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SPECIFIC 
OBJECTIVES

QUANTITATIVE priorities explored through a maxdiff study 

conducted online with a representative sample of SSW and CAM 
customers

Explore any differences 

between uninformed/ 

informed priorities and 

qualitative/quantitative 

insights

This chart pack illustrates the year 2 quantitative insights

Provide a benchmark 

against which 

customers’ priorities 

will be tracked for both 

wholesale and retail 

services

Understand the 

customer impact of 

CV-19 and, from 

2022, the cost of 

living crisis



THE 
BRIEF

SSC have put together a programme of research to track customer priorities on a consistent and regular basis throughout 

AMP7. We are now in the second year of the tracker.
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• Desk research = Spring/summer 2020

• Qualitative research = September/October 2020

• Quantitative research = November 2020 to 

March 2021

• Design November 2020

• Fieldwork phase 1 = December 2020

• Fieldwork phase 2 = January 2021

• Fieldwork phase 3 = February 2021

• Analysis = March 2021 

YEAR 1 PRIORITIES TRACKER

REMINDER: WORK UNDERTAKEN 

throughout the first year AMP7

The research was undertaken in line with the requirements of the market, opinion and social research International Standard ISO 20252
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• Quantitative research 

• Fieldwork phase 1 = May 2021

• Fieldwork phase 2 = September 2021

• Fieldwork phase 3 = December 2021

• Fieldwork phase 4 = March 2022 

• Analysis = April 2022 

YEAR 2 PRIORITIES TRACKER

WORK UNDERTAKEN throughout the 

second year AMP7



YEAR 2 
CHANGES

511 interviews conducted in Year 1. Questionnaire and approach was reviewed on completion / prior to launch of Year 2
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• Including YouthSight panel members (future 

customers)

• Ethnic representation 

ENSURING A ROBUST APPROACH

SAMPLING
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• Attributes tracked:

• New attribute = accurate billing

• Merged = ways to connect and website

• Removed = meter installs 

• Last contact date added

• Permission to contact added

• Improved walk through GIF added to add 

comprehension of MaxDiff exercises

CHANGES YR1 TO YR 2

QUESTIONNAIRE



StatusStatusStatusStatus
TargetTargetTargetTargetSSWSSWSSWSSW

Year2Year1

45%50%42%Metered

51%46%58%Unmetered

4%4%-Don’t know

CAMCAMCAMCAM

68%75%72%Metered

25%19%28%Unmetered

6%6%-Don’t know

YEAR 1: 511 ONLINE INTERVIEWS / YEAR 2: 1,054 ONLINE INTERVIEWS
YEAR 1 TARGET 350 SSW/150 CAM YEAR 1: ACHIEVED 364 SSW/147 CAM
YEAR 2 TARGET 700 SSW/300 CAM YEAR 2: ACHIEVED 701 SSW/353 CAM

Quotas set to ensure sample is representative of customer base in each of the two supply areas – South Staffs Water and Cambridge Water

Final data set weightedweightedweightedweighted according to targets.  

AgeMeter Status Gender Social Grade

StatusStatusStatusStatus
TargetTargetTargetTargetSSWSSWSSWSSW

Year 2Year 2Year 2Year 2Year 1Year 1Year 1Year 1

46%46%51%Female

54%54%49%Male

0%--
Prefer 

not to say

CAMCAMCAMCAM

47%41%50%Female

51%59%50%Male

2%--
Prefer 

not to say

StatusStatusStatusStatus
TargetTargetTargetTargetSSWSSWSSWSSW

Year 2Year 2Year 2Year 2Year 1Year 1Year 1Year 1

16%14%19%16-34

18%14%30%35-49

9%45%25%50-64

51%27%26%65+

CAMCAMCAMCAM

15%17%18%16-34

20%21%31%35-49

10%10%27%50-64

46%52%25%65+

StatusStatusStatusStatus
TargetTargetTargetTargetSSWSSWSSWSSW

YYYYeeeeaaaarrrr    2222Year 1Year 1Year 1Year 1

28%31%17%AB

42%45%51%C1C2

26%24%32%DE

CAMCAMCAMCAM

49%52%35%AB

31%41%48%C1C2

14%7%17%DE

Weighting

Quality checks:

• Minimum completion 

time imposed

• Minimum time to review 

SSW/CAM information 

and attribute descriptions

• Straightliners removed

• Logic checks

Year 2 Source:

• Dynata: 480 (46%)

• SSC: 406 (39%)

• CAM: 125 (12%

• Youthsight: 42 (4%)

Year 2 Follow ups:

• 18% opted in to 

H2Online signup

• 60% requested a 

summary of results
Weighting applied to ensure 

consistency of samples 

between Years 1 and 2

Not include prefer not to say

Not include prefer not to say

Questionnaires

• Questionnaires and stimulus 

materials were added to 

Appendix
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This quantitative only covers Household customers This quantitative only covers Household customers This quantitative only covers Household customers This quantitative only covers Household customers 

(Current bill payers and future customers) because(Current bill payers and future customers) because(Current bill payers and future customers) because(Current bill payers and future customers) because: 

• A range of Non-household customers have been covered in 

the qualitative stage of the research to understand their 

views in-depth. 

• A main driver of the decision not to include Non-household 

customers is during the qualitative stage, we did not observe 

any significant differences between Household and non-

household customers.

• Additionally, it is becoming increasingly challenging to 

achieve a robust number of interviews online among a NHH 

audience. Therefore, undertaking large-scale quantitative 

surveys among Non-household is not cost effective, given 

the constraint budget of the project.
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The study employed online methodology due to the The study employed online methodology due to the The study employed online methodology due to the The study employed online methodology due to the 

following reasons: following reasons: following reasons: following reasons: 

• Online survey shorten fieldwork periods

• Participant preference – many prefer to answer surveys online rather

than via telephone or face-to-face as they can pick a time that suits

them best, and the time needed to complete the survey is shorter.

• Anonymity – participants in online surveys often provide longer and

more detailed answers because they feel safe in the anonymous

environment of the Internet, thus making them more likely to give a

more honest and open response.

• Easy use of images including animations. Moreover, the quantitative

survey employed a MaxDiff approach, which is not suitable to be

conducted via telephone. Online is the most effective method to collect

the responses.

• Undertaking sufficient volume of face-to-face surveys to provide

sufficient sample in each wave to analyse this population separately to

look for differences, so is not good value within budget constraints

• Online methodology shows that a wide range of vulnerabilities are 

being picked up – both PSR and financial types

• There is no evidence from past SSC studies or other studies that the 

views of customers who don’t/won’t complete online surveys are 

significantly different to those that do.

LimitationsLimitationsLimitationsLimitations ofofofof onlineonlineonlineonline engagementengagementengagementengagement

While this study captured the views from participants across all regions of 

SSC’s client base, with a diverse layout of demographic sampling, the online 

methodology still holds some potential drawbacks:

• Without an actual interviewer, we can not guarantee all participants 

fully understood what was being asked and each question was 

answered correctly. Being completely online also increases response 

bias when participants were disengaged and selected random option to 

complete the survey quickly. To minimise response bias, Accent have a 

thorough data-check process, removing any interviews that are 

completed under the minimum completion time and also removing any 

straight-lined interviews. 

• Inability to reach participants from remote areas or digitally-excluded 

participants. In terms of this, SSC will review the fieldwork methodology 

from 2024 to assess what improvements could be made to reach 

customers who can’t/won’t get online.



SERVICE ISSUE EXPERIENCE VULNERABILITY: 43% OF TOTAL SAMPLE

SAMPLE CHARACTERISTICS

Service issue experience/vulnerability 
All participants completed the survey online – a mix of SSC supplied customer sample and from Dynata & YouthSight’s commercial 

panels

54% had some form of service experience over the last 2 to 3 years

Experience is in line with other SSC surveys 

Approx. one third of the sample live in a household where one 

or more person is in receipt of benefits

• 22% live in a 

household with an 

annual income 

under £16,300 pa

• And 12% of the 

sample live in a 

household where 

someone is on the 

SSC Priority Services 

Register (PSR)

17%

17%

12%

11%

10%

10%

7%

4%

4%

3%

3%

2%

3%

28%

19%

11%

6%

11%

12%

8%

7%

4%

4%

3%

4%

5%

13%

17%

12%

12%

9%

10%

7%

4%

4%

3%

3%

1%

3%

A problem relating to limescale in the water - such as a

failure of an appliance, or stained taps/showerheads

Low water pressure

A temporary loss of water supply - for more than one hour

Discolouration of water coming out of your tap

Had to raise a query about your water bill

Traffic disruption caused by water works

A change to the taste and/or smell of your tap water

Had to raise a query about a water meter or installing a

meter

A leak in the underground pipe that supplies water to your

property from the mains pipe

Flooding from a burst pipe

A hose pipe ban

Needed to raise a customer service complaint

Other

Total CAM SSW

Significant differences:

• SSW more likely to 

experience a problem 

relating to discoloured

water while CAM 

more likely to got 

Limescale & complaint 

• No significant different 

between Y1 and Y2.

Significant differences:

• SSW more likely to 

experience a problem 

relating to discoloured

water while CAM 

more likely to got 

Limescale & complaint 

• No significant different 

between Y1 and Y2.

