR OUTBUILDINGS

07:04

06:28 05:52 53 14.99
0516 G440 M.75 1452 a3z
i
20286 2026-T 20218 20289 2029-30 20286 2026-T 20278 20289 2029-30 r~

Targets for reducing the length of time properties are
without water
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Bills for the "Must do’ plan

By not doing some of the voluntary programmes of work, the ‘must do’ plan is cheaper than the proposed plan both now and in the
longer term

‘Must do’ Short-term bill impact (2025-2030) ‘Must do’ Long-term bill impact (2030-2050)

£1,400 £1,400
£1,200 £1,200
1047
£1,000 £1,000
£800 482
£600 550 563
417 456 437 80 84
£400 56
- - 565
500 v M Ed EE
£0
2022/23 2023/24 2024/25 2025/26 2026/27 20 2040 2045 2050

Bill £ mInflation £

.Average household bill [
INCrease of £417-£515 :
without inflation and
£642 with inflation

(Non-household
Expressed as %)
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Must Do Pla@a Overall acceptability

Just over half found the Must Do Plan accefddbis was significantly lower than the Proposed Plan

Lower acceptability driven by perceived lack of proactivity with Thames Water only focusing on what is m
which feels shortsighted for sogminimal cost reduction does not justify losing investment in three discretic
areas

Acceptability - Must Do
BOR F IIIII —_—
. . . Base: 166 o
Designed to provide some S0 (129 Household/ | : 70% of non-household
-numbers® to u s I 37 Non-Household) - : . !
weights of opinion butis G | | T T ity . customers find the Must Do
indicative a”]fiT”hOt 3o : Plan acceptable (same :
representative of Thames ! " !
Water customer base 20 s . acceptability as Proposed Plan):
1% y1x I
108 B%
™ ow
0% l N = .
Comrgl otely Acceptable Unacaplable Compl etely

una oo plable

Top Five2 Acceptability reasons B —
1) Focuses on right things
2) Will make some improvements

3) I't®s not too
4) Environmentally friendly
5) Good for future generations
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Must Do Pla@a Overall acceptability
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Must Do Pla@a Overall affordability

Half found the Must Do Plan affordable (same as Proposed Plan)

2 in 10 say found the Must Do Plan difficult to afford (lower than Proposé&mhBtasignificant and
indicative only)

Minimal difference in costs
The proportion and distribution of affordability is not different for the Proposed or Must Do

. ‘ Affordability - Must Do
Bills for the ‘Must do’ plan Ty
o g = S & EEm § B N
By not doing some of the voluntary programmes of work, the ‘must do’ plan is cheaper than the proposed plan both now and in the ar% .
longer term a5% n Base. 159
do% a I (122 Household/
‘Must do’ Short-term bill impact (2025-2030) ‘Must do’ Long-term bill impact (2030-2050)
= 37 Non-Household)
£1,200 £1,200 o ki %
- o 5% 1%
£1,000 £1,000 a21
00 39 - 48: o 15% -
£800 £800 739 2
o, Bi8 642 642 282 22 15% 1%
I 550 563 992 - BB £600 " 202 3
£ 56 £400 I
515 537 542 549 565 N
£ 381 £200
‘ 0%
o 202425 202526 @30 o 2000 2005 2040 2085 2050 Viery oy Falry sany Nah o or
. =Bl £ minflation £ defficult
Aver h 13 WTotal ®WTotal MM W Tatal MMHH
age i Designed to provide some
g€ household bill increase of 4 :

-number s® to
weights of opinion but is
indicative and not

£417-£515 without inflation and
£642 with inflation
(Non-household eXpressed as %)

representative of Thames
Water customer base




Alternative Plan

In line with the guidance, an Alternative Plan was shared within the timeframe of the deliberative sessi

It covered the same six Performance Commitments targets and all the same service enhancements as
Proposed Plan but the National EnvironPexgramma@ wastewater included a slower reduction of
phosphorus (90% to 82%) which was a departure from the mandatory requirements

Bills for the alternative plan

The alternative plan slows down improvements to wastewater treatment, which saves enough money to:

THAMES WATER @
PERFORMANCE COMMITMENTS
0 COrMES O

ne.7 6.7
E @ _\E(’_—Wj'\m 3 142 130 123 I 1. Offer all of the other improvements of the ...but then costs more in the medium to long term, as meeting the
- e s s e s ' proposed plan (= more than the ‘must do’ plan) REQUIRED element (alongside the voluntary enhancements also
2 the Gmount of water lost dus fo .-r raets for reduc Q’m a ot af somoge -~ 2. Keep bills closer to those of the ‘must do’ plan, delivered) is eventually achieved.
) water mains ond pipes. o ocing properte until 2030. ...
© CITET S @ Short-term bill impact (2025-2030) Long-term bill impact (2030-2050)

0T:04
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-
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days
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Alternative PlaamOverall acceptabllity

Around 6 in 10 found the Alternative Plan acceptable (slightly higher than the Must Do but significantly low
the Proposed Plan)

Customers who valued this Plan tended to be less environmentally focused

Acceptabilit-.r Alternative

L T . B L]
Base: 173 -
5% ! H
(136 Household/ ! i |
Designed to provide some N . " 37 NonHousehold) | | No sut_) group differences but i
—numbers® to R | | R R v | alternative Plan was acceptable |
weights of opinion but is o == . because it offered similar investment :
repsggtle%?g;/iseagnghoatmes - | territories, that the slower reduction in
Water customer base - 10% 10% o i phOSphOI’US was m|n|mal and |t was ai
II. o ' little bit cheaper in the short term |

Complete by Acceptable Acoeptable Unacoeplable Comgl eely DK
unaceeptable

ETotdl ®WTotal HH mTotal MHH

Top Fivez Acceptability reasons
1) Good value for money
2) Focuses on the right things

3) Environmentally friendly
4) Good for future generations
5) Plan will make good improvements
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Alternative PlaamOverall acceptabllity
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Alternative PlaaOverall affordabllity

Around half found the Alternative Plan affordable (same as Proposed/Must Do Plan)
Focused on short term bill impact despite displaying long term impact

The proportion and distribution of affordability is similar across Proposed, Must do and Alternative Plar
Indicating that customers did not find the price differences vs. service enhancements different enough

Bills for the alternative plan Affordability - Alternative
The alternative plan slows down improvements to wastewater treatment, which saves enough money to: A5% 4 = == R == " =
1. Offer all of the other improvements of the ...but then costs more in the medium to long term, as meeting the 40% I Base 166
proposed plan (= more than the ‘must do’ plan) REQUIRED element (alongside the voluntary enhancements also
2. Keep bills closer to those of the ‘must do’ plan, delivered) is eventually achieved. (129 HOUS6h0|d/ I
til 2030..... 15% L
37 Non-Household)
. G L
Short-term bill impact (2025-2030) Long-term bill impact (2030-2050) B ommnommR =
400 258 n‘“
200
o 16%
000
’ 19% - 13%13%
£800 11%
o, 501 618 6 10% 7% EX
£600 549 562 5%
456 437 [ES (1]
£400 56 II . - - o
PO 17 [l 420 469 [l 476 [l 403 | 505 | 0% -
- o Very easy Fairly easy Meither sagy ar Fai by difficult Very difficult DX
£0 difficult
6 2026/27 A 2 2040 2045 2050
e mne Ve 3 #infatn & mTotal ®mTotal HH W Total NHH
rage household bill °

Designed to provide some
-number s® to u
weights of opinion but is

indicative and not

increase of £41 /7-£518
without inflation ang
£646 with inflation
(Non-household
eXpressed as %)

representative of Thames
Water customer base
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Response to customers In vulnerable situations specific I

Customers in Vulnerable Situations customers were shown specific proposals that would be in place

Proposals for vulnerable customers Awareness of Priority Services @ Awareness of Reduced Bills @

sked if they jater company, such as large print or Braile bills for people who need them, passwordsto Participants were asked GAre you aware that your water comp: , dueto their financial
,lizison supply of pay their bil

of Priority Services (%) (A higher number is better.) s of Priority Services (% (A higher number is better.)

Welcome all Priority Services Register and Financial Support Services but strongly feel that Thames Water need tc
communicate these services in a more meaningful way to raise awareness

Even those who are on the Priority Services Register, or who know about it, are unaware of what they are entitled t

Key requirements are for Thames Water to treat customers as individuals and respectful of custcirtett: aedds
braille recognised as an attempt to do this

Looking for card or sticker with easy to access phone number, bottled water if supply is interrupted, readily availabl
grants/bill support and wider water related support e.g. changing taps for customers with arthritis, etc
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/. Overall Summary and Way Forward



To o

Overall summary

Comparison of all three plans

_ Proposed plan Must do plan Alternative plan

Overall which plan do you prefer?

