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Research aims and methodology

The voice for water consumers
Llais defnyddwyr dwr

CCW, the statutory consumer organisation which represents the interests of water and

sewerage customers in England and Wales, and Ofwat, the economic regulator of the water

and wastewater sectors in England and Wales, jointly commissioned this research to

understand and monitor people’s views of water and the water sector across a broad range of 0 f a t
measures including understanding, satisfaction, trust and engagement with services, and

environmental awareness and behaviours.

The research was conducted 4 — 18 December 2023. Savanta surveyed 2,399 adults 18+ via
an online survey. 2,095 respondents were based in England and 304 were based in Wales.
The sample was weighted to be nationally representative of adults in England and Wales by
gender, age (including gender and age interlocked), region, ethnicity and SEG.

Where results are compared to

. . . Wave 1, statistically significant
This report also draws comparisons to Wave 1 of the Customer Spotlight research conducted Yo

23 November — 14 December 2021, in which Savanta surveyed 2,951 adults aged 18+ via an ;:5;;2?55 E; ;n up or dowé1 *
online survey. 2,116 respondents were based in England and 507 respondents were based in arrow or box as below:
Wales. The sample was weighted to be nationally representative of adults in England and

Wales by gender, age, region, ethnicity and SEG. f

Please also note that due to rounding, answer options may not add up to a sum equal of
individual statements.
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Key Findings: Changes since Wave 1

There has been a fall in both satisfaction with water and wastewater services and trust in companies to
deliver on a range of activities since Wave 1:

Satisfaction Trust Environmental issues

Two in five (40%)

Six in ten (58%) report being satisfied agree that water providers are more Less than a quarter (23%) agree that
with the quality of water services interested in profits than providing a they trust water providers to do
received (vs. 65% in Wave 1) good service (vs. 33% in Wave 1) what’s right for the environment (vs.
31% in Wave 1)
Just under half (49%) report being Three in ten (31%) agree that they
satisfied with the quality provide a good service (vs. 30% in One in five (21%) agree that providers
of the wastewater and drainage 2021) act in the interests
services received of the environment (vs. 27%
(vs. 56% in Wave 1) One in five (22%) agree that their in Wave 1)

services offer value for money (vs.
20% in Wave 1)
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Customer Spotlight Wave 2: Key metrics

Respondents’ understanding
of the water industry

I know which company ®
provides water to my home 86%

I know which company
provides sewerage services to 71%
my home

I can change water company if
I'm not happy with the service | 25%
or cost

% agreeing with each statement (selecting strongly agree/agree)
Respondents’ trust in
their water provider

I trust them to fix a problem
quickly

I trust them to do what's right
for the environment

They act in the interest of
customers

% selecting 8-10/10

Respondents’ engagement
with household water bills

I checked to see how
much it was

I compared it to the
previous bill

I did not pay much
attention to it

Showing top three results, other responses were
selected by less than 10% of bill payers

Respondents’ priorities for their water
provider to focus on in the future

Provide clean, safe drinking
water

Prevent sewage entering
people's homes

Prevent sewage entering
rivers, streams, and the sea

Make sure there are no
water shortages

% believing each statement is an important future priority
for water companies (selecting 8-10/10)

Respondents’ satisfaction
with their water provider

‘ ‘ = Satisfied (8-10/10)

58% 49% Neutral (4-7/10)

= Dissatisfied (1-3/10)

Satisfaction with the
quality of water
services received

Satisfaction with the quality
of the wastewater and

drainage services received

Respondents’
environmental behaviours

Flush a wipe down the toilet

Do a halfload in the washing
machine

Pour cooking oil down the
kitchen sink
Do a half load in the
dishwasher

Flush a sanitary towel down
the toilet*

% doing this most of the time or every time

................................................................................................................................................................................................................................................................................................

5 *Only asked of respondents who identify as female aged 54 and under.



