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The WRAP programme research

[ Set up ][ Fieldwork ]{ Analysis & Reporting ]

Theme 1

: Strategic Choices
Comprehensive WRAP design e
kick off and
meeting recruitment

Theme 2

Decision Metrics and Weights Development

of outputs
for each
theme

Analysis
Theme 3

Deep Dives Detailed

1 week online forum  (CILLY

nght Follow up review of Themes 1 & 2
touch

Online focus groups =
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SSw Target Status SSwW Target Status SSw Target Status SSW Target Status
Metered 239 265 Female 291 275 AB 97 136 16-34 108 92
Unmetered 331 271 Male 279 215 c1c2 291 203 35-49 171 124
CAM CAM DE 182 129 50-64 143 147_
Metered 274 297 Female 190 196 CAM 65+ 148 127
Unmetered 106 96 Male 190 193 AB 133 151 | CAM |
ClC2 182 121 16-34 68 49
%.8 Bill Payer Status @ DE 65 100 35-49 118 82
th 50-64 103 122
Total Target Status SSW Target Status 65+ % 139
Bill payer n/a 965 Panel 300 281
Non payer n/a 33 SSC 300 312
CAM
Type Panel 200 190
SSC 200 281
Total Target Status
HH n/a 887
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About South Staffs Water
V)
37 * Serves 1.3 million people across 1,500 km?
* Supply approx. 562,000 homes and almost 34,000 business
properties
*  Supply 305 million litres water per day
* Drinking water comes from 2 surface water sources (River
Severn and Blithfield reservoir) and 19 underground water
sources
* As a household customer, you can’t choose which company
supplies your water
+ The amount of money that will go to shareholders between
2020 and 2025 is 2% of the bill
Around 1.7 million people  * Merged with Cambridge Water in April 2013
depend on South Staffs *  Employ approximately 440 staff in Walsall and Cambridge
Water and Cambridge «  The South Staffs Water region has recently been classed by the
Water. The amount of government as ‘seriously water stressed’. This means that there
water they use every day is a high risk of the amount of water available not being able to
is the same as two million meet human demand.
full baths
South Staffs Water’s and Cambridge Water’s Responsibilities
Water supply for customers Customer facing activities
W Taking/collecting water ~— = Eead me;cers:_tli:fy OSf Cutsr:g;“?frs @
: Pt ave meters in the Sou affs
from the environment P region/75% in Cambridge
B Transport water—through 8,622km of B Send out bills: including offering an
pipes, powered by 113 pumping stations _ online MyAccount service
=
B Customer service: handle
B Operate 41 water treatment works °- hundreds of queries every day <
through e-mail, phone, website, N,.
B Maintenance, repairs webchat, APP, social media, letter, ao»
and renewals of all these assets 5 SMS texts (@)
| :
B Delivering water to customers’ premises f\ Eﬁtsl;irs:grgwthhSli’s)cg\ﬁrtzglgitl)lg
and fitting water meters fité and assist when needed over =
49,000 customers who need extra E
B Protecting and improving the natural A help accessing their services—e.g.
environment by working with landowners e” supplying bottled water in the $
. I . event of people losing their supply,
i.e. wildlife, trees, plants, rivers and or visiting a Community Hub.
streams
26 3% ,'312 , 781 (- -« 0 9((



South Staffs Water’s Water Resources Management Plan

South Staffs Water is developing its In their planning, South Staffs/Cambridge Water
Water Resources Management need to think about options to make the best use of
Plan the waterthat they have and alsooptions to provide

more water. As part of this they need to think about
The next plan covers the next 25 questions like:

years up to 2050 and has to be

updated every 5 years. Is it what customers want them to do and what

will the impact of their decisions be on customers?

This sets out: How much will itcost and what impact will this
- how they are going toprovide a have on customers’ bills?

secure and reliable supply of water

for customers Will itimpact the environment?

- and the measures it will take to
protect the water environment from Will it give them thewater quality needed?
damage — such as lakes, rivers,
underground water stores called ‘ Will it give areliable supply over the longterm?
aquifers.

