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Executive summary 2

The current economic climate generates a feeling of unease for customers who are unsure what the future holds for
them. Though water bills feel affordable now (or at least are not currently difficult to afford), there are concerns for future
rises.

Though customers are more or less wiling to accept the proposed investments, there are strong feelings about funding
coming entirely from customer bills. For most of the investments, while perceived to be important, many feel it is the
responsibility of water companies (or others e.g. government or developers) to fund - and the investments should not be
paid for via customer bills. (For each investment the report highlights both customers’ views on ability to afford as well as
their wilingness to pay.)

Customers are generally happy with the proposed targets with the possible exception of leakage reduction where the
performance target for 2030 looks too modest.

There are strong concerns about the overall proposed plan billimpacts as customers feel that the hardest hit will be those
who are currently already struggling but do not qualify for support; and some feel that bills should be impacted
proportionally based on income. Customers would like to understand how the investments could help lower bills in the
long-term and that future bill projections take this into account too e.g. via a more efficient system, reduced leakage, net
zero efc.

Overall, the majority of customers opted for the proposed plan with the must-do plan only offering minimal savings while
compromising on outcomes. However non-household and vulnerable customers generally prefer the must-do plan

While some customers are clearly very worried about affordability, for many the question rests more on their willingness to
pay forinvestments that they may not accept as opposed to their inability to pay. The current media activity and industry
scrutiny is playing a part with customers nervous that the interests of shareholders are placed ahead of customers.
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Methodology 3

2 x 90min reconvened online focus groups
N UINERABLE Stage 1: Participants fo attend first 90 min focus group
Stage 2: Participants to attend second 90 min focus group
Stage 3: Participants to complete post-task survey and answer

questions based on their personal bill projections

Micro NHH

Stage 1: Participants go through pre-read pack & fill out pre-task survey
Stage 2: Participants to attend 1 x Thr online depth

Stage 3: Participants to complete post-task survey and answer
questions based on their personal bill projections

2 x 3hr face-to-face deliberative 4 x Thr online video depth
events g

Stage 1: Participants to go through pre-
read pack and fill out pre-task survey

Larger NHH
Stage 2: Participants to attend 1 x 3hr
event each in person . .
X 8 x Thr online video depth
Stage 3: Participants to complete post- stage 1: Participants 1 throuah d back and fill out bre-task
task survey and answer questions based a1 Sucr'\f’eey - Farficipants fo go Through pre-read pack and it out pre-tas
on their personal bill projections Stage 2: Participants to attend 1 x 1hr online depth
Stage 3: Participants to complete post-task survey and answer

questions based on their personal bill projections

7,
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Sample profile - who we spoke to 4

Total sample achieved = 62/64 Total number of opt-ins: 147

Top up group of 4 participants to be completed w/c 5™ June
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Household sample achieved = 25/24

SEG: 5x AB, 13x CIC2, 6 x DE, 1 x unknown

Age: 11 xunder 45, 13 x over 45, 1 x unknown

Gender: I10xF, 15x M

Metering: 11 x metered, 10 x unmetered, 4 x don’t know
Recruitment: 24 x list optins, 1 x freefind

Future customer sample achieved = 8/8

SEG: 1 xAB, 6 xCIC2, 1 xDE
Age: 8 x 18-30

Gender: 4 xF, 4 x M
Recruitment: 8 x free find

Non-household sample achieved = 16/16

Size: 12 x micro NHH, 4 x larger NHH (over 10 employees)
Examples of business type include: consultancies,
accountants, hairdressers

Usage type: 11 x domestic, 5 x non-domestic

Usage volume: 8 x low spend, 8 x high spend
Recruitment: 16 x free find

HEALTH
VULNERABLE

ECONOMICALLY
VULNERABLE

Health vulnerable sample achieved = 7/8
Age: | xunder 45, 6 x over 45

Gender: 5xF, 2xM

Metering: 3 x metered, 4 x unmetered

PSR status: 7 x on or eligible for PSR

Examples of vulnerability include: mental health
problems, physical health conditions

*  Recruitment: 3 x list opt ins, 4 x free find

Economically vulnerable sample achieved =7/8

« Age:3xunder45, 4 xover4s

« Gender:3xF, 4xM

*  Metering: 4 x metered, 3 x unmetered

«  Social tariff: 1 x ST, 3 x eligible for ST, 3 x don’t know
*  Recruitment: 6 x free find, 1 x list optin

@
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The customer context
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Views on current financial situation and financial outlook

Most of the household sample feel they are just getting by while vulnerable customers feel more financially squeezed. g
Note on findings:

FEELINGS ABOUT HOUSEHOLD FINANCES \Cost of Iving and pressure o Total numbers for pre-task

my wife's public sector job is SURHDY ES PENSES EIe B0
forcing lifestyle choices.” the total sample size as not alll

.. : . customers completed the
m 10 - Thriving 1 HH Bristol Answer: 6/10 oresurvey
"9
° 10 4 4 ) /“My salary is not very large ond\
7 2 “Prices are going up has not gone up with inflation,
6 everywhere and my income all my bills are going up and |
) can’t keep pace with it.” am concerned as | am nearing
5 - Just getting by HH Bristol Answer: 2/10 retirement when my income
4 7 ) will decrease.”
R/ Future Customer Bristol Answer:
2 2 . R/ 6/10 -/
[

e N ™
= ) l]. “There isn't much excess l:ncome or “l have an index linked pension.
m 0- Struggling spare budget left so things are Nevertheless, the cost of heating in

HH Vulnerable  Vulnerable Future fight.” particular (my house is very old)
(25) Econ Health (8) Future Customer Bristol Answer: has impacted upon me.”
(3) (2) 5/10 HH Bristol Answer: 8/10

ECONOMICALLY 'HEALTH
g VULNERABLE VULNERABLE
@
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Source: Pre task Appendix A, B/C, E: How do you feel about your household finances at this time?



Views on current financial situation and financial outlook

Many of the customers interviewed are pessimistic about the current economic climate.

FINANCIAL OUTLOOK
“A small percentage are getting

richer and richer and everyone ®m Improving
else is worse off.”
HH Weston-Super-Mare

B Remaining the same
® Worsening

“In 10 years, there will be other
problems — climate change will
screw us over — but for now, itis
the increase in energy bills.”
HH Bristol

~

“It's like an old Western movie with Vulnerable Vulnerable
some run down guy with gold Econ Health (8)
teeth and vultures around... the (3) (2)
guy on the ground is the majority
of the population.”

HH WeSfon-SUper-More VULNERABLE VULNERABLE
) S % by

Future

sli0

y
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Source: Pre task Appendix A, B/C, E: Do you think the current economic situation is...?



Expectations for economic climate in the future (in 5 years, in 10 years)

Whilst a minority are positive about the economic climate in the short term, there is a bit more optimism about the economic climate in the

longer term (10 years).
LONG TERM FINANCIAL OUTLOOK

4
m Better off ) 1
6 1 1
B The same
m Worse off ]
10 4
B Don’'t know 1 1
1
5 1
HH Vulnerable  Vulnerable Future Vulnerable Vulnerable Future
(25) Econ Health (8) (25) Econ Health (8)
(3) (2) (3) (2)
O] [& O O] (& O
@J @J

Source: Pre task Appendix A, B/C, E: Thinking about the current economic climate in the future, do you expect your household financesto B| . UE MARBLE
be better off, worse off or about the same in the next 5/10 years?



Current bill affordability for water and sewerage services

Only a minority of customers (8/30) find it difficult to afford their current water bills. However, the most common answer for HH customers is
that paying bills is neither easy nor difficult — perhaps reflecting the economic uncertainties people face.

m Very easy

Fairly easy “This is the first year | only paid

my bill for half a year. Usually, |
would pay in full in one go.”
m Neither nor 1 2 HH Bristol
12
Fairly difficult
= Very difficult
3
] |

mDon't know

HH Vulnerable Econ  Vulnerable Health
(25) (3) (2)

CCCCCCCCCCCC HEALTH
g EEEEEEEE VULNERABLE

@
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Source: Pre task Appendix A, B/C, E: How easy or difficult is it for you to afford to pay your current water and sewerage bill2



Proposed Plan
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2050 goals

Legally required
Must do

5 year targets: customer

Longer term investments:

With the proposed plan, your bill will increase by, on average, £31 a month (£372 a year) by 2030.

feedback your input on how & when
Effective Halve the i tof Reducing the Reducing Reducing
— sewerage f a \ée € Impact of sewer number of internal and £11 sewagde spills in £11
8 system ooding on our customers sewage spills in external sewer further 45
g_ 150 locations flooding locations
(o] [
s . + To restore the quality of = ":. Nutrient removal Reduce pollution
% ft:::t‘arll‘v\’;rte&r rivers and coastal waters '; _— and river water incidents to 14 £4
o + Zero pollution incidents EBIEN quality per 10k of sewer
b T

9 S $l monitoring pipe .
E S5 Removing

Great customer Be a top 10 _custgmer = 5 everyone from £24
é experience service provider in the UK S= water poverty
7]
8 - A 1-page summary of the proposed
= Pl Be a net zero carbon zero p|gn WAas prowded as pgr’[ of the pre-

& biodiversity business by 2040 Remove carbon . 5 . ;

& pollutants from  £8 read information with an explanation
sewer sludge . .
of the different categories of

— Reducing B4 wateroficiency  £2 investment:
= costing wa&er Resilience to climate leakage by 8% e EICIENCY) .
8 surlflfls'urr::iﬁence change & higher population support | “ . d/ -I- -|- -I-
=3 egally required/statutory,
E Maintain top » Water that looks, tastes & Conhnoeio Reduce contacts Replace 30,000 g y q Y
Q.| quality drinking smells great deliver clean and on taste, smell £3 - ! £2 2 5
PYRRT BTN . cciace all lead pipes ' safe fap water e lead pipes 5 year performance commitments;
£
[}
- * Doubli t it 1+ H
S| scaversiy s | I i ll 7rorec noturc Netzero o additional investments proposed to
o IR cmissions by 2030 resources emissions meet longer term outcomes.
g7l T Fair and affordable bills Removing
5 and community Excellent and innovative everyone from £3

experiences customer service water poverty

This includes:

® £12 a month statutory investment
® £6 a month additional investment
® £13 a month of inflation.




