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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
EXECUTIVE SUMMARY

(CCWater) to undertake a programme of researchdess the views of household

customers towards the introduction of competitiothie water and sewerage industry. In
total we carried out six qualitative focus groupsl 000 computer aided telephone interviews
(CATI) with a representative sample of househol@ersss England and Wales.

FDS International was commissioned by Ofwat and@basumer Council for Water

Attitudes towards current suppliers

* Overall nine in ten respondents (90%) are satisiigk the service they receive from their
water and sewerage company.

* Respondents are generally satisfied with all aspafctheir water and sewerage services
— no more than 10% are dissatisfied with any singfeeat of service.

* The majority of customers (73%) are satisfied lith value for money from their water
services
— aslightly lower proportion agree that the watedl aawerage charges that they pay are
affordable for them (65%)

— 25% claim that their charges are NOT affordable thislfigure is higher among
customers in the lowest socio economic group (36%nra ES).

The concept of competition

* Over half of respondents (57%) say that they agidethe principle of introducing
competition in the water and sewerage industry
— three in ten (29%) disagree with the principle.

* The main reason customers agree with the prin@ggdecause they believe it will lead to
lower prices (55%). A wide range of more philosephreasons were also volunteered, such
as ‘gives customers choice’

— those who disagreed with the principle typicallgwed competition would introduce an
unnecessary complication.

* Overall, 54% of respondents thought that the intotidn of competition into the water and
sewerage industry would be good for customers. ttfght it would be bad for customers.
— the main reason given for thinking it would be gdodcustomers is that it would lead
to reduced prices (mentioned by 47% of those thopki will be good for customers)

— the main reason given for saying that it would bd for customers is that there would
be too many companies which would lead to confu@mentioned by 15% of those
thinking it will be bad for customers)

* However, opinions changed when people were askedrtsider that if competition was
introduced, some customers could expect to saveeyimut some may end up paying more.
Whilst 30% thought it would still be good for custers, the same proportion now thought it
would be bad for customers. Potentially vulneradistomers were especially likely to
doubt whether competition would still be a goodhth{for example 39% of single parents
thought it would be a bad thing if some customeay end up paying more).
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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
EXECUTIVE SUMMARY

Switching water and sewerage companies

* 37% of respondents say that if they were giverofiy@rtunity to switch supplier, they
would be likely to do so
— the main reason people give for being likely totstwtheir water and sewerage supplier
is to cut costs/save money (65%)

— the main reason why customers would be unlikelswch is that they do not feel that
there is any need to/they are happy with currenice (64%).

» The biggest motivator for switching would be lovpeices/discounts (67%)
— the main thing that would put people off switchiaghat it would be too much hassle
(25%).

* When asked how much money, if any, they would eixfmesave in a year as a result of
switching supplier, two in five (39%) felt unable guess an amount, but estimates of 10-
20% of their current bill were typical. The expstievel of saving was a major determinant
of people’s interest in switching.

* When asked how likely they were to switch in orsteeachieve annual savings of £100, £50
or £20
— 77% say they would be likely to switch to save £100

— 53% would switch to save £50
— 18% would switch to save £20.

Experience of switching in other utilities

* 71% of respondents had switched at least one ofuhlkties (gas, electricity, telephone) in
the past five years
— including 41% who had switched proactively throwggiting price comparison sites or
contacting companies directly.

* Experience of other markets was a major factouerfting attitudes towards competition in
the water and sewerage industry.

* For example, those who had switched suppliersheranarkets in the last five years were
more likely to agree with the principle of compietitin the water and sewerage industry
than non-switchers (61% compared with 50%).

* Respondents who had switched other utilities inpthe& five years were also more likely
than those who had not to say they would be likelgwitch their water and sewerage
supplier if given the opportunity (44% comparedhndB%).
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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
EXECUTIVE SUMMARY

Method of switching

* Much of the switching in other utilities marketsstaxisen through unsolicited contact with
sales reps. However only one in five (22%) thirdt th would be appropriate for water
companies or sales reps to contact them directtgleyphone, and one in nine (11%) think it
would be appropriate for them to knock at theirrdoo

— the majority of respondents (74%) think both typeéapproach are inappropriate

— respondents in the lower social grades are, howewate likely than others to say that
these methods of contact are appropriate (40% ik that contact by telephooe
sales reps knocking at their door is appropriaimmared with just 15% of ABS).

* The majority of potential water and sewerage sweitsl{68%) say that if they were to look
for information about switching water and sewersaggplier they would go on internet
comparison sites. However older, less affluentausts were less likely to mention
comparison sites, and more likely to say that thewld look in the media for information
about switching. For example only 44% of thoseaai® economic group (SEG) E say that
they would use internet comparison sites, while Z68tnpared to just 11% for all potential
switchers) would seek information in the media.

— this suggests that although most people don’tdides people contacting them, this may

be important in terms of reaching certain groupsustomers who are less likely to
proactively look for information themselves.

Simon Driver (Project Executive)
Stephen Link (Director)
Rachel McGrail (Project Manager)

October 2008
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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY

1 INTRODUCTION

DS International was commissioned by Ofwat and C@&Ma undertake a programme

of research to assess the views of household cessaimwards the introduction of

competition in the water and sewerage industry.
Ofwat and CCWater wish to address the lack of tigtalata on household customers’ views on
switching suppliers by carrying out an extensiv@eech programme to examine how
customers feel about the proposition of competiiothe water and sewerage industry.
Ofwat and CCWater also wish to improve their un@erding of customer perceptions, and
identify expectations and aspirations for compaitin the industry as it is important for Ofwat
and CCWater to understand concerns and reservatisemers may have about the water and
sewerage industry being opened up to competition.
The research will be used to inform Ofwat’s revigiwcompetition and input by both Ofwat and
CCWater to the Government’s independent reviewoaifetition and innovation in the water

industry, ensuring that the views of householdaustrs are taken on board as part of the wider
decision-making process.

RESEARCH AIMS
Through this research programme Ofwat and CCWatsifically wish to explore:-

» Customers’ satisfaction with their current wated aewerage supplier

» Levels of interest in being able to switch wated aswerage supplier

» Likelihood of switching if given the opportunity

» Factors that would motivate a customer to conssdeiching

» Expectations of alternative suppliers

« Barriers (actual and/or perceived) that would stantthe way of customers switching
» Ways of overcoming the barriers to switching

« Whether customers would be willing to accept (tbhegibility of) price rises if competition
was introduced



COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
INTRODUCTION

APPROACH

A two-stage, phased research programme was adtpéagblore the issues around household
customers’ views on competition in the water anslesage industry. A phased approach to the
research ensures that this consultation opportisiiyly utilised and provides a sound basis
for Ofwat and CCWater to help inform the debatecompetition in the industry.

Firstly, qualitative research was carried out tovite valuable insights into the range of
customers’ views, attitudes and perceptions towandspetition and the reasons behind these.

The results of this qualitative research were tisad to inform the quantitative phase.

The quantitative survey built on the informationngal in the first phase of the research and
provides statistically robust results to allow Ofwad CCWater to thoroughly examine the
issues surrounding competition in the water ingustr

In summary the research programme comprised:-
 six focus groups to provide depth of understandingousehold customers’ views and
inform the second research phase;

e quantitative survey of 2,000 telephone intervievith\Wwousehold customers — representative
of household water customers.

PHASE 1 — QUALITATIVE FOCUS GROUPS

A series of focus groups were conducted ensuriagttie sample design was inclusive of
people living in different parts of England and &ahnd with varying demographic
characteristics. The research took place betweem@31 July 2008 and participants were
given an incentive as a thank-you for taking part.

The first group which took place in the Midlandssweeld in a viewing studio, observed by
members of Ofwat and CCWater. This group was usedmlot to test the discussion guide to
ensure it was working well. The discussion guide teen refined after the pilot for use in the
subsequent five focus groups.

Six focus groups were completed in total and tleeiic design of the qualitative research is
detailed below. Two groups were completed in thetls®Vest as previous research with
customers of the water and sewerage industry trdified atypical views among this group.

Group Composition

Location Age Social Grade | Urban/rural Other
South East 18-39 ABC1 Semi-rural
South West 18-39 C2DE Urban
South West 60+ cilcz Semi-rural At least two paptiots with a
disability/long-term health
condition
Wales 40-59 C2DE Semi-rural
Midlands 40-59 ABC1 Urban
North 60+ DE Urban



COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
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The qualitative research was illustrative, not ingkto produce statistics but to identify the
range of views within particular groups and idegnkiéy areas to be further explored through the
survey. Participants may have provided views whiehbased on incorrect information or
expectations; these are reported to illustratevignes of the public even if incorrect or
misguided.

Some quotations from the discussions have beeadeadlwithin this report. These should not
be interpreted as defining the views of an enticeig but have been selected to provide an
insight into a particular body of opinion.

Discussion Guide

For each session, moderators used a discussioe. gldh guides are intended to be a flexible
aid to encourage the discussion. The discussiaegncluded a number of broad topic areas to
be covered, and questions that could be used, éwlemressary and appropriate) to encourage
discussion. The discussion guide was designednaultation with Ofwat and CCWater and
covered the following areas:-

e current water and sewerage service provision

» experience of switching in other industries

e reactions to proposition of competition in the wated sewerage industry
* likelihood of switching — motivators and barriers.

A copy of the final discussion guide is includedhe appendices.
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PHASE 2 — QUANTITATIVE TELEPHONE SURVEY

The quantitative fieldwork was carried out usingT@AComputer Assisted Telephone
Interviewing) from FDS’s London and Newcastle Télepe Centres.

In total 2,000 interviews were achieved across &mjland Wales and fieldwork took place
between 15 August and 13 September 2008.

Sample
A random digit dialling (RDD) sample of residentialephone numbers across England and
Wales was purchased from an FDS approved supplieChanges.

Quotas were set during the interviewing based ademand sewerage company regions and
age. We also closely monitored the SEG of respdsderensure we achieved a representative
sample.

The sample was stratified by water and sewerageanynregion rather than proportionate to
customer distribution by area to ensure robust rersvere achieved per region by which to
conduct sub-group analysis. A target of circa 2&pondents was in place for each water and
sewerage company region.

Questionnaire
The questionnaire was designed in consultation @ftkat and CCWater and centred on the
following four themes:-

 attitudes towards current suppliers

» the concept of competition

* switching water and sewerage companies
» experience of switching in other utilities

The interviews lasted for around 15 minutes andeveenducted by telephone using CATI
(Computer Assisted Telephone Interviewing).

Before the questionnaire went live, it was predeégor consistency by undertaking five
interviewer shifts as a pilot of the project od"¥&ugust. This was with real respondents and
the data was collected as per the ‘live’ surveytethe pilot we reviewed the data received
and made slight refinements to the questionnaif@®eolling the project out across the
remaining sample.

A copy of the final questionnaire is included i #ppendices.
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Data processing and computer tables

Weighting has been applied to the data to ensenedle representative of household water
customers. With a stratified sample, to enableysmaby water region, weighting was required
to correct this deliberate unequal distributiorte$tomersWeighting was also applied for
household tenure (owner occupiers v renters) anddtwld composition to ensure findings are
representative of households in England and WAlesimple profile is included in the
appendix which shows the actual number of intergiashieved against the weighted data.

Computer tables have been provided to Ofwat and &@&kWith each question analysed by
four pages of sub-groups.

Interpretation of data
It should be remembered results are based on@ahsample of households — not a census of
all households. This means all data are subjesatapling tolerances.

The table below shows the statistical reliabilityesults based on a base size of 2000 and 200.

Overall statistical reliability

Base size Approximate sampling tolerances applicable
to percentages at or near these levels
10%or 90%  30% or 70% 50%
2,000(total sample) +1% 2% 2%
200(c200 interviews per region) +4% 6% 7%

Where percentages do not sum to 100, this may éécdcomputer rounding, the exclusion of
‘don’t know’ categories, or multiple answers. Thghout the report, an asterisk (*) denotes
any value less than half a percent but greaterzkem

Throughout the report, we highlight some of the #iferences between sub-groups of
respondents where these are statistically sigmifica



COMPETITION IN THE WATER AND SEWERAGE INDUSTRY

2 ATTITUDES TOWARDS CURRENT SUPPLIERS

n this section we explore customers’ views on almemof issues relating to their current

service. This includes views on satisfaction widlue for money, satisfaction with various

elements of service received, and overall satisfaetith service from customers’ water
and sewerage company.

Key findings

* The majority of customers are satisfied with theigdor money from their water
services (73%)
o a slightly lower proportion agree that the wated aawerage charges that they
pay are affordable for them (65%)
0 25% claim that their charges are NOT affordable.

