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Summary of approach for year one

Stage 1

Stage 2

Stage 3

Desk Research to
develop and update
the view of customer

priorities, and to

inform the
development of
materials

Qualitative to
understand customers
informed and
uninformed priorities

Household (HH):
10 x 90 min mini digital
focus groups
5 digital depths

Non-household (NHH):

2 x online triads (SMEs)

5 x depth interviews via
Zoom (large)

Quantitative to track
on-going the key
hierarchy of priorities
and identify new
trends

HH: 1,000 interviews:
Online undertaken in
three waves in Yrl and
qguarterly in Yrs 2 and 3

Interim report after
half of fieldwork
completed

Accent ;



The brief

SSC (South Staffs Water (SSW) and Cambridge Water (CAM)) have put together a programme of research to

track customer priorities on a consistent and regular basis throughout AMP7

Qualitative work designed to understand customers uninformed and informed priorities:

B Explore uninformed and informed priorities in the short and long term
— wholesale services: e.g. water quality, supply interruptions leakage, environment, innovation

— retail services: digital channel experience, front line team performance (e.g. knowledge, professionalism, first
contact resolution, customer effort, trust)

B Separate priorities into hygiene, enhancing and over and above

B Understand what factors drive any changes in priorities including whether there are any wider “Water Industry”
trends - e.g. Southern Water scandal

B Understand whether there have been changes since Summer 2017 and what has driven these changes.

This report includes findings from qualitative work that took place between Thursday 1t and
Monday 19t October 2020



Household: Qualitative methodology
10 Zoom mini-groups
5 top-up Zoom depths (to reach more vulnerable customers)

. . . Segments (See
Region| Location Lifestage appendix for
descriptions

. . . Segments (See
Region| Location Lifestage appendix for
descriptions)

Pre-family ABC1 AD,E
Sutton Cambridge Future ABC1 A, E
Coldfield  Fymily C2DE  A,CD,E
Cambridge Famil C2DE A,C, D, E
Burton / EMPty nester/ o B, E £ i
Ll 7 retired
ssw tI¢€ 4 CAM
Tamwort .
Pre-family ~ C2DE  A,CD,E St lves Eleiy ABC1I A D,E
nester/retired
Dudley / Family ABC1 A, D, E .
Walsall Empty nester/ St lves Pre-family C2DE C E
PYY C2DE CE
retired
ABC1 — hlgher afﬂuence C2DE - |OW€F afﬂuence Refer to appendicles B and C for the discussion guides and stimulus

showcards used to engage participants

All recruitment was undertaken over the phone via an external supplier, Rite Angle.




Non-household: Qualitative methodology
2 Zoom Triads (with SMEs)
5 Zoom Depths (with large organisations)

Region SSW CAM
Location Across region Across region
Sector 1 Service 2 Service
2 Manufacturing 1 Manufacturing
1-9 1-9

Size 10-19 10-19

20-49 20-49
Region SSW CAM
Location Across region Across region
Sector 2 Manufac.turlng 2 Service

1 Service
Size 50-249
250+



The study employed online methodology due to the
following reasons:

* Participant preference — many prefer to take part in online
interviews 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
interview is shorter.

* Easy use of multimedia: images including animations.

* Save on travel and venue costs: Undertaking sufficient volume of
face-to-face interviews to provide sufficient sample in each wave to
analyse this population separately to look for differences, so is not
good value within budget constraints.

* Be able to speak to long-distance participants who might otherwise
be put off interviewing, avoid delays and cancellations.

*  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 interviews are
significantly different to those that do.
AcCcent



All participants completed feedback forms

| enjoyed taking part in the event on Zoom

Everyone was given a fair chance to have their say
The event was well organised and structured

The information provided was easy to understand

Differences between digital groups and F2F groups are well documented in the industry (less naturally interactive,
shorter attention spans, less share of voice) BUT these issues were mitigated by having a strong pre-task analysed
in advance of the groups, shorter sessions and mini groups.




Pre-task designed to allow participants time to think about what is
important to them for their home, their community and their area
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Dear Future Me
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Slightly different approach to Foundation Research in 2017, which prompts people to spontaneously think more

about inside and outside their household




Triangulation exercise

Spontaneous priorities generated here have been cross referenced with H20nline insights, original 2017
priorities and PR19 business plan during ‘informed priorities’ discussion

Fairly consistent set of spontaneous priorities across HH/NHH ot cug[c”’-‘ﬁa@

and SSW/CW

o
= > &
Continuity of supply (smart) Meters b‘;‘
Quality of water Education, information and advice -If?-

(-
=
o

Real-time usage app (future bill payers)

1
|
|
Customer service !
|
1

Addressing envir | factors/cli
change (minority/Cambridge)

Fair and accurate billing

Investment in infrastructure

Leakage (esp older) ‘ ‘

Assumed current priorities Additional areas expected to rise
perceived as largely delivered in prominence in near future

- though limited knowledge on

investment in infrastructure/leakage

Key to reassure customers that future priorities will be established with hygiene factors in P of
mind ¥ DU“

10 A
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Despite the challenges of lockdown, many felt it provided a chance to reconnect and
rebalance their lives

Many customers wanted to retain some of the positives connected with Lockdown in the post-Covid world

i s————— S

Lockdown happiness is... Lockdown happiness is...

. ol L
u W‘atchmg‘Netfhx. I got furloughed so | didn’t need u Fgmlly\(|5|ts | |
B Still working : B Time with the family (children
L o worry about money ,
W Flexibility of WFH i Cusiennes Ca el coming home)
B Being furloughed and paid! B  Working
B Studying — having a goal B Getting jobs done around the
B Seeing family house!
B Having space (home and I’'ve had my son back living with B Walking
garden) us since Lockdown and that’s B Exercise = walking and yoga
B Exercise e.g. Couch to 5k been lovely B New technology = Zoom and
B Getting a dog/puppies Empty Nester, Dudley Skype

B Chance to rebalance

Maintaining quality time and a better work/life balance (WFH, flexible working) are the biggest things everyone

(HH/NHH) want to retain




Uncertainty (as a result of Covid-19) is the biggest theme of the ‘Future Letter’ exercise

General shift in underlying belief structures; everyone finds it difficult to project too far with any degree of certainty

‘Life Now’ Themes ‘Life in Future’ Themes

B Survival (Virus and restrictions) / \
B Present tense focus Hopes: Fears: o _

B Focused on study/work/family H Happlnes§ . . Anythlr_1g is possible

B Economic stress — furlough, financial challenges B Social - friends and family | ™ Dystopia o

B Busy vs Balanced B Medical security/vaccine B Online and anti-social

B Frustrating e.g. government, holidays cancelled B Normality - I\/Iedlca_l uncertainty

B Concerns over 2nd wave K B Freedom W Draconian measures /
B |ncreasing restrictions

B |ack of wider social interaction f For Me: \

B Working
Financial stability/security
New home/moving
Holidays/travel/cruises

- For Everyone:
m B Kindness
n B Stability

think it’s the only thing you can sort of think of B Marriage and families M Sustainable planet
B Social e.g. play in a band B Climate change control
|

Pre-Family, Burton
k Theatre, gigs J

Implications for priorities = 1) economic fear/instability, 2) thirst for communication, 3) environment is a future concern, 4)

We’re consuming it every day with COVID and
everything, it’s sort of taken over at this point. |

people now believe anything is possible e.g. water shortages




Example letters highlight concerns over some bigger picture issues
e.g. vulnerable customers, climate change, affordability and future water shortages

Dear Future Me,

It feels a little strange writing to you as an an 18-year old! Your birthday is coming up which means your almost 40!

'm writing in the middle of a global pandemic - a term that has been said so much it's easy to forget how unique and historical this moment is!
have just begun university and I'm loving it already. My household bubble are lovely and | have been able to do in-person supervisions which is
really a blessing in the current climate.

| miss my family a lot though and | cannot wait to see them in December when we go back for Christmas time.