Summary: Proposed plan acceptability and affordability (using personalised bills)

The responses to the proposed plan are mixed, with vulnerable customers feeling more negative toward the proposed plan. Most
customers are uncertain or feel they cannot afford the proposed plan.

ACCEPTABILITY \ AFFORDANUTY
= e ]
gc?cr:ne%%illé ] 1 - m Very easy 3 )
Acceptable 13 /7 Fairly easy E
4

m Neither nor

Unacceptable 0 ]

4
Fairly difficult
m Completely m Very difficult o
unacceptable - -
m Don't know - - asked

m Don't know
Vulnerable Vulnerable NHH Future

Vulnerable Vulnerable NHH Future
(25) Econ  Health (16) (8) (25) Econ Health (16) (8)
(7) (3) (7) (3)
Source: Appendix A, B/C, D, E: Thinking about how your income may change in the future, how easy or difficult do you think it would be for you to afford the water and @

sewerage bills for the proposed plan? Based on everything you have heard and read about the company’s proposed business plan, how acceptable or unacceptableis BLUE MARBLE
it to you?



Summary: Reasons for accepting/rejecting the Proposed plan

Those who accept the proposed plan feel it focusses on the right things and predict it will be a positive impact. The key reason amongst
rejectors is that they feel water companies should bear more of the financial load.

Reasons for accepting Reasons for rejecting

~N

Water companies should pay for more from profits

i
N

Their plan focuses on the right things

The plan will make big/ good
improvements to things

Water company profits too high §

|

Too expensive 3

I
N

Plan is good for future generations
Poor VFM: not doing enough for the cost

w

Trust: do what's best for their customers
Don't frust: to make these service improvements

— 1

Plan is environmentally friendly
| won't be able to afford this
| will be able to afford this

|

The plan doesn’t focus on the right things
Other

—_

Other

Good VFM-doing a lot for the cost Don't frust: do what's best for their customers

Trust: make these service improvements Plan is not environmentally friendly enough

_. . : iilll

It's not too expensive Won't improve things enough/ too small

B Household ®Vulnerable Health ® Vulnerable Econ = NHH Future B Household ®Vulnerable Health mVulnerable Econ = NHH Future
(14) (1) (1) (7) (5) (10) (2) (6) (?) (0)

Source: Appendix A, B/C, D, E: Thinking about how your income may change in the future, how easy or difficult do you think it would be for you to afford the water and
sewerage bills for the proposed plan? Based on everything you have heard and read about the company’s proposed business plan, how acceptable or unacceptableis BLUE MARBLE
it to you?



Summary: Trust

Most household customers trust Bristol Water /Wessex Water to deliver the plan — but vulnerable customers’ level of trust is mixed. The key
drivers of low trust is the perception that shareholders are prioritised, there is a lack of customer facing updates and feeling that Bristol
Water/Wessex Water would want to put the bills up by more than has been presented.

G s

Shareholders are more important to them
than customers

I
N

m Trust them fo - L They will want fo put their bills up by more _ 2
deliver it all 1 than this
3 They don’t update their customers on how

(08

Trust them to 8 5 they are delivering

deliver some of 14 They give me a good service
it

IO

1

They keep their service promises to their

I
N

Trust them to

1 1
customers
deliver a little S 2 .
. Their services are good value for money
of it 5
m Don't trust [ - - Their services are poor value for money

—_—

—
j— w

Them to deliver HH Vulnerable Vulnerable NHH Future
it (25) Health Econ (16) (8) Their customers are their top priority
(3) (7)
Q ® O They don't give me a good service
Z@

B Household ®Vulnerable Health ®Vulnerable Econ mNHH Future
(25) (3) (7) (16) (8)

4

Source: Appendix A, B/C, D, E: To what extent, if at all, do you trust your water company to deliver their proposed plan by 20302 Why do you say thate BLUE MARBLE



Summary: Preferred Phasing

There is a preference for the increase in bills starting sooner rather than later, but a notable proportion of customers felt they didn’t know

enough to reach a decision.

| don't know enough at 1
the moment to give an 8
answer 3 7

An increase in bills starting
sooner, spreading 1 3 6
increases across different 6

generations of bill-payers

B An increase in bills starting
later, putting more of the - - -
increases onto younger

and future bill-payers HH Vulnerable  Vulnerable NHH Future
(25) Health Econ (16) (8)
(3) (7)

@1 | ©.
= =1 IO

Source: Appendix A, B/C, D, E: To what extent, if at all, do you trust your water company to deliver their proposed plan by 20302 Why do you say thate BLUE MARBLE



Response to legal required elements: STORM OVERFLOWS

Support for this investment to go ahead is strong, however many felt this should not fall to customers to pay for.

An effective sewerage
system

Reducing the
number of sewage
spills in 150
locations

£23 per year

37
2050 target:
To halve the number of sewer flooding incidents.

Storm overflows

Whenthere is too much rainfall for sewers to handle, storm overflows allow rain
water, mixed with sewage, to escape into a separate pipe which eventually flows
into a river or the sea. This helps to reduce the risk of properties being flooded with
sewage.

There are around 15,000 storm overflows in England, and 1,300 for Wessex Water.

Each company (in England) has a target set by Government to reduce the use of
storm overflows:

+ By 2035, water companies will have: improved all overflows discharging into ar
near every designated bathing water; and improved 75% of overflows discharging
to high priority sites

+ By 2050, no storm overflows will be permitted to operate outside of unusually
heavy rainfall or to cause any adverse ecological harm

Wessex Water will need to spend £758m to meet these requirements for 2025-2030, and
this will add £23 per year to the average household water bill.

“My perception as a \
customer is that | already
pay my water bill and
expect that to be
handled and dealt with.”
HH Weston-Super-Mare

)

S , fOR You. FoR LifE.
Deliberation cenires around: . Wessex Water [l
« Surprise that thisis a current problem and there isn’t a better vTLGrouP B& R

solution in place

Frustration around customer paying for infrastructure repairs — it
should fall under water company responsibility

Considered a health matter too — unclean/polluted bathing
waters

Questions around whether the companies are regulated to
ensure they are using the most cost-effective measures?

NHH customers feel it is poor value — a big spend for a medium
impact

Response to mandated investment

This feels like a worthwhile and important investment as
it relates to water quality, health and the environment

There is a sense that the company should prioritise this

investment... Important -
However, it feels like quite a large addition to customer Urgent -
bills (and questioned by those who don't believe it is for =

customers to bear the cost) Wiling fo pay @

Able to pay -
W

Understanding of the system for funding investments is poor. If customers

understood the relationship between customer bills, profits and @

shareholders, we hypothesise that they'd be more likely to be willing to

pay for investments deemed ‘water company responsibility’. BLUE MARBLE



Response to legal required elements: NUTRIENT REMOVAL

Though this seems important, some concerns at the high cost of this investment.

Great river & coastal
water

Nutrient removal
and river water

quality monitoring

£47 per year

2050 target
To restore the quality of rivers and coastal waters

The services that water companies provide must comply with environmental
laws in England/Wales, as well as UK/Welsh Government policy.

»  Excess nitrogen and phosphorus can affect the health of niver and coastal waters,

negatively impacting plant and wildlife who live there

+  Alarge portion of Wessex Water's region has been designated as requiring
additional nutrient removal to allow a further 70,000 homes to be built

= As aresult, Wessex Water needs to remove 1,500 tonnes of nitrogen and
phosphorus from entering rivers and the sea. This will improve river water quality
and help unblock the housing backlog across the country

+  Partnership working with farmers and landowners will be vital — and using nature-
based solutions where possible, which are often cheaper, create less carbon, and
increase biodiversity

Wessex Water will need to spend £830m to meet these requirements for 2025-2030, and
this will add £47 per year to the average household water bill.

-

“Water quality of rivers is not
entirely under the control of
the water company — but they
have to clean up the mess.”
HH Weston-Super-Mare

~

N /

Deliberation centres around:

The unfamiliarity of this issue, which causes some
confusion

Questions as to why the cost of dealing with this issue is
quite so high

If investment is driven by housing backlog, customers
feel that responsibility should fall with water companies
and developers

Some customers conclude this an issue for the
government to solve and fund

Response to mandated investment

Some felt they needed more detail and cost-benefit
analysis to confidently offer an opinion on this

Seen as an important investment but an expensive
one; not considered an area where customers should
foot the billl

The cost of this investment is high and customers do
have concerns that alongside other investments that
this could make bills difficult to afford

fOR You. FoR LIfE.

Wessex Water !Ij!ll__ll!

YTL GROUP

“We didn’t put the
nufrients in the water,
the farmers did.”
HH Weston-Super-

Mare

Important
Urgent
Willing to pay
Able to pay

4
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Response to legal required elements: CLEAN AND SAFE WATER

For a comparable small investment, this feels like something the water company should just deal with themselves.

Maintain top quality
drinking water 39
supplies 2050 target: High quality drinking water
Legally required /musi-do

Continue to deliver clean and safe tap water

Invest £26 million to continue to meet high standards for water quality and deliver
clean and safe drinking water that looks and tastes great. This programme is agreed
with the Drinking Water Inspectorate, which regulates water quality on behalf of the
water industry

Continueto deliver
clean and safe tap
water

Investing in:

» Catchment management to manage water quality issues at source

= Major upgrades to 3 treatment works

Bristol Water will need to spend £26m to meet these requirements for 2025-2030, and
this will add £2 per year to the average household water bill.