» Respondents are generally satisfied with all aspaictheir water and sewerage services
reliability of water (97% satisfied, 2% dissatisf)e

safety of drinking water (93% satisfied, 4% dissieed)

water quality (87% satisfied, 9% dissatisfied)

accuracy/clarity of bills (84% satisfied, 7% disstéd)

removal of waste water (84% satisfied, 5% dissati}f

information and advice received (72% satisfied,d%satisfied)

ease and quality of contact (44% satisfied, 7%atisEed)

O O O0OO0OO0OO0Oo

* Overall nine in ten respondents (90%) are satisfiitkl the service they receive from
their water and sewerage company.

Value for money

As the following chart illustrates over seven in tespondents (73%) say that they are satisfied
with the value for money from the water and sewersgyvices in their area and 15% are
dissatisfied.

Chart 2.1: Satisfaction with value for money fromw  ater and sewerage services
(Base: All respondents — 2,000)

N\
26

B Very satisfied

Fairly satisfied

. L > 73% satisfied
Neither satisfied nor

dissatisfied/DK

Fairly dissatisfied

m Very dissatisfied

_-—L% dissatistied




COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
ATTITUDES TOWARDS CURRENT SUPPLIERS

When analysed by region, there are clear differenteerceived value for money from water
and sewerage services. Respondents in the SouthWésr region are significantly less likely
to be satisfied with the value for money from theater and sewerage services (50% are
satisfied, 37% dissatisfied).

As in previous research carried out for CCWateissatisfaction among customers in the South
West is a marked feature of the survey and a thbateoccurs throughout the report. This
reflects customers in the South West Water regaingy the highest average bills for water
and sewerage services in England and Wales. Thstatdd average annual bill for customers
in the South West Water region is £501 which isisicantly higher than in all other regions,
and way above the average for England and Walg86#.

Respondents in the Northumbrian Water and Angliatéhregions are the most likely to say
that they are satisfied with the value for moneyfrtheir water and sewerage services (80%
and 79% respectively say that they are satisfi¢d thie value for money.)

Chart 2.2: Satisfaction with value for money by reg ion
(Base: All respondents — 2,000, c200 per region)

% satisfied

Total

Northumbrian Water
Anglian Water

Southern Water

Dw r Cymru Welsh Water
Y orkshire Water
Wessex Water

Severn Trent Water
Thames Water

United Utilities Water

South West Water

' cCcwater Annual Tracking Survey 2007/08

http://www.ccwater.org.uk/upload/pdf/r7420__ CCWatediNAL_20080325090857.pdf

% This is based on the estimated annual bill ofamsts in the survey ‘Q. can you tell me approxityatew much
your water and sewerage bill is each year?’
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ATTITUDES TOWARDS CURRENT SUPPLIERS

When this relationship is examined further it isazlthat as we might expect, annual bill level
and satisfaction with value for money are closeligdd. Respondents with higher bills are
significantly less likely to be satisfied with thkalue for money (84% of those with an annual
bill of less than £250 are satisfied, compared Witho of those with a bill of £250-499 and
58% of those with a bill of £500+).

Customers with water meters are more likely thasehwithout to say that they are satisfied
with the value for money from their water and seagerservices (76% compared with 70%).

Those over 60 ammorelikely than younger respondents to be satisfietth wie value for
money from their water and sewerage supply (81%ade aged 61+ say that they are satisfied,
compared with 68% of those aged 60 and under).

Respondents of higher social gradelasslikely to say that they are satisfied with theueafor
money from their water and sewerage services (68%0ose in SEG AB compared with 82%

of E’s say that they are satisfied with the valmerhoney). This repeats a pattern common in
surveys on utilities where perceived value for mpisdowest among those in the highest social
grades despite the fact that this group tend te tla& highest incomes.

Affordability of water and sewerage charges

While 73% are satisfied with the value for monegjgnificantly lower majority of respondents
(65%) agree that the water and sewerage chargethéyapay are affordable to them. 25%
disagree that charges are affordable.

Chart 2.3: How much do you agree or disagree thatt  he water and sewerage

charges that you pay are affordable _ to you?
(Base: All respondents — 2,000)

N
B Strongly agree 17

Tend to agree

0,
Neither agree nor > 65% agree

disagree/DK
Tend to disagree

m Strongly disagree J

} 25% disagree
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ATTITUDES TOWARDS CURRENT SUPPLIERS

As with satisfaction with value for money, respomigen the South West Water region are
significantly less likely than those in other raggdo agree that their bills are affordable to them
(41% of respondents in the South West agree tleathiils are affordable, 51% disagree).

Chart 2.4: Overall agreement that water and sewerag e charges are affordable by region
(Base: All respondents — 2,000, c200 per region)

% agree

Total

Anglian Water
Northumbrian Water
Thames Water
Yorkshire Water
Southern Water

Dwr Cymru Welsh Water
Wessex Water

Severn Trent Water
United Utilities Water

South West Water

Despite those of lower social grade bemgrelikely to be satisfied with the value for money
from their water and sewerage services, theyemsikely to agree that their bills are
affordable to them (73% of AB’s agree compared \&BBo6 of E’S).

There are also key differences by a number of atbarographics:-

* respondents who have water meters are more likaly those without to agree that their
bills are affordable to them (75% compared with $9%

» owner occupiers are more likely than others to@gnat their bills are affordable (68% of
owner occupiers compared with 59% of private renéerd 56% of social renters).

» white British respondents are significantly mokly than those of other ethnic
backgrounds to agree that their bills are affordablthem (66% compared with 54%)

» single parents are less likely than others to atjreie bills are affordable to them (54% of
single parents compared to the average of 65%)

» respondents with a disability or long-term healbhdition are also less likely than others to
agree (56% compared with 66% of those without aldiigy/long-term health condition).
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Satisfaction with various aspects of service

Respondents were asked to rate how satisfied tleeg with a number of different aspects of
their water and sewerage supply. As the followihgrt shows, no more than 10% of
respondents are dissatisfied with any of the asp@dheir water and sewerage services.

Overall respondents are most satisfied with thalgity and safety of their water supply (97%
and 92% respectively were satisfied with these @sp service).

Chart 2.5: How satisfied or dissatisfied are you wi  th the following aspects of your water
supply and sewerage services?
(Base: All respondents — 2,000)

B Very satisfied Fairly satisfied Neutral/DK/Not applicable Dissatisfied

%

Reliability of w ater

Safety of w ater

Water quality

Accuracy/clarity of bills

Removal of w aste w ater

Information and advice received

Ease and quality of contact

Satisfaction with information and advice received @ase and quality of contact with
customers’ water and sewerage company seem lothaiuis mainly down to the high
proportion saying that they don’t know or are neiftbatisfied nor dissatisfied. Nearly half of
respondents (49%) are neutral when it comes toaasguality of contact. This would suggest
that it is not a top of mind issue for water andegge customers because many customers
have simply never contacted their water and seveectagpany or do so infrequently. This is
backed up by the findings from the qualitative e#skh where most participants said that they
had little or no contact with their water and seager company:-

‘I've never even checked [my water bill], and yeblfor my gas and my electric’

(Female, North, 60+)
‘I've never had to ring for anything’
(Male, North, 60+)

10
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Overall satisfaction with water and sewerage servic  es

Overall, nine in ten respondents (90%) say that #ére satisfied with the service that they
receive from their water and sewerage company ahdame in twenty (5%) are dissatisfied
with the service they receive. While satisfactiewels are high, many are only fairly rather
than very satisfied reflecting comments in the fate research that most people have little
contact with their water and sewerage company anabtl have a particularly clear image of
them, as one participant stated;

‘Water company... | don’t know who I’'m with to betquionest’
(Male, South West, 18-39)

Chart 2.6: Overall, how satisfied or dissatisfied a  re you with the service you receive from
your water supply and sewerage company?
(Base: All respondents — 2,000)

%

B Very satisfied

Fairly satisfied

> 90% satisfied
Neither satisfied nor
dissatisfied/DK

Dissatisfied
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ATTITUDES TOWARDS CURRENT SUPPLIERS

Respondents in the South West Water region aréisiagmtly less satisfied with service (85%)
than those in other regions while those in NorthuambWater (95%) and Anglian Water
regions (93%) are significantly more satisfied.

Chart 2.7: Overall satisfaction by region
(Base: All respondents — 2,000, c200 per region)

% satisfied

Total

Northumbrian Water
Anglian Water

Y orkshire Water
Southern Water

Severn Trent Water
Wessex Water

United Utilities Water
Dw r Cymru Welsh Water
Thames Water

South West Water

Customers who are over 60 are more likely than geunustomers to be satisfied with the
overall service from their water and sewerage camgas5% of those aged 61+ say that they
are satisfied, compared with 89% of those agedh@Quader).

Respondents of higher social gradelasslikely to say that they are satisfied with the @ale
service from their water and sewerage company (888@’s compared with 95% of E’s say
that they are satisfied with the overall service).

The differences by age and social grade are typicdifferences in customer satisfaction
research, especially in relation to utilities. Tdwer 60s and lower social grades traditionally
give higher satisfaction ratings and are lesscalitdof their suppliers. Lower satisfaction among
younger adults and higher social grades is an sl utilities sectors and not just a specific
issue for the water and sewerage industry.

12
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ATTITUDES TOWARDS CURRENT SUPPLIERS

When asked why they were satisfied with the sertheg received, for over half of respondents
(55%) it is because they have had no problems /@nmg/faults.

This pattern of response echoes qualitative finglimgich suggest the customer relationship
with a water and sewerage company is not a close tmthe absence of problems, many are
satisfied without being able to give more positivespecific comments about the service they
receive.

Chart 2.8: Why do you say that you are satisfied __ with the service?
(Base: All satisfied with service — 1,816)

%

No problems/complaints/faults

Good/efficient service
Reliable service

Good water quality

Not many dealings with them
Good information/communication
Quick service/response
Issues/faults dealt with

Cost/value for money

Good billing service

Drainage/sewerage system good

13
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ATTITUDES TOWARDS CURRENT SUPPLIERS

When respondents who said that they were dissatigiith the service they received were
asked why, nearly a quarter (24%) state thatbesause of reasons related to price and value
for money. Poor/lack of information or communicatiwas the most common service-related
complaint.

The figures for complaints and poor quality wateymappear high but these responses are
based only on the 5% who were dissatisfied. Leass 1% of ALL respondents said they were
dissatisfied and attributed this to poor qualityteva

Chart 2.9: Why do you say that you are dissatisfied with the service?
(Base: All dissatisfied with service — 110)

%

Expensive/poor value for money

Poor/lack of info/communication
Complaints/problems/faults
Poor drainage/sewerage

Poor quality water

Difficult/slow to contact
Poor/inefficient service
Slow service/response
Issues/faults not dealt with

Poor water pressure

Poor billing service

Water company should be nationalised

Problems with water meter

Staff do not listen/take responsibility

Unreliable service

14



COMPETITION IN THE WATER AND SEWERAGE INDUSTRY

3 THE CONCEPT OF COMPETITION

n this section we explore customers’ reactionfi¢oprinciple of introducing competition in
the water and sewerage industry, and reasons b#teidattitudes. We also examine
whether customers think that the introduction ahpetition would be good for water and

sewerage customers.

Key findings

* Over half of respondents (57%) say that they agigethe principle of introducing
competition in the water and sewerage industry
o three inten (29%) disagree with the principle.

« The main reason customers agree with the prin@gbecause they believe it will lead
to lower prices (55% of those in favour giving thegason)
o the most common reason given for disagreeing wighprinciple is because it
will over complicate the market (mentioned by 292thmse opposed to
competition).

* Overall, 54% of respondents thought that the intobidn of competition into the water
and sewerage industry would be good for customé&e thought it would be bad for
customers.

o the main reason given by those thinking it wouldybed for customers is that it
would lead to reduced prices (47%)

o the most common reason given by those sayingtthatduld be bad for
customers is that there would be too many compavtsh would lead to
confusion (15%).

* When people were asked what they would think if sa@ostomers could end up paying
more as a result of introducing competition opisichanged. Whilst 30% thought it
would still be good for customers the same propartiow thought it would be bad for
customers.

Initial reaction to the principle of introducing co mpetition

In five of the six focus groups participants raisleel issue of competition (or lack of it) in the
water industry without prompting, illustrating thhis is an issue which customers do think
about.

