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SPECIFIC 

OBJECTIVES
QUANTITATIVE priorities explored through a Maxdiff study 

conducted online with a representative sample of SSW and CAM 
customers

Explore any differences 

between uninformed/ 

informed priorities and 

qualitative/quantitative 

insights

This chart pack illustrates the year 3 quantitative insights

Provide a benchmark 

against which 

customers’ priorities 

will be tracked for both 

wholesale and retail 

services

Understand the 

customer impact of 

the cost-of-living 

crisis



THE BRIEF

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

AMP7, 2020-2025. We are now at the end of the third year of the tracker.
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• Desk research = Spring/summer 2020

• Qualitative research = 

September/October 2020 - household 

and business customers

• Quantitative household research = 

November 2020 to March 2021

• Design November 2020

• Fieldwork phase 1 = December 

2020

• Fieldwork phase 2 = January 2021

• Fieldwork phase 3 = February 

2021

• Analysis = March 2021 

YEAR 1 PRIORITIES TRACKER

WORK UNDERTAKEN throughout the 

first year AMP7 – 2020/21

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

• Fieldwork phase 1 = May 2021

• Fieldwork phase 2 = September 

2021

• Fieldwork phase 3 = December 

2021

• Fieldwork phase 4 = March 2022 

• Analysis = April 2022 

YEAR 2 PRIORITIES TRACKER

WORK UNDERTAKEN throughout the 

second year AMP7 – 2021/22

WORK UNDERTAKEN throughout the 

third year AMP7 – 2022/23

YEAR 3 PRIORITIES TRACKER

• Qualitative research = April 2022

• Quantitative  household research -

household and business customers

• Fieldwork phase 1 = June 2022

• Fieldwork phase 2 = September 

2022

• Fieldwork phase 3 = November 

2022

• Fieldwork phase 4 = March 2023

• Analysis = April 2023



StatusStatusStatusStatus

TargetTargetTargetTargetSSWSSWSSWSSW Year Year Year Year 

3333

Year Year Year Year 

2222

Year Year Year Year 

1111

38%45%50%45%Metered

54%51%46%55%Unmetered

8%4%4%-Don’t know

CAMCAMCAMCAM

71%68%75%75%Metered

21%25%19%25%Unmetered

7%6%6%-Don’t know

YEAR 1 TARGET 350 SSW/150 CAM YEAR 1: ACHIEVED 364 SSW/147 CAM - 511 ONLINE SURVEYS

YEAR 2 TARGET 700 SSW/300 CAM YEAR 2: ACHIEVED 701 SSW/353 CAM - 1,054 ONLINE SURVEYS

YEAR 3 TARGET 700 SSW/300 CAM YEAR 3: ACHIEVED 745 SSW/327 CAM - 1,072 ONLINE SURVEYS

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

Cambridge Water. Final data set weightedweightedweightedweighted according to targets.  

AgeAgeAgeAgeMeter Status Meter Status Meter Status Meter Status GenderGenderGenderGender Social GradeSocial GradeSocial GradeSocial Grade

StatusStatusStatusStatus
TargetTargetTargetTargetSSWSSWSSWSSW

Year 3Year 3Year 3Year 3Year 2Year 2Year 2Year 2Year 1Year 1Year 1Year 1

51%46%46%51%Female

48%54%54%49%Male

1%0%--
Prefer 

not to say

CAMCAMCAMCAM

50%47%41%50%Female

48%51%59%50%Male

2%2%--
Prefer 

not to say

StatusStatusStatusStatus
TargetTargetTargetTargetSSWSSWSSWSSW

Year 3 Year 3 Year 3 Year 3 Year 2Year 2Year 2Year 2Year 1Year 1Year 1Year 1

24%16%14%19%18-34

26%18%14%30%35-49

25%9%45%25%50-64

24%51%27%26%65+

CAMCAMCAMCAM

18%15%17%18%16-34

29%20%21%31%35-49

31%10%10%27%50-64

21%46%52%25%65+

StatusStatusStatusStatus
TargetTargetTargetTargetSSWSSWSSWSSW

YYYYeeeeaaaarrrr    3333Year 2Year 2Year 2Year 2Year 1Year 1Year 1Year 1

17%28%31%17%AB

51%42%45%51%C1C2

29%26%24%32%DE

CAMCAMCAMCAM

36%49%52%35%AB

44%31%41%48%C1C2

15%14%7%17%DE

Not include prefer not to say Not include prefer not to say

WeightingQuality checks

• Minimum completion 

time imposed

• Minimum time to review 

SSW/CAM information 

and attribute descriptions

• Straightliners removed

• Logic checks

Year 3 Source

• Dynata: 562 (52%)

• SSW: 346 (32%)

• CAM: 98 (9%)

• Youthsight – future 

customers (aged 18-25): 

67 (6%)

Year 3 Follow ups

• 16% opted in to 

H2Online signup

• 60% requested a 

summary of results

• Weighting applied to 

ensure consistency of 

samples between 

Years 1, 2 and 3

* Quotas all based on the 2011 Census data, but any future years' work will switch to the 2021 Census data. 

* Minimum quota missed

Questionnaires

• Questionnaires and stimulus 

materials were added to 

Appendix 
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This quantitative element of the tracker only covers Household customers (Current bill payers and This quantitative element of the tracker only covers Household customers (Current bill payers and This quantitative element of the tracker only covers Household customers (Current bill payers and This quantitative element of the tracker only covers Household customers (Current bill payers and 

future customers) becausefuture customers) becausefuture customers) becausefuture customers) because: 

• A range of Non-household customers have been 

covered in the qualitative stage of the research to 

understand their views in-depth. 

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

household customers is during the qualitative 

stage, we did not observe any significant 

differences between Household and non-

household customers.

• Additionally, it is becoming increasingly challenging 

to achieve a robust number of interviews online 

among a NHH audience. Therefore, undertaking 

large-scale quantitative surveys among Non-

household is not cost effective, given the 

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

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

• Participant preference – many prefer to answer surveys online rather than via

telephone or face-to-face as they can pick a time that suits them best, and the

time needed to complete the survey is shorter.

• Anonymity – participants in online surveys often provide longer and more

detailed answers because they feel safe in the anonymous environment of the

Internet, thus making them more likely to give a more honest and open

response.

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

employed a MaxDiff approach, which is not suitable to be conducted via

telephone. Online is the most effective method to collect the responses.

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

sample in each wave to analyse this population separately to look for

differences, so is not good value within budget constraints

• Online methodology shows that a wide range of vulnerabilities are being 

picked up – both PSR and financial types – who may not have attended face-

to-face deliberative group sessions

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

customers who don’t/won’t complete online surveys are significantly different 

to those that do.

• Online survey shorten fieldwork periods 

LimitationsLimitationsLimitationsLimitations ofofofof onlineonlineonlineonline engagementengagementengagementengagement

While this study captured the views from participants across all regions 

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

online methodology still holds some potential drawbacks:

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

participants fully understood what was being asked and each 

question was answered correctly. Being completely online also 

increases response bias when participants were disengaged and 

selected random option to complete the survey quickly. To 

minimise response bias, Accent have a thorough data-check 

process, removing any interviews that are completed under the 

minimum completion time and also removing any straight-lined 

interviews. 

• Inability to reach participants who are digitally-excluded 

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

methodology from 2024 to assess what improvements could be 

made to reach customers who can’t/won’t get online.



SERVICE ISSUE EXPERIENCE VULNERABILITY: 43% OF TOTAL SAMPLE

SAMPLE CHARACTERISTICS
SERVICE ISSUE EXPERIENCE/VULNERABILITY 

All participants completed the survey online – a mix of SSC supplied customer sample and from Dynata & YouthSight’s commercial panels

56% had some form of service experience over the last 2 to 3 years

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

or more person is in receipt of benefits

• 23% live in a 

household with an 

annual income 

under £17,005 pa

• And 14% of the 

sample live in a 

household where 

someone is on the 

SSC Priority 

Services Register 

(PSR)

16%

19%

14%

12%

7%

14%

8%

4%

4%

4%

9%

3%

2%

26%

18%

15%

8%

8%

19%

8%

4%

7%

4%

8%

3%

2%

13%

19%

14%

13%

7%

12%

8%

4%

3%

3%

9%

3%

2%

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

failure of an appliance, or stained taps/showerheads

Low water pressure

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

Discolouration of water coming out of your tap

Had to raise a query about your water bill

Traffic disruption caused by water works

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

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

meter

A leak in the underground pipe that supplies water to your

property from the mains pipe

Flooding from a burst pipe

A hose pipe ban

Needed to raise a customer service complaint

Other

Total CAM SSW

Significant differences:Significant differences:Significant differences:Significant differences:

• SSW more likely to 

experience a problem 

relating to discoloured

water 

• CAM more likely to 

experience limescale, 

traffic disruption, and 

leaks. 

23%

16%

21%

14%

11%

15%

16%

12%

21%

19%

20%

13%

25%

17%

21%

13%

9%

15%

Up to £327 per week -…

£327-£442 per week -…

£443-£721 per week -…

£722-£1000 per week -…

£1001+ per week - £52,001+…

Prefer not to say

Total CAM SSW

26%

20%

27%

12%

6%

14%

62%

72%

60%

5%

4%

5%

Total

CAM

SSW

Yes, myself Yes, someone in my household

No Prefer not to say

• SSW significantly 

more likely to have 

an annual household 

income of under 

£17,005 pa and be in 

receipt of benefits

• There were no 

significant 

differences by year.

• SSW significantly 

more likely to have 

an annual household 

income of under 

£17,005 pa and be in 

receipt of benefits

• There were no 

significant 

differences by year.
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CUSTOMER PERCEPTIONS

OVERALL SERVICE SATISFACTION

SIG DIFFERENCES - YEAR 3

OLDER AGE GROUPS (50-65+) SCORE SIG HIGHER THAN YOUNGER AGE GROUPS (50-64: 7.81, 65+: 7.73 VS 18-34: 7.19, 35-49: 7.22)

SEGMENT B(8.25) SCORE SIG HIGHER THAN SEGMENT A (7.49), SEGMENT C (7.64) AND SEGMENT E (6.69)

* SSC Customer Promises Tracker results: 437 online surveys between May 2022 and March 2023, 414 in 2021/22 and 407 in 2020/21. In all years, a representative 

sample of household customers surveyed. 

xxx

7.577.577.577.571%

1%

1%

2%

1%

2%

15%

12%

10%

8%

4%

6%

16%

12%

10%

21%

21%

22%

16%

16%

14%

20%

30%

33%

Year 3

Year 2

Year 1

Extremely dissatisfied 0 1 2 3 4 Neither satisfied nor dissatisfied 5 6 7 8 9 Extremely satisfied 10 Don't know

xxx

7.967.967.967.96

7.967.967.967.96

Sig lower than 

Year 1 and Year 2

The mean score of the overall satisfaction in Year 3 was significantly lower than its in Year 2 and Year 1, with a decrease in 

the proportion of customers who gave the score 10 out of 10, and an increase in the percentage of those who were neither 

satisfied nor dissatisfied or scored 6 or 7 out of 10. There was a slight decrease in year 3 of those scoring 0-4 (dissatisfied).

7.76*7.76*7.76*7.76*

7.75*7.75*7.75*7.75*

7.44*7.44*7.44*7.44*

Q14. How satisfied would you say you are with the overall service provided by South Staffs Water/ Cambridge Water? 
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CUSTOMER PERCEPTIONS
TRUST 

8.208.208.208.20

8.118.118.118.11

Sig lower than 

Year 2

The mean score of the trust level in Year 3 was lower than both previous years, but significantly lower than year 2, with a 

decrease in the proportion of customers who gave the score 10 out of 10, and a slight increase in the percentages of those 

who scored their trust in SSW/CAM lower than 6. 

2% 3%

2%

1%

6%

5%

8%

7%

6%

6%

13%

12%

14%

23%

24%

23%

18%

18%

16%

22%

25%

31%

4%

5%

Year 3

Year 2

Year 1

I don't trust them at all 1 2 3 4 5 6 7 8 9 I trust them completely 10 Don't know

7.937.937.937.93

SIG DIFFERENCES – YEAR 3

Segment E(7.30) SCORE SIG LOWER THAN SEGMENT B(8.35), SEGMENT A (8.03), AND SEGMENT D (8.17)

7.817.817.817.81****

8.14*8.14*8.14*8.14*

7.64*7.64*7.64*7.64*

* SSC Customer Promises Tracker results: 437 online surveys between May 2022 and March 2023, 414 in 2021/22 and 407 in 2020/21. In all years, a 

representative sample of household customers surveyed. 

Q15. This time, using a 10-point scale, how much do you trust South Staffs Water/Cambridge Water? 
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CUSTOMER PERCEPTIONS
VALUE FOR MONEY

SIG DIFFERENCES - YEAR 3

DE (3.99) IS SIG HIGHER THAN C1 (3.69). Segment E(3.51) IS SIG LOWER THAN SEGMENT B(4.01), SEGMENT A (3.89), AND SEGMENT C (3.95)

xxx

3%

3%

3%

10%

7%

5%

19%

16%

18%

36%

38%

40%

29%

34%

33%

2%

2%

Year 3

Year 2

Year 1

Very dissatisfied Fairly dissatisfied Neither satisfied nor dissatisfied Fairly satisfied Very satisfied Don`t know

xxx

4.004.004.004.00

3.943.943.943.94

Sig lower 

than Year 2

The mean score of the overall satisfaction in Year 3 was significantly lower than in Year 2 and slightly lower than Year 1, with

a decrease in the proportion of customers who gave the score 10 out of 10, and an increase in the percentage of those who 

were neither satisfied nor dissatisfied, and fairly dissatisfied. 

3.843.843.843.84

* SSC Customer Promises Tracker results: 437 online surveys between May 2022 and March 2023, 414 in 2021/22 and 407 in 2020/21. In all years, a 

representative sample of household customers surveyed. 

3.81*3.81*3.81*3.81*

3.79*3.79*3.79*3.79*

3.63*3.63*3.63*3.63*

Q16.How satisfied are you with the value for money of the clean water services you receive?