Whatlmshfmnwn-yearoldselfandthesouetytheylrvem:sthatthe i D 19 -1 really hope
that a vaccine has been fou ations were able to work together to protect those who were vulnerable. | pray that governments
will have stepped uptoaddraslssuesofdlrratedungea d that the career politicians of today are a thing of the past; having been replaced b

leaders who show great compassionate for the population.
I hope for you personally that you will be living comfortably, doing a job you love and not having{to worry about financial issues and stresses] ing this letter as we are now in 2040 and I'm now over 90. I'm still managing to live at home as | value my independence, anc

Maost of all | hope you are happy! able to do my own cleaning, washing and daily showers with the help of my automated water equipment.
) I have children of their own and they visit me regularly but they still have to wear masks even when visiting relatives and to
Lots of love (72?) e
yrrespondence, like this.

Mex ng up to 2040 certainly have been different. You will notice there are now washing facilities provided at all bus stops, railway
Tatrons ana-arports not only in the toilet area, but also as soon as you enter or alight, to help prevent the spread of infection since Covid is still
sxtremely prevalent. Disposable masks are now part of the routine along with washing our hands whenever we enter supermarkets, outlet
itores and restaurants. All local shops have now closed down as Covid meant there could be no small premises, and all groceries are purchasec
ind delivered not only by the supermarkets ( just 2 major supermarkets now) but by the post office and any van that is in the area to cut down
) emissions as the climate is changing so rapidly, and all delivery vans report to a centre.

now conserve water, a thing | never did in the 2020's but the free water butts provided by South Staffs water, which is to help catch the rain
wvhich | then use on the garder[ Tam now conscious of preserving water as the reservoirs are not filling as fast as they used and it now hard?
ains.

Nell my future 90 year old, | hope you live another 90 years in the future now that at last a vaccine has been found for this Covid disease.

14
.00k after yourself.




NHH customer picture is also dominated by sense of unpredictability, which
makes it challenging to plan ahead

Political, societal and economic uncertainty places additional pressures on all businesses (but less mention of Brexit

than 2017!) and many putting plans on hold or very slowly rebuilding

Case Study: Smaller We were going to buy Case Study: Medium Case Study: Large
® 10 staff another factory pre- | 2Dsm s e

M Hospitality Covid but not now B Manufacturing B RACHEL to ADD
B Water essential for drinks NHH, SSW B \Water essential for

B Café and Function Rooms processes

B Heart of Cambridge B Scientific Components

M Business folding B Cambridge Science Park

W Staff furloughed It’s just so uncertain and M Business thriving now Farming hasn’t really been

B ‘A disaster’ everything feels out of B Everyone back from affected except for click and

control furlough collect to get supplies
NHH, CW B ‘Unpredictable but NHH, CW
bouncing back’

Implications for priorities = strong focus on ‘obvious’ hygiene factors. They are looking for SSW/CW to steady the

ship e.g. stable pricing, continuity/quality of supply, as attention needs to be elsewhere




[OP PRIORITIES




5 key factors impact on what customers choose as spontaneous priorities

. General Covid-19 uncertainty (as discussed in previous section - understanding of
Customer World)

. Changes in water usage during lockdown and ongoing restrictions
. Everyday experience and perceptions of SSW/CW performance

. Personal position on the environmental attitude spectrum

. Attitude towards big society and support for vulnerable people

Wider water industry factors trends or adverse press coverage came up 1 or 2 times in Cambridge and focused on
water droughts in South East areas




Changes in water usage during lockdown and ongoing restrictions

Some HH sense that they have used water more since Lockdown and this has led to greater consciousness of usage

and VFM
Functional Emotional
B Full house (kids, adults, students) B More time on their hands to: B Summer fun and water games
B At home and WAH = more cups of tea! B Wash cars B Baths = me time, relieve boredom and
B Washing hands guidelines B Water the garden escape!
B More everyday tasks that involve water B Decorate
B Wash the dog!

e.g. endless cooking and dishwasher
stacking!

Despite increased consciousness, most think bills deliver VFM or are waiting for their next bill to make a judgement

NB. VFM judgement within parameters of no comparison; many unaware of % that goes to Severn Trent and Anglian Water

Implications for priorities = 1) Customers seem to be talking more about controlling water usage and how

SSW/CW can help AND 2) desire for bill consistency




Experience and perception of current performance

Most (HH/NHH) have no issues and limited reason to engage with SSW/CW ‘they do what they say they will do’

Majority had no issues with SSW/CW Honestly, I'm happy with the No huge issues, it’s

L . . ; - tt d
Majority have had limited contact with SSW/CW service and have had no issues . pretty good
St Ives, Empty Nester utton Coldfield, Family

Some feel that quality of water, specifically high limescale content could be improved and prioritise this
Some feel SSW/CW should be more proactive with meters/smart metering programmes
Few water pressure issues, although not sure if SSW/CW are responsible

Lack of proactive communications The only thing I noticed on my water bill
I'd put about the limescale, that’s recently is that it has gone up but obviously

Vi sick to death i something we have a really, really because I’'ve been at home for 5 and a half
it} GG O St G (et bad problem with here. The water is so months, | have been using more water at

kettles, washing machine because hard that it basically destroys everything home so that was just a given really.
of the super super hard water Cambridge, Family Burton, Pre-Family
Dudley, Family .

Implications for priorities = impact of high limescale content emerges across this qualitative sample as a priority BUT wider
guantitative tracking work shows that water hardness does not adversely affect customer satisfaction



Position on the environmental spectrum

Environmental conversation has got louder since 2017 priorities exercise (HH/NHH) BUT there is still a spectrum of

attitudes

Climate Climate

Climate

Deniers Neutral

Less engaged, but still aware

Feel that improving planet is ‘a good thing’

Climate change not mentioned in Future Letters

View it from a personal perspective e.g. plastics, flying
Covid-19 impact = get through this crisis first

B Noneseen

Not everyone making link between
environment and water shortages

Sorry, I think | put about travelling and being more
consciously aware of sort of pollution and stuff
because I try and travel as much as | can and I'm
very conscious of the fact that you know, it’s causing
a lot of damage to the planet and yes, sort of making
up for that in some way or other.

Burton Pre-Family

I’'m afraid to say was fairly self-centred because |
was in a bad mood when | wrote it. | think if I'd
been in a better mood, | probably would have had
environment more at the forefront of my concerns
Cambridge, Family

Warriors

Highly engaged

Improving planet is ‘urgent’

Climate change key concern in Future Letters
Environment should be a priority for SSC

People make the link between
climate change and water shortages

You still worry for your grandchildren and
future generations at the state of the world ....
including the environment
Sutton Coldfield, Empty Nester

Implications for priorities = Environment seen in 2017 priorities (mainly Cambridge minority) but taking control over personal
water usage now emerging as a more consistent priority




Attitude towards big society and vulnerable people

Support for vulnerable customers in 2017 appeared more industry driven and part of the informed vs spontaneous

priorities; this time it comes out in spontaneous homework exercise

2017 — Priorities Work

Fairly consistent set of spontaneous priorities across HH/NHH
and SSW/CW

Tr T Vart 7 Vour Local Commundy and Water Task 1 Part 2: Your Local Community and Wates o

V8 e e e 18 P ot g Y GOty - Tt G B g W, Vg, AR - N Fe po S ¥ P4

(smart) Meters

Education, information and advice

Real-time usage app (future bill payers)

MON
1) Water 51 Sacounts for Snancady v-agging hoviehoin

11 Lrcowr age rarevater harveting 1 miigate uban foodeg sd
o)

) " ’
e demand an 1) Owal with waner protiewn a8 prioety

i facts
change (minority/Cambridge)

1
nvest rastructure
Leakage (esp older) sage v
Assumed current priorities P —T—— 1 Meravate ohd gl networts a5 new Sevelopments e bt o0 3] Mantan séundancy o woter moply network - Fm vy ot " .
i 5 i et e - bl b o e e bt e e b peaiabie hn ke ru e laries when revied A betier systern 10 retan mater 4o when we Rave 07y sgeds i marm
- perceived as largely delivered in prominence in near future e SN2

- though limited knowledge on
investment in infrastructure/leakage

Key to reassure customers that future priorities will be established with hygiene factors in . I\/I ixe d Vi eWS h e re
EI mind >

Little mention of ‘society’ in Future Letters
That’s gone up high in my list. B BUT underlying shift towards ‘being kind and looking out for
'm ashamed of myself that | each other’ prompted by Covid-19
didn’t think of it. Pre- B Ack led that th is likelv to b | di
family,C2DE, Cambridge, cknowledge that there is likely to be more people needing
help post Covid-19

B Emerges as a’Community’ priority

Implications for priorities = Need to look after vulnerable customers is elevated post Covid-19




Spontaneous Priorities




Participants were asked to generate spontaneous priorities across household,
the community and for the wider region

Household = Most relevant for everyone
B Me/family at centre of the world
What matters to me?