South Staffs Water’s Water Resources Management Plan

South Staffs Water also South Staffs Water is not responsible for South Staffs Water also They produce a plan
has to develop a Drought taking away your wastewater or sewage. work with other water at a company level
Plan which outlines what That is handled by Severn Trent Water companies and but also need to fit
the company and who also develop a plan about how they organisations who have into a regional plans
customers will do in handle and treat waste water to protect an interest or who will for the West of
situations when there is water sources like rivers and also prevent be affected by England and Wales to
not enough water to flooding from sewers. South Staffs Water decisions, for example ensure their water
meet demand for all support them in that work and have their local businesses and resource plans are
human activities — such own catchment management plan where environmental joined up with those
as during a long period of they work with farmers and other land organisations. of other companies.
hot weather with no or owners to protect water sources from
little rainfall. pollution run-off.

South Staffs Water is facing a number of big environmental challenges in the

* Increased demand for water due to: * Reducing carbon emissions to combat the impacts of
* population of the region being forecast to global warming.
increase by 18% by 2045
* property development— 125,000 new homes * Reducing the amount of bad plastics (e.g those that
are expected to be built by 2045. are not fully recyclable) used in business operations.

»  Changing rainfall patterns |leading to higher risk of * Educating, informing and helping customers to use
flooding or longer periods of d| ht - climate less water and reuse more . The COVID-19 pandemic
change means that we are forecast to have drier means water use went up 9% in total in 2020/21,
summers with 50% less rainfall and wetter winters compared with the year before.
with 30% more rainfall by 2080s. The last hose
pipe ban in this region was in 1976. *  Protecting the water environment: some of the water

taken from rivers and underground sources for human
= Further reducing leakage from pipes — currently needs could lead to a deterioration of the
around 20% of treated water is lost to leaks each environment.Currently, only 16% of rivers in England
day, which is about the same as the national are classed by the Environment Agency as beingin
average. 7 of every 10 litres is lost from leaks from ecologically good condition- i.e. healthy and able to
the company’s pipes and 3 out of 10 from fully recover if damaged.

customers’ pipes.

All whilst balancing the need for affordable water bills and ensuring the longerm

resilience of services to meet these challenges Afcent
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The Water Cycle 1. Heat from the sun

evaporates the water

South Staffs
water is not

8.Severn Trent Water
puts the clean water is
put back into rivers

2.The water vapour
condenses to form tiny
droplets, which makes
clods appear

responsible
for steps 7
and 8

3. Rain falls
from the clouds

7. Dirty water is taken
to a wastewater
treatment works by
Severn Trent Water

6. South Staffs Water
pumps treated water to
houses and other
properties, e.g.
factories, farms, offices

4. Water is collected and
stored in reservoirs, or
filters naturally under the
ground into aquifer.
South Staffs Water then
pump it to treatment
works

5. South Staffs Water
treats water at their water
treatment works

% > |< |> |> n 1 > |>

Reduce leakage by 50% by 2050

In 2020-21 leakage was 65.5 million litres per Relative cost
day, or 26 Olympic swimming pools. Leaks can o o o

occur on the water company’s pipe network

—H Carbon
(70% of the total) or in pipe found on
customers” homes (30% of total). Methods used Flood risk
to reduce leakage include; preventing leaks,
raising awareness of leaks, locating leaks and Human and social wellbeing ’

mending leaks.

Habitats for native wildlife and plants

River flows and water quality

Key: Impact on water resources available ‘ ‘ ‘

This is the cost to South Staffs Water but will impact on customer bills further down therdértd uBheigns shown, the higher the
cost and the greater the likelihood this will impact on customer bills

The amount of increase in each measure the option will./Eseritdre greermplus signs, the more the positive impacts or reduction in
negative effects!
The amount of reduction in each measure this option will resuftdre Fhdninus signs, the more the negative impact orincrease in
negative effects!