YEAR 3 (2022/23) CUSTOMER 

PRIORITIES
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KEY EVENTS IN THE LAST 12 MONTHS
WATER RELATED

Mar 23Mar 23Mar 23Mar 23Feb 23Feb 23Feb 23Feb 23Jan 23Jan 23Jan 23Jan 23Dec 22Dec 22Dec 22Dec 22Nov 22Nov 22Nov 22Nov 22Oct 22Oct 22Oct 22Oct 22Sep 22Sep 22Sep 22Sep 22Aug 22Aug 22Aug 22Aug 22Jul 22Jul 22Jul 22Jul 22Jun 22Jun 22Jun 22Jun 22May 22May 22May 22May 22Apr 22Apr 22Apr 22Apr 22

UK heatwave

South Staffs Water and Cambridge South Staffs Water and Cambridge South Staffs Water and Cambridge South Staffs Water and Cambridge 

WaterWaterWaterWater have increased the income 

threshold of their social tariff from 

£17,005 per year to £19,050, so that 

more customers are eligible.



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

Spontaneous priorities in year 3 fall into similar categories as those mentioned by customers in year 1 and year 2. Mostly focussed on 

water hygiene and lower bills.

17

8

6

6

5

3

3

2

2

2

2

2

2

Water quality - clean/safe/drinkable water

Reduce prices/lower bills

Reliable supply

Maintain good level of service – satisfied etc

Prevent leaks/wastage

Speedy repair of leaks

Customer service – ease of contact

Work for environment

Reduce hardness/limescale

Communication – provision of information

Maintain/upgrade infrastructure

Water conservation

Quick query resolution

Help for those who struggle to pay –…

26 23

15

8

7

4

4

4

4

3

3

2

2

2

2

Water quality - clean/safe/drinkable…

Reduce prices/lower bills

Reliable supply

Maintain good level of service –…

Prevent leaks/wastage

Speedy repair of leaks

Customer service – ease of contact

Work for environment

Reduce hardness/limescale

Communication – provision of …

Maintain/upgrade infrastructure

Water conservation

Quick query resolution

Water pressure – improvements

Year Year Year Year 3333 Year 2Year 2Year 2Year 2

Please see Appendix for Year 1 dataQ18.Please think about the services you receive from South Staffs Water/Cambridge Water and then tell us the one thing you really want them to focus on doing. 



• Water Pressure

• Environment

• Planning

• Water resources/sustainability

• Hardness/limescale

ENHANCING PRIORITIES

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

Comments in Year 3 were similar to what we’ve seen last year, mostly centred around three areas  

14

• Water quality

• Affordability

• Leakage

• Reliability

• Efficient customer service

• Good communication/notification

• Bill support (financial) 

• Priority Service support

HYGIENE PRIORITIES

• App provision

• Roll out of smart metering

FUTURE PRIORITIES 

To protect the 

environment, climate 

change is very important. 

Making sure meter 

readings are up-to-date 

not estimated

Fixing leaks 

quickly

Uninterrupted service with 

complete trust

Minimising water wastage
Keeping the water drinkable

Answering the telephone and dealing 

with problems quickly Cleaner and better tasting 

water. Reduce the level of 

limescale in the water as much 

as possible.

Lower the bills. Our water bills 

are so expensive, the company 

should be focusing on reducing 

costs as much as possible & 

driving down bills.



• MORE REGULAR METER READINGS: They provide customers with meter readings

on a regular basis (at least [Y[Y[Y[Y3333:::: monthlymonthlymonthlymonthly //// YYYY1111&&&&2222:::: quarterly]quarterly]quarterly]quarterly]) to allow them to

monitor and better understand how much water they use

• WATER SAVING INCENTIVES: They provide incentives to customers who use less

water – for example, tariffs that are lower if you use [Y[Y[Y[Y3333:::: lesslesslessless waterwaterwaterwater overoveroverover aaaa 11112222

monthmonthmonthmonth periodperiodperiodperiod //// YYYY1111&&&&2222:::: waterwaterwaterwater outsideoutsideoutsideoutside ofofofof timestimestimestimes ofofofof peakpeakpeakpeak demand]demand]demand]demand]

• ACCURATE BILLS: included in Y3 and Y2 only

• METER INSTALLS and WEBSITE: included in Y1 only (low-ranked areas, dropped)

• Minor changes in the wording of WATER PRESSURE, WIDE RANGE OF WAYS TO

CONTACT, SERVICE SUPPORT (VULNERABLE PSR) between Y1 and Y2.15

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

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

This deck focuses on Year 3 (quarters 1-4) and includes comparisons between Year 3 and Year 1& Year 2 findings. Participants were also asked to 

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

DESIGN OF THE MAXDIFF
SOCIAL

CHANGES IN PRIORITY AREAS

• Experimental design created of 10 choices per person, blocked into 20 sets. 

Each option appeared twice in each set.

• Information about all the different options was shown to participants prior 

to and during the exercise (because minor differences only found in Year 2 

between uninformed and informed priorities)

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

rankings were derived from the rank order of the coefficients.

MEASURING PRIORITIES
METHODOLOGY

*Full questionnaire and stimulus  are found in Appendix B &C



SCORESCORESCORESCOREHEADINGHEADINGHEADINGHEADING DESCRIPTIONDESCRIPTIONDESCRIPTIONDESCRIPTION

16.0They make sure your household receives water supplies that are high quality and always safe to drink
RELIABILITY  OF WATER RELIABILITY  OF WATER RELIABILITY  OF WATER RELIABILITY  OF WATER 

QUALITY QUALITY QUALITY QUALITY 

11.6They keep the cost of water affordable for customers, today, tomorrow and long into the futureBILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITY

9.7
They quickly repair and replace their network of pipes as needed to reduce the amount of water lost each day 

through leaks
LEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTION

7.3
They have detailed plans in place to make sure drinking water always comes out of your taps – today, tomorrow and 

long into the future

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

PLANNINGPLANNINGPLANNINGPLANNING

5.6
They provide extra support for customers who are struggling to pay their bills – for example, discounted bills or 

payment breaks

FINANCIAL BILL FINANCIAL BILL FINANCIAL BILL FINANCIAL BILL 

SUPPORTSUPPORTSUPPORTSUPPORT

5.6
They will always tell you if your water supply is to be cut off temporarily and/or if there is an issue with the quality 

of your water

SENDING INCIDENT SENDING INCIDENT SENDING INCIDENT SENDING INCIDENT 

NOTIFICATIONSNOTIFICATIONSNOTIFICATIONSNOTIFICATIONS

5.3
They actively protect the environment by not taking too much water from rivers & underground water sources and 

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

PROTECTING WATER PROTECTING WATER PROTECTING WATER PROTECTING WATER 

RESOURCESRESOURCESRESOURCESRESOURCES

4.0
They provide support for customers who need extra help accessing their services – for example, delivering bottled 

water if the water is cut off or braille bills

SERVICE SUPPORT SERVICE SUPPORT SERVICE SUPPORT SERVICE SUPPORT 

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

3.9
They have accurate bills that are clear making it easy to understand what you are being charged for, how much you 

owe and what action you need to take next

ACCURATE AND ACCURATE AND ACCURATE AND ACCURATE AND 

INFORMATIVE BILLSINFORMATIVE BILLSINFORMATIVE BILLSINFORMATIVE BILLS

3.8
They make sure your household is not impacted by the effects of hard water - for example, limescale in your 

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

MITIGATING WATER MITIGATING WATER MITIGATING WATER MITIGATING WATER 

HARDNESSHARDNESSHARDNESSHARDNESS

YEAR 3: QUANTITATIVE RANKING OF INITIATIVES
TOP TO BOTTOM - PRIORITY SCORES*

16

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



SCORESCORESCORESCOREHEADINGHEADINGHEADINGHEADING DESCRIPTIONDESCRIPTIONDESCRIPTIONDESCRIPTION

3.4
The water always comes out of the taps at a pressure that does not impact on the way you use water at home – e.g.

taking a shower/bath, using a hose
WATER PRESSUREWATER PRESSUREWATER PRESSUREWATER PRESSURE

3.4They are easy to deal with by quickly and effectively resolving any queries you have about your water services
QQQQUICK RESOLUTION UICK RESOLUTION UICK RESOLUTION UICK RESOLUTION 

OF ISSUESOF ISSUESOF ISSUESOF ISSUES

3.3
They provide incentives to customers who use less water – for example, tariffs that are lower if you use less water 

over a 12-month period

WATER SAVING WATER SAVING WATER SAVING WATER SAVING 

INCENTIVESINCENTIVESINCENTIVESINCENTIVES

3.3
They improve the environment in the areas they supply, by offering grants to support local projects that improve 

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

IMPROVE LOCAL IMPROVE LOCAL IMPROVE LOCAL IMPROVE LOCAL 

ENVIRONMENTENVIRONMENTENVIRONMENTENVIRONMENT

3.3

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

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

flushing the toilets

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

RERERERE----USEUSEUSEUSE

3.2
They focus on becoming a sustainable business that reduces the environmental impact of its operations - for example, 

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

SUSTAINABLE SUSTAINABLE SUSTAINABLE SUSTAINABLE 

BUSINESS POILICESBUSINESS POILICESBUSINESS POILICESBUSINESS POILICES

2.0
They work closely with primary, secondary schools and higher education bodies to educate young people about the 

value of conserving and re-using water

EDUCATING FUTURE EDUCATING FUTURE EDUCATING FUTURE EDUCATING FUTURE 

CUSTOMERSCUSTOMERSCUSTOMERSCUSTOMERS

2.0
They provide a wide range of ways to contact and interact with them so that any customer can easily access their 

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

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

WAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACTWAYS TO CONTACT

1.9
They provide customers with meter readings on a regular basis (at least monthly) to allow them to monitor and better 

understand how much water they use

MORE REGULAR MORE REGULAR MORE REGULAR MORE REGULAR 

METER READINGSMETER READINGSMETER READINGSMETER READINGS

1.4
They provide financial grants and/or sponsorship and their employees spend time volunteering to support local 

community schemes in the areas they supply

COMMUNITY COMMUNITY COMMUNITY COMMUNITY 

SUPPORT SUPPORT SUPPORT SUPPORT ---- GRANTSGRANTSGRANTSGRANTS

YEAR 3: QUANTITATIVE RANKING OF INITIATIVES
TOP TO BOTTOM - PRIORITY SCORES* (CONT.)

17
* Priority scores are a measure of preference intensity on a 0-100 scale.
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YEAR 3 ON YEAR 1&2 COMPARISON OF PRIORITY SCORES*
INFORMED

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

Informed priority scores shown for Years 1&2

* ‘Accurate and informative bills’ included in Years 2&3 only*

There were few changes of note yr-on-yr. The following Year 3 on Year 1/2 

changes were statistically significant at the 5% level (top half of the ranking):
 ‘reliability of water quality’ falling by 6.8/4.3 intensity points

 ‘long-term supply planning’ falling by 2.3 intensity points (Year 1 only)

 ‘financial bill support’ increasing by 1.4/1.3 intensity points



7.6

5.4

4.6

1.7

3.2

9.0

5.3

4.1

1.4

3.4

9.9

4.9

4

1.3

3.8

Our service

Our environment

Our customers

Our community

Our business

Year on year comparison by BP areas

Year 3

Year 2

Year 1
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YEAR 3 ON YEAR 1&2 COMPARISON OF PRIORITY SCORES*
INFORMED by BP area

Year 3

Year 2

Year 1

Year 3

Year 2

Year 1

Year 3

Year 2

Year 1

Year 3

Year 2

Year 1
Year 1- not include Website & 

Meter Install in analysis

Accurate bills starts from Year 2 



30.5

21.6

41.2

3.5

3.2

36.0

21.3

36.6

2.7

3.4

39.7

19.8

34.2

2.5

3.8

Our service

Our environment

Our customers

Our community

Our business

Year on year comparison by BP areas

Yr3

Yr2

Yr1
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YEAR 3 ON YEAR 1&2 COMPARISON OF PRIORITY SCORES*
INFORMED by BP area

Year 3

Year 2

Year 1

Year 3

Year 2

Year 1

Year 3

Year 2

Year 1

Yr3

Yr2

Yr1
Year 1- not include Website & 

Meter Install in analysis

Accurate bills starts from Year 2 



1.4

3

6.6

16

1

3.7

6.4

20.3

0.9

2.7

6.7

22.8

Above and beyond

Enhancing factor

Hygiene factor

Super hygiene factor

Year on year comparison by BP areas

Year 3

Year 2

Year 1
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YEAR 3 ON YEAR 1&2 COMPARISON OF PRIORITY SCORES*
INFORMED by Hierachy

Year 3

Year 2

Year 1

Year 3

Year 2

Year 1

Year 1- not include Website & 

Meter Install in analysis

Accurate bills starts from Year 2 

Year 3

Year 2

Year 1



Year 3

Year 2

Year 1

1.4

29.6

52.9

16

1.0

27.5

51.2

20.3

0.9

27

46.9

22.8

Above and beyond

Enhancing factor

Hygiene factor

Super hygiene factor

Year on year comparison by BP areas

Year 3

Year 2

Year 1
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YEAR 3 ON YEAR 1&2 COMPARISON OF PRIORITY SCORES*
INFORMED by Hierachy

Year 3

Year 2

Year 1

Year 3

Year 2

Year 1

Year 1- not include Website & 

Meter Install in analysis

Accurate bills starts from Year 2 
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YEAR 3 QTR 3&4 VS QTR 1&2 COMPARISON OF PRIORITY SCORES*

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

• The priority scores were broadly stable between quarters 1&2 and 3&4.

• The only statistically significant difference (at the 5% level) was ‘protecting 

water resources’ falling by 1.2 intensity points.

• The 3-point fall in the score of ‘reliability of water quality’ was borderline 

statistically significant at the 5% level (p value = 0.06).
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YEAR 3: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – RELIABILITY OF WATER QUALITY

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

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

Clean safe to drink water is essential to health and well being.  Those 

in poor countries where they don't have access to clean water to 

consume and use for sanitary purposes clean are continually 

suffering with disease, illness and malnutrition.