70%
61% 61% 62% N

Perfo Designed to provide
poromce g P Base: 173 I
some - numbe
: 50% (136 Household/ .
T understand weights of
(¥aper year by A= A . H . 40% 37 NOI’]—HOUSGhO|d) l
e opinion but is indicative e h em o mm 5 = m
. 30%
and not representative 20% 195 22% r9% 20%
- of Thames Water 200
QAEGE AL £659 by 2030 £642 by 2030 £646 by 2030 customer base 10% I I I I
:nv'e)raazg annual bill (up ¥242) (up ¥225) (up ¥229)

0%

now = ¥417
£1,290 by 2050 £1,047 by 2050 £1,292 by 2050
(up ¥873) (up ¥630) (up ¥875)

Proposed Must Do Alternative

ETotal MTotal HH Total NHH

After long, interactive discussions, customers individually voted and the majority chose the Proposed Plan as their PrefeR&ah

Preference for the Proposed Plan is driven by strong support for service enhancements that address spontaneous concerns
around key environmental wastewater issues relating to combined sewer overflows and river pollution, as well as investment to
address longer term water security challenges and leakage

The Proposed Plan provides some reassurance that Thames Water will proactively invest to future proof core infrastructure and
ensure longer term network resilience

This narrative fits with the intergenerational discussion where the majority of customers preferred short term investmentposals
that recognise the urgency and need to invest now

Limited cost differential between the different Plans so affordability levels and patterns are similagiven that around 30% would
find the Proposed Plan difficult to afford, support will be needed for some lemcome customers and 'just about managing’

customers who will be adversely affected by the proposed bill increases 30



Response to performance targets & service enhancemen

A There are areas for consideration including where it was felt the Performance Commitments were not ambitious enogigh
leakage and river pollution

PERFORMANCE COMMITMENTS

Leakage Supply Interruptions Water Quality Sewage In and Pollution
Sewage Out
Importance High importance Medium importance Medium importance High importance High importance

Response to Target _ Okay/about right Okay/about right Targets going in the right direction _

A In terms of the service enhancements, there were questions over the validity of the basement flooding service enhancement
given that the benefit was seen as nichtit was felt that the investment could be moved elsewhere for universal benefit

SERVICE ENHANCEMENTS

National Environment Water National Reliable Supply Rare heavy Basement Flooding
ProgrammeWater Resources Environment C. £6 pa storms c.£2.50 pa
c. £2 pa Management Programme c. £2.50 pa
c. £12 pa Wastewater
c. £32 pa
Importance High High High Medium High Low

Support Spend Support Support Support even Medium support Support
though high spend
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Considerations for the Proposed Plan

Customer-service-related initiatives including:

Enhanced communications

Water efficiency measures saving education/devices, real time smart meter monitoring
Protection of the most vulnerable customers

Water filters/softeners,

Innovation including:
Ideas to deal with flooding at source and divert water out of sewers
More nature-based solutions

Collaboration including:
Farmers for river pollution
Developers to drive water recycling innovation,

Reassurance including:
Stronger sense of urgency to reassure customers of future proofing network e.g. start building vs only planning to build sergoir
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Appendices: Research limitations & lessons learned

Duration of events was (necessarily, to get through the required material) very long, which (a) made recruitmen
difficult, and (b) forced a start during business hours (albeit marginally) whilst still finishing quite late in the
evening. This potentially affected attendance, although this is difficult to quantify. It may also have contributed
towards recruiting fewer retirement age participants than might have otherwise been achievable.

The choice of including future customers in the workshops was in retrospect a mistake. Attendance was very
poor (well under 50%), and with less to say than customers the added time a workshop affords (vs a depth or
Zoom group) was not required. In other similar work done since, inclusion in shorter online sessions has worke
much better.

Recruitment and attendance for lower social grades was a challenge (as it frequently is for events of this type).

Separating customers in vulnerable circumstances due to health into depths was sensilBl@ecruitment was
easier, and more sensitive to the needs of participants with mobility issues.
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Appendices: Questions asked of water company representatives

during the sessions (& responses given)

Where are these benchmarks coming from? All benchmarks set are from the previous business plan commitments.

Why do some of the numbers steady after 204Ce.g. slide 35 and slide 37 of the pack? It requiresa big investmentin the beginning and steady maintenance towards the end of the term, but the costs t
customers are spread across the 20 years. Also, especiallyith reference to the 1 in 500 figure (slide 37), this is
the best it'll ever get.

What is the difference between a Smart Water meter, and a normal (old style) water meter? Moderator askedifa No, but you could | og into the website and | ook at yo
smart water meter had an in home display.

Participants collectively asked for more information about for more clarity on how the quality of the water in rivers  No further information available
will be improved, and the difference between 82% and 90% (phosphorous). They didn't understand how the
amount of stretches of rivers could be so vastly different.

Why do customers have to pay for bill increaseshow do Thames Water fund investments? Combination of increases in Customer bills as per price review process, borrowing and shareholder investment

Why can't we use sea water we®re on an i sl and aft er Noadldt&faccesstoseawater but we have a desalination plant in Beckton which takes salty river water from the
Thames and treats it to make it safe to drink and mixes it with water suppliers from treatment works bot we're only
allowed to use it in a drought and if a hose pipe ban has been in place and other drought measures need to be in
place and it's very energy intensive

Can a business change their water supplier? Yes since 2017 businesses can change their retail supplier but it's exactly the same water pipes same people who
fix problemseg leaks and floods but different company that handles the bills depending on the retailer and the
agreement they have with terms who are the wholesaler

Does the Beckton treatment have preventative measures in place to ensure the polio incident last year does not  Unable to provide an answer
happen again?

why are we looking so far ahead to 2050 when the five year plan hasn't been implemented? We are required to provide a 25 year plan in addition to a 5 year plan

Do businesses or household customers pay more to Thames Water? The large majority of Thames water customers are households

Where did the target of 80ML come from? I haven®t been able to find the number of total mi ||
the amount we take from vulnerable sources by 133 million litres a day so that 80 million [target] is a big
reduction.

why is there a big jump in the first 5 years? The reason why there is a big jump is that we can't do everything all at once because customers' bills will be really

impacted. So depending on the targets on the slide, it might require a big effort in the beginning but the cost of
that work is spread to over a Syear/25 year period.

why does the 1 in 500 target level out? That is likely because it is the best that it can get for now

85



Appendices: Declaration that the research meets the OFWAT and CCW
guidance

We have complied with Ofwat and CCW requirements

A
A

Research has followed the prescribed Acceptability and Affordability Testing methodology and content

Customer knowledge has been built through a préask which educates about the industry, business Plan process,
company and Proposed Plan investment areas and performance

Deliberative roundtable discussions facilitating strong engagement and robust deliberation of Proposed, Must Do
and Alternative Plans

Successful recruitment of all subgroups exceeding the minimum quotas across all critical audiences (Household,
low-income, nonhousehold customers, customers in vulnerablesituations, future customers)

Post task that captures individual responses on acceptability and personalised bill impacts
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Appendices: Declaration that the research meets the OFWAT high quality ¢

Mandatory research driven by
Ofwat/CCW, vital to the PR24
process

Conducted in such a way
(through adherence the
mandatory guidance) as to be
comparable with Affordability &
Acceptability Testing carried out

by each of the water companies.

Picks up on many of the other
strands of research being
conducted in the context of the
PR24 preparations, and Long
Term Delivery Strategy
programmes. Findings will be
used to help determine the plan
that Thames Water will test in
their quantitative phase of
Acceptability and Affordability
Testing

Research materials followed Strict compliance with
OFWAT and CCW guidance OFWAT and CCW guidance
to ensure they were neutral

Independent moderating
team who explore three
different Business Plans
dissecting the Proposed
Plan and then exploring
comparisons and tradeoffs
of Must Do and Alternative
Plans

All key customers groups
included and quotas
exceeded in a number of
areas

Accent designed the Best research practice
deliberative sessions to allow adopted at all junctures
sufficient opportunity to

discuss customercentred

Issues spontaneously before

exploring the Proposed Plan

Voices of all customer groups
included to ensure response to the
Business Plan from all customer sub
groups

Methodologies adapted to reach
different customers groups
Non-Household customers undertake
separately to Household customers to
ensure response was from a business
perspective

Customers in Vulnerable Situations
interviewed for shorter lengths and
face to face sessions offered

Additional quotas imposed to reflect
some of the unique Thames Water
customer characteristics in terms of
reflecting the ethnic diversity of the
region and boosting the low
income/financially struggling
categories to reflect the current cost
of living crisis

Independently Assured

All research conducted by Accent
team who are an independent
research agency and reviewed at
every step of the process by the
Customer Challenge Group

Shared in full with others t a
Thames Water will publish on their
website

Continual

Thames Water ®s
programmeis continuous
Lessons from previous research
were considered and changes to
recruitment adapted

Ethical

Research sessions were long but
Accent built in comfort breaks and
provided refreshments to ensure
customers were comfortable and
looked after

Accent abides by the Market
Research code of conduct which
protects individuals and ensures
responses are anonymized

res.
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Appendices: Household Recruitment Questionnaire

Acent 3598 Thames Water and Affinity Water ARAT
Face-to-Face Deliberative Workshops (3-hour/4.5-hour) AND Depths (health)
HH Recruitment Questionnaire

RO MUMBER (ON PARTICIPANT LIST): D] URN: m
S e g N L A RN

Checked { ERED TO )

1 RECRUIT
RESERVE

Quality controlled by | Jon|
Added to participant list/logon | |by[____ | Areyousure?¥ /N

|f depth, executive informed by email on |—| by’—| by exec? Y/ N
Confirmation sent via by [ | on | | by (initials) | ]

IF CONFIRMATION SENT BY EMAIL, PHONE & CHECK IF RECEIVED A FEW MINUTES AFTER EMAIL SENT:
Has email been received? Call made on I:l by {initials) I:I

[Confirmation call { — USE RED TO FILL IN})
IF 24 HRS AHEAD OF GROUPS/DEPTHS — THEN UPDATE STATUS ON LIST OR LOG OF PARTICIPANTS FOR MODERATOR/EXEC

Confirmation call made on (date and time): on Ev

PRE TASK STATUS {IF AF'PUCABL[}:l:I OUTCOME: I:I

| hereby confirm that | have read again the date, time and all other venue details needed for the participant to
attend the group/take part in the depth interview and ensured that they had all this information available and
diarised. Signed:

(Contact details for F2F Events — INTE

PARTICIPANT NAME

ADDRESS (INC POSTCODE] (only if postal
confirmation nesded OR RECRUIT IS TO TAKE
PART IN A F2F INTERVIEW)

LANDLINE TELEPHONE NUMBER MOBILE

EMAIL ADDRESS {read back and doubla—check]
Anything else? (taxis, parking to reimburse,
dietary requirements, prabs, misc.]

