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Ohbjectives Activity 2: Scenario [TBC] discussion
=+ Explore how consumers interpret “material impact” and identify the dimensions
they consider most critical (e.g., financial burden, service reliability, Day 3
environmentsl sustainability .
p R R I . . . N Privata
= Gauge which types of impacts are most significant to consumers; and to what Activity 1: Scenario [TBC) h ;
extant consumers want to be involved in related decision making. discussion
= Establish how consumers wish to engage meaningfully to inform policy and Private
oparational decisions. Activity 2: Scenario [TBC) di i
; ; . ) . iscussion
=+ Indicate any differences in perception across consumer demographics,
sociseconomic groups, water company regions, and levels of engagement with Day 4
water services.
+ Develop a framework or decision tree to determine how consumer perceptions Activity 1 € — Privata
of mat.enal |m;_35et can be integrated into company strategias to enhance ctivity 1: Scenario [ 1 discussion
compliance with the Consumer Invalvement Rule.
- . - Privata
Activity 2: Scenario [TBC) discussion
Moderator notes:
Day 5
You will be each assigned c.24 participants to follow them over a week (with five days Frival
worth of activities). ¥ou will need to probe participants and ask them follow up Activity 1: Who should get involved in water company decision .rw = .
questions, as well as remind them to complete their tasks if they fall behind. making? discussion and
’ noticeboard
- L!nk to nnl'lne_l::nmmun'rty: WA Activity 2: How should cu.st.orners E:E communicated with Privata survey
= Live community: 6" = 12" May aboutwater company decision making?
Activity 3: Research feedback Private survey
Overview: 5 day online community
Day 1 Type of task
Ground rules, intreductions and enboarding Landing page Task guide
Activity 1: Meet the other participants Public discussion
Activity 2: Everyday services Survay Task description Task type/sharing | Moderator
notes
Activity 3: Your views on the water industry Survey
v : i i i i Private
Activity 4: Water industry information sharing discussion
Activity 5: How should customers be involved in water company | - Ground rules, introductions and onboarding Landing page NfA
. i
husiness decizions? Welcome! Thank you for taking part in this research project.
Day 2 Who are we?
Activity 1: Scenario [TBC] z_rwate - Wi are independent researchers from Mavigator Insight. You will each be
Iscussion interacting with one of us (Evie, Sam, Julia, Kathrynn or Yong) throegh the
Incling platform over the next wesk
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We are conducting this work on behalf of water companies across England
and Wales, and don't have & say in the outcome of this ressarch; we are
anly interested in your views.

What does taking part involve?

You will complete a task every day this week a5 new tasks launch. All tasks
must be completed by the 127 May in arder for you to receive the full
incantive paymant.

There are no right or wrong answers to any of the questions.

Your responsas will ba viewed by us, and also client obserers from the
research team. They're genuinely interestad in hearing your thowghts, and
while they won't be able to intaract directly during the session, your
cantributions are highly valued and appreciated.

Who do | contact if 1'm having issues taking part ¥

If you need to get in touch, pleasa email
malJbe' coukwater consumerinohementEnavigator-
neight.co.uk or call (904 732237

Here are some ‘ground rules’ for taking part in the research.
1. Fesl fres to agree or disagree with each ather in discussions, but
please be respectful of pacplas’ views.
2. Please don't share anything which could reveal your identity.
3. Please be &s honest 5 you can - we want to undarstand your
experiences and views and won't be offended.

Reminder of confidentiality information

As a reminder, your name won't appear in any reports and won't be shared
with the water companias or more widaly.

Any opinions and comments you maka will be anonymisad during
reporting.

‘Wi will process/'store/use the data we collect, in line with what you hawve

consented to during recrutment. Please also see ouwr privacy policy here:
INSERT NAVIGATOR FOLICY HERE]
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I'd then lika you to reply te three other community members. This can be
a3 simple as saying hello or pointing owt someathing Wou have in common.

If you're an earfy bird and there’s not yet other respondents to reply o,
please come bock to do this tomamow.

Activity 2: Everyday services

‘We're going to start off by thinking about the sarvicas we rely on in daiby
life.

[SHOW STIM WITH IMAGES OF DIFFERENT SERVICES]

1. Which is the service you think about the most day-to-day?
[SINGLECODE]
=« Water
= Energy
= HBroadband
+ Local council services

2. And what makes this service more front of mind? Please write your
anawer in the box below [OPEM END]

3. Which of the following services do you associate most with putting
consumers first? [SINGLECODE]
= Water
= Energy
+ Broadband
+ Local council serices

4. Why do you say this? Please write your answer in the box below
[GPEM EMD]

Survey - private Prabe
where
flagged

Activity 3: Your views on the water sector

Mow we are going to talk abowt vour views on the weter sector as a whole

Moodboard/survey
(private)

Activity 1: Meet the other participants
First, it's time to mest the other community members!
Please introduce yoursali:
= What's your nearest town/'city and who do you live with?

+ Describe yourself in no maore than 10 words/phrases e.g., 'I'ma
dad, plumnber, brilliant baker, dog-lowvar’.

These answers will be seen by other participants.

Public - discussion

Like or
comment
on each
post

Navigator
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_ Household customers
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1. ‘What three adjectives represant how you feel whean you think sbout
thee water sector in England and Wales? [SHOW IMAGES]

2. Why did you choose these? Please write your answer in the box
below [OPEN EMD]

MNow we are going to talk about your views on your water company
specifically.

3. Towhat extent doyou agree or disegree with the following
statement? [SINGLECODE]

I am wery satisfied with my water company

Strongly agree

Somewhat agree

Neither agree nor disagree
Somewhat disagree

Strongly disagres

And how much doyou trust your water company?
Please answer on & scale of (o ¥0, where 0 is 'don't trust them at
all' at all and 10 is ‘trust them completehy’'

LI

-~

5. Why do you say this? Please write your answer in the box below
[CREM EMD)

B, Which of the following hawve you done or experienced in the last 3
years?