What you drink affects your health so water needs to be safe to drink.

We use water and drink it so it should be high quality.

This should always be there priority ensuring we have a clean and 

safe water supply.

Water is essential to every thing we do in life our health is the most 

important thing with out water or poor quality water life 

deteriorates.

It's important that people have complete faith in their water supply.

Safety is everything, including households. Water is instrumental to a 

families state of mind and everyday lives. It’s taken for granted but 

that’s because it’s a great service.

It is a basic health issue and is the least we should expect from a 

water supplier.
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YEAR 3: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – BILL AFFORDABILITY 

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

Concerns over the rising cost of livingConcerns over the rising cost of livingConcerns over the rising cost of livingConcerns over the rising cost of living

Money is going to be tight for a lot of people in the next few years so it has to be spent wisely.

I believe my water rates are expensive and my cost of living is increasing rapidly so we are having to be careful with spending.

It seems obvious to keep prices affordable now and in future would be beneficial to customers.

Salaries are not increasing in line with bills so keeping cost down is important.

The cost of living is very high and people are struggling.

Clean water is a human right and people who are already struggling will be the first to suffer if prices become excessive.

With the cost of living being as it is, having people be able to access water cheaply is essential

The cost of living prices are going up so much and water is a necessity for everyone so it’s really important that it’s affordable and accessible 

to all.

All bills are increasing and the cost of living is becoming unsustainable.
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YEAR 3: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – LEAKAGE REDUCTION 

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

It’s not sustainableIt’s not sustainableIt’s not sustainableIt’s not sustainableIt doesn’t make sense to wasteIt doesn’t make sense to wasteIt doesn’t make sense to wasteIt doesn’t make sense to waste
Unresolved water leaks costing the Unresolved water leaks costing the Unresolved water leaks costing the Unresolved water leaks costing the 

customerscustomerscustomerscustomers

Huge amounts of water can be lost, with 

climate change that's not sustainable.

Water is such a precious commodity and so 

it's important to maximise it, rather than to 

waste it through leaks.

We all need to use water wisely. So it’s 

important not to lose water through leaks.

Water is in short supply so we need to repair 

quickly to make sure that there is no much 

water lose.

Leaks are such a waste!

This would be helpful in order to prevent and 

reduce large amount of water loss each day, 

also repairing and replacing pipes is 

incredibly important for people as it could 

lead to further damage.

The quicker leaks are repaired, the less 

money is lost through water loss, I would 

assume.

The more loss of water the more the cost is 

passed to customer.
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YEAR 3: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – LONG TERM SUPPLY PLANNING

Reasons allude to forward preparation in case of emergencies and disruptionsReasons allude to forward preparation in case of emergencies and disruptionsReasons allude to forward preparation in case of emergencies and disruptionsReasons allude to forward preparation in case of emergencies and disruptions

SoSoSoSo it doesn’t impact daily lifeit doesn’t impact daily lifeit doesn’t impact daily lifeit doesn’t impact daily lifeWater is too essential to live withoutWater is too essential to live withoutWater is too essential to live withoutWater is too essential to live without

I don't store water in the bath and therefore need a continuous 

supply without the need to buy bottled water.

Ensuring basic services are secure and reliable is very important.

Everyone should always be assured that there is running water.

Water is essential for multiple things so it needs to be constantly 

accessible.

Water is essential to life. We cannot manage without it.

Because water is life and we will always need it

Water must not be cut off at anytime
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YEAR 3: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – SENDING INCIDENT NOTIFICATIONS

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

TTTThhhhiiiissss    iiiissss    eeeexxxxppppeeeecccctttteeeedddd    ffffrrrroooommmm    aaaa    wwwwaaaatttteeeerrrr    ccccoooommmmppppaaaannnnyyyyCustomers can prepare for alternativesCustomers can prepare for alternativesCustomers can prepare for alternativesCustomers can prepare for alternativesTo avoid inconveniencesTo avoid inconveniencesTo avoid inconveniencesTo avoid inconveniences

Obviously you need to know if there is going 

to be an issue with water supply.

Because it is imperative that I know is the 

water supply is going to be cut off or if there 

is an issue with it.  My water has not been cut 

off and as far as I know there have not been 

any issues with it, but if there were, 

communication from Cambridge Water 

would be vital.

To plan for this occurrence if possible.

This has to do with the health and safety of 

customers. And to ensure people make 

changes to their use or find other ways to get 

the water they need.

So I can prepare for loss of water.

So we are informed and can make provision.

Earlier this year my water was cut off without 

warning I had to manage without water for 

nearly 2 days, I could not wash, boil any food 

and could not use the toilet and had to buy 

water to drink.

Important if you are running central heating 

etc.
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YEAR 3: QUANTITATIVE RANKING OF INITIATIVES
WHY CUSTOMERS SUPPORT AN INITIATIVE AS TOP PRIORITY – PROTECTING WATER RESOURCES  

There is a strong sense of priority placed on protecting the environment for now and future generations. There is a strong sense of priority placed on protecting the environment for now and future generations. There is a strong sense of priority placed on protecting the environment for now and future generations. There is a strong sense of priority placed on protecting the environment for now and future generations. 

Thinking about future generationsThinking about future generationsThinking about future generationsThinking about future generationsImportant to protect the environmentImportant to protect the environmentImportant to protect the environmentImportant to protect the environment

Reducing carbon emissions is the single most important thing for our 

future survival.

Kids are our future. We need to teach them how to use the resources 

we’ve got well.

With the issue of fresh water changing it’s important we consider 

how to mitigate environmental issues.

Improving the environment is good for people, animals etc.

By reducing carbon emissions etc, our weather will become more 

stable and give more stable water supply.

Because our environment is precious
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Hygiene vs Super-hygiene priorities 

• Water quality

• Affordability

• Leakage

• Reliability

• Efficient customer service

• Good communication/notification

• Bill support

• Service support

HYGIENE PRIORITIES YEAR 1

• Water quality

• Affordability

• Leakage

• Reliability

• Efficient customer service

• Good communication/notification

• Bill support

• Priority Service support

HYGIENE PRIORITIES YEAR 2

• Water quality

• Affordability

• Leakage

• Reliability

• Efficient customer service

• Good communication/notification

• Bill support

• Priority Service support

HYGIENE PRIORITIES YEAR 3

=> => => => The list of hygiene The list of hygiene The list of hygiene The list of hygiene 

priorities has remained priorities has remained priorities has remained priorities has remained 

consistent across 3 years, consistent across 3 years, consistent across 3 years, consistent across 3 years, 

proving the importance of proving the importance of proving the importance of proving the importance of 

these areas these areas these areas these areas to customers, to customers, to customers, to customers, 

wwwwhhhhiiiicccchhhh    sssshhhhoooouuuulllldddd    bbbbeeee    ffffooooccccuuuusssseeeedddd    oooonnnn    

by SSC in its plans.by SSC in its plans.by SSC in its plans.by SSC in its plans.

Important things SSC could doImportant things SSC could doImportant things SSC could doImportant things SSC could do

MustMustMustMust----do as a water companydo as a water companydo as a water companydo as a water company => => => => Ensuring the reliability of water quality and Ensuring the reliability of water quality and Ensuring the reliability of water quality and Ensuring the reliability of water quality and 

Affordability are considered the mustAffordability are considered the mustAffordability are considered the mustAffordability are considered the must----do things do things do things do things 

for a water company. Not only because these for a water company. Not only because these for a water company. Not only because these for a water company. Not only because these 

factors have remained the top 2factors have remained the top 2factors have remained the top 2factors have remained the top 2

priorities across 3 years, but throughout priorities across 3 years, but throughout priorities across 3 years, but throughout priorities across 3 years, but throughout 

responses to openresponses to openresponses to openresponses to open----ended questions, customers ended questions, customers ended questions, customers ended questions, customers 

believe water is a basic human necessity. believe water is a basic human necessity. believe water is a basic human necessity. believe water is a basic human necessity. 

Therefore, supplying safe and highTherefore, supplying safe and highTherefore, supplying safe and highTherefore, supplying safe and high----

qualityqualityqualityquality water should be a minimum for a water water should be a minimum for a water water should be a minimum for a water water should be a minimum for a water 

company, and water should be made affordable company, and water should be made affordable company, and water should be made affordable company, and water should be made affordable 

for everybody regardless of their financial for everybody regardless of their financial for everybody regardless of their financial for everybody regardless of their financial 

circumstance.circumstance.circumstance.circumstance.

‘It is a basic health issue and is the 

least we should expect from a water 

supplier’

‘Water is a basic human right, no-one 

should be denied this right because they 

do not have sufficient funds’

‘Because this is a basic human need 

and something we should get as a 

minimum’

‘Water must be affordable to every 

household whatever their financial 

circumstances’

‘Everyone uses water every day - the quality of the 

water should be the highest priority. People rely on 

the water source, especially vulnerable people.’

‘Water is a basic need so needs to 

be readily available at a good 

standard’

Reliability of water qualityReliability of water qualityReliability of water qualityReliability of water quality AffordabilityAffordabilityAffordabilityAffordability
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YEAR 3: QUANTITATIVE RANKING OF INITIATIVES
TOP TO BOTTOM - BEST-WORST RANKING*

* The percentages (weighted) are calculated as

number of times the initiative was chosen as most 

important (‘best’)/least important (‘worst’), or neither, 

divided by number of times the initiative appeared in 

the choice tasks (across all participants). The ranking is 

based on the difference between ‘best’ and ‘worst’ 

percentages.

There is a very high level of agreement between 

the ranking derived from the econometric 

model and the Best-Worst ranking (rank 

correlation = 0.98 on a 0-1 scale)

Statistically significant Year 3 on Year 1 changes in 

‘Most important’ percentages (5% level)

ChangeChangeChangeChangeYear 1Year 1Year 1Year 1Year 3Year 3Year 3Year 3INITIATIVES

�70%58%RELIABILITY OF WATER QUALITY

�43%38%LONG-TERM SUPPLY PLANNING

�39%29%SENIDNG INCIDENT NOTIFICATION

�23%29%PROTECETING WATER RESOURCES

�21%16%WATER RECYCLING

�12%16%IMPROVE LOCAL ENVIRONMENT

�14%10%WIDE RANGE OF WAYS TO CONTACT



Year 3Year 3Year 3Year 3 Y3 Y3 Y3 Y3 

vs vs vs vs 

Y2Y2Y2Y2

Y3 Y3 Y3 Y3 

vs vs vs vs 

Y1Y1Y1Y1

Year 2Year 2Year 2Year 2

(informed)(informed)(informed)(informed)

Year 1Year 1Year 1Year 1

Dec 20-Feb 21Dec 20-Feb 21Dec 20-Feb 21Dec 20-Feb 21

(informed)(informed)(informed)(informed)

RELIABILITY  OF WATER QUALITYRELIABILITY  OF WATER QUALITYRELIABILITY  OF WATER QUALITYRELIABILITY  OF WATER QUALITY 1 1 1

BILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITY 2 2 2

LEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTION 3 � 3 4

LONG-TERM SUPPLY PLANNINGLONG-TERM SUPPLY PLANNINGLONG-TERM SUPPLY PLANNINGLONG-TERM SUPPLY PLANNING 4 � 4 3

FINANCIAL BILL SUPPORTFINANCIAL BILL SUPPORTFINANCIAL BILL SUPPORTFINANCIAL BILL SUPPORT 5 � � 7 7

SENDING INCIDENT NOTIFICATIONSSENDING INCIDENT NOTIFICATIONSSENDING INCIDENT NOTIFICATIONSSENDING INCIDENT NOTIFICATIONS 6 � 6 5

PROTECTING WATER RESOURCESPROTECTING WATER RESOURCESPROTECTING WATER RESOURCESPROTECTING WATER RESOURCES 7 � � 5 6

SERVICE SUPPORT (VULNERABLE PSR)SERVICE SUPPORT (VULNERABLE PSR)SERVICE SUPPORT (VULNERABLE PSR)SERVICE SUPPORT (VULNERABLE PSR) 8 � � 9 10

MITIGATING WATER HARDNESSMITIGATING WATER HARDNESSMITIGATING WATER HARDNESSMITIGATING WATER HARDNESS 9 � � 8 8

WATER PRESSUREWATER PRESSUREWATER PRESSUREWATER PRESSURE 10 � 10 11

QUICK RESOLUTION OF IUSSESQUICK RESOLUTION OF IUSSESQUICK RESOLUTION OF IUSSESQUICK RESOLUTION OF IUSSES 11 � � 14 12

WATER SAVING INCENTIVESWATER SAVING INCENTIVESWATER SAVING INCENTIVESWATER SAVING INCENTIVES 12 � � 15 15

IMPROVE LOCAL ENVIRONMENTIMPROVE LOCAL ENVIRONMENTIMPROVE LOCAL ENVIRONMENTIMPROVE LOCAL ENVIRONMENT 13 13 13

WATER RECYCLING / RE-USEWATER RECYCLING / RE-USEWATER RECYCLING / RE-USEWATER RECYCLING / RE-USE 14 � 12 14

SUSTAINABLE BUSINESS POLICIESSUSTAINABLE BUSINESS POLICIESSUSTAINABLE BUSINESS POLICIESSUSTAINABLE BUSINESS POLICIES 15 � � 11 9

EDUCATING FUTURE CUSTOMERSEDUCATING FUTURE CUSTOMERSEDUCATING FUTURE CUSTOMERSEDUCATING FUTURE CUSTOMERS 16 � � 18 17

WIDE RANGE OF WAYS TO CONTACTWIDE RANGE OF WAYS TO CONTACTWIDE RANGE OF WAYS TO CONTACTWIDE RANGE OF WAYS TO CONTACT 17 � 17 18

MORE REGULAR METER READINGSMORE REGULAR METER READINGSMORE REGULAR METER READINGSMORE REGULAR METER READINGS 18 � � 16 16

COMMUNITY SUPPORT -  GRANTSCOMMUNITY SUPPORT -  GRANTSCOMMUNITY SUPPORT -  GRANTSCOMMUNITY SUPPORT -  GRANTS 19 19 19
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CHANGES IN PRIORITIES
COMPARISON OF RANKINGS: YEAR 3 vs YEARS 1&2