4 )

“Clean, safe tap water should
be a given... not an additional
investment!”

HH Weston-Super-Mare

- J

Deliberation centres around:

+ A sense among many that this is a no brainer: question
why it is an extra investment

+ Confusion as to whether this is a current legal standard
or whether it is a future requirement

* The small investment cost is polarising: some are happy
to pay as it is so little; others feel water companies
should pay as it's their responsibility and not as much
as other investments

« Customers require a better understanding of why this

money needs to come from customer bills rather than
existing profits

Response to mandated investment

« Smallinvestment for something that's very important —
should be done

* Unclearif there is any real urgency

» Strong reluctance from many to pay for what seems
like a basic service from the water company — there is
a need to understand why the major tfreatment works
are needed

+ However, some NHH customers stress the importance
of this for them and their businesses and would be
happy to not only pay for this investment, but pay
more

BRISTOL
WATER

“I don’t know why you
need extra money
when you should be
doing it!”

HH Bristol

Important

Urgent

[ ¢ |
Willing to pay -
=

Able to pay

4
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Response to legal required elements: PROTECT NATURAL RESOURCES

Customers struggled to comment on this area — happy for it fo go ahead.

Protect natural
resources

£1 per year

resources) on our sites and those that we interact with

Biodiversity & nature 40
recovery 2050 target: Doubling natural capital (the wealth of natural

Protect natural resources

+ Invest £12 millionto protect and enhance wildlife, for example by:

+ Working with partners and landowners to remove weirs or include fish and eel
pass installations to ensure that fish and eels can reach upstream habitats

+ Habitat creation through creating ponds, tree planting and restoration

» Controlling non — native invasive species to ensure that native varieties can
thrive

+ Investment to protect river flows during times of drought.

Bristol Water will need to spend £12m to meet these requirements for 2025-2030, and
this will add £1 per year to the average household water bill.

~

“"Water supply and water

quality... if you get those

right, then the others will
come with it”

HH Weston-Super-Mare

Deliberation centres around:

Whether this will have the desired positive impact or
not

Where supportive of environmental protection and the
activities described, should Bristol Water be doing
more?

Little that is controversial here

Response to mandated investment

A minority pushed back against interfering with natural
systems for fear of negative impact.

A question mark over the impact of such a small
investment: Bristol Water could double this to £2 and
double the impact on the environment.

Minimal spend and doesn’t seem unreasonable, but
not necessarily the most important or urgent

o

BRISTOL
WATER

/

I [

“I'd like to bite the bullet
on the environment stuff
and get it done as
quickly as possible”
HH Weston-Super-Mare

~

)

Summary
Important
Urgent
Willing to pay
Able to pay

4
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Response to performance commitment targets

Some are concerned that sefting easy to reach targets eventually will end with customers being worse-off through Ofwat rewards and
increased bills.

* Happy to stick with current target |‘
A » Should focus on worst affected areas
WessexWaler&BWler propose an inuemelplans long term goals. ‘ A |mpOrTGnT inves'l'men'l'
JIsoars | g Tao ) whattiswihade a « Would prefer to spend on improving quality in the system |b
Sy [ Bz e s e o £ rather than buying bottled water
Water Quality E @ c::j}:é%;:r 16 133 W 1 £3
e Lo T R - General concern over sewer flooding: needs to be dealt with
e - & cONeE + Asit'ssuch animportant issue, could be more ambitious &
ot L) < G e e Vs ) « But costis high for something that seems like a basic provision
Leakage TQ Q S;’,"%’,,:é}i{i’.f; 643 565 W 507 £4 i fb from the water compdany
Pollution ?)xm"w"?ff'.l e bt 22 2374 ¥ 178 t g

+ Seeing the scale of leakage, many feel this could be more
ambitious ’I
Customers anticipate they could benefit if leak on their side,

but question paying more to fix leaks on company’s pipes?

=

NHH customers were more inclined to feel
that the water companies could be more
ambitious with their targets

However, they assume these targets are set
keeping in mind what is realistic @

BLUE MARBLE

Definitely important
+ But many believe this should be the responsibility of water l"
company and developers

p




Response to plan enhancements: NET ZERO 21

Though achieving net zero is important, it doesn’t feel as urgent as other areas and customers are reluctant to pay for what they see as a

business cost.

fOR You. FoR LifE.

Net zero carbon and mu:g.l:lj WESSEX Water TWW
@ TG ooy 204 Deliberation centres around: vTLGRoUP B&13
Py ene + Some feel net zero is something everyone should be
Proposal for making the company's operations carbon neutral by 2030 STriVi N g for
Making all + Moving entirely to electric vehicles 1 i
operations netzero - ncromsing the use of enewable ol + However, as customers understand it, all companies
+ Finding the best way to reduce emissions from sewage treatment processes Ore Currenﬂy poying 'I'OWOr'dS inves‘l’men'l’s 'I'O reOCh ne'l'
£6 » Using nature-based solutions like wetlands as an alternative to concrete . .
structures zero — for them, this feels no different
" Rurter reduc is own omissions o s Ui Wessex eter can + Feels more important for WW side as sewerage
W.essexWaterprupusetn spend E?Tmon making all operations net zero, and generOTeS more emISSIOnS Thon WOTer Supply . “HJS ’mportonf for
this would add £6 to the average bil. + NHH customers don't feel they should be paying for future generations”
this through their bills HH Bristol
a7

Response to proposed plan and alternatives

T « Though important, doesn’t feel like a key priority
biodiversity The long term ambition is to be net zero (i.e. 100% carbon offset) by 2040 . o POlOriSiﬂg
D\screll‘t;;l:ryd\.lzmsmenﬁ Hufwwuuld)touIIIwWeesexWa.wrtuplcethlulnvesnmant?. O Some feel G Slower Gpprogch is ﬁhe gi\/en _I_he summqry
_ ”M”M’-&: - other more pressing areas for investment _l ot
estorsnetzes | G - - - - - JER TR SR T « Others choose the proposed plan: want to see mportan =
= N net zero pushed forward as it's only a matter of Urgent KB
e . i ~ . i for oy
| =TS S fime until it's mandated — and the right thing fo lingtopay [N
A is the proposed plan. “ “ fU'I'U['e genero‘hons Able TO pCIy -
P 1 St [ - Widespread view that it is not fair that customer
G delays Investment in =-A:Full perational net zero by 2000 money spent is on this; again, more education
the short term =2=B: Reach 50% operational net zero by 2035 and stay at that level .
=-C: Delay investment: Operational net zero by 2035 ” ﬂeeded GfOUﬂd The fUﬂdIﬂg SYSTem fOl’ The WCITel’ @

sector
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Response to plan enhancements: MICROPOLLUTANTS

Plan B is felt fo be a sticking plaster — customers feel the issue should be dealt with rather than put off.

Net zero carbon and
biodiversity

Removing micro
pollutants

£8

fOR You. FoR LifE |
Wossox Water o]

2050 target:
Be a net zero carbon business by 2040

Proposal for improving the treatment of sewage sludge to remove
micropollutants from being spread to land

« Trialling new technologies that, if they work, have the potential to turn the sludge
into a material that does not have any carbon emissions (essentially an ash)
which also destroy micropollutants in the sludge so these wouldn't be spread to
land.

« If they work Wessex Water will implement these at scale in the future, reducing
the carbon emissions and reducing the volume of the waste product we
produce.

» Legislation does not currently prevent sludge being spread to land, but may do
so in the future. Wessex Water propose to test new technology now and ensure
it develops in case this change occurs

Wessex Water propose to spend £150m on removing micropollutants, and
this would add £8 to the average bill.

49

Net zero carbon and
biodiversity

fOR You. LifE ]
The long term ambition is to be a net zero business by 2040. M'J.F‘..Jif \‘n: "
How wouldyou like Wessex Water to invest?

Bill impact by end of each 5 vear period

Y
You decide

Removing micro
pollutants

£8

A is the proposed
plan.

B is the minimum
requirement plan

C is a back up plan
for option A

2030 2035 2040 2045 2050

A Proposed:
Trialing & implementing new technologies to £14
turn the sludge into a material that does not

s e g

microplasties so these wouldn't be spread to
land.
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Deliberation centres around:

« Confusion with this investment as the plan feels
unformed and unclear

+ Seems strange and irresponsible to invest millions of
pounds in something that may not work

+ When target is reached, will bills then be reduced?

* A consensus that it is best to address the issue rather
than put it off

* Want to see a more cohesive approach across the UK
— surely this is a wider problem?

Response to proposed plan and alternatives

*  Majority support for plan A, but want reassurance that
the technologies being trialled are likely to work

» Limited support for plan B — will cost more to the
consumer in the long term by causing irreparable
damage

fOR You. FoR LIfE.

Wessex Water !Ij!ll__ll!

YTL GROUP

“I assume it would
be tested and it
would work before
rolling it oute”
HH Bristol

“Plan B seems like a
complete waste of
time.”

HH Bristol.

Important

B2
Urgent -
Willing to pay -

[0 |

Able to pay

4
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Response to plan enhancements: ADDITIONAL STORM OVERFLOWS

As an area of high importance for customers, there is support to extend this investment beyond the legal requirement.

An effective sewerage
system

Reducing sewage
spills in a further 45
locations

£11

52
2050 target:
To halve the number of sewer floading incidents.

Proposed plan for reducing sewage spills in a further 45 locations - by 2030

* Increase investment in this area from £5600 million to £734 million over the five
years between 2025 and 2030

« Start with storm overflows that discharge most frequently and those that have
any environmental impact

« Work with communities to fit sustainable drainage solutions like soakaways
« Increase environmental and public health monitoring at key locations

+ Use artificial intelligence to manage the sewerage network and provide real time
bathing water information

Wessex Water propose to spend £250m on reducing sewage spills in a
further 45 locations, and this would add £11 to the average bill.