What is my current service like?

How do | want it to be?

Easy to think about
own water usage
and needs

Community = Most have some sense of community

B Community = Geographical community (neighbours, village,
temple, schools, town)

B Associations with people in the community e.g. vulnerable
customers

B Covid-19 impact here with stronger sense of community for many

Household

Region = Extension of community issues

| just couldn’t do it — |

B Region =not my area couldn’t tell the
B [ower engagement difference

B More difficult to think of specific priorities CW, NHH

B Extension of community and household

No differentiation between community and wider region — need to simplify this exercise for the quantitative work




In 2017 there was a stronger brand focus in the discussion and the pre-task was
designed to explore SSW/CW brand personality and imagery

C

Brand personification focuses on reliability and ease of access

South Staffs Water
efficient
friendly
reliable
helpful
| :
CAMBRIDGE prezeenat:ble s::xy
smart casual not flashy
?07‘14{1&{5 From limited customer

Impact of invisibility is that customers don’t know what SSW/CW do — so when they talk about what’s important,

In 2020, South Staffs Water and Cambridge Water brands

remain pretty invisible

B There is limited bill engagement with water bills (this is
not unigue to SSW/CW)

B Customers don’t recall SSW/CW communications

Customers find it difficult to locate or read their meter

B They are not really listening or looking out for
communications about water

B BUT we know that Covid-19 uncertainty has created a
thirst for communications from all service providers

B AND that customers who take part in the research are
intrigued, surprised and impressed with how much
SSW/CW do

it’s stuff you are already doing!



Hygiene factors: now

Household/Business Community and Wider Region
. Clean, safe, good tasting water
Quality of ! 591e B new
Quality water
Water 04 pressure —
] >
Continuity Meet rising demands of growing populations
24/7 supply . . . o
of Supply Planning to ensure consistency of supply in drought situations
) B
Fast repair of pipes/leaks . . . N
Leakage L Ongoing infrastructure maintenance and investment to minimize leakage
Investment in pipework
H ;
Affordable prices Schemes for vulnerable customers e.g. discount, charity payments
Prici No price increases ‘ Fair bills
ricing . . . . .
Accurate billing and regular meter reading (HH) Work with Landlords to ensure metering option for all

Easy to pay (HH) Consistency of pricing

Efficient staff
Customer  njyiti-channel access to SSW/CW
Service Option to be metered
(HH) Easy home moves
]

v

Comms &  Proactive alerts when supply interrupted
Advice Proactive alerts for planned interruptions

Communications explicitly mentioned as hygiene factor with expectation that SSW/CW will proactively contact if there are any

issues in supply



Enhancing Factors: now

Household/Business Community and Wider Region
Quality of
Water Addressing limescale
Continuity Local schemes to collect rainwater and distribute
of Supply
Leakage Innovation of pipework and infrastructure

ic Visibility of meter e
Pricing . :
Price comparlsons
Customer  slick website )
Service App to pay/monitor usage

(HH)

JUWUOJIAUD

Water efficiency and conservation
Comms &
_ Ways to save water ‘
Advice Personal water footprint (HH)

Information about origin of water

Education in schools

Environment seen as an enhancing factor — for SSW/CW it means meeting responsibilities across the business and specifically

providing communications and support to help reduce water usage




Over & Above Priorities: now

All of these ‘Over and Above’ spontaneous priorities have the potential to have a strong positive impact on brand

and image

Support with Saving Water Community/Region initiatives

B Smart meters = optimum Coordination and working in partnership with other utilities
Water saving tools e.g. butts, showerheads Clean water fountains and refill stations

f Incentives to save water for everyone Community wide water saving initiatives

Comparison with other regions Additional environmental projects

Ability to switch water supplier Community projects e.g. sponsorship

Grants for local businesses

| think like, local schools, and about like
saving water and like, you see some
| think the smart meters is enhancing or companies go out to primary schools and
over and above but | would like it secondary schools and do like, | don’t know,

up pricewise. St Ives, Empty Nesters like roadshows for them and stuff like that.
Cambridge, Future Burton, Pre-Family

You want the water companies to be able to
be competitive and obviously probably
won’t go down but limit the amount it goes

Some overlap between these ‘over and above’ and the future priorities




As seen already, NHH not much different from HH

Spontaneous priorities map against HH

Quality of Continuity Leakage Pricing Comms &
Water of Supply Advice

B Clean, safe, good tasting water M 24/7 supply B Fast repair of pipes/leaks B Consistent B Proactive alerts when supply interrupted
B Quality water B Investment in pipework B No hikes B Proactive alerts for planned interruptions

Y4 o

What's important to your community NOW/OVER NEXT 12 What's important to your community OVER NEXT 5 YEARS| What's important for the entire supply area NOW/OVER N What's important for the entire supply area OVER NEXT 5

MONTHS 12 MONTHS
1) Constant running water 1) No fear of big price hikes 1)Confidence in safe drinking water 1) Reliable clean water everywhere and show the public that they are
taking account of population increases and planning for more
extreme climate events like drought in an environmentally good wary

2) Water standards regarding cleandiness to be always maintained 2) ¥ supply needs 10 be cut off for maintenance, good notice given
and do the work on the day specified 2) Repairing leaks as fast as possible 2) Focus on leaks which waste water

3) Always able to speak o someone on the telephone regarding any 3 Leaks dealt with as fast as possible
water-related matter rather than email 3) Good and prompt customer service if problems arise 3) To feel the company is working to keep charges down by good
lﬂ:ﬁmh be addessed immedately as business 3] Confidence in customer service and trassparent prcng maintenance and leak prevention. Also promote wise use of water

Environment discussed as important as they understand the environmental pressures but vulnerable customers

not always considered spontaneously




All future priorities are ‘enhancing plus’

In five years time, people expect SSW/CW to still deliver against the NOW hygiene, enhancing, above and
beyond priorities

Therefore many FUTURE priorities were duplicated from the NOW priorities e.g. supply to meet changing
demand, etc

Below we have included the additional FUTURE priorities mentioned

Household/Business Community/Region

B Complete metering programme B New/different climate change initiatives

B Guarantee long term sustainability Rainwater harvesting projects

B Smarter, dynamic pricing based on time of usage Accessible community incentive schemes

M Competitive market Reassurance that SSW/CW are monitoring water
sources and aquifers e.g. minority would read
communications about the water table

29 Accent



H2online member insights back up the wider fieldwork by reinforcing the
core categories

Supply tasteless water
South Staffs Water, Retired

H20nline Insights that matched with H2online insights that were not

wider fieldwork Utilise rain water to raised in the wider fieldwork

save money
South Staffs Water,
Employed

Rebates linked to profits
Match executive pay to profits
Reduce dividends

SSW efficiency to save money
Reservoirs for leisure

Easy access to online accounts

Quality of water
B |mproving pressure
B Safe, clean, good taste

B Addressing limescale Engaging with customers

about water saving
South Staffs Water, Retired

Stable supply
B Short and long term

Repairing and preventing leaks

B |nfrastructure investment Minimise environmental

damage
Cambridge Water,
Employed

Pricing and affordability
B Help for vulnerable customers
B Meters and smart meters Educational services

for children
Cambridge Water,
Retired

JU9WUOJIAUD

Good customer service

Comms & Advice

B Educate about water saving ideas
B Encourage conservation

B School education

Consistent list of priorities generated

Reduce the hardness
Cambridge Water,
Unemployed




Summary hierarchy of priorities: now and future based on qualitative insights

NOW

Above and Beyond

B Smart meters

B |ncentives and tools to save water

B Additional environmental projects

B Sponsorship/grants

B Community initiatives e.g. water fountains

Enhancing

B Environmental responsibilities

B Choice of meter

B Good website

B Water conservation at home and outside

B Water usage information and control

B Education in schools

B Ongoing innovation of infrastructure

B Addressing limescale issues

Hygiene

B Water quality and pressure

B Continual supply for everyone

B Minimising leakage through repair and
investment

B Affordable pricing and support for vulnerable

B Efficient customer service (if need)