• The rankings are relatively 

stable (correlation = 0.95 for 

Y3 vs Y2 and 0.94 for Y3 vs 

Y1)

• Max rank difference of 2 in 

the top ten ranks

• NB Not included:
 ‘Meter installs’ and 

‘Website’ (year 1 only)

 ‘Accurate bills’ (years 2&3 

only)

 Ranks revised accordingly 

• The rankings are relatively 

stable (correlation = 0.95 for 

Y3 vs Y2 and 0.94 for Y3 vs 

Y1)

• Max rank difference of 2 in 

the top ten ranks

• NB Not included:
 ‘Meter installs’ and 

‘Website’ (year 1 only)

 ‘Accurate bills’ (years 2&3 

only)

 Ranks revised accordingly 
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CHANGES IN PRIORITIES
COMPARISON OF RANKINGS: YEAR 3 VS YEAR 2 (INFORMED)

• Priority areas above the line Priority areas above the line Priority areas above the line Priority areas above the line 

are ranked higher in Year 3 are ranked higher in Year 3 are ranked higher in Year 3 are ranked higher in Year 3 

than Year 2than Year 2than Year 2than Year 2

• The ranking is stable overall 

(correlation = 0.95)

• Among the top seven 

initiatives, ‘Bill support’ has 

risen by two places to 5th rank, 

while ‘Water resources’ has 

fallen two places
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CHANGES IN PRIORITIES
COMPARISON OF RANKINGS: YEAR 3 VS YEAR 1 (INFORMED)

• The ranking is stable 

(correlation = 0.94)

• Those priority areas above the 

line are ranked higher in Year 

3 than Year 1

• ‘Bill support’ climbed two 

places 

• Some larger differences in the 

bottom half of the ranking

• NB Not included:

• ‘Meter installs’ and 

‘Website’ (year 1 only)

• ‘Accurate bills’ (years 2&3 

only)

• Ranks revised accordingly



SEGMENTATION ANALYSIS
METHODOLOGY

21

• Region

• Age

• Gender

• Social grade (SEG)

• Household income

• SSC attitudinal/behavioural segmentation

• Meter status

• Service issue

• Vulnerability

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

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

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

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

statistical significance:

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

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

• the difference between priority scores is statistically significant at the 10% level

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

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

• the difference between priority scores is statistically significant at the 10% level

 NB No significant differences were found by region, gender, and meter status, nor according to whether participants did / did not contact the company 

within the last year



South Staffs South Staffs South Staffs South Staffs 

WaterWaterWaterWater

Cambridge Cambridge Cambridge Cambridge 

WaterWaterWaterWater

RELIABILITY  OF WATER QUALITYRELIABILITY  OF WATER QUALITYRELIABILITY  OF WATER QUALITYRELIABILITY  OF WATER QUALITY 1 1

BILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITY 2 3 �

LEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTION 3 2 �

LONG-TERM SUPPLY PLANNINGLONG-TERM SUPPLY PLANNINGLONG-TERM SUPPLY PLANNINGLONG-TERM SUPPLY PLANNING 4 4

FINANCIAL BILL SUPPORTFINANCIAL BILL SUPPORTFINANCIAL BILL SUPPORTFINANCIAL BILL SUPPORT 5 7 �

SENDING INCIDENT NOTIFICATIONSSENDING INCIDENT NOTIFICATIONSSENDING INCIDENT NOTIFICATIONSSENDING INCIDENT NOTIFICATIONS 6 6

PROTECTING WATER RESOURCESPROTECTING WATER RESOURCESPROTECTING WATER RESOURCESPROTECTING WATER RESOURCES 7 5 �

SERVICE SUPPORT (VULNERABLE PSR)SERVICE SUPPORT (VULNERABLE PSR)SERVICE SUPPORT (VULNERABLE PSR)SERVICE SUPPORT (VULNERABLE PSR) 10 10

ACCURATE AND INFORMATIVE BILLSACCURATE AND INFORMATIVE BILLSACCURATE AND INFORMATIVE BILLSACCURATE AND INFORMATIVE BILLS 9 13 �

MITIGATING WATER HARDNESSMITIGATING WATER HARDNESSMITIGATING WATER HARDNESSMITIGATING WATER HARDNESS 8 16 �

WATER PRESSUREWATER PRESSUREWATER PRESSUREWATER PRESSURE 11 15 �

QUICK RESOLUTION OF IUSSESQUICK RESOLUTION OF IUSSESQUICK RESOLUTION OF IUSSESQUICK RESOLUTION OF IUSSES 12 14 �

WATER SAVING INCENTIVESWATER SAVING INCENTIVESWATER SAVING INCENTIVESWATER SAVING INCENTIVES 14 11 �

IMPROVE LOCAL ENVIRONMENTIMPROVE LOCAL ENVIRONMENTIMPROVE LOCAL ENVIRONMENTIMPROVE LOCAL ENVIRONMENT 13 12 �

WATER RECYCLING / RE-USEWATER RECYCLING / RE-USEWATER RECYCLING / RE-USEWATER RECYCLING / RE-USE 15 8 �

SUSTAINABLE BUSINESS POLICIESSUSTAINABLE BUSINESS POLICIESSUSTAINABLE BUSINESS POLICIESSUSTAINABLE BUSINESS POLICIES 16 9 �

EDUCATING FUTURE CUSTOMERSEDUCATING FUTURE CUSTOMERSEDUCATING FUTURE CUSTOMERSEDUCATING FUTURE CUSTOMERS 18 17 �

WIDE RANGE OF WAYS TO CONTACTWIDE RANGE OF WAYS TO CONTACTWIDE RANGE OF WAYS TO CONTACTWIDE RANGE OF WAYS TO CONTACT 17 19 �

MORE REGULAR METER READINGSMORE REGULAR METER READINGSMORE REGULAR METER READINGSMORE REGULAR METER READINGS 19 18 �

COMMUNITY SUPPORT -  GRANTSCOMMUNITY SUPPORT -  GRANTSCOMMUNITY SUPPORT -  GRANTSCOMMUNITY SUPPORT -  GRANTS 20 20
36

YEAR 3: DIFFERENCES IN PRIORITIES
COMPARISON OF RANKINGS ACROSS REGIONS

• The rankings are relatively similar 

(correlation = 0.83)

• Initiatives linked to the environment 

tend to rank higher among CAM 

customers (Leakage; Water resources; 

Recycling; Local environment; 

Sustainability)

• Affordability, Accurate bills, Hardness, 

and Pressure rank higher among SSW 

customers

• No significant differences, as defined 

on the previous slide.

*Note: No significant differences, as defined on the previous slide

S o u th  S t af fs  

S o u th  S t af fs  S o u th  S t af fs  

S o u th  S t af fs  

Wa t e r

Wa t e rWa t e r

Wa t e r

C a mb r id g e 

C a mb r id g e C a mb r id g e 

C a mb r id g e 

Wa t er

Wa t erWa t er

Wa t er

R E L IA B IL IT Y   OF  WA T ER  QUAL I TY

R E L IA B IL IT Y   OF  WA T ER  QUAL I TYR E L IA B IL IT Y   OF  WA T ER  QUAL I TY

R E L IA B IL IT Y   OF  WA T ER  QUAL I TY 1 1

B I LL  A F F ORDA B IL I TY

B I LL  A F F ORDA B IL I TYB I LL  A F F ORDA B IL I TY

B I LL  A F F ORDA B IL I TY 2 3 �

L E A KA GE  R E DUC TI ON

L E A KA GE  R E DUC TI ONL E A KA GE  R E DUC TI ON
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ACCURATE BILLS

• Segment E

BILL SUPPORT (£)

• DE social grades

• Low-income households

• Vulnerable customers

PROTECTING WATER 

RESOURCES

• Segment B

• Segment E

• Service issue: Traffic 

disruption

WATER PRESSURE

• High-income households

INCIDENT NOTIFICATION

• Younger customers (18-35)

• Segment E

STATISTICALLY SIGNIFICANT DIFFERENCES IN PRIORITIES

HIGHER PRIORITY FOR…...

27

MITIGATING HARDNESS

• Service issue: Limescale

• Low-income households



SegmentSegmentSegmentSegment InitiativeInitiativeInitiativeInitiative RankRankRankRank DifferenceDifferenceDifferenceDifference

AgeAgeAgeAge

SENDING INCIDENT NOTIFICATIONS 4th4th4th4th 3333

PROTECTING WATER RESOURCES 10th10th10th10th -5-5-5-5

Social gradeSocial gradeSocial gradeSocial grade

FINANCIAL BILL SUPPORT 8th8th8th8th -3-3-3-3

WATER RECYCLING / RE-USE 7th7th7th7th 9999

DE FINANCIAL BILL SUPPORT 3rd3rd3rd3rd 4444

Household incomeHousehold incomeHousehold incomeHousehold income

Up to £327 p.w. FINANCIAL BILL SUPPORT 3rd3rd3rd3rd 4444

£327-£442 p.w. MITIGATING WATER HARDNESS 7th7th7th7th 3333

FINANCIAL BILL SUPPORT 8th8th8th8th -3-3-3-3

SUSTAINABLE BUSINESS POLICIES 7th7th7th7th 9999

FINANCIAL BILL SUPPORT 16th16th16th16th -11-11-11-11

WATER PRESSURE 7th7th7th7th 7777

VulnerabilityVulnerabilityVulnerabilityVulnerability

Vulnerable FINANCIAL BILL SUPPORT 4th4th4th4th 3333

Not vulnerable FINANCIAL BILL SUPPORT 7th7th7th7th -3-3-3-3

18-35 yrs

AB

£722-£1,000 p.w.

£1,001+ p.w.

STATISTICALLY SIGNIFICANT DIFFERENCES IN PRIORITIES
BETWEEN CUSTOMER DEMOGRAPHICS

22

• Cells highlighted in green/red indicate significant significant significant significant 

differences across segmentsdifferences across segmentsdifferences across segmentsdifferences across segments, defined as meeting 

the following criteria, which combine practical and 

statistical significance:

• a rank difference of at least 3 places between 

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

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

• at least one initiative is in the top third of the 

ranking (1st to 7th rank);

• the difference between priority scores is 

statistically significant at the 10%. 

• Many differences were significant also in Year 2 

(but fewer significant differences in Year 3 than in 

Year 2):

• Bill support ranked higher by lower SEG groups, 

low-income households and vulnerable 

customers

• Water recycling ranked higher by higher SEG 

groups.



STATISTICALLY SIGNIFICANT DIFFERENCES IN PRIORITIES
BETWEEN CUSTOMER SEGMENTS AND SERVICE ISSUES

22

• Cells highlighted in green/red indicate significant significant significant significant 

differences across segmentsdifferences across segmentsdifferences across segmentsdifferences across segments, defined as meeting 

the following criteria, which combine practical and 

statistical significance:

• a rank difference of at least 3 places between 

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

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

• at least one initiative is in the top third of the 

ranking (1st to 7th rank);

• the difference between priority scores is 

statistically significant at the 10%. 

• ‘Protecting water resources’ ranked higher (lower) 

by Segment B (Segment E) type

• ‘Mitigating water hardness’ ranked higher by those 

who had limescale issues

• ‘Long-term supply planning’ ranked higher by 

British

• ‘Financial bill support’ and ‘Mitigating water 

hardness’ ranked higher by non-British.

SegmentSegmentSegmentSegment InitiativeInitiativeInitiativeInitiative RankRankRankRank DifferenceDifferenceDifferenceDifference

SegmentSegmentSegmentSegment
Segment B PROTECTING WATER RESOURCES 4th4th4th4th 3333

SENDING INCIDENT NOTIFICATIONS 4th4th4th4th 3333

PROTECTING WATER RESOURCES 13th13th13th13th ----8888

ACCURATE AND INFORMATIVE BILLS 7th7th7th7th 4444

Segment D PROTECTING WATER RESOURCES 4th4th4th4th 3333

Service issueService issueService issueService issue
Limescale MITIGATING WATER HARDNESS 7th7th7th7th 3333

Leak in a supply pipe FINANCIAL BILL SUPPORT 11th11th11th11th ----6666

Traffic disruption PROTECTING WATER RESOURCES 4th4th4th4th 3333

EthnicityEthnicityEthnicityEthnicity
FINANCIAL BILL SUPPORT 7th7th7th7th ----3333

MITIGATING WATER HARDNESS 10th10th10th10th ----5555

LONG-TERM SUPPLY PLANNING 4th4th4th4th 4444

FINANCIAL BILL SUPPORT 4th4th4th4th 4444

MITIGATING WATER HARDNESS 5th5th5th5th 5555

LONG-TERM SUPPLY PLANNING 8th8th8th8th ----4444

British

Non-British

Segment E
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YEAR 3: DIFFERENCES IN PRIORITIES BY ATTITUDES, CONCERNS, FEELINGS
SIGNIFICANT DIFFERENCES

• Those concerned about water scarcity / resources gave 

higher priority to ‘Protecting water resourcesProtecting water resourcesProtecting water resourcesProtecting water resources’

• Those concerned about carbon emissions gave higher 

priority to ‘Sustainable business policiesSustainable business policiesSustainable business policiesSustainable business policies’

• Those concerned about poverty and unemployment gave 

higher priority to ‘Financial bill supportFinancial bill supportFinancial bill supportFinancial bill support’

• No significant differences based on feelings about day-to-

day life and overall life satisfaction

These findings provide additional assurance as to the 

validity of the priorities obtained from the SP exercise

• Those concerned about water scarcity / resources gave 

higher priority to ‘Protecting water resourcesProtecting water resourcesProtecting water resourcesProtecting water resources’

• Those concerned about carbon emissions gave higher 

priority to ‘Sustainable business policiesSustainable business policiesSustainable business policiesSustainable business policies’

• Those concerned about poverty and unemployment gave 

higher priority to ‘Financial bill supportFinancial bill supportFinancial bill supportFinancial bill support’

• No significant differences based on feelings about day-to-

day life and overall life satisfaction

These findings provide additional assurance as to the 

validity of the priorities obtained from the SP exercise
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Difference*Difference*Difference*Difference*RankRankRankRank