Read a water bill

Paid a water bill

Received general communications from my watar company

‘isited their website

Called/ emailed their contact centre

Seen or heard news about tham on the news, sccial media or othar
publications

+ Experienced & disnuption to my water supply

LI I ]

Household customers
+ Experienced environmentzl issues (e.g. leaks, flooding, sewage
incidents)

= Visited & local river
‘isited & nearby resenvoir
=+ Attended an event | session run by my water company

Activity 4: Water industry information sharing
SHOW STIM

Here's some information about what water companies do

Farrget

Wihirl o waler companiad do?

1. Towhat extent, if at all, doyou agree with the following statement:
‘I understand what water companies need to do (in the long term
and short term) to deliver these services"

Completely agree

Somewhat agrees

Neutral

Somewhat disagres

Completely disagres

LI I ]

1a. [SHOW IF “Somewhat disagree’ or ‘completely disagrea’] Which
information do you find difficult to understand and why? Pleass
write your answer inthe box below [OPEM EMD]

SHOW STIM

Here's some information about water company regulation and customer
ressarch

Private survey

Navigator
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Wt regulces wWhat Wil COMmpone con/canngl do?

of@@at

0®
7

2. Towhat extent, if at all, do you agree with the following statemant:
“this infarmaticn makes me feel confident about the way my weter
Company acts to meet customer neads”

Completaly agree
Somewhat agree
Meutral

Somewhat disagree
Completaly disagree

LR I

3 Why do you think this? Please write your answer in the box below
[OPEM EMD]

4. ‘What kinds of water company related topics matter the most to you
personzlly and why? Please write your answer in the box below
[OPEM END)

Online Community Discussion Guide
Club project - Materiality
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Activity 5: How should customers be involved in water company
business decisions?

Here’s some information about 8 new Consumer Involvement Rule in the
water industry

‘Whal is fha Consurmar Invelvarment Fule?

i i s i i i T e e g

MNoticeboard visible once response has been posted (semi-private)
1. Please write a short paragraph describing how you feel about it
being mandatory for companies to prove customear views genuinehy

influence decisions which hawe a material impact on them.
= I'd then like you to reply to three other community
members.

Probe for more detail as needed

2. Please write a short paragraph explaining the kinds of decisions
that your company coukd make thet would matter ta you, and
explain why this is.

= I'd then like you to reply to three other community
members.

Probe for more detall as nesded

Thanks so much for your contributions today = we look forward to
speaking to you further on day 2!

Semi-private
noticeboard

Navigator
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Far today's activity, we'd like you to contribute to cur discussion board,

‘Water companies want to understand when and how conswmers should be
inwahved in the decisions they make. We'll show you & hy pothetical
decizsion a water company may need to make, slong with some context
about why the decision matters and how it could affect customers.

Please read the text below carefully and then answer the questions that
follow.

Scenarios: 13 in total; set up as 4 blocks and all see /7 in total
AFBCDG EILHRMJE CHEFIAA LGDEE]

[SCENARIG]

Mow, wia'd like you to answer the following questions based on what
you've read.

Survey

1. Towhat extent, if at all, do you agree with the following statement:
“l care a lot about the decision the company is making hana®.
a. Completely agres
b. Semewhat agree
c. Meutral
d. Somewhat disagree
a. Completely disagree

2. Why do you think this? Please write your answer in the box balow
[OPEM EMND]

3. How much do you fieel you would be impacted by this decision, in
comparison to other customers?

+ More than other customers

+ Less than other customars

+ The same as other customers

4. Why do you think this? Please write your answer in the box balow
[OPEM EMND]

5. Outside of the water company's own team of experts and decision-
makers, wha do you think it is most important for water companies
1o consult abowt this decision?

Navigator
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=« A small group of customers who can represant the views of
evarybody

= A selection of customers who might be impacted mare than
athers by these issues

+ Specialist organisations [separate to the company) who
know about the topic e.g. planning or engineering
specialists.

=+ Organisations who speak on behalf of customers e.g.
Citizens Advice

+  Mobody else needs to be consulted about this decision

B, Why do you think this? Please write your answer in the box balow
[OPEM END]

7. Outside of its own team of experts and decision-makers, who
waould you say are the next most important people for water
companies to consult about this decision®

+ A small group of custemers who can represent the views of
everybody

+ A selection of customers who might be impected maore by
e topics than others

+ Specialist crganisations [separate to the company) who
know about the topic e.g. planning or engineering
specialists.

+ Organisaticns who speak on behalf of customers e.g.
Citizens Advice

+  Mobody else needs to be consuited about this decision

8. Why do you think this? Please write your answer in the box balow
[CREMN EMD]

9 If your company were to consult conswmers on this topic, how
invalved would you like to ba?

+ | woulkd want to be personally invobed in the decision-
making

+ | would want to be directly informed once the decision has
been made, aven if | have requested ‘no marketing emails’

+ | would want to be directly informed once the decision has
been mada, but only if | have requested to receive
marketing emails

+ | 'would want to be able to find out about the decision if |
were to look for the information myseif, e.0. on the
company website

+ | donot need to influence or know about this decision

0. Why do you think this? Please write your answer in the box balow
[OPEM END]

Navigator
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Online Community Discussion Guide
Club project - Materiality
Household customers
1. Putting aside your own level of interest In being Involhved, which
method would you like companies to use to conswt customers

Activity 1: wiho should get involved in water company decision making? | Private discussion

about this decision? . . and noticeboard
1. Whao, if anyone, other than water company decision makers and
experts need to have a say in decisions that could result in the
Answer codes [MULTI-CODE] fallawing impacts?
= Public consuttation: communications from companies about i of decisions on cust ’

decisions being made, and the reascning behind them, and the . o . .
oppartunity for customers to comment on this. + Anincrease in bills for all customers for an investrment that will
impact you directly (e.g. improved treatment works inyour area)

Open ings for bers of tha public to attend Anincrease in bills for all customers for an investment that will nat
Customear research (focus growps, online communities, surveys impact you directly

et with groups of customers, chosen to reflect the local . R .
population +  Disruption in a local area (e.g. construction, traffic)
« Customer panels: small groups of customers who sre consultad + Change in the level of service provided (2.g. wait times for
regularly, and become more informed over time support/getting an issue with your water supply sorted)
Customers should not be involved in this decision + Change in which types of customers are priortised during an
Something else [WRITE IN] incident [e.g. for water restrictions during a drought)
+ Change in channeals for customers to get in touch with the company