They compared the energy market where they coul@is\wuppliers if dissatisfied with prices
or service to the situation in the water and segeradustry where they had to rely on
regulators and ombudsmen if unhappy with their e

“You can change your gas, electric, telephone, Blaand, mobile phone but you can’t do

that with water.”
(Male, Midlands, 40-59)
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THE CONCEPT OF COMPETITION

“You never really hear water companies mentionedllateally. You think, well, you
can’'t go to another water supplier because youtgetsame ones, there’s no competition
element is there? You're just dealing with the saprapany. Whereas gas and electric,
you compare and then you can switch, can’t you?”

(Female, South East, 18-39)

“There’s no competition. It's not like gas or elec, it's not really a thing that | ever
think about, like | do the gas or electric!”
(Female, North, 60+)

After being questioned about their satisfactiorhwiiteir existing water and sewerage supplies,
respondents in the quantitative stage were askedes of questions about the principle of
introducing competition in the water and seweraglistry. It was explained to respondents
that‘competition in the water and sewerage industry Mlanean customers could choose their
supplier (i.e. the company that charges them faewand sewerage services, but not change
the actual water they receive.)’

The respondents were then asked to what extenatireed with the principle of introducing
competition in the water and sewerage industry.

Chart 3.1: To what extent do you agree or disagree  with the principle of introducing
competition in the water and sewerage industry?
(Base: All respondents — 2,000)

B Strongly agree

Tend to agree

> 57% agree
Neither agree nor
disagree/DK

Tend to disagree

m Strongly disagree

19% o

Almost six in ten (57%) agree with the principlecoimpetition in the water and sewerage
industry while just under three in ten (29%) rejinis idea.
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Chart 3.2: Whether agree/disagree with principle of competition in water and sewerage
industry

B Strongly agree O Tend to agree O Neutral/don't know B Tend to disagree B Strongly disagreq

%

All (2000)

~

Age

18-34 (284)

35-44 (455)

=
=
H

[
(&)

45-60 (617)

61-74 (459)

75+ (178)

(o)

Social grade

AB (531)

C1 (537)

=
N

C2D (578)

i
N

N SH -
=
) I ]

E (225)

(I

The under 35s enthusiastically embrace the ideampetition and 35-44 year olds are also
overwhelmingly in favour.

Opinion is more evenly divided among the over 4&isdven so, a clear majority agree with the
principle of competition in the water and seweramgkistry.

There are also significant differences in respoihgesocial grade. Those in the ‘middling’
social grades C1 and C2D are predominantly in faebeompetition. Most of those in the
highest (AB) and lowest (E) social groups also suppompetition in the water and sewerage
industry but at least three in ten of each grogpgliee with the idea and those who do so are
generally strongly opposed.

Around half (52%) of respondents with disabilitedong-term health problems compared with
59% of other respondents agreed with competiti@haary 51% of single parents did so.

There were NO clear correlations between currezet af annual water and sewerage bills and
views on the principle of competition.
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Those who would expect to save £21-50 were moslhylilo agree with the principle (74%) and
those who expected to save £20 or less were ikabt to agree (48%). For those expecting to
save £51-100, 63% agree, and for those expectiagiag of £100+ 60% agree with the
principle.

Those who were dissatisfied with their current alev (and currently unable to switch away
from a company they were unhappy with) were mdweyithan satisfied customers to endorse
the principle of competition (56% of satisfied araers agree with the principle, compared
with 74% of those dissatisfied with their currerdter and sewerage services).

Chart 3.3: Whether agree/disagree with principle of competition in the water and
sewerage industry by sub-group

B Strongly agree @ Tend to agree O Neutral/don’t know B Tend to disagree B Strongly disagree|

%

All respondents (2000)

View of service from current

provider
Very satisfied (888)
Fairly satisfied (928)
Neutral (72)
Dissatsfied (105)
Current bill

Under £250 (496)

£250-499 (791)

£500 + (311)

Don't know (402)

Expected savings through
switching

£20 or less (328)

£21-50 (364)

£51-100 (304)

Over £100 (257)

People are also more likely to favour competitiothie water and sewerage industry if:-

* they thought it was appropriate for sales repatack on their doors and/or ring them to try
to persuade them to change supplier (78% agree)

* they had switched suppliers in other markets (siscénergy or telecoms) in the last five
years (61% of switchers compared with 50% amongeheho had not switched).
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Chart 3.4: Why agree with principle of competition (unprompted)
(Base: All who agree with the concept — 1,127)

%

Will lead to low er prices 55

Will give customers choice 26

Wil lead to better service 17

Competition is good/monopoly not good 9

Better companies w ill win customers, poorer
companies w ill lose them

Stops companies becoming complacent Jf 2

The expectation of lower prices emerged as thed&ason for people agreeing with the
principle of competition. Respondents in the SAist Water region are especially likely to
favour competition on the grounds it would leadower prices, 68% giving this as a reason.

One in six (17%) of those supporting the principl€ompetition say it would lead to better
service. Customers who were dissatisfied with taristing provider are especially likely to
expect competition to lead to a better service (88%

About two in five of those supporting competitioregreasons of principle for this ie:-

* freedom of choice for customers
e competition is good
* better companies prosper at the expense of poertarmers.

People who hold these views are not necessarily teeswitch themselves but believe the
industry would benefit from competition.

Respondents of higher social grades are a littlerikely than others to give material reasons
such as competition leading to lower prices (61%B$ compared with 42% of Es).

Respondents of lower social grades are more litkelg others to give more philosophical

reasons such as customers being given choice (B&% give this as a reason for agreeing with
the principle of competition compared with 25% d@3.
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A wide range of reasons were given by those opptusdte principle of competition.

Chart 3.5: Why disagree with competition
(Base: All who disagree with the concept — 614)

%

Over complicating the market

Hasn't worked w ell in other industries

Can't see any advantages

Currently works well

Would eventually increase prices

Suppliers should be nationalised

Used to existing supplier

No point/it's the same w ater

Quiality of service could reduce

Ombusdsman should regulate industry

Companies just out to make money

Would create mistrust of w ater/sew erage
companies

The main single argument given for disagreeing Withprinciple of competition is that it
would over-complicate the market. Whilst youngeulegigenerally support competition, this is
by far the main reason given by the minority of @nd5s who opposed it.

One of the most common arguments for opposing cttigrein the water and sewerage
industry is that competition has not worked welbther industries (21%). Some struggled to
see practical advantages in competition (19%),evbihers (mainly those very satisfied with
existing provider) argue the market is currentlykuag well (16%). Suspicion that prices
would eventually rise rather than fall caused @heroppose competition. Some take a cynical
view of the way companies operate (in a competitinagket) and a few want a nationalised
industry, while others feel regulation does or vabetfectively safeguard consumer interests.
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The question about the principle of competition asked before respondents were asked to
consider different saving amounts and before thegevasked to consider what impact
competition has had on other utilities.

A similar question was asked later in the intervadter people had been asked about these
issues and had time to consider the pros and dawpetition in the water and sewerage
industry in more detalil.

Towards the end of the interview respondents wskeaiOverall would you expect

competition in the water and sewerage industrya@bod for customers, bad for customers, or
would it make no difference?Again, responses are generally positive, with farerexpecting
changes to be good than bad for customers.

In the chart below we show responses based oasgibndents but also two groups who were
very different (more positive) than others:-

* customers aged under 35
* those dissatisfied with the service from their eatrwater and sewerage company.

Chart 3.6: Expectations of competition in Water and sewerage Industry Q: Overall would
you expect competition in the water and sewerage industry to be...

Dissatisfied
All Under 35's  with Service
(2,000) (284) (105)
% % %

B Good for customers
Neither good nor bad/DK

Bad for customers
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As the chart below illustrates, the main reasoh¢hatomers think that competition would be a
good thing is because it would lead to cheaperiegoompanies would have to reduce prices
(47%), it would give customers choice and stop camgs having a monopoly (26%), and
because they believe it would lead to better/méreient service (18%).

Chart 3.7: Why competition would be good ___ for customers (unprompted)
(Base: All who say competition would be good for customers — 1,052)

%

Cheaper service/reduced prices 47

Gives customers choice/stops companies

. 26
having monopoly

Better/more efficient service 18

Competition is good/important 9

Keeps companies on their toes | 3

The main reason given among those who think thafpedition would be bad for customers is
that it would be too confusing (15%), companies Mfdae out to make profits/benefit
shareholders (12%), and that other companies wmtltbe cheaper (10%).

Chart 3.8: Why competition would be bad__ for customers (unprompted)
(Base: All who say competition would be bad for customers — 330)

%

Too many companies to choose from/too confusing

Companies out to make profit/w ould benefit shareholders

Cost/other companies not much cheaper

Poor/inneficient service/service standards will drop

Water supply should be nationalised

Prices will go up eventually

No point/all companies are the same

Has not w orked for other industries/services

Too much hassle/problems sw itching supplier

Happy w ith current supplier
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In the focus groups those who opposed competitsorally did so on the basis it would cause
unnecessary hassle rather than that they were w@mtteome people could end up paying more.
Moderators of the focus groups therefore askedlpdoponsider the possibility that if
competition was introduced, some customers coyb@exto save money but some may end up
paying more. However, focus group participantsggled to accept that some customers may
end up paying more if competition was introduced.

Towards the end of the quantitative survey we thiceed the idea that some customers might
end up paying more if competition was introducéd this point some became less keen on
competition and the numbers believing it to be tmmatustomers equalled the number expecting
it to be good (30% thought that it would be gooddestomers and 30% thought it would be
bad for customers).

Indeed, among single parent families and thosengebuncil/housing association properties
significantly more people would regard competitaenbad for customers if a minority could
end up paying more (39% of single parents and 4flé6uncil/housing association tenants
thought that it would be bad for customers).

Previous research conducted by FDS for Ofgem hasrsthat for many financially poorer
adults, knowing that they are able to manage amhiment is more important to them than
knowing there might be opportunities to save monBlyis fear and conservatism can result in
poorer adults being less willing to take risks tloéimer adults — and if switching a supplier is
seen as potentially risky, they may be less willmgwitch.

Chart 3.9: Views of competition
(Base: All respondents — 2,000)

Q Overall would you expect Q If competition was introduced, some

competition in the water and customers could expect to save money but

sewerage industryto be..? some may end up paying more. If this was the
case would you still think that introducing
competition overall would be...?

%

B Good for customers

30

Neither good nor bad/DK

Bad for customers
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4 SWITCHING WATER AND SEWERAGE
COMPANIES

n this section we explore customers’ likelihoodsafitching suppliers if the water and

sewerage industry was opened up to competitionetssurrounding expected price

savings, likelihood to switch for different levelsannual savings and preferred methods of
switching are also examined in more detalil.

Key findings

* 37% of respondents say that if they were giverofi@ortunity to switch supplier, they
would be likely to do so
o the main reason people give for being likely totstwtheir water and sewerage
supplier is for cost/savings reasons (65%)
o the main reason customers would be unlikely todwig because they do not
feel that there is any need/happy with currentiser{64%).

* The biggest motivator for switching is lower prifiscounts (67%)
o the main thing that would put people off switchiaghat it would be too much
hassle (25%).

 When asked how much money, if any, they would efzesave in a year as a result of
switching supplier many felt unable to give a fig89%). Estimates varied widely
among those giving an answer with savings of 10-2@%urrent bills being typical.

*  When prompted with possible savings
0 77% of respondents say that they would be likelsvidch if they could expect
to save £100 a year
o 53% would be likely to switch if they could expéotsave £50
0 18% would be likely to switch if they could expéotsave £20.

* The majority of respondents (68%) interested irt@wng say that if they were to look
for information about switching water and sewersggplier they would go on internet
comparison sites.

» Almost half of the switching in the energy markaslarisen through unsolicited contact
with sales reps. However only one in five (22%hkhihat it would be appropriate for
water companies' sales reps to contact them dirkgttelephone, and one in ten (11%)
think it would be appropriate by knocking at thedror

o the majority of respondents (74%) think both typkapproach are
inappropriate.
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Likelihood to switch water and sewerage company

After establishing respondents reaction to the ephof introducing competition into the water
and sewerage industry, the issue of switching seqgplvas explored in more detail. When
asked the hypothetical questidif you were given the opportunity, how likely gou think you
would be to switch your water and sewerage companyare than one in three (37%) say that
they would be likely to switch if given the oppanity, 54% say that they would be unlikely to
switch, and 9% say that they are unsure.