Water will become a scarcer resource in our country in the future (‘Agree’: 8-10)

�+65PROTECTING WATER RESOURCES

�-613ACCURATE AND INFORMATIVE BILLS

I would be willing to change my daily habits to reduce my water usage (‘Agree’: 8-10)

�+45PROTECTING WATER RESOURCES

�-714ACCURATE AND INFORMATIVE BILLS

My water company should do more to reduce its emissions […] (‘Agree’: 8-10)

�+64PROTECTING WATER RESOURCES

�+97SUSTAINABLE BUSINESS POLICIES

�-38SENDING INCIDENT NOTIFICATIONS

I’m concerned about the quality of water in the rivers, streams or lakes in our local area (‘Agree’: 8-10)

�+55PROTECTING WATER RESOURCES

�-714MITIGATING WATER HARDNESS

Customers, the Government and large businesses are equally responsible for reaching Net Zero by 2050

�+34PROTECTING WATER RESOURCES

The [2050 net zero] target […] is meaningless when other countries continue to increase carbon emissions

�-410PROTECTING WATER RESOURCES

Level of carbon emissions (Level of concern 8-10)

�+64PROTECTING WATER RESOURCES

�+97SUSTAINABLE BUSINESS POLICIES

�-916WATER PRESSURE

�-38SENDING INCIDENT NOTIFICATIONS

Poverty and inequality (Level of concern 8-10)

�+45FINANCIAL BILL SUPPORT

�-512ACCURATE AND INFORMATIVE BILLS

Level of pollution – e.g. air, water (Level of concern 8-10)

�+55PROTECTING WATER RESOURCES

�-512ACCURATE AND INFORMATIVE BILLS

Unemployment levels (Level of concern 8-10)

�+34FINANCIAL BILL SUPPORT

• Separate models were estimated for each attitude/concern

• Significant differences defined as meeting the following criteria:
 a rank difference of at least 3 places between any segment and the 

complement (e.g., concern about poverty: levels 8-10 vs levels 1-7)

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

 the difference between priority scores is statistically significant at the 

10% level

• Segments based on feelings/overall life satisfaction:
 Positive feelings only (happy, optimistic, positive, energetic)

 Negative feelings only (depressed, stressed, worried, tired)

 Mixed positive and negative feelings

 Overall life satisfaction 8-10 (on a 0-10 scale)

• Separate models were estimated for each attitude/concern

• Significant differences defined as meeting the following criteria:
 a rank difference of at least 3 places between any segment and the 

complement (e.g., concern about poverty: levels 8-10 vs levels 1-7)

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

 the difference between priority scores is statistically significant at the 

10% level

• Segments based on feelings/overall life satisfaction:
 Positive feelings only (happy, optimistic, positive, energetic)

 Negative feelings only (depressed, stressed, worried, tired)

 Mixed positive and negative feelings

 Overall life satisfaction 8-10 (on a 0-10 scale)

* Rank difference between complement and segment



Influence of the given information on customer’s choices of priorities
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83%

8%

8%

1%

No influence - Made decision based on

personal opinions

Yes and specified

Irrelevant answers

Yes but gave no further explanation

Was there anything in the information you read about Was there anything in the information you read about Was there anything in the information you read about Was there anything in the information you read about 

that influenced each of your choices?that influenced each of your choices?that influenced each of your choices?that influenced each of your choices?

Information about environment protection, Information about environment protection, Information about environment protection, Information about environment protection, 

sustainability, climate change, and water sustainability, climate change, and water sustainability, climate change, and water sustainability, climate change, and water 

conservation (31 responses)conservation (31 responses)conservation (31 responses)conservation (31 responses)

‘The amount of water used in the region and the 

risk of reduced availability in the future’

‘The information on decreasing rainfall during 

summer’

‘Seeing how many people the company supplies 

water for and the importance of protecting the 

environment’

Information about water leaks (9 responses)Information about water leaks (9 responses)Information about water leaks (9 responses)Information about water leaks (9 responses)

‘Yes.  I did not realise how much water was lost to 

damaged pipes’

The level of water leakage, while aligned to the 

national average, still seemed surprisingly high

Information water quality (12 responses)Information water quality (12 responses)Information water quality (12 responses)Information water quality (12 responses)

‘Knowing how bad hard water is.’

‘The thought that not having water that was safe 

to drink could put thousands of people at risk of 

becoming ill or even worse.’

Information about affordability and bill support Information about affordability and bill support Information about affordability and bill support Information about affordability and bill support 

(21 responses)(21 responses)(21 responses)(21 responses)

‘I was unaware of the Assure scheme before 

reading this information’

‘Yeah, how many people use South Staffs Water and 

how many people it supplies. Therefore it needs to 

be affordable and accessible to all of these people 

as they rely on it to live’

IIIInnnnffffoooorrrrmmmmaaaattttiiiioooonnnn    aaaabbbboooouuuutttt    SSSSSSSSWWWW    aaaannnndddd    CCCCAAAAMMMM’’’’ssss    ccccoooommmmmmmmiiiittttmmmmeeeennnntttt    ttttoooo    

customers (12 responses)customers (12 responses)customers (12 responses)customers (12 responses)

‘Your commitment to supplying clean affordable 

water’

‘The tech they are using to improve service’

IIIInnnnffffoooorrrrmmmmaaaattttiiiioooonnnn    aaaabbbboooouuuutttt    tttthhhheeee    iiiimmmmppppoooorrrrttttaaaannnncccceeee    ooooffff    tttthhhheeee    wwwwaaaatttteeeerrrr    

supply (5 responses)supply (5 responses)supply (5 responses)supply (5 responses)

‘The importance of running water’

‘Water usage is becoming a problem which needs to 

be addressed.’

A majority of customers claimed they made their 

priority choices during the maxdiff exercise without 

the given information influencing their choices

Out of those whose choices were influenced by the 

provided information, content related to 

environment and sustainability appeared to make 

the most impact. 

Q36. Was there anything in the information you read about that influenced each of your choices?
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22

4

7

78

96

93

Total Yr 3

Total Yr 1

Total Yr 2

Any areas that weren’t included in the choices that Any areas that weren’t included in the choices that Any areas that weren’t included in the choices that Any areas that weren’t included in the choices that 

you have read that you think Cambridge/South you have read that you think Cambridge/South you have read that you think Cambridge/South you have read that you think Cambridge/South 

Staffs Water should focus on?Staffs Water should focus on?Staffs Water should focus on?Staffs Water should focus on?

Yes

No

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

Overall, 22% of customers thought there are areas of high priority SSW/CAM failed to include in the survey. This figure is significantly 

higher than in Y2 (7%) and Y1 (4%).  

However, when being asked to specify the missing areas, customers’ comments seemed to focus on re-enforcing their views on areas

that have been covered in the study, such as: the water company’s actions to protect the environment and sustainability or keeping the 

price of water low. 

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

‘Manage Customer's data competently to minimise possibility of 

Cyber-hacking!’

Keep customer data secure

In year 3, due to the incident of the customer data breach in 

Summer 2022, customers have raised concerns over SSC’s data 

security.



Cyber-attack incident
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The incident of the customer data breach has raised concerns 

among customers about SSC’s data security.

Out of 311 participants in Quarter 4 (Jan Quarter 4 (Jan Quarter 4 (Jan Quarter 4 (Jan ––––Mar 2023)Mar 2023)Mar 2023)Mar 2023), answers 

related to “cyber” “cyber” “cyber” “cyber” and “data protection” “data protection” “data protection” “data protection” were given 19 times 19 times 19 times 19 times in 

total, mostly at Q18 and Q19 (Questions about the top priorities).

Security! I received a letter informing me 

credentials were compromised from 

yourselves recently. You serve millions of 

people. Data breaches are unacceptable in 

today’s age. Please secure our data.

GDPR storing customer’s data properly 

to avoid cyberattacks. Stop selling my 

details to 3rd party companies who 

bombard me with expensive plumbing 

insurance.

Manage customer's data 

competently to minimise 

possibility of Cyberhacking!

Improved data security my details have 

been leaked and I am now receiving a lot 

of spam email on the account.

Ensure my details and data 

are kept securely!

9

7

1

1

1

Q18

Q19

Q17

(Other)

Q35

Q29

Answers related to data breaches incidents were Answers related to data breaches incidents were Answers related to data breaches incidents were Answers related to data breaches incidents were 

mentioned at 5 questions…mentioned at 5 questions…mentioned at 5 questions…mentioned at 5 questions…

Number of mentions

Ensure no more data 

breaches occur, and should 

offer a discount to all 

customers affected.!

Approximately 2.9%

(Base: 311)

Approximately 2.2%

(Base: 311)

Get their IT in shape. The 

website could use some 

improvements. Since the 

cybersecurity incidence last 

year, they need to stay on 

top of that too.

Q18: Q18: Q18: Q18: Please think about the services you receive from South Staffs Water/Cambridge Water and then tell us the one thing you 

really want them to focus on doing. What’s your number one priority?

Q19: Q19: Q19: Q19: We also want to find out what else is important to customers, so now imagine that they have met your number one priority, 

or have plans to do so shortly. What’s your next priority? 

Q17: Q17: Q17: Q17: Have you experienced any of the following in the last 2 to 3 years? 

Q35: Q35: Q35: Q35: To help us understand your choices, please tell us why you selected [] most important attribute selected at [] as the most 

important area for South Staffs Water/Cambridge Water to focus one? 

Q36: Q36: Q36: Q36: Was there anything in the information you read about that influenced each of your choices?

Q29: Q29: Q29: Q29: Please tell us what other area(s) do you think South Staffs Water/ Cambridge Water should focus on?

Q28. Were there any areas that weren’t included in the choices that you have read that you think South Staffs Water/ Cambridge Water should also focus on?



Pollution incidents

44

Over the third year, Out of 1,072 participants, answers 

related to “pollution”, “sewerage spills”, and “river “pollution”, “sewerage spills”, and “river “pollution”, “sewerage spills”, and “river “pollution”, “sewerage spills”, and “river 

pollution” pollution” pollution” pollution” were given approximately 86 times approximately 86 times approximately 86 times approximately 86 times in total, 

mostly at Q18, Q19 and Q35.  Most comments did not 

mention a specific location but raised concerns over 

sewage spills/pollution in general. There was only one 

comment that mentioned pollution of the River Severn.   

Green policies that reduce pollution in 

natural waterways. Although a different 

water authority, there were concerns 

about pollution of the Severn last year.

Put pressure on companies that are 

dumping sewage into our rivers and seas, as 

it impacts our clean water for consumption 

and affects the wildlife and our planet

Apart from the 

expectation of 

providing clean 

drinking water and 

dealing with sewage -

ensuring that local 

rivers are not 

polluted.

Stop pumping sewage 

into rivers

Environmental impact low 

losses of water from the 

network and no pollution into 

the environment from sewage 

or waste water.

Improving the environmental 

impact of water cleaning/sewage 

in rivers/ carbon footprint38

31

11

4

2

Q19

Q18

Q35

Q36

Q29

Answers related to pollution were mentioned at 5 Answers related to pollution were mentioned at 5 Answers related to pollution were mentioned at 5 Answers related to pollution were mentioned at 5 

questions…questions…questions…questions…

Number of mentions

Ensure they work with Anglian water 

to make sure no unwanted 

discharges are made throughout the 

system into waterways

Approximately 3.5%

(Base: 1,072)

Approximately 2.9%

(Base: 1,072)

Eliminate pollution, 

e.g. Sewage over spill.

Q18: Q18: Q18: Q18: Please think about the services you receive from South Staffs Water/Cambridge Water and then tell us the one thing you 

really want them to focus on doing. What’s your number one priority?

Q19: Q19: Q19: Q19: We also want to find out what else is important to customers, so now imagine that they have met your number one priority, 

or have plans to do so shortly. What’s your next priority? 

Q35: Q35: Q35: Q35: To help us understand your choices, please tell us why you selected [] most important attribute selected at [] as the most 

important area for South Staffs Water/Cambridge Water to focus one? 

Q36: Q36: Q36: Q36: Was there anything in the information you read about that influenced each of your choices?

Q29: Q29: Q29: Q29: Please tell us what other area(s) do you think South Staffs Water/ Cambridge Water should focus on?
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Customer views 
Across all statements, concern about the quality of the drinking water has the significantly lower mean score. 

Statements with highest agreement = future scarcity of water / quality of rivers, streams, etc

3%

11%

3%

3%

8%

3%

8%

4%

4%

4%

4%

6%

4%

4%

5%

4%

12%

13%

13%

13%

15%

10%

8%

7%

12%

11%

12%

12%

12%

8%

9%

15%

12%

13%

15%

9%

16%

17%

14%

14%

13%

9%

11%

11%

10%

12%

23%

17%

17%

18%

20%

23%

6%

3%

9%

5%

7%

6%

Water will become a scarcer resource in our country in the future

I am concerned about the quality of the drinking water I receive at my

home

Reducing the amount of water I use would also reduce the amount of

energy I use

I would be willing to change my daily habits to reduce my water usage

My water company should do more to reduce its emissions to ensure

they do not add any additional carbon into the atmosphere

I’m concerned about the quality of water in the rivers, streams or lakes in 

our local area

How strongly do you agree/disagree with the following:How strongly do you agree/disagree with the following:How strongly do you agree/disagree with the following:How strongly do you agree/disagree with the following:

Strongly disagree 1 2 3 4 5 6 7 8 9 Strongly agree 10 Don't Know

Mean score Mean score Mean score Mean score 

Year 3Year 3Year 3Year 3

7.377.377.377.37

5.865.865.865.86

6.976.976.976.97

7.157.157.157.15

7.077.077.077.07

7.357.357.357.35

Sig higher Sig higher Sig higher Sig higher among CAM customers 

(7.75), those aged 65+ (7.59), 

metered (7.66), SEG Segment B 

(8.66), have no struggle with paying 

the bills (7.56)

Sig higher Sig higher Sig higher Sig higher among SEG Segment B 

(6.38), and those struggle with paying 

the bills (6.54)

Sig higher Sig higher Sig higher Sig higher among CAM customers 

(7.54), those aged 50-64 (7.39), 

metered (7.38), have no struggle with 

paying the bills (7.17). Sig lowerSig lowerSig lowerSig lower

among SEG Segment E (5.41)

Sig higher Sig higher Sig higher Sig higher among CAM customers 

(7.57), female (7.37), metered (7.53). 