12, Why do you think this? Please write your answer in the box below + Change in a company operational matter e.g. upgrading company

[CPEM EMD] vans .
+ Change in the level of support for vulnerabla and at-risk customers
Private discussion +  Reduction in local employment opportunities (e.g. call centre
closure)
Moderator to probe for more information about answers as needed « Changa in tha heaith of the natural environment (2.g. numoer of
[including probing for specific detail about how the decision affects pollution incidents in bodies of water) )
customers} =+ Change in how some custemers pay for their water {e.g.

compulsory matering)
+ Change to customer facing information {e.g. presentation and
wording of website, letters, bills)

Repeat format for an additional scenario

Answer codes [SINGLE CODE]

+ Only people whe are directly impactad need to have a say

+ Peocple nead & say, even if the issue does not impact them directhy

+ People nead & say, but only if the impact affects the majority of
customers

+ Peocple nead & say, but only in conjunction with independeant

experts

Day 4 + Independent experts nead to be involved: this decision is not

suitable for customers to influence

‘Water company experts and decisicn makers do not nesd

. additional input from water consurmers to make this decision

Repeat format as day 2 (2x scenarios) «  Somebody else [WRITE IN]

Repeat format as day 2 (2x scenarios)

-

2. Please write a paragraph explaining how your weter company's
activities have impacted you or your househald in the past. For
example, you may have found it useful to have free home visits
from water company staff where they shared water saving tips
which led to you saving money on your bill. Or youw might have
experienced roadworks or other disruption from infrastructure

Day 5 upgracdes in your area. Please give &5 much detzil as possible.

[WRITE I]
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Noticeboard visible once response has been posted [semi-private}

3. Please write a3 paragraph explaining what advice you woukd give to
companies about when to involve customers like you in decision-
making

a. I'd then like you to reply to three other community
meEmbers.

4. Canyou think of any dissdvantages of getting customers mone
inwatved in company decision-making? If 5o, please write a short
paragraph to explain this.

a. I'dthen like you to reply to three other community
members

Activity 2: how should customers be communicated with about water
company decision making?

1. How, if at &ll should companies communicate with customers about
individual decisions they make?

+  Make the information available for interested customers to
find (e.g on the website, send it with water bills)

+  Diractly wpdate all customers that have influenced the
decision |2.g. by taking part in research)

=+ Only update customers that have influenced the decision if
they spacifically request it

+ Customers do not need to be informed about individual
company decisions

2. Why do you say this [WRITE IN]
[SHOW STIM O COMSUMER INVOLVEMENT RULE FROM DAY 1]
3. Based on everything you have seen and discussed during this
week's activities, to what extent, if at all, do you agree or disagree

with the following staterments about the water company Consurmer
Involvemeant Fule?

f. Completely agres

g- Somewhat agree

h. Meutral

i. Somewhat dizsegres

J.  Completely disagres
Statements

+ | am =satisfied that the Consumer Involvement Rule will lead to
better cutcomes for customers

= | donot trust water companies to listen to what customers say

= | think it is & waste of money to consult customers, and companias
need to take action instead

Survey - private

Online Community Discussion Guide
Club project - Materiality
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[ Activity 3: Research feedback

Finalty, we wiould like your feedback on your experience of taking part in
this anline community.

1. Towhat extent, if at all, do you agree with the following statemants:

Strongly agree

Agrea

Meither agree nor disagree
Dizagree

Strongly disagres
Statements

+ |umderstood the information that was presented to me
+ | found it eesy to complete the activities

R e

2. Do you have any additicnal feedback you would like to share about
your experiences of taking part, and what we could do to improve
the experience? Please write your answer in the boox below [OPEN
END]

Woticeboard activity

3. Please write & short paragraph to describe your top thres take

awaysireflections on everything you have learned/discussed this week
?. I'd then like yiou to reply to three otiver community members.

Survey - private

Navigator



Navigator

02

Discussion guide

Developer depths (online, 60 mins)



MNavigator

Online Community Discussion Guide
Club project - Materiality
Mon-household customers

Objectives

Explore how consurmers interpret "material impact” and kdentify the
dimansions thay consider most critical {e.g., financial burden, service
reliability, environmental sustainability

Gauge which types of impacts are most significant 1o consumers; and 1o
what extent consumers want to be involved in related decision making.
Establish how consumers wish to engage meaningfully to inform policy
and aperational decislons,

Indicate any differences in perception across consumear demagraphics,
sGéloeconemic groups, water company reglons, and levels of
engagament with water services.

Develop a framework ar decision tree 1o determing how consumar
perceptions of material impact can be integrated into company
ctrategies 1o enhance compliance with the Censumer Involvermnent Rule.

Moderator notes

5 ¥ d5-minute Zoom interviews

Discussion outline (45 minutes)

1 Irr;tsr;g:ﬂﬁ;\s. warm up and getting to know 10 mine
2. Water industry context 10 mins
3. Scenario testing 15 mins
4. Wrap-up 10 mins

NCIVIECC‘I‘DI‘
Online Community Discussion Guide
Club project - Materiality
Mon-household customers

1. Intro, warm up and getting to know respondant (10 mins)

Intreduction to the research:
START RECORDING

+ Thariks for participating

s Introduction to Navigator: independent research agency wha run
research on behalf of different componies and argonisations,

* Purpose of sessian: We're conducting this session on behall of water
companies across England and Wales, They want fo understand when
and how water consumers (including developers) should be invalved i
the decisions thot woter companies have ta make. As we talk, please [ry
o answer fram the perspective of your organisation = not your wiaws of
how you use water al hame,

+ Encouragement: There are no right or wrong answers loday - we just
weant to hear your honest feedback. There's na such thing as a silly
guestion = if there’s anything you don't understand, plegse 2t me know.

s Data protection: The conversations we hove will be audio ond video
recarded for analysis purposes, Researchers from Navigatar moy isten
to these recordings as part of the analysis, but these will not be shared
beyond the research teams and won't be made public.

Introduction to the business:

+  Tostart with, please tell me a little bit about your organisation, the work
you do and what your role is.

+ What stages of the development process are you most involved in {(land
acguisition, planning, design, delivery etc)?

+ What types of development projects does your company typleally work
on (residential, commercial etc)?