An effective sewerage
system

Reducing sewage
spills in further 45
locations

£11
Ais the proposed

plan.

B is the legally
required plan.

C accelerates the
delivery to 2045
instead of 2050

The long-term ambition is for the spills from aimost 700 overflows to be reducedin 53
line with 2050 legislative targets

How would you like Wessex Water to pace this investment?

800

Numper of storm overflows
reduced
5
8

2030 2035 2040 2045 2050
«8=p: Proposal s fo move faster than legal requirement, adding another £11 to 2025-30 bill
wom=p: Least cost (legally required) pian - this £23 impact direadly covered eariier

=B=(: this plan accellerates meeting the target - almost 700 storm overflows reduced by 2045

Deliberation centres around:

+ Allinformation pertaining to sewer leaks and pollution
is regarded as important

+ Some feel the more that can be done the better -
and as soon as possible

* Investment is worthwhile but want to see strategy to
target the worst affected rather than areas/sites that
are easiest to fix

* NHH are quick to notice that the price ratios don't
match up to those in the original storm overflow
investment — this doesn’t seem to be as good value

Response to proposed plan and alternatives

* Most think that it's important and needs to be
addressed quickly and at a steady pace (proposed
plan A).

« Some are concerned about increasing costs as they
see more investment areas.

fOR You. FOR LiFE.

Wessex Water !IVII_II__II!

YTL GROUP

“It's hard to know
what to compare it
with. How do they
prioritise the 45
locationsg”

HH Bristol

Important

Urgent
Willing to pay
Able to pay

4
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Response to plan enhancements: WATER POVERTY

Important that those who are struggling get support, but many customers feel this should not be cross-subsidy funded. May be a lack of

24

understanding around how exactly the cross subsidy works but also a potential lack of support. The cost of living crisis may be an

explanation for this.

Customer service &
affordability

Discretionary investments
You decide

Removing everyone
from water poverty

£24

54
2050 target:
Zero water poverty — no one spending more than 5%
of their disposable income on their water bill

The proposal is to remove everyone from water poverty by 2030 — which
means assisting around 100,000 households

« Primarily, using the investment to give financial support to customers in water
poverty; also

« Continuing to work with partners such as Citizens Advice to raise awareness
and reach customers who need support

« Continuing to fund debt advice partners to increase the number of clients they
can advise about bills and debt

« Making it easy to access support: using data to automatically apply bill
reductions to customers without the need to complete forms

* Helping customers to save water and energy
« Funding community projects across the region

Wessex Water propose to remove everyone from water poverty by 2030. This
would add £24 per to people’s bills who are not on social tariffs.

Customer service &
affordability

Discretionary investments
You decide

Removing everyone
from water poverty

£24
Ais the proposed
plan.
B is the slowest plan.

C delays investment
but not as much as B

The long-term ambition is for 100,000 customers to be lifted out of water poverty 55

How would you like Wessex Water to pace this investment?

=
: =2
8 90
. [ 2¢ | [ 24 |
@ 80
3
]
s
ﬁm 60
H] “
3 50
S

40

2025 2030 2085 2040 2045 2050

=8=A: Reach 100k customers supported by 2030
=8=: Reach 100k customers supported by 2035
=+=C: Reach 100k customers supported by 2040

Deliberation centres around:

Overall agreement that it is v important to ensure that
those struggling with their water bills receive support
However, having customers pay means asking people
who are already struggling to support others

Seems like a flawed system — those who are at the
lower end but not completely struggling end up
suffering more

Who should pay?

Response to proposed plan and alternatives

Urgent issue: most want to see it addressed as soon as
possible

Most are ultimately willing to pay to support others,
even though they don’t necessarily believe customers
should be paying

For most, ideally plan A but the cost is high. Plan B feels
more realistic given the current economic climate and
impact on HHs

NB in the deliberative events, customers discussed either the BW or the WW affordability plans

fOR You. FoR LifE.

Wessex Water [l

YTLGROUP B E&

“Bailing government out
by letting them charge
you... they need to
petition the government.”
HH Bristol

“Water is a basic human
necessity — it should be a
government, problem not
a consumer problem.”
HH Bristol

Important

Urgent
Willing to pay
Able to pay

4
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Response to plan enhancements: WATER POVERTY

Though the billimpact is small, on principle this feels unfair to those struggling but who do not qualify for support. May be a lack of
understanding around how exactly the cross subsidy works but also a potential lack of support, though slightly more nuanced in comments
than for Wessex Water. The cost of living crisis may be an explanation for this.

Trusted customer and
community experiences
ide

Longer term investments
Your deci

Removing everyone
from water poverty

£3 by 2030

2050 target: @‘
Zero water poverty — no one spending more than 2% of their

The proposal is to remove everyone from water poverty by 2030 — which
means assisting around 25,000 additional households

disposable income on their water bill

+ Doubling the number of households supported by social tariffs

This will increase the average household bill by £3 as a cross subsidy to
customers less able to pay.

In additional, Bristol Water will continue to support customers who struggle to pay by:

+ Continuing to work with partners such as Citizens Advice and debt advice partners to raise
awareness and reach customers who need support

* Helping customers to save water and energy

&1

Trusted customer and
community experiences

Discretionary investments
‘ou decide

Removing everyone
from water poverty

£3
A is the proposed
plan

B is the less
ambitious plan

C is the more
ambitious plan

With rising bills, 25,000 additional households will be in water poverty. Bristol
Water plans to supportall these additional households.

Thousands of additional househalds supported

How would you like Bristol Water to pace this investment?

Deliberation centres around:

« Similar to response to Wessex Water's zero water
poverty investment, customers value the
importance of this as everyone should have the
basic right to water

« But again, this doesn’t feel like something that
customers should be paying for — they'd prefer to
see external funding e.g. government body

» Concerns for those who are just shy of qualifying
for support — but who pay for it

Response to proposed plan and alternatives

» Proposed plan feels like the right amount without
putting people into water poverty

« Customers were happy to pay the £3 extra as it
was seen as a small amount for them which
could make a difference

NB in the deliberative events, customers discussed either the BW or the WW affordability plans

25

o

BRISTOL
WATER

4 )

wifon-s uper-Mare /

“This could be people
on low incomes who are
not entitled to any extra

help but have to pay

that extra money.”

“Is it our responsibility as

working class bill payers

fo make up the shortfall

that big players should
be covering?”

HH Weston-Super-Mare

Important -
Urgent -
Willing to pay -
Able to pay -

4
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Response to plan enhancements: LEAD PIPE REPLACEMENT

Customers feel that if it's a health and safety concern, this is a no brainer. If not, they question the urgency.

Maintain top quality
drinking water supplies

Longer terminvestments
You decide

Replacinglead pipes

£2 by 2030

3 2050 target:
= Replace 130,000 lead communication and supply pipes to achieve a
lead free network by 2050

Proposal for replacing lead pipes
+ Replace 30,000 lead pipes by 2030

= Offer a mix of free and subsidised replacement for pipes owned by customers,

with those on the lowest incomes receiving a free replacement

« Ensure that there are no lead pipes supplying nurseries, schools and hospitals.

Bristel Water plans to spend £32 million to Replace 30,000 lead pipes by
2030. This would add £2 to the average bill by 2030.

55

Maintain top quality
drinking water supplies
Lo

Replacinglead pipes

£2 by 2030
£10 by 2050
A is the proposed plan

B is the less ambitious
plan

C Is the more ambitious
plan

Thousands of lead pipes replaced

The long term ambition is to replace 130,000 lead pipes by 2050
How would you like Bristol Water to pace this investment?

How each option would impact an average bill by the end of each 5-year period
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Deliberation centres around:

Generally, customers are surprised that lead
pipes are still being used

On being told lead pipes affect people and their
health many feel plans should be put in place
ASAP

Some perceive it is a bigger problem than stated
here

Others want to know more about it and question
the need forinvestment —if it's currently allowed,
is it areal issue or note

Response to proposed plan and alternatives

Most perceive that this investment needs to
happen and with a relatively small bill impact
there are limited objections to the proposed
plan (A)

The proposed pace seems sensible: most don’'t
see a need for a greater (or less) ambitious plan
However, some question whether it is necessary
to think about at all right now (is it urgent when
there are so many other financial demands)

D

BRISTOL
WATER

/“I think it is a knowledge fhing\

this one — with the others you
can use common sense or

judgement but with this these

is a need for knowledge and

education.”

k HH Bristol j

“It's not actively hurting
people and not affecting the
environment — so do we have

fo do anything about it right
nowe”
HH Bristol

Important

Urgent
Willing to pay

e
e
k2
2
@
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Response to plan enhancements: SMART METERS

Smart meters feel like a good step for many, but the urgency and importance of this investment is questioned.

Boosting water
resources & supply
resilience

Discretionary investments
You decide

Installing smart
meters

£2 by 2030

. 2040 target:
Eddy Installing 500,000 smart meters by 2040 so that every customer has

a smart meter.

Proposal for installing smart meters
+ Install 175,000 smart meters by 2030

= Support customers to use less water with water efficiency advice and support —

such as free water audits and water saving products

Bristol Water plans to spend £26 million to install 175,000 smart meters by
2030. This would add £2 to the average bill by 2030.
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Boosting water
resources & supply
resilience

erterminvestments
You decide

Installing smart
meters

£2 by 2030
£6 by 2050
A is the proposed plan

B is the less ambitious
plan

C is the more ambitious
plan

Thousands of smart meters installed

The long term ambition is to install 500,000 smart meters by 2040
How wouldyou like Bristol Water to pace this investment?