Chart 4.1: Likelihood of switching supplier
(Base: All respondents — 2,000)

Q. If you were given the opportunity how likely do you think you would be to switch your
water and sewerage company?

%

37% likely
m Very likely
Fairly likely
Don’t know N
Not very likely
B Not at all likely > 54% unlikely

Interest in switching is generally higher in th@seas where average bills were highest and
satisfaction with existing suppliers lowest. Regpmnmts in the South West Water region are
significantly more likely than all other regionsgay that they are likely to switch if given the
opportunity. Respondents in the Northumbrian Weggion are the least likely to say that they
would switch.
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Chart 4.2: Likelihood of switching supplier by regi on
(Base: All respondents — 2,000, c200 per region)

%

Total

South West Water
United Utilities Water
Southern Water

Anglian Water

Wessex Water

Thames Water

Severn Trent Water

Y orkshire Water

Dwr Cymru Welsh Water

Northumbrian Water
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Likelihood to switch is closely related to the afeustomers, with older respondents far less
likely to say that they would consider switching¥ of those aged 18-34 would be likely to
switch compared with 45% of 35-44 year olds, 37%hoke aged 45-60, 26% of those aged 61-
74, and 19% of those 75+).

The most economically disadvantaged adults ar¢ likay to expect to switch with only 26%
of those in social class E saying they would do so.

As we might expect, respondents with the lowess bile the least likely group to say that they
would switch their water and sewerage company (88%o0se with an estimated annual bill of
less than £250 say they would be likely to switompared with 42% of those with bills of
£250-499, and 42% of those with bills of £500+ho3e unaware of the size of their bill (who
may take less interest in their bills) are lessliikthan average to switch (32%).

Chart 4.3: Likelihood of switching suppliers

B Very likely = Fairly likely = Don’t know Not very likely ® Not at all likely
Age
18-34 (284)
35-44 (455)
45-60 (617)
61-74 (459)
75+ (178)
Social grade
AB (531)
C1 (537)
C2D (578)
2
Annual bill
Less than £250 (496)
£250-499 (791)
£500 (311)+
Don't know (402)
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Respondents with a disability are alssslikely than others to say that they would consider
switching (27% compared with 41%).

There is also a link between ethnicity and likeidldo consider switching. White British
respondents are significantisslikely than respondents from other ethnic backgdsuto say
that they would be likely to switch (36% compareithvib0%).

There were no significant differences in likelihaodswitch between those who have and those
who do not have a water meter.

Respondents were also asked in the survey abduettperience of switching in other utilities
markets such as gas, electricity and telecoms.d?elgmts who had switched any of these
utilities in the past five years were more likehah those who have not to say they would be
likely to switch their water and sewerage suppgfigiven the opportunity (44% compared with
23%).

Likelihood to consider switching is very closelgKked to customers’ attitudes towards their
current water and sewerage supplier and attitumlesartls the principle of competition in
general:-

» respondents who are dissatisfied with their water sewerage company are the most likely
to say that they would switch (74% of those dis@&iil say that they would switch,
compared with 34% of those satisfied)

» those who agree with the principle of competitiorthie industry are more likely than those
opposed to say that they would be likely to swi@b% compared with 9%).
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The main reason people give for being likely totswvtheir water and sewerage supplier is for
cost reasons (65%) or because they are dissatsiibdheir current service (12%). A relatively
high proportion also say that it would depend ormatvkas on offer/what they could expect to
save (15%).

These responses are based on those likely to swiiaHier we reported that 5% of all
respondents were dissatisfied with the service thegived and similarly 4% of all respondents
want to switch because of their dissatisfactiorhwlie service received from their existing
supplier(s).

Chart 4.4: Why do you say that you are likely ___ to switch?
(Base: All likely to switch — 761)

%

Price/Costissues

Depends whatis on offer/price

Dissatisfied with current service
Good to have choice

If offer same standard as now

Competition is good

If water quality stayed the
same/improved

The main reason customers would be unlikely todwig because they do not feel that there is
any need/happy with current service (64%) or thauld be too much hassle (12%).

Chart 4.5: Why do you say that you are unlikely _ to switch?
(Base: All unlikely to switch — 1,071)

%

No need/happy as things are

Too much hassle/too lazy

Too expensive/not worth it

Problems switching in other
utilities
No advantage/all companies same

Can't switch/water charges
included in rent
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Motivators and Barriers to switching

A further objective of this research is to expladgat would motivate customers to change their
water and sewerage supplier, and also to look irerdetail at the barriers to switching
suppliers.

As the following chart shows the main motivator $aritching supplier would be lower prices
and discounts (67%). It was explained to respotsdarthe interview that the actual water they
receive would not change if competition were tortteoduced. However, 9% still suggest that
having better quality water would be a potentiatiraior for switching.

Chart 4.6: Motivations for switching and services/o ptions customers would like to see
(Base: All respondents — 2,000)

Q. What would motivate you to change your water and sewerage company?
%

Lower prices/discounts

Better quality water

Better/more efficient service

Better drainage/sewerage services

Better/more reliable supply

If problems with current supplier

Easier/better contact

From the qualitative research, the possibilityaér prices/discounts was also the predominant
factor for those who would consider switching. @tphessible motivators were however
mentioned by individuals in the groups. These idell-

* opportunity for different payment options such abre billing or billing structures
incorporating a loyalty bonus

* possibility of greener options such as green wofffree water butts
* support for countries overseas with droughts
* better maintenance of pipes/leaks

‘I would switch] if they produce a loyalty bonus’
(Male, South West 60+)

‘If my company are putting water pumps in placegEast Africa with droughts, and they
cost a bit more, I'd go with them’

(Male, South East, 18-39)
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In two groups, having a not-for-profit supplier e a motivator for changing. However in
Wales where the incumbent supplier is a not-fofipasganisation there was no awareness that
this was the case, and perceptions of the watepanynwere still that shareholders were
benefiting from imposing high bills on the customer

‘They're all profit making companies so they wamhtake as much
profit as possible’
(Female, Wales, 40-59)

The main thing that would put people off switchthgir water and sewerage company is that it
would be too much hassle (25%), there may be peamice (15%), or that prices may rise
after switching (12%).

Chart 4.7: Barriers to switching
(Base: All respondents — 2,000)

Q. What would put you off switching your water and/or sewerage
company? %

Too much hassle

May be poorer service

May raise prices after switch
Savings not good enough

Just not interested

Lack of information

Things going wrong during switch
Cost/could be expensive

Water quality may be poor

Don’t want reps visiting/calling me
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Expected price savings and influence on likelihood to switch

Respondents were asked in relation to their cub#inhow much, if anything, they would
expect to save per year as a result of switchipglger. As the following chart illustrates
respondents’ expectations vary greatly, and aivelgthigh proportion of respondents say that
they do not know how much they would expect to skl@mvever, when we look at the results
in relation to current bill, regardless of bill sjzon average people expect to save around 10-
20% on their current bill.

Chart 4.8: Expected price savings a year as a resul  t of switching
(Base: All respondents — 2,000)

%
£151+ 5
£101-150 6
£51-100 15
£21-50 18
£1-20 7
Nothing 10

Don't know 39

As we might expect, in areas with higher averads, l@xpectations of how much could be
saved are greater. Indeed, 15% of South West Wedetents would expect to save over £150
through switching.

Two in five of all respondents (39%) say that they’'t know how much they would expect to
save as a result of switching, and this figurevisnehigher among certain groups:-

» those who have not switched any other utility i@ gast five years (44%)
« respondents of social grade E (47%)
» those aged 75+ (59%)

Those unwilling to estimate likely savings are bekverage in their likelihood of switching,
suggesting people who regard savings as uncerilihaness likely to switch than others.
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From the qualitative focus groups it was also ctbat participants felt that the savings would
have to be reasonably significant for them to adsmsswitching water and sewerage supplier.

‘If it's really that better a deal, you can saveuyself say over 20%. If it
was minimal then | certainly wouldn’t be bothered.’
(Male, South East, 18-39)

‘You've got to talk percentages | suppose. 20%ting less than 20% and
| wouldn’t bother, because it's not astronomicalaivive pay anyway.’
(Male, North, 60+)

‘If you were talking about [a saving of] £4 a mongfoodness me, you
couldn’t buy a pint of beer for £4’
(Male, Midlands, 40-59)

This is backed up by the quantitative findings. the following chart illustrates, likelihood of
switching water and sewerage supplier varies gredien respondents are asked how likely
they would be to switch if they could expect toesgarticular amounts on their water and
sewerage bills. Over three quarters (77%) say dineyikely to switch for an annual saving of
£100, just over half (53%) say they are likelywatsh for an annual saving of £50, and one in
five (18%) say that they are likely to switch for annual saving of £20.

Chart 4.9: Likelihood of switching for annual savin gs of £100, £50 and £20
(Base: All respondents — 2,000)

£100 £50 £20
% % %

HVery likely

Fairly likely

Don't know

Not very likely

m Not at all likely

There were NOT marked differences in satisfacticth water and sewerage company or
motives for switching among those who would switmhdifferent levels of savings:-

» of those very likely to switch to save £100 - 8%revdissatisfied with their overall service

» of those very likely to switch to save £50 - 11%revdissatisfied with their overall service
« of those very likely to switch to save £20 - 7% &drssatisfied with their overall service.
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The following chart illustrates some of the keyfeli€nces between sub-groups in terms of their
likelihood to switch for an annual saving of £1860 and £20. Overall, younger respondents
are significantly more likely to say that they wabslwitch for an annual saving of £100, £50, or
£20.

Those who have switched a utility in the past yearalso more likely to say that they would
switch for an annual saving of £100, £50, or £20.

There is little difference between social gradegnmvih comes to likelihood to switch for the
different annual savings.

Chart 4.10: How likely would you be to switch if yo u could expect to save £20, £50, and
£100 a year as a result of switching?
(Base: All respondents — 2000)

% likely

77
All respondents 5

Age 94
18-34 (284) 7

77
35-44 (455) 5

76
4560 (617)

70
61-74 (459)

65

75+ (178) W£100

Switched other
utility in past 5
years

E£50

£20
82 -

Yes (1410)

65

=

No (578)

Social grade

71
AB (531) -

82
C1(537) -

78
C2D (578) 6
720

71
E (225) 0
18
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Attitudes towards customers currently in debt

The qualitative research found that participanisivs differed on whether customers in debt to
their water and sewerage company should be alldaveditch suppliers.

One view was that if the debt occurred becausenoistake by the supplier, such as charging
too little then asking for a much larger sum, thetomer should absolutely be allowed to
switch.

However, respondents were less sympathetic wheateroers had allowed a debt to build up
through no fault of their supplier. There was samecern that customers might try switching
supplier to avoid paying their debts.

The issue of whether customers in debt should leetalswitch their supplier was also explored
in the quantitative survey. Respondents were askedher customers in debt should be
allowed to switch their water or sewerage compawoyiged they repaid the debt at a later date.

As the following chart illustrates nearly half @éspondents (48%) think that these customers
should be able to switch their company, providexy ttepay the debt later. Two in five (39%)
thought that they should not be allowed to switch.

Chart 4.11: Should customers who owe money to curre nt suppliers be allowed to switch
their water/sewage companies provided they repay de bt later
(Base: All respondents — 2,000)

Age Tenure
Owner Private Social
All 18-34 35-60 61+ occupiers renters renters
(2000) (284) (1072) (637) (637) (637) (637)
% % % % % % %

M Yes, should be
allowed

Don't know
48

No
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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
SWITCHING WATER AND SEWERAGE COMPANIES

Younger respondents are significantly more likelpay that these customers should be allowed
to switch. Those who live in private rented accordatmn are also significantly more likely to
say that they should be able to switch (63%). Thsartly a reflection of the fact that younger
customers are the most likely to live in privateteel accommodation.

Single parents are also significantly more likéigit others to say that customers in debt should
be allowed to switch (67%).

In general it appeared that those in groups miedyiito fall into debt are correspondingly more
sympathetic to those in debt.

Methods of switching supplier

In a number of markets including energy, finance alectrical goods, the growth of price
comparison websites has changed the ways custa@maose between different suppliers.

As the chart below shows, among respondents whdvmulikely to switch water and
sewerage companies, the majority (68%) say thatwoild look on internet comparison sites
for information about changing suppliers.

Chart 4.12: Where would you look (or go) for infor ~ mation about changing your supplier?
(Base: All likely to switch — 716)

%

Internet comparison sites
Media

Directly from companies
Word of mouth

Regulators/w atchdogs
Flyers/leaflets (through door)

Through the post (unspecified)

Don'’t know

Internet comparison sites are clearly the favomnethod of looking for information about new
suppliers; however there are differences betwedninesub-groups. Older respondents are
significantly less likely to say that they wouldeuis method (82% of those aged 18-34 say
that they would use this method compared with 8@%ase 35-44, 66% of those 45-60, 36%
of those 61-74 and 29% of those 75+).

Likelihood to use internet comparison sites is dilsked to the social grade of respondents with
those of a higher social grade far more likelydg that they would use internet comparison
sites (84% of AB’s compared with 73% of C1’s, 58#4@Ds and 44% of E’S).