22%

19%

21%

13%

11%

15%

15%

14%

22%

12%

20%

16%

24%

20%

20%

13%

8%

15%

Up to £315 per week -…

£316-£442 per week -…

£443-£721 per week -…

£722-£1000 per week -…

£1001+ per week -…

Prefer not to say

Total CAM SSW

24%

12%

27%

7%

8%

6%

65%

75%

62%

5%

6%

5%

Total

CAM

SSW

Yes, myself Yes, someone in my household

No Prefer not to say

• SSW significantly 

more likely to have 

an annual household 

income of under 

£16,300pa and be in 

receipt of benefits

• There were no 

significant 

differences by year.

• SSW significantly 

more likely to have 

an annual household 

income of under 

£16,300pa and be in 

receipt of benefits

• There were no 

significant 

differences by year.



2% 5% 6% 12% 24% 18% 25% 5% 1%Total

0 Extremely dissatisfied 1 2 3 4 5 Neither satisfied nor dissatisfied 6 7 8 9 10 Extremely satisfied Don`t know

38% 34% 2%Total

1 2 3 4 5 Don't know
9

SATISFACTION, TRUST AND VALUE MONEY 

CUSTOMER PERCEPTIONS

OVERALL SATISFACTION 
SSW IS SIG HIGHER THAN CAM (8.1 CF 7.45); C1 IS SIG HIGHER THAN AB (8.28 VS 7.66); 

SEGMENT B (8.38) IS SIG HIGHER THAN Segment A (7.72) AND SEGMENT E (7.36)

TRUST 
SSW IS SIG HIGHERTHAN CAM (8.35 CF 7.65); C1 (8.23) AND DE (8.46) IS SIG HIGHER THAN AB (7.78); 

SEGMENT B (8.38) IS SIG HIGHER THAN SEGMENT A (7.72) AND SEGMENT E (7.36)

SATISFACTION WITH VALUE FOR MONEY 
SSW IS SIG HIGHER THAN CAM (4.05 CF 3.82); SEGMENT E (3.68) IS SIG LOWER THAN OTHER SEGMENTS

Overall satisfaction scored 0 to 10 

where 0 = extremely satisfied and 10 

= extremely satisfied

(Priorities Yr1 = 7.90)

(C-Sat = 7.75 online sample)

Overall satisfaction scored 0 to 10 

where 0 = extremely satisfied and 10 

= extremely satisfied

(Priorities Yr1 = 7.90)

(C-Sat = 7.75 online sample)

xxx

Trust scored 1 to 10 where 1 = I don’t 

trust them at all and 10 = I trust 

them completely

(Priorities Yr1 = 8.11)

(C-Sat = 8.14 online sample)

Trust scored 1 to 10 where 1 = I don’t 

trust them at all and 10 = I trust 

them completely

(Priorities Yr1 = 8.11)

(C-Sat = 8.14 online sample)

VFM scored 1 to 5 where 1 = very 

dissatisfied and 5 = very satisfied

(Priorities Yr1 = 3.94

(C-Sat = 3.85 online sample)

VFM scored 1 to 5 where 1 = very 

dissatisfied and 5 = very satisfied

(Priorities Yr1 = 3.94

(C-Sat = 3.85 online sample)

LOW TRUST/SATISFACTION HIGH TRUST/SATISFACTION

7.96

8.20

4.00

There were no significant differences by year

1%1% 12% 4% 12% 21% 16% 30%Total

0 Extremely dissatisfied 1 2 3 4 5 Neither satisfied nor dissatisfied 6 7 8 9 10 Extremely satisfied Don`t know



YEAR 2 (2021/22) 
CUSTOMER PRIORITIES
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Storm Eunice

Media coverage on 
polluted rivers in England

UK weather: flood 
warnings as heavy rain 
hits parts of England

Thames Water fined for 
causing traffic chaos 
with unauthorised 

roadworks

Southern Water fined 
record £90m for CSO 

misreporting

Scottish Water fined 
after admitting water 
pollution which killed 

500 fish 

KEY EVENTS IN THE LAST 12 MONTHS

WATER & FLOODING RELATED

Strom Arwen

Mar 22Mar 22Mar 22Mar 22Feb 22Feb 22Feb 22Feb 22Jan 22Jan 22Jan 22Jan 22Dec 21Dec 21Dec 21Dec 21Nov 21Nov 21Nov 21Nov 21Oct 21Oct 21Oct 21Oct 21Sep 21Sep 21Sep 21Sep 21Aug 21Aug 21Aug 21Aug 21Jul 21Jul 21Jul 21Jul 21Jun 21Jun 21Jun 21Jun 21May 21May 21May 21May 21Apr 21Apr 21Apr 21Apr 21

Lords agrees 
improvements to 

Environment Bill - UK 
Parliament

More 
storms in 
England

Duxford 
CAM 

incident



QUANTITATVE SPONTANEOUS, UNINFORMED PRIORITIES
WHAT SHOULD SSW/CAM FOCUS ON

Spontaneous priorities in year 2 fall into similar categories as those mentioned by customers in year 1. Mostly focussed on hygiene and lower bills 
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Water quality - clean/safe/drinkable water

Reduce prices/lower bills

Reliable supply

Maintain good level of service – satisfied etc

Customer service – ease of contact

Prevent leaks/wastage

Work for environment

Speedy repair of leaks

Reduce hardness/limescale

Communication – provision of information

Water pressure – improvements

Billing – accurate/timely/informative etc

Maintain/upgrade infrastructure

Water conservation

Quick query resolution

Reduce flooding/solve drainage issues

Meter reading

Sustainability

Help for those who struggle to pay – discounts etc

Efficiency

Metering/Smart metering – roll-out etc

Support for vulnerable customers

Year 2

Year 1

In year 2 the questions wording was changed to inform customers (see 

below) about the top two priorities using the wording below. However, 

this had no notable difference on the responses received from 

customers.

Customers have consistently told us through all the feedback that the top 

two priorities they want and expect South Staffs/Cambridge Water to 

deliver are a reliable supply of good quality water at an affordable price. 

We also want to find out what else is important to customers, so please 

think about the services you receive from South Staffs Water/Cambridge 

Water and then tell us the one thing you really want them to focus on 

doing. This could be a new initiative/service or could be something they 

currently do well that you want them to carry on doing or something that 

they do now but you want them to improve on. 

Please remember that this in addition to providing an affordable and 

reliable supply of high-quality water. 

What’s your number one priority

And now imagine that they have met your number one priority, or have 

plans to do so shortly. What else do you want them to focus on? 



• Pressure

• Environment

• Planning

• Water resources/sustainability

• Hardness/limescale

ENHANCING PRIORITIES

QUANTITATVE SPONTANEOUS, UNINFORMED PRIORITIES
WHAT SHOULD SSW/CAM FOCUS ON – EXAMPLES 

Comments in Year 2 were similar to what we’ve seen last year, mostly centred around three areas  
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• Water quality

• Affordability

• Leakage

• Reliability

• Efficient customer service

• Good communication/notification

• Bill support

• Priority Service support

HYGEINE PRIORITIES

• App provision

• Roll out of smart metering

FUTURE PRIORITIES 

Input to planning processes 

so that the already stressed 

water supplies are 

sustainable.

More in depth water 

usage analysis would be 

useful

Prevention of 

leaks and 

wasting of water

To ensure water supply 

100%. The number of new 

buildings (housing, gyms 

etc) in CB is worrying.

People who don't have meters 

should be forced to have them 

due to inconsiderate wastageDelivering clean fresh water

Quick access to customer services, 

every time I've called waited a long 

time to speak to someone. Also 

reported burst pipe in road outside 

property took ages to be fixed

That would be to tell you to 

stop my water supply smelling 

like Bleach! It's not notice as 

drinking water goes.

Saving customers money and 

let customers know what grants 

are available to help with costs 

towards water bills if they 

qualify. Usually no one is told 

about these unless you read 

everything on the webpage to 

find out things.
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Priorities assessed through a MaxDiff approach. Participants are shown five sets of options. In each option set they are presented with 4 different 

areas that SSC could focus on and asked to say which is most and which is least important to them. In total 20 different priority areas are assessed. 

This deck focuses on Year 2 and includes comparisons between Year 2 quarters 3&4, Year 2 quarters 1&2 and Year 1 findings. Participants were also 

asked to provide open-ended answers to explain for the attribute they selected as the most important area. 

TWO IDENTICAL EXERCISES
SOCIAL

PRIORITY AREAS: YEAR 2 VS YEAR 1

• Two exercises different only in that information about all the 

different areas was shown to participants between and during the 

second exercise.

• Hence, we have an uninformed and informed set of priorities

• Experimental design created of 5 choices per person per exercise, 

blocked into 20 sets. Each initiative appeared once in each set

• Econometric (logit) models were estimated on the choice data. 

Priority rankings were derived from the rank order of the 

coefficients

• Two exercises different only in that information about all the 

different areas was shown to participants between and during the 

second exercise.

• Hence, we have an uninformed and informed set of priorities

• Experimental design created of 5 choices per person per exercise, 

blocked into 20 sets. Each initiative appeared once in each set

• Econometric (logit) models were estimated on the choice data. 