How each option would impact an average bill by the end of each 5-year period

Deliberation centres around:

A step in the right direction for some - can understand
more about your water use and water companies can
understand customers’ water use

Some fail to see benefits of meters — esp. those who
are currently unmetered — and would like fo know
when they'll see the cost of investment come back to
them through bill reductions

A minority feel it's a conspiracy against freedom of
choice to use water how they wish

Most feel this should not be forced upon people and
want reassurance that they won't restrict those in
vulnerable circumstances

NHH customers generally don't think they're necessary
or that they'll change their usage

Response to proposed plan and alternatives

For most, and even for those who can see the

benefits, this doesn’t feel as urgent as the other areas
for investment

Most choose the proposed plan (A) or even the slower
plan (B)

For others who see as a small amount, they support
front loading the investment ‘you may as well just get it
done’ (C)

o

BRISTOL
WATER

“It's not for the customer
— will they force it on us
like smart meters for
electricity and gase”
HH Weston-Super-Mare

“It's a good idea — it
encourages you to be
savvy, and not stupid,

and not fo have
unnecessary usage.”
Future Bristol

Important

BN
Urgent -
Willing to pay -

=

Able to pay

4
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Response to plan enhancements: NET ZERO

Customers are reluctant to pay for this investment, even if they think it is worthwhile

Boosting biodiversity
and nature recovery and
protecting the planet

Longer term investments
You decide

Net zero operational
emissions

£7 by 2030

2050 target: Q
Net zero operational emissions by 2030 (and net zero including

carbon in materials used by 2045)

Proposal for making the company’s operations carbon neutral by 2030
* Moving entirely to electric vehicles

« Developing renewable energy at sites owned by Bristol Water

» Planting trees to remove greenhouse gases from the atmosphere

+ Where necessary, purchasing high-quality offsets until Bristol Water can further
reduce its own emissions

Bristol Water propose to spend £105m on making all operations net zero, and
this would add £7 to the average bill.
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Boosting biodiversity
and nature recovery and
protecting the planet

Longer term investments
You decide

Net zero operational
emissions

£7 by 2030

A is the proposed plan

B delays investment
further

C is the middle opticn

ero operational emissions

Net ze

The long term ambition is to reach net zero operational emissions by 2030 (and @
net zero including carbon in materials used by 2045)

How would you like Bristol Water to pace this investment?

How each option would impact an average bill by the end of each 5-year period

&0

Deliberation centres around:

» Principle is good but examples are questionable
—is electric vehicle technology well-tested
enough?

* However, customers do think that this is a good
step and makes sense that companies are
striving for this

+ Something the company should pay for out of
their own pockets

Response to proposed plan and alternatives

+ Customers do want this to happen —it's a
worthwhile investment and goal and customers
strongly feel that we all need to think about the
future

* However, there is a reluctance to foot the bill for
Net Zero operations as it feels solidly within
company responsibility, and they feel it should be
paid for through profits

b

BRISTOL
WATER

/

“They are thinking at the fop
- 'how do we increase our
income?’ And they are
coming up with this and that
fo justify the increases.”

HH Weston-Super-Mare
\ /

“It's [EV tech] not
fried and tested —
they are going

along with everyone
else”

Important

Urgent
Willing to pay
Able to pay

4
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Proposed plan - bill impact (average bill)

Respondents shown the billimpact based on an average bill (as shown) before seeing their personalised bill as part of the post fask
exercise.

£900

£800 a3 E163 Concerned response

£123 . = Q
£700 £103  The overall size of the increase is a e
2500 . This would

£98
£500 €0 £39 o7 81 o surprise/shock: individual elements ‘didn’t seem cripple me!”
£400 ' bad but altogether it's really bad’ | HHW-SM
£300 I I I I I I I I » Earlier thoughts about water bills being fair are \
£200 out into doubt < Myl
£100 double!”

- + If happy with service, hard to rafionalise the | HHwesm

Average bill - £ per year

2022/2023 2023/2024 2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030 ex-l-ro Spend
m Current services  ® Statutory investment Non statutory investment Inflation .
* W-§-M much more concerned than Bristol
“I'd like to see 5-10 years the Accepﬁng response

other way”... it's the burden of

the future of the water indusiry + Some contextualise: still more manageable

placed on our shoulders!” fhan other UTI|ITIe§ )
HH Bristol « How compare with past investmente As
increases are projected into the future some
“I'd like to see the same feel today’s customers are shouldering the
| S;Jf,af?h_;”’fh Q;gsbmw burden of new infrastructure (more so than for
elecCIriCIty IT wou e (@) .
4 times the height of that!” cusfomers in the pas) ‘ ,
HH Bristol « Others feel this is needed ‘the next generation

will thank us for it’
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Proposed plan - bill impact (average bill)

Respondents shown the billimpact based on an average bill (as shown) before seeing their personalised bill as part of the post fask
exercise.

\
£900 Trust issues "Wessex, Bristol, we don't
o R B - Billincreases won't be spent on the frust YO,‘}{—”’ST a ’IOOS"C .
] . .
> 5600 . e g investments described Yy it
o £S00 g0 EN o7 [ <1 S < R R - Want to understand how companies )
— £400 °
E ra00 will be held to account N
[¢}] . . 17 H
2 £200 «  Why are customers footing the bill for It's nOTT a W;D;ThVTth"e
g £100 . 2 invesimenrt ror rne
< B the extra investmentss community —it's a plan fo
2022/2023 2023/2024 2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030 justify increases, the way |
m Current services  ® Statutory investment Non statutory investment Inflation . seejt.”
Inflation HH WoS-M )
* Inflation is seen as a large element: but
“Adding inflation it is an unknown
sStatutory investment going when wages « Question affordability
U Inv ! aren’tincreasing . _
up is not the scary bif - but in line, then that's Mot o et 25 eels :
salary income is not quite scary” « Worry about wages not keeping
keeping pace.” HH Bristol up with inflation
HH Bristol
4 Affordability
“Perhaps the burden could . Reql concerns emerge about the scale
fall on the top 10% and of billincreases — and how poorest are
take it away from bottom protected
10% if you means tested it.”
HH Bristol @
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2050 goals Longer terminvestments:
your input en how & when

Halve the impact of sewer

ﬁ flonding on our cusiomers
(=]
% » Ta restore the guality of .
s rivers and coastal waters =
w » Zara pollution incidents -
- = E
@ : ]
8 o L0 LU ) Be a top 10 customer =2 E Removing water
= experience senvice provider in the UK =3 poverty by 2040
X ==
0 Barn storage for
3 Net zero carbon [ LT EE T sludge
= & biodiversity business by 2040
Delay net zero
investment
= I:fmr%:i“ Resiience ta climate Slower rollout of
\\6 supply resilience change & higher population smart meters
=9
o Maintain top * Water that locks, tastes &
AT smels great ::glaﬁe ":'ma
n LLED D - Replace all lead pipes pipe
=
2 b Net 2
= . * Doubling nature on sites et Zero
E n:{zf:?ﬂg;y + et zero operational el operational
= emissions by 2030 emissions 2040
=
LR T | Fair and affordable bills Around 25,000
E and commu Excellent and innovative customers are in
experiences customer service water poverty

E1.50

£1

£1.50

£1

£2.50

There are 7 areas where Wessex Water &
Bristol can reduce the cost of the plan

Removing everyone from water poverty. Aim to remaove
everyone from water poverty by 2040 (not 2030)

Continue to spread sludge to land (more storage barmns) & test
new sludge treatment tech, Option does not reduce carbon
impact nor provide a new way to dispose of sludge

Net zero emissions. Reach 50% net zero operational emissions

and stay at that level.

Slower smart meter rollout. Aim o install 500,000 smart meters
by 2045 {not 2040)

It can reduce lead replacement from 20k pipes to 10k by 2030

Met zero emissions. Aim to have net zero cperational emissions
by 2040 (not 2030)

With rising bills. 25.000 additional households will be in water
poverty.

With the must-do plan, your bill will increase by, on average, £28 a month (£336

a year) by 2030.

This includes:
® £12 a month statutory investment
® £3 a month additional investment

® £13 a month of inflation.

e
F—
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Must-do plan - bill impact (average bill)

Despite scepticism about the necessity of the increase in bills shown for the proposed plan, there is little willingness to compromise on
benefits for the sake of must-do plan’s modest savings.

el et oot o the mlon + Lower cost of £36 per year for the must-do plan is seen as better value but the proposed plan
perceived to give a beftter return on investment in comparison
« Some are comfortable to lose some elements to lower bills:
« Smart meters could be the compromise

Removing everyane from water paverty. A 1o remove « Some feel removing everyone from water poverty is an unfair demand on customers - should
everyone from water poverly by 2040 (not 2030) . y . Ly . .
_ be government support — and that this preys on customers’ consciences: “it's a guilt thing for
Continue to spread siudge 1o land (more storége bams) & les! . g . ’"
new shdge treatment tech. Option does not reduce carbon us — it shouldn’t be an issue for us.
impact nor provide & new way to dispose of sludge . . .
Mot zoro smissions. Reach 50% net zero operatonal emissions « Others prefer the must-do option if they could retain some of the enhanced spend - but not
and stay at thal level o o
.......... e necessarily pay for it e.g. water poverty
Slower smart meter rollout. &im to install 500,000 smart meters « Question role of shareholders

rEemmen » NB Bristol customers favoured the proposed plan when comparing the two. They were particularly

driven by a concern for people in water poverty

It can reduce lead replacement from 20k pipes to 10k by 2030

Met rero emissions, Alm o have net zero operabonal emissions
by 2040 {nat 2030)

With rising bils, 25.000 additional households will be in waler
paverty. 4 y . ) “It's like asking me if I'd rather
The stuff they are (suggesting) be stabbed or sholl”
g i ] |

e cutting s more concerning - HH -

£800
= £700 119 g137  F1%6 important things for just £30 at
S ceo0 s AR ) the end of the day.”
@ £39 £69 - o e110 HH Bristol “ :
8 £500 £0 £67 £04 \ j It feels like a cop out £10-£11
< 2400 difference — better going with the
T £300 proposed plan.”
© £200 HH Bristol
g £100
= £0
< 2022/2023 2023/2024 2024/2025 2025/2026 2026/2027 2027/2028 2028/2029 2029/2030 BLUE MARBLE

m Current services W Statutory investment Non statutory investment Inflation



Proposed vs. Must-do (based on personalised bill)

When customers look at the billimpacts against their own bill, there is a preference for the proposed plan, but non-household and
vulnerable customers generally prefer the must-do plan.