+  Roughly how many projects do you have?

+« ‘What are the current challenges for your organisation? And what has
been golng well?

Water usage
Do you have any specific planning barriers linked to water infrastructure
of drainage?
= E.g. Do water-related constraints influence where you choose to
acquire land?

+  How does water consumplion on sites work = how do you organise this?

+ What is your relationship like with the water companies you work with?

Navigator
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= When, if at all, do you have to work together?

* What words or phrases comas to mind whan you think about any
interactions you as a business have had with your water company?
o Why did you pick these words?

« Can youthink if any examples where your water company's activities or
business decisions have had a [significant] impact on your business,
either positively or negatively? Mad nate: Ideally we are geltting ot brood
company decisions (e.g. they buill a reservalr and the works shut dewn
my business far months) rather thon customer specific annoyances (e.g.
they messed up my bill)

2. Water industry context (10 mins)

Here's some Information about what water companies do:

Wihat do wahes cormporing do?

Wha reguiohes what waaler comporias canfoannat do? o

of@at
SlO,
2

« How do you feal about this information? What, if anything Is
newfsUrprising about it?

WIECITDI"
Online Community Discussion Guide
Club project - Materiality
Mon-household customers
+ Basad on this information, how confident do you feel your water

company will 2ct to meet the needs of your business? Reminder - by

‘wiater company’, we mean the company/companies which supplies

water to your sites, NOT your business water retailer.

Here's some Information about a new rule that Ofwat |s Introducing in the water
industry called the 'Consumer Involvermeant Rule’.

‘Whiat is the Cansumer Invalvement Rula?

W e pour help o define whal Bese cecisonm srel

+  What kinds of decislons do you think your company could make that
wiould have a big impact on your business? Why do vou think this?
o Prampl: anything that impacts bills/tradef/lacal area in which
business operates

& This new rula makes it mandatory for companias to prove that customers
genuinely influence decisions which have a ‘material impact’ on them,
Thinking from the perspective of your business, how do you feal about
this rule being intreduced? How impartant is it to your business to ba
able to influence those decisions which have a big impact on your
operations?

o Moaod note: topling responses anly (no need (o explore this in detoail)

3. Scenario testing (15 mins)

Water comipanies want to understand when and how consumers (including
developers) should be invelved in the decisions they make. We are going to
show you two hypothetical decisions a water company may need 1o make,
along with some context about how the decision could affect businesses.

Navigator



Mavigator
Online Community Discussion Guida
Club project - Materiality
Mon-household customers
* Basad on this information, how confident do you feel your water

campany will 2ct to meet the needs of your business? Reminder - by

‘water company”’, we mean the company/companies which supplies

wiater to your sites, NOT your business water retailer.

Here's some Infarmation about a new rule that Ofwat |s Introducing in the water
industry called the 'Consumer Involvement Rule’.

Blastgemior

What is the Consumer Invalvement Rule?

e ———

+ What kinds of decislons do you think your company could make that
wiould have a blg impact on your business? Why do yvou think this?
o Prompgl anything that impacts bills/trade/local area in which
business operates

* This new rule makes it mandatory for companias to prove that customers
genuinely influence decisions which have a ‘material impact’ on them.
Thinking from the perspective of your business, how do you feal about
this rule being introduced? How important i2 it 1o your business to ba
able to influence those decislons which have a big impact on your
oparations?

o Mod note: lopling respanses only (ne need (o explare this in detall)

3. Scenario tasting (15 mins)

Water companies want to understand whean and how consumers (including
developers) should be invelved in thae declsions they make. We are going 1o
show you twio hypothetical decisions a water company may need to maka,
alang with some context about how the decision coukd affect businesses.

MNavigator
Online Community Discussion Guide
Club project - Materiality
Mon-household customers

SHOW 5TIM

1. Online pnﬂnl‘l‘nr [a L tions
WATER COMPANY DECISION: Whether to invest in a new online

portal to make it easier for developers to organise new water
connections.

CONTEXT: Water companies work with developers whenever new homes, business units o
other properties need (o be connected 1o the water netwark. This process involves
managing plans for works, quotes and payreits. At the momant, the application pracess for
waler corfneclions can be difficull to track and may be upclear and inconsisternt

OUTCOME: Irnvesting in this new anline portal wauld allow developers o rack the prograss
of ther application at any time, without needing o contact the campany. This could lead 1o
Taster and mare time-efficent processes for developars, more cansistent information and
commurication, and reduced administrative workload for the waler compary in the long-
L

CONSUMER IMPACTS:
+  This irvastment would Bbe funded thraugh custamer bills, meaning all custarmers
would see an increase, nal developers.

+ Towhat extent, if at all, does this issue matter to your business?
Whiy/why not?
o Promgl on experiences of making new connections currenthy,
what are the barriers 1o doing this and to what extent would a
portal address this?

# Thinking from the perspective of your business, outside of the watar
company's own team of experts and decision-makers, who, if anyone,
do you think it s most important for water companies to consult about
this decision? Why do you think this? Prampt after gathering
Sponlanecus respanse:

« A small group of developers who can represent the views of
everybody

A selection of developers who might be impacted more by the
topics than others e.g. those that need to make large numbers of
connections

+  Specialist organisations (separate to tha company) who know
about the topic e.q. web deslgn spacialists

+  Organisations who speak on behalfl of developers

+  Nobody else needs to be consulted about this decision

Navigator
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* |f your company were 1o consult developers on this topic, how invalvad
wiould you like ta be (thinking from the perspective of your business)?
Whiy? Prompt after gathering sponfaneous response:
= Want to be persomally involved
o directly informed {either if opted in for notifications or regardless)
o b able to find cut about decigion if | look for it
o don't need 1o know about this

2. Site-area-based charging
WATER COMPANY DECISION: Whether to charge businesses for surface
water drainage by placing businesses into “bands" based on their total

surface area

CONTEXT: For businesses, surface water drainage charges cover the cost
of removing raimwater that falls on property and enters public sewears. Unlike
domestic bills, thase can vary slgnificantly based an an organlsation's
location and property size. The new ‘site-area-based charging” would link
charges to the size of an organisation's impermeable land areas, for example
buildings or car parks that don't allow water to penatrate, forcing it to run off.
This water typieally runs back inte sewers where it is then treated along with
other wastewater. Businesses cumently pay for surface water drainage
through a flat-rate charge linked to watar meter size, but the water company
is planning te replace these with charges based on the total surface area of
the bisiness site.