Priority rankings were derived from the rank order of the 

coefficients

• Two low-ranked areas dropped:
 Meter installs (19th)

 Website (20th)

• New area included: Accurate bills

MEASURING PRIORITIES
METHODOLOGY

*Full questionnaire and stimulus were added to Appendix B & C



Vast majority found the choices understandable and options believable Vast majority found the choices understandable and options believable Vast majority found the choices understandable and options believable Vast majority found the choices understandable and options believable 

OPTIONS CHOICE

• A smaller proportion did not find 

it easy to choose between the 

options, principally because they 

often all seem important 
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In most of the questionnaires, I 

would have selected all the four 

questions as most important.

Because they are all sensible 

and valid

They were all very good 

options to choose from and 

to pick one was difficult

Base: 556 particitpants (Year 2 QTR 3&4; unweighted)

MAXDIFF DIAGNOSTICS
PARTICIPANT UNDERSTANDING



20.318.2They make sure your household receives water supplies that are high quality and always safe to drink
RELIABILITY  OF RELIABILITY  OF RELIABILITY  OF RELIABILITY  OF 

WATER QUALITY WATER QUALITY WATER QUALITY WATER QUALITY 

11.612.5They keep the cost of water affordable for customers, today, tomorrow and long into the futureBILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITY

9.99.9
They quickly repair and replace their network of pipes as needed to reduce the amount of water lost 

each day through leaks
LEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTION

8.37.3
They have detailed plans in place to make sure drinking water always comes out of your taps – today, 

tomorrow and long into the future

LONGLONGLONGLONG----TERM SUPPLY TERM SUPPLY TERM SUPPLY TERM SUPPLY 

PLANNINGPLANNINGPLANNINGPLANNING

4.95.4
They will always tell you if your water supply is to be cut off temporarily and/or if there is an issue with 

the quality of your water

SENDING INCIDENT SENDING INCIDENT SENDING INCIDENT SENDING INCIDENT 

NOTIFICATIONSNOTIFICATIONSNOTIFICATIONSNOTIFICATIONS

5.24.8
They actively protect the environment by not taking too much water from rivers & underground water 

sources and working with landowners & farmers to ensure water sources are not damaged by pollution

PROTECTING WATER PROTECTING WATER PROTECTING WATER PROTECTING WATER 

RESOURCESRESOURCESRESOURCESRESOURCES

4.34.6
They provide extra support for customers who are struggling to pay their bills – for example, 

discounted bills or payment breaks

FINANCIAL BILL FINANCIAL BILL FINANCIAL BILL FINANCIAL BILL 

SUPPORTSUPPORTSUPPORTSUPPORT

3.24.1
They have accurate bills that are clear making it easy to understand what you are being charged for, 

how much you owe and what action you need to take next

ACCURATE AND ACCURATE AND ACCURATE AND ACCURATE AND 

INFORMATOVE BILLSINFORMATOVE BILLSINFORMATOVE BILLSINFORMATOVE BILLS

3.84.0
They make sure your household is not impacted by the effects of hard water - for example, limescale in 

your appliances and taps, or particles/scum floating in the water when you make a drink

MITIGATING WATER MITIGATING WATER MITIGATING WATER MITIGATING WATER 

HARDNESSHARDNESSHARDNESSHARDNESS

3.84.0
They provide support for customers who need extra help accessing their services – for example, 

delivering bottled water if the water is cut off or braille bills

SERVICE SUPPORT SERVICE SUPPORT SERVICE SUPPORT SERVICE SUPPORT 

(VULNERABLE PSR)(VULNERABLE PSR)(VULNERABLE PSR)(VULNERABLE PSR)

YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
TOP TO BOTTOM - PRIORITY SCORES*
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* Priority scores are a measure of preference intensity on a 0-100 scale.

INFORMEDINFORMEDINFORMEDINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDHEADINGHEADINGHEADINGHEADING DESCRIPTIONDESCRIPTIONDESCRIPTIONDESCRIPTION



3.43.7
They focus on becoming a sustainable business that reduces the environmental impact of its operations -

for example, reducing carbon emissions, waste that goes to landfill and single use plastics

SUSTAINABILIE SUSTAINABILIE SUSTAINABILIE SUSTAINABILIE 

BUSINESS POILICESBUSINESS POILICESBUSINESS POILICESBUSINESS POILICES

3.63.6
The water always comes out of the taps at a pressure that does not impact on the way you use water at 

home – e.g. taking a shower/bath, using a hose
WATER PRESSUREWATER PRESSUREWATER PRESSUREWATER PRESSURE

3.23.2

They pro-actively work with households and developers to adopt approaches to re-use water – i.e.

rainwater harvesting and ‘grey’ water recycling, where less treated water is used for activities like 

watering the garden and flushing the toilets

WATER RECYCLING / WATER RECYCLING / WATER RECYCLING / WATER RECYCLING / 

RERERERE----USEUSEUSEUSE

2.83.0
They are easy to deal with by quickly and effectively resolving any queries you have about your water 

services

QQQQUICK RESOLUTION UICK RESOLUTION UICK RESOLUTION UICK RESOLUTION 

OF IUSSESOF IUSSESOF IUSSESOF IUSSES

3.02.7
They improve the environment in the areas they supply, by offering grants to support local projects that 

improve natural habitats – i.e. trees, plants and animals

IMPROVE LOCAL IMPROVE LOCAL IMPROVE LOCAL IMPROVE LOCAL 

ENVIRONMENTENVIRONMENTENVIRONMENTENVIRONMENT

2.62.6
They provide incentives to customers who use less water – for example, tariffs that are lower if you use 

water outside of times of peak demand

WATER SAVING WATER SAVING WATER SAVING WATER SAVING 

INCENTIVESINCENTIVESINCENTIVESINCENTIVES

1.71.9
They work closely with primary, secondary schools and higher education bodies to educate young people 

about the value of conserving and re-using water 

EDUCATING FUTURE EDUCATING FUTURE EDUCATING FUTURE EDUCATING FUTURE 

CUSTOMERSCUSTOMERSCUSTOMERSCUSTOMERS

1.71.8
They provide customers with meter readings on a regular basis (at least quarterly) to allow them to 

monitor and better understand how much water they use

MORE REGULAR MORE REGULAR MORE REGULAR MORE REGULAR 

METER READINGSMETER READINGSMETER READINGSMETER READINGS

1.71.8
They provide a wide range of ways to contact and interact with them so that any customer can easily 

access their services and support – e.g. face-to-face, phone, website, webchat, e-mail, mobile APP, letter

WIDE RANGE OF WIDE RANGE OF WIDE RANGE OF WIDE RANGE OF 

WAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACT

1.00.9
They provide financial grants and/or sponsorship and their employees spend time volunteering to 

support local community schemes in the areas they supply

COMMUNITY COMMUNITY COMMUNITY COMMUNITY 

SUPPORT SUPPORT SUPPORT SUPPORT ---- GRANTSGRANTSGRANTSGRANTS

YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
TOP TO BOTTOM - PRIORITY SCORES* (CONT.)

17* Priority scores are a measure of preference intensity on a 0-100 scale.

INFORMEDINFORMEDINFORMEDINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDHEADINGHEADINGHEADINGHEADING DESCRIPTIONDESCRIPTIONDESCRIPTIONDESCRIPTION
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YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
TOP TO BOTTOM - PRIORITY SCORES*

* Priority scores are a measure of preference intensity on a 0-100 scale.

These areas are viewed as important by customers for SSC to address – from most important to least important 
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YEAR 2 ON YEAR 1 COMPARISON OF PRIORITY SCORES*
UNINFORMED PRIORITIES

* Priority scores are a measure of preference intensity on a 0-100 scale.

* ‘Accurate Bills’ included in Year 2 only

* ‘Meter installs’ (‘They ensure that all customers who want a water meter are able to have one installed’) and ‘Website’ (‘They have a website that

allows you to find the answer to any queries quickly and easily’) included in Year 1 only

There were few changes of note yr-on-yr with a high-quality water supply of water 

falling by 4 intensity points, but this change is not statistically signinfcant. 



20

YEAR 2 ON YEAR 1 COMPARISON OF PRIORITY SCORES*
INFORMED

* Priority scores are a measure of preference intensity on a 0-100 scale.

* ‘Accurate and informative bills’ included in Year 2 only

* ‘Meter installs’ and ‘Website’ included in Year 1 only

There were few changes of note yr-on-yr with a high-quality water supply of water 

falling by 3 intensity points, but this change is not statistically signinfcant. 
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YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – RELIABILITY OF 
WATER QUALITY

Customers call for the company to continue to provide safe drinking water, that is free of bacteria and viruses 

Safe drinking waterSafe drinking waterSafe drinking waterSafe drinking waterWater viewed as an essential human rightWater viewed as an essential human rightWater viewed as an essential human rightWater viewed as an essential human right

Need to support struggling families as lack of clean water can have 

health implications.

I don't ever want to have to live from bottled water like they do in 

other countries. 

Water needs to be free of lamblia, brucella, and e-coli. 

I am disabled and have an autoimmune disease which means I have 

a low immune system and I can ill quickly from a bug.

Drinking unsafe water is just unacceptable. 

Do not want to drink infested water. 

My water is orange.

Safe, reliable drinking water is crucial for everyone. It is effectively a 

human right. An unpolluted water system is crucial to continue to 

provide this reliable safe water. 

I continue to think that water is an essential right, and also that the 

wealth disparity across Cambridge makes that an important priority. 

Water is a fundamental need - nobody should ever be without water. 