IF RESERVE, DON'T PUT THROUGH AS *1. CONTINUE® ON ACCIS — EXPLAIN WHY IN RESERVE BELOW PLEASE:
[ reserve |

IF RESERVE TO BE CALLED BACK BY A CERTAIN TIME, PLEASE SCHEDULE AS DEFINITE APPOINTMENT ON ACCIS

Quotas/group structure — INTERVIEWER SECTION SEEMENE N Ine | SEpmEnt i line | SepmEnt inline | segmen in ne | segmentin e | 0 ine wih 3851 1 256 Friar | Cippenham|
with abaye with above with abaye with above with above above guotas Bedford | Shortlands, | Street, Lane, Slough,
quatas quatas quatas quatas quatas Way, WEBDR, | Reading, | Berkshire SL1
Main HH sample {current billpayers) London, | London RG11DP | 2¥E
Future customers WCIH
All must be Thames Water or Affinity Water customers +  Must not currently have responsibility for paying water bills 006
Al must be current billpayers [joint or solely) Total sample N 5 B m |
Souree: Gender Min 3 M Min 3 M Min 3 M
Source: +  Freedind only Min 3 F Min3F Min 3 F
*  Water compzny-supplied samples Pge Aecruta | Recruila Recruit a mix
+  Free-find (it suppled sample doesn‘t yield sufficient recruits) mix mix
Event 1 z 3 ] H [ Bl Musthes | Mustbes Wust be &
Event 1 z 3 4 5 5 Location NWiondon | SWlondon | Reading Slough-Windser | Calchester- Hemel/St affordability/Sacial sacial taritf | sacial taritf sacial ariff
Location NW London Rreading slough- Colchester- Hemel/5t (recruitment Braintres Albans/ tariff customers custamer | customer custames
(recruitment Windsor Braintree Albans/ Watford according | according according to
raj watford Water Thames- Thames- Thames- JAffinity-Thames | pffnity-Angiian | [finity-Thames | o the to the the samgle, ar
Water Thames- Thames- Thames- company Thames Thames Thames sample, ar | sample, ar according to
company Thames Thames Thames Date 25 April 2023 | 26 April 2023 | 03 May 2023 | 04 May 2023 10 May 2023 according according Q19 or self-
Date 25 April 2023 | 26 April 2023 | 03May2023 | 08May2023 | 10May2023 | 11May2023 Time 16002030 | 16002030 | 16002030 | 16002030 1600 — 1800 1600 - 2030 teOlfer | to0l8er categarise &
Time 16002030 | 1600-2030 | 1600-2030 | 1600-2030 16001900 | 1600 — 2030 Venue location | Royal Novotel Novatel Copthorne TBC TBE self- self- ‘financially
venue location | Royal National | Novotel Novotel Copthorne TBC TBC National London West | Reading Hotel Slough- categorise | categarise vulnerable’ at
Hotel, 38-51 London West | Reading Hotel slough- Hotel, 38-51 | 1Shortlands, | Centre Windsar, A ax a7
Bedford way, | 1shorands, | cemtre windsor, Bedford Way, | WG 8DR, 258 Friar CinsRba. “financially | ‘Financially
London, WCIH | W6 BDR, 258 Friar cippenham London, London Street, Lane, Slough, wulnerable’ | vulnerable’
oG London street, Lane, Slough, WC1H 0DG Reading, RG1 | Berkshire SL1 at 17 at a1y
Reading, RG1 | Berkshire s11 1op 2YE Water meter Recruita | Recruits | Recruits | Recruit o mis Recruitamiz | Recruita mix
1pp 29E Totalsample | 8 [] [] [] | | mix mix mix
Total sample | 24 24 2 24 24 Gender Win 30 Win 3 M Min 2 M
Gender Min 40% M Min 40% 1 Min 0% 11 Min 40% M Min 40% M Min3E Min3F Min2E Health lin-depth interviews, DI}
Win 40% F Win 40% F Min 40% F Min 40% F Miin 40% F Age Recruit a mix Recruit a mix Recruit a mix
Age Min 3 from Min 3 from Min 3 from Min 3 from Min 3 from Ethnicity Recruit a mix Recruit a mix Recruit a mix Souree:
eachageband | eachageband | eachage band | sach age band each age band Current life Recruit a mix Recruita mix Recruita mix +  Water company-supplied samples (target PSR fla as potential indicatar of health candition disability)
SEG BxAB ExAB EXAB BxAR FxAB circumstances Freedind (if suppled sample doesn't yield sufficient recruits]
BrClCZ BX 102 BX 102 BxC1T2 B C20E BxC102 ag)
BxDE BxDE BxDE ExDE 8xDE Current water | Recruit amix Recruit a mix Recruit a mix Location NW Londonand | Reading Slough-Windsor | Colchester- Hemel/5t Albans/
Ethnicity Min 40% BAME | Min 40% BAME | Min 15% GAME | Min 15% GAME | Min 15% BAME | Min 15% BAME situation (010) {recruitment SW London Braintree Watfard
Water meter | Recruita mix | Recruitamix | Recruitamix | Recruitamix | Recruitamix | Recruita mix geography)
pse/Eliginle | Recruita mix, | ReCruitamix, | Recruicamix, | RECTUita mix, | Recruitamix, | Recruita mix, Financially vulnerable customers Water company_| Thames-Thames | Thames-Thame: | [RRNRNNIN |
but prioritise but prioritise but prioritise but prioritise but prioritise | but prioritise Pust be on a social tariff or self-categorise as financially vulnerable (G17) Fieldwork dates | See Karen's to follow
these with these with thase with thase with these with thase with Tatalsample [ 8 [ ] T
health health health health health health Source: Gender Min 3 14 Hin 1 W Min 3 M Min 1 M
conditions for | conditionsfor | conditions for | conditions for | conditions for | conditions for +  Water company-supplied samples [social tariff flag) Min 3 F Min1F Min3F Min 1 F
[1s]] 101 [Is1} o1} [la]} D1 +  Free-find (if suppled sample doesn't yield sufficient recruits) Age Recruit a mix Recruit o mix Recruit o mix Recruit a mix
gill RECTUITE Mis, | RECTUI3mix, | RECTULE mix, | Recruita mi, | Recruits mi, | RECrultsmix, SEG Min 35 ABCL Min 1x ABCL Min 3 x ABCL Min 1 x ABCL
ility | butprioritise | butprioritise | but prioritise | butprioritise | but prioritise | but pricritise Event 1 3 3 [ 5 & Min 3 ¢ CIDE Min 1 % C20E Min 3 x £2DE Min 1 x C2DE
thase thase thase thase those those Tocation W SWiondon | Reading | Slough-Windsor | Colchester- Hemeljot Albans ‘Nature of Aecruil a range of | Recruit @ range of | Recruit a range of Aecruit a range of
“financially “finzncizliy “financizlly “financially “finzncizliy ‘financialiy (recruitment London Braintree Watford isabil sabiliti sabiliti isabiliti
for for far far far for condition conditions [see | conditions [see | canditions |see conditions [see 016)
recruitment recruitment recruitment recruitment recruitment recruitment Water company | Thames. | Thames. | Thames- | RN | DRSS | DR | até) 16} atel
into that into that into that into that into that into that Thames | Thames Thames Water meter Recruit a mix Recruit 8 mix Recruit 8 mix Recruit s mix Recruit 8 mix
szzment szzment szzment szzment szzment sszment Date 25 Aprl | 26 April 03 May 04 May 2023 T0May2023 | 11May 2023
‘social tarift prioritise for | Prioritisefor | prioritise for | prioritise for Prioritise for | Prioritise for the 2023 2023 2023
customers the financially | the financially | the financially | the financially | the financially | ‘financially Time 1600- | 1600 1600 — 1600— 2030 1600 - 1500 1600 - 2030 B Al billpayers must be Thames Water [Affinity Water] customers, depending on the geagraphy.
vuinerable’ vulnerable’ vulnerable’ vulnerable’ vulnerable’ vulnerable’ 2030 2030 2030 B Recruitsd billpayer participants should be named on the water bill and thus selely or jointly responsible
segmentand | segmentand | ssgmentand | ssgmentand | sezmemvand | ssgmentand Venue lacation Royal | Nevetel Novatel | Coptharne TBE TBE for the HH's water bill.
once full once full once full once full recruit | once full once full recruit National | London Readlin Hotel Slough-
recruit for this | recruit for this | recruit for this | for this recruit for this_| for this sgment Hotel, | west contre | Wingsor, . ™ Future Customers must be aged 18+ and must not a bill payer.
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Ql.  Good morning/sfternoon fevening. My name is -....... and | am calling from Raots, on behalf of
Thames Water [Affinity Water) and Accent. Flease could | speak to #name on sample#?

B JF "NO" TRY AND PERSUADE ELSE THANK & CLOSE

B |F "CALL BACK" PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS, THANK AND CLOSE
B |F “YES" PLEASE PROCEED TO SCREENING SECTION

WHEN SPEAKING TO APPROPRIATE CONTACT CONTINUE WITH SCREENING

Screening

Please may | spezk to #name on sample#?

'WHEM SPEAKING TO THE CORRECT PARTICIPANT REPEAT TEXT ABOVE & CONTINUE:

The reszarch is being conductad under the Market Research Society Code of Conduct, which means that -
any answers you give will be treated in confidence.

Thames Water [Affinity Water] is wanting to views on their p d plans —now
=nd in the future. This is 2n exciting opportunity far you ta help the compzny shape their shart- and long-

tarm plans to mest the neads of Il types of custamers. as.
‘We're looking for customers to help us in this research project which will consist of two phases:
*  First stage: = 20-minute homewark exercise, to be completed before taking part

Sacond stage: participation st an in-persan discussion group, to be held lacally, togather with other
Thames Water [Affinity Water) customers. This will lsst for (THAMES-THAMES 4.5 / THAMES-AFFINITY

4.5 f AFFINITY 3) hours znd will be held in an accessible venue in #location of venue#. The tima as.
includes time for comfort breaks and refreshments [which will be provided).

Az 3 thank you for your time and contributian to the research, you will receive a totzl of {3h: £120 / 4.5h:
£160), including completing beth the first and second stages.

