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The WRAP programme Egsmegwycnﬂty
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( Set up 1( Fieldwork ][ Analysis & Reporting |

Theme 1
Strategic Choices
2 week online forum

5

Comprehensive WRAP design
kick off and
meeting recruitment

)

Theme 2
Decision Metrics and Weights
Online focus groups

Deep Dives pg-caﬁgil
1 week online forum GGG

Theme 4

7 4 #3#%8 )

(
9 )

Development
- Analysis of outputs

for each
theme

Final choices, acceptability
Online focus groups
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CAMBRIDGE
O vl
> South Staffs Water COMPANY
' Only 1 participant
. %%$6 doos noSail 2
) 0 ) /& COntinue in the
e : WRAP. Future
T customers less likely

to want to take part
in live groups than
other participants.

Having their say, the

mechanics of the forpm |

and the support provided |

were all rated highly. | (8
Most were particularly ' 9

positive about the
animations and
the quiz. | : 1

e
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Please bear in mind this is g

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.
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Future customers
Were not asked these
questions. Numbers
represent mean
average scores
amongst current
Customers and SMEs

Scores are indicative,
but similar to Accent
Priority Tracker
research where
Satisfaction was 7.96
and VFM was 3.94
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I don't pay much attention to how much water &= -y
( I /my household / business uses m m P 9

South Staffs Water EVAI' E R
(’ kel Al i o 7 Y 10
'much I/my household use. m T

. Dl 1 South Staffs Water
( I believe that water companies should be run
o On!y tap water as not for profit organisations or Government q 5 16
organisations
1 B
4 Malnly tap water Water is precious and we all have a a 21
responsibility to conserve it
Occassionally tap water
m Disagree m Neutral = Agree
13

15 Bottled only
I don't pay much attention to how much water 1 LYY Y 4 9
/my household / business uses mmm

J |
In this country there’s plenty of water to go o0 o o0 o4

_ In Cambrid‘lge a hlgher cAliBRInGE around, so I tic’m't \;Tvorryr:mllgh about how much N m 2 11
. . - : my household use.
WRAP members proportion of WRAP WATER
in Cambridge are | rptembers claim to pay caE
i da ention i I believe that water companies should be run as
mo.re hkely tO be use A h 'EO the'r Wat.:er not for profit organis_atigns or Government Vel 7) (¢
drinking only or ' ; Igher proportion organisations
mainly tap water. ., 3Iso disagree that
‘ there’s plenty of water
t ’ Water is precious and we all have a responsibility 5
" 0 go around’, to conserve it ql i
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South Staffs Water mﬂd{,ﬁe
I make a conscious effort to eat more sustainably - QQQQQQQQQQQQQQQ’Q 17

e.g. less red meat/dairy

= Very important I actively stay up to date with the latest Q’QQQQQQ &
74

environmental news/research

2
Important
I actively encourage friends/colleagues to be more QQQQQQQQQQQQQ 13
environmentally conscious 5
Neither important nor
unimportant I have lobbied polticians and/or signed petitions on Q,QQQQQ,Q 9
14 environmental topics 4
Not important e
Iam involved with helping a national or local 0 South Staffs Water
51 ) ) initiative(s) to protect and improve the environment 2
) D ( : : 0 5 =
. Iam an active member-of an environmental / ;’l;ﬂjﬁgﬁ‘
} ‘ conservation group 0 COMFANY

888 -

None of the above

Whilst protecting the .. and this transiates i
environment is | lnto higher levels of
MR s caimed pro- L ————————
all, strength of environm e .
feeling on this point behaviours in tﬁgt?a:st 1 %% ## ) %. # ,
is greater in ' months. . ) 5 (5 ) ) .
Cambridge. | .

B
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South Staffs Water

CAMBRIDGE

WATER
COMPANY
= 4
3
2
I 11 1
0 [ B
Declne or Noise  Frequent Extreme
extinction pollution droughts rainfall
of plant and leading to
life shortages floods
of water
resources

Air

pollution amount of down

) & ) (
&

Growing Chopping Building Decline or Pollution Pollution
on green extinction of the sea of rivers,

waste  forests and  of animal lakes and
natural life ground
spaces/ water
green belt
land

15
13 13
12
11
10
9 9
8 8
6 6
5
4 4 4

Plastic
pollution

16
15

Global
warming

community

research

Cambridge members
also more likely to
express some
concerns, with only
‘extreme rainfall .
leading to flooding’ of
concern to more
South Staffs ;
members.