As water supply is essential for the health of the population.
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YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – BILL 

AFFORDABILITY 

Customers fear they won’t be able to afford the bills without going into debt or sacrificing their personal hygiene

Neglecting personal hygiene due to rising costsNeglecting personal hygiene due to rising costsNeglecting personal hygiene due to rising costsNeglecting personal hygiene due to rising costsRising cost of livingRising cost of livingRising cost of livingRising cost of living

I myself worry constantly about how I can afford to pay my bill, to the extent 

that I daren’t bath or shower as often as I would like. 

Everything is going up and lots of people can't afford anymore without going 

into debt for daily living costs.

If customers are unable to afford their bills it may result in falling hygiene 

standards and ultimately risk to public health. 

Utility poverty is a huge problem in this country and sometimes a break makes 

all the difference.

On a personal level, the income my wife & I live on comes from 

underperforming pension schemes & a system that negates any state pension 

increases due to the increased cost of living (council tax rises, energy prices, 

etc.).

Keeping costs stable helps as income rarely increased.

So that people do not have to suffer debt to pay for water.

Because many struggle to pay their bill/s, especially as I’m a pensioner.
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YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – LEAKAGE 
REDUCTION 

Reasons allude to unresolved water leaks costing the customers in the long term. 

It doesn’t make sense to wasteIt doesn’t make sense to wasteIt doesn’t make sense to wasteIt doesn’t make sense to wasteUnresolved water leaks costing the customersUnresolved water leaks costing the customersUnresolved water leaks costing the customersUnresolved water leaks costing the customers

I didn't realise that 20% of treated water is lost each day, so now I 

think it's even more important to fix leaks!

Loss of water through leaks is irresponsible so should be a high 

priority when we are trying to use water wisely.

I just don’t like the idea of water being wasted through leaks.

All leaks must be stopped within 2 hours. 

Swift repairs will encourage consumers to be more careful with their 

own consumption. People sometimes can't see the point of being 

economical because of the huge waste they see that they can do 

nothing about.

Leaks can often go undetected by householders. I'm sure this impacts 

more than individual household usage.

Repairs to pipe works will reduce waste of water and help to keep 

costs down.

Any leakage costs the consumer in the long run.
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YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – LONG TERM 
SUPPLY PLANNING

Reasons allude to forward preparation in case of emergencies and disruptions

SoSoSoSo it doesn’t impact daily lifeit doesn’t impact daily lifeit doesn’t impact daily lifeit doesn’t impact daily lifeNeed plan for a sustainable future Need plan for a sustainable future Need plan for a sustainable future Need plan for a sustainable future 

It’s important as a customer to know if your water is cut off. You 

could be in the shower, doing the washing, or anything like that.

A broken pipe means no water, no water could mean no food in some 

households (pasta, boiled veg, etc).

This is to help people be able to plan ahead on how to pay their bills, 

and how to deal with any unexpected issues.

The population in the area is increasing rapidly and will create 

greater demands on limited resources that are becoming less 

predictable as climate changes. Plans to deal with this increased 

demand are vital for normal supply and emergency planning.

A clean, reliable water supply should be expected in a developed 

country. This requires detailed forward planning.
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YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – SENDING 
INCIDENT NOTIFICATIONS

Customers like to be informed, so they can prepare for the disruptions 

TTTThhhhiiiissss    iiiissss    eeeexxxxppppeeeecccctttteeeedddd    ffffrrrroooommmm    aaaa    wwwwaaaatttteeeerrrr    ccccoooommmmppppaaaannnnyyyyCustomers can prepare for alternativesCustomers can prepare for alternativesCustomers can prepare for alternativesCustomers can prepare for alternativesImportant to know Important to know Important to know Important to know 

Being left without water would be a big deal. 

Providing water is their main purpose and we 

would need informing.

Water supply is critical. It is important to 

know ahead when there will be issues.

A water supply is essential and being without 

one unexpectedly might be problematic.

If you know something is going to happen 

then you can prepare for the occasion

So that we can plan for the cut off or know 

why quality is affected

I feel it would be important for me to know 

that I would not have water available

It is important to know if your water supply is 

going to be cut off.

Because having a family and important use of 

water
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YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – PROTECTING 
WATER RESOURCES  

There is a strong sense of priority placed on protecting the environment for now and future generations. Customers also showed concerns about 

pollution to land & water 

Thinking about future generationsThinking about future generationsThinking about future generationsThinking about future generationsWorry about pollution Worry about pollution Worry about pollution Worry about pollution Important to project the environmentImportant to project the environmentImportant to project the environmentImportant to project the environment

Looking after our environment is important 

now and for future generations

As this is for the future and benefits 

everyone, and is on going for rest us and next 

generation and so on.

Because the environment is important and 

we only get one earth. We need to be 

sustainable and responsible in how we use 

resources.

Pollution is a worry as there are a lot of farms 

in the area. leaching is not prevalent at the 

moment but requires vigilantes to keep it to a 

minimum.

Because taking too much water from rivers 

and underground water sources and 

pollution by landowners and farmers will 

damage the environment.

Safe, reliable drinking water is crucial for 

everyone. It is effectively a human right. An 

unpolluted water system is crucial to continue 

to provide this reliable safe water. Further, it 

is critical to the ecosystem in the UK.

Ecological is important to save environment

Protecting the environment has to be a 

priority for us all

To protect our environment and resources 

and the life that lives in our waters is 

important.
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YEAR 2: QUANTITATIVE RANKING OF INITIATIVES
TOP TO BOTTOM - BEST-WORST RANKING*

* The percentages (weighted) are calculated as number of times the initiative was chosen as most important (‘best’)/least important (‘worst’), or neither, divided by 

number of times the initiative appeared in the choice tasks (across all participants). The ranking is based on the difference between ‘best’ and ‘worst’ percentages.

UNINFORMEDUNINFORMEDUNINFORMEDUNINFORMED INFORMEDINFORMEDINFORMEDINFORMED



Year 2Year 2Year 2Year 2 Year 1Year 1Year 1Year 1

(Dec 20-Feb 21)(Dec 20-Feb 21)(Dec 20-Feb 21)(Dec 20-Feb 21)

Year 2Year 2Year 2Year 2 Year 1Year 1Year 1Year 1

(Dec 20-Feb 21)(Dec 20-Feb 21)(Dec 20-Feb 21)(Dec 20-Feb 21)

RELIABILITYRELIABILITYRELIABILITYRELIABILITY 1 1 1 1

AFFORDABILITYAFFORDABILITYAFFORDABILITYAFFORDABILITY 2 2 2 2

LEAKAGELEAKAGELEAKAGELEAKAGE 3 3 3 4 �

PLANNINGPLANNINGPLANNINGPLANNING 4 4 4 3 �

NOTIFICATIONNOTIFICATIONNOTIFICATIONNOTIFICATION 5 5 6 5 �

WATER RESOURCESWATER RESOURCESWATER RESOURCESWATER RESOURCES 6 6 5 6 �

BILL SUPPORTBILL SUPPORTBILL SUPPORTBILL SUPPORT 7 8 � 7 7

HARDNESSHARDNESSHARDNESSHARDNESS 8 7 � 8 8

SERVICE SUPPORTSERVICE SUPPORTSERVICE SUPPORTSERVICE SUPPORT 9 11 � 9 10 �

SUSTAINABILITYSUSTAINABILITYSUSTAINABILITYSUSTAINABILITY 10 9 � 11 9 �

PRESSUREPRESSUREPRESSUREPRESSURE 11 10 � 10 11 �

RECYCLINGRECYCLINGRECYCLINGRECYCLING 12 12 12 14 �

QUICK RESOLUTIONQUICK RESOLUTIONQUICK RESOLUTIONQUICK RESOLUTION 13 13 14 12 �

LOCAL ENVIRONMENTLOCAL ENVIRONMENTLOCAL ENVIRONMENTLOCAL ENVIRONMENT 14 14 13 13

INCENTIVESINCENTIVESINCENTIVESINCENTIVES 15 15 15 15

EDUCATIONEDUCATIONEDUCATIONEDUCATION 16 18 � 18 17 �

METER READINGSMETER READINGSMETER READINGSMETER READINGS 17 16 � 16 16

WAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACT 18 17 � 17 18 �

COMMUNITYCOMMUNITYCOMMUNITYCOMMUNITY 19 19 19 19

UninformedUninformedUninformedUninformed InformedInformedInformedInformed
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CHANGES IN PRIORITIES
COMPARISON OF RANKINGS: YEAR 2 VS YEAR 1

• The rankings are stable 

overall (correlation > 0.98)

• No differences in the top 

six ranks for uninformed 

choices

• Max rank difference of 1 in 

the top eight ranks for 

informed choices

• There are more differences 

in the bottom half of the 

ranking

• NB Not included:
 ‘Meter installs’ and 

‘Website’ (year 1 only)

 ‘Accurate bills’ (year 2 

only)

 Ranks revised accordingly 

• The rankings are stable 

overall (correlation > 0.98)

• No differences in the top 

six ranks for uninformed 

choices

• Max rank difference of 1 in 

the top eight ranks for 

informed choices

• There are more differences 

in the bottom half of the 

ranking

• NB Not included:
 ‘Meter installs’ and 

‘Website’ (year 1 only)

 ‘Accurate bills’ (year 2 

only)

 Ranks revised accordingly 
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CHANGES IN PRIORITIES
COMPARISON OF RANKINGS: YEAR 2 VS YEAR 1 (UNINFORMED)

SOCIAL

• This chart captures the 

same information as on 

the previous slides, but for 

uninformed priorities only.