Alternatively, we may ask you to take part in 2 one-to-ane interview of [THAMES-THAMES: 50

minutes/ THAMES-AFFINITY: 50 minutes/AFFINITY-ANGLIAN: 50 minutes], rather than participate in 3 group
discussion, at our discretion. If 5o, a thank you payment of THAMES-THAMES: £75/ THAMES-AFFINITY:
£75/AFFINITY-ANGLIAN: £60) will be offered to those eligible and able to take part in the interview.
(INTERVIEWER NOTE: THIS APPLIES TO THOSE RECRUITS WHO HAVE A DISABILITY OR LONG-TERM

HEALTH CONDITION AND SHOULD BE PRIORITISED FOR THE "HEALTH VULNERABLE' SEGMENT AND a7,
'OFFERED AN IDI IN THE FIRST INSTANCE)

. 5 . . ; . A -
INTCHECKZ. INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED THAT THE PARTICIPANT 15 QFc.  Whatis your postcade? w:arei loaking for participants in sp}eclﬁc areas mrtake partin this ;l:;l::g:::m (CIVIL SERVANT, NURSING, MILITARY, NAVY, POLICE ETC.| RECORD RANK/GRADE
NOT TAKING THE INTERVIEW ON A MOBILE DEVICE AND/OR WHILE DRIVING OR OFERATING research, and your pestcade will be used to ensure you 2re in scope for this research -
B IFRECEIVING PENSION: ASK IF STATE ONLY [GRADE “E") OR PRIVATE/OCCUPATIONAL PENSION
EQUIFMENT Capture pasteode (GRADE ON PREVIOUS OCCUPATION]
s, it s safe far the participant to proceed B IF UNEMPLOYED: IF MORE THAN 6 MONTHS AGO [GRADE "E"), IF LESS THAN 6 MONTHS AGO (GRADE
No, it isa't safe: - we need to call back lates G0 TO APPT SCREEN CHECK POSTCODE TO ENSURE THAT PARTICIPANT 15 IN THE CORRECT GEOGRAPHY FOR THE EVENT BEING RECRUITED. ON PREVIOUS OCCUPATION)
CODE SEG
Any data collacted over the course of this interview that could be used to identify you, such as your QF.  How old are you? |:|:| CODE AGE GROUP BELOW N
nzme, address, or other contact details, will be held securely znd will not be shared with any third A
party not involved in the research, unless you give permission (or unless we are legally required to 1. Under 18 THANK & CLOSE (=]
do sa). Qur privacy statsment iz zvailable at www.accent-mr.com/privacy/. i ;2;; ;2
Do you agree 1o proceeding with the interview on this basis? R R ) T
5 3544 Mot stated THANK AND CLOSE
e 6 4564
Ho THANK AND CLOSE 7. 65 or alder CHECK QUOTAS
8 Refused THANK & CLOSE
Do you or any of your close family work, or have warked, in the recent past in the water sectar, QT Arayou_
including for Thames Water [Affinity Water), or in the Market Research profession? FUTURE CUSTOMERS: O7= NO AND Q8= ANY AGE. GO TO Q3
CURRENT BILL PAYER: (17= YES AND (8= ANY AGE. G0 TQ Q11 1 aale
Yes THANK AND CLOSE P
Ho CHECK IOTAS 3. Prefer ta self-identify/| describe my gender differently
4. Prefer nat to say
Have you ever participated in a market research group discussion? IF YES, PROBE WHEN Q5.  FUTURE CUSTOMERS ONLY: Which of the fallowing mast closely matches your current study/woark
Vs, i st s manths THANK AND ELOSE situation? CHECK QUOTAS, ASSIGN THOSE WITH CODES 3 AND 4 AS APPROPRIATE
e, between 6 manths and 2 years aga GO T0 05 1 nan iceship PROCEED WITH T FOR FUTURE CUSTOMER SEGMENT -

7
awer 2 years ags G0 TO Q7 2. Atuniversity (undergraduste ar post graduste studies) PROCEED WITH RECRUITMENT FOR FUTURE CUSTOMER SEGMEnT 13- 10 Which of these ethnic groups do you consider you belong to?
na GO TO Q7 3. Working full- or part-time PROCEED WITH RECRUITMENT FOR FUTURE CUSTOMER SEGMENT

4 Mot currently working {unemployed, taking & break from education (gap year, etc.| PROCEED WITH
ONE THIRD OF RECRUITS MUST HAVE NEVER BEEN TO A GROUP DISCUSSION BEFORE RECRUITMENT FOR FUTURE CUSTOMER SEGMENT

5. Other, write in: PROCEED WITH RECRUITMENT FOR FUTURE CUSTOMER SEGMENT
How many groups have you besn ta in that pericd? Prefer nat to answer THANK AND CLOSE 3. Anyather White backgraund
1 AIM TO RECRUIT A MIX ACROSS ALL CATEGORIES MIXED
23 4. ‘White and Black Caribbaan
Mare than 3 THANK & CLOSE @10. FUTURE CUSTOMERS ONLY: Which of the following best describes your situation? 2' ::::::2 ::::“’”‘“”

— L. |liswe in student accommodation and water bills are included within my payments 7. Anyother Mixed background
O6.  What was the subject matter of the groups you attended? PROBE AND WRITE DOWN 2. | um a student and a parent/guardian pays my water bill

3. 1 live with and they are resp far paying the water bill ASIAN OR ASLAN BRITISH

4 live in shared on and somenne ehe is far paying the wates bill 3 indien

50 rented accammadation and water bills are included within my rent 9. Pakistani

6. Other, write in: 10. Bangladeshi
IF WATER THANK & CLOSE 7. Prefer nat to say THANK AND CLOSE 11. Any other Asian background
Are yau responsible, sither jointly or solely, for paying your househald's water bill? AN TO RECRUIT A MIX ACROSS ALL CATEGORIES BLACK OR BLACK BRITISH

12. Carithean
Yes, solely PROCEED WITH RECRUITMENT FOR CURRENT HH CUSTOMER SEGMENTS. - — 15, aitiean
Qll. BILL PAYERS ONLY: What is your job title?

This call may be recorded for quality control purpases.

NOTE TO INTERVIEWER: SAMPLE SOURCE I5: #client-supplied sample for current billpayers¥ Q7b.

INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE PARTICIPANT OF:

MRS Code of Canduct
Calls being recorded

Yes, jaintly PROCEED WITH RECRUITMENT FOR CURRENT HH CUSTOMER SEGMENTS.
Ho PROCEED WITH RECRUITMENT FOR FUTURE CUSTOMER SEGMENT

IF YES AT Q7, ONLY IF FREE-FIND (OTHERWISE REFER TO SAMPLE FILE): Wha is your water
campany? This is the company you pay your water bill to.

Thames Water RECRUIT FOR THAMES/ THAMES
Affinity Water RECRUIT FOR AFFINITY/THAMES and AFFINITY /AMGLIAN
Another water company THANK AND CLOSE

B IF SELF-EMPLOYED: ASK IF MANUAL/NON-MANUAL, SKILLED/QUALIFIED OR NOT, NUMBER OF
EMPLOYEES — THEN LOOK UP SELF EMPLOYED TABLE

IF MANAGER/EXECUTIVE: ASK FOR INDUSTRY SECTOR, NUMBER OF EMPLOYEES IN COMPANY AND
MANAGEMENT STATUS

14. Any other Black backgraund
CHINESE OR OTHER ETHNIC GROUP
15. Chinese

16, Any ather sthaic groug

17. Prefer nat to say.
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CHECK QUOTAS
Q14 BILL PAYERS ONLY: Do you currently have a water meter at your home?
Yes MEASURED
No UNMEASURED
Don't knaw
RECORD AND AIM TO RECRUIT A MIX OF YES/NO
Q5. BILL PAYERS, ONLY IF FREE-FIND (OTHERWISE REFER TO SAMPLE FILE): Are you registerad on the
Priority Services Resistar with Thames Water |Affinity Water)?
The Priority Services Register iz far water customers who may need extra suppart or additions|
services - e.g. braille bills, or bottled water deliveries in the event of the water supply being
interrupted
Yes
No
Don't knaw
Q16. BILL PAYERS ONLY (SAMPLE AND FREE-FIND): Do any of the following =pply to you or anyone else

in your household? MULTICODE

1. Chrenicfserious iliness EGIBLE FOR HEALTH VULNERABLE IDI - PRIORITISE RECRUITMENT INTO THIS SEGMENT

2. Dependant an medical equipment EUGIBLE FOR HEALTH VULNERABLE IDI — PRIORITISE RECRUITMENT INTO THIS

SEGMENT

Physical impairment ELIGIBLE FOR HEALTH VULNERABLE IDI — PRIORITISE RECRUITMENT INTO THIS SEGMENT

Unable to answer the door ELIGIBLE FOR HEALTH VULNERABLE ID1 - PRIORITISE RECRUITMENT INTO THIS

SEGMENT

5. Restricted hand movement ELIGIBLE FOR HEALTH VULNERABLE DI — PRIORITISE RECRUITMENT INTO THIS
SEGMENT

& Pansionable age PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F EVENTS)

o

7. Young children aged § or under PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F
EVENTS)

4. Blind ELIGIBLE FOR HEALTH VULNERABLE DI - PRIORITISE RECRUITMENT INTO THIS SEGMENT

9. Partially sighted EUGIBLE FOR HEALTH VULNERABLE DI - PRIORITISE RECRUITMENT INTO THIS SEGMENT

10, Hearingfepesch difficultios (including deaf) EUGIBLE FOR HEALTH VULNERABLE IDI - PRIORITISE RECRUITMENT

INTO THIS SEGMENT
11. Wan-native English speaker PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2ZF EVENTS)
12. Living with dementia ELIGIBLE FOR HEALTH VULNERABLE IDI — PRIORITISE RECRUITMENT INTO THIS SEGMENT

13. Develapmental candition ELGIBLE FOR HEALTH (-] T INTO THIS
SEGMENT
14, Mental health problem ar condition ELIGIBLE FOR HEALTH VULNERABLE |01 - PRIORITISE RECRUITMENT INTO

