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The Water Voice Barometer and Spotlight activities capture
community members' voices on a regular basisand in a
meaningful way, providing timely insight into how people feel
about their water company and the issues that matter most.

« The Barometer tracks overall sentiment and trust, helping CCW
and water companies monitor changes in performance and
community members' priorities over time.

« The Spotlight explores a specific issue, focused on service
experience to environmental performance, providing richer

understanding of community members’ views and expectations.

This month's Spotlight focuses on refining topics to bring to our
upcoming Accountability Sessions alongside Customer Service and
Communication and Awareness and Experience of Support Services.

Next month's Spotlight will focus on Drinking Water Quality, Trust and
Habits, Experiences of Taste, Smell or Discolouration and Experiences of
Waste Services, including storm overflows and pollution.
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Key objectives:

* Ensure community members' feedback
remains a consistent, evidence-based part
of accountability and decision making
across the water sector.

* Build a continuous picture of community
members' satisfaction, trust and perceived
value to inform improvement and
transparency.

» Capture regular sentiment tracking
through Barometer surveys.

* Provide deeper thematic insight through
Spotlight surveys.

* ldentify recurring patterns, emerging
concerns and opportunities for
Improvement at water company level.



Methodology
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Findings in this report are drawn from members of the Water Voice
community, a diverse group of around 800 community members
representing all water company regions across England and Wales.

Insights are gathered through two complementary approaches:

« Barometer surveys — a recurring monthly survey that tracks evolving
sentiment and community member confidence.

« Spotlight surveys — a monthly thematic focused survey exploring a
range of key issues.

v All responses are analysed to identify recurring themes, emerging
concerns and opportunities for improvement.

v Findings are presented at water company level where differences in
community member insights are meaningful and actionable.
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Understanding our reporting approach
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Why we use charts in our reporting

Our communities are designed to provide structured,
directional insight, drawing on around 50 engaged
memlbers per water company.

Charts are used to summarise and cormmunicate
patterns clearly, not to imply statistical
representativeness.

Repeated engagement over time allows us to track
emerging themes leading up to Accountability Sessions
and shifts in sentiment between Accountability Sessions.

This approach makes results easy to interpret for both
industry stakeholders and community members.

It supports transparency and consistency across reporting
periods.

Issues highlighted through this reporting are explored in
greater depth during Accountability Sessions, alongside
other evidence sources.
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How to read this report

Findings are indicative and directional, not statistically
representative of all community members.

Results reflect the views of a small, engaged panel and
should not be interpreted as prevalence measures.

Changes in sentiment may be influenced by wider events,
communications or media coverage and should not be
read as standalone performance change.

Issues highlighted through this reporting method are
explored in greater depth during Accountability Sessions,
alongside other evidence sources.

Findings should be used to inform understanding,
discussion and Accountability Sessions rather than
as standalone performance measures.
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Each Water Voice community includes around 50
participants per water company, reflecting a
balanced mix of demographics, life stages and
perspectives. All participants are the sole or joint
water bill payer within their household.

The communities were designed to ensure
inclusive representation, including:

« People experiencing financial hardship (boosted
<£20k income quota alongside those who are
on benefits, discounted water tariffs or struggle
to pay their bills).

« Individuals with limited digital skills or access.

« Neurodivergent participants and those with
accessibility needs.

e Residents of remote orrural areas.

Each community also includes at
least one participant from each
major geographic sub-region,
ensuring that local context and
regional differences are captured.

An attitudinal segmentation
framework ensures that both
positive and critical voices are
represented, providing a credible
and rounded picture of
community member's opinion.



Progress in numbers
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Our Water Voice achievements since our communities launched in November 2025 Voice

16 Water Voice Panels live across England and Wales (3 sub panels created)
890 panellists onboarded

800 panellists actively participating

9 surveys delivered to date

1 Getting to Know You survey completed

4 Spotlight surveys completed & 4 Barometer surveys completed

796 responses per survey, on average

100% survey completion rate in our last survey, February 2026

618 panellists (77% of our community!) have completed the first 9 surveys

12 community platform posts per month, 48 posts delivered across Nov-Feb
100% of panels meeting KPI participation thresholds

O missed reporting deadlines

1 Ad Hoc accountability session taken place for South East Water

2 Accountability Sessions have taken place, 14 scheduled (Spring 2026)
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“Sounds positive! Like that Senior executives

LOOk| ng ahead will directly involved in the Accountability
Sessions for members to ask questions on

Over the coming two months, we will hold all 16 Spring issues that were most concerned about!”