• Those priority areas below 

the line are ranked higher 

in Year 2 than Year 1.

• The ranking is stable 

overall (correlation = 0.99)

• There are no differences in 

the top six ranks, but some 

in the bottom half

• NB Not included:
 ‘Meter installs’ and 

‘Website’ (year 1 only)

 ‘Accurate bills’ (year 2 

only)

 Ranks revised accordingly

• This chart captures the 

same information as on 

the previous slides, but for 

uninformed priorities only.

• Those priority areas below 

the line are ranked higher 

in Year 2 than Year 1.

• The ranking is stable 

overall (correlation = 0.99)

• There are no differences in 

the top six ranks, but some 

in the bottom half

• NB Not included:
 ‘Meter installs’ and 

‘Website’ (year 1 only)

 ‘Accurate bills’ (year 2 

only)

 Ranks revised accordingly
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CHANGES IN PRIORITIES
COMPARISON OF RANKINGS: YEAR 2 VS YEAR 1 (INFORMED)

SOCIAL

• The ranking is stable 

overall (correlation = 0.98)

• Max rank difference of 1 in 

the top eight ranks

• Those priority areas below 

the line are ranked higher 

in Year 2 than Year 1.

• There are more differences 

in the bottom half of the 

ranking

• NB Not included:
 ‘Meter installs’ and 

‘Website’ (year 1 only)

 ‘Accurate bills’ (year 2 

only)

 Ranks revised accordingly

• The ranking is stable 

overall (correlation = 0.98)

• Max rank difference of 1 in 

the top eight ranks

• Those priority areas below 

the line are ranked higher 

in Year 2 than Year 1.

• There are more differences 

in the bottom half of the 

ranking

• NB Not included:
 ‘Meter installs’ and 

‘Website’ (year 1 only)

 ‘Accurate bills’ (year 2 

only)

 Ranks revised accordingly



• The rankings are stable overall

• Correlations across waves > 0.97 

for uninformed and informed

• No differences in the top six 

ranks for uninformed choices

• Max rank difference of 1 in the 

top seven ranks for informed 

choices

• There are more differences in 

the bottom half of the ranking

• NB Not included:
 ‘Meter installs’ and ‘Website’ 

(year 1 only)

 ‘Accurate bills’ (year 2 only)

 Ranks revised accordingly

• The rankings are stable overall

• Correlations across waves > 0.97 

for uninformed and informed

• No differences in the top six 

ranks for uninformed choices

• Max rank difference of 1 in the 

top seven ranks for informed 

choices

• There are more differences in 

the bottom half of the ranking

• NB Not included:
 ‘Meter installs’ and ‘Website’ 

(year 1 only)

 ‘Accurate bills’ (year 2 only)

 Ranks revised accordingly

Year 2Year 2Year 2Year 2

QTR 3&4QTR 3&4QTR 3&4QTR 3&4

Year 2Year 2Year 2Year 2

QTR 1&2QTR 1&2QTR 1&2QTR 1&2

Year 1Year 1Year 1Year 1 Year 2Year 2Year 2Year 2

QTR 3&4QTR 3&4QTR 3&4QTR 3&4

Year 2Year 2Year 2Year 2

QTR 1&2QTR 1&2QTR 1&2QTR 1&2

Year 1Year 1Year 1Year 1

RELIABILITYRELIABILITYRELIABILITYRELIABILITY 1 1 1 1 1 1

AFFORDABILITYAFFORDABILITYAFFORDABILITYAFFORDABILITY 2 2 2 2 2 2

LEAKAGELEAKAGELEAKAGELEAKAGE 3 3 3 3 3 4

PLANNINGPLANNINGPLANNINGPLANNING 4 4 4 4 4 3

NOTIFICATIONNOTIFICATIONNOTIFICATIONNOTIFICATION 5 5 5 6 6 5

WATER RESOURCESWATER RESOURCESWATER RESOURCESWATER RESOURCES 6 6 6 5 5 6

BILL SUPPORTBILL SUPPORTBILL SUPPORTBILL SUPPORT 7 7 8 7 7 7

SERVICE SUPPORTSERVICE SUPPORTSERVICE SUPPORTSERVICE SUPPORT 8 9 11 9 8 10

HARDNESSHARDNESSHARDNESSHARDNESS 9 8 7 8 9 8

SUSTAINABILITYSUSTAINABILITYSUSTAINABILITYSUSTAINABILITY 10 11 9 12 11 9

PRESSUREPRESSUREPRESSUREPRESSURE 11 10 10 10 10 11

RECYCLINGRECYCLINGRECYCLINGRECYCLING 12 13 12 11 12 14

QUICK RESOLUTIONQUICK RESOLUTIONQUICK RESOLUTIONQUICK RESOLUTION 13 12 13 14 14 12

LOCAL ENVIRONMENTLOCAL ENVIRONMENTLOCAL ENVIRONMENTLOCAL ENVIRONMENT 14 15 14 13 13 13

INCENTIVESINCENTIVESINCENTIVESINCENTIVES 15 14 15 15 15 15

METER READINGSMETER READINGSMETER READINGSMETER READINGS 16 18 16 16 18 16

WAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACT 17 17 17 18 16 18

EDUCATIONEDUCATIONEDUCATIONEDUCATION 18 16 18 17 17 17

COMMUNITYCOMMUNITYCOMMUNITYCOMMUNITY 19 19 19 19 19 19

UninformedUninformedUninformedUninformed InformedInformedInformedInformed
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CHANGES IN PRIORITIES BY QUARTER
COMPARISON OF RANKINGS: YEAR 2 QTR 3&4 VS QTR1&2 VS YEAR 1

Year 1: Dec 2020 - Feb 2021. Green: Increasing trend. Red: Decreasing trend. Yellow: No trend.



SEGMENTATION ANALYSIS
METHODOLOGY

21

 Region

 Age

 Gender

 Social grade (SEG)

 Household income

 SSC attitudinal/behavioural segmentation

 Meter status

 Service issue

 Vulnerability

 Whether or not participants contacted the company within the last year

 Region

 Age

 Gender

 Social grade (SEG)

 Household income

 SSC attitudinal/behavioural segmentation

 Meter status

 Service issue

 Vulnerability

 Whether or not participants contacted the company within the last year

Differences in the rankings of initiatives across the customer segments defined based on:

Separate models were estimated for each segment and the corresponding rankings were derived. Cells highlighted in green/red in the 

subsequent tables indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as meeting the following criteria, which combine practical and 

statistical significance:

 a rank difference of at least 3 places between any segment and the complement ‘Other’ (e.g., social grade A/B vs C1/C2/D/E combined)

 at least one initiative is in the top third of the ranking (1st to 7th rank)

 the difference between priority scores is statistically significant at the 10%

 a rank difference of at least 3 places between any segment and the complement ‘Other’ (e.g., social grade A/B vs C1/C2/D/E combined)

 at least one initiative is in the top third of the ranking (1st to 7th rank)

 the difference between priority scores is statistically significant at the 10%

 NB No significant differences were found according to whether participants did / did not contact the company within the last year



South Staffs South Staffs South Staffs South Staffs 

WaterWaterWaterWater

Cambridge Cambridge Cambridge Cambridge 

WaterWaterWaterWater

South Staffs South Staffs South Staffs South Staffs 

WaterWaterWaterWater

Cambridge Cambridge Cambridge Cambridge 

WaterWaterWaterWater

RELIABILITYRELIABILITYRELIABILITYRELIABILITY 1 1 1 1

AFFORDABILITYAFFORDABILITYAFFORDABILITYAFFORDABILITY 2 2 2 3 �

LEAKAGELEAKAGELEAKAGELEAKAGE 3 3 3 2 �

PLANNINGPLANNINGPLANNINGPLANNING 4 4 4 4

NOTIFICATIONNOTIFICATIONNOTIFICATIONNOTIFICATION 5 6 � 5 6 �

BILL SUPPORTBILL SUPPORTBILL SUPPORTBILL SUPPORT 6 7 � 7 8 �

WATER RESOURCESWATER RESOURCESWATER RESOURCESWATER RESOURCES 7 5 � 6 5 �

HARDNESSHARDNESSHARDNESSHARDNESS 8 12 � 8 12 �

ACCURATE BILLSACCURATE BILLSACCURATE BILLSACCURATE BILLS 9 10 � 12 10 �

SERVICE SUPPORTSERVICE SUPPORTSERVICE SUPPORTSERVICE SUPPORT 10 11 � 9 11 �

PRESSUREPRESSUREPRESSUREPRESSURE 11 14 � 10 14 �

SUSTAINABILITYSUSTAINABILITYSUSTAINABILITYSUSTAINABILITY 12 8 � 11 9 �

QUICK RESOLUTIONQUICK RESOLUTIONQUICK RESOLUTIONQUICK RESOLUTION 13 15 � 15 16 �

RECYCLINGRECYCLINGRECYCLINGRECYCLING 14 9 � 13131313 7777 �

INCENTIVESINCENTIVESINCENTIVESINCENTIVES 15 16 � 16 15 �

LOCAL ENVIRONMENTLOCAL ENVIRONMENTLOCAL ENVIRONMENTLOCAL ENVIRONMENT 16 13 � 14 13 �

WAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACT 17 19 � 17 19 �

EDUCATIONEDUCATIONEDUCATIONEDUCATION 18 17 � 19 18 �

METER READINGSMETER READINGSMETER READINGSMETER READINGS 19 18 � 18 17 �

COMMUNITYCOMMUNITYCOMMUNITYCOMMUNITY 20 20 20 20

UninformedUninformedUninformedUninformed InformedInformedInformedInformed
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YEAR 2: DIFFERENCES IN PRIORITIES
COMPARISON OF RANKINGS ACROSS REGIONS

• The rankings are very similar 

(correlation = 0.93)

• Initiatives linked to the 

environment tend to rank higher 

among CAM customers (Leakage; 

Water resources; Sustainability; 

Recycling; Local environment), 

but only one differences is 

significant, under informed 

choices

• No significant differences under 

uninformed choices

• The rankings are very similar 

(correlation = 0.93)

• Initiatives linked to the 

environment tend to rank higher 

among CAM customers (Leakage; 

Water resources; Sustainability; 

Recycling; Local environment), 

but only one differences is 

significant, under informed 

choices

• No significant differences under 

uninformed choices

Note: Statistically significant differences highlighted.



