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https://www.south-staffs-water.co.uk/media/4460/ssc07-customer-engagement-strategy-and-key-insights.pdf
https://www.south-staffs-water.co.uk/about-us/our-strategies-and-plans/business-plan-2025-2030/
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https://www.south-staffs-water.co.uk/media/4458/ssc11-thematic-analysis-report.pdf
https://www.south-staffs-water.co.uk/media/4458/ssc11-thematic-analysis-report.pdf


https://www.south-staffs-water.co.uk/media/cafjdd51/ssc_wefdc_young_innovators_panel_final_report_feb_2025.pdf
https://www.ccw.org.uk/publication/water-matters-2025/
https://www.south-staffs-water.co.uk/media/bcgpmxwj/ssc_-_wrmp_themes_1_and_3_quantitative_insights_-2022-1.pdf
https://www.south-staffs-water.co.uk/media/bcgpmxwj/ssc_-_wrmp_themes_1_and_3_quantitative_insights_-2022-1.pdf


https://www.south-staffs-water.co.uk/media/btgbhmyx/ssc_wefdc_explain_research_final_report_feb_2025.pdf
https://www.south-staffs-water.co.uk/media/btgbhmyx/ssc_wefdc_explain_research_final_report_feb_2025.pdf
https://www.cambridge-water.co.uk/about-us/our-strategies-and-plans/business-plan-2025-2030/your-water-your-say/
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https://www.south-staffs-water.co.uk/media/4433/ssc12_pr24_stakeholder_and_customer_segment_analysis-1.pdf
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https://www.south-staffs-water.co.uk/household/my-bills-and-payments/my-bill-explained/other-charges-and-tariffs/assure-essential-saver-tariff
https://www.south-staffs-water.co.uk/household/my-bills-and-payments/my-bill-explained/other-charges-and-tariffs/assure-essential-saver-tariff


https://www.south-staffs-water.co.uk/media/4419/ssc_-_social_tariffs_research_-2023-1.pdf




https://www.south-staffs-water.co.uk/media/0u3f3jcl/vs2-vulnerability-strategy-demographics-analysis-and-future-forecasts-april-2025.pdf
https://www.south-staffs-water.co.uk/media/4352/ssc13_demographics_report-1.pdf


https://www.ccw.org.uk/publication/water-matters-2025/
https://www.ccw.org.uk/publication/water-matters-2025/
https://www.ccw.org.uk/publication/water-matters-2025/
https://www.ccw.org.uk/publication/water-worries-affordability-research-2025/
https://www.ccw.org.uk/publication/water-worries-affordability-research-2025/
https://www.ccw.org.uk/publication/water-worries-affordability-research-2025/
https://www.ccw.org.uk/publication/water-worries-affordability-research-2025/
https://www.ccw.org.uk/publication/draft-determinations-research/
https://www.ccw.org.uk/publication/draft-determinations-research/
https://www.ccw.org.uk/publication/draft-determinations-research/


 

https://www.ofwat.gov.uk/wp-content/uploads/2025/05/Cost_of_living_wave_seven.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2025/05/Cost_of_living_wave_seven.pdf
https://www.ccw.org.uk/publication/insights-into-incident-management/
https://www.ccw.org.uk/publication/insights-into-incident-management/
https://www.ofwat.gov.uk/wp-content/uploads/2024/12/Exploring_customer_service_experiences_of_customers_in_vulnerable_circumstances.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/12/Exploring_customer_service_experiences_of_customers_in_vulnerable_circumstances.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/12/Exploring_customer_service_experiences_of_customers_in_vulnerable_circumstances.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/12/Exploring_customer_service_experiences_of_customers_in_vulnerable_circumstances.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/12/Exploring_customer_service_experiences_of_customers_in_vulnerable_circumstances.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/12/Exploring_customer_service_experiences_of_customers_in_vulnerable_circumstances.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/12/Exploring_customer_service_experiences_of_customers_in_vulnerable_circumstances.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Walnut-Customer-Journey-Research-Report-.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Walnut-Customer-Journey-Research-Report-.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Walnut-Customer-Journey-Research-Report-.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Walnut-Customer-Journey-Research-Report-.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Walnut-Customer-Journey-Research-Report-.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Walnut-Customer-Journey-Research-Report-.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Walnut-Customer-Journey-Research-Report-.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Savanta-Customer-Journey-Pilot-Report.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Savanta-Customer-Journey-Pilot-Report.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Savanta-Customer-Journey-Pilot-Report.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2024/09/Savanta-Customer-Journey-Pilot-Report.pdf
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https://www.south-staffs-water.co.uk/news/new-sign-language-service-available-to-customers/
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https://www.thameswater.co.uk/media-library/home/about-us/performance/our-customer-research/vulnerability-march-2023.pdf
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https://www.ccw.org.uk/publication/insights-into-incident-management/
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https://www.south-staffs-water.co.uk/media/4419/ssc_-_social_tariffs_research_-2023-1.pdf
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https://www.yorkshirewater.com/media/vhslekvr/pr24-affordability-and-vulnerability-research-final-project-report-pdf.pdf
https://www.thameswater.co.uk/media-library/home/about-us/performance/our-customer-research/vulnerability-march-2023.pdf
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https://www.south-staffs-water.co.uk/media/4662/hard-to-engage-study-january-2018.pdf
https://www.south-staffs-water.co.uk/media/4662/hard-to-engage-study-january-2018.pdf
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https://www.ofwat.gov.uk/regulated-companies/vulnerability/paying-fair-guidelines/
https://www.ofwat.gov.uk/regulated-companies/vulnerability/service-for-all-vulnerability-guidance/
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https://www.south-staffs-water.co.uk/media/4419/ssc_-_social_tariffs_research_-2023-1.pdf
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https://www.south-staffs-water.co.uk/media/0u3f3jcl/vs2-vulnerability-strategy-demographics-analysis-and-future-forecasts-april-2025.pdf
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SSW CAM SSW CAM SSW CAM SSW  (count) CAM (count) Change (%) 