OUTCOME:

» Falrer distribution of costs - the current flat-rate system means smaller
businesses and households are often subsidising the costs associated
with larger properties.

«  Environmental benefits - the neaw approach may encourage the
adoption of sustainable drainage systems, such as permeabla paving
of green roofs, which reduce the amount of surface water antering
sewars, kaep water n the environment and halp reduce localisad
flooding.

= Lower household bills - redistributing costs s expected to reduce
househaold wastewater bills over time.

CUSTOMER IMPACTS:
+ Business properties with larger impermeable surfaces would pay mora,
reflecting their greater contribution to surface water entering the
sewar network.

« Towhat extent, if at all, does this issue matter o your business?
‘Whiy/why not?

Navigator
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o Prampt: do they think they would pay lass/mora under the new
way af charging
o Prampt: what, if any Improvemeants could they carry out to reduce
costs?

# Thinking from the perspective of your business, outside of the water
campany's own team of experts and decision-makers, wha, if anyona,
o you think it is most important for water companies to consult about
this decision? Why do you think this? Prampt after gathering
Sponlaneous response:

[SHOW STIN]

[t

Who is it most important for the company to consult?

+ If your company were to consult developers on this topic, how involved
wiold you like to be (thinking from the perspective of your business?
Why? Prompt after gathering sponianeous response:

o Want to be personally involved

directly informed {either if opted in for notifications or regardless)

Be able to find out about decision if | look for it

don't need to know about this

oo o0

4. Wrap up (10 mins)

Mo we'te going to go through different types of impacts that can come from
wiater company decision-making.

Navigator
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Thinking from the perspactive of your business, who, if anyane, ather than
water eompany decision makers and axperts need to have a say in decisions
that could result in the following impacts?

SHOW STIM

& A change to your bills

+  Disruption in your local area (e.g. constiuction, traffic)

+  Change In the level of serviee provided (e.q. wait times/chanmeals used 1o
communicate when thare's an issue with your water supply)

+ Change in the health of the natural environment {e.q. number of pollution
incidents in bodies of water)

After spantoneous response, prompt for each:
* Should anly impacted developers have a say, or all types of developers?
*  Should independent expernts be involvad?

+ What advice yvou would give 1o water companies about whean to invalva
developers like yours in declsion-making?

* What about communicating with developers about decisions they have
made?
o Prompt: ideal channel, opt i vs opt out commumications

* Can you think of any disadvantages of getting developers more involvad
in company decision-making?

Thank and closa.
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Objectives

+ Explore how consumers interpret “material impact® and identify the
dimensions they consider most critical (e.g., financial burden, service
relizbility, environmental sustainability

+ (Gauge which types of impacts are most significant to consumers; and to
what extent consumers want to be involved in related decision making.

+ Establish how consumers wish to engage meaningfully to inform paolicy
and operational decisions.

+ Indicate any differences in perception across consumer demographics,
soCioeconomic groups, water company regions, and levels of
engagement with water services.

+ Develop a framework or decision tree to determine hows consumer
perceptions of material impact can be integrated into company
strategies to enhance compliance with the Consumer Involvement Rule.

Moderator notes
+ 521 hour telephone interviews
+ Spread of experiencas of digital exclusion

Discussion outline {1 hour)

1. Infroductions 15 mins
2. Water industry context 10 mins
3. Scenarios 20 mins
4. Wrap up 15 mins

m‘.ﬂgﬂfﬂf
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1. Introductions (15 mins)

Introduction to the research:

START RECORDING

+ Thanks for participating

+ Introduction to Movigotor: independent research ogency who run
research on behalf of different componies and orgonisations.

+ Purpose of sesgion: We're conducting this session on behalf of water
companies ocross Englond and Waies. They want to understand when
and how water consumers should be invalved in the decisions that
water companies have ta make.

+ Encourogement: There are no right or wrong answers today = we just
want to hear your honest feechock. There's no such thing as a silly
question = if there’s anything you don't wnderstand, please fet me know.

+ Dato protection: The conversations we hove will be oudio recorded for
analysis purposas. Researchers from Novigatar may listen to these
recordings as part of the analysis, but these will not be shared beyond
the research teoms ond won't be mode pubfic.

Introduction to the participant:
+ To start us off, | would like to know a bit more about you and what keeps
you busy at the moment.
o Where do you live? Who lives &t home with you?
o What does life look like currenthy?

+ |can see from the information given to us by the recruiter that you
[insert description of onfine vse]. Could you tell ma & bit about that
please?

o Prompt: why they go online the way they dof/do not go online
o Prompt: impact on day to day life, and typical workarounds e.g.
help frem family members, printing forms of f etc.

+ How, if at all, does this impact your experiences getting in touch with
companies you are a customer of ¥ E.g. if you had an issue with your
energy provider and needed to contact them abouwt this.

o Prompt: preferred channels, and impact if these are not available

Mow let's talk a bit about your water usage.
= What things do you use water for at home?
o E.g. washing cars, watering garden, having baths, medical usage
eto.
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Household customers
+ Do you try to save water at all? How? Why?
o Prompt for details of what they do e.q. shorter showers/showers ‘Whareguiates what water companies canfoonnat de?
over baths, garden watering behaviours etc.
o Where did you find out how/why to save water? Of@ at

* ‘Would you consider yourself/your family to be high, medium or low
water users compared to other customers? Why? @

o Prompt: has anyone learnt about this from their bill oL O
3

* ‘What words or phrases comes to mind when you think about any
interactions you have had with your water company?
o Why did you pick these words?

*  How do you feel about this information? What, if anything is

*  Can you think if any examples where your water company's activities or ﬂewfsufpfiS!“E_l about i1_? )
business decisions have had a [significant] impact on you or your * Based on this infermation, how confident do you feel that your water
household, either positively or negatively? company acts to meet the needs of customers like you?
Mod note: Ideally we are getting at broad company decisions (e.g. they Here's some information about a new rule that Ofwat is introducing in the water
built @ reservoir and the works cause traffic headaches for months) industry called the ‘Consumer Involvemant Rule’.

rather than customer specific annoyances {e.g. they messed up my bill)
Slide 3 - What is the Consumer Involvement Rula?
What is the Consumer Involvement Rule?