B Good communication during outage

Enhancing

Hygiene

FUTURE

Enhancing Plus

Roll out metering programme

Guarantee long term sustainability

Smarter, dynamic pricing based on time of usage
Better website/app provision

Competitive market

Carbon neutral

Addressing climate change

Rainwater harvesting projects

Accessible community incentive schemes
Monitoring of aquifer health and water sources

Accent



Summary of changes since 2017

New spontaneous priorities in 2020 highlighted in red

NOW

Above and Beyond

Smart meters

Incentives and tools to save water
Additional environmental projects
Sponsorship/grants

Community initiatives e.g. water fountains

Enhancing

Environmental responsibilities

Choice of meter

Good website

Water conservation at home and outside
Water usage information and control
Education in schools

Ongoing innovation of infrastructure
Addressing limescale

Hygiene

Water quality and pressure

Continual supply and planning for supply/demand
Minimising leakage through repair and investment
Affordable pricing and support for vulnerable
Efficient customer service (if need)

Good communication during outage

Enhancing

Hygiene

FUTURE

Enhancing Plus

Roll out smart metering programme

Guarantee long term sustainability of water
Better website/app provision

Competitive market

Carbon neutral

Addressing climate change

Smarter, dynamic pricing based on time of usage
Rainwater harvesting projects

Accessible community incentive schemes
Monitoring of aquifer health and water sources

Some of the priorities highlighted in red
were important in 2017 after prompting
OR were important for the future but this
time they were raised spontaneously as
important areas for NOW

Accent



Informed Priorities

Accent



Sharing business plan and priorities

Key information shared with all participants

Showcard I: Challenges (CAM)

Cambridge Water is facing a number of “big challenges” in the future

* Increased demand for water = Further reducing leakage on the network
* population growth = Educating, informing and helping
= property building/development customers to use less water and reuse
= Changing rainfall patterns leading to more
higher risk of flooding or longer periods = Reducing carbon emissions
of draught .

Reducing the amount of bad plastics

used in business operations

= some of the water taken from the = Ensuring services are accessible to all
rivers and other water sourced could
lead to a deterioration of the
environment

Changing the way resources are used

customers who need extra support

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

long-term resilience of services to meet the challenges outlined above Az
ceent ¢

Showcard Hii: Measuring and Reporting Performance

Cambridge Water’s performance is now measured across different customer

o .

Reducing the amount of
bad debt from unpaid
bills, so customers do
not pay more than

they need to

Making sure property
records are up to date so
that all customers are
correctly charged

Making sure all oul
people love their job:
and offer great service

Treating all our suppliers
fairly and paying smal
businesses quickly

Financial support for
households struggling to
pay their bills

Households receive
excellent customer
experience/service

Customers who need
assistance who are
registered for support &

Extra care support for
customers who need
assistance

Working with schools
about the need to use
water wisely

Customers can trust us
to deliver

Developers building new
homes receive excellent
customer service

Offering a value for
money service

-/

Retailers who handle
businesses’ bills, queries
and meter readings
receive excellent
customer service

New promise for 2020 - 2025

9 [ Regularly hitting targets and/or

improving performance |

-’ [ Not always hitting targets and/ar slow improvements |

Due to COVID-
19 impacts

] e [ Regularly missing targets and/or no real improvements ‘ACC@HY

Showcard G: Highlights of their Current Business Plan - 2020 to 2025

Over the period 2015 - 2020 your water company
made 15 promises to its customers -

it achieved 63% of the targets set over that period
Progress of meeting our targets
7

Total targets passed 10 10 10 1
Total targets missed 5 5 8 5 4

Using customer feedback, the company has L
now made 28 specific promises to oo e
customers in its plans for 2020 — 2025.
These are split into a number of areas

Showcard Hi: Measuring and Reporting Performance

Cambridge Water’s performance is now measured across different customer

e R e

Making sure water
always comes through
customers’ taps —
short and long term

Reducing the number of
customers contacting

due to water quality
issues 9

Protecting wildlife,
plants, water sources and
meeting environmental
improvement targets

Reducing leakage

levels from pipes 9

Reducing the number

of burst mains 9

Very high level of
compliance in terms of
passing water quality
tests \

Reducing the number of
water production

Finding and fixing visible
leaks more quickly

Not taking too much
water from

environmentally
sensitive sites 9

Reducing how much
water each person
uses each day

Reducing our carbon
emissions from our

Supporting water-
efficient new house
building

failures operations
9 [ Regularly hitting targets and/or improving performance |
[ Not always hitting targets and/or slow improvements | New promise for 2020 - 2025

@) [ Reuiary mising targets and/or no real mprovements_|

Afcent

I'm really quite pleased looking at this —
it covers most things that we talked
about — the environment but in more
detail... carbon emissions. This covers
the population growth from housing
we’ve talked about
Cambridge, NHH

Customers unaware of the business planning process and felt reassured by the thoroughness




Sharing the bill breakdown reinforces all the different operational costs that they
do not think of — showing this has a positive impact on VFM perceptions

For HH and NHH the biggest positive message was the low shareholder dividend. And for HH that SSW/CW have the

third and fourth lowest bills

SSW/CW water bill is not one they usually worry about

Chart shows 2019/20 figures

Financial information

e Facts about your water bil Other bills like energy are higher and get more
g evene = A mirj, .
/ attention and focus

W Water production, treatment, pumping,
network repairs and operations

® In 2020, Cambridge Water will
have the third lowest typical
water bill of all 19 water
companies

M Customer services, meter reading,
ion

billing and payment collectio

B Annual costs of capital investment

B Financing costs and tax

BUT the Covid-19 context is changing the focus on all

B Dividends

" oo 1o Anglan Waterfor he bills and people reinforce the need to keep bills
provision of sewerage and .
dranage services consistent and low

® Shareholder
dividends will fall to
around 2% during the

seriod 2020 - 2095 P As seen before, VFM difficult to judge in non-
competitive world but seeing the reduction in
shareholder dividends is generally positive

Recommend that VFM is included in quantitative work at three levels — blind, within the context of other

household bills and then after seeing the donut chart




Sharing the challenges helps customers understand that SSC is already considering
many of the spontaneous priorities raised

Covers key areas around supply/demand, environment, water conservation, vulnerability and leakage

Showcard I: Challenges (CAM)

Cambridge Water is facing a number of “big challenges” in the future One of the blg emerging priorities Was secu rlty of
* Increased demand for water = Further reducing leakage on the network Supply due to concerns around increased
" population growth = Educating, informing and helping building of homes and businesses and higher
= property building/development customers to use less water and reuse
- Changing rainfall patterns leading o ot demand, challenges demonstrate that SSC
higher risk of flooding or longer periods = Reducing carbon emissions recognise this
of draught = Reducing the amount of bad plastics
" Changing the way resources are used used in business operations Consideration of ‘bad plastics’ prompted some
= some of the water taken from the = Ensuring services are accessible to all . . .
rivers and other water sourced could customers who need extra support to think more about the impact of SSC business
lead to a deterioration of the . .
environment operations on the environment

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

long-term resilience of services to meet the challenges outlined above Az
ccent 6

