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Key events since Summer 2021

Cost of living crisis impacts felt by public

Water related COVID-19 related Economy related

A water .
company i Poliovirus
fined for CRIIEN detected in
: fined record North and East
causing 5
f London sewage Record temperatures in
traffic chaos el ife
ith dumping o o England (40.3 degrees
wi i A water company ussian invasion o A s
" sewage in isi y " water company elsius)
unauthorised sega ;‘fel c”;'srftHGV fined forillegal Ukraine (affecting fined for drinking
roadworks i) sewage discharges gas supplies) oLl offonca

Jun 21

Jul 21 Aug2l Sep21 Oct2l Nov2l Dec2l Jan22 Feb22

All sectors now

open (including Storm Arwen

nightclubs) Polluted rivers in
England make the All Plan B measures
Water LELE lifted

companies

il e Gas market prices began

sewage kills a steep ascent to record Multiple energy companies
thousands of highs went bust

fish

Significant Covid- 19 social and economic impacts felt by public
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Aug 2022

Mar 22 Apr22 May22 Jun22 Jul 22

Some water companies /

announce hosepipe bans

Storm Eunice

Environment Agency data shows
sewage monitors are faulty at
some seaside spots in England

and Wales

UK inflation rises to 10.1%
(first time above 10% in 40
years)

|
Ofgem announce price cap
will be updated on quarterly
rather than 6 monthly basis
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Range of priorities generated - now and future

NOW

Above and Beyond

Smart meters

Incentivesand tools to save water
Additionalenvironmentalprojects
Sponsorship/grants
Communityinitiativese.g. waterfountains

Enhancing

Environmental responsibilities

Choice of meter

Good website

Waterconservationat home and outside
Waterusageinformationand control
Educationin schools
Ongoinginnovationof infrastructure
Addressinglimescaleissues

Hygiene
B Waterquality
B Continual supply for everyone and pressure
B Minimising leakage through repair
investment
Affordablepricing and support for vulnerable

|
B Efficientcustomerservice (if need)
B Good communicationduring outage

and

FUTURE

Enhancing Plus

Roll out meteringprogramme

Guaranteelong term sustainability
Smarter,dynamicpricing basedon time of usage
Better website/appprovision
Competitivemarket

Carbon neutral

Addressingclimatechange
Rainwaterharvestingprojects
Accessiblecommunityincentive schemes
Monitoring of aquiferhealthand watersources

Enhancing

Hygiene

Alcent
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) 3 + 3
Scenario 1 Scenario 2
Tomorrow’s generation of Today’s generation of customers
customers pay more towards start paying today for future
; resilience to supply

future resilience to supply

INVESTMENT INVESTMENT

TIME
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Concerns — highest to lowest (Jan-early Feb 2022)

| MCDAstud

Top 3 box

Future gas supplies and prices
Covid-19 pandemic continuing
Level of pollution - e.g. air, water
Future water supplies and prices
Reducing carbon emissions
Poverty and inequality
Unemployment levels

Flooding
# 5 "+
8 7 B C
>
7 # # 8 #
8 8 7 "
1 ’
/ 1

59%
47%
42%
41%
36%
35%
26%
20%

Mean

7.6
o2
6.7
6.9
B2
6.5
6.0
5.1

Concerns — highest to lowest (late Feb — late Mar 2022)

| Themel&3

Future gas supplies and prices
Future water supplies and prices
Poverty and inequality

Level of pollution - e.g. air, water
Covid-19 pandemic continuing
Level of carbon emissions
Unemployment levels

Flooding
8 78 # 2
1 89 #
9
8 AGS8 7
7T #@ 7

Top 3 box

70% A
49% A
41% A
41%
8% Y
35%
29%
21%

Mean

8.2
2
6.7
6.8
6.4
6.6
6.1
5.2

Sig higher or lower than last

& v vaave Jan-early Feb 22
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Levels of ambition:
Around half of customers opted for level 2, and about a third chose level 1. Significant more customers in SSW chose
level 1 when compared to CAM. No sig differences between HH and NHH

3 levels of Ambitions

34% - E Sig higher among: DE (41%); unmetered (39%); Don’t bother me (55%), E
Level 1 29% T oommomooooomoomooooomoooooooeos
36%