Proposed = 34/61 » .
Must-do = 27/61 + Concerns about affordability are prevalent but for most in the HH

sample, the relatively small premium for the Proposed plan is seen to
I I

be worth it
* While cost concerns are also true for Future Customers, notably all opt
Vulnerable Econ Vulnerable Health NHH Future
(25) (7) (3) (16) (8) 4

for the Proposed plan

+ Some customers express their need to understand if these investments
will have a direct impact on lowering costs in future

+ Some want to see investments afforded through restructuring and
internal changes/efficiencies — worried that it is foo easy just to
increase bills

“The average bill is going to double " “don'tpay the billljustgive my \
in 8 years' time. Dpesn’f look much parents a certain amount each month.
year on year, but it places an exira This adds a lot of reality. I flip the tap
financial burden on people and the water is on. By 2030 I'd like to
sfruggling already.” HH Bristol be a homeowner and my bills will be
£806 a year. If wages don'trise in line
~ with inflation that’s a big portion.”

\ FUTURE Bristol /

“If people were already in water
poverty, that increase and

Q O @ g Q inflation will have a huge impact

and more people will end up in
water poverty. ”
\_ HH Bristol Y, /
BLUE MARBLE




Proposed vs. Must-do (based on personalised bill)

Many HH customers felt it was an easy decision to choose their preferred plan — a little more uncertainty amongst the vulnerable and NHH
customers.

Ease of choosing preferred plan
— N

1 5

2
1

1
|

1

m Very easy

Fairly easy

15

= Neither nor

m Fairly difficult
m Very difficult
HH Vulnerable Vulnerable NHH Future
(25) Health Econ (16) (8)
(3) (7)

@

@
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Summary: Proposed and ‘must-do’ plan (personalised bill)

ACCEPTABILITY

The ‘must-do’ plan is marginally more acceptable than the proposed plan when people are evaluating the bill impacts based on their

personal bill.

m Completely
acceptable

Acceptable
Unacceptable
m Completely

unacceptable

mDon't know

PROPOSED

13

5 1

Vulnerable Vulnerable
(25) Econ Health
(7) (3)

7
4
NHH Future
(16) (8)

O HEALTH

ECONOMICALLY
g VULNERABLE

2112

15

HH
(25)

1
4
7
7
3 6
e [
Vulnerable Vulnerable NHH Future
Econ Health (16) (8)
(7) (3)

ECONOMICALLY HEALTH
VULNERABLE VULNERABLE
FUTURE

Source: Appendix A, B/C, D, E: Thinking about how your income may change in the future, how easy or difficult do you think it would be for you to afford the water and @
sewerage bills for the proposed plan? Based on everything you have heard and read about the company’s proposed business plan, how acceptable or unacceptableis BLUE MARBLE

it to you?



Summary: Proposed and ‘must-do’ plan (personalised bill) AFFORDABILITY

The must-do option is slightly more affordable for the HH sample but does not make a notable difference to affordability for the vulnerable
audiences.

PROPOSED MUST-DO
——
3
m Very easy 3 ® Very easy - 5
3 6 , 4 ‘ 4
Fairly easy Fairly easy
m Neither nor Neither nor 8
4 . i~
Fairly difficult Fairy difficult
m Very difficult m Very difficult 4 3
Not . 1 Not
m Don't know - - asked = Don't know - asked
2
EN/A
Vulnerable Vulnerable — NHH Future HH Vulnerable Vulnerable ~ NHH Future
(25) Econ Health (16) (8) (25) Health Econ (16) (8)
(7) (3) (3) (7)
Q QMICALLV ALTH @ Q O ALTH Q)MICALLV ﬂ Q
Source: Appendix A, B/C, D, E: Thinking about how your income may change in the future, how easy or difficult do you think it would be for you to afford the water and @

sewerage bills for the proposed plan? Based on everything you have heard and read about the company’s proposed business plan, how acceptable or unacceptableis BLUE MARBLE
it to you?



Summary: Reasons for accepting/rejecting the Must-do plan

Like the proposed plan, those who accept it see it as a future thinking and believe it would make a notable improvement. This plan is
largely rejected as customers believe water companies should pay more for the plan.

Reasons for accepting Reasons for rejecting

Water companies should pay for more from their.. e}

N

Their plan focuses on the right things
Water company profits too high 2

(€]
N
N

Plan is good for future generations

The plan will make big/ good Too expensive N

improvements | won't be able to afford this
Trust: make these service
improvements Poor VFM — not doing enough for the cost

—_

It's not foo expensive Plan won't improve things enough/ too small

Other

w
N

Plan is environmentally friendly

Trust: do what's best for their customers Plan is not environmentally friendly enough

I

Don't frust: do what's best for their customers

I
N

Good VFM - Doing a lof for the cost

The plan doesn’t focus on the right things
I will be able to afford this

I

Planisn't good enough for future generations

I
w
HHHiillHIlII

Other - 1 Don't trust: make these service improvements
® Household mVulnerable Health m Vulnerable Econ mNHH = Future m Household m Vulnerable Health ®m Vulnerable Econ m NHH Future
(17) (1) (4) 9 (7) (7) (2) (3) (6) (0)
Source: Appendix A, B/C, D, E: Thinking about how your income may change in the future, how easy or difficult do you think it would be for you to afford the water and @

sewerage bills for the proposed plan? Based on everything you have heard and read about the company’s proposed business plan, how acceptable or unacceptableis BLUE MARBLE
it to you?



Conclusions and recommendations

+ Though customers are more or less willing to accept the proposed investments, there are strong feelings about funding coming entirely
from customer bills — they need a better understanding of the water sector funding system. Customers also feel the billimpact is
significant, and there are affordability concerns — often felt less for themselves but for others in a poorer financial situation.

Customers least supportive where the investments:

* Are going towards something that they
perceive as basic provision e.g. clean and safe
water, storm overflows

» Feels out of scope and should be paid by e.g.

housing developers (nutrient removal) or comie of curent medlicl Sofes

government (water poverty) - Relate to affordability — in the current

* Appearfo have greatest benefit fo the economic climate investments to help those
company not the customers e.g. net zero and struggling is supported

smart meters

Customers support the plans where the

investments:

* Involve reducing sewer flooding and
environmental pollution — customers feel
strongly about putting this right esp. in the

Acceptance, or lack of, not clearly and overtly driven by the Bristol Water or Wessex Water plans. Scepticism around bill increases
was generic. In terms of acceptability, customers assessed each commitment on its own merits with little reference to who offered it.

BLUE MARBLE
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Additional segment analysis for
Health Vulnerable and NHH customers
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Sample profile - Health Vulnerable

Health vulnerable sample achieved = 7/8

« Age: | xunder 45, 6 x over 45

HEALTHIN « Gender:5xF, 2xM
@ * Metering: 3 x metered, 4 x unmetered
» PSR status: 7 x on or eligible for PSR

+ Examples of vulnerability include: mental health problems, physical health conditions including disability
* Recruitment: 3 x list optins, 4 x free find

Consumer context Pre-read: Spontaneous views on additional support via PSR / social tariff

. Greatest Chg”enges are primgr”y ﬁngnciOL ° None are on social tariff schemes but 50% receive PSR SUppOI’T
but health issues offen compound struggle + Those on PSR feel positively about the support they get, however some
to manage day-to-day finances state that it doesn’t make a significant difference

« Concerns around future living situations as + The majority need more information about eligibility for social tariff
health conditions deteriorate or need more
care What needs do this segment have?

» Billreductions as part of an economically vulnerable scheme

+ Customers feel they shouldn't have to actively point out needs to
company

« One customer felt if it wasn't for her own efforts to get in fouch about
PSR she would not have received the support — feels like vulnerable
customers do not have a strong ‘voice’

)

BLUE MARBLE



Health Vulnerable - Vulnerability strategy

The business plan proposal for vulnerable customers — vulnerability strategy

Wessex Water will continue to follow their ethos: every customer matters

1 [

We always go We are accessible
the extramile 8 foreveryone
We provide %& Weactively look for
aninclusive service signs of vulnerability

J1

In future, Wessex Water and Bristol Water will continue to develop their goals across these 4
key themes:

Improving the customer
journey

Growing partnerships o
Using data wisely Community engagement

This area is designed fo To extend their reach and

This helps Wessex Water to increase the number and variety engagement across To make it as easy as possible
assess the effectiveness and of Wessex Water's partners and gage for customers to know about
N . . communities, break down
n._lptakg of their support_ a!nd to work with them in a way that barriers to engagement and and access support through the
|dent|fy and target act_lvny suits them to best engage with reach those who might channel of their choice and to
proactively and effectively their clients, i.e. you — the otherwise not have been heard have an excel!ent customer
customer experience

The business plan proposal for vulnerable customers — customer service

Bristol Water’s strategy for providing excellent customer service at every moment proposes to improve
the following areas in 2025-2030

Improve their customer experience by:

+ Making customer journeys effortless, automated and seamlessly flow across channels by developing a digital
backbone.