Understanding of the
water industry and its
services



A large majority say they know which company provides water to

their home, which has increased since Wave 1

Understanding of water industry 3% 2%
N~
company provides
R
3% 2%
2%
company provides
sewerage services
tomy home Wave2 3% o% |7 BIEA
1%
3%

ey Wave s oo wx [INEENEETE
company if I'm not
happy with the

service or cost Wave 2 e ew e [NESONNIEETE

2%

()

m Strongly agree = Agree = Neither agree nor disagree = Disagree = Strongly disagree = Don't know = Not applicable

NET:
Agree

83%

86%

70%

71%

26%

25%

Water bill payers are
more likely to
understand how water
companies operate.

This includes changing
water company, with
water bill payers more
likely than non-bill
payers to disagree that
they can change water
company (45% vs. 26%),
whilst non-water bill
payers are more likely to
say they don’t know
(21% vs. 15%).

................................................................................................................................................................................................................................................................................................

7 Q20. To what extent do you agree or disagree with the following statements. Base: All respondents (n=2,399) / Wave 1 (n=2,623)



Providing water, fixing leaks and repairing burst pipes continue
to be seen as water companies’ main responsibilities

Understanding of water companies’ responsibilities

Provide clean, safe water to the property e ggzﬁ Respondents are more llkely
0 than Wave 1 to correctly say
. 72%
Find and fix water leaks o .
I, 739 that water providers educate
Repair burst or damaged pipes in the neighbourhood _ ;g:? cuStomerS On how tO use leSS
(0]
519% water. However, they are less
Educate customers on how to use less water _ 54% likely to Say WateI' providers
Remove dirty wastewater from the property ] 50% remove dlI'ty wastewater from
the home.
(o)
Improve biodiversity in the water environment e.g., rivers ] 33450//0
(0]
Repair burst or damaged pipes or plumbing within the 20% Incorrectly Moreover, respondents are
property — attributed more likely to incorrectly say
Prevent rivers from flooding 2%% respon31b111tle§ of that water providers I'epair
I o water companies .
1% burst or damaged pipes or
Pay for damage caused by sewage flooding in the home ] plumbln g within th e prop erty.
1%
None of the above 1 1% Wave 1
. 5% -
Don't know W % Wave 2

................................................................................................................................................................................................................................................................................................

8 Q21. Which of the following services do you think water companies provide? Base: All respondents (n=2,399) / Wave 1 (n=2,623) Savanta



More respondents are contacting their water company than in Wave 1,
with those who are struggling financially driving this increase

Last time contacted water company

\
12% The increase in those contacting their
In the last 6 months . .
% sthi water company is largely driven by
13 Within

last vear - those who have borrowed money to
o o y o pay bills over the last 12 months (39%

In the last year 1270 28% vs. 24% vs. 32% in Wave 1) anfl thqse who

expect their financial situation to

S worsen in the next 12 months (32%
vS. 26% in Wave 1)

13%
In the last 3 years
Wave 1
19% .
More than 3 years ago = Wave 2 Those with a water meter are also
significantly more likely to have
contacted their water provider (34%)
44% compared to those without a water

I have never contacted my provider meter (21%)

42%

................................................................................................................................................................................................................................................................................................

9 Q27. When was the last time you contacted your water company, if at all? Base: All respondents (n=2,399) / Wave 1 (n=2,623) Savanta



Water bill payers are paying more attention to their bills than in Wave 1,
including checking and comparing it to previous bills, using it to reduce
water usage, and contacting their provider

Those who never struggle to pay

When you received your last household bills (27%) tend to be more likely
water bill what did you do? to report not paying attention to
their bill than those who do (22%),
Wave 1 ®Wave 2 but those in the C2DE socio-
o economic grades (28%) are also
52%547° more likely to say the same
compared to ABC1 (21%)
37%
34%
28%
24%
o 12%
97 7% 8% o [6% o
. 470 3% 47 2% 1% 2% 2%
] = il s
I checked to I compared I used the I submitteda Icontacted my  Ilooked for Other I did not pay Don't know
see how much it to the information in new meter provider about alternative much attention
it was previous bill  the bill to reduce reading the bill providers to it

my water usage

................................................................................................................................................................................................................................................................................................