‘ The more water drops shown, which are coloured blue, the more effective the option is at providing the amount ofovaéetneeded
future demand

26 3% ,'312 , 78! I R (¢
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Recycle or  Recycle or
Transfer | Take more Increase | ‘re-use’ ‘re-use’ Reduce
water in | water from | Takemore | thesizeof | water at waste | leakage by
from other | under the |water from | existing = homes/ water 50% by
regions ground rivers | reservoirs businesses indirectly 2050
Relative cost o0 00 00 000" 0000 000" 000
e e e ® Noimpact | @ ° o
Flood risk No impact No impact (-] [+ ] No impact No impact [+ ]
@ e | owpser | Nompsr @ e e
Habitats for nativ
‘”;!'!":1:':,"!’: o . . . . No impact No impact [+
River flows and water
S5~ lo0e0le000/e8cclosec/seecoseclece
Impact on water
racucmatae OO0 (000 (000 |64 E} (Y (Y Y}

Key:

> > <
R}
1
Reduce Impose
Reduce | water use regular
water use | through | restrictions
through universal on
education water customers’
and advice| metering use of water
o0 0o 0
(] (] (]
No impact No impact No impact
o 0 )
o © ©
© (] (]

This is the cost to South Staffs Water but will impact on customer bills further down thedértd uBheigns shown, the higher the
cost and the greater the likelihood this will impact on customer bills
The amount of increase in each measure the option will./Eserttére greemlus signs, the more the positive impacts or reduction in

negative effects!

The amount of reduction in each measure this option will resuftére Faeminus signs, the more the negative impact orincrease in

negative effects!

E

demand

Which option would you prefer, A or B?

>0
09 G,

The more water drops shown, which are coloured blue, the more effective the option is at providing the amount ofovatetfetded

<
9

IV BT

River flows and water quality

Carbon emissions

Flood risk
Human & social wellbeing

Habitats for native wildlife and plants

Your annual water bill

Moderate positive impact
No impact

Moderate negative impact

Moderate negative impact

£158.40 per year
(£38 40 more than now)

O

Option A

No impact

No impact
Moderate negative impact
Mo impact

£139.20 per year
{£15.20 more than now)

O

Option B
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Which option would you prefer, A or B?

River flows and water quality o
Carbon emissions o No impact

Flood risk o

Human & social wellbeing o Moderate negative impact

Habitats for native wildlife and plants i

No impact

Moderate negative impact

Moderate positive impact

Your annual water and sewerage bill 4% more than now 0.5% more than now
®) O
Option A Option B
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| @ Meter Status || % Gender || m9 Social Grade || g Age
SSW Target Status SSW Target Status SSwW Target Status SSW Target Status
Metered 239 337 Female 291 364 AB 97 193 16-34 108 101
Unmetered 331 353 Male 279 279 Cc1c2 291 237 35-49 171 183
CAM CAM DE 182 199 50-64 143 203
Metered 274 270 Female 190 187 CAM 65+ 148 158
Unmetered 106 112 Male 190 185 AB 133 142 CAM
Not included: Prefer not to say/Refused Not included: Prefer not to say/Refused Cic2 182 116 16-34 68 61
) DE 65 103 35-49 118 86
‘eBiII Payer Status Sample Source Sample may not add up to total as some participant 50-64 103 100
e y f
cannot be classed as any SEG (future customers) 65+ 95 129
Total Target Status SSW Target Status Notinclude Prefer not to say/ Refused
:'” paver n/a 93748 Panel 300 407
O payer n/a SSC 300 285
| Type | Accent F2F 60 61
yp CAM
Total Target Status Panel 200 157
HH 1,000 1,028 SSC 200 229
NHH Min 100 152 Accent F2F 40 41
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About South Staffs Water

* Serves 1.3 million people across 1,500 km?

*  Supply approx. 562,000 homes and almost 34,000 business
properties

*  Supply 305 million litres water per day

* Drinking water comes from 2 surface water sources (River
Severn and Blithfield reservoir) and 19 underground water
sources

* As a household customer, you can’t choose which company
supplies your water

*  The amount of money that will go to shareholders between
2020 and 2025 is 2% of the bill

Around 1.7 million people
depend on South Staffs
Water and Cambridge
Water. The amount of

water they use every day

is the same as two million
full baths

+  Merged with Cambridge Water in April 2013

Employ approximately 440 staff in Walsall and Cambridge

The South Staffs Water region has recently been classed by the
government as ‘seriously water stressed’. This means that there
is a high risk of the amount of water available not being able to
meet human demand.
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