THIS SEGMENT
15, Law ar unstable incame PROCEED WITH
AND CONSIDER FOR FINANCIALLY VULNERABLE SEGMENT
Temparary life change — for exsmple past haspital recavery, unemplayment, infant in the house, stc PROCEED
WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F EVENTS)
Nane of the above EXCLUSIVE, PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F
EVENTS)
Prefer nat to say EXCLUSIVE, PROCEED WITH RECRUITMENT FOR STANDARD HOUSEHOLD SSEGMENT (F2F
EVENTS)

(F2F EVENTS)

=

B

3

IF YES AT Q15 OR YES TO ANY CODE AT Q116 CODE AS “PSR/PSR ELIGIBLE” AND RECORD FOR INFORMATION
OFFER THOSE WITH HEALTH CONDITIONS (YES AT CODES 1,2,3,4,5,8,9,10,12,13,14] AT Q16 THE OPTION OF AN IDI
(SEE 023)

BILL PAYERS ONLY: Many people have tald us that their income and/or expenditure has been

atz Q20. BILL PAYERS, ONLY IF FREE-FIND (OTHERWISE REFER TO SAMPLE FILE) How much is your water
adversely affected by the pandemic and, more recently, the cost-of-living crisis and this means that bill?
they may struggle to pay some househald bills.
Sy may STTUEELE 10 Py £ Per year CAPTURE FOR INFORMATION
Which of the ing bast how you find your water and sewerage bill and E____ Permaonth
other household bills? Flzase remember, this research is entirely confidential and that it is only by
talking to people in debt, or struggling to pay their bills, that change can be influenced. Q21.  IF BILL AMOUNT EXPRESSED PER MONTH AT Q20 How many monthly payments do you make for
SINGLE CODE your water bill each year?
0
T | 1 can always afford to pay my water biland ather household bills, on tme and 1
da nat need to conserve my water/energy use or go withaut ather things to da Other (please specity)
sa
T | 1 can ahways afford ta pay my water bil, and ather heusehold bills, on time but | FEELING SOME FINANCIAL CALCULATE ANNUAL WATER BILL BY MULTIPLYING MONTHLY BILL BY NUMEER OF MONTHY PAYMENTS
b 1 8 ithout ather things tada | PRESSURE
:u"" ecause | canserue my waterfenergy use orgo withalit ather things ta da Q22 Provide customer’s annual water bill (from sample file or as provided by customer as
3| | can aways afford t pay my water bill on fime, but sometimes strugge, of am | FINCHED MIDDLE' monthly/annual amount].
late, paying other bills £ peryest
2| Tsometimes pay my water bill late because | am strugghng financially “PINCHED MIDDLE'
o | em aften unable to atfar b pay my weter bl en tine ANANCIALLY VULNERABLE Q23. IF HEALTH CONDITION IDENTIFIED AT Q16 You previously said that you have, or someone in your
: LW; rarel:;ur never, 4kl o affrd b pay my water Bill an time FINANCIALLY VULNERABLE has, a dissbility or health conditian. Rather than ask you o sttand & face-to-face
Fefer nat o say
group, we are offering you the appertunity to contribute to the research by participating
AIM TO RECRUIT A MIX OF AFFORDABILITY, INCLUDING THOSE WHO ARE FINANCIALLY VULNERABLE (5,5), THE in & [THAMES-THAMES: 30 minute/THAMES-AFFINITY: 30 minute/AFFINITY-ANGLIAN: 50 minute)
PINCHED MIDDLE (3,4), THOSE MANAGING THEIR HOUSEHOLD BILLS WITHOUT ISSUE (1) AND THOSE FEELING SOME interview, which is simply 3 one-to-one discussion with one of our experienced and friendly
FINANEIAL PRESSUIRE (2) intarviewers. This can be done online, on Zaom, or in-person at your home. Would you be
[ in tsking part in an interview?
8. Iz Englizh your first language and the first language of everyone else in your household?
at glisnye Fuas BUZE o ¥ Yes PROCEED TO TEXT BELOW AND RECRUIT FOR INTERVIEW
ees — English s iy first language and the first language af all hauseheld members Na TRY TO PERSUADE OR CONTINUE TO RECRUIT TO F2F EVENT IF HEALTH VULNERABLE QUOTAS ARE FULL.
He — My first Ianguage is ane other than English OTHERWISE THANK AND CLOSE
Mo — English is not the first language of someone else/others in the household
Thank you. Az | have said, the research will consist of:
RECORD FOR INFORMATION ONLY
- *  First stage: 3 homework exercize which should take no more than 20 minutes to complets
Q19. BILL PAYERS, ONLY IF FREE-FIND (OTHERWISE REFER TO SAMPLE FILE] Are you registered on any

of the follo

g water affordability schemes?

WaterHelg for hauseholds on & low income (Thames considers housenolds earning below £17,005, ar below £21,749 in
Landan baroughs, ta be an alow income. If the customer qualifies for this scheme, Thames currently offers 2 50%
discaunt an the whale bill.

WaterSure, @ bill capping scheme (Thames/Anglian — If the customer & an a water meter but finding it hard to save
water because they have a large family or water-gependent medical condition, the bill may e able ta be capped
through WaterSus!-

Low-Income Fixed Tarif, LIFT [Affinity — Available to customers who are sarming less than £17, 005 & year, ar whe are
currently claiming certain banefits such as Universal Credit ar Job Sewker's Allowance).

BamaCars Plus (nglisn - IF your home's an a meter and you're struggling 1o pay your water bill, then our

Plus tariff could e for vou. It his 2 higher fixed rate than aur standard household tariff, but charges less for the water
you use |

LITE/Entra LITE (Anghian - i have & low disposable income and you're struggling to pay your water bill Based on your
individual situation you could get a discaunt af up te 50% an your water and sewerage charges by switching o one of
these tariffs]

MNone of these

IF CLIENT SAMPLE FILE INDICATES THAT PARTICIPANT IS A SOCIAL TARIFF CUSTOMER OR RECRUIT INDICATES AT THIS
QUESTION THAT THEY ARE ON A SOCIAL TARIFF PLEASE ASSIGN TO THE FINANCIALLY VULNERABLE' SEGMENT AND
PRIORITISE RECRUITMENT FOR THIS SEGMENT (F2F EVENTS)

*  Second stage: taking part in & [THAMES-THAMES: 50 minute/THAMES-AFFINITY: S0 minute/AFFINITY-
ANGLIAN: 60 minute) interview, sither anline or in persan styour hama.

You will recsive a totzl of (30-minute £75 / 60 both the first and second

stages of the research.

te £60) including

Would you be willing ta commit yoursslf to both stages of the process to help infarm Thames Water's
[Affinity Water's) future plans?

Yes PROCEED TO 'PRE-TASK' SECTION
No THANK AND CLOSE

Yes PROCEED TO TEXT BELOW
Ha TRY TO PERSUADE/THANK AND CLOSE

Thank you. As | mentioned earlier the research will consist of:

*  First stage: 3 homework exercize which should take no mare than 20 minutes to complets
Second stage: participation st an in-person discussion group together with other Thamas Watsr
[Affinity Water] customers. This will lzst for 3/4.5 hours and will be held in an accessible venue in
#location of venue#. The time includes time for comfart breaks and refreshmants (which will be
provided).

Again, you will recsive a total of (3h: £120 / 4.5h: £160), including completing both the first and second
stages of the research.

Would you be willing to commit yourseif ta both stages of the process to help inform Thames Water's
[Affinity Water's) future plans?

Yes PROCEED TO TEXT BELOW
Na THANK AND CLOSE

There will be up to 30 other people 2t the research event. Like you, they will be shzring views on the water
company’s shore- and long-term plans. That szid, much of the discussion will take place in smaller groups of
zround & people.

[ASK ALL: PRE-TASK

ASVISE PARTICIPANT ABOUT PRE-TASKS: We will email details outlining the Stage 1 homework exercises.
These must be completed before you attend the group sessions, but they shouldn't take too long to
complete znd hopefully you will find them interesting and informative.

We will be asking you to downlasd an spp onte yaur mobils device for completion of the homewark

fully for your ¢ i to each

exercises. The app i quick 3nd fun to use and you will be inc:
part.

If you would rather racaive 2 paper copy of the homewark exzrcisz please nate that we will need these

returning by post before you attend the event. INTERVIEWER TO CAPTURE IF PAPER TASK REQUIRED AND
CAPTURE POSTAL ADDRESS FOR DISPATCH OF REMINDER TASK IF ORIGINAL NOT RETURMED.

VERY IMPORT!
TASK. D

Q24. I3 THE PARTICIPANT CLEAR ABOUT THE PRE-TASKS?

INTERVIEWER: PLEASE TICK TO CONFIRM YOU HAVE EXPLAINED ALL ABOUT THE PRE-

Ves
Ha THEN RE-EXPLAIN

Invitation: Group F2F Event

Thank you for answering those questions. Would you be interested in participating in this research project
an behalf of Thamas Water [Affinity Water)? All research will be conducted in sccordance with the Markst
Resesrch Society’s Code of Conduct.

025. DID THE PARTICIPANT SAY THEY WOULD DO THE PRE-TASKS?

Na THEN PERSUADE POLITELY AND REITERATE REQUIREMENTS

026. WILL THE PRE-TASK BE COMPLETED V1A THE APP OR ON A PAPER COPY?
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Email{App COLLECT EMAIL ADDRESS
Paper HAND OVER COPY TOGETHER WITH SAE

ASK ALL: DATA COLLECTION AND SHARING CONSENT

DATA COLLECTION & SHARING CONSENT

The face-to-face discussion may be joined by representatives of Thames Water (Affinity Water) and/or
their independent customer challenge group, so thay can watch the discussion and learn as much from it
25 possible. They will nat participate in the discussion directly but will be on hand to answer any technical
questions ahout their future plans, if required. In addition, membars of Ofwat and CCW, wha rezulsta the
water sector and are the voice of water customers, may be present to observe the discussions.