Accountability Sessions. Our communities have decided on Community Member, Affinity Water

the following topics:

“lam surprised at the amount of transparency
Portemouth Vahlue‘for mone.y Trahsparency and executive accountability and commitment to acting on outcomes of the
Water Drinking water: Quality, taste and pressure Accountability Session. It will be interesting to
- Proactive leak detection and bill shock prevention i y ’ . ”9
outh Staffe & |Bill rises see t/me//ne_s as well. \/ery_,orom/smg.
Community Member, Anglian Water

Cambridge  [Investment, infrastructure and long-term resilience
\Water Communication and information: Reactive, opague and hard to access
Future investment \Where the money goes
%ﬂem Customer service and outcomes “‘In my opinion, the Accountability Sessions are a
T Communication and access to information vital part of Water VVoice. They give customers a
Value for money: Bills, revenue, transparency and the “Not—for—Profit” model direct line to senior water company /ec;c/ers, and I'm
Dwr Cymru Pollution: Sewage discharges, coastal pollution and environmental accountability reo//y /ook/ng forward to tok/'ng part in the sessions.”
Communication and engagement: Transparency, proactivity and rebuilding trust Community Member, South Staffs Water

Rising bills and value for money: Where isthe money actually going?
South West  [Sewage pollution and environmental credibility
VWater

“These Accountability Sessions sound very interesting, | would
When things go wrong: Communication, contact and vulnerable support be delighted to take part. It's a great opportunity to put points
across directly and then to make sure the water companies
action any issues, making sure they deliver and that they listen,
learn and improve! A great way to hold them accountable..”
Community Member, SES Water

Our Spotlight survey launching in March is focussing on
Water Quality.
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Water Voice sample in detail at total level across all 16 commmunities Water
Voice
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890 members onboarded
800 actively participated
Age 75+
Inclusivity Household
Income Age 65 to 74
Cender
Ethnic Minority - 109, Prefer not I 6% 450
(0]
Background to say % 51.9% Age 55 to 64
ceok plus [N 32%
Rural Representation _ 33% Age 45 to 54
£40k-£60k [ 24%
Age 35 to 44
Accessibility Needs _ 33% 0.1%
£20k-£40k [N 27%
Male Female Other
Age 25 1to 34
Financially Vulnerable - 26% Under £20k . 12%
Age 18 to 24

Note: Inclusivity indicators are derived from multiple profile questions and are presented independently, therefore results do hot sum to 100%.
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Responsiveness (Always/often responsive) 29% 25% -4%
Recent Experience (Positive recent experience) 42% 40% -2%

Ceneral outlook (Positive outlook) 46% 48% +2%
Communication (Fair/good communication) 34% 38% +4.%
Brand Connection (someone I'd really like and have a lot in common with) 25% 32% +7%
Brand Momentum (salience) (on its way up/has a lot going for it) 20% 25% +5%
Trust (a great deal/some trust) 48% 52% +4%
Past 4 Week Interaction 39% 51% +12%
Past 4 Week Disruption 5% 7% +2%
Past 4 Week Water Quality Issues 7% 7% -1%

Past 4 Week Sewerage issues 3% 3% 0%

Overall Value for Money (satisfied, scoring 7-10) 40% 46% +6%
Overall Satisfaction —water (satisfied, scoring 7-10) 52% 56% +4%
Colour and Appearance (satisfied, scoring 7-10) 82% 81% -1%

Taste and Smell (satisfied, scoring 7-10) 75% 79% +4%
Safety of Drinking Water (satisfied, scoring 7-10) 77% 80% +4%
Reliability of Supply (satisfied, scoring 7-10) 87% 84% -2%
\Water Pressure (satisfied, scoring 7-10) 77% 79% +2%
Overall Satisfaction —sewerage 51% 56% +5%
Reducing smells from sewage treatment works (satisfied, scoring 7-10) 31% 41% +10%
Maintenance of sewerage pipes and treatment works (satisfied, scoring 7-10) 35% 40% +5%
Cleaning wastewater properly before release back into environment (satisfied, scoring 7-10) 31% 37% +6%
Minimising sewer flooding (satisfied, scoring 7-10) 30% 36% +6%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape .
the Accountability Sessions, rather than measure statistical performance. Total Base Size: 828
Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources
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Reliable core service underpins satisfaction: Most customers report
consistent water supply and acceptable water quality, with satisfaction
largely driven by “no issues” day-to-day service experiences.

Value for money is the main pressure point: Dissatisfaction is most often
linked to rising bills and uncertainty about whether price increases are
mMmatched by visible improvements in service or investment.

Community members are generally confident they can get help when
contacting their provider: A majority believe it would be easy to get in
touch and feel they would receive support if they did contact their
water company, but there are outliers.