10 Q25. When you received your last household water bill, which, if any, of the following did you do? Base: All water bill payers (n=1,945) / Wave 1 (n=2,086) Savanta



Respondents are more likely to remember seeing or hearing about
their water company across several channels compared to Wave 1,
including email, TV and social media

Channels through which respondents have seen or
heard from their water company in the last year

Wave1 mWave?2

35%
30%
0, . o (oo
27%r79% The 18-34 age group were significantly more
0, o .
25% likely to have seen or heard about their water
219 company through social media (15%), online
7% adverts (12%) or YouTube (11%)
11%
8%
7% 6% 5% _ _ - 6%
0, O, (o) 0,
4/0I 4 OI 4% 3% 4% 3% 4% 3%4/0 0% 470 3%3% 0 29 2%3% I
B o0 0 -0 "m "=
Letter / Email TV Social Online Radio YouTube Througha Printed Billboard/ Online Spotifyor  Other Don't know None of
leaflet media (e.g., advert friend, magazine/ outdoor articleor podcast these
Facebook, family = newspaper posters / blog
Instagram, member or poster on
Twitter colleague train, bus,
ete.) or tube
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Understanding of the water industry
and its services

Providing water, fixing leaks and repairing burst pipes are
most commonly attribute(a, as water companies’ responsill))ihties.
Respondents are more likely than in Wave 1 to correctly say that
water providers educate customers on how to use less water.
However, they are also more likely to incorrectly say that water
providers repair burst or damaged pipes or plumbing within the
property.

More respondents say they contacted their water provider
than in Wave 1, with those who are struggling financially driving
this increase.

This is likely linked to increases in the cost-of-living, with water
bill payers also now paying more attention to their bills than
in Wave 1.

* This includes checking and comparing their last bill to
previous bills, using their bill to reduce water usage, and
contacting their provider about their bill.

Respondents are more likely to recall hearing about their
water provider across several channels compared to Wave 1,
including email, TV and social media.

................................................................................................................................................................................................................................................................................................



Satisfaction

13 Savanta:



Satisfaction with both water and wastewater / drainage services has
decreased since Wave 1

Satisfaction with water / drainage services Satisfaction
0, o o

the quality
of water services

wastewater
and drainage

m Satisfied (8-10) © Neutral (4-7) ® Dissatisfied (1-3)

14 Q23. To what extent are you satisfied or dissatisfied with the following? Base: All respondents (n=2399) / Wave 1 (n=2,623) Savanta



Respondents are less likely to recommend their water
provider to a family or friend than other utility
providers, whose scores have all increased since Wave 1

Likelihood to recommend utility providers

Would
71% 75% 72% 75% 72% 75% 76% 80% | recommend
48% 9 49% 9 49% 9
51% 51% 51% 47% 519%
) 12% 12% 13% 12% . — 11% 12% 10%
5% 6% 6% 5% 6% 5% 5%
%
Wave1  Wave2 Wave1 Wave?2 Wave1 Wave 2 Wave1 Wave 2 Wave1 Wave 2 5%
Water provider Electricity provider Landline provider Gas provider Broadband provider
Don't know No, I would definitely not recommend No, I would probably not recommend
Yes, I would probably recommend Yes, I would definitely recommend

Q24. Would you recommend your provider for the services they provide to a family member or friend? Base: All respondents excl. NA S
(n=1790-2361) / Wave 1 (n=2,186-2,565) avanta




Satisfaction with water providers and
the services they provide

At an overall level, satisfaction with the quality of both
water and wastewater / drainage services has
decreased since Wave 1.

Similarly, bill payers are less likely to recommend their
water provider to a family or friend than other utility
providers such as broadband, gas, landline and electricity.

................................................................................................................................................................................................................................................................................................



Perceptions and trust
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Respondents are more likely to agree that water companies are more
interested in profits than providing a good service, helping keep them
informed, or fixing problems quickly

NET: Agree
(8-10)
Negative They are more interested in profits
statement than providing a good service 20% 7% 14% 15% 13% 17% 6% 3% 40%
2%
1%

é They provide a good service 16% 19% 16% 17% 6% .I 31%
I trust them to keep me informed
about service choices that could help 13% 16% 14% 20% 8% .% 27%
me
I trust them to fix a problem quickly 12% 17% 15% 17% 9% -g 26%
Positive
statements <
They act in the interest of customers 11% 14% 16% 20% 9% - 22%
Th t in the interest of my local
T oty % K SO