Sig lowerSig lowerSig lowerSig lower among SEG Segment E 

(5.51), and those are in debt (5.42). 

Sig higher Sig higher Sig higher Sig higher among CAM customers 

(7.37), metered (7.29). Sig lowerSig lowerSig lowerSig lower

among SEG Segment E (5.28), and 

those are in debt (5.94). 

Sig higher Sig higher Sig higher Sig higher among CAM customers 

(7.75), those aged 65+ (7.54), male 

(7.61). Sig lowerSig lowerSig lowerSig lower among SEG Segment 

E (5.93), and those are in debt (5.92).

Sig lowerSig lowerSig lowerSig lower

Q49a.How strongly do you agree/disagree with the following:



How customer views have changed during the year

66%
71%71%71%71%

61% 58%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Water will become a scarcer resource in our 

country in the future

45%

42% 42%

44%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

I am concerned about the quality of the 

drinking water I receive at my home

56%

58%58%58%58%

50%
51%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Reducing the amount of water I use would also 

reduce the amount of energy I use

60%

65%

59%
60%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

I would be willing to change my daily habits to 

reduce my water usage

57%

61%61%61%61%

52% 52%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

My water company should do more to reduce 

its emissions to ensure they do not add any 

additional carbon into the atmosphere

63%
68%

60%
56%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

I’m concerned about the quality of water in the 

rivers, streams or lakes in our local area

Sig higher than Q3 & Q4Sig higher than Q3 & Q4Sig higher than Q3 & Q4Sig higher than Q3 & Q4

Q49a.How strongly do you agree/disagree with the following:

Sig higher than Q3 & Q4Sig higher than Q3 & Q4Sig higher than Q3 & Q4Sig higher than Q3 & Q4

Sig higher than Q3 & Q4Sig higher than Q3 & Q4Sig higher than Q3 & Q4Sig higher than Q3 & Q4



Who should be responsible for reaching Net Zero by 2050
More than one third of customers agreed that the responsibility for reaching Net Zero by 2050 should be taken mostly 

by the government and large businesses, but customers must also make changes. 

34%

29%

20%

13%

4%

The government and large businesses are mostly

responsible, but customers must also make changes

Customers, the Government and large businesses are

equally responsible

The target of reaching net zero by 2050 is

meaningless when other countries continue to

increase carbon emissions

The government and large businesses

Other

Which of the following statements most closely applies to your Which of the following statements most closely applies to your Which of the following statements most closely applies to your Which of the following statements most closely applies to your 

views on who should be responsible for reaching Net Zero by 2050views on who should be responsible for reaching Net Zero by 2050views on who should be responsible for reaching Net Zero by 2050views on who should be responsible for reaching Net Zero by 2050

Sig higher Sig higher Sig higher Sig higher among those aged 18-34 (20%), 25-49 (20%), SEG 

Segment E (19%), and those are in debt (23%) or struggle to 

pay the bills (18%)

Sig higher Sig higher Sig higher Sig higher among those aged 65+ (33%), SEG 

C1 (34%), metered (35%). Sig lowerSig lowerSig lowerSig lower among SEG 

Segment A (21%).

Sig higher Sig higher Sig higher Sig higher among Segment A (47%), Neutral 

life satisfaction (42%)

Sig higher Sig higher Sig higher Sig higher among those aged 65+ (24%), male (25%), 

unmetered (24%), SEG Segment E (28%), Low life 

satisfaction (25%), on PSR (28%)

*There were no significant changes during the year 

Q49b. Which of the following statements most closely applies to your views on who should be responsible for reaching Net Zero by 2050:



Customer concerns
In year 3, customers seem to be concerned least about Covid pandemic continuing. The mean score of this metric this year was significantly lower 

than its in Theme 1 & 3, and MCDA 2022 studies, whereas all other metrics experienced a significant increase.  Across three surveys, future energy 

supplies and prices remain the biggest concern.

84%

74%

71%

65%

62%

50%

47%

41%

Future energy supplies and prices

Future water supplies and prices

Level of pollution

Poverty and inequality

Level of carbon emissions

Flooding

Unemployment levels

Covid pandemic continuing

How concerned are you with the following:How concerned are you with the following:How concerned are you with the following:How concerned are you with the following:

Concerned to extremely concerned (7-10)

Mean score Mean score Mean score Mean score 

Year 3Year 3Year 3Year 3

8.418.418.418.41

7.767.767.767.76

7.547.547.547.54

7.407.407.407.40

7.137.137.137.13

6.326.326.326.32

6.416.416.416.41

5.695.695.695.69

Sig higher Sig higher Sig higher Sig higher among those aged 65+ (8.57), female (7.91), 

SEG Segment B (9.31), have no struggle with paying the 

bills (8.6).

Sig higher Sig higher Sig higher Sig higher among those aged 65+ (7.88), female (7.91), 

SEG Segment B (8.82), have income under £17,005 

(8.11).

Sig higher Sig higher Sig higher Sig higher among, those aged 65+ (7.81), SEG Segment B 

(9), have no struggle with paying the bills (7.72). 

Sig higher Sig higher Sig higher Sig higher among those aged 18-34 (7.64), 65+ (7.52), 

female (7.64), SEG Segment B (8.49), have income under 

£17,005 (7.82).

Sig higher Sig higher Sig higher Sig higher among CAM customers (7.55), those aged 65+ 

(7.36) metered (7.38), SEG Segment B (8.73).

Sig higher Sig higher Sig higher Sig higher among CAM customers (6.79), metered (6.57), 

SEG Segment B (7.54), and have income under £17,005 

(6.77). Sig lowerSig lowerSig lowerSig lower among those are in debt (5.17). 

Sig lowerSig lowerSig lowerSig lower

Sig higher Sig higher Sig higher Sig higher among those aged 18-34 (6.58), female (6.7), 

SEG Segment B (7.36), and have income under £17,005 

(6.8).

Sig higher Sig higher Sig higher Sig higher among those aged 65+ (5.94), female (5.88), 

SEG Segment B (6.57), SEG Segment D (6.28), have 

income under £17,005 (6.48), struggle to pay the bills 

(6.04).

Theme 1&3 Theme 1&3 Theme 1&3 Theme 1&3 

(Mar 2022)(Mar 2022)(Mar 2022)(Mar 2022)

8.158.158.158.15

7.227.227.227.22

6.816.816.816.81

6.676.676.676.67

6.626.626.626.62

5.195.195.195.19

6.16.16.16.1

6.446.446.446.44

MMMMCCCCDDDDAAAA    

((((FFFFeeeebbbb    2222000022222222))))

7.617.617.617.61

6.946.946.946.94

6.746.746.746.74

6.476.476.476.47

6.736.736.736.73

5.115.115.115.11

6.016.016.016.01

7.177.177.177.17

Sig lowerSig lowerSig lowerSig lower SSSSiiiigggg    lllloooowwwweeeerrrr

Sig lowerSig lowerSig lowerSig lower SSSSiiiigggg    lllloooowwwweeeerrrr

Sig lowerSig lowerSig lowerSig lower SSSSiiiigggg    lllloooowwwweeeerrrr

Sig lowerSig lowerSig lowerSig lower SSSSiiiigggg    lllloooowwwweeeerrrr

Sig lowerSig lowerSig lowerSig lower SSSSiiiigggg    lllloooowwwweeeerrrr

Sig lowerSig lowerSig lowerSig lower SSSSiiiigggg    lllloooowwwweeeerrrr

Sig lowerSig lowerSig lowerSig lower SSSSiiiigggg    lllloooowwwweeeerrrr

Sig higherSig higherSig higherSig higher SSSSiiiigggg    hhhhiiiigggghhhheeeerrrr

Q49c. How concerned are you with the following:



How customer concerns have changed during the year

68% 68%

61%

57%57%57%57%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Level of carbon emissions

49%
59%59%59%59%

45% 45%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Flooding

45% 45%

43% 43%43%43%43%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Covid pandemic continuing

67%
74%74%74%74%

58% 61%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Poverty and inequality

74% 77%77%77%77%
64%

70%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Level of pollution

43%

57%57%57%57%

39%
47%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Unemployment levels

88%
86%

76%

85%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Future energy supplies and 

prices
78%

74%

70%

75%

Yr3 Qrt1 Yr3 Qrt2 Yr3 Qrt3 Yr3 Qrt4

Future water supplies and 

prices

Sig lowerSig lowerSig lowerSig lower

Sig higherSig higherSig higherSig higher

Sig higherSig higherSig higherSig higher

Sig higher than Sig higher than Sig higher than Sig higher than 

Q3 & Q4Q3 & Q4Q3 & Q4Q3 & Q4Sig lowerSig lowerSig lowerSig lower

Sig higher than Sig higher than Sig higher than Sig higher than 

Q3 & Q4Q3 & Q4Q3 & Q4Q3 & Q4

Q49c. How concerned are you with the following:



How customers are feeling
The top 3 feelings were negative feelings (Worried, Tired, 

and Stressed). These emotions were mostly felt by those 

have lower income, are struggling to pay the bills, in debt 

or on PSR, and have low life satisfaction or neutral. 

32%

32%

24%

24%

19%

19%

13%

5%

3%

3%

2%

Worried

Tired

Stressed

Positive

Happy

Optimistic

Depressed

Energetic

Prefer not…

Don't know

Other

Which of the following emotions best describe how you’re feeling Which of the following emotions best describe how you’re feeling Which of the following emotions best describe how you’re feeling Which of the following emotions best describe how you’re feeling 

towards daytowards daytowards daytowards day----totototo----day life at the moment? day life at the moment? day life at the moment? day life at the moment? 

HappyHappyHappyHappy

Sig higher Sig higher Sig higher Sig higher among those 

aged 18-34 (33%), Higher 

life satisfaction (31%)

Depressed Depressed Depressed Depressed 

Sig higher Sig higher Sig higher Sig higher among SEG DE (23%), 

those are in debt (26%), and have 

income under £17,005 (21%), Low 

life satisfaction (30%)

Stressed Stressed Stressed Stressed 

Sig higher Sig higher Sig higher Sig higher among those aged 18-34 (34%), 35-49 

(30%), female (30%), unmetered (28%), struggling to 

pay the bills (39%), in debt (37%), have income under 

£17,005 (29%), those on PSR (23%), Low life 

satisfaction (36%) and Neutral (31%).

Optimistic Optimistic Optimistic Optimistic 

Sig higher Sig higher Sig higher Sig higher among those aged 50-64 (28%), male 

(22%), SEG AB (25%), metered (20%), have income 

from £37,501 - £52,000 (27%), £52,001+ (29%, 

Higher life satisfaction (25%). Sig lower Sig lower Sig lower Sig lower among 

those are in debt (5%).

Positive Positive Positive Positive 

Sig higher Sig higher Sig higher Sig higher among CAM customers (31%), SEG AB 

(35%), C1 (25%), C2 (28%), metered (28%), SEG 

Segment D (36%), have no struggle to pay the 

bills (28%), have income £52,001+  (40%), 

Higher life satisfaction (36%). 

Worried Worried Worried Worried 

Sig higher Sig higher Sig higher Sig higher among female (36%), those have 

income under £17,005 (44%), £23,001 -

£37,500 (33%), Low life satisfaction (43%) 

and Neutral (43%).

Energetic Energetic Energetic Energetic 

Sig higher Sig higher Sig higher Sig higher among those aged 

18-34 (8%), male (7%), SEG AB 

(11%), metered (7%), 

£52,001+ (13%), maybe on 

PSR (15%), Higher life 

satisfaction (8%)

Tired Tired Tired Tired 

Sig higher Sig higher Sig higher Sig higher among those aged 18-34 

(40%), female (38%), SEG DE (40%), 

unmetered (37%), struggling to pay 

the bills (39%), Low life satisfaction 

(42%) and Neutral (48%).

Positive feelingsPositive feelingsPositive feelingsPositive feelings

Negative feelingsNegative feelingsNegative feelingsNegative feelings

*There were no significant 

changes during the year 

Q40d. Which of the following emotions best describe how you’re feeling towards day-to-day life at the moment? Please select all that apply.



How satisfied are customers with their life these days
More than a half of customers satisfied with their life these days. This proportion was significantly higher among CAM 

customers, those who have higher income, have no struggle to pay the bills, have water meter, not on PSR, and show 

more positive feelings.

12% 29% 56%

Satisfaction with lifeSatisfaction with lifeSatisfaction with lifeSatisfaction with life

Dissatisfied (0-4) Neither satisfied nor dissatisfied (5-6)

Satisfied (7-10) Don't know

Prefer not to say

Mean Score Mean Score Mean Score Mean Score 

Year 3Year 3Year 3Year 3

6.646.646.646.64

Higher satisfaction (Sig higher mean score)Higher satisfaction (Sig higher mean score)Higher satisfaction (Sig higher mean score)Higher satisfaction (Sig higher mean score)

• CAM customers (7.01)

• Metered (6.94)

• Not on PSR (6.76)

• Have no struggle to pay the bills (6.93)

• Positive feelings (7.88)

Lower satisfaction (Sig lower mean score)Lower satisfaction (Sig lower mean score)Lower satisfaction (Sig lower mean score)Lower satisfaction (Sig lower mean score)

• SEG DE (5.91)

• Segment E(5.99)

• Have income under £17,005 (6.01)

*There were no significant changes during the year 

Q40e. Overall, how satisfied are you with your life these days? 
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CONCERNS ABOUT HOUSEHOLD BILLS
BEFORE THE PANDEMIC, NOW AND IN THE NEXT 12 MONTHS

Before the pandemic, the concerns about household bill were significantly lower than after the pandemic. When compared to year 1

and year 2, a significantly higher proportion of customers in Y3 reported concerns with paying their household bills (against the 

backdrop of spiraling inflation, cost of living crisis, etc). This applied to both now and when thinking about the next 12 months. 