Blind 5,900 1,400 -0.10 -0.10 87.60 94.63 8,400 2,000 41

Chronic / Serious illness 209,200 30,300 3.00 -3.60 88.05 87.01 284,900 43,400 36

Chronic Kidney Disease 67,200 8,300 0.10 -2.50 99.98 99.99 86,200 11,300 28

Deaf/hard of hearing 3,100 700 -0.17 -0.17 n/a n/a 4,000 1,000 29

Dementia 10,600 2,000 -1.45 -1.01 81.47 83.61 14,800 2,900 39

Diabetes 123,400 18,400 0.30 -3.40 99.96 99.99 176,200 27,600 43

Disabled 196,000 40,500 2.90 -3.30 98.97 99.13 404,700 85,100 51

Pensionable age 150,000 35,200 0.80 -1.20 86.24 87.36 349,100 81,000 35

Family -  Young U5 65,400 14,400 1.00 -0.40 71.52 72.67 79,900 17,600 0

Hearing difficulties 144,500 34,300 0.00 -0.90 97.83 98.62 185,800 44,100 29

Learning disabilities 7,700 1,400 -1.60 -1.30 99.65 99.86 8,200 1,500 7

Mental Health Condition 197,200 40,400 1.10 -1.30 94.42 95.47 245,100 53,100 24

Partially sighted 38,400 9,300 -1.20 -1.40 92.46 5.72 51,600 12,500 34

Physical impairment / 

mobility issue
32,200 4,400 -0.10 -1.20 26.92 17.20 n/a n/a n/a

Unable to answer the door 113,700 18,600 0.90 -2.10 99.23 99.49 179,900 29,500 58

Unable to communicate in 

English
29,700 3,700 1.80 0.70 98.3 98.31 33,400 29,500 13

Unpaid carers 125,500 25,600 -0.70 -2.60 n/a n/a 145,100 29,600 16

Universal credit claimants 188,200 28,000 3.50 -2.30 n/a n/a n/a n/a n/a

Pension credit claimants 33,100 4,300 0.60 -0.60 n/a n/a n/a n/a n/a

Job seeker allowence 

claimants
2,300 300 0.10 0.00 n/a n/a n/a n/a n/a

Employment and support 

allowance Claimants
34,100 5,600 0.60 -0.30 n/a n/a n/a n/a n/a

Housing benefit claimants 42,700 8,200 0.20 -0.60 n/a n/a n/a n/a n/a

Polish speakers 14,500 4,200 0.00 0.10 n/a n/a n/a n/a n/a

Panjabi speakers 30,900 200 1.70 -0.40 n/a n/a n/a n/a n/a

Over 85s 32,800 8,100 -0.50 -0.60 n/a n/a 57,300 14,100 68

Living alone 163,500 40,600 -1.20 -1.70 n/a n/a n/a n/a n/a

Over 75s 122,100 28,200 0.80 -0.10 n/a n/a 188,600 43,600 51

W ater needed for religious 

practices
125,400 17,100 0.60 -3.70 99.84 99.89 n/a n/a n/a

PSR needs code 

Baseline estimate of PSR need 

(count)

Comparison to national 

prevalence (%) 
Curent PSR gap (%) 2040 projections (population)
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https://www.ofwat.gov.uk/regulated-companies/vulnerability/service-for-all-vulnerability-guidance/
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https://www.gov.uk/government/consultations/indices-futures-updating-the-english-indices-of-deprivation-iod-consultation/outcome/indices-futures-updating-the-english-indices-of-deprivation-iod-consultation-government-reponse
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https://www.gov.uk/government/news/new-reforms-and-independent-commission-to-transform-social-care#:~:text=Health%20and%20Social%20Care%20Secretary,independent%20lives%20and%20reducing%20hospitalisations.
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https://ageing-better.org.uk/our-ageing-population-state-ageing-2023-4
https://www.ons.gov.uk/peoplepopulationandcommunity/birthsdeathsandmarriages/ageing/articles/livinglonger/implicationsofchildlessnessamongtomorrowsolderpopulation#are-we-meeting-the-care-needs-of-the-current-older-population
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https://www.goodthingsfoundation.org/policy-and-research/research-and-evidence/research-2024/solve-digital-exclusion-cost-of-living-crisis
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https://www.south-staffs-water.co.uk/media/a4ibw5l2/ssc_-_social_tariffs_research_-2023-1.pdf
https://www.south-staffs-water.co.uk/media/a4ibw5l2/ssc_-_social_tariffs_research_-2023-1.pdf
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