= Making it easier to pay clear and fair bills.

- Proactively support any customer who needs help to pay and avoid or escape debt.
+ Setup new easy to use payment routes such as an improved self-service portal

+ Extending their priority services register.

= Support our local community through purposeful action and build trust by proudly showing who we are and what we
do.

= Value every drip and every drop of water. Care for our environment by reducing water usage and leakage both
today & in a smarter future.

Vulnerability strategy received positive views

+ All customers regard the strategy as positive, with all four
themes perceived as important areas to invest in

+ Some think Bristol Water could 'step up' in regards to going
the extra mile e.g. one customer suggested that a
dedicated number for vulnerable people to get help could

be useful

* There is a need for more information about how goals will

be implemented

+ Specific support for vulnerable customers considered to be
an essential ‘ethos’ for water companies to have

-

“It's good if what's being
shown is actually
happening. | would like to
see the communications
improve as they suggest.”
Health Vulnerable

~

HEALTH
VULNERABLE

-

“Sounds good if that's what they intend to do. But
they could do it a bit earlier than 2025, | mean |
think the help is needed now.”

o

Health Vulnerable

~

/

D

BLUE MARBLE



Health Vulnerable - Affordability plans

Affordabilty plans viewed posiiively

Wessex Water and Bristol Water propose to invest in the following areas in 2025-2030 toensure billsare o Generally, customers expected Bristol Water and
affordable o
. Wessex Water to continue to fund these plans
fOR You. FoR LifE. - o : : .
Wessex Water 11} Many didn't realise all the things already in place and
o found the information useful to know so that they can
look to use the schemes

» Overall, customers felt this is the right level of ambition,
but that Bristol Water need to keep up with what they
propose
However, some felt debt will only continue to grow if this
information doesn’t go out early enough

HEALTH
VULNERABLE

Increase the number of households on their range of affordability schemes to
at least 100,000 by 2030 for Wessex Water. (]

» Continue to work with a wide range of partners across the Wessex region, such
as Citizens Advice and local charities, to raise awareness of the support they can
offer and reach customers who need them most.

« Continue to fund their debt advice partners so they can increase the number of
clients they can advise about their bills and debt.

+ Make it as easy and quick as possible to apply for the support they offer and
use data to automatically apply bill reductions to customers where they can without
the need to complete an application.

« Help customers, particularly those on water meters, to save water and energy. L4

through the Wessex Water Foundation aimed at improving access to services
and building financial capability.

b

Yt - Bristol Water will continue with the Watershare+ schemes, giving customers the
chance to either receive shares in Pennon Group, or a credit against their

bill.

Social Tariff — what is it?

All major water companies in England and Wales have schemes to give lower bills to some customers who might
otherwise struggle to pay. These are called social tariff schemes.

/ “It's a good thing having a service like this but \
perhaps they could be doing it in house, rather
than saying to people you need to go and talk to
Citizens Advice. They could have a unit
themselves which deals with these problems.
Problem comes when they've left someone for so

-

“I'think it's a good idea. It
would make life less of a
burden and start to make
things easier for people.”
Health Vulnerable

~

+ In line with Government rules these schemes are mostly funded by charging other households a bit more on their bills. This is

concessionary tickets for children or pensioners to attractions (e.qg. the cinema, theme parks etc.).

To date, Wessex Water have helped more than 55,000 households afford their ongoing water bills or repay their
debt through a variety of low-rate tariffs and payment schemes. Bristol Water have helped more than 25,000
households afford their ongoing water bills or repay their debt.

long accumulating debt, who then cannot get
out of it.”

Some examples of Social Tariffs that Bristol Water & Wessex Water offer include:

Reduced bill: Assist

Assist is for customers
who are struggling to pay
their bills and need a
discount.

Bill cap scheme:
WaterSure

WaterSure helps reduce
water bills for households
who use a lot of water for
reasons beyond their
control e.q. a medical
condition

Discount for low
income pensioners

For customers who are in
receipt of Pension Credit,
or where the state
pension is the only source
of income for all adults in
the household.

Discounted tariff:
WaterCare

For customers with a
meter (or unable to have
a meter) and whose water
bill is greater than 5% of
their income.

)

Health Vulnerable

o /

@
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Health vulnerable: Response to plan on a page - affordability and acceptability

Customers accepted the 2050 and discretionary long-term investments, but would find it difficult to afford without help they perceive
they need as a vulnerable customer.

Legally required 5 vear targets: customer Longer term investments: . .
e Lermeeensien ) - Daliberation centres around: / \
Y [ o ho mpact of sower namber of imernal and sewage spils in « A few felt customer bills should not be affected b
3 system flooding on our customers sewage spills in external sewer E11 fyrther 45 £
§_ 150 locations flooding locations |egO”y required 'I'Orge'l's “I don’t think they should
5 :;Tﬁ;és%gfmﬁﬁf@ S5 P P i, - In particular, customers considered it very unfair to increase the money for
f: ’ G-l oniering v | pass on the bill for the sewage spill reduction plan — what they should be
S =3 Remoxno o F : : doing in the first place
il [l °c ojco 0 cusiomer || = § everyone from  £24 this is largely due to media attention around Weston- , - :
o e water poverty . That's putting it on the
2 N, Super-Mare beach which customers were concerned doorstep of the
- R e about customer...”
sewer sludge « Affordability of plan was a concern for many Health Vulnerable
. Smart meters and .
) el -ccicnco o cince lSckeige by NN R4 water eiciency  £2 vulnerable customers in the context of other
§ ErERe A change & higher population |ncreos|ng COS‘I‘S /
Y R I o eetes & Continue to Reduce confacts " pepiace 30,000 . . ,
o i e e s s deliver clean and ontaste smell  # lead pipes 2 « There was a concern that the increase in bill doesn’t
3 SO - . it on i — Net zero ‘fix’ the problems in the system, but it is a lot of money
= emisaons by 203 H g | for a gradual improvement in performance
E Trusted customer air and affordable bills Removin, " .
: S | 4 "An increase of fﬂggw\
ResPo.n.se to proPosed qun' do they expect people to
+ Individual long-term investment plans are be paying nearly £100 a
acceptable, although some question why month on a service that
Important v everything is being done over the next 5-year plan isn't performing in ferms of
«  One customer felt the overall increase to bills ran the sewerage, leaks and
g : ; . ;
Urgent v . ; . pollution. I just don't get it.
alarm bells’, as they feel bills have been largely Sounds hormendous.”
Wiling to pay | & consistent until now Health Vulnerable /
Able to pay - « 2050 goals were all accepted, and customers felt
that they would like to be able to afford these
goals, but there was a mixed response as to @
whether they could BLUE MARBLE




Case study - Charlotte, health vulnerable customer

HEALTH
VULNERABLE

Charlotte:

Age: 63

Gender: Female
Metering: Metered
PSR status: on PSR

Vulnerability: arthritis,

diabetes, high blood
pressure

Summary: find plans
acceptable but
unaffordable

Charlotte experiences arthritis, diabetes, and high blood pressure. Her health fluctuates day-to-day, so
each day is different. The biggest challenge in Wendy's life is mobility. There are days where she can’t
leave her property, but she will host visitors instead. She also uses a mobility scooter to help manage her
mobility issues. She is medically retired, widowed and lives alone.

The cost-of-living crisis has affected what Charlotte eats, and she thinks prices have gone through the
roof. She feels like companies don't care about consumers.

Health conditions haven't affected Charlotte’s water use or communication with water company. She
is on PSR and has experienced help during water supply disruptions. She was happy with the service,
including communications and receiving bottled water. She has considered going on a social tariff, but
since her bill has halved since going on a water meter, she doesn’t think it would make much
difference.

Response to the plan for vulnerable customers:

» Charlotte supported the plan for vulnerable customers, and trusts water companies to carry
out improvements. She supported the idea of water companies helping people who can’t
pay their bills, but hadn’t asked them for help herself, and didn’t know anyone else who had.

« Charlotte also thought that achieving the goals for vulnerable customers could be done
before 2025, as people need help in the present moment. She likes the idea of a voluntary
service but thought it could be improved if it was done in-house at water companies, so
customers wouldn't have to go through a third party such as Citizen's Advice.

Response to plan on page:

« Charlotte thought a £31 monthly bill increase would be substantial, and some people wouldn't
be able to afford it. She felt that this increase is taking advantage of the cost-of-living crisis
and doesn’'t need to be this unnecessarily high. She suggested that shareholders should be
paid less so that customers don't see their bills increase as much.

« She thought areas where improvements should be made anyway, such as improvements to
sewage works, shouldn't come with an added expense for customers. However, she liked the
plans to improve water quality, rivers, and flooding. @

BLUE MARBLE



Case study - Joan, health vulnerable customer

HEALTH
VULNERABLE

Joan:

Age: 78

Gender: Female
Metering: Metered
PSR status: on PSR

Vulnerability: 2 long
standing health
conditions

Summary: find plans
acceptable but
unaffordable

Joan lives alone in a small apartment within housing association accommodation. She suffers from two
long standing health conditions which also cause her to use more water than she would ideally like.

Joan’s bills have been steadily increasing as her health conditions get more severe and meant she was
washing more and focusing more on hygiene. She decided to get in touch with Bristol Water and ask to
be on the PSR. “If  hadn’t pointed out | need to be on the register | would not be getting a discount. |
don’t want anything more specific, | just want them to do befter.”

Joan is now happy with the amount of her water bill, however, she thinks that the current levels of
investment are not enough to keep her service the way it is. Therefore, she is concerned about the
affordability of the investment plans but ultimately would support this if she is reassured that her own bill
will be kept as low as possible through the PSR service.

Response to the plan for vulnerable customers:

« Joan supported the plan for vulnerable customers and wants the water companies to
continue be proactive with sharing their investment plans with customers.