Here's some information about what water companies do:
READ STIMULUS SLIDES

Slide 1- What do water companies do?

‘What do water companiss do?

We need your help 1o deflime what these decsions are!

* What kinds of decisions do you think your company could make that
would matter to you? Why do you think this?
o Prompt: anything that impacts bills/level of
service/communications/customer support
Slide 2 - Who regulates what water companies canf/cannot do? o Prompt: anything to do with their provision of offline
services/support to use online services
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« Do you try to save water at all? How? Why?
= Prompt for details of what they do e.g. shorter showers/showers
over baths, garden watering behaviours etc.
o Where did you find out how/why to save water?

= Would you consider yourself/your family to be high, medium or low
water users compared to other customers? Why?

o Prompt: has anyone learnt about this from their bill

+ What words or phrases comes to mind when you think about any
interactions you have had with your water company?

o Why did you pick these words?

* (Can you think if any examples where your water company's activities or
business decisions have had a [significant] impact on you or your
household, either positively or negatively?

Mod note: Ideally we are getting at brood company decisions (e.g. they

built a reservaoir and the works couse traffic headoches for months)
rather than customer specific annoyances (e.g. they messed up my bill)

2. Water industry context (10 mins)

Here's some information about what water companies do:
READ STIMULUS SLIDES

Slide 1- What do water companies do?

‘What do woter companies do?

Slide 2 - Who regulates what water companies can/cannot do?

NGVIEGTDI‘
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Wha neguiabes what waber companies confoannat do?

of@at

9
e

*  How do you feel about this information? What, if anything is
new)/surprising about it?
+ Based on this information, how confident do you feel that your water
company acts to meet the needs of customers like you?
Here's some information about a new rule that Ofwat is introducing in the water
industry called the ‘Consumer Involvement Rule’.

Slide 3 - What is the Consumer Involvement Rule?

what is the Consumer Involvement Rula?

Wit need your help to defve what these decisions ara!

+* ‘What kinds of decisions do you think your company could make that
would matter to you? Why do you think this?
o Prompt: anything that impacts bills/level of
service/communications/customer support
o Prompt: anything to do with their provision of offline
services/support to use online services

Navigator
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This new rule makes it mandatory for companies to prove that customers
genuinely influence decisions which have a material impact on them. l.e
decisions that have a significant impact on customers lives.

* How do you feel about this rule being introduced?
o How important is it for you to be able to influence decisions which
impact your life?
o Mod note: topline responses only {no need to explore this in detail)

3. Scenarios {20 mins)

Water companies want to understand when and how consumers should be
involved in the decisions they make. We are going to discuss two hypothetical
decisions a water company may need to make, along with some context about
how the decision could affect consumers.

READ OUT STIM IN YOUR OWN WORDS

Scenario fNdaarce
WATER COMPANY DECISION: Whether to move from a tracitional call centre staffed
by humans to using a more approach to sevice

« To what extent, if at all, does this issue matter to you? Why/why not?

* How do you feel about automated communication channels (such as
chatbots, Al, and self-service portals) in general?
o What previous experiences have you had with automated comms,
either positive or negative?

Navigator
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= Prompl: experiences with water company and with ather
sectors (e.g. broadband, electricity, gas elc.). Explore how
these experiences compare if possible.

& Outside of the water company's own team of experts and decision-
makers, who, if anyone, do you think it is most important for water
companies to consult about this decision? Why do you think this? Prampt
after gathering spontaneous respanse:

+ A small group of customers who can represent the views of
everybody

* A selection of customers who might be impacted more by these
issues e.g. those who find it hard to communlicate via chatbots

+  Specialist organisations (separate to the company) who Know
about the topic e.g. speclalists in developing communication
channels for companies to use

« Organisations who speak on behalf of customers e.g. Citizens
Advice

s Mobody else needs to be consulted about this decision

s If your company were 1o consult consumars on this toplc, how invalved
would you like to be? Why? Prompt after gathering spontaneocus
response:

‘Want to be personally invelved

o directly informed (either if opted in for notifications or regardless)

o be able to find out about decision If | look for it

o don't nead to know about this

Q
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Scenario 2 oot

WATER COMPANY DECISION: Whathar to redesign the company wabsite and onling account
servics 1o improve the user experience.

+ Towhat extent, if at all, does this issue matter to you? Whywhy not?

+ Do you ever usa your water company’'s weabsite at ali?
o If na, why not?
o If yes, how does It compare to other websites you typically use?
Betterfworse and why? What about to wabsites for ather sectors
(e.q. broadband, electricity, gas ete.)
o Would any changes make it easier for you to use? E.g.
accessibllity tools,

+ Outside of the water company’s own team of experts and decision-
makers, who, if anyone, do you think it is most important for water
companies 1o consult about this decision? Why do you think this? Prompt
after gathering spontanecus response:

o A small group of customers who can represent the views of
aeverybody

o A selection of custamers who might be impacted more by thesa
issues e.g. those who use the website

o Specialist organisations {separate to the company) who know
about the topic e.g. website accessibility specialists.

o Organisations who spaak on behalf of customers e.g. Citizens
Advice

o Nobody else needs to be consulted about this decision

s If your company were 1o consult consumers an this topic, how involved
would you like o be? Why? Prompt after gothering sponfanecus
response:
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= Prompl: experlences with water company and with other
sectors (e.g. broadband, electriclty, gas etc.). Explore how
these experiences compare if possible.