Their services offer value for money % 11% 16% 17% 20% 9% .% 22%

m 10 - Completely agree m=g 8 7 6 5 4 m3 m2 m1-Completelydisagree

Due to rounding, answer options may not add up to a sum equal of the individual statements
Q22. To what extent do you agree or disagree with the following statements about your water company or the services they provide on a scale from 1 to 10 where 1 is Savanta
completely disagree and 10 is completely agree. Base: All respondents (n=2399)



Perceptions of water companies have declined since Wave 1, with
respondents significantly more likely to agree they are more
interested in profits than providing a good service

Trust in water companies — NET: Agree (8-10)

Negative 33%

statement They are more interested in pI‘OﬁtS than pI‘OVldll’lg a gOOd service _ 40%

- )
T oo e | s |
(o]
I trust them to keep me informed about service choices that could help 31%
me D -
I trust them to fix a problem quickly
Positive < _
statements
They act in the interest of customers _
22%
Their services offer value for money 29%
B3 Wave 1

. . . 9 ® Wave 2
They act in the interest of my local area/community 29%
~ ]

34%

27%

................................................................................................................................................................................................................................................................................................

Q22. To what extent do you agree or disagree with the following statements about your water company or the services they provide on a scale from 1 to 10 where 1 is
completely disagree and 10 is completely agree. Base: All respondents (n=2399) / Wave 1 (n=2,623)



Perceptions of water companies’ environmental credentials have also
worsened since Wave 1, with less than a quarter now agreeing they
trust them to do what’s right for the environment

NET: Agree
2% (8-10)

Wave 1 [ESTOIZ ) 15% 16% 15% 18% 8% 5% 31%
I trust them to do
what’s right for the
environment

1%

Wave 1 14% 16% 17% 21% 8% ll 27%
They act in the interest
of the environment

Wave 2 10% 14% 15% 21% 9% . 21%

m 10 - Completely agree mg 8 7 6 5 4 =3 m2 m1-Completely disagree

Due to rounding, answer options may not add up to a sum equal of the individual statements
Q22. To what extent do you agree or disagree with the following statements about your water company or the services they provide on a scale from 1 to 10 where 1 is
completely disagree and 10 is completely agree. Base: All respondents (n=2399) / Wave 1 (n=2,623)



Perceptions and trust

Perceptions of water providers have declined since Wave 1, with
respondents now more likely to agree that water companies are
more interested in profits than providing a good service.

This also includes a significant decrease in agreement that water
companies provide a good service in general, trust that they will
keep customers informed about service choices that could
benefit them, and trust they will fix a problem quickly.

Linked to earlier concerns around the rising cost-of-living,
respondents are also less likely to agree that the services provided
by water companies offer value for money.

Perceptions of water companies’ environmental credentials
have similarly declined since Wave 1.

* Less than a quarter now agree that they trust companies to do
what’s right for the environment, and just one in five agree
that providers act in the interests of the environment.

................................................................................................................................................................................................................................................................................................



Priorities
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Providing clean, safe drinking water and preventing sewage entering
homes and bodies of water are top priorities for future focus

Rated

Top priorities continue to
T e and thesea ’ ic servi
streams, and the sea 53% who 8% s%3%  82% focus on basic services
water supply (88%), but
Make sure there are no water shortages 20% 1% 5% 3%| 80% also include waste issues
, , such as preventing
Ensuring services can meet the needs of o .
future generations 41% 7 20% 13% 6% 4%I 76% sewage enterlng both
’ 0
O x| e People’homes (83%) and
bodies of water (82%).
Provide good customer service 21% 14% 6% 4%I 75%
Reducing the amount of water taken o
from environmentally sensitive rivers 7% 14% 9% 6% III 68%
Reduce their carbon footprint 18% 15% 9% 8% IIII 61%

® 10 - Extremely important m=g 8 7 6 5 m4 m3 m2 m1-Notatallimportant

Future focus areas for water companies

................................................................................................................................................................................................................................................................................................