The discussion will bs sudio recorded for znalysis purposes and to ensure accuracy. All recordings will be
sacursly stored for = period of 12 manths (for reference purpases) befora being destroyed

In qur reparting of the findings from this research everything that you say will remain confidentizl and will
be reparted in grauped format anly.

Plezse confirm that iz OK.

Yes CONTINUE
No HOLD IN RESERVE OR THANK AND CLOSE

F2F DISCUSSION GROUP RECRUITS: GO TO 027
IDI RECRUITS: GO TO Q 28

R F2F DISCUSSION GROUP RECRUITS

027. The face-to-face discussion group will take place on:

[ Date | Tim,

. [ Place |
| SEE ABOVE | sEE aBOVE

| see aBove |

‘Would you be able to attend? REASSURE & PERSUADE
IF PARTICIPANT AGREES, CONFIRM DATE, TIME, LOCATION then continues

Great, thanks. I'll just take = few details and will It you gat on with your day. We will send you mere
infarmation by email shortly with details of the next steps and arrangements for the discussion graup.

I for any reasen you find you ars unable to attend, pleass could you let me know =5 soan a3 possible so
that we can invite someane elss ta take your place?

Plesse contact us on ks if you have any gueries about your incentive. Thank yau.

RECRUITER: Please ensure you have filled in the cover page of the RQ, including email address and
mobile number of participant, then the i i

THANK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

Q28. Most people find it is easier and more convenient to take part
using the Zoom meeting platform. Would you like to take part in 3 Zoom interview, or would you
rather be interviewed in person, at your home?

their research interview online,

Online, via Zoom G0 TO Q29
At hame, in persen G0 TO 031

Q32. IS THE PARTICIPANT CLEAR ABOUT THE PRE-TASK & DID THEY SAY THEY WOULD COMPLETE IT?

Clear
Will camplete

MRS DECLARATION

Q33. | confirm that this interview was conducted under the terms of the MRS Code of Conduct and is

028, How proficient would you say you are st using Zoom?

1 feel wery canfident about using Zoom 60 TO 30

| feel quite confident about Zoom G0 TO Q30

1 don't feel canfident about using Zoam SUGGEST FACE TO FACE INTERVIEW OR THANK AND CLOSE: Go To Q311F F2F
| would rather not Zoom if | idn't have to SUGGEST FACE TO FACE INTERVIEW OR THANK AND CLOSE: Go To Q31 IF
FIF

030, Do yeu have sccess ta a desktep or laptap camputer, ar a large-farmat tablet [such s an iPad with & large sereen),
which is connected ta s reliakle and stable internet connection, an which yau eeuld take part in 3 Joom interview?
Please note that you will NOT be permitted to take part in the research on Zoom using 8 smartphone. Taking part in
the research will involve reviewing materials onscreen and a smartghone is simply too small to do this properly,
Yes PROCEED TO RECRUIT FOR 200M: PROCEED TO RECRUITER CONFIRMATIONS
No SUGGEST FACE TO FACE INTERVIEW OR THANK AND CLOSE: Go To Q31 IF F2F
Unsure SUGGEST FACE TO FACE INTERVIEW OR THANK AND CLOSE: Go To Q31 IF F2F

Q31 Thank you. | am happy to arrangs far = date and time for your intervisw. 'll just tzke = faw details
=nd will let you get an with your day. We will s2nd you mors infarmation by email shartly with
details of the next steps and details of your homewark and interview.

.

RECRUITER TO ARRANGE AN INTERVIW SLOT USING INTERVIEWER AVAILABILITY

+  CAPTURE ALL NECESSARY PARTICIPANT INFORMATION IN ORDER TO COMMUNICATE WITH THE RECRUIT
REGARDING THE INTERVIEW, ENSURING TO COLLECT AN ADDRESS AND ACCESS DETAILS FOR ANYONE REQUESTING
AN IN-HOME INTERVIEW.

If for any reasen you find you are unable to attend, pleass could you let me know =5 soan as possible so
that we can invits someana elss ta teke your place?

Please contact us on gggeees, if you have any queries about your incentive. Thank you.
RECRUITER: Please ensure you have filled in the cover page of the RQ, including email address and

mobile number of participant, AS WELL AS FOR F2F IN then the i
confirmations.

THANK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

onfirma

RECRUITER — VERY IMPORTANT — PLEASE TICK TO CONFIRM YOU FULLY READ OUT THE DATA SHARING
AND CONSENT QUESTION, AND THAT IT MADE SENSE TO BOTH YOU AND THE PARTICIPANT.

Yes D

INTERVIEWER: PLEASE ENSURE YOU REMOVE THIS PAGE
BEFORE RETURNING THIS RECRUITMENT QUESTIONNAIRE TO
ACCENT

PROPERTY NAME OR NUMBER

INTERVIEWER'S SIGNATURE:

2M0 LINE OF ADDRESS

THANK PARTICIPANT FOR THEIR HELP IN THIS RESEARCH

TOWN/VILLAGE

POSTCODE
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Introduction to Task One Introduction to Task Two
On the first slide there is a map of England and Wales that shows Thames Water’s operating area: Next you will see some key facts about the customers that Thames Water serves and the infrastructure that
it manages:
Background to water industry @
There are a number of different companies in the water industry who serve water customers to ensure Where we work... @

their water is safe, reliable and environmentally friendly

Eegland and Wales are sarved by 17 . vers. Howewer they doa't all use
difforent water companies: soma provide m 0
Jast drinking water, others take sway . Wes e bl

customers (3.5 million

seviape s wel Compandes in the same area
wrork togethed 10 plan for the future in thedr
region, and work with the other reglonal
groeps actoss England 10 male sure there is
eoough water for everyone

Usiike with gas and electricity, customers

cannot “syitch’ water company, becaune 2 >
YOUr water company is dictated by the area w'w, oA
youve in, and Is thefefore 2 monopoly * 97 weater treatment works 51 sewage v
This Is why Ofwat regulate all wates * ”ﬂ'wml AT D
companies; 10 ensure farness for al ] *wm 4,780 sewage
Customers +  235clean water seiwce reservoirs  * .2 m

\

Basmessos don't pay their bills drectly 10 the water companies - thoy are billed by "Retalers”

-

—————

If you have any questions then please write in the space below.
If you have any questions then please write in the space below.
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Introduction to Task Three
This provides a bit of background on why Affinity Water and Thames Water want to hear from you:

The role of research

* Ofwat [Wiater Services. Regulation
Butronity) b 2 non mintsteral
Bovernment Separtment

* They e resporaitie Tor making
sure 1hat water companies are
egulated to

With 3 §00d quality 3nd effcient
service at a talr price.

services, and the proposed cout to
customers.

+ As Customens Jre aot able 1o

services and the price they pay.

The water industry today

wate e
e rersl. treat it 50 it safe 10
S h,

Fweything thy
00 3l of the things that customers
g want them %0 do

* The buniness plan and prices are
Then finutsed by Ofwat in & geocess
kncwe i the Price Review.

+ There i maose information about
this here: 'All sbout the price
Tevew’ Avalable ot
et/ ferana youtute somiwatch?
EOWnnCINALS

e ceumert sties e

Affinity Water Q

PrOposd Bty fom 20252000
* Companies 50 hawe 10 show 1o

(Ve i) 86 gy wates o
trosinecses

The UK Government depastment
st lov protecting the
e onment and counryside,

nchyding wate

If you have any questions then please write in the space below.

Introduction to Task Four

The next slide shows you what Affinity Water 2nd Thames water do and the service they provide:

Affinity Water and the water cycle

What do Affinity Water and Thames Water do?

Affinity Viator Affinity \WVoler

e i
any .

If you have any questions then please write in the space below.

Introduction to Task Five

The next slides give you some information about how water company per eis
the independent regulzator, and how to read the graphs you will see in the following slides:

ed by OFWAT,

Affinity Voler 9

How water company performance is monitored

Waer compunies huve 15 Srovde fekable services, 4 plan for Ther sendces 1o be 1esdient 1 (hanging
weather patterm and demand from conmimers

Comparses can e @ exceed periermince Commtimend Lngets Kr & romber of resmom. For examph,

i higher

P
mmnu-ﬁ—-w

AffinityWater €

How water company performance is monitored

‘é < s Water comgumies are coftemntly part woy iweugh their five year Business plon bor J020 10 2025, They
Tave sevrce hevel EHE), CAMS ‘pormOrmance. COmaVDments’, in every Dve year Buviness plan. These
1ty 400 bined (0 whal cunfiomer’s Ik e Pvicounly 108 CCxmaparves hay wesehd e Everm 10 80,
and om Ofacat's svwrisment ot what companies thould detwr, These Largrts coves 4 wide Targe of
The Mlererd erviors Thut waler Comguanin Grovice

Ofwat mceston wiler company pectamance agat rach peckr mance
Cenmitmant ewery yeae 10 e ¥ They have met e vervion vl i ther
bainess pan

W e oo QO 50 Shw yOu Prowe Wikl yOUr Waler diior SEwerage Compuery
1 o 0 s6ee O Hhesd perlonmnce Commaments, Comparesd 10 Gthes wanet
(g  Englasd a8 Waket

These perkarmmance Comemstiments e 3 ssapson of oot of the widle range of services
COMTpanies [rovide. We e Svwing These examples b Customers. e Sokd us they e
Pty (O tant 10 them

If you have any questions then please write in the space below.
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Introduction to Task Six
We will now show you how Thames Water has performed against some of the key targets, and a comparison
to other water and wastewater companias.

An explanation on what's contained on these slides is shown below:

How to read comparison information @

We will later show you 6 pages displaying water companies’ performance. The blue
boxes below show you how to read the data.

This first slide shows you how Thames Water is performing on the measure of water supply interruptions:

This next slide shows you how Thames Water is performing on the measure of the appearance, taste and
smell of tap water:

This next slide shows you how Thames Water is performing on the measure of sewage flooding inside
properties:

This next slide shows you how Thames Water is performing on the measure of sewage flooding of gardens
and outbuildings:

This next slide shows you how Thames \Water is performing on the measure of water leakage from their
network:

The last one in this section shows you how Thames Water is performing on the measure of causing pollution
of rivers and streams:

That's all the graphs and tables for now.