The implication here is that some of the more vidbke groups (elderly and dependent on state
support) are unlikely to proactively compare prioaghe internet.
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Therefore if customers need to compare prices t@nnat comparison sites to be confident they
are getting the best deal those most likely toalare younger, more affluent customers; those
least likely to do so are the elderly and thoskewer social grades.

Relatively few respondents mentioned the mediasamiece of information. However, in the
focus groups there were some mentions of Martinigean expert whose views some would
listen to before deciding whether to switch anevtmm. Previous qualitative research for
Ofgem also highlighted the extent to which somééabfor guidance from experts such as
Martin Lewis when considering whether to switchthie energy market.

As much of the switching in other utilities markéess arisen through unsolicited contact with
sales reps it is therefore important to examing¢orusrs’ attitudes towards these types of
contact from companies.

As the following chart illustrates, one in five @2 think that it would be appropriate if
companies or sales reps contacted them directtglbgphone, and one in nine (11%) think it
would be appropriate by knocking at their dddowever, the majority of respondents (74%)
think both types of approach are inappropriate.

Chart 4.13: Do you think it would be appropriate i  f companies or sales reps contacted
you directly by telephone or knocking at your door?
(Base: All respondents — 2,000)

%
One or both Appropriate 26
Appropriate by telephone 22
Appropriate by knocking at door 11
Both NOT appropriate 74

There were marked differences in response by sgaale, 85% of ABs but only 59% of Es
regarding both methods of contact as inappropriate.

This suggests that (as has historically been the itathe energy market) sales reps may have

more success contacting people of lower socialegréiding in local authority housing than
more affluent ABC1 owner-occupiers.
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5 EXPERIENCE OF SWITCHING IN OTHER
UTILITIES

rom the initial qualitative focus groups, when ibgue of competition in the water and

sewerage industry was raised, participants spoatehecontrasted the situation in other

utilities markets which have already been openetbummpetition (gas, electricity, and
telephone landlines). In this section of the repatexplore customers’ views on the
introduction of competition in these industries @neir behaviour in these markets.

Key findings

* 71% of respondents have switched at least oneeafulilities (gas, electricity, or
telephone landline) in the past five years.

» Overall 48% of respondents think that the introaucbf competition into the gas and
electricity industry has been good for customers
0 18% of respondents think that the introduction@hpetition into the gas and
electricity industry has been bad for customers.

Seven in ten respondents (71%) say that they hawehed at least one of their utilities in the
past five years. Around half of all respondentstbay they have switched their gas or
electricity provider in the past five years (53%l &8% respectively). Two in five (40%) say
that they have switched their telephone landlireigler.

Chart 5.1: In the past five years have you switched  ...?
(Base: All respondents — 2,000)

%

Sw itched any supplier 71

Electricity supplier 53

Gas supplier 48

Telephone landline supplier 40
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As the charts below illustrate there are some Bagmit differences in the profiles of
respondents who have switched any of their utdlitrethe past five years. Younger respondents
are more likely to have switched any utility suppl{77% of 18-34 year olds compared with
53% of those 75+), and the gap between youngeoked respondents switching proactively is
even greater (53% of 18-34 year olds compared 228 of those 75+).

Chart 5.2: Proportions switching by age
(Base: All respondents — 2,000)

%

18-34 (284) ”
53
35-44 (455) 5 75
45 B Sw itched any utility

45-60 (617) 67 B Proactively switched
37
61-74 (459) 65
30

75+ (178) E 53

There is a similar pattern with social grade, witd's more likely than E’s to have switched
any utility in the past five years (70% of ABs coemgd with 64% of Es have switched). The
gap between ABs and Es who have switched proagtivelven greater (48% of ABs have
switched proactively compared with 23% of Es).

Chart 5.3: Proportions switching by social grade
(Base: All respondents — 2,000)

%

AB (531) 70
48
73 . -
C1 (537) o B Sw itched any utility
| B Proactively switched
C2D (578) 68
34

E (225)

|
|
w I
(<2}
~
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EXPERIENCE OF SWITCHING IN OTHER UTILITIES

The following three charts illustrate the main vilyvhich customers have switched in the gas,
electricity, and telecommunications markets inghst five years.

Chart 5.4: How did you switch your...?

Gas supplier (955) Electricity supplier (1056)
% %
Sales rep on doorstep 31 Sales rep on doorstep 29
Internet comparison site 26 Internet comparison site 25
Contacting new company 20 Contacting new company 29
directly directly
Sales rep phoning 11 Sales rep phoning 10
Sales rep in public venue 4 Sales rep in public venue [l 5

Telephone landline supplier (801)

%

Contacting new company

directly 40
Internet comparison site 18
Sales rep phoning 12
Sales rep on doorstep 11

Sales rep in public venue 6

In the gas and electricity markets three in te®4B0f switchers have done so through doorstep
selling, however only 11% of all respondents say they think it would be appropriate for
companies or sales reps from water and seweragparoes to contact them directly by
knocking at their door.

Overall, among the 71% who have switched in thefias years 41% have switched pro-

actively (i.e. through comparison site or contagttompany directly). The remaining 30%
have only switched reactively (typically througsaes rep phoning or knocking at their door).
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Respondents were askdirbadly speaking, do you think introducing compatitn to the gas
and electricity industry has been good for cust@nbad for customers, or has it made no
difference?.”Overall, nearly half of respondents (48%) thinkt tt@mpetition in the gas and
electricity market has been good for customers, t8fk that it has been bad for customers
and 34% think that it has been neither good nor bad

Respondents aged 18-34 are most positive aboutetdiap in these industries (62% say it has
been good for customers, compared with 44% of thgse 35+).

Those who have switched supplier in the last 5syaeg also more likely to be positive (53%
say it has been good for customers, compared \Bith & those who have not switched any
utility).

From the qualitative research there were alsoriiifeviews on the success of competition in
other utilities sectors, from those who thought ttampetition had caused too much hassle and
confusion to those who thought that competition essential in the utilities sector.

“It's just totally confusing, what about the oldgeneration? Where it used
to be just two or three different companies nowetsdike, | don’t know,
10, 20, 30, 50, 100. It just seems ridiculoustlatlse changes, it's so
complicated isn’t it? Nobody knows who’s getting tiest deal...it's a
minefield, isn’'t it? Because you get to the stapern® you think “god, this
has just taken up my life”
(Male, South East, 18-39)

“I mean, if you look at British Gas, | mean lookvintheir prices were so
high and they were ripping everybody off....Youwrea® option to go around
and shop about really”
(Male, Midlands, 40-59)

41



COMPETITION IN THE WATER AND SEWERAGE INDUSTRY

6 ATTITUDINAL SEGMENTS

I n the focus group we found people were split:-

* on the principle of whether competition in the watelustry would be a good thing
* and on whether they would themselves want to switch

Naturally, there was a correlation between theseaspects with those who were pro-
competition more likely to expect to switch supptieemselves than those who were opposed.

Within those who were pro-competition and pro-shiitg we found those who embraced the
idea of competition enthusiastically. Those wéecHAdvocates!

They argued that competition was good for the itrguend for consumers and that they should
take advantage of competition to pay less. The=e likely to be ‘Early Adopters’ in terms of
switching behaviour.

Following behind them were a group of similar midé®nsumers who were not quite as
convinced of the benefits of competition but weik generally supportive and thought they
might switch. These we calleé@pen-minded’

In contrast, a sizeable number of group participarere highly sceptical about the benefits of
competition and unlikely to switch.

‘Traditionalists’ were more likely to argue that there were no paldicproblems with the status
quo and that things were going well at the momdittey were sceptical as to the benefits of
competition and switching.

‘Worriers’ held similar attitudes but were concerned thatgetition might introduce problems
for consumers and that things might go wrong fenthf they themselves tried to switch.

Among younger focus group participants we iderdifefifth group who we calleritics’.

These individuals were opposed to the principlearhpetition seeing it as an unnecessary and
unwelcome complication. However, they also thought if there was potential to save money
by switching they would make the effort to check different options and to switch if
necessary. They just did not like feeling theyudtianake this effort.

In our groups we did not find people who assertedibaneously:-

* that they were clearly in favour of competitiortive water and sewerage industry
* but that they were unlikely to switch themselves.

However, we observed when presenting the resultseofjualitative research that in a larger
sample we WOULD expect to find people holding badws simultaneously.
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There were also people who were initially uncertsno whether or not competition would be
a good thing and whether or not they would switahfbllowing an hour’s discussion focus
group participants held some views, even if teméati

The segmentation shown below was based on quaditedsearch where we spoke to 48 focus

group participants.

COMPETITION

a

In favour

Traditionalists

Against ! R

Unlikely Likely
LIKELIHOOD OF SWITCHING

———————————————————————————————— ﬂi———————— Open-minded )-------

There was a strong correlation between whetherlpewgre supportive of competition and
whether they themselves expected to switch.

At the quantitative stage we found similar groupd we characterised them as follows:-

e Advocates who were in favour of competitionthe water industry and who thought they
were_very likely to switchthemselves

* Open-minded who were also in favour of competitamid who declared themselves fairly
likely to switch

These two groups comprised 32% of the sample
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We found opponents to competition who were unlikelgwitch. Rather than split them by
reasons (which emerged more strongly in qualitatia® quantitative research) we grouped
together all those who were opposed to competaiND unlikely to switch. They accounted
for 26% of interviewees.

In the quantitative research we did find, as exgadhat there were supporters of competition
who nevertheless did not anticipate switching thedaes. This was a sizeable grouping
accounting for 19% of interviews.

There was also a small minority who were agairstdiea of competition, but if it were
introduced say that they would be likely to swit€here accounted for 3% of all respondents.

Additionally, 20% of respondents either:-

* did not agree or disagree that competition woulddied for the water and sewerage industry
and/or

* did not know whether or not they were likely to wlithemselves.

These five groups were presented diagrammaticdignathe initial quantitative findings were
presented:

COMPETITION
A

In favour .

26%

Against

>

Unlikely Likely
LIKELIHOOD OF SWITCHING

We developed demographic and attitudinal profiliedifberent customer groups and in doing so
found as in the qualitative research that we cspld the 32% supportive of competition into:-

* ‘Advocates’ (in favour of competition and very lliggo switch)

and
* ‘Open-minded’ (in favour of competition and faitligely to switch).
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Advocates represented 14% and ‘Open-minded’ 1988l oéspondents.

The 20% who were uncertain did not have a veryrdeanographic or attitudinal profile,
because this was a diverse group including peojttedifferent attitudes.

Rather than treat them as a separate group we therakest solution was to assume that:-

* if someone was undecided about competition neédgezeing nor disagreeing that it was a
good thing we would place them in the negative greith those disagreeing that it was a
good thing

* if someone answered ‘don’t know’ when asked thké&lihood to switch they were assumed
to be unlikely to switch.

By moving the 20% of respondents who were undedidi@edthese groups, the overall profile of
the groups did not change, as demographicallyuditially and behaviourally these groups
continued to share the same characteristics.

The most successful customer segmentation wadtohetgased on the following 5-way
division.

COMPETITION
In favour §
! Advocates
| 14%
Impartial
supporters !
25% E Open-minded
| 19%
Antis :
38% |
E Reluctant
! switchers
5%
Against : .
Unlikely Likely
LIKELIHOOD OF SWITCHING
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In summary

* Advocates tend to be younger adults who are willlnmake a little effort to save money
and with
— positive experiences of switching in other markets

— high water and sewerage bills and optimistic exqtemts of what they might save
through switching water and sewerage company

* Open-minded have a similar demographic and attialgrofile but are not quite as
convinced of the merits of competition and switchin

* Reluctant switchers tend to be in families. Theywilling to make the effort to switch to
save money but they don’t agree with the princgfleompetition and despite switching in
the energy market, they do not think competitiothizt market has benefited customers.

Impartial supporters are often single people wéloly average bills. They support the principle
of competition but do not expect to save a lot ohey themselves and are not keen on
switching.

Antis tend to be older adults, with limited recerperience of switching in other markets.
They do not want the hassle and are not interaésteldlanging water and sewerage suppliers.

The charts below contrast the demographic profifdbe five sub-groups and show how

Advocates and Open-minded are younger than averagis are older than average. Reluctant

switchers are more likely than others to be in f@®i Impartial supporters are more likely to be
one person households and least likely to be famili

Chart 6.1: Comparison of segments

Open- Reluctant  Impartial

Total  Advocates minded  switchers supporters ~ ANTIS

WEIGHTED BASE (1960 (281 386) 94 (440) (78)

% %

m Under 35 . I I .