Affordable water bills caveat is really important and addresses the spontaneous priority of keeping bills low

especially in current climate




Current performance is questioned

Many concerned about the 2015-2020 performance

Even with all the supporting words, people take
these figures at face value

Showcard G: Highlights of their Current Business Plan — 2020 to 2025

Over the period 2015 - 2020 your water company
made 15 promises to its customers -

it achieved 63% of the targets set over that period

ot CBlome, 15 promises and 63% achievement feels low

@
Total targets passed 10 10 7 10 n Q,“;’ é%é’ﬁ;f,: :%:E:a:(lince o, . .
raeene-d IEIENICHIENEN o $ Increasing the number of promises to 28 makes
Ny .
3 people a bit nervous

I hope they can deliver; they're Quite concerning that they only

’ B o/ _ 7
L et going quite high with 28. They achieved 63% - not sure we’d get
environment, reduce clean, high-quality

: L way with that in our business!
A e i only had 15 that failed quite visibly away with that in our business
PR it citcint homes i . I thought Cambridge, Large NHH

Cambridge, Family

Using customer feedback, the company has
now made 28 specific promises to
customers in its plans for 2020 — 2025.
These are split into a number of areas

63% not good is it. That
just sounds low
Dudley, Family

Not sure this information helps to achieve the objectives — not necessary for quantification



Response to specific promises is mainly positive

Most of these issues had been raised spontaneously by HH/NHH customers although not in this level of detail

+

B Covering all important areas

B Much more specific than
spontaneous priorities

B Demonstrates the seriousness of
the exercise

B Environmental promises are far-
reaching and go over and above
what they were thinking e.g.
protecting wildlife, reducing carbon
emissions

Yes, | mean | think it’s all part of the same thing; |
think we were like it’s got to be good for the
environment but not the specific measures that
are, | guess, quantified.

Burton, Pre-Family

Showecard Hi: Measuring and Reporting Performance

Cambridge Water’s performance is now measured across different customer

. i :

Making sure water
always comes through
customers’ taps —
short and long term

Reducing the number of
customers contacting
due to water quality
issues 9

Protecting wildlife,
plants, water sources and
meeting environmental
improvement targets

Reducing leakage

levels from pipes 9

Reducing the number

of burst mains 9

Very high level of
compliance in terms of
passing water quality
tests

Reducing the number of
water production

Finding and fixing visible
leaks more quickly,

Not taking too much
water from

environmentally
o uses each day [
sensitive sites

Reducing how much
water each person

Reducing our carbon
emissions from our

Supporting water-
efficient new house

building On target
so far

failures Ontarget | | Operations
sofar
@) [[Fessiory iting orgets angjor mpraving performance |
[ Not always hitting targets and/or slow improvements | New promise for 2020 - 2025

e ‘ Regularly missing targets and/or no real improvements ‘

Afcent

Showcard Hii: Measuring and Reporting Performance

Cambridge Water’s performance is now measured across different customer

o -

Reducing the amount of
bad debt from unpaid
bills, so customers do
not pay more than

Financial support for
households struggling to
pay their bills

Households receive
excellent customer
experience/service

they need to

Making sure property
records are up to date so
that all customers are

correctly charged | On terget
so far
. On target
Making sure all our

people love their jobs
and offer great service

Treating all our suppliers
fairly and paying small

businesses quickly
so far

Customers who need
assistance who are
registered for support &

Extra care support for
customers who need

assistance
so far

Working with schools
about the need to use
water wisely &

Customers can trust us

to deliver 9

Developers building new
homes receive excellent

customer service

Offering a value for
money service

A

Retailers who handle
businesses’ bills, queries
and meter readings
receive excellent

customer service |_1BC

New promise for 2020 - 2025

@) [[ressiary iting orgets anajor mprovingperformance |

[ ot always hitting targets and/or slow improvements

Due to COVID-
19 impacts

e [ Regularly missing targets and/or no real improvements

B Red/Amber/Green show some areas
where SSW/CW are not performing

It’s a shame that the only red is on their own
environmental performance given that all
businesses should be taking this seriously

Cambridge, NHH Large

I guess the big unhappy smiley face about the
carbon emissions, there’s not much information
there about what their current level is and what
they’re aiming but | guess that they’re not even
making any sort of improvements is upsetting.
Cambridge, Family

All these should be included and cover the hygiene/now spontaneous priorities




Having shared the current plan, we asked whether things became more
important or whether priorities changed

Sharing the plan and current performance generally reassured customers that SSW/CW were already working on the spontaneous priorities they

had identified

leasuring and Reporting Performance
Cambridge Water’s performance is now measured across different customer

" i
Service ﬁ
e n
rou

and || Reducing leakage

levels from pipes )

Reducing how much
water ead h person

eeeeeeeeeeeeeeeee

Cambridge Water’s performance is now measured across different customer

m Community Customers Core Promises
Red of
ba inandial suppor Customers can trust us

Shift in Priorities
B Sense that SSW/CW have covered things they hadn’t thought of e.g. not taking too much water
for environmentally sensitive sites

B Reassured to see that other hygiene factors are key promises e.g. water supply, leakage

B Good to see that education in schools is mentioned and support for vulnerable people is taken
seriously

B Compliance and quality of water
B This was a concern but was already a hygiene factor and remained so

B Reducing our carbon emissions
B Some concern that they were not delivering against this BUT remains an enhancing priority

B Good to see the reducing water target BUT they haven’t seen anything about this!

Although there was some concerns over ‘the number of yellows’, people were told that this was early into the

current plan and therefore they felt that SSW/CW had time to improve



Finally, there are some spontaneous priorities that are NOT covered in current plan and need

further consideration
(missing priorities highlighted in red)

Most of these issues had been raised spontaneously by HH/NHH customers although not in this level of detail

Above and Beyond Enhancing Plus
Smart meterS CambrldgeWaer’sperformanceisnov:%easuredacrossdlﬁerentcustomer ] Guara ntee Iong term SUStaina bility of Water
Incentives and tools to save water e — bsi ..
L : : e |t | [rcioevtate | ceacrgesoe Better website/app provision
Additional environmental projects e | g g N gl | titi ket
Sponsorship/grants wetcgtorantn || | et ™ o OmPpeLItive marke
of burst mains passing water quality .| environment tally water each person
Community initiatives e.g. water fountains " @ g mmme @ pewie” @| | Carbon neutral
i | e g e ' _| | Addressing climate change
Enhancing : R .
, . oll out smart metering programme
Environmental responsibilities . o )
Choice of meter Smarter, dynamic pricing based on time of usage
GOOd Website CambridgeWater‘sperformanceisowmeasuredacrossdifferentcustomer Ralnwater ha rvestlng prOJeCts
Water conservation at home and outside - J Accessible community incentive schemes
: : i socuonurso | ot e | ocdencvion | o o :
Water usage information and control oo g (mrme @) [ @) Monitoring of aquifer health and water sources
Education in schools e Pt e et
Ongoing innovation of infrastructure o
Addressing limescale e g i ol
g sloursupplers LSO
businesses quickly [ Onareet [nu‘; oo Seent

Hygiene

Water quality and pressure

Continual supply and planning for supply/demand
Minimising leakage through repair and investment
Affordable pricing and support for vulnerable
Efficient customer service (if need)

Good communication during outage

Need to quantify to measure relative importance




Business Plan

Aggregation

\YE][e]g1nY;
rules —
everyone’s
equal

Those who

struggle to

afford their
bills

Those who
live with on-

going
service issue

Future
water bill
payers




Response to Business Plan aggregation options

Challenging exercise which would benefit from longer discussion and greater context e.g. how many have ongoing

service issue

Ongoing service issues (Quite a few here)

Majority Rules (Most were here
Jortty ( ) B |mportant to listen to this audience

B Easyandsimple

B All votes are counted Maijority Those who : Eea:’ :cnfoir;etdtsxpehrlence;to dravr\\/ on £ V0
B Everyone’s opinion is valued rules — live with on- . Pee > fair that they .ave g I88€r S qre ofvoice _
B Democratic everyone’s going eople can empathise with frustrations of ongoing
B Far equal service issue bad service
Affordability issues (Minority here) Ithrisg?glve\zlrt]g Future :UtuTe water bill payers (Ml.norlty here)
B Important to hear the views of this group : et (51 mportant to hear the views of future customers
E B - o afford their B Share of the vote only
ut not necessary to overweight their view bills 2 , : . .
B Unobjective mindset so difficult to make good W Don't see this audience as more important — even

. , . -
decisions future customers don’t vote for this option!

