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Only 1 participant
does not want to be
recontacted to take

part in any live online
groups that are
conducted
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Please bear in mind this is

qualitative research:

« Those who participated in this
research ‘opted in’ to the process
It could be that those who opted
into the process are different in
some way than other customers /
citizens.

. Itis also important to note, whilst
polling results have been reported,
qualitative research is not intended
to be statistically reliable and, as
such, does not permit conclusions
to be drawn the wider population.

- Quotes have been included to
illustrate particular viewpoints. The
views expressed do not always
represent the views of all those
who participated. Cambridge
quotes are shown in purple and

£ sswin yellow.
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Transparency and

engagement
to understand

context for and
impact of any
proposed changes
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Rationale for support
and concerns
outlined are similar
to those found in the
Sept 2021 WRE Club
customer research
project
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South Staffs Water
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# #
Minimise the demand for water as quickly as
possible — by picking up leaks and people using — 5 2
less
Prioritise customer requests for a meter 7 6

Minimise the cost of the programme - 3 6
Prioritise FULL AMI smart metering n 1 3 _

Minimise disruption to people/communities H 4 3

0 2 4 6 8 10 12 14 16 18 20
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u Fouth preference ® Fifth preference 0p-
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Cambridge Water

Minimise the demand for water as quickly as
possible — by picking up leaks and people using
less
Prioritise customer requests for a meter

Prioritise FULL AMI smart metering

Minimise disruption to people/communities

Minimise the cost of the programme

0 2 4 6 8 10 12 14 16 18 20

m First preference m Second preference = Third preference m Fourth preference m Fifth preference
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Minimising demand as quickly as
possible

«  For many it is simply logical to start
in areas where metering will have
the most impact

- Supports what participants
understand to be the key reason
that is driving the consideration for
universal metering - the need to
reduce demand

Prioritising customer requests for
a meter

Customers thought to be more
ready to reduce consumption if
they actively request a meter

Point out that these customers are
not already on a meter and
therefore they will go on to use
10% less water

Believe that willing recipients of
meters are more likely to promote
them to others

community

research

Minimising the cost of the
programme

Need to focus on costs now to
ensure that bill increases are kept
to a minimum. People are already
concerned about the rise of energy
prices

Wary of giving SSC a ‘carte
blanche’ on cost. Even those who
don't select cost as their key
preference do want to know that
costs are being considered
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Minimising disruption

«  Most are happy to put up with
disruption as they believe the
benefits of getting people on
meters are worth it

. Disruption is an inevitable part
of the change process

«  However, it was recognised
that disruption may be an issue
for the wider community

community

research

Prioritising FULL AMI metering

Will ultimately reduce disruption as
only have to fit the meter once (no
need to go back and add an extra
piece of kit)

Makes sense to start implementing
the long-term vision for metering
straight away

Welcome more regular/accurate
metering readings. Seen as an
advantage for those who currently
have their meters read less
frequently due to access issues

BUT this option divides opinion and
some do not see a great need for
AMI meters
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Fitting meters that are smart for all
the customers who don'’t have a water
meter at all at the moment (9)

....
........................

Upgrading (retrofitting) the meters of ==
those customers who have an older 3 (f"'

version of a water meter (1) ®
As part of the Quick
Quiz participants were No answer

told that after a
period of five years of |
having a meter
households are only
using 5% less, on m Cambridge = SSW
average, than they
~ were before they had |
a meter
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voF Customers were told
............................................................................ that 320/0 Of water
e . meters are over 15
years old and made their
J # 4 own judgements about
t + - what this might mean
#$ T for reliability and
accuracy of meter reads
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Price cap

Most welcome the idea of a price cap and
believe that 25% sounds fair

There is little appetite for a price cap to
stretch beyond 2 years and most cite 1
year as a reasonable timeframe. They
believe this is sufficient time for
customers to monitor and change their
water usage

Although several suggest that the price
cap could be phased out over a period of
time to protect against bill shock.