5 Q36. Thinking about your water company and their focus over the next 10-20 years, please rate the following on a scale from 1 to 10 according to how important they are
3 for you, with 10 being extremely important and 1 being not at all important. Base: All respondents (n=2399)



In the context of increases to the cost-of-living, reducing the cost of
bills has taken priority over reducing carbon footprint and ensuring
services meet the needs of future generations

Future priorities for water companies — NET: Important (8-10)

. 1 87%
e | 5%
Almost three quarters (75%)
. 1 8 (y
R e think that water companies
0 should focus on keeping bills
Prevent sewage entering rivers, streams, and the sea _ 22‘2 IOW, up from seven in ten (71%)
I 819% 1n Wave 1.
—— 30% , ..
20% This focus on reducing rising
0 L3 L3 L3 . .
e S e e 1 T ST N 50% utility bills has taken priority
over reducing carbon
O,
Ensuring services can meet the needs of future generations ] footprint, with just six in ten
1% (61%) agreeing that water
e e o N > companies should reduce their
() .
carbon footprint compared to
. : % : :
P oo e e 7 S ESEn 0 A (S
Wave 1.
Reducing the amount of water taken from environmentally 69%
sensitive rivers . 68%
Wave 1
[0)
e b o ] [0 #Wanea

................................................................................................................................................................................................................................................................................................

Q36. Thinking about your water company and their focus over the next 10-20 years, please rate the following on a scale from 1 to 10 according to how important they are
for you, with 10 being extremely important and 1 being not at all important. Base: All respondents (n=2399) / / Wave 1 (n=2,623)



Priorities for water companies to focus
on in the future

Basic services like providing clean, safe drinking water
and preventing sewage entering homes and bodies of water
are the top priorities among respondents.

In light of the increasing cost-of-living, more respondents are
looking for water providers to focus on keeping bills low
than in Wave 1.

Meanwhile, the importance of reducing carbon footprint
has declined since Wave 1, with fewer respondents saying
water companies should prioritise reducing their carbon
footprint.

................................................................................................................................................................................................................................................................................................



Environmental behaviours
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Respondents are slightly more likely than Wave 1 to say they flush
wipes down the toilet and do half loads in the dishwasher/washing
machine

Most / every
Environmentally damaging actions time

Flushawipe downthe  Wave 1 % 8% g T % 8%
ot wave 2 o% 9% 5% s 10%

2%

AN
boahalfloadinthe  Wave 36% 2% &% Mox “
washing machine - yyaye o 33% 22% 796 B 2% 9%

2%

/
Pour cooking oil down Wave 1 16% 9% 4% .3% 5%
the itehen sink  yyve » % %l %

/

1% 2%

~
boahalfloadinthe Wave 0% % 2l o 3%
dihvasher e o ol 5% %
\

2% 2% 1%
N .
Flush a cottonbud ~ Wavel 86% 4%2% || 5% 3%
down the toilet vy, 5 85% 4% 3%/ I 4% 3%

2%

= Never Rarely Some of the time Most of the time = Every time Not applicable 1%

27 Q11. How often, if at all, do you yourself do the following in your home? Base: All respondents (n=2,399) / Wave 1 (n=2,623) Savanta



One in ten women under 55 say they frequently flush tampons down
the toilet

Most / every
Environmentally damaging actions time

Wave 1 70% 5% RS 13%
Flush a

tampon down

the toilet
Wave 2 71% 4% N 10%

1% .o
2%
AN
Wave 1 84% %
Flush a _II I. ]
sanitary towel
down the toilet
Wave 2 86% 3% 4%
—
1%
= Never = Rarely = Some of the time Most of the time = Every time = Not applicable
58 Q11. How often, if at all, do you yourself do the following in your home? Base for statements relating to sanitary towels and tampons: All female respondents aged under Savanta

55 (n=847) / Wave 1 (n=875)



Three quarters of respondents claim to turn the tap off while
brushing their teeth most or every time, but only one in ten reuse

water from cooking or washing up

Most / every
Environmentally protective actions time

from cooking

up bow when P o e w [ e ’
Wave 1 25% % %
up bowl when ave 20 e b4
washing up in
R

tap while

brushing teeth  wave» [ 6 s o T T -«

mNever = Rarely = Some ofthetime = Mostofthetime ®mEverytime = Not applicable

29 Q11. How often, if at all, do you yourself do the following in your home? Base: All respondents (n=2,399) /Wave 1 (n=2,623) Savanta