STATISTICALLY SIGNIFICANT DIFFERENCES IN PRIORITIES
HIGHER PRIORITY FOR…...
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ACCURATE BILLS

• Segment E

• Metered customers

• Those who have contacted SSC re: 

bill

WATER HARDNESS

• Younger customers (18-35)

• Male customers

• Those who have contacted SSC re: 

limescale

SERVICE SUPPORT (PSR)

• Younger customers (18-35)

• DE social grades

• Low income households

• Customers in vulnerable 

situations

BILL SUPPORT (£)

• DE social grades

• Low income households

• Unmetered customers

• Customers in vulnerable 

situations

PROTECTING WATER 

RESOURCES

• High income households

• Segment B

• Segment D

SUSTAINABILITY

• Younger customers (18-35)

• Medium income households

• AB social grades

• Segment B



SegmentSegmentSegmentSegment InitiativeInitiativeInitiativeInitiative RankRankRankRank DifferenceDifferenceDifferenceDifference RankRankRankRank DifferenceDifferenceDifferenceDifference

RegionRegionRegionRegion

SSW RECYCLING 13th13th13th13th -6-6-6-6

CAM RECYCLING 7th7th7th7th 6666

AgeAgeAgeAge

PLANNING 10th10th10th10th -6-6-6-6

HARDNESS 6th6th6th6th 3333

SERVICE SUPPORT 6th6th6th6th 4444

SUSTAINABILITY 4th4th4th4th 8888

35-64 yrs SUSTAINABILITY 12th12th12th12th -5-5-5-5

65 yrs + BILL SUPPORT 9th9th9th9th -3-3-3-3

GenderGenderGenderGender

HARDNESS 11th11th11th11th -5-5-5-5

PRESSURE 13th13th13th13th -6-6-6-6 14th14th14th14th -9-9-9-9

HARDNESS 6th6th6th6th 5555

PRESSURE 7th7th7th7th 6666 5th5th5th5th 9999

18-35 yrs

Female

Male

UninformedUninformedUninformedUninformed InformedInformedInformedInformed

STATISTICALLY SIGNIFICANT DIFFERENCES IN PRIORITIES
BETWEEN CUSTOMER DEMOGRAPHICS
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• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10% 

• Significant differences are broadly in line with those 

observed in Year 1:

 Sustainability ranked higher by 18-35 yrs group

 Bill support ranked lower by 65 yrs + group

 Pressure ranked lower by females and higher by males

• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10% 

• Significant differences are broadly in line with those 

observed in Year 1:

 Sustainability ranked higher by 18-35 yrs group

 Bill support ranked lower by 65 yrs + group

 Pressure ranked lower by females and higher by males



SegmentSegmentSegmentSegment InitiativeInitiativeInitiativeInitiative RankRankRankRank DifferenceDifferenceDifferenceDifference RankRankRankRank DifferenceDifferenceDifferenceDifference

Social gradeSocial gradeSocial gradeSocial grade

AB BILL SUPPORT 12th12th12th12th -6-6-6-6 10th10th10th10th -3-3-3-3

AB SUSTAINABILITY 7th7th7th7th 6666

C1C2 BILL SUPPORT 9th9th9th9th -4-4-4-4

DE WATER RESOURCES 10th10th10th10th -4-4-4-4 10th10th10th10th -5-5-5-5

DE BILL SUPPORT 4th4th4th4th 7777 4th4th4th4th 6666

DE SERVICE SUPPORT 7th7th7th7th 6666 6th6th6th6th 6666

DE PRESSURE 11th11th11th11th -4-4-4-4

Household incomeHousehold incomeHousehold incomeHousehold income

Up to £315 p.w. NOTIFICATION 8th8th8th8th -3-3-3-3

Up to £315 p.w. BILL SUPPORT 3rd3rd3rd3rd 7777 5th5th5th5th 4444

Up to £315 p.w. SERVICE SUPPORT 7th7th7th7th 5555 6th6th6th6th 5555

£316-£442 p.w. WATER RESOURCES 10th10th10th10th -5-5-5-5

£443-£721 p.w. BILL SUPPORT 12th12th12th12th -5-5-5-5

£443-£721 p.w. SUSTAINABILITY 6th6th6th6th 6666 6th6th6th6th 6666

£443-£721 p.w. LOCAL ENVIRONMENT 7th7th7th7th 7777

£722-£1,000 p.w. BILL SUPPORT 14th14th14th14th -8-8-8-8 12th12th12th12th -5-5-5-5

£1,001+ p.w. WATER RESOURCES 4th4th4th4th 3333

£1,001+ p.w. BILL SUPPORT 14th14th14th14th -8-8-8-8 16th16th16th16th -9-9-9-9

Prefer not to say BILL SUPPORT 10th10th10th10th -3-3-3-3

UninformedUninformedUninformedUninformed InformedInformedInformedInformed

STATISTICALLY SIGNIFICANT DIFFERENCES IN PRIORITIES
BETWEEN CUSTOMER DEMOGRAPHICS (CONT.)
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• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10% 

• Significant differences are broadly in line with those 

observed in Year 1 (NB Segmentation by income not 

included in Year 1 analysis):

 Sustainability ranked higher by higher SEG groups

 Water resources ranked lower by lower SEG groups

 Bill support and service support ranked higher by 

lower SEG groups

• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10% 

• Significant differences are broadly in line with those 

observed in Year 1 (NB Segmentation by income not 

included in Year 1 analysis):

 Sustainability ranked higher by higher SEG groups

 Water resources ranked lower by lower SEG groups

 Bill support and service support ranked higher by 

lower SEG groups
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• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10%

• Significant differences are broadly in line with those 

observed in Year 1:

 Water resources and Sustainability ranked higher by 

Segment B type

 Water resources ranked lower by Segment E and 

Segment A types

 Pressure ranked higher by Segment E type

 Bill support ranked higher by Unmetered

• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10%

• Significant differences are broadly in line with those 

observed in Year 1:

 Water resources and Sustainability ranked higher by 

Segment B type

 Water resources ranked lower by Segment E and 

Segment A types

 Pressure ranked higher by Segment E type

 Bill support ranked higher by Unmetered

SegmentSegmentSegmentSegment InitiativeInitiativeInitiativeInitiative RankRankRankRank DifferenceDifferenceDifferenceDifference RankRankRankRank DifferenceDifferenceDifferenceDifference

SegmentSegmentSegmentSegment

Caring But Hard Pressed WATER RESOURCES 11th11th11th11th -6-6-6-6

Caring But Hard Pressed PRESSURE 6th6th6th6th 7777

Engaged Loyal Carers NOTIFICATION 9th9th9th9th -4-4-4-4 9th9th9th9th -4-4-4-4

Engaged Loyal Carers WATER RESOURCES 5th5th5th5th 6666

Engaged Loyal Carers PRESSURE 17th17th17th17th -11-11-11-11 14th14th14th14th -7-7-7-7

Engaged Loyal Carers SUSTAINABILITY 6th6th6th6th 7777 6th6th6th6th 7777

Don't Bother Me PLANNING 7th7th7th7th -3-3-3-3

Don't Bother Me WATER RESOURCES 13th13th13th13th -8-8-8-8 12th12th12th12th -7-7-7-7

Don't Bother Me ACCURATE BILLS 6th6th6th6th 4444

Don't Bother Me PRESSURE 4th4th4th4th 9999 5th5th5th5th 7777

Savvy Switchers WATER RESOURCES 3rd3rd3rd3rd 3333

Savvy Switchers BILL SUPPORT 10th10th10th10th -4-4-4-4

Meter statusMeter statusMeter statusMeter status

Metered BILL SUPPORT 10th10th10th10th -5-5-5-5

Metered ACCURATE BILLS 6th6th6th6th 6666

Unmetered BILL SUPPORT 5th5th5th5th 5555

Unmetered ACCURATE BILLS 12th12th12th12th -6-6-6-6

UninformedUninformedUninformedUninformed InformedInformedInformedInformed



SegmentSegmentSegmentSegment InitiativeInitiativeInitiativeInitiative RankRankRankRank DifferenceDifferenceDifferenceDifference RankRankRankRank DifferenceDifferenceDifferenceDifference