35-44
45-60
61+

(Note: Those who refused to give their age have been excluded from this chart)
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Chart 6.2: Household Type

Family

Others/refuse

Total Advocates
WEIGHTED BASE 1960) 281)

B One person .
household
Couple

Open- Reluctant
minded  switchers supporters

(386)

(94) 460)

Impartial

ANTIS
(779)

Table 6.3: Other key statistics
Total

Have a water meter 39%

Rent home 30%
Social Grade ‘E’ 14%
Non-white 5%
Average annual £366

water/sewerage bill
Dissatisfied with 15%
value for money of
water/sewerage

service

Disagree 25%
water/sewerage

charges are

affordable

Disagree with 7%
accuracy/clarity of

bills

Dissatisfied with 7%
info/advice from
water/sewerage

company

Dissatisfied with 5%
service from
water/sewerage

company

Advocates
36%
27%
9%
7%
£444

38%

48%

15%

17%

14%

Open-
minded
38%
31%
10%
4%
£359

20%

31%

13%

7%

9%

Reluctant
switcher

37%
43%
12%
16%
£390

23%

40%

8%

16%

10%

Impartial
supporters

44%
33%
17%
6%
£340

9%

19%

1%

3%

2%
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39%
27%
16%
3%
£352

8%

17%

4%

5%

3%
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The blue shading shows were a segment is morg likah average to have this particular
characteristic or has a higher mean value tharmrsathe

Average expected
saving through
switching

Likely to switch to
save £100

Likely to switch to
save £50

Likely to switch to
save £20

Regard telephone
contact from sales
reps as appropriate
Regard door
knocking from
sales reps as
appropriate

Have switched gas
supplier in past five
years

Have switched
electricity supplier
in past five years
Have switched
telephone landline
supplier in last five
years

Believe
competition in
energy industry has
been good for
customers

Expect competition
in water and
sewerage industry
to be good for
consumers

Think competition
will be good even if
some may end up
paying more

Total

£57

77%

53%

18%

22%

11%

48%

53%

40%

48%

54%

30%

Advocates

£75

96%

83%

44%

34%

24%

66%

71%

55%

74%

91%

54%

Open-
minded
£56

98%
76%
31%

25%

14%

56%

61%

45%

63%

84%

46%

Reluctant
switcher
£81

98%

71%

31%

19%

13%

65%

64%

54%

36%

39%

23%

Impartial
supporters
£52

17%
49%
11%

23%

10%

41%

47%

36%

61%

67%

36%

48

Antis

£49

57%

30%

6%

15%

5%

40%

45%

33%

23%

18%

10%
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/ CONCLUSIONS

aving seen how competition has worked in other etarlwhere there was previously a

single supplier, just over half of bill paying atkuére in favour of the principle of

competition in the water and sewerage industrypResupport competition both
philosophically and more importantly because thqyeet it to result in lower prices, with
people typically expecting to save 10-20% on thairent water and sewerage bills. Levels of
dissatisfaction with current service are too lowtfas to be a major motivator to switch.

The under 35’s are especially likely to agree whita principle of switching and say that they
would be likely to switch companies. This may bedese younger customers have grown up
with competitive markets as the norm and are meegl tio switching in other utilities.

Only 4% of the total sample say they want to switehause of dissatisfaction with the service
provided by their current supplier — however, iagtrin switching is higher in areas where
customers are less happy with their suppliers.

Overall interest in switching is influenced by:-

» size of current bill

e size of expected savings

* how confident people are that they would make ggvin

* age and social grade (older E’s being less likelsvtitch than young ABCIC2Ds)

* whether support the idea of competition

» whether had positive experiences/views of switchingther markets, such as energy.

Likely switchers would like to compare prices otemmet comparison sites. If this proves to be
the main method of finding new suppliers then shwitg is likely to be much lower among
older, less well-off adults than younger, moreuafit internet-savvy customers.

While the lower social grades are more likely tp et their water bills are not affordable,
they may need the stimulus of door-to-door salps iethey are to switch in large numbers.

In terms of the number likely to switch water aregverage company much will depend
ultimately on:-

» the level of potential savings — whilst just oveiftsay they would be likely to switch to

save £50 a year, far fewer say they would beyikelswitch for savings of £20 a year
* the method of selling/switching.
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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
APPENDIX A — SAMPLE PROFILE

SAMPLE PROFILE

Total

Region

Anglian Water
United Utilities Water
Northumbrian Water
Severn Trent Water
South West Water
Southern Water
Thames Water
Wessex Water
Yorkshire Water
Dwr Cymru Welsh
Water

Age
18-34
35-44
45-60
61-74
75+

Gender
Male
Female

Household
composition

One person household
Two person household
One parent family
Two parent family
Other/ref

Meter use
Meter users
Non users

Unweighted
N %
2000 100
202 10
202 10
204 10
193 10
201 10
195 10
203 10
194 10
203 10
203 10
284 14
455 23
617 31
459 23
178 9
870 44
1130 56
482 24
596 30
130 6
716 36
76 4
791 39
1199 60

Weighted

N
2000

240
260
100
320
60
160
460
100
180
120

360
420
580
427
173

851
1149

600
540
180
540
140

788
1199

%
100

18
21
29
21

43
57

30
27

27

39
60
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Unweighted Weighted

N % N %
Total 2000 100 2000 100
Ethnicity
White British 1832 92 1769 89
Other 115 5 153 7
Refused 53 3 78 4
Disability or long-term
health problem
Yes 297 15 324 16
No 1648 82 1586 79
Refused 55 3 90 5
Tenure
Owner 1610 81 1344 67
occupied/leaseholder
Private rental 150 7 230 12
Social renter 183 9 346 17
Don’t know/ref 57 3 80 4
Social Grade
AB 531 27 468 23
Ci1 537 27 527 26
C2D 578 29 559 28
E 225 11 278 14
Refused 129 6 168 9
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APPENDIX B — FURTHER STATISTICAL DETAILS OF GROUPS

FURTHER STATISTICAL DETAILS OF GROUPS

ADVOCATES
Opinions/Experience of Water/Sewerage Industry

Their bills are well above average £444 v £366dtal sample

They believe they receive a lower level of valuerfmney than average
— 38% dissatisfied compared to an average of 15%

They are less likely to think that their bills akordable
— 48% disagree their bills are affordable compareaitaverage of 25%

They are overall less satisfied with the servicéhefr supplier
— 14% dissatisfied compared to an average of 5%

They believe they will save more by switching
— 19% believing they will save more than £100 comgacel1% average

Average savings expected are £75 versus £57 fardample

They are the most easily persuaded to switch wigmtial reward
— 44% willing to switch with the lowest financial rend £20 compared to an average of
18% for the total sample

They are least adverse to being contacted by sgpssknocking at their door
— 24% said it would be appropriate compared to 11%\watage

They are more likely to think that competition hetwater industry is a good thing
— 91% in favour compared to an average of 54%

They are more likely to think that competition wbllle a good idea even if some people
may end up paying more
— 54% in favour compared to an average of 30%

Reasons for not switching

When asked what might put them off from switchingtev company they are more likely than
others to say ‘may be poorer service’ or ‘may rgisees after switching’ and less likely to say
‘too much hassle’ or ‘not interested’

Experience/Views of other industries
They are more likely to have switched their gascteicity and telephone suppliers

— 66% have changed gas compared to 48% for thedanaple
— 71% have changed electric compared to 53%
— 55% have changed telephone compared to 40%

* They are more likely to agree that competitionhi@ é€nergy industry is a good thing for

consumers
— 74% approve compared to a 48% for the total sample

Demographics
* They are likely to be younger

— 51% under the age of 45 compared to an averag@dfuhder 45
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OPEN MINDED

Opinions/experience of water/sewerage industry
* Their average bills of £359 are in line with nabaverage

* They are less satisfied with their value for monegnpared to the average
— 20% dissatisfied compared to 15% average

* They are less likely to consider water/sewerageepraffordable
— 31% compared to 25% average

* They are less satisfied with the service from teapplier than average
— 9% dissatisfied compared to an average of 5%

* They are average in terms of their expected savhrgsigh switching

* They are relatively easily persuaded to switch \iiitancial reward
— 31% willing to switch with the lowest financial rewd of £20 compared to an average
of 18% in the total sample

* They are slightly less adverse to being contacyephione or in person
— 14% regard sales rep visit as acceptable versusof tain sample

* They are more likely to think that competition retwater industry is a good thing
— 84% in favour compared to an average of 54%

* They are more likely to think that competition wable a good idea even if some people
may end up paying more
— 46% in favour compared to an average of 30%

Reasons for not switching
When asked what might put them off switching, imelwith the total sample, their most
common response was ‘too much hassle’.

Experience/view of other industries

* They are more likely to have switched their gascieic and telephone suppliers
— 56% switched their gas compared to 48% in the sataiple

— 61% switched their electric compared to 53% average
— 45% switched their telephone line compared to a 40&6age

* They are more likely to feel competition in the |eindustry is good for consumers
— 63% think it's good compared to an average of 48%

Demographics
* They are likely to be younger
— 52% under 45 compared to 39% in total sample
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RELUCTANT SWITCHERS

Opinions/experiences of water/sewerage industry
* Their average bills of £390 are slightly higherrthrationally (£366)

* They are less satisfied with their value for monegnpared to the average
— 23% dissatisfied compared to 15% average

* They are less likely to consider the prices affbtda
— 40% compared to 25% for total sample

* They are less satisfied with the service from teapplier than average
— 10% dissatisfied compared to an average of 5%

* They believe they will save more by switching
— 22% believing they will save over £100 through shilhg compared to 11% for the total
sample

— Average expected savings are £81 versus £57 frdaiple

* They are relatively easily persuaded to switch \iiitancial reward
— 31% willing to switch for the lowest financial revdaof £20 compared to an average of
18% in total sample

— They are average in terms of the acceptabilithefrt being contacted by sales reps

* They are less likely to think that competition e twater industry would be a good thing
— 39% in favour compared to an average of 54%

* They are less likely to think that competition ig@od idea even if some people end up
paying more
— 23% in favour of switching regardless comparedi@aweerage of 30%

Reasons for not switching

When asked what might put them off switching watgoplier they are more likely than others
to say ‘may be poorer service’, ‘may raise pricksrawitching’ or ‘savings not good enough’.
They are less likely to say ‘too much hassle’ at ‘imterested’

Experience/views of other industries

* They are more likely to have switched their gascteic and telephone line
— 65% switched their gas compared to a 48% average

— 64% switched their electric compared to a 53% ayeera

— 54% switched their telephone line compared to a 40&tage

* They are less likely to feel competition in the gyeindustry has been good for consumer
— 36% think its good compared to an average of 48%

Demographics

* They are likely to be younger
— 49% under the age of 45 compared to an averag@lefuhder 45

* They are more likely to be families with children
— 59% versus 37% for total sample
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APPENDIX B — FURTHER STATISTICAL DETAILS OF GROUPS

IMPARTIAL SUPPORTERS

Opinions/experiences of water/sewerage industry
* Their average bills of £340 are a little lower ttiaa total sample (£366)

* They are more satisfied with their value for mogeynpared to the average
— 9% dissatisfied compared to 15% average

* They are more likely to consider the prices affbida
— 19% think they are NOT affordable compared to 25%rage

* They are more satisfied with the service from tisapplier than average
— 2% dissatisfied compared to an average of 5%

* They believe they will save slightly less by switdn
— only 9% expect to save more that £100 compared b fbr total sample

— average savings expected are £52 versus £57 &stonple

* They are less likely than average to be persuadeditch with financial reward
— 11% willing to switch with the lowest financial rewd of £20 compared to an average
of 18% willing to switch

* They are average in terms of their likelihood afegating telephone or door-to-door contact
from sales reps

* They are more likely to think that competition retwater industry would be a good thing
— 67% in favour compared to an average of 54%

* They are more likely to think that competition wable a good idea even if some people
may end up paying more
— 36% in favour compared to an average of 30%

Reasons for not switching
When asked what might put them off switching, melwith the total sample, their most
common response was ‘too much hassle’.