Significant higher:Significant higher:Significant higher:Significant higher:
• Not concerned about ability to pay household bills bbbbeeeeffffoooorrrreeee    tttthhhheeee    ppppaaaannnnddddeeeemmmmiiiicccc::::, 

SEG AB (56%) and C1 (54%), Segment A (54%), income £17,005 -

£23,000 (48%), £23,001 - £37,500 (55%), £37,501 - £52,000 (55%), 

£52,001+ (65%). 

• Some concern about ability to pay household bills before the pandemic:before the pandemic:before the pandemic:before the pandemic:

SEG C2 (44%), DE (47%), Under £17,005 (52%)

• Very concerned about ability to pay household bills before the before the before the before the ppppaaaannnnddddeeeemmmmiiiicccc::::

male (13%), SEG DE (15%), Under £17,005 (16%).

• Not concerned about ability to pay household bills now:now:now:now: CAM (22%), 65+ 

(19%), male (20%), SEG AB (21%), C1 (16%)  and C2 (16%), metered 

(18%), income £52,001+ (32%).

• Very concerned about ability to pay household bills now:now:now:now: SSW (44%), 

female (49%), SEG DE (53%), under £17,005 (57%).

• Not concerned about ability to pay household bills in next 12 months: in next 12 months: in next 12 months: in next 12 months: 

CAM (18%), 65+ (15%), Male (16%), SEG AB (19%), metered (16%), Some 

concern about ability to pay household bills in next 12 months: in next 12 months: in next 12 months: in next 12 months: male 

(38%), income £52,001+ (25%).

• Very concerned about ability to pay household bills in next 12 months:in next 12 months:in next 12 months:in next 12 months:

SSW(54%), 18-34 yrs (59%), female (59%), SEG  DE (60%), income under 

£17,005 (65%)

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

47

15

12

40

41

33

11

43

52

 Before the pandemic

Now

In the next 12 months

Do you have any concerns about your ability to pay any household bills Do you have any concerns about your ability to pay any household bills Do you have any concerns about your ability to pay any household bills Do you have any concerns about your ability to pay any household bills 

now, or in the future?now, or in the future?now, or in the future?now, or in the future?

Not concerned Some concern Very concerned Unsure

YrYrYrYr 1*1*1*1*YrYrYrYr 2*2*2*2*YrYrYrYr 3*3*3*3*

37%37%37%37%51%51%51%51%

46%46%46%46%54%54%54%54%84%84%84%84%

48%48%48%48%55%55%55%55%85%85%85%85%

* Question about “Before the pandemic” was added from Year 2

Q47. Do you have any concerns about your ability to pay any household bills now, or in the future? Please also tell us whether you had concerns about your ability to pay any household bills before the 

pandemic and the rise in the cost of living.
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SUMMARY
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WHAT’S HAPPENING IN THE LAST 12 MONTHS WHAT’S HAPPENING IN THE LAST 12 MONTHS WHAT’S HAPPENING IN THE LAST 12 MONTHS WHAT’S HAPPENING IN THE LAST 12 MONTHS 

THAT IS IMPACTING ON PRIROTIES THAT IS IMPACTING ON PRIROTIES THAT IS IMPACTING ON PRIROTIES THAT IS IMPACTING ON PRIROTIES 

• Energy price rises Energy price rises Energy price rises Energy price rises –––– CostCostCostCost----ofofofof----living crisisliving crisisliving crisisliving crisis

• Cambridge failure around “forever 

chemicals” (PFAS)  in its water

• Hosepipe bans in some areas of UK due 

to heatwave

• SSW and CAM’s customer data breachSSW and CAM’s customer data breachSSW and CAM’s customer data breachSSW and CAM’s customer data breach

• Water companies’ environmental Water companies’ environmental Water companies’ environmental Water companies’ environmental 

responsibility under the microscoperesponsibility under the microscoperesponsibility under the microscoperesponsibility under the microscope

OVERALL SATISFACTION, OVERALL SATISFACTION, OVERALL SATISFACTION, OVERALL SATISFACTION, 

TRUST, AND VFMTRUST, AND VFMTRUST, AND VFMTRUST, AND VFM

Overall satisfactionOverall satisfactionOverall satisfactionOverall satisfaction

7.57/107.57/107.57/107.57/10
(Sig lower than Year 1 

and Year 2) 

TrustTrustTrustTrust

7.93/107.93/107.93/107.93/10
(Sig lower than Year 2) 

Value for moneyValue for moneyValue for moneyValue for money

3.84/53.84/53.84/53.84/5
(Sig lower than Year 2) 

The overall satisfaction, level of trust and 

satisfaction with value for money have decreased have decreased have decreased have decreased 

significantly compared to Year 2

HOW CUSTOMERS ARE FEELINGHOW CUSTOMERS ARE FEELINGHOW CUSTOMERS ARE FEELINGHOW CUSTOMERS ARE FEELING

Top 3 feelings were negative ones:

Worried Worried Worried Worried –––– Tired Tired Tired Tired ---- Stressed Stressed Stressed Stressed 
Biggest concern is rising energy prices

These emotions were mostly felt by those: 

- Who have lower household income

- Are struggling to pay the bills, in debt 

- On the Priority Services Register (PSR)

- Have low life satisfaction or neutral. 

HOW SATISFIED  ARE CUSTOMERS HOW SATISFIED  ARE CUSTOMERS HOW SATISFIED  ARE CUSTOMERS HOW SATISFIED  ARE CUSTOMERS 

WITH THEIR LIFE THESE DAYSWITH THEIR LIFE THESE DAYSWITH THEIR LIFE THESE DAYSWITH THEIR LIFE THESE DAYS

Sig lower satisfaction among those: Sig lower satisfaction among those: Sig lower satisfaction among those: Sig lower satisfaction among those: 

• Have lower household income

• Are struggling to pay the bills, in debt

• On PSR

Just more than half of customers are satisfied 

with their life these days (56%)

Sig higher satisfaction among:Sig higher satisfaction among:Sig higher satisfaction among:Sig higher satisfaction among:

• CAM customers

• Those with higher income

• Have no struggle to pay the bills

• Have water meters, are not on PSR

• Show more positive feelings. 
=> Negative feelings and low => Negative feelings and low => Negative feelings and low => Negative feelings and low 

life satisfaction can be an effect life satisfaction can be an effect life satisfaction can be an effect life satisfaction can be an effect 

of the costof the costof the costof the cost----ofofofof----living crisisliving crisisliving crisisliving crisis

CUSTOMER VIEWS CUSTOMER VIEWS CUSTOMER VIEWS CUSTOMER VIEWS 

A majority of customers agreed that Water that Water that Water that Water 

will become a scarer resource in our country will become a scarer resource in our country will become a scarer resource in our country will become a scarer resource in our country 

in the future.in the future.in the future.in the future.

35% are very concerned about the quality of 35% are very concerned about the quality of 35% are very concerned about the quality of 35% are very concerned about the quality of 

the water in rivers and streams. the water in rivers and streams. the water in rivers and streams. the water in rivers and streams. 

WHO SHOULD BE RESPONSIBLE FOR WHO SHOULD BE RESPONSIBLE FOR WHO SHOULD BE RESPONSIBLE FOR WHO SHOULD BE RESPONSIBLE FOR 

REACHING NET ZERO BY 2050REACHING NET ZERO BY 2050REACHING NET ZERO BY 2050REACHING NET ZERO BY 2050

More than one third of customers agreed 

that the responsibility for reaching Net Zero 

by 2050 should be taken mostly by the taken mostly by the taken mostly by the taken mostly by the 

government and large businesses, but government and large businesses, but government and large businesses, but government and large businesses, but 

customers must also make changes. customers must also make changes. customers must also make changes. customers must also make changes. 29% say 

everyone is equally responsible 



SUMMARY

CONCERNS ABOUT HOUSEHOLD BILLSCONCERNS ABOUT HOUSEHOLD BILLSCONCERNS ABOUT HOUSEHOLD BILLSCONCERNS ABOUT HOUSEHOLD BILLS

The concerns about household bill were significantlysignificantlysignificantlysignificantly higherhigherhigherhigher afterafterafterafter thethethethe

pandemicpandemicpandemicpandemic....

When compared to year 1 and year 2, a significantlysignificantlysignificantlysignificantly higherhigherhigherhigher proportionproportionproportionproportion ofofofof

customerscustomerscustomerscustomers inininin YearYearYearYear 3333 reportedreportedreportedreported concernsconcernsconcernsconcerns withwithwithwith payingpayingpayingpaying theirtheirtheirtheir householdhouseholdhouseholdhousehold billsbillsbillsbills....

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

with 52525252%%%% veryveryveryvery concernedconcernedconcernedconcerned

OTHER CUSTOMER CONCERNSOTHER CUSTOMER CONCERNSOTHER CUSTOMER CONCERNSOTHER CUSTOMER CONCERNS

In year 3, customers seem to be concerned least about Covid concerned least about Covid concerned least about Covid concerned least about Covid 

pandemic continuingpandemic continuingpandemic continuingpandemic continuing, , , , whereas all other metrics of concerns 

experienced a significant increase. Concerns fell each quarters

Future energy supplies and prices remain the biggest concern.Future energy supplies and prices remain the biggest concern.Future energy supplies and prices remain the biggest concern.Future energy supplies and prices remain the biggest concern.

=> => => => This is This is This is This is relatively relatively relatively relatively consistent with the findings consistent with the findings consistent with the findings consistent with the findings 

from qualitative work, which shows that from qualitative work, which shows that from qualitative work, which shows that from qualitative work, which shows that 

optimism when moving out of pandemic was optimism when moving out of pandemic was optimism when moving out of pandemic was optimism when moving out of pandemic was 

short lived and has been replaced by significant short lived and has been replaced by significant short lived and has been replaced by significant short lived and has been replaced by significant 

cost of living concerns! cost of living concerns! cost of living concerns! cost of living concerns! 
NEW CONCERNSNEW CONCERNSNEW CONCERNSNEW CONCERNS

In year 3, due to the customer data breach in 

Summer 2022, customers have raised new 

concerns over SSC’s data securitydata securitydata securitydata security, which was 

not included in the tracker. 

Energy and water bills going 

up, poverty/inequality 



SUMMARY

1. Water quality - clean/safe/drinkable water

2. Reduce prices/lower bills

3. Reliable water supply

4. Maintain good level of service – satisfied etc

5. Prevent leaks/wastage

6. Speedy repair of leaks

TOP UNINFORMED PRIORITIESTOP UNINFORMED PRIORITIESTOP UNINFORMED PRIORITIESTOP UNINFORMED PRIORITIES

TOP INFORMED PRIORITIESTOP INFORMED PRIORITIESTOP INFORMED PRIORITIESTOP INFORMED PRIORITIES

1. Reliability of water quality

2. Bill affordability

3. Leakage Reduction

4. Long-term supply planning

• ‘Mitigating water hardnessMitigating water hardnessMitigating water hardnessMitigating water hardness’ ranked higher by those who had limescale issueslimescale issueslimescale issueslimescale issues

• Those concerned about water scarcity / resources water scarcity / resources water scarcity / resources water scarcity / resources gave higher priority to ‘Protecting water resourcesProtecting water resourcesProtecting water resourcesProtecting water resources’

• Those concerned about carbon emissions carbon emissions carbon emissions carbon emissions gave higher priority to ‘Sustainable business policiesSustainable business policiesSustainable business policiesSustainable business policies’

• Those concerned about poverty and unemployment poverty and unemployment poverty and unemployment poverty and unemployment gave higher priority to ‘Financial bill supportFinancial bill supportFinancial bill supportFinancial bill support’

DIFFERENCES IN PRIORITIES BY ATTITUDES, CONCERNS, FEELINGS, AND SERVICE ISSUESDIFFERENCES IN PRIORITIES BY ATTITUDES, CONCERNS, FEELINGS, AND SERVICE ISSUESDIFFERENCES IN PRIORITIES BY ATTITUDES, CONCERNS, FEELINGS, AND SERVICE ISSUESDIFFERENCES IN PRIORITIES BY ATTITUDES, CONCERNS, FEELINGS, AND SERVICE ISSUES

CCCCuuuussssttttoooommmmeeeerrrr    pppprrrriiiioooorrrriiiittttiiiieeeessss    hhhhaaaavvvveeee    rrrreeeemmmmaaaaiiiinnnneeeedddd    ccccoooonnnnssssiiiisssstttteeeennnntttt    bbbbeeeettttwwwweeeeeeeennnn    tttthhhheeee    qqqquuuuaaaalllliiiittttaaaattttiiiivvvveeee    

and quantitative research. and quantitative research. and quantitative research. and quantitative research. The overall rankings are relatively stable The overall rankings are relatively stable The overall rankings are relatively stable The overall rankings are relatively stable 

between Year 3 and Year 1&2. between Year 3 and Year 1&2. between Year 3 and Year 1&2. between Year 3 and Year 1&2. 

Reliable high quality water supply, affordability, leakage and longReliable high quality water supply, affordability, leakage and longReliable high quality water supply, affordability, leakage and longReliable high quality water supply, affordability, leakage and long----tttteeeerrrrmmmm    

planning remain the top 4 priorities mentioned spontaneously and planning remain the top 4 priorities mentioned spontaneously and planning remain the top 4 priorities mentioned spontaneously and planning remain the top 4 priorities mentioned spontaneously and 

through the through the through the through the prioritisationprioritisationprioritisationprioritisation exercises. exercises. exercises. exercises. 

This reflects the core hygiene priorities identified during the latest This reflects the core hygiene priorities identified during the latest This reflects the core hygiene priorities identified during the latest This reflects the core hygiene priorities identified during the latest 

year 3 qualitative work. year 3 qualitative work. year 3 qualitative work. year 3 qualitative work. 

SUPERSUPERSUPERSUPER----HYGIENE: Ensuring the reliability of water quality and that HYGIENE: Ensuring the reliability of water quality and that HYGIENE: Ensuring the reliability of water quality and that HYGIENE: Ensuring the reliability of water quality and that 

water bills are affordable are considered the mustwater bills are affordable are considered the mustwater bills are affordable are considered the mustwater bills are affordable are considered the must----do things for a do things for a do things for a do things for a 

water company. water company. water company. water company. 