Service issueService issueService issueService issue
Query about bill ACCURATE BILLS 5th5th5th5th 3333

Query about meter BILL SUPPORT 14th14th14th14th -7-7-7-7

Discolouration SERVICE SUPPORT 5th5th5th5th 5555

Discolouration SUSTAINABILITY 6th6th6th6th 5555

Change to taste/smell QUICK RESOLUTION 7th7th7th7th 7777

Limescale NOTIFICATION 8th8th8th8th -3-3-3-3

Limescale HARDNESS 5th5th5th5th 5555

Loss of supply NOTIFICATION 12th12th12th12th -7-7-7-7

Loss of supply SUSTAINABILITY 4th4th4th4th 8888

Low pressure PRESSURE 5th5th5th5th 7777

Traffic disruption NOTIFICATION 12th12th12th12th -7-7-7-7

Traffic disruption BILL SUPPORT 11th11th11th11th -5-5-5-5

VulnerabilityVulnerabilityVulnerabilityVulnerability
Vulnerable BILL SUPPORT 4th4th4th4th 8888 5th5th5th5th 7777

Vulnerable SERVICE SUPPORT 6th6th6th6th 7777 6th6th6th6th 7777

Vulnerable PRESSURE 12th12th12th12th -5-5-5-5

Not vulnerable BILL SUPPORT 12th12th12th12th -8-8-8-8 12th12th12th12th -7-7-7-7

Not vulnerable SERVICE SUPPORT 13th13th13th13th -7-7-7-7 13th13th13th13th -7-7-7-7

Not vulnerable PRESSURE 7th7th7th7th 5555

UninformedUninformedUninformedUninformed InformedInformedInformedInformed

STATISTICALLY SIGNIFICANT DIFFERENCES IN PRIORITIES
BETWEEN SERVICE ISSUES & VULNERABILITY STATUS
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• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10%

• Differences for ‘Query about bill’, ‘Change to taste/smell’, 

‘Limescale’, and ‘Low pressure’ broadly in line with 

expectations

• Year 2 on Year 1 comparisons problematic due to small 

bases, especially in Year 1 

• Bill support and Service support ranked higher by 

vulnerable customers, as in Year 1

• NB Not included due to small base: Customer service 

complaint; Flooding from a burst pipe; Hose pipe ban

• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10%

• Differences for ‘Query about bill’, ‘Change to taste/smell’, 

‘Limescale’, and ‘Low pressure’ broadly in line with 

expectations

• Year 2 on Year 1 comparisons problematic due to small 

bases, especially in Year 1 

• Bill support and Service support ranked higher by 

vulnerable customers, as in Year 1

• NB Not included due to small base: Customer service 

complaint; Flooding from a burst pipe; Hose pipe ban
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• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10%

• Bill support and Service support ranked higher by 

vulnerable customers, as in Year 1

• Cells highlighted in green/red in the subsequent tables 

indicate significant differences across segmentssignificant differences across segmentssignificant differences across segmentssignificant differences across segments, defined as 

meeting the following criteria, which combine practical 

and statistical significance:

 a rank difference of at least 3 places between any 

segment and the complement ‘Other’ (e.g., social 

grade A/B vs C1/C2/D/E combined);

 at least one initiative is in the top third of the ranking 

(1st to 7th rank);

 the difference between priority scores is statistically 

significant at the 10%

• Bill support and Service support ranked higher by 

vulnerable customers, as in Year 1

SegmentSegmentSegmentSegment InitiativeInitiativeInitiativeInitiative RankRankRankRank DifferenceDifferenceDifferenceDifference RankRankRankRank DifferenceDifferenceDifferenceDifference

VulnerabilityVulnerabilityVulnerabilityVulnerability

Vulnerable BILL SUPPORT 4th4th4th4th 8888 5th5th5th5th 7777

Vulnerable SERVICE SUPPORT 6th6th6th6th 7777 6th6th6th6th 7777

Vulnerable PRESSURE 12th12th12th12th -5-5-5-5

Not vulnerable BILL SUPPORT 12th12th12th12th -8-8-8-8 12th12th12th12th -7-7-7-7

Not vulnerable SERVICE SUPPORT 13th13th13th13th -7-7-7-7 13th13th13th13th -7-7-7-7

Not vulnerable PRESSURE 7th7th7th7th 5555

UninformedUninformedUninformedUninformed InformedInformedInformedInformed
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OTHER AREAS OF FOCUS

6

4

7

94

96

93

Total

Yr1

Yr2

Any areas that weren`t included in the choices 

that you have read that you think 

Cambridge/South Staffs Water should focus on?

Yes

No

OTHER AREAS OF FOCUS FOR SSW/CAM
WHAT IS MISSING FROM THE ATTRIBUTES?

Overall, 6% of customers though there are areas of high priority SSW/CAM failed to include in the survey. This figure is 

significantly higher in Y2 (7%) when compared to Y1 (4%).  

What’s missing? What’s missing? What’s missing? What’s missing? ---- Accountability of water companiesAccountability of water companiesAccountability of water companiesAccountability of water companies

Cambridge Water should be fined very hard for any leak and 

customers should have massive reductions in their bills for every leak. 

To be honest when people’s water has become infected with 

unhealthy pathogens. 

Put pressure on Anglian Water to stop discharging untreated 

sewerage into rivers.

They should communicate accurately and promptly about dangerous 

contamination of the water supply.

In year 2, some customers seemed to be more aware of the negative 

impact caused by water companies. There has been negative news 

coverage about sewage discharge and pollution in the news in the 

last 12 month. Four participants specifically mentioned CSO activities
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6

3

5

3

12

10

18

35

51

62

66

10

1

2

3

5

9

13

29

36

45

57

60

Other

Doing more DIY projects

Washing the car more

Length of showers taken

Watering the garden more

Use of the dishwasher

Number of baths taken

Number of showers taken

Use of the washing machine

Use for drinking

Number of toilet flushes

Hand washing

Yr2 Yr1 42

CHANGES IN WATER CONSUMPTION
AT HOME SINCE THE START OF THE PANDEMIC

A significant proportion of customers have seen their water consumption at home increase since the start of the pandemic. 

This proportion has decreased slightly after year 1 but not significantly. 

What’s led to the increase in water usage at home…
 Reasons for increases in water usage are 

consistent between year 1 and year 2, but 

there is one significant difference

 Those in year 2 (29%) were significantly 

more likely to state number of showers 

taken as a reason for increase in water 

usage compared to those in year 1 (18%)

 As a whole (both Yr1 and Yr2), customers in 

SSW were more likely to use the washing 

machine while CAM reported higher number 

of toilet flushes. 

 In year 2, 35% of all customers report increasing their water 

consumption at home since the start of the pandemic 

(decreased by 3% since Yr1)

 Younger customers (18 to 49 yrs) are significantly more 

likely to have seen their water consumption increase than 

older customers (65 yrs +)

 Customers in AB are significantly more likely to report an 

increase in their water consumption than DE

2

2

4

5

48

47

28

26

10

9

8

10

1

1

Year 1

Year 2

Use a lot less Use a little less Have not changed use Use a little more

Use a lot more Don`t know/not sure Prefer not to say
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CHANGES IN WATER CONSUMPTION
RETURNING TO PRE-PANDEMIC LEVEL 

Around 2 in 5 of customers reported their waver consumption has returned to pre-pandemic levels, and the same proportion still think 

they used more water than before. 1 in 5 reported they used less than April 2020. 

 Customers in CAM and younger customers (18-

34) were significantly more likely to report a 

slightly higher than pre-pandemic water usage. 

 Metered customers were significantly more likely 

to say they use a lot more now than pre-

pandemic. 

 Female & customers in social grade DE and those 

unmetered reported a “a lot lower” than pre-

pandemic level of water consumption. 39 9 30 13 5 4Year 2

Now that we`re 18-24 months on from the start of the first 

COVID-19 lockdown do you think your water usage at home 

has returned to pre-pandemic levels?

Yes - it's now about the same No - it's a lot higher than it was

No - it's now slightly higher than it was No - it's now slightly lower than it was

No - it's now a lot lower than it was Don't know

Higher than pre-pandemic 

39%39%39%39%

Lower than pre-pandemic 

18%18%18%18%

Returned to pre-pandemic 

39%39%39%39%
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FINANCIAL CONCERN
AS A RESULT OF THE PANDEMIC

A significantly higher proportion of customers in Y2 reported concerns with paying their household bills when compared to year 1. This 

applied to both now and when thinking about the next 12 months. 

Significant differences:

• Not concerned about ability to pay household 

bills now:now:now:now: CAM, 65+, Male, SEG AB and C2. 