Experience/view of other industries

* They are less likely to have switched their gascteic and telephone suppliers
— 41% switched their gas compared to an average%f 48
— 47% switched their electric compared to 53%

— 36% switched their telephone line compared to 40%

* They are more likely to feel competition in the Eyeindustry has been good for consumers
— 61% think it's good compared to an average of 48%

Demographics
* They are likely to be older
— 34% under the age of 45 compared to an averag@lefuhder 45
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APPENDIX B — FURTHER STATISTICAL DETAILS OF GROUPS

ANTIS

Opinions/experiences of water/sewerage industry

* They are more satisfied with their value for moneynpared to the average
— 8% dissatisfied compared to 15% average

They are more likely to consider the prices affbida
— 17% think they are NOT affordable compared to 25%&weerage

* They are more satisfied with the service from tkejplier than average
— 3% dissatisfied compared to an average of 5%

* They believe they will save less by switching
— Average expected savings are £49 compared to £36téd sample

* They are the least easily persuaded to switch fiméncial reward
— 6% willing to switch with the lowest financial revsaof £20 compared to an average of
18% willing to switch

* They are less likely to approve of being contatigghone or in person
— 83% would reject either form of contact compared48&6 for total sample

* They are much less likely to think that competitiothe water industry would be a good
thing
— 18% in favour compared to an average of 54%

* They are much less likely to think that competitwould be a good idea if some people may
end up paying more
— 10% in favour compared to an average of 30%

Reasons for not switching
The main things that would put them off switchingter supplier are ‘too much hassle’ and
‘not interested’

Experience/views of other industries

* They are less likely to have switched their gascteic and telephone suppliers
— 40% switched their gas compared to 48% on average

— 45% switched their electric compared to 53%
— 33% switched their telephone line compared to 40%

* They are much less likely to feel competition witkine energy industry has benefitted
consumers
— 23% think it's good compared to an average of 48%

Demographics
* They are likely to be older
— 30% under the age of 45 compared to an averag@dfuhder 45
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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
APPENDIX C — THE QUESTIONNAIRE

FDS

FDS International Ltd

Hill House, Highgate Hill Cil|{CcC2| C3|C4|C5|C6| C7
London N19 5NA 7 5 0 8
Tel: 020 7272 7766 Fax: 020 7272 4468

OFWAT AND CCWATER — RESEARCH INTO HOUSEHOLD CUSTOME RS’ VIEWS
ON COMPETITION — FINAL

INTRODUCTION

Good morning/afternoon. My name is ... and | am oglfrom FDS International. We are
conducting a survey about water and sewerage ssroit behalf of Ofwat (the economic
regulator of the industry) and CCWater (the consunoely for the industry).

The survey should take approximately 15 minutestasdbeen developed to understand your
views on the water and sewerage industry in EngsantblWales.

READ OUT IF NECESSARY

Ofwat is the Water Services Regulation Authoritg @the economic regulator of the water
and sewerage industry in England and Wales. Ofsvagsponsible for making sure that the
regulated water and sewerage companies in EnglashtiVales give you a good-quality,
efficient service at a fair price.

The Consumer Council for Water represents consuaretcustomers of the water and
sewerage companies in England and Wales. It prexadice for water and sewerage
consumers and wants consumers to get high standiBsédsvice and good value for money.

We would like you to give your honest opinions lais ts completely confidential and we can
assure you that our discussion will be undertaketeustrict market research codes of conduct.

If you would like to make an appointment pleaseiselwhen a suitable time to call back would
be.

Firstly I would like to ask you some questions toresure that this survey is
relevant to you:

QA. Are you the water and sewerage bill payer iarymousehold?
SINGLE CODE

Yes, sole responsibility
Yes, joint responsibility
No
Don’t know

(<o)
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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
APPENDIX C — THE QUESTIONNAIRE

INTERVIEWER NOTE: If no/don’t know at QA ask if theis somebody else in the househ

who is the bill payer. If yes, interview that parsdf no, thank and close

bld

QB Do you or any member of your family work READ OUT

The water industry i.e. work for a water company 1
Environmental services 2 Thank
Marketing 3 and
Advertising 4 close
Journalism 5
e _Market Research| _| 6 |
None of the above 7 QC
QC Does your household have a water meter? SINGRBE
Yes 1
No 2
Don’t know 99
QD Who is your water company? (This may be the ampvhich deals
with your sewerage t00.3INGLE CODE — PROMPT WITH
HIGHLIGHTED COMPANIES IF NECESSARY
Anglian Water Services Ltd 1
Dwr Cymru Cyfyngedig (Welsh Water) 2
Northumbrian Water Ltd 3
Severn Trent Water Ltd 4
South West Water Ltd 5
Southern Water Services Ltd 6 Q1
Thames Water Utilities Ltd 7
United Utilities Water Plc (North West Water) 8
Wessex Water Services Ltd 9
_____________ Yorkshire Water Services Ltd | _ 10 | ______
Water only companies Bournemouth & West Hampshire Water Plci, 11
Bristol Water Plc 12
Cambridge Water Company Plc| 13
Cholderton & District Water Company Ltd | 14
Dee Valley Water Plc 15
Essex & Suffolk Water 16
Folkestone & Dover Water Services Ltd| 17
Hartlepool Water Plc 18
Portsmouth Water Plc 19
Mid Kent Water Plc 20
South East Water Plc 21 QE
South Staffordshire Water Plc | 22
Sutton & East Surrey Water Plc| 23
Tendring Hundred Water Services Ltd| 24
Three Valleys Water Plc 25
Private wasepply 26 | CLOSE
Don’t know 99 ﬁ;”sponde
nts to
check and
arrange
call back
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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
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Col Route
IF CODE 11-25 AT QD, ASK QE. ALL OTHERS GO TO Q1
QE And who is your sewerage company?
ADD IF NECESSARY, THE BILL FROM YOUR WATER
COMPANY MAY ALSO SAY WHO PROVIDES YOUR SEWERAGE
SERVICES.SINGLE CODE — PROMPT WITH HIGHLIGHTED
COMPANIES IF NECESSARY
Water and Sewerage Companies
Anglian Water Services Ltd 1
Dwr Cymru Cyfyngedig (Welsh Water) 2
Northumbrian Water Ltd 3
Severn Trent Water Ltd 4
South West Water Ltd 5
Southern Water Services Ltd| 6
Thames Water Utilities Ltd 7
United Utilities Water Plc 8
Wessex Water Services Ltd] 9
Yorkshire Water Services Ltd| 10
______________________________ Dontknow_ | 11 | ______|
N/A 99 | CLOSE
SECTION A - SATISFACTION WITH WATER AND SEWERAGE SERVICE Col
ASK ALL
Q1 Can you tell me approximately, how much yoatex and sewerage bil
is each year, or month...? ASK RESPONDENT TO LOOKRILL IF
NECESSARY.WRITE IN AMOUNT EITHER PER YEAR OR
PER MONTH
Per year (specify) 1
Per month (specify and check whether paid over @@ths or other) 2
Don’t know 99
Q2 How satisfied or dissatisfied are you with tladue for money from the
water and sewerage serviéegour areaBINGLE CODE
Very satisfied 1
Fairly satisfied 2
Neither satisfied nor dissatisfied 3
Fairly dissatisfied 4
Very dissatisfied 5
Don’t know 99
Q3 How much do you agree or disagree that the veagisewerage charges
that you pay are affordable to yp8INGLE CODE
Strongly agree 1
Tend to agree 2
Neither agree nor disagree| 3
Tend to disagree 4
Strongly disagree 5
Don’t know 99
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Col

Route

Q4 How satisfied are you with the following aspeaftyour water
supply:READ OUT EACH STATEMENT & SINGLE CODE

Scale: 1= very satisfied, 2= Fairly satisfied, 3¢either satisfied nor
dissatisfied, 4=Fairly dissatisfied, 5= very dissdied, 6= don’t know
7=not applicable.

Water quality (eg taste & appearanc

The safety of your drinking watef

The reliability of your water supply

Ease and quality of contact when you get in tamuith your supplier
Accuracy and clarity of bills

Removal of waste water (sewerage servic

Information and advice received from your wateld aawerage compan

D
~—

<

~NOoO o WNPRE

Q5 Overall, how satisfied or dissatisfied are yathwihe service you receive
from your water and sewerage company?

Very satisfied

Don’t know

ASK ALL SATISFIED/DISSATISFIEDAT Q5
Q6 Why do you say that you are [satisfied/dissatigfwith the service?
PROBE FULLY & WRITE IN

Open (specify)

Don’t know

99
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APPENDIX C — THE QUESTIONNAIRE

SECTION B - COMPETITION Col Route
READ OUT: | am now going to ask some questionstirggeto competition in
the water and sewerage industry. Competition intaeer and sewerage
industry would mean customers could choose th@iplger (i.e. the company
that charges them for water and sewerage senboésot change the actual
water they receive.)
Q7 To what extent do you agree or disagree wihptinciple of introducing
competition in the water and sewerage industry?
Strongly agree 1 Q7a
___________________________________ Tendtoagree | 2 |
eeooooooo_____Neither agree disagree__| __ 3 ]! Q8 __
Tend to disagree 4 Q7b
eeoo.__..__.Strongly disagree | 5 |
Don’t know 99 Q8
ASK ALL WHO AGREE(CODED 1 OR 2) AT Q7
Q7a Why do you say that you agrég®@ NOT READ OUT.
Will give customers choice 1
Will lead to lower prices 2
Will lead to better service 3
Will mean better companies win customers, poorerganies lose them 4
Other (specify) 5
Don’t know 99
ASK ALL WHO DISAGREE (CODED 4 OR 5) AT Q7
Q7b Why do you say that you disagré®® NOT READ OUT.
MULTICODE
Over complicating the market 1
Create lack of trust in water/sewerage companies 2
Currently works well 3
Regulator/ombudsman should regulate industry 4
Hasn’t worked well in other industries 5
Would eventually increase prices rather than redoes 6
Used to existing supplier 7
Cant see any advantages| 8
Other (specify) 9
Don’t know 99
ASK ALL
Q8 If you were given the opportunity, how likely gou think you would
be to switch your water and sewerage company?
Very likely 1
Fairly likely 2
Not very likely 3
Not at all likely 4
Don’'t know 99
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Col Route
ASK ALL CODED 1 - 4 AT Q8. OTHERS GO TO Q10
Q9 Why do you say you are [likely/unlikely] to clggnyour water and/or
sewerage company?
PROBE FULLY & WRITE IN
Please specify| 1
Don’t know 99
ASK ALL
Q10 What do you think would motivate you to chagger water/sewerage
companyPROMPT Are there any other services/options that you would
like to see being provided by suppliers if compatitwas introducedRO
NOT READ OUT. MULTICODE. PROBE FOR REASONS OTHER
THAN LOWER BILLS. ( INTERVIEWER INSTRUCTION: If better
guality water mentioned code but explain water isesewould not change)
Better quality water 1
Better/more reliable supply 2
Easier/better contact with water/sewerage company 3
Better drainage/sewerage services 4
Clearer/more accurate bills 5
Online billing 6
More billing/tariff options 7
Advice/information from company 8
Lower prices /discounts 9
Price guarantees 10
No standing charge 11
If I knew | could go back if things didn’t work out 12
Other (Specify) 13
Nothing 14
Don’t know 99
Q11 What would put you off switching your water sordsewerage
company™DO NOT READ OUT. MULTICODE
Too much hassle 1
Not enough time to sort it out 2
Lack of information 3
Don’t know any other suppliers 4
Don’t want reps visiting/ringing me 5
Might be stuck in a contract/unable to switch back 6
Savings not good enough 7
Concern that things could go wrong DURING switching 8
May raise prices after switched 9
May be poorer service 10
If I had to have a water meter fitted| 11
Just not interested in switching| 12
Other (specify) 13
Nothing 14
Don’t know 99
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Col Route
Q12 In relation to your current bill, how muchaifiything, would you expect
to save in a year as a result of switching yourewanhd sewerage
companyDO NOT READ OUT
Nothing 1
£1-20 2
£21-£50 3
£51- £100 4
£100-£150 5
£151+ 6
Don’t know 99
Q13 How likely would you be to switch if you coudetpect to save
Scale: 1=very likely, 2=fairly likely, 3=not verykely, 4=not at all
likely, 5=don’t know
ORDER WILL BE REVERSED FROM A-C AND C-A....
a) £20 a year on your bill as a result of switching
b) £50 a year as a result of switching
c) £100 a year as a result of switching
ASK IF LIKELY (CODE 1 OR 2 AT Q8)
Q14 Where would you look (or go) for informationoaib changing your
supplier?DO NOT READ OUT. PROMPT IF NECESSARY
Internet comparison sites 1
Word of mouth 2
Directly from companies themselves| 3
Media 4
Regulators/watchdogs 5
Would not want to find out about options 6
Other (specify) 7
Don’t know 99
ASK ALL
Q15 Do you think it would be appropriate if comjges or sales reps
contacted you directly by telephone or knockingair door?
Appropriate - by telephone 1
Appropriate - knocking at door 2
Both not appropriate 3
Don’t know 4
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Col