+  Outside of the water company’s own team of experts and decision-
makers, who, if anyone, do you think it is most important Tor water
companies to consult about this decision? Why do you think this? Prompt
after gathering spontaneous response:

» A small group of customers who can represent the views of
avarybody

+ A selection of customers who might be impacted more by these
issues e.g. those who find it hard to communicate via chatbots

» Specialist organisations {separate to the company) who know
abeut the topie e.g. speclalists in developing communication
channels far campanies to use

» Organisations who speaak on behalf of customers e.g. Citizens
Advice

* Naobody else needs to be consulted about this decision

s If your company weare to consult consumers on this tople, how involved
would you like to be? Why? Prompt after gothering spontaneous
response:

o Want to be personally invelved

directly informed (either if opted in for notifications or regardless)

be able to find out about decision If | look for it

den't nead to know about this

Qoo
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o Want to be personally involved
o Directly infarmed {either if opted In for notifications or regardless)
o Be able to find out abeut decision if | look for it
o Don't need to know about this

4. Wrap up (15 mins)

Naw wea're going to go through a list of different types of impacts that can
come from water company decision-making. For each one, | want to Know
who, if anyone, other than water company decision makers and experts you
think need to have a say.

READ STIM

Impacts on customars:

A change to your bills

Change in channels for customers ta get in touch with the company
Reduction in local employment opportunities (e.g. call centre closure)
Change to customer facing information (e.g. presentation and wording of
website, letters, bills)

After spontanecus response, prompl for each:
+ Should only Impacted customers have a say, or should all customers
have a say even If the issue does not impact them directly?
+ Should independent experts be involved?

s What advice you would give to water companies about when to involve
customers like you in decision-making?

o Prompl: specific adviee re invelving customers that may struggle
to access or use online services/prefer offline alternatives

+ What advlce would you give to companies about communicating with
customers about declsions they have made?
o What is the best channel for them to use?
o Would you rather choose 1o opl infopt out of communications?

s Can you think of any disadvantages of getting customerns more involved
in company decision-making?

Thank and close.
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Objectives

» Explore how consumers interpret "material impact” and identify the
dimensions they consider most critical {e.g., financial burden, service
reliability, environmental sustainability

s  Gauge which types of impacts are most significant te consumers; and to
what extent consumers want to ba invelved in related decislon making.

+  Establish how consumers wish to engage meaningfully to inform policy
and operational decisions.

» Indicate any differances In perception across consumer demographics,
socioeconomic groups, water company regions, and levels of
engagemant with water services.

+ Develop a framework or decision tree to determine how consumer
perceptions of material impact can be integrated into company
strategies to enhance compliance with the Consumer Involvement Rule.

Moderator notes
» 5x A5-minute Zoom interviews

Discussion outline (45 minutes)

1. Intreductions, warm up and getting 1o know ;
10 ming
raspondent
2. Water industry context 10 mins
3. Scenario testing 15 mins
4. Wrap-up 10 mins

Navigator
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1. Intro, warm up and getting to know raspondant (10 mins)

Introduction to the research:
START RECORDING

» Thanks for participating

» Introduction te Navigator: independent research agency who run
research an bahalf of different companies and organisations.

» Purpose of session: We're conducting this session on behalfl of waler
companies across England and Wales. They want to understand when
and haw water consumers (including businesses) should be invelved in
the decisions that water campanies have to make. As we talk, please Iry
o answer from the perspective of the organisation f business - not your
views of how you use waler ot hame.

+ Encouragement: There are no right or wrong answers loday - we just
want ta hear your honest feedback. There's no such thing os o sily
guestion = If there's anything you don't understand, please let me know.

» Data protection: The conversations we have will be oudio and video
recorded for analysis purpeses. Researchers from Navigator may listen
o these recordings as part of the analysis, but these will nat be shared
beyond the research teams and woan't be made public.

Introduction to the business:
» Tostart with, please tell me a litthe bit about your business | the
organisation you work for, what it does and what your role is
* What are the current challenges for your business? And what has been
going well?

Business water usage
s | can sea that your water company is xx, is that right? By water
company, we mean the company which supplies the water, rather than
the business retailer which handles the billing.
» What do you use water for in your business?
o Used by employees e.q. in office spaces
o Used in consumer setling e.g. washing dishes, in hair salons
o Industrial use e.g. in the making of a product or as part of your
service

[If time]

& Would you consider the business a hlgh. madium or low watar usar?
Why?

Navigator
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+ Does ittry 1o save water at all? How? Why?

» What words or phrases comes to mind when you think about any
interactions you as a business have had with your water company?
= Why did you pick these words?

+ Can you think if any examples where your water company’s activities or
business decisions have had a [signifieant] impact on your business,
either positively or negatively? Mod note: Ideally we are getting ot broad
company decisions (e.g. they built a reservoir and the works shut down
my business for months) rather than custemer specific annoyances (e.g.
they messed up my bill)

2. Water industry contaxt {10 mins}

Here's some Information about what water companies do:

Whit dowater companies do? _

Whio regulatas what watar componies can/coninct do? -

Of@at -

+ How do you feel about this information? What, If anything is
new/surprising about it?

MNavigator
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+ Based on this information, how confident do you feel your water
company will act to meet the needs of your business? Reminder - by

‘water company’, we mean the company which supplies your water,
NOT your business water retailer.

Here's some Information about a new rule that Ofwat is introducing in the water
industry called the 'Consumer Involvement Rule’.

wWhat is the Consurmer Imvalvernarnt Rule? R

- Wi i o bl b el whal ik SecTions an!

+ What kinds of decisions do you think your company could make that
would have a blg impact on your business? Why do you think this?

o Prompl: anything that impacts bills/trade/local area in which
business operates

+ This new rule makes it mandatory for companies to prove that custamers
genuinely influence decisions which have a ‘material impact’ on tham.
Thinking from the perspective of your business, how do you feel about
thig rule being introduced? How Important is it to your business to be
able to influence those decislons which have a big impact on your
operations?

o Mod nale: topline responses enly [no need lo explore this in detail)

3. Scenario testing {15 mins)

‘Water companies want to understand when and how consumers {including
businesses) should be invalved in the decisions they maka. We are going to
show you two hypothetical declslons a water company may need to make,
aleng with some context about how the decision could affect businesses.
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SHOW 5TIM

1. Company headguarters location

WATER COMPANY DECISION: Whether to mowve the company
headguarters to another location.

CONTEXT: Water company headguarters are where office-based teams
manage the business, plan for its future, and ensure the company follows
government rules. Field workers are not based there, but instead opearate
fram a natwork ef local hubs, to allow them to travel te sites and custemer
propearties quickly.