Response to plan on page:

« Joan thought that the plan on a page would be difficult fo afford. She would need to see her
bill remain at very similar levels and a continuation of the PSR to afford the increase.

« Joan did not support the plan to invest in water meters as she finds it unfair that she is paying a
bill roughly equivalent to that of her friends in much bigger housing. She would also value
advice in understanding her water usage as she feels she is being penalised by having a water
meter at the same time as health conditions which require heavy water use.

)
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Case study - Robert, health vulnerable customer

HEALTH
VULNERABLE

Robert:

Age: 29

Gender: Male
Metering: Metered
PSR status: Not on PSR

Vulnerability: mental
health condition

Summary: find plans
acceptable but
unaffordable

Robert experiences bouts of depression which can be compounded by looking after his 1 year old son
and his wife who also suffers with postpartum depression. He is the main earner in the household and
although he finds their situation manageable on his salary, he is cutting back on everything from food
shops to treats to be able to afford to live.

Robert does not think he will have much disposable income over the next 5 years but he hopes that in
10 years time the government will have sorted out many problems to do with the cost of living crisis and
his situation will look better.

Health conditions in his household haven't affected Robert’s use of water and he is not on a PSR
service. He doesn’t currently think he is eligible for this but would benefit from advice as he thinks he
might be eligible for a social tariff.

Response to the plan for vulnerable customers:

« Robert supported the plan for vulnerable customers. In particular, he was enthusiastic about
the water company helping customers to understand their water usage and bills as he feels he
had to work this out on his own to cut down.

« Robert supported the planned improvements to the customer journey as he has struggled to
make contact in the past and it has caused him unnecessary stress which did not help his
condition.

Response to plan on page:

« Robert thought that the overall increase was significant and unaffordable. “I think a few
pounds here and there would be okay, but this feels like a large amount that sets off alarm
bells”. He was surprised by the numbers set out, for example the amount of sewage spills, and
this is what caused alarm as it made him feel like the system was very much in disrepair
already.

« He thought areas where improvements should be made are to sewage works and the
environment. However, he thinks it shouldn’t all be an expense for customers as the overall bill
increase is much larger than anticipated and other bodies (the government) should also be
subsidising and paying for investment. @

BLUE MARBLE



Sample profile - NHH

Non-household sample achieved = 16/16

» Size: 12 x micro NHH, 4 x larger NHH (over 10 employees)

« Examples of business type include: consultancies, accountants, hairdressers
* Usage type: 11 x domestic, 5 x non-domestic

» Usage volume: 8 x low spend, 8 x high spend

* Recruitment: 16 x free find

Customer context NHH customers seek value for money

*  Whilst NHH customers are feeling the effects of the cost of * NHH customers were more likely to assess the investments
living crisis at home, the majority were doing well in their as a whole and assess impact vs. cost
businesses + Forexample, water quality is a low cost investment that

+ The biggest impact of the economic climate is the rising cost has a big and important impact whereas storm overflows
of materials and therefore having to charge their customers are a high cost investment with a seemingly small impact
more

+ At this point, NHH customers are feeling OK and have a sense
that the decline is slowing and things will soon start to improve

/“We are starting to struggle Wifh\ K‘They’re reducing the number oﬁ
not just the cost of living for \ spills and they're saving
home life but the cost of themselves money on
materials like the price of wood affordable clean ups...they're
and things like that has . . . X saving themselves money but
skyrocketed.” direction gnd the price .W’” start putting our costs up.”
coming down again.”

R/ NHH / k NHH / R/ NHH / @

BLUE MARBLE

“I'like to think that where we are
at the moment you know things
will move forward in the right




NHH: Response to plan on a page - affordability and acceptability

« Though NHH customers felt the investments outlined were worthwhile, cost was a barrier to choosing the proposed plan over the must-

do
« NHH customers feel water companies should be paying for some of these investments out of their own profits

— S Deliberation centres around:
3 Soadn on ot csamrs oo i I R « 5year targets don't seem hugely ambitious — could be doing more in these
2| e AT e = “m".';"" o areas . , ,
% -zoopohnonvecents | 22 [l el | * NHH customers stress the importance of water quality, for both them and their
... | o customers
; R Remove cabon 59 « Sewage spills is deemed an extremely important investment that water
o companies need to address as quickly as they can
mp— == * Pushback against paying for what the water company should be solely
Y IRy ceroe  hoter poplton I -~ responsible for; specifically net zero, sewage spills
[N TR + Water that looks, tastes & Reduce contacis
RIS e oes H P
| Ry - 22 | | : -
A e o i temring esponse to proposed plan:
o | R vy « Overall, NHH customers are in agreement with [ "Damned if you do,
the investments in the proposed plan damned if you don't.”
+ However, the overall percentage increase on \ NFiF
“I'm not sure why | need the bill is shockingly high

to help pay for their shiny «  Some would like to see the ‘extra’ investments e

electric cars.” in the proposed plan funded by water “All this has shown me is that

NHH company profits, and therefore opted for the Fll have fo pay a lof of
“After seeing both, would ‘must-do’ money regardiess.
prefer the full plan seeing « NHH customers acknowledge that there is only \_ NHA
as there isn'f a lot of a small difference between the proposed and
d’ffe,\r”e_,’;ce' must-do plan and some are willing to pay for @
the proposed for increased impact
BLUE MARBLE



Event feedback
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Event feedback: ratings of the deliberative events

Future customers were most likely to give positive feedback about the event. Most HH and NHH customers gave the events and interviews
ratings between 8 and 10. Feedback from health vulnerable customers was least positive.

m 10 - Excellent - :
mo
3 Out of our sample:
m/
mé 5 38/62
5 6 5 ]
4 would rate the events 8/10,
9/10 0or 10/10
3
m?
m1-Terrible
4
HH (34) NHH (17) Future (8) Health Vulnerable (3)
j@ﬁ 7,
BLUE MARBLE




Event feedback: reasons for ratings

Participants who rated the events highly found them informative, gave positive feedback about staff, and appreciated being asked for
customer input. Those giving lower ratings found it difficult to answer questions or thought the amount of information provided should be

/“The group I was in osked\
quite a few questions
pertaining to the context
of the research.
Unfortunately, these
questions couldn’t be
answered.” NHH Answer:

/“There was a lot of decisions fo\
be made in the time we had,
but we were asked fo make
decisions without having
enough information on how
things would be achieved and
specifics as to what the
investment would be putinto.”
HH Answer: 5/10

\/6/70 /
e

“It was very informing and
allowed customers and future
customers to have insight on
the continuity of the water
industry.” Future customer
Answer: 10/10

changed.
Reasons for ratings of 10-8 Reasons for ratings of 1-7
HH + Informative, interesting, learned a | « Sceptical of how feedback will be used
lot » No representatives from BW or WW
+ Appreciate having a say in the + Some information lacked detail
future + Not enough fime or information to make
+ Good balance of listening and decisions or reach consensus
participating + Layout of room could’'ve been better to
* Enjoyed listening to others’ views see screen
+ Good mix of participants
+ Great staff and facilities
NHH + Good service and presentation « Information was difficult to digest
» Positive feedback about * Questions about context weren't
facilitators answered
+ Gained knowledge about water * Hard to predict the future
industry
» Appreciate being able to give
input
« Straightforward to take part
Future + Insightful, engaging, informative + Complaints about other participants
event * Lack of context around questions being
+ Interesting mix of people, leading asked
to good discussion + Eventtoo long, too much information
Health * No reasons given « Questions don't have enough answer
Vulnerable options, leading to perception of biased
research

.

~

“The event was organized
well, the speaker & our
tfeam leaders were
excellent. | have learned
so much through this

vem‘ HH Answer:10/10

J /

-

“Q.14 does not give enough
options. You are basically
controlling the outcome. Itis
devious and what | expect
from you.” Health Vulnerable

Answer: 1/10

.

“It's not the most
interesting of subjects but
it was delivered well.”
NHH Answer: 8/10

J 7,
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Event feedback: suggestions for improvements

The most common suggestions from HH and NHH participants involved changing the amount of information available or making the
information easier to understand and digest. Other common suggestions included altering the timings of the events.

HH f “Provide more information up front from the \

« Some participants suggested allowing more time to digest or discuss information (e.g. through making water companies on what their plans are to
the event longer, providing less information, sharing information earlier before the event) achieve any investment proposals - with solid

« Some suggested providing more information or presenting it in a clearer way (e.g. more context on plans and outcomes for the proposed cost...
questions, improving graphs, providing handouts). Have someone from the water companies

. A few suggested including a greater mix of people in group discussions (e.g. through mixing up groups present so that specific questions could be

or having a more diverse group overall) \ fargeted at them.” HH Answer: 5/10 /

+ A few suggested making the timings more convenient (e.g. making the event shorter or on the
weekend, having more breaks) -~ “Maybe more N “Possibly less N\

+ A few thought the questions asked during the event should’ve been less biased visuals and information and
images of things statistics and more

NHH they hope to fime to discuss the

+ A few participants suggested that company representatives should be present at the event to answer improve." Future most important
questions customer Answer: issues.” HH Answer:

+ A few suggested making the information presented less complex or clearer 8/10 10/10

+ A few suggested changes to the timings of the event, e.g. making the event longer or including more \/—/ \/—/
breaks

Futre

+ Some participants suggested changes to how the discussions were run (e.g. making them more someone from for customers to see

structured, having bigger groups, asking for more input from participants) the company was

+ A few suggested changes to how the information was presented (e.g. providing more information %Zﬂroe?éif’cf?g costs clearly.” NHH
about plans, providing more visuals related to the plans) Answer: 7/10

explain some of
the points raised.” \/—/
Health Vulnerable NHH Answer: 6/10
+ No suggestions about improving the events were made @
BLUE MARBLE
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