5
Level 2 53%
50%

15% P e e e T .
Level 3 - 18% —— | S8 higher among: Metered (18%); Engaged Loyal Carers (27%) ]
14%

mTotal mCAM mSSW

Q52. There are broadly three levels of environmental ambition that could go into SSW/CAM plans. Which option would you prefer SSW/CAM toimplement: Sig higher or lower than at least one
(n=1,180, CAM: 293, SSW: 887) v attribute in the same category
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Current service level: Once every 40 years

Level of service for Temporary Use Bans

They should bring one in every time there _ o9 | Sig higher among: 65+ (62%)
is a long period of dry weather and not... i

More frequently than once every 20 years ”
g 17%
—more likely than now

Once every 20 years — more likely than
5%
now

Once every 30 years — more likely than I =
%

now

i
Once every 40 years — as now . 5% i
]

Once every 60 years — less likely than now | 0%

Less frequently than ence every 60 years —

less likely than now
} 1 H . ala 0/
Not sure - S i__5_|_g higher among: Female [20%)
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ACcent

Current service level: Once every 20 years

Level of service for Temporary Use Bans

They should bring one in every time there
is a long period of dry weather and not...

Meore frequently than once every 10 years
—more likely than now

Once every 10 years — more likely than
now

Once every 15 years — more likely than

now

s Sig higher among: DE (20%); Male (14%)

=
|
|

Sig higher than S5W (5%)

.
a I
.
.
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Once every 30 years — less likely than now I 1%

Once every 40 years — less likely than now 1%

Less frequently than once every 40 years —

1%
less likely than now I N

Mot sure - 13%

Q32. What level of serv

e for Temperary Use Bans would you want CAM to plan for in the future? CAM: 253
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m HH & NHH combined

m Households (HH)

m Mon-households (NHH)
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SSW REGION: HOUSEHOLDS AND NON-HOUSEHOLDS
38
Reduce leakage by 50% by 2050 I 3 ai
Reduce water use through education and advice I
Recycle or ‘re-use’ water at homes/businesses I
Recycle or "re-use' waste water indirectly I
Increase the size of existing reservoirs I
Reduce water use through universal water metering I
Take more water from under the ground I
Transfer water in from other regions I
Impose regular restrictions on customers' use of water I
Take more water from rivers I
o 5 10 15 20 25 30 35 40 45

30

Base: Households=661; Non-households=76 (weighted)
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CAM REGION: HOUSEHOLDS AND NON-HOUSEHOLDS

Reduce leakage by 50% by 2050

Reduce water use through universal water metering

Build a new regional storage reservoir

Reduce water use through education and advice

Recycle or 're-use' water at homes/businesses

Transfer water in from other regions

Recycle or 're-use' waste water indirectly

Take more water from under the ground

Impose regular restrictions on customers' use of water

0 5 10 15 20 25 30 35 40

® HH & NHH combined M Households (HH) H Non-households (NHH)

45

36 Base: Households=226; Non-households=52 (weighted)
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Support Significantly lower in:
- Severn Middle Worcestershire (30%),

- 18-34 (41%),
Total - Female (43%),
47% - Unmetered (23%),
- (Caring but Time Pressed (31%) & Don't bother me
(33%).
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TNe water goes OIT as a resuit or @ Mains Durst
- Support for customers in vulnerable situations who
need financial support and/or extra help to
access services

- Addressing the impact of climate change, including
planning long term to meet future demands — to
make sure water always comes out of customers'taps

« Addressing the impact of limescale caused by
hard water

- New generation of low water use, smart

products and services — e.g. no flush toilets,
systems that can predict usage to help
lower consumption
Going above and beyond - Providing customers with more information on
- Volunteering scheme for staff to support community their water supply —eg. the health of water
initiatives, sponsorship/grants for community organisations sources, including how full reservoirs
- Running community initiatives — e.g. planting trees, working in and underground sources are
partnership with local businesses to support community
projects

Engagement and COVID-19: While these responses received
during 2020 and 2021 reflect the impact of the pandemic on
society and themselves, customers were also able to look past
these impacts into the future to provide a balanced view.

Note: The insights summarise feedback from ten in-depth
focus groups with 44 household customers from all walks

of life and five one-to-one interviews with customers in
vulnerable situations in October 2020, with a further four focus

groups and five one-to-one interviews carried out in May 2022.
Customers from different sized businesses also took part. Since
December 2020 to May 2022, a representative set of 1,500

household customers have completed an in-depth survey to

validate the results. When reviewing these insights, please bear A

in mind that some customers will put greater priority on
specific areas compared with others. So this is a combined view
of the areas on where customers place the most priority.

The bold text represents those priorities that have become more important to cust s since 2020.
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