Your water campany has been based at Its purpese-built headguarters since
the 1860s, and has found out that the roof needs significant repairs.
Operating costs for the headguarters {such as energy) have been increasing,
and the building Is now larger than needed due to more employees working
from home. The company is considering building a smaller and more enargy
efficlent new premises on land they already ewn, and have calculated that
this will be more cost-effective in the long-term than repairing the current
building.

OUTCOME: A new company headguarters with lower operational costs In the
lang term.

CONSUMER IMPACTS:
» Disruption for people living and werking near the ald and new
headguarters due to demolition and bullding works
» Lacal businesses near the existing office may lose trade fram the large
workforce eurrently based thera

+ Specialist organisations {separate to the company) who know
about the tople e.g. planning specialists

+ QOrganisations who speak on behalf of businesses e.q. local
business assoclations

+ Mobody else needs to be consulted about this decision

s |f your company were o consult businesses on this topie, how invalved
would you like to be {thinking from the parspective of your business)?
Why? Prampt after gothering sponlon2ous response:

o Want to be personally involved

o directly informed (either if opted in for notifications or regardless)
o be able to find out about decision if | look for it

= don't need to knew about this

2. Site-area-based charging

» Towhat extent, if at all, does this issue matter to your business?
Why/why not?
o Prompl on any differences if headquarters was close/far away
fram business

» Thinking from the perspective of your business, cutside of the water
company's own team of experts and decision-makers, who, if anyone,
do you think it is most important for water companies to consult about
this decision? Why do you think this? Prompt after gathering
sponlangous response:

= A small group of businesses who can represent the views of
evarybody

s A selection of businesses who might be impacted more by tha
topics than others e.g. those nearby to the new/old headguarters

WATER COMPANY DECISION: Whether to charge businesses for surface
water drainage by placing businesses inte "bands" based on their total

surface area

CONTEXT: For businesses, surface water drainage charges cover the cost
of removing rainwatar that falls on property and enters public sewers. Unlike
domestic bills, these can vary significantly based on an erganisation’s
lacation and praperty size. The new 'site-area-based charging' would link
charges to the size of an arganisatlon's impermeable land areas, for axample
bulldings or car parks that don't allow water to penetrate, forcing it to run off.
This water typically runs back into sewers where [t is then treated aleng with
other wastewater. Businesses currently pay for surface water drainage
through a flat-rate charge linked to water mater size, but the water company
is planning to replace thease with charges based on the total surface area of
the business site.

OUTCOME:

» Fairer distribution of costs - the current flat-rate system means smaller
businesses and households are often subsidising the costs associated
with larger properties.

+ Environmeantal benefits - the new approach may encourage the
adoption of sustainable drainage systems, such as permeable paving
of green reofs, whieh reduce the amount of surface water entering
sewers, keep water In the environment and help reduce localised
fleoding.

+ Lower household bills - redistributing costs is expected 10 reduce
household wastewater bills avar time.
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CUSTOMER IMPACTS:
* Business properties with larger impermeable surfaces would pay more,
reflecting thair greater contribution to surface water entering the
sewer natwark.

+ Towhat extent, if at all, does this Issue matter to your business?
Why/why not?
o Prompt: do they think they would pay less/more under the new
way of charging
o Prompt: what, if any improvements could they carry out to reduce
costs?

+ Thinking fram the perspective of your business, cutside of the water
company's own team of experts and decision-makers, who, if anyone,
de you think it is most important for water companies to consult about
this decision? Why do vou think this? Prompt after gathering
spanlanecus response:

[SHOW STIM]

Who is It mast important for the company to consult?

+ If your company were 1o consult businesses on this topic, how involved
would you like 1o be {thinking from the perspective of your business?
Why? Prampt after gathering sponlaneous response:

= Want ta be personally invalved

= directly informed (either if opted in for notifications er regardless)
o Be able to find out about decision if | look for it

o don't nead to know about this

Navigator
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4. Wrap up (10 mins)

MNow we're going to go through different types of impacts that can come from
water company decision-making.

Thinking from the perspective of your business, who, If anyone, other than
water company decision makers and experts need to have a say In decisions
that could result in the following Impacts?

SHOW 5TIM

« A change to your bills

Disruption in your local area {e.g. construction, traffic)

+ Change inthe level of service provided le.g. wait times/channels used to
communicate when thare's an issue with your water supply)

+ Change inthe health of the natural environment {e.g. number of pollution
incidents in bodies of water)

Affter spontanecus response, prompt for each:
» Should only Impacted businesses have a say, or all types of businesses?
+ Should independent experts be involvad?

+ What advice you would give to water companies about when to involve
businesses like yours in decision-making?

+ What about communicating with businesses about decisions they have
made?
= Prompt: ideal channel, opt in vs opt out communications

+« Canyou think of any disadvantages of getting businesses more involved
in company decision-making?

Thank and close.

Navigator



O 5 Navigator

Research stimulus

Shown to all customers



Navigator

What do water companies do?
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Who regulates what water companies can/cannot do?

of()at

.
(7 <
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What is the Consumer Involvement Rule?

"Material
impact?”

We need your help to define what these decisions are!

32




Navigator

For scenarios tested, see report appendices

Scenarios were presented in the format shown below

Scenario K Navigator

WATER COMPANY DECISION: Whether to redesign the company website and online account
service to improve the user experience.




Navigator

06

Research stimulus

Shown during the online community only



Navigator

Energy

Local council services

Lddadiil

Broadband




—

Navigator

Reliable Unreliable
Customer first Ethical Unethical Profit first
Efficient Future focus Traditional Inefficient
Responsible Adaptable Inflexible Irresponsible
Resilient Helpful Indifferent Fragile
Good communicator Affordable Expensive Poor

Cares about the

Rule follower ,
environment

communicator

Careless about the
environment

Rule breaker



O 7 Navigator

Research stimulus

Shown during additional audience interviews only



Navigator

Who is it most important for the company to consult?

Tested with developers

38



Navigator

Who is it most important for the company to consult?

Tested with NHHs




Navigator

Who is it most important for the company to consult?

Tested with digitally disadvantaged customers

40



Who needs to have a say for decisions with the
following impacts?

Tested with developers and NHHs

Navigator
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Who needs to have a say for decisions with the
following impacts?

Tested with digitally disadvantaged customers

Navigator

42
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