=>=>=>=> GGGGiiiivvvveeeennnn    tttthhhheeee    iiiimmmmppppoooorrrrttttaaaannnncccceeee    ooooffff    tttthhhhoooosssseeee    aaaattttttttrrrriiiibbbbuuuutttteeeessss    ttttoooo    ccccuuuussssttttoooommmmeeeerrrrssss,,,,    SSSSSSSSCCCC    sssshhhhoooouuuulllldddd    

continue to  enhance performance in those areas, especially the continue to  enhance performance in those areas, especially the continue to  enhance performance in those areas, especially the continue to  enhance performance in those areas, especially the 

“super” hygiene factors, “super” hygiene factors, “super” hygiene factors, “super” hygiene factors, in order toin order toin order toin order to improve customer satisfactionimprove customer satisfactionimprove customer satisfactionimprove customer satisfaction

=> => => => There is a consistency between There is a consistency between There is a consistency between There is a consistency between 

aaaattitudes, concerns, feelings, ttitudes, concerns, feelings, ttitudes, concerns, feelings, ttitudes, concerns, feelings, service service service service 

issuesissuesissuesissues, , , , and priorityand priorityand priorityand priority
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SUMMARY

SIGNIFICANT CHANGES IN PRIORITIES OVER TIMESIGNIFICANT CHANGES IN PRIORITIES OVER TIMESIGNIFICANT CHANGES IN PRIORITIES OVER TIMESIGNIFICANT CHANGES IN PRIORITIES OVER TIME

Bill supportBill supportBill supportBill support

Protecting Water ResourcesProtecting Water ResourcesProtecting Water ResourcesProtecting Water Resources

Climbed 2 places compared to Year 1 

and Year 2

Fell 2 places compared to Year 2

DIFFERENCES IN PRIORITIES DIFFERENCES IN PRIORITIES DIFFERENCES IN PRIORITIES DIFFERENCES IN PRIORITIES 

BETWEEN CUSTOMER DEMOGRAPHICSBETWEEN CUSTOMER DEMOGRAPHICSBETWEEN CUSTOMER DEMOGRAPHICSBETWEEN CUSTOMER DEMOGRAPHICS

• Bill support Bill support Bill support Bill support ranked higher by lower SEG groupshigher by lower SEG groupshigher by lower SEG groupshigher by lower SEG groups, low-income 

households and vulnerable customers

• Water recycling Water recycling Water recycling Water recycling ranked higher by higher SEG groupshigher by higher SEG groupshigher by higher SEG groupshigher by higher SEG groups

DIFFERENCES IN PRIORITIESDIFFERENCES IN PRIORITIESDIFFERENCES IN PRIORITIESDIFFERENCES IN PRIORITIES

ACROSS REGIONSACROSS REGIONSACROSS REGIONSACROSS REGIONS

• Initiatives linked to the environment environment environment environment tend to rank higher higher higher higher 

among CAM customers CAM customers CAM customers CAM customers (leakage; water resources; 

recycling; local environment; sustainability), but not 

significantly.

• AAAAffordability, accurate bills, hardness, and pffordability, accurate bills, hardness, and pffordability, accurate bills, hardness, and pffordability, accurate bills, hardness, and prrrressureessureessureessure rank

higher higher higher higher among SSW customersSSW customersSSW customersSSW customers, , , , but not significantly.

 These insights complement the finding in qualitative work: These insights complement the finding in qualitative work: These insights complement the finding in qualitative work: These insights complement the finding in qualitative work: 

Environment is taken more seriously than ever and understood Environment is taken more seriously than ever and understood Environment is taken more seriously than ever and understood Environment is taken more seriously than ever and understood 

better BUT has been pushed to a longerbetter BUT has been pushed to a longerbetter BUT has been pushed to a longerbetter BUT has been pushed to a longer----term issue and dwarfed by term issue and dwarfed by term issue and dwarfed by term issue and dwarfed by 

shortshortshortshort----term, personal economic concerns. term, personal economic concerns. term, personal economic concerns. term, personal economic concerns. 

 Although environmental Although environmental Although environmental Although environmental issues have been increasingly aware by issues have been increasingly aware by issues have been increasingly aware by issues have been increasingly aware by 

customers, pcustomers, pcustomers, pcustomers, people tend to focus on their situation first, especially eople tend to focus on their situation first, especially eople tend to focus on their situation first, especially eople tend to focus on their situation first, especially 

with low SEG groups, who are struggling in the costwith low SEG groups, who are struggling in the costwith low SEG groups, who are struggling in the costwith low SEG groups, who are struggling in the cost----ofofofof----living crisis, living crisis, living crisis, living crisis, 

before they can prioritise environmental issues. before they can prioritise environmental issues. before they can prioritise environmental issues. before they can prioritise environmental issues. 

 It is important for SSC to understand the differences in priority It is important for SSC to understand the differences in priority It is important for SSC to understand the differences in priority It is important for SSC to understand the differences in priority 

across customer segments to across customer segments to across customer segments to across customer segments to come up withcome up withcome up withcome up with suitable strategies. suitable strategies. suitable strategies. suitable strategies. 
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ATTRIBUTE RANKINGS
SUMMARY OF PRIORITY RANKINGS - MIRRORS QUALITATIVE RESEARCH

Above & 

beyond 

Enhancing

Hygiene

1
RELIABILITY  OF WATER RELIABILITY  OF WATER RELIABILITY  OF WATER RELIABILITY  OF WATER 

QUALITY QUALITY QUALITY QUALITY 

2BILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITYBILL AFFORDABILITY

3LEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTIONLEAKAGE REDUCTION

4
LONGLONGLONGLONG----TERM SUPPLY TERM SUPPLY TERM SUPPLY TERM SUPPLY 

PLANNINGPLANNINGPLANNINGPLANNING

5FINANCIAL BILL SUPPORTFINANCIAL BILL SUPPORTFINANCIAL BILL SUPPORTFINANCIAL BILL SUPPORT

6
SENDING INCIDENT SENDING INCIDENT SENDING INCIDENT SENDING INCIDENT 

NOTIFICATIONSNOTIFICATIONSNOTIFICATIONSNOTIFICATIONS

7
PROTECTING WATER PROTECTING WATER PROTECTING WATER PROTECTING WATER 

RESOURCESRESOURCESRESOURCESRESOURCES

8
SERVICE SUPPORT SERVICE SUPPORT SERVICE SUPPORT SERVICE SUPPORT 

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

9
ACCURATE AND ACCURATE AND ACCURATE AND ACCURATE AND 

INFORMATIVE BILLSINFORMATIVE BILLSINFORMATIVE BILLSINFORMATIVE BILLS

10
MITIGATING WATER MITIGATING WATER MITIGATING WATER MITIGATING WATER 

HARDNESSHARDNESSHARDNESSHARDNESS

11WATER PRESSUREWATER PRESSUREWATER PRESSUREWATER PRESSURE

12
QQQQUICK RESOLUTION UICK RESOLUTION UICK RESOLUTION UICK RESOLUTION 

OF ISSUESOF ISSUESOF ISSUESOF ISSUES

13
WATER SAVING WATER SAVING WATER SAVING WATER SAVING 

INCENTIVESINCENTIVESINCENTIVESINCENTIVES

14
IMPROVE LOCAL IMPROVE LOCAL IMPROVE LOCAL IMPROVE LOCAL 

ENVIRONMENTENVIRONMENTENVIRONMENTENVIRONMENT

15
WATER RECYCLING / WATER RECYCLING / WATER RECYCLING / WATER RECYCLING / 

RERERERE----USEUSEUSEUSE

16
SUSTAINABLE SUSTAINABLE SUSTAINABLE SUSTAINABLE 

BUSINESS POILICESBUSINESS POILICESBUSINESS POILICESBUSINESS POILICES

17
EDUCATING FUTURE EDUCATING FUTURE EDUCATING FUTURE EDUCATING FUTURE 

CUSTOMERSCUSTOMERSCUSTOMERSCUSTOMERS

18
WIDE RANGE OF WAYS WIDE RANGE OF WAYS WIDE RANGE OF WAYS WIDE RANGE OF WAYS 

TO CONTACTTO CONTACTTO CONTACTTO CONTACT

19
MORE REGULAR MORE REGULAR MORE REGULAR MORE REGULAR 

METER READINGSMETER READINGSMETER READINGSMETER READINGS

20
COMMUNITY COMMUNITY COMMUNITY COMMUNITY 

SUPPORT SUPPORT SUPPORT SUPPORT ---- GRANTSGRANTSGRANTSGRANTS
Super-Hygiene



LITERATURE REVIEW 
FOUR CORE RECOMMENDATIONS

Approach adopted in the qualitative and 

quantitative methods for Yr1. Quantitative 

research in Yr2. Qualitative and quantitative 

in Yr3

12

1

MaxDiff design used to provide relative 

priorities in the quantitative study

3

    

UtiliseUtiliseUtiliseUtilise qualitative qualitative qualitative qualitative 

triangulation triangulation triangulation triangulation 

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

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

insight sourcesinsight sourcesinsight sourcesinsight sources

    

Use deliberative Use deliberative Use deliberative Use deliberative 

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

order toorder toorder toorder to elicit elicit elicit elicit 

uninformed and uninformed and uninformed and uninformed and 

informed prioritiesinformed prioritiesinformed prioritiesinformed priorities

    

Consider aggregation Consider aggregation Consider aggregation Consider aggregation 

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

    

Use Use Use Use MaxDiffMaxDiffMaxDiffMaxDiff method method method method 

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

priorities priorities priorities priorities 

Issue explored in the qualitative research

SSC to review as part of PR24 

2

SSC undertaking insight triangulation 

project which this insight will inform

4
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PARTICIPANT ETHNICITY & ATTITUDINAL SEGMENT
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PARTICIPANT CHARACTERISTICS
ETHNICITY

271

1

1

1

1

1

1

4

85

1

0

0

0

3

0

4

0

10

77

1

1

2

1

1

4

4

2

79

0

1

1

1

0

1

3

4

3

85

1

1

1

1

1

1

3

3

4

83

Irish

White and Black Caribbean

Caribbean

African

Chinese

Pakistani

Prefer not to say

Indian

Any other White background

British

Total

SSW Survey

SSW Census

CAM Survey

CAM Census

YEAR 2YEAR 2YEAR 2YEAR 2

The gaps between CENSUS and 

survey sample in year 3 were 

smaller than in year 2. 

1

1

1

1

1

1

1

4

85

1

1

0

2

2

0

4

2

7

81

1

1

2

1

1

4

4

2

79

1

2

1

0

0

2

4

3

3

82

1

1

1

1

1

1

4

3

4

82

Irish

White and Black Caribbean

Caribbean

African

Chinese

Pakistani

Prefer not to say

Indian

Any other White background

British

Total

SSW Survey

SSW Census

CAM Survey

CAM Census

YEAR 3YEAR 3YEAR 3YEAR 3



PARTICIPANT CHARACTERISTICS
ATTITUDINAL SEGMENT YEAR 3

Year Year Year Year 1 1 1 1 

prioritypriorityprioritypriority

Year Year Year Year 2 2 2 2 

prioritypriorityprioritypriority

Year Year Year Year 3 3 3 3 

prioritypriorityprioritypriority

Reworked Reworked Reworked Reworked 

Segmentation Segmentation Segmentation Segmentation 

---- July July July July 2021202120212021

Original Original Original Original 

Segmentation Segmentation Segmentation Segmentation 

PR19 PR19 PR19 PR19 ---- 2018201820182018
Overview of segmentOverview of segmentOverview of segmentOverview of segment

Customer Customer Customer Customer 

Segment %Segment %Segment %Segment %

2121212125252525212121212323232324242424

Very time pressed juggling all their commitments. 

Consequently don’t think much about their water 

usage and don’t want their time wasted. Often 

online.

AAAA

3737373735353535313131313535353524242424

Highly engaged with their water usage and the 

wider community their live in. Expect a very high 

level of service from companies they use. Use 

technology, but prefer a personal relationship.

B B B B 

1515151514141414141414141515151516161616
Often financially and time pressured. Strong 

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

77778888999988889999
Highly engaged with using the ‘latest’ technology 

and managing their lives online. Switched on to 

saving water.

DDDD

2020202018181818242424241818181827272727

Highly engaged with technology and very focused 

on their network of family and friends. Admit to not 

thinking much about their water usage or services 

and prefer a more transactional relationship with 

their water company.

EEEE



QUANTITATIVE SPONTANEOUS, UNINFORMED PRIORITIES
WHAT SHOULD SSW/CAM FOCUS ON – YEAR 1

24

14

8

8

7

3

3

2

2

2

2

2

2

2

2

Water quality - clean/safe/drinkable water

Reduce prices/lower bills

Reliable supply

Maintain good level of service – satisfied etc

Prevent leaks/wastage

Customer service – ease of contact

Billing – accurate/timely/informative etc

Work for environment

Speedy repair of leaks

Reduce hardness/limescale

Communication – provision of information

Water pressure – improvements

Maintain/upgrade infrastructure

Water conservation

Support for vulnerable customers

From year 2 the questions wording was changed to inform customers (see below) 

about the top two priorities using the wording below. However, this had no notable 

difference on the responses received from customers.

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

priorities they want and expect South Staffs/Cambridge Water to deliver are a reliable 

supply of good quality water at an affordable price. 

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

the services you receive from South Staffs Water/Cambridge Water and then tell us the 

one thing you really want them to focus on doing. This could be a new 

initiative/service or could be something they currently do well that you want them to 

carry on doing or something that they do now but you want them to improve on. 

Please remember that this in addition to providing an affordable and reliable supply of 

high-quality water. 

What’s your number one priority

And now imagine that they have met your number one priority, or have plans to do so 

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

Year 1Year 1Year 1Year 1
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QUESTIONNAIRES
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Please note that the questionnaire is 

regionalised to South Staffs Water or 

Cambridge Water where appropriate.
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