Please write in whether you have any guestions or comments about the Thames Water's performance on
those key measures:

Introduction to Task Seven
Please take a look at this slide. It tells you about your water bill and how every £1 of your bill is spent across,
for example, water and wastewater running costs, and investment to improve infrastructure for the future:

Breakdown of every £1 we spend @

S8~ infrastucrure
This inchudes 3por the Thames Tidewary tunnel, which will drvert millions of
tones of sevage from the rver Thames when it goes sio operation

19 exsenial services
Wie cheliwer and recycie b

0 of tres of water everyday.

15g- our team
Fromengingars to scientists, wa investin over 7,000 prople whe help keep
o wates Nlowing.
atp

B lemders
T ISt b cour natwonrk, i Borrow mion ey a1 effcsnt rates while keeping
nur bills 35 kv 35 we £an

7P+ powering our sites
Wi Curnitly generate mone than 20% of our own enengy 1o help protect the 18p
i

Sp = the government

38 milliom in businass ratos arsd for smployors!

If you have any questions then please write in the space below.
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Introduction to Task Eight

The next two slides will introduce you to Thames Water’s proposed Business Plan. We will discuss this at the
face to face session but this gives you some information before we meet.

The first one shows broadly how the plan is presented.

Thames Water's Proposed Business Plan

The: fallowing slides cutline Thames Water's proposed buiiness plas for the period 20252050,

Thete tlides explain what Thamet Witer progoses to da in the S years betwesn 2015 and 2030 and the targets for key elemarts of its busines:
plan
Tha beezinass plan iz mads mp of 3 types of slemants:

FERFORMANCE COMMITMENTS

hachiad i Al wated CoMmpaness’ Business plans

F REQUIRED ENHANCEMENTS
iz woll ax the & Performance Commitrments, there are sdditional things that Thames Water i required to do between 2025 and 2030,
¥iou can tell which thess are o the following pages as you will 569 3 red 'RECQUIRELY stamp next to thes

s Water has chesantn do in s

a followsing pages as you willl soe

o furthar or tn reduce the chance of thirgs going wrong
INTARY" stamp nowt to them

The second looks at the performance levels that Thames Water intends to meet across the six different
measures we looked at before. All elements of this part of this business plan are mandatory — Thames Water
and all water companies have been told by the legal and environmental regulators that they must perform
at certain levels (their targets’):

This next slide cutlines six of the biggest investment areas where Thames Water intends to deliver
improvements and upgrades over the period 2025-2030. For example, you will see that it shows that there
will be investment in the ‘Reducing Basement Flooding” measure.

We will discuss these plans in the face to face sessions but please write in whether you have any guestions
or comments about Thames Water's intended performance on those key measures or the proposed
investment schemes.

Introduction to Task Mine
Before we get together, please answer the question below about the affordability of your current water and
sewerage bill.

Questien 1: Your current water and sewerage services bill is FROM SAMPLE. How easy or difficult is it for you
te afford to pay your current water and sewerage bill?

Please answer one only:

1. Very easy

2. Fairly easy

3. Neither easy nor difficult
4. Fairly difficult

5. Very difficult

6. Don't know

As we mentioned at the beginning of this pre-task, we will start the session discussing your reactions to the
information you have just seen. As you've read through it, please list the 3 or 4 things that are new [
interesting [ surprising to you:

1

Please have these to hand during the ressarch group discussion
We are looking forward to meeting you. If you have any guestions before the session please contact us at:

omar.sharesf@accent-mr.com.
See you very soon.

Mancy and the rest of the research team
Accent Research Team
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3598 Thames/Thames ARAT (4 % Hours)

ACcent

Event 1: 251 April — Thames/Thames — NW London (Islington/Hackney — 24 Bill Payers/8 Futures)
Event 2: 26th April — Thames/Thames — SW London (Hammersmith/Merton — 24 Bill Payers/8 Low income)
Event 3: 3 May — Thames/Thamas — Thames Valley ([Reading — 24 Bill Payers/8 Low income)

Draft Deliberative Structure — HH Sessions

Event 1 2 3

Location NW London EW Lendon Reading
{recruitment

geography)

Water Thames-Thames Thames-Thames Thames-Thames
oompary

Date 25 April 2023 26 April 2023 03 May 2023
Time 1600 — 2030 1600 — 2030 1600 — 2030

Hovotel London Waest
1 Shortlands, WE 8DR, London

WVenue location | Royal Mational Hotel, 38-51
Bedford Way, London, WC1H 004G

Hevotel Reading Centre
25B Friar Street, Reading, RGL
ioe

Room fSuite Galleon A Bordeaux Suite Meeting Room 7
HH customers b1} bl bl

{main sample)

Futures

£ vulnerable

Event Timetable

B 4pm-4.15pm — Meet, Greet, Seat; Session Introduction

W 415pm-5.00pm — Sesszion 1 {Warm-up, Recap, Long Term Context, Temperature Check)
B 5. 00pm-5.15pm — Comfort/Tea/Coffee/Sandwiches

B 5.15pm-6.45pm — Seszion 2 (PROFOSED Plan

B 5.45pm-7.15pm — Comfort/Tea/Coffee/Sandwiches

B 7.15pm —3.15pm Session 3 (MUST DO Flan —THEM ALTERMATIVE — Fhasing of WINEFR)

B 2.15pm-2.30pm — Individual task (post tazk)

Meet, Greet, Seat and Session Introduction Apm-4.15pm

B 3ign everyone in
B Name badge and allocation te dedicated Moderator Group who will intraduce themselves
- Group 1-AB (8 Peaple]
- Group 2-C1CZ (& People)
- Group 3 - DE (& People)
- Group 4 — Future or Low income Social Tariff/Eligible
B Offer Teas and Coffee and seat at relevant tables

B Show the agenda for the sessions on the screen (Showcard 21}
B |ntroduce the Moderating Team

— explain that we are an independent, impartial research agency

B Explzin that we are here tonight on behalf of Thamesz Water who are looking for their view and input
into the Business Flan - Remember that Thames Water are the provider of your clean and wastewater
- we will break out into smzller groups so that we get a chance to discuss the plan properly
- we are looking for everyone’s views this evening and looking for everyone to contribute
- nocomments are attributed to you by name
- naright or wrong answers to any of the questions we will ask— it's your opinion that matters. Of
course, your views might be different from those of others, and that's naturzl — in fact it helps to
stimulate discussion, which is really useful for us as researchers
- pleaze remain respectful of others’ opinions and experiences if they are different frem your own
- we are giming to have a discussion and at the end of the zession, you will have a chance to fill-in
2 short questionnaire individually
B Tell everyone how long we will be here and session structure (bresk out groups/comfort breaks)
Explzin fire drills/exits
B |ntroduce the Client Representatives and any [CE

- explain that these individuzals are here to view the process and not take part
— they are not here to answer guestions and want ta listen as they are very interested in their views

- they shouldn’t influence the discussions in any way so please be honest and don't let them affect
YOUT FESponses

- Moderator Note: if there are any specific questions then we can ask the Thames observer but
try to minimise this and avoid it becoming a (&A for the observer — there is a lot of discussion
to cowver and we will not reach a point of perfect information

pssion 1 —Warm-Up, Pre-Task, £ Temp Check, LTP 4. 15pm-5pm

‘his bregkout group will focus on warm-up to ensure participonts are comfortoble, recop the pre-tosk
agterigiz, provide baseline views on the company, provide g fingncial temperature check and include the
g term plan review

B Settle everyone in break out space

Thank everyane for doing their pre-task exercises
B |ntroduce yourself ice breaker

- HName

- Where you live

- Your favourite drink

- MODERATOR NOTE — REITERATE SAFE SPACE AND WE WELCOME DIFFERENT VIEWS AND
ENSURE EVERYOME COMFORTABLE AND HAPPY TO CONTINUE

B Remind that we are here to discuss the Business Flan for Thames Water but first we want to find out
2 bit about their thoughts on the pre-task

B Think back to the pre-task you read through (FRE-TASK SHOWCARDS FRINTED FOR REFERENCE)
- Baseline Camprehension:

= Was there anything in the material you resd which you felt was difficult to understand?

=  We showed you information that compared Thames Water's performance with other water
companies’ performance on & factors; water interruptions, sewage flooding, leaks etc. How
easy or difficult was it to understand this information?

Bazsline Awarsness:
= What did you know about Thames Water before you read through the materials?
= What surprized you most out of the things you have read?
=  What would you most like to find out more about?
Bazeline Perceptions:
* How do you fesl about Thames Water — scale -yg 1-10 +yg
= Reasons for scores
Bazeline Priorities:
= Where do you think they should focus improvements/investment?
=  Has any of the information you have seen changed your opinion Thames Water in any way?
Bazzline Value (Bill Fayers):
= Before we start talking about the Business Flan, we want to find out about how everyone iz
feeling about current finances.
*  How do you feel at the moment about your household finances (Future customers ask
about personal finances — they may be paying mobile bills, transport, etc)?
® And how do you think that might change in the next 5 years?
#*  For Bill Payers
+ how do you feel about your water bill?

# How would you rate Thames Water on value for money ‘for your water [ wastewater
services’?

Okay now we want to talk about the long term picture

All water companies need to plan for the longer term future to ensure that the services will be

appropriate for future generations of service users, bill payers, wider society and the

environment.

Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of

Thames Water's longer term plans and gosls. These go az far as 2050 — these planz and goals will

give you = sense of what they are planning and where they see their priorities.

When you look zt this longer term plan, we want you to think about it from a range of different

perspectives:

SHOWCARD 24 - 1) service users 2) bill payers. 3} citizen 4) society — please note that thess

overlap so if you are 2 bill payer, you are probably a service user and a citizen and member of

society

EHOWCARD 25 — Long term plan (Thamas Water])

= Overall views on the challenges

=  From what you have seen about the ambitions and zsims, do you feel the long term plan
focuses on the right areas

= What mzkes you think this?