B Schemes in place to protect from bill rises

Oh that’s an impossible question! I'd have to say
those with an ongoing service issue because it
must be awful to have cloudy water all the time or
something
Cambridge, NHH

I think you have to go majority rules — surely
everyone should be treated equally
St Ives, Empty Nesters

I think the most democratic answer to that would
be majority rules.
Burton, Pre-Family

Based on this piece, combination of asking everyone, but upweighting those with ongoing service issues is
preferred model



Summary and

Way Forward




A number of factors impact on how customers generate priorities

Factors that influence spontaneous priorities Implications for SSC

Covid-19 economic uncertainty e.g. furlough, jobs at  Creates concerns about personal and wider affordability and
risk, businesses reducing t/o, children have no work  elevates need for SSC to keep costs stable

Covid-19 ‘alternative world’ that contributes to a new
belief system that anything is possible

Water consciousness increases and customers think about
droughts, water usage and how to save water; they are keen
Covid-19 time at home = increased water usage for S5C to provide guidance
Personal experience and perceptions of current SSC Negative experience over quality of water, specifically
performance limescale, creates focus on this priority for SSC

Stronger belief in environment as an important issue and

Position on environmental spectrum . . .
greater link with water usage and conservation

Attitudes towards big society and vulnerable people = More vulnerable customers likely as a result of Covid-19 and
stronger sense that SSC will need to support and protect

44 A /AP
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Range of priorities generated - now and future

NOW

Above and Beyond
B Smart meters

B |ncentives and tools to save water

B Additional environmental projects

B Sponsorship/grants

B Community initiatives e.g. water fountains
Enhancing

Environmental responsibilities

M Choice of meter

B Good website

B \Water conservation at home and outside
B Water usage information and control

B Education in schools

B Ongoing innovation of infrastructure

B Addressing limescale issues

Hygiene

B Water quality

B Continual supply for everyone and pressure

B Minimising leakage through repair
investment

B Affordable pricing and support for vulnerable

Efficient customer service (if need)

B Good communication during outage

and

FUTURE

Enhancing Plus

Roll out metering programme

Guarantee long term sustainability

Smarter, dynamic pricing based on time of usage
Better website/app provision

Competitive market

Carbon neutral

Addressing climate change

Rainwater harvesting projects

Accessible community incentive schemes
Monitoring of aquifer health and water sources

Enhancing

Hygiene

Accent




Some of those priorities were not raised spontaneously last time AND some
are not covered in the current Business Plan

None of these are hygiene factors

Raised spontaneously this time so could have greater Raised spontaneously but NOT covered directly in the
importance BUT already covered in current Business Plan current Business Plan promises

B Environmental responsibilities Addressing limescale / hard water impacts
Water conservation at home and outside Good website

Water usage information and control Sponsorship/grants

Education in schools Community initiatives e.g. water fountains
Planning for supply and demand Smart meters

Education in schools Smarter, dynamic pricing based on time of usage
Rainwater harvesting projects

Accessible community incentive schemes
Monitoring of aquifer health and water sources

Need to consider quantification of these in quant tracking exercise




Appendix A
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Segment Descriptions

AW LN (o R NI Gy [T Very time pressed juggling all their commitments. Consequently
base) don’t think much about their water usage and don’t want their
time wasted. Often online.

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.

Often financially and time pressured. Strong preference for being
on-line and using social media.

Highly engaged with using the ‘latest’ technology and managing
their lives online. Switched on to saving water.

E-18% 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.

Customer segment Overview of segment

ACcent
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Please note that the questionnaire is regionalised to South Staffs
Water or Cambridge Water where appropriate. There were also
variations used for non-household customers

APPENDIX B
DISCUSSION GUIDE (household)

ACcent
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= Wi thare asythisg sl Bt you manted 1 indude (But csubdnt Becaus wa Bmited pou b e
priaitiel)
Frnaly, Wt's fecus o5 e wider SOUTH STAPPS/CAMSRIDGE WATER SUPPLY AREA - hom would yeu
duricsita thi? Do you think sboul the mider rigasn much?

W W e yoi Bnk ane the challings s Thit imsact a5 the quil ity ol e & S5 widie Gl

W WS are the miin isess that e segion lee s with ragands 1o watarfwater sepphy (@ asy] (Showeard &
i nieadud|

WA e you was! South SEiCambridie Waver b Mfacui on nom” Bew me're thinking atsal the amis
i wenabd b i T ra nee sutiddie of yous homa and poar imsediate comSunity But Sight Bala thaia
wh lhee ased work is the wider Soath SfhCasbodge Water a

[t%

= hithii seemathisg niesyiomatSing thiyre deing will ind yeuwant thim o darry on dengfamathing
thiry'ri dinisg Badly thit pea mint tam 1o isgreva?

= Wity v thecs impartam 1o th eida?
= Whauld thiry harew any i=pes o5 yousfyous heusesld or e besslin the wider ared?

= Whan

ancd mould & mike o the wider aoea # Ssuth St Cambeidge Watar did this?
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= Wiak thare asythisg @l that you manted 1 indude (but coubdn't Becius wa Brmived o b Drem
prigritien])

Lats fieww Fesceni on T Tubare, so Thats tainkisg ahead 10 5 years’ lise and the importas! sreas poa wan
whvarm o ke fecusing on Swn.

et rabee: coer fint for huusuld, Bhen community and finally b supply area.
W s e you wan South StellyCasbridge Water v b fecusing an in S years’ tise?

W i this dsminhing sewomethisg they'ne deing wall and pod want tham 1o cary en dongisosathing
Uiwary' ra oing Bsadly that poa wast tham ta i mareaee?

Wy weeukd thice B importast 1o peuin 5 years time?

Wy e e iparant b youdysur b Mo weicdir arua?

W Was thane snytSing eee S you wanted 15 nduds (bt csuldn't becaais we mitied you o e
prinitiesl]

W T rhie S e ds Sar ranL o R TS = 'S i thist Seuth SeaTafCambridge Water hawe got thede sored
ased ard dedn thok thisgi fer yeu = mhat ehe wedld vau want them 1o 8 nothe e 3 pearcs?

B [ this aemesthing s eerm rth i Thiry'nk ched g vl il Yo Wil L Thism BB SAFFY 6 Bainga rathing
Loy ra i g Bl thin! poa wiast 1 him Bo | maraee

Wy wieukd thice B importast 1o pouin 5 years time?

B Far cammisieg weidd tuy kv iy el on s Roaheld of | bialit your (oo
cam=unity thi widkr arma?

: mould they his a5y impacs os pourfper housihold o b Banafit thi wider

= oS ¢ rik & Thie eountry el wibir wreicas and
ik i ismpomant bor Sauth St FCa mbridge Water 10 e
Tecusng on (angthisg dilfemn Trem wial s e S icuiied s lar veday ¥

= Wit wis this abot T fig. owar bills, biss/=ook S Ui a oot waler sicurty, @ watar gualty Giure,
i Mmss e miin Burd? iusing pessle 0 low thier witer upply poliuli on, iMaacls o5 risErs rusning
dey, redaing carbon foot prin, imaravisg widili/glanling more riss, e

= Wihiat it Soed hading about this hive o8 wha you think is impertant Far veur waldr com pury
b foseni oo b s o peofyour sesmusiy Mt sopply area?