More respondents report washing their car using a bucket/hose and
using pressure/jet washers than in Wave 1
At least every

Water-related actions y few months
1%

. Y 0, % 0, (o) () [0 0
Washed car using  '2Ve! D 6% 18% 13% 8% | 18% 22%
abucket e T o Lo @l e o

19% 1%
Washed car using ~ Wave 1 6% 1% 8% 4% 19% 13%
2hose  yave 2 5% | 14% o% 5% [l 18% 17%

2% 2% 1%

wave | A 7 % +% % EA 28% 1%

Filled a hot tub
wave > | T A 755 4% 5% E 2% 15%
1% 2% 1%
Useda  waves 10% 1% 5% 21% 8%
pressure/jet
washer  Wave: wo s ox Bl 0%
2% 1%
m Never m Less than once a year Once a year
A few times a year Every few months A few times a month
m A few times a week m Every day Not applicable as I don't have one of these

................................................................................................................................................................................................................................................................................................

Q12. How often, if at all, have you yourself done the following in or around your home, over the last 12 months? Base of other statements: All respondents (n=2,399) /
Wave 1 (n=2,623)



More respondents report watering the garden with a watering can,
water butt, hosepipe or sprinklers in the summer months than in

Wave 1
A few times a week /
. every da
Water-related actions - summer Ty day
Watered the garden Wave 1 23% 7% 29%
with a watering can Wave 2 28% 6% 34%
Watered the garden v, 1% 23% 19%
using water from a
waterbutt ~ Wave 2 17% 18% 23%
2%
/

Watered the garden =~ Wave1 18% 8% [ 1% 10%

with a hosepipe  wave 2 18% u% [ 10% 13%
1% 2%
~
Watered the garden ~ Wave 1 9% 6% 3%[ 25% 4%
ith sprinkl
WERSPHEEEE Wave 2 9% 7% 5% [ 21% 7%
N
2% 1% 1%

~._  _— o

Filled a paddling ~ Wave 1 4% | 30% 3%
Pool  wave 2 4% 5% | 25% 5%

1%
m Never = Once or twice = Afewtimesamonth = A fewtimesaweek = Everyday = Not applicable asI don't have one of these
41 Q12b. How often, if at all, do you yourself do the following in or around your garden during the summer months? Base: All respondents with a garden (n=2,072) / Wave Savanta

1(n=2,293)



Around half of respondents say they are already using as little water
as they can in the home, while two in five say they could do more

Attitudes towards environmental actions

I do this
already 9570 96% 95% 91% 93% 90% 91%
(o)
56% 48%
42% 9%
38% 4070
o) o) o, (0}
3% s/ 1% =5/0 2% o 2% ” A 4% ik 3% 5/0\ 5% 7-[
Wave 1 Wave 2 Wave 1 Wave 2 Wave 1 Wave 2 Wave 1 Wave 2
Recycling Wasting less food Using less energy in the home Using less water in the home
m [ don't want to do this = I don't have the tools / equipment / knowledge to do this
= I do this already, but I could do it more m | already do this as much as I can

None of these (<2%) not included in graph.

................................................................................................................................................................................................................................................................................................

32 Q18. Please select the response that most reflects your view for the following statements. Base: All respondents (n=2,399) / Wave 1 (n=2,623) Savanta



How respondents think about and use
water / undertake behaviours that
impact the water environment

Respondents are slightly more likely than in Wave 1 to say they do
environmentally damaging actions such as flush wipes
down the toilet. They are also more likely to report doing half
loads in the dishwasher/washing machine.

Similarly, more respondents report washing their car using a
bucket/hose and using pressure/jet washers than in Wave 1.

More respondents report watering the garden with a watering
can, water butt, hosepipe or sprinklers during the summer
months than in Wave 1.

Around half of respondents say they are already using as little
water as they can in the home, though two in five say they
could focus on this more.

................................................................................................................................................................................................................................................................................................



Contact

Oliver Wright Vahsti Hale Alex Farrell
EVP Associate Director Consultant
oliver.wright@savanta.com vahsti.hale@savanta.com alex.farrell@savanta.com
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