= What do others think — zgree/dizagree?
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= |z there any difference from our Future Customers who are service users but not bill payers?
Is there any difference if you think sbout this as a Bill Payers, Service Users, Citizens, Society?
(Piease note — change of emphasis above as we can’t ask whether it goes far enowugh, too far or
just right o5 these ambitions/aims are nat measurable)

B SHOWCARD 27 - Phasing — Explain concept of phasing

- Before we have a break, we want to t2lk to you about some of the choices 2 water company has

to make when they are putting together their Business Plans

= Water companies can choose to improve performance or invest in service enhancements at
different times depending on customer prioritiez and depending on their funding, and we will
be azking you for your view on this later on.

= After the break we are going to be focusing on the shorter term Business Plan for 2025-2030
that we shared with you in the pre-task.

= We are interested to see whether there are things in there that you would say could be done
later — this means that investment would not be made now but made between 2030-2050

= Whzat do you think sbout the different options presented here
®  QOption A— pay more now, et more now
® QOption B — pay less now, get less now but catch up later
®  Which do you prefer and why

*  How do you feel about Option B where investment gets made |ater which might mean
that future gensrations would nead to contribute more

Coffee, Sandwiches, Stretch, Comfort Spm-5.15pm

Session 2 — Response to PROPOSED Plan pm-6_45pm

This session will focus on the PROFOSED Pign

10 MINS

Welcome everyone back to the table.

SHOWCARDS 20-22 PROPOSED PLAN SHOWING DISTINCTION BETWEEN REQUIRED AND VOLUNTARY
WITH BILL CHANGE BASED ON AVERAGE HOUSEHOLD

Explzin that this seszion will be focusing on the PROPOSED Business Plan that iz on these two slides
an the screen (toggle between slide 30-33 a5 a reminder). This is the information that we shared
during the pre-task and we want to understand more about how you all feel about it.

Befere we get in to the nitty gritty — we need to explain that Thames Water have undertaken
customer research, stakeholder research and that this plan reflects their priorities as well as where
the business feel they need to invest to ensure a resilient water and wastewater service to meet the
demand of Thames Water customers.

We do need to be clear that what we are sharing with you does not include the full Business Plan as
this would take too long te go through — instead Ofwat and Thames Water have selected the
elements of day-to-day service that are most important to customers, 25 well as the investments in
impravements that will have the biggest impact on your bills.

It includes elements that Thames Water must do in the 2025-2030 period — these are on Slide 33 as
2 red flag and say REQUIRED - these include things like mzking sure there is enough water in futurs
and not polluting rivers.

It also includes WOLUNTARY service enhancements that Thames Water feels are important and these
have orange flags e.g. Making the water supply more reliable

Later an you will s2e the bill impact based on your own household bill but during this part of the
discussion, we are going to look at the average bill. This includes zome predictions for inflation which
we will share at the end.

SHOWCARDS 30-33 - Brief initial response to the overall plan
- What did you feel was good about the plan?

- What did you feel was not good sbout the plan?

- Whsat would you want to change?

Let's now bresk the plan down into different sections and get your views on each part.

0 MINS (5 mins per PC)

SHOWCARD 30 - OVERALL PERFORMANCE COMMITMENTS

Explzin that we are going to focus on the six performance commitments in more detsil.

¥ou will see here that this slide reflects their actual perfermance now and how they are looking for
that to improve

- Any comments or observations before we break these down further

- MODERATOR NOTE THAT THESE GO TO 2050

SHOWCARD 31 and 32 - RESPONSE TQ & CORE PERFORMAMNCE TARGETS (3 waste and 3 water)

- How do you feel zsbout this target?

- Do you feel they go far enough/too far/just right?

- How far do the approaches reflect how you would like Thames Water to do zbout this?

- MODERATOR MOTE — IF HELPFUL AND AS5I5TS THE DISCUSSION THEN REFER TO PHYSICAL

SHOWCARD WITH PRE-TASK COMPARATIVE INFORMATION AMD WHETHER THAMES IS5
CURRENTLY MEETING THE TARGET

30 MINS {5 mins per Service Enhancement)

20

SHOWCARD 22 - OVERALL SERVICE ENHANCEMENTS
Explain that we are going to focus on the six service enhancements in more detail.
Response to the six service enhancements (3 waste and 3 water; 3 REQUIRED and 3 VOLUNTARY)
- SHOWCARDS 34-39 - Explore each segment
=  Haow do you fesl about this zervice enhancement?
= Whatis good about it?
= What is not good about it?

MINS
Meow we have discussed the PROPOSED Business Plan, overall when you think about what we have
discuzsed with the six performance targets and six service enhancements, how acceptable is it to you
-  Why do you say this?
- What is driving acceptability/nen acceptability
= Water or wastewater elements?
= Performance targets — ambitious enough or not?
= Service enhancements — ambitious enough or not?
- How could this be more acceptable?
- What would you change?
MNow we want to look at what this plan would cost to get your views on that
SHOWCARD 40 — explain sbout inflation
EHOWCARD 41 — SHOW PROPOSED BILL IMPACT GRAFH WITH INFLATION FREDICTION
If you look =t the graph on the left hand =ide it shows what impact the 2025-2030 plan would hawve
an your bills znd how that changes from now until 2030
- Owverall when yau loak at this plan, haow affordable is this ta you (Bill Payers)
=  Why do you say this?
= |f not affordable, what would you advise Thames Water to take out?

= Any difference if you put your hats back on — bill payers, service users, citizens, society?

The longer term bill impact is on the right hand side. This is relevant to the phasing slide we discussed
=t the top of the discussion. It will be relevant when we look at different versions of the Business
Plan where Thames Water could choose to do less now and more in the longer term

Tea, Coffee, Sandwiches, Stretch, Comfort 6_30pm-7pm
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Session 3: Response to MUST DO AND ALTERNA 7pm-8.15pm

This session will focus on the two other plans that Thames Water are thinking about — we don’t need ta go
through everything ogoin os some elements are the some as the first plon so we can be o bit guicker exploring

these
25 MINS
B Welcome everyone back to the table
B Explzin that in this session, we will focus on some different plans to get their views on how Thames
Water could do things differently.
B MUST DO PLAN INTRODUCTION
The plan we will discuss now only includes the Required elements that Thames Water must do to
fulfil their legal and environmental commitments so it's cheaper tham the first plan we looked at now
and in the longer term
B SHOWOCARD 43 - Explain that the first part of the plan ‘the Performance Commitments/targets’ are
the same as what you saw previously so we won't be discuszing those again. With this plan Thames
Water would keep the same targets and ensure that the performance was the same across those six
elements
B SHOWCARD 44 - What we want to focus on and discuss with you is the Service Enhancements
because they would be different. As mentionad, in this plan, you will see that there are no voluntary
service enhancements and so the overall bill impact is lower.
=  Whatis good about this?
=  Whatis not good about it?
=  How do you feel that there are no optional service enhancemsants now?
=  How comfortable are you with this?
10 MINS
B Now we have discussed the 'MUST DO Business Plan, overall when you look at this plan, how
acceptable is it to you
- Why do you say this?
- What is driving acceptzbility/non acceptability?
- How could thizs be mare acceptable?
- What would you change?
B EHOWCARDS 45 and 46 — SHOW MUST DO BILL IMPACT GRAFH WITH INFLATION PREDICTION
B Overzll when you look at this plan, how affordzble is this to you (Bill Payers)
- Why do you say this?
- If not affordable, what would you advise Thames Water to take out?
B Any difference if you put your hats back on — bill payers, service users, citizens, society?

20 Mins
B ALTERNATIVE PLAN INTRODUCTION
B The plan we will discusz now only includes everything that you saw in the first Proposed plan but it
will be delivered at a lawer cost — let’s explain how
- SHOWCARD 48 — just a reminder that the first part of the plan ‘the Performance
Commitments/Targets’ zre the same as what you saw previously 5o we won't be discussing those
=gain
- SHOWCARD 49 - the service enhancements are also all still included but the third required
measure would be slower to achieve under thiz Alternative plan
= Remember we talked sbout phasing at the end of the first session. Thames Water neads to
balance the amount of investment in improvements with the amount of money it gets from
customer hills
=  SHOWCARD 50 - With this ALTERMATIVE plan, they would reduce the amount of phosphorus
entering the rivers by 82% instead of 30% in the other plans
= For this service enhancement, it would mean sdding cost £20.81 to the average bill rather
than £31.54
#+ How do you fesl about this?
- EZHOWCARD 51 — What we need to explzin with this option is that the slowing down the
phozphorus removal saves money in the shorter term but will cost more later
10 MINS
B Now we have discuszed the ALTERMATIVE Business Plan, overall when you look at thiz plan, how
acceptable is it to you
- Why do you say this?
- What is driving acceptzbility/non scceptability
- How could thiz be maore acceptable?
- What would you change?
B SHOWCARD 52 — SHOW ALTERMNATIVE BILL IMPACT GRAPH WITH INFLATION PREDICTION
Owerall when you look at this plan, how affordable is this to you (Bill Payers)
- Why do you say this?
- If not affordable, what would you advise Thames Water to take out?
B Any difference if you put your hats back on — bill payers, service users, citizens, society?

Comparison and Individual Task

SHOWCARD 53 and 54 — Take = look at an overview of those three plans that we have discussed
tonight

- Which would you vote for and why

Explain that for this final session, we will be asking them to fill in a questionnaire individually which
should taks zround 5 minutes.

Completion of POST TASK (affordability only for bill payers)

Ensure that inflation description is included within the post task

B Thank everyone for coming
B Invite any final questions
B Close

Key Moderator Notes:

Make note of any guestions asked by customers that are answered by the company
Add to subsequent sessions and/or run by ICG
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Affinity Water
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Affinity Water
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