Please note that the questionnaire is regionalised to South Staffs
Water or Cambridge Water where appropriate. There were also

variations used for non-household customers

OEAECTIRE: OF AN SUAE A TWE RAMNMNG OF PO TIES (R PO E ENRARS N G WO

by, e s e gt @ Bt ol peicrities ets rank them in order of prisrsy.
Group tha eurrent feiorilhes, U Digs yeu wm Seuth StallyCa mbe idge W aser be do o inlo B grougs.
Sheward &

W Groug 1o “Esenbal™ o ko il = Ui d v T things the? yed 95ink Soon® Sea i, e m beidge Water shouwld
b doing isa =atter of coarss, the thisgs St you woukd no? sccept the sendoe Lo gal more in asy wiy

B Geoup I “eshaseing”™ griorithis = e are tha thing thet s think Ssuth Salls/Camiridgs 'Water

alvcaald Bocus en ssnt, i =aiing sure the grooe 1 “esemial” prionites s beng deiered om

B Geoup 3 “sboww and beyond” protes - U ae the things thal would resly make Scuth
SralefCambiridg Waser really stand out for you, things that yeu woddss neceisarly sxsect of § mater
[ETHIESTIT

B fdsduerater nobe: § not akeidy mimSioned gromet:

= baithe COVID-19 pandemic ma de you think monm abet your wilber sr o, hom thiy ire dalsanad
anddor fature challingas pou thisk a wiater comsanr might Teoe?™

= I, B 7

W Has this i pa chad 60 poor priootes e yoeur wines sareoas® 'Which? And how Bk it ahesed the ordar ol

20 mins (B0)
CEECTIWE: WONDERSFAND F AWARENEST OF S50S CORRENT FLAN, PERROEAANCE AND CRALLENGES
ATRODUNCES NEW FROORITIES OF CRANVGES PRACITIES

Pelesdwrater pracnt showcards &, O, E, F

Sewth StaflaCasbodps Water ane ragulitad by Obwi? and Bas 10 sabmil @ Businexs Plan escy Tos pean.
Thair carram plan rana fom 020 10 D025 The Bainais Pas & grouped inlo fve aceas: o,
Comsunities, Esvwirosmest, Samice asd Busisais. &1 thecentre bow hat thic call e is “core pro il ses” which
ara e mperlast anis e thien 1o delvar an = Trust end Valsa Tor Mosay.

Thair parformince & monitond s regerted doroi =ary dilfecest s and you cas dee how tey'ne
curriast by diisg.

B Quastion? Theagses?

B Hew o do e Fel sboet the vakoe lae mony oflired by posr South StallyCamteidgs Water bl gven
whit ypees knerw nom = por e ageggesd
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W g everything chias?
WO i o B ol 1o ke 6% G ARERET

Whan pultng tegather thier budniss slan Sooth S8 Carm b dge Waver had 1o consideer a larga numBsr ol
chalinpgas |Showeard 4)

W Ouestiom? Thougsas?
W g vy thng chias T WS e ol B B it 1o kasw 60 T AtageT

W Havig bt =odd about Sauth SafbCambidge Wil e Busneis Plin asd e challingas this

Tt dre the e any oraec® s That yod wianl ooadd? Asything niew 5% comiider?
= Wihig?
—  Wihic® st ion ol pour piionitie i nkisg woialkd veu add tham ta?

= And doas learsing mare sbaut thidr chal lengas midn TS you was? o changs anything an the s el
priasiliie wil v sl decused 7

— O = iy o B orior it s Barlwees Wctons of yous prior iy rankisg? W™
W And airy pou mank bo ke el Mnam poar 067 Why?

Souts S1afleCa=brdgs Water's Business Mas is centred arcund Buve ey P mad |Sheaweard Hj. You'l s
ehay'va =ade 5 soecilic prom i in = plans for 30032035, And you cas siee how ey parformed is e i

| Buiwiriieich Plas aggainal th 15 promse midie owes that pernipd.
Theiit parfarmance afanal ther cures? Srosiss & eSawn nthie ol g i idas (Showcands | and 1

W Having karnl more abedl Sedath Sealfs FCam bridge Waters past asd cusrant perfarmassa ars thes an
ol that poa wast ta add? AnytBing nw 1 oondidar T

= Wihig?
= Which st bon o our prionties rankisg weould veu add tham ta?

= And doas ernng more asoul thidr pesformmascs Saan Thet Yo s b S e asyhing on t s
ol pricims wa've juil Sesuied?

= O = any ol e orior i es Brbwees wetens of yous prier ity rankisg? Wip ™

W And arry poa mant b6 @bk sul Trem poor 07 Why?

CELECTIWE: GAN AN MTUAL P FROM CUSTOMERE AF T WHETHER TRE FUTLRE BUSINESS PLAN
SHOULD BE BASED OF TR MADREY WEWN OF S%E MORE FOOLE FOWARDE CERTAN DUSTORER
RROLPEF

Please note that the questionnaire is regionalised to South Staffs
Water or Cambridge Water where appropriate. There were also

variations used for non-household customers

W han devibegisgg thidr glins Jouth SafliCa=brdps Waler sk n aniage=an with cambamens nem
all EPbrant mal kol 1ile Gded dbaiiosd 10 aniare Bl thier wicss ane Likan inbs dccaus? in in it builnes
and isveastmest plans.

martibir of ways that Ba vesd of dferint Solomes groups in b analysied and 1
i U plan sl by anE o underit and yedn s Ews en hos ey shou'd Batasess all @ ha di e ram

Baediadh thivy rica fed Tram Thie cuslamacs they e, (Showcerd K)

W Fllajorivy rubes: @l custemers” priositie are e ated agquall whies the co=pasy & making Secid am sbaut
P i plans snd i rreesne=u nits, mith no ooer repradesteten of dileem goos of coito=an. i§ the =agpen
appresr the idea asd thie imgae! 2 will hise onthaer Bills, San it wil go ahead

W Servior oS dome Cuslemer s anperEnoe unaualy ps sodesss o davarnily of servioe e = such
ik e andfor on-paing o Wl r Sred re, hard et caoisg Lim eieale to balld ugon tips e,
WlE af i proparty mght b sensed By a baid gige. 'Whilsl theds Hades higpen 19 a minarity ol
cuglomars, ey would be givin & greabar share of soice wiwn dacidling il sny i mees2=snts that redecs
P s f of eoiftosars sMactad By e 1yoas of wraios Biues o ahead

W Finandal velnerability: & mijos sreics mpresa mant sil anky B fanded B customaens who am daisilied
i g Minencially vulsarabie (o.g thoie on very bow housessld nosme andfer homehsold bmels)
appresr the approach ased say the Bil impact b6 fund S improve=an & i®ordab s 16 1him

W Futuna casbamars: = e | meet=e nl Saciiam wil only b fandied @ U5 mapity of tuito=ars usdes 15
in age asprowr thie aspraach asd sy the Bl irmpd et i fund e mn prose=an! & i®ardable 16 1ham

W TEewighla? Anyt hing rof ks, il e, wbal?

#f- ol wach azgraach
W iWich of theie approsches do youthink Sedth S s Wasen e mbridge Waner should 1abe?
W iy do pousay that ¥

W Oayau Senk this b as Gred Thiy shauld b aiking cumtamars’ Tor thier s en ™

Thank poa vary much.

Cas | Tnally sk whiahir arrg & you wodd Be hasgy b3 b conictind agais iTwe nisd dasileation af sny ol
ipEasr dasrm il 10 ggSt o B Like gt in ather ressanch Tor Soath Stafls/Caskrd jpa Watir ¥

el b i Fng sorme Mesdback fon=s lor poa 1o proside feedhiack on tSis evesing's svesti. These's also an
G partunily 1o g ud 1e Seuth Stallsilambeidps Wi cuslomer enlbne dislomer Comsunily il bid
HBOnkne il pou’re moarasted in bing nvelved s osgong 1o Bl tha compa g thas i plass.
Theiy havea eir I00 rmambird on Sl Commusity akeady,
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Please note that the stimulus materials were regionalised to South
Staffs Water or Cambridge Water where appropriate. There were
also variations used for non-household customers

APPENDIX C
STIMULUS MATERIALS — SSW (example)

Showcard A: South Staffs Supply Area Showcard B: Pyramid of Priorities

Above & beyond

The “enhancers”

The “essentials”