• Some concern about ability to pay household 

bills now:now:now:now: female, SEG C2, Unmetered

• Very concerned about ability to pay household 

bills now:now:now:now: SSW, 35-49 yrs, SEG DE

• Not concerned about ability to pay household 

bills in next 12 in next 12 in next 12 in next 12 mthsmthsmthsmths: : : : CAM, 65+, Male, SEG AB 

and C2, SEGMENT B

• Some concern about ability to pay household 

bills in next 12 in next 12 in next 12 in next 12 mthsmthsmthsmths: : : : female

• Very concerned about ability to pay household 

bills in next 12 in next 12 in next 12 in next 12 mthsmthsmthsmths:::: SSW, 35-49 yrs, SEG C2, 

DE

CONCERNS ABOUT HOUSEHOLD BILLS

Significant differences:

46

39

51

43

33

35

32

35

15

20

14

19

6

6

3

3

Year 1- in the next 12 months

Year 2- in the next 12 months

Year 1 - now

Year 2 - now

Not concerned Some concern Very concerned Unsure

54%*

46%

55%

48%

* Figures sum the % proportion of customers saying “some concern” and “very concerned”
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WAY FORWARD
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SUMMARY

• Priorities have remained consistent between the qualitative and quantitative research

• Reliable high quality water supply, affordability, leakage and long term planning remain the 

top 4 priorities mentioned spontaneously and through the prioritisation exercises 

(uninformed and informed)

• This reflects the core hygiene priorities identified during the latest year 2 qualitative work 

• Spontaneous priorities from the quantitative survey fall into similar categories as those 

mentioned by customers during the qualitative work 

• BUT mostly focussed on hygiene and enhancing initiatives with no “above & beyond” and few 

“future” priority areas spontaneously identified by the quantitative sample 

• Around 2 in 5 of customers reported their water consumption has returned to pre-pandemic 

levels, and the same proportion still think they now use more water than before

• A significantly higher proportion of customers in Y2 reported concerns with paying their 

household bills when compared to year 1. This applied to both now and when thinking about 

the next 12 months
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11
RELIABILITY  OF WATER RELIABILITY  OF WATER RELIABILITY  OF WATER RELIABILITY  OF WATER 

QUALITY QUALITY QUALITY QUALITY 

22BILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITY

33LEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTION

44
LONGLONGLONGLONG----TERM SUPPLY TERM SUPPLY TERM SUPPLY TERM SUPPLY 

PLANNINGPLANNINGPLANNINGPLANNING

65
SENDING INCIDENT SENDING INCIDENT SENDING INCIDENT SENDING INCIDENT 

NOTIFICATIONSNOTIFICATIONSNOTIFICATIONSNOTIFICATIONS

56
PROTECTING WATER PROTECTING WATER PROTECTING WATER PROTECTING WATER 

RESOURCESRESOURCESRESOURCESRESOURCES

77
FINANCIAL BILL FINANCIAL BILL FINANCIAL BILL FINANCIAL BILL 

SUPPORTSUPPORTSUPPORTSUPPORT

128
ACCURATE AND ACCURATE AND ACCURATE AND ACCURATE AND 

INFORMATOVE BILLSINFORMATOVE BILLSINFORMATOVE BILLSINFORMATOVE BILLS

89
MITIGATING WATER MITIGATING WATER MITIGATING WATER MITIGATING WATER 

HARDNESSHARDNESSHARDNESSHARDNESS

810
SERVICE SUPPORT SERVICE SUPPORT SERVICE SUPPORT SERVICE SUPPORT 

(VULNERABLE PSR)(VULNERABLE PSR)(VULNERABLE PSR)(VULNERABLE PSR)

ATTRIBUTE RANKINGS
SUMMARY OF PRIORITY RANKINGS - MIRRORS QUALITATIVE RESEARCH

Above & Above & Above & Above & 

beyond beyond beyond beyond 

EnhancingEnhancingEnhancingEnhancing

HygieneHygieneHygieneHygiene

1111
SUSTAINABILIE SUSTAINABILIE SUSTAINABILIE SUSTAINABILIE 

BUSINESS POILICESBUSINESS POILICESBUSINESS POILICESBUSINESS POILICES

1012WATER PRESSUREWATER PRESSUREWATER PRESSUREWATER PRESSURE

1213
WATER RECYCLING / WATER RECYCLING / WATER RECYCLING / WATER RECYCLING / 

RERERERE----USEUSEUSEUSE

1414
QUICK RESOLUTION OF QUICK RESOLUTION OF QUICK RESOLUTION OF QUICK RESOLUTION OF 

ISSUESISSUESISSUESISSUES

1315
IMPROVE LOCAL IMPROVE LOCAL IMPROVE LOCAL IMPROVE LOCAL 

ENVIRONMENTENVIRONMENTENVIRONMENTENVIRONMENT

1516
WATER SAVING WATER SAVING WATER SAVING WATER SAVING 

INCENTIVESINCENTIVESINCENTIVESINCENTIVES

1617
EDUCATION OF EDUCATION OF EDUCATION OF EDUCATION OF 

FUTURE CUSTOMERSFUTURE CUSTOMERSFUTURE CUSTOMERSFUTURE CUSTOMERS

1618
MORE REGULAR MORE REGULAR MORE REGULAR MORE REGULAR 

METER READINGSMETER READINGSMETER READINGSMETER READINGS

1619
WIDE RANGE OF WAYS WIDE RANGE OF WAYS WIDE RANGE OF WAYS WIDE RANGE OF WAYS 

TO CONTACTTO CONTACTTO CONTACTTO CONTACT

2020
COMMUNITY SUPPORT COMMUNITY SUPPORT COMMUNITY SUPPORT COMMUNITY SUPPORT 

---- GRANTSGRANTSGRANTSGRANTS

Future 

Enhancing Plus

UNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMED INFORMEDINFORMEDINFORMEDINFORMEDINFORMEDINFORMEDINFORMEDINFORMED UNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMEDUNINFORMED INFORMEDINFORMEDINFORMEDINFORMEDINFORMEDINFORMEDINFORMEDINFORMED



LITERATURE REVIEW 
FOUR CORE RECOMMENDATIONS

Approach adopted in the qualitative and 

quantitative methods for Yr1. Quantitative 

research in Yr2. Qualitative and quantitative 

in Yr3

12

1

MaxDiff design used to provide relative 

priorities in the quantitative study

3

    

UtiliseUtiliseUtiliseUtilise qualitative qualitative qualitative qualitative 

triangulation triangulation triangulation triangulation 

approach to combine approach to combine approach to combine approach to combine 

priorities from all SSC priorities from all SSC priorities from all SSC priorities from all SSC 

insight sourcesinsight sourcesinsight sourcesinsight sources

    

Use deliberative Use deliberative Use deliberative Use deliberative 

research methods in research methods in research methods in research methods in 

order to elicit order to elicit order to elicit order to elicit 

uninformed and uninformed and uninformed and uninformed and 

informed prioritiesinformed prioritiesinformed prioritiesinformed priorities

    

Consider aggregation Consider aggregation Consider aggregation Consider aggregation 

and equity issues and equity issues and equity issues and equity issues 

    

Use Use Use Use MaxDiffMaxDiffMaxDiffMaxDiff method method method method 

in order to ensure in order to ensure in order to ensure in order to ensure 

priorities priorities priorities priorities 

Issue explored in the qualitative research

SSC to review as part of PR24 

2

SSC undertaking insight triangulation 

project which this insight will inform

4
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PARTICIPANT CHARACTERISTICS
ETHNICITY

27

1

1

1

1

1

1

1

4

85

1

0

0

0

3

0

4

0

10

77

1

1

2

1

1

4

4

2

79

0

1

1

1

0

1

3

4

3

85

1

1

1

1

1

1

3

3

4

83

Irish

White and Black Caribbean

Caribbean

African

Chinese

Pakistani

Prefer not to say

Indian

Any other White background

British

Total

SSW Survey

SSW Census

CAM Survey

CAM Census

YEAR 2YEAR 2YEAR 2YEAR 2

YEAR 1YEAR 1YEAR 1YEAR 1

While there are less drastic gaps 

between CENCUS and survey 

sample in year 2, the overall 

differences between CENCUS 

and survey sample in year 1 was 

smaller. 



PARTICIPANT CHARACTERISTICS
ATTITUDINAL SEGMENT YEAR 2

Year 1 Year 1 Year 1 Year 1 

prioritypriorityprioritypriority

Year Year Year Year 2 2 2 2 

prioritypriorityprioritypriority

Reworked Reworked Reworked Reworked 

Segmentation Segmentation Segmentation Segmentation 

---- July July July July 2021202120212021

Original Original Original Original 

Segmentation Segmentation Segmentation Segmentation 

PRPRPRPR19 19 19 19 ---- 2018201820182018
Overview of segmentOverview of segmentOverview of segmentOverview of segment

Customer Customer Customer Customer 

Segment %Segment %Segment %Segment %

21212121252525252323232324242424

Very time pressed juggling all their commitments. 

Consequently don’t think much about their water 

usage and don’t want their time wasted. Often 

online.

AAAA

37373737353535353535353524242424

Highly engaged with their water usage and the 

wider community their live in. Expect a very high 

level of service from companies they use. Use 

technology, but prefer a personal relationship.

B B B B 

15151515141414141515151516161616
Often financially and time pressured. Strong 

preference for being on-line and using social media.CCCC

7777888888889999
Highly engaged with using the ‘latest’ technology 

and managing their lives online. Switched on to 

saving water.

DDDD

20202020181818181818181827272727

Highly engaged with technology and very focused 

on their network of family and friends. Admit to not 

thinking much about their water usage or services 

and prefer a more transactional relationship with 

their water company.

EEEE
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STIMULUS MATERIALS - CAM
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