Route

READ OUT: For household customers, competitiorhm water and
sewerage industry would mean being able to choosewater and sewerage
supplier, similar to how you can choose your geestecity and telephone
providers

Q16 Inthe past 5 years have you switche#AD OUT EACH SERVICE
& SINGLE CODE (Interviewer note: Do not include any change
respondents made accidentally e.g. moving to ahmme where there
was a different supplier)

Code: 1=yes, 2= no, 3= Don’t know
a) your gas supplier
b) your electricity supplier
c) your telephone landline supplie

-

FOR EACH CODED YES AT Q16 ASK

Q17 How did you switch your [insert utility from @-c]?PROMPT IF
NECESSARY. IF SWITCHED MORE THAN ONCE PROBE ON
MOST RECENT SWITCH

Internet comparison sitg 1
Sales rep phoning| 2
Sales rep on doorstep 3
Contacting new company directly 4
Sales rep in public venue (e.g., shopping cenaie/station) 5
Other (specify) 6
Don’t know 99
ASK ALL
Q18 Broadly speaking, do you think introducing @atition in to the gas
and electricity industry has been.READ OUT. SINGLE CODE
Good for customers| 1
Bad for customers| 2
Or neither good nor bad overall 3
Don’t know 4
Q19 And overall would you expect competition ie thater and sewerage
industry to be READ OUT. SINGLE CODE
Good for customers| 1
Bad for customers| 2
Or neither good nor bad 3
Don’t know 4
ASK ALL EXCEPT DON'T KNOW AT Q19
Q20 Why do you say thaPPROBE FULLY & WRITE IN
1
Please specify
99

Don’t know
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Col | Route
ASK ALL
Q21 Some people owe money to their water and/oessye supplier.
Should these customers be allowed to switch thatemor sewerage
company provided they repaid the debt at a lates2BNGLE CODE
Yes 1
No 2
Don’t know 99
Q22 If competition was introduced, some custometsdcexpect to save mone
but some may end up paying more. If this was tise @auld you think that
introducing competition overall would beREAD OUT. SINGLE CODE
Good for customers| 1
Bad for customers| 2
Or neither good nor bad 3
Don’t know 99
SECTION C —- DEMOGRAPHICS Col Route
ASK ALL
For all respondents:
Q23 Please record the gender of the resporid@niiOT ASK
Male 1
Female 2
Q24 Which of the following age groups do you falia?
READ OUT SINGLE CODE
18-24 1
25-34 2
35-44 3
45-60 4
61-74 5
75+ 6
Refused 7
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Col | Route
Q25 How would you describe your ethnic background?
DO NOT READ OUT SINGLE CODE
White: British 1
White: Irish 2
White: Any other White background 3
Mixed: White and Black Caribbean 4
Mixed: White and Black African 5
Mixed: White and Asian 6
Mixed: Any other Mixed background, 7
Asian or Asian British: Indian 8
Asian or Asian British: Pakistani 9
Asian or Asian British: Bangladeshi| 10
Asian or Asian British: Any other Asian background 11
Black or Black British: Caribbean | 12
Black or Black British: African 13
Black or Black British: Any other Black background 14
Chinese 15
Other 16
Refused 17
Q26 How would you describe the composition of yieousehold?
READ OUT SINGLE CODE
One person household 1
Married couple household 2

Married couple with dependent children (under (L6) 3

Married couple with non-dependent children only+)Lp

Cohabiting couple household
Cohabiting couple with dependent children (under|16

Cohabiting couple with non-dependent children qky+)

Lone parent household:

- with dependent children (under 16) 8
- with non-dependent children only (16r+) 9

other (specify) 10
Refused 99
Q27 Do you have any long-term illness, health probbr disability which
limits your daily activities or the work you can?o
Yes 1
No 2
Don’t know/refused 99
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Col | Route
Q28 What is the occupation of the main income eamgour household?
CLASSIFY ACCORDING TO FOLLOWING OCCUPATIONAL
GROUPINGS. SINGLE CODE
A — Very senior managerial positions (large orgations) and 1
professional occupations
B — Senior managerial; business owners. Middleagament in large 2
organisations
C1 - Small employers; junior management and atbarmanual 3
occupations
C2 — Skilled manual workers e.g. served appreships, special 4
qualifications or certificates
D — Semi skilled and unskilled workers 5
E — Casual workers; unemployed and otherwise ookivwg 6
Refused 99
Q29 What type of accommodation do you live in?
READ OUT SINGLE CODE Owner occupied 1
Private rental 2
Council tenant 3
Housing Association tenant 4
Leaseholder 5
Don’t know/refused 99
Q30 Would you say you live in an urban or rurab®8INGLE CODE
Urban 1
Rural 2
Suburban/semi rural 3
Don’t know 99

Thank you for sparing the time to take part

This survey was conducted on behalf of Ofwat and thConsumer Council for Water and is intended to atiw

them to better understand your views.

Should you wish to contact Ofwat you can call theron 0121 625 130@r visit their website at

www.ofwat.gov.uk

Should you wish to contact the Consumer Council fovVater you can call their national enquiries line @

0845 039 283r visit their website atwww.ccwater.org.uk

Should you want to contact the MRS (the Market BRedeSociety) to verify that FDS
International Ltd comply with the code of conduouycan call them on 0500 39 69 99.
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COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
APPENDIX D — DISCUSSION GUIDE

JN 7508

OFWAT AND CCWATER — RESEARCH INTO HOUSEHOLD
CUSTOMERS’ VIEWS ON COMPETITION

DISCUSSION GUIDE - FINAL

INTRODUCTION (5 MINS)

* Explain how discussion group works (no right/wramgwers, respecting other people’s
opinion etc)

* Permission to record, confidentiality

e Explain who FDS are and the role of Ofwat and CGat

Ofwat is the Water Services Regulation Authoritg &the economic regulator of the water
and sewerage industry in England and Wales. Ofsvagsponsible for making sure that the
regulated water and sewerage companies in EnglashtiVales give you a good-quality,
efficient service at a fair price.

The Consumer Council for Water represents consuaretcustomers of the water and
sewerage companies in England and Wales. It prexadmice for water and sewerage
consumers and wants consumers to get high standibsdsvice and good value for money.

* Introduce members of the group and ask for briekgeound e.g. work/family/area in
which they live and who their water and seweragmpber is.

VIEWS ON CURRENT WATER/SEWERAGE SERVICES (15 MINS)

* How would you describe the service currently preddy your water and/or sewerage
supplier?
— General attitudes
— Satisfied/dissatisfied and reasons why.

What could be done to improve satisfaction?
How easy/difficult do you find it to afford your wex and sewerage bill?

Do you feel the services provided by your water/angewerage company are value for
money?
- Reasons why

Other than paying your bill what sort of dealing$ any — have you had with your water
and/or sewerage company?
— Would you expect other water and/or sewerage compda be similar or different to
your own in this respect?
— Which, if any other water and sewerage companiee yau heard of?
— How does the contact you have with your water ansdaverage company compare
with your energy or fixed line telephone suppliprapbe on amount of contact and
experience of contact)
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PREVIOUS EXPERIENCE OF SWITCHING UTILITIES (20 MINS)
Explain that before we discuss in more detail issgerelated to participant’s water and
sewerage supplies we first want to briefly talk abat their experience of other utilities.

* Have you ever changed gas, electricity or teleceupplier?
—  Why/why not?
— Motivations/barriers?

For those who have switched:

— How often?

— How did you switch and why?

— How easy/difficult was this process?

— If through sales visit, do they think they woulddagaought another company
themselves? If so, how?

All participants:-

* What effect do you think competition in the enefggs and electricity) market has had
since introduced in 19987 What effect do they thifias had on the price they pay and
service they receive ?

— - Try to get participants to think back before catifon in energy and compare to
situation now

* What about competition in other industries e.gdeies, railways, bus services? Has this
been good or bad for customers?
- Why/why not?

INTEREST IN AND LIKELIHOOD OF SWITCHING WATER AND/O R SEWERAGE
SUPPLIER (30 MINS)
If you were dissatisfied with the service you re@egirom your water and/or sewerage company
or what you were paying what would you do?
— If participants say that there is nothing they abdb; probe on what customers should
be able to do in this situation?
— Is it right that customers should be stuck withghene company even if that company
has provided poor service?
— s it right that a company which provides poor seevand charges high prices is still
able to keep customers?

* Would you like the freedom to choose your water sexderage supplier?

* Have you actively sought any information about cetitjpn (the possibility of switching)
in the water and sewerage industry in the past?
- How?

* Would you consider switching water and/or sewemag®lier if you could?
—  Why/why not?
— Would you proactively seek out other suppliers? M/@uld you go for information?
— What would you look for from alternative suppliérs. track record/reputation)?
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* What do you think would be the advantages/disadgps of switching supplier?

— Would you expect other suppliers to give you tmeesar more or less choice of
tariff/billing options than your current suppliet?ow much of an issue is this?
— Reasons for these e.g. experience in other usilitie

* What would motivate you to switch?
— probe on price savings/level of service/reliabilifyservice/other motivating factors

(If quality of water mentioned - let participantsdw that the actual water they receive
would not change. But what if suppliers offeredewndtters/softeners? Would that
motivate them to switch?)

— what new services/options would they like/expectgreen tariffs, price guarantees,
fixed price deals, online billing
— What would be the most important/top 3 factor(s)

¢ How much, if anything, would you like to save?
— If consider switching, how much price saving waulativate you to switch?(how many
£ would you have to save to motivate you to swjtch?
— Would you switch if you knew you could save £28aa3/£30? £507...etc
— What other deals may tempt you to switch? E.g. bask offers

What do you think would be the barriers to switgffiwhat might hold you back from
switching suppliers?
— Top3
— e.g. what if, in order to change supplier, you hadhave a water meter fitted or switch
to a different payment method?

How would you expect to find an alternative supglig/ould you expect switching to be
easy? How long would you expect it to take?
— What is this view based on? What problems mighteypect? What
information/materials do you think you would needwitch? Where would you find
information?

How should people be informed they can switch watel/or sewerage supplier if
competition was introduced?
— How would you react to a salesperson knocking am goor and telling you about
their water or sewerage company and inviting ymswitch to them? Would you talk to
them? Why/why not? What would you want to know?

— What effect would it have if newspaper articlesfsitels recommended switching? What

if friends and family had saved money? What if peebpd bad experiences when
switching e.g. receiving bills from old and new sligrs?

Diii



COMPETITION IN THE WATER AND SEWERAGE INDUSTRY
APPENDIX D — DISCUSSION GUIDE

* What else, if anything could be done to encourag®le you to switch supplier?

* Do you think that people who are in arrears withirticurrent water and/or sewerage
company should be able to try and get a betteemiicservice by changing supplievehfy,
why not)

— What if they were in debt because of an error @pgért of their water and/or
sewerage company?

— If customers get themselves into debt should teetlbwed to switch to another
company? The outstanding debt would transfer tonéhve company but the switch may
help them save money - which will help to payhafdebt and possibly keep future bills
lower, or should they be made to pay their debfiist?

— What effect do you think it may have if water aemerage suppliers can be selective of
who they accept as customers?

GENERAL VIEWS ON COMPETITION IN THE MARKET (10 MINS)

* Do you think competition in the water and sewenageket would be a good or bad thing
for customers?
— Over time there could be less price and servicdityuagulation in the water and
sewerage industry if it was opened up to compaetitWhat effect do you think this
could have on the market?

What do you think could change if the market wasnga up?
— Looking for an indication that people might thimley can change the actual water they
receive

What would be the advantages/disadvantages of ditrapen the market?

— If people mention changing the actual water theyeinee, ask if their views would
change if they could NOT change the actual watey tleceived when they switched
supplier

Would you have any concerns about competition énntiarket?

What effect would you expect/want it to have onewand sewerage bill prices/levels of
service?

What if competition in the market led to (the pbdgy of) increased prices for some
customers?
— What if services improved as a result of competiigvhat services would you want to
see improved? (e.g. customer service, water supelyerage)
— Would you accept higher prices for improved sef¥ideso probe on how much, and at
what point the price change or % increase wouldolbee a barrier
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WRAP — UP (10 MINS)

* Overall, how likely do you think you would be toartge supplier in the future if you could?

Why/why not?

Likelihood of switching if given the opportunityigh/low.

Would they switch immediately if able to do so?

If participants would not switch, what would hawebe done to make them open to the
idea of switching?

What would be the key factor in changing your deci®

What do you think would be most important in enegimg/enabling people to change

water and/or sewerage supplier?

And what do you think would be the most importautbdr stopping people from changing

water and/or sewerage supplier?

e Sum up and close.
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