One or two are against a price cap and
suggest that if people wish to have a
lower bill they should simply use less
water

89:

TN

%
$ n
%
0:%
$ ;"

0: %
% : 0O

4
%

Tariff to incentivise behaviou
change

There is a widespread call for all (
metered customers to be offereda 44
tariff to incentivise behaviour C %
change

This is regarded as the fairest
approach as well as an opportunity
for SCC to further reduce demand
amongst metered customers

Several make further suggestions -
pilot it first with those who ask for it
before offering it more widely;
consider different incentive levels -
i.e. to further support vulnerable
customers
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The property switches to a
metered charge after a set period
of time

. !ﬁ +
The property switches to a y\ " <
metered charge when someone ﬁ i +
new moves in 4 .
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In SSW 11/20 think it
should be the tenants’
decision and 7/20 think
it should be the
landlords’ decision
.~ In Cambs 11/20 think it
should be the tenants’
decision and 6/20 think
_jt should be the landlord
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The need to protect
vulnerable customers came . # x 3
out strongly in the Theme 1
research — it is slightly more
tempered this wave,
perhaps because of more
- pressure on incomes and
because we gave further
details of how possible
schemes may work
-0
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Cambridge Water
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UNIVERSAE
METERING
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South Staffs Water
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WITHIN 25 WITHIN WITHIN 10
YEARS 15 YEARS YEARS
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The Sept 2021 WRE
Club customer
research also found
that participants
preferred a
5-10 year target
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ccept a small bill increase

to have universal metering

: , ’ completed ahead of 2050.
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Those that support
the move are
generally willing to
contribute towards
the costs —
although warn that
there is a limit to
how much this
would be
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Those that don't
support moving these
customers onto
meters also do not
believe that it is fair
to be asked to pay for
the move (given they
perceive little

benefit)



Amongst our 8 SMEs

A# o # # F 4 Quarterly
1 x 6 monthly
2 x Twice monthly
1 x weekly

Does not really differ
from the wider trend

Reflects why prioritising
FULL AMI metering was
generally not the
preferred option for the
roll out of universal
metering - Participants
do not appear to
perceive more frequent
information to be of
great value



+

+

+ NN(

+

-+

...................................
....................
o

B
wst
............................

........
o

E] B
o wesmsamssmssmsEEEERs

..................................
P L kb ]
Ty

B
wes
..............................



x

8!

++

++

++

8!

OA

0&



) + + # # 2 + o+ *
(
- 8 # 4+
#
+ (
e A# # o+
+ <

+ + # ++ 4+




0%






++

00






02



P#

++

4 O

#

)

#

+

%&'%

++ F.

The Sept 2021 WRE Club
customer engagement
also found that transfers
make intuitive sense but
identified concerns that
they are:

+ Expensive
- Energy intensive
« Not along term

solution
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Views about water , +
transfers to do not change i
substantially upon hearing
about local context.
However, environmental ”
concerns have become
cemented and the number + +
of proposed transfers has + * + (

made some Cambridge
participants feel vulnerable
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Mean scores out of 5

(%

(%

-3

-3

0(&

_(O




++

[+

++

##

—+
+

10




At # NN(
+
(¢ #
)
+ #
)F
*
#
9 *
# + +
#
* + +
F

A#

++ #

++

[+

11



8/ # # # #H

++
v ' R : + # o#

e,
0

%

e
o

#3$ : # +

..................
.................................................

%

There is a general
sense in Cambridge,
more so than in SSW,

that water transfers %

are an agreement
between two parties

— in good times and

bad.
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Sessions ran for 3 Although a wide
hours and were range of All breakout
held on Zoom. A organisations were sessions moderated
combination of invited, the by Community
presentations in roundtables did not Research and
plenary and smaller have a completely attended by
representative mix members of the
WRMP team

group discussions

of organisations
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Although a wide
range of
organisations were
invited, the
roundtables did not
have a completely
representative mix
of organisations
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