Staffs region Afcent 1
Showcard C: About South Staffs Water Showecard D: About South Staffs & Cambridge Water
@ About South Staffs Water (SSW) Water supply for customers tomer facing activities
5
Serves 1.3 million people across 1,500 km? B Taking/collecting water s B Read meters: 45% of customers
from the environment Acrcrad have meters in the South Staffs @
Supply approx. 562,000 homes and almost 34,000 region/75% in Cambridge ==
business properties B Transport water —through 8,580km of pipes, | o derdennil iniodles
i : ; end out bills: including offering an
Supply 305 millian litres water per day powered by 113 pumping stations | S— anline MyAccount service =
Drinking water comes from 2 surface water sources B Operate 40 water treatment works @ ‘
(River Severn and Blithfield reservoir) and 19 @ = Crtomprsenice:hapilshundreds
e of queries every day through e- j
underground water sources B Maintenance, repairs mail, phonle, wdebsi‘te, webchat,
. APP, social media, letter, SMS texts [ ()]
As a household customer, you can’t choose which anererewalsiofall these:assets 5 (1]
N company supplies your water B Delivering water to customers’ premises and I‘n - EXt? supportt:hhs!p a\mct)std2b5_‘,‘000 d
Around 1.7 million fitting water meters fiie CL ct)mirs wi dls;oun 633 EIOSOan —
BE|S A . . . . assist when nhee e dover 5 E
Suth et Watorand Merged with Cambridge Water in April 2013 customers who need extra help
i . . . B Protecting and improving the natural Q aCC95|5‘_”8 tbhe”\ SSTV'CES 5 e-zﬁ-
54 Cambridge Wat.elr. They Employ approximately 440 staff in Cambridge and environment by working with landowners - c&. ngrﬁtyc‘;gpeg;[)ﬁ:Io:\;?.tgetrh‘giﬁ stemo\v _~
use around 2 million full Walsall i.e. wildlife, trees, plants, rivers and streams or visiting a Community Hub. ’ tﬂ& Ccent

baths every day!

Alcent 3

Alcent



Please note that the stimulus materials were regionalised to South
APPENDIX C Staffs Water or Cambridge Water where appropriate. There were
STIMULUS MATERIALS - SSW also variations used for non-household customers

Showecard E: How Your Bill is Used - SSW Showecard F: Introducing Ofwat & Business Plan

Chart shows 2019/20 figures Why is a business plan important to you?

How we use the money we get from customers’bills

ovenue £124 Facts about your water bill
W Water production, treatment, pumping, G ©n

network repairs and operations Most household customers in England and Every When developing its business
®* |n 2020, South Staffs Water will ‘Wales cannot choose the company that to It reviews
B Customer services, meter reading, , i e T S e e e plans, the company must
billing and payment collection have the fourth lowest typical (sewerage) services. package companies have proposed will deliver look to the fut d test it
B Annual costs of capital investment water bill of all 19 water the best outcome for customers now and 00K 1o the Tuture and test Its
Instead, the regulator, Ofwat, acts as an over the long term. ro OSBIS a ainst a number
B Financing costs and tax companies altemativ for compstition. It protects prop, &
customers interests and makes surethey  CAMIRDSE  Your water company's curtent businss plan of different scenarios — such
B Dividends receive high-quality services at an COMPANY covers the five years to 2025 and thousands _
. affordable price. of customers had a say in helping them to as a serious water draught.
®  54% of the total bill you pay develop it. The plan sets out the promises
goes to Severn Trent for the :’;’m’;‘;‘;‘mﬂﬁmﬁmﬁ'
provision of sewerage and é they will pay. It must also maintain.its.
drainage services South Staffs Water financial performance and

® Shareholder dividends credit rating at all times

will fall to around 2% e el \ . . ..
during the period (
2020 - 2025 Alcent s
Alcent ¢

Showeard G: Challenges (SSW) Showcard H: Highlights of their Current Business Plan — 2020 to 2025

South Staffs Water is facing a number of “big challenges” in the future Over the period 2015 - 2020 your water company

= Increased demand for water = Reducing carbon emissions made 15 promises to its customers -
it achieved 63% of the targets set over that period

= population growth = Reducing the amount of bad plastics
- property building/development used in business operations e
= Changing rainfall patterns leading to = Ensuring services are accessible to all
higher risk of flooding or longer periods customers who need extra support Total targets passed 10 10 7 10 n w;f'f“[.:.,%“‘n
. Total targets missed 5 5 8 5 4 5 e
of draught = |ncreasing humber of households improving
= Changing the way resources are used experiencing financial hardship /

= some of the water taken from the increasing levels of bad debt

rivers and from underground for = Educating, informing and helping —
human needs could lead to a customers to use less water and reuse

deterioration of the environment more. Using customer feedback, the company has g )
o : § i bl
= Further reducing leakage on the network now made 28 specific promises to el ot
55 customers in its plans for 2020 — 2025.

All whilst balancing the need for affordable water bills and ensuring the
long-term resilience of services to meet the challenges outlined above Afcent 7
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STIMULUS MATERIALS - SSW

56

Showcard I: Measuring and Reporting Performance

Please note that the stimulus materials were regionalised to South
Staffs Water or Cambridge Water where appropriate. There were
also variations used for non-household customers

South Staffs Water’s performance is now measured across different customer promises

|

]

Making sure water
always comes through
customers’ taps —
short and long term

Reducing the number of

Reducing the number
of burst mains

®

customers contacting
due to water quality
issues 9
Very high level of

compliance in terms of
passing water quality

tests

A 4

Reducing the number of
water production
failures

Finding and fixing visible

leaks more quickly| ontarget
sofar

Showcard K: Aggregation Options

Delivering a £63m
upgraded at two water

treatment works
so far

Protecting wildlife,
plants, water sources and
meeting environmental
improvement targets

Reducing leakage ®

levels from pipes @

Not taking too much
water from
environmentally
sensitive sites

®

Reducing how much
water each person
uses each day

\ 4

Reducing our carbon
emissions from our
operations

Supporting water-
efficient new house

building On target
5o far

9 ‘ Regularly hitting targets and/or improving performance

‘ Not always hitting targets and/or slow improvements

e ‘ Regularly missing targets and/or no real improvements

Majority
rules —
everyone’s
equal

Those who

struggle to

afford their
bills

Those who
live with on-
going
service issue

Future
water bill
payers

New promise for 2020-2025  Alcent

| ® Worse than industry average
| performance

Alcent 11

Showecard J: Measuring and Reporting Performance

South Staffs Water’s performance is now measured across different customer promises

m Community Customers Core Promises

Reducing the amount of
bad debt from unpaid
bills, so customers do
not pay more than
they need to

Households receive
excellent customer
experience/service

Financial support for
households struggling to
pay their bills

Customers can trust us

to deliver 9

-

- Customers who need

assistance who are
registered for support =

Developers building new
homes receive excellent
customer service

Offering a value for

Making sure property e SERES

records are up to date so
that all customers are

correctly charged Extra care support for

. Ontarget | CUstomers who need
Making sure all our| o ¢ e
people love their jobs 50 far
and offer great service

-
Retailers who handle
businesses’ bills, queries
and meter readings

receive excellent

customer service
9 |Regu\ar\v hitting targets and/or impraving performance ‘

Working with schools New promise for 2020 - 2025

about the need to use
water wisely

Treating all our suppliers

fairly and paying small A 4 | Not always hitting targets and/or slow improvements ‘
i i On target Due to COVID- Ceer
businesses qU|Ck|V o Fagr ( :: :nuacts ] e | Regularly missing targets and/or no real improvements ‘ Accent

Feedback Form {will be emailed to participants)

Based on this evening’s group, please indicate whether you Strongly Agree, Agree, Disagree,
Strongly Disagree or Neither Agree or Disagree with each of the following statements

Strongly
Agree

]

Strongly
Disagree

)

Agree Neither

]

Disagree

| enjoyed taking part in the
event on Zoom

O O

Everyone was given a fair
chance to have their say

J ]

The event was well organised
and structured

] ]

The information provided was
easy to understand

J 0 U
0 0 O
0 0 O

) ]

Do you have any suggestions or comments to make about this evening’s groups and/or what could be improved?

NCcent

Alcent 1
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