Global wa‘rming and
pollution are most
frequently cited
concerns in both areas,
This aligns with recent
résearch for Consumer
Council for Water.
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Mean where 1= Q ?
high priority, 2 = South Staffs Water ) L) &
medium priority and 1
3 = lowest priority 1 ( 8
1)

Planning and investing for the longer term , 1.8 Reducing its own carbon emissions and waste , 1.7
Reducing its own carbon emissions and waste, 1.8 Planning and investing for the longer term , 1.9
Keeping bills as low as possible , 1.9 Looking after vulnerable customers , 1.9

Giving excellent customer service, 2.0 Keeping bills as low as possible , 2.0
Looking after vulnerable customers, 2.0 Helping customers to use less water, 2.1
Reducing leakage , 2.1 Schemes to lower water bills for those struggling, 2.2
Helping customers to use less water, 2.3 Giving excellent customer service, 2.4
. )#) 8 ) 9
’ &7 ) ) 1 (
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Mean
scores out
of 10
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Mean
scores out
of 10
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Most said they
found it really
hard to prioritise
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Any restrictions
only acceptable at
all if vulnerable
customers and
employees of non-
essential
businesses are
protected (akin to
furlough scheme)

o 3
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Most believe
restrictions should
be applied at a
regional (or
national) level
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Most agree with the
proposed Environment
Agency target but some
uncertainty about what
is realistic
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Leakage is a clear priority:

AS Ff;;irf:srity of participants 2) 1 #$,$
1. Clean water is a precious resource aneously mention P #$%.3%
; 3%/
and loss through leakage feels cost — no clear pattern D
‘wrong’ pta)ut shc_éjhtly more bill )
yers (as opposed
2. Itis assumed that the issue will be future customers) antdO )1 3
exacerbated by population growth. SSW customers !
3. Technological advances will help
achieve targets — many mentions
of this as a justification for &
expectations.
4. Little evident concern about
associated disruption.
5. Educating consumers about
leakage from their pipes is key — ?7 )

some suggest incentives to tackle.
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............................................. . Appetite from nearly N B
i7 ! : two-thirds for |
greater speed to 1
P achieve target

-----------

----------
o

4 L. i Target of PCC of 2
6?@? ) & 80 litres per i1
6°@? C ) person per day :
6787 2 felt to be a step
. too far

.t
____________
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As well as support for action
on metering and tariffs,
widespread support for

customer incentives
(particularly free water
saving devices) and any
activity that suggests ‘we are
all in this together’
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Most liked the principle
of people paying more
when they use over a

set amount of water, but
their agreement was
more conditional than
for compulsory water
meters. Only 2 in each
region rejected outright
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Half of the
participants put
these (three most
popular choices)
in their top three

options
5

)
) &%) )
) ( 6

) 8

The number shown =
the number of times
this option was placed
in WRAP members’
top three choices.
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The number shown
= the number of
times this option

was placed in
WRAP members’
top three choices.
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d side

or many, deman

Eptions were prefer_red and
seen as the first choice.

S:

They were seen a

. »éiost effective

«  Common sense

«  Environmentally sound

-BUTPotentially difficult for
businesses and large
families.

« Reliant on behaviour chiing
/ education, so uncert?_ .so
« May cause resentmen

requiring 909d
communication.

€mphasis on in

might lead to further waste /
taking water for granted,

Increasing supply is

Sécondary option Or even last
resort for some,

Others see this as inevitable to
meet long term challenges and
call for g balance between

demand and supply side
Options,

Cost, énvironmenta| impact

and disruption are cited as
concerns,

Questions whether tog much

Creased supply



) &

Again, many saw demand side
options as the first choice, but
there was a strong call for a
balanced plan.

Recognition that demand side
options might not be sufficient,
on their own, to allow for the
needs of an increasing
population.

There is a limit to how far these
can solve the problem.

Si;wecreasing Supply was again
= N as a last resort, but one
! at may well pe Necessary to
ater for longer term heed

Some stron
g concerns
;xp(essed about the Scale of
e_mvestment and the
€nvironmenta| impact
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Fairly widely mentioned.

Discussed shortages & droughts,
supply side issues (e.g. changes in
rainfall from climate change,
leakage, groundwater depletion) &
demand-side (€.9. increased water

use in hot weather, “thirsty” crops.)
Tended not to be seen as an
immediate concern.

Other issues raised: flooding,
and loss of habitats &
species.

A few participants (mainly in
South Staffs) admitted little
knowledge of water
environment problems or
little concern about them.
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All agree that water
companies have a role
to play.
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Level 1 received no 8 1 8 &

support in Cambs
and hardly any in
South Staffs.

Very few mentions
- seems to have
been barely
considered.
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A few questioned video
content (e.g., as their
bills were higher) or
said the question was
difficult to answer (e.g.,
because they pay water
and wastewater bills
together).




Mean
scores out
of 10

+.0

Participants more likely to
accept bill increases for:

« Installing more water
meters
« Working to educate
customers
« Reducing leakage
« Actions to protect the
environment (particularly
Cambs)



Reasons
for strong
support

Reasons fovr
less suppovrt
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Mean
scores out
of 10

&)

Only 3 people in Cambs
indicated more than 5.

6 people in South Staffs
did so and a few were
firmly at the opposite end
of the scale.
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Mean where 1=
high priority, 2 =
medium priority and
3 = lowest priority
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Mean where 1= s @
high priority, 2 = !
medium priority and
3 = lowest priority 1
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Mean
scores out
of 10

) ) %6,

<)

Views on the principles had
changed in both areas, but not
markedly. There was a small shift
towards:
« Long term planning over
keeping bills low (both areas)
+ Looking after the natural
environment over human needs
(in SSW)
Those who directly benefit from
investments paying more (in
SSW)
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Mean
scores out
of 10
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Views shifted in opposing directions
with regard to education vs.
management to reduce
consumption; with those in
Cambridge moving towards stronger
management measures.

South Staffs customers moved in
favour of spreading costs equally
amongst all customers.
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