Awareness of financial support is low: Many customers are unaware of
the Priority Services Register or what help is available if they struggle to
pay bills, highlighting a clear opportunity for clearer communication
and signposting.

“Water quality and provision is
good, local flooding is poor,
customer service is poor as too
many contractors and sub-
contractors and no consistency
or organisation.”

“I'm satisfied that | have access
to clean safe water 24/7 and my
waste is dealt with. I'm currently
dissatisfied to hear water bills
are increasing again this year.”
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Affinity Water community members: 49

INnclusivity Household Age
Income
Bl 3
Ethnic Minority - 9 oref - Age /ot |l 3
Background rerernotto Cender
B - say Bz Age 651074 HEEEE ©
27 s o
N 7 25 22 23 — -
7
Rural . - £60k p|US _ 20 Age 55to 64 — K
Representation - 12
coonseox N 10 e 45 10 54 e 1
B 3
. I ©
Accessibility Needs — AQE 3510 44 e
£20k-£40k K . :
Mal F | I
ale emale Age 25 to 34 e s
Financially Under £20k N 2 3
Vulnerable neetr 6 Age 1810 24 = 3

Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted
water bill.

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower

than the minimum sample, however when combined with community members who are on benefits, struggling to pay

their bills or on a discounted water tariff the quota for financially vulnerable community members ismet. We are currently . current sample
monitoring the quotaswhich are close to the minimum target to ensure we ‘top up’' here when replacing any drop-outs.

. minimum sample
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Responsiveness (Always/often responsive) 27% -5% 25% +1%
Recent Experience (Positive recent experience) 41% -8% 40% +1%
Ceneral outlook (Positive outlook) 55% +13% 48% +7%
Communication (Fair/good communication) 51% +11% 38% +13%
Brand Connection (someone I'd really like and have a lot in common with) 35% +7% 32% +3%
Brand Momentum (salience) (on its way up/has a lot going for it) 29% +7% 25% +4%
Trust (a great deal/some trust) 51% +3% 52% -1%

Past 4 Week Interaction 45% +12% 51% -7%
Past 4 Week Disruption 10% +6% 7% +3%
Past 4 Week Water Quality Issues 6% 0% 7% 0%

Overall Value for Money (satisfied, scoring 7-10) 45% 4% 46% -1%

Overall Satisfaction — Water (satisfied, scoring 7-10) 67% -2% 56% +11%
Colour and Appearance (satisfied, scoring 7-10) 76% -7% 81% -6%
Taste and Smell (satisfied, scoring 7-10) 76% +6% 79% -3%

Safety of Drinking Water (satisfied, scoring 7-10) 84% 10% 80% +3%
Reliability of Supply (satisfied, scoring 7-10) 78% -12% 84% -7%
Water Pressure (satisfied, scoring 7-10) 78% +2% 79% -1%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape .. Total Base SIZ.e. ?OO
the Accountability Sessions, rather than measure statistical performance. Afflnlty Water Base Size: 49
Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources
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As a customer, overall, how satisfied are you Spotlight: Custorer service,

with Affinity Water? Q communication and support
+ 60% feel it would be easy to contact
6'73/10 VS 646/10 (TOtaI) their water company and 74% are

confident that they would get the help
they need when contacting their water

company.
» Reliable core service: Satisfaction is largely driven by the «  40% of commmunity members were
reliability of supply and water quality, with many reporting “no unaware of the PSR and 60% would not
issues” and uninterrupted service. know what help was available to

them/their household if they were

« Rising bills and value for money concerns: Dissatisfaction is : . 2
9 Y struggling with their bills.

mainly linked to increasing bills and a perception that costs are
rising without clear improvements in service. « There is an opportunity to ensure that
those struggling to pay bills can easily
access help and support.

« Communication and service interactions: Mixed views on
customer service and communication, with some praising
responsiveness but others highlighting poor updates, long waits
or lack of clarity when issues occur.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. Affinity Water Base Size: 49




& Affinity Water: Barometer findings
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67% are satisfied 45% are satisfied with
overall value for money
10% are not satisfied 18% are not satisfied
Overall satisfaction Overall value for
—water

money satisfaction

30%
37%

22% 23% .
. e

November This Wave November  This Wave

% Satisfied (Score 7-10)
% Neutral (Score 4-6)
% Not Satisfied (Score 0-3)

Llais defnyddwyr dwr

Overall satisfaction has decreased slightly since November wave 1.
Neutrality in relation to value for money has increased as dissatisfaction

has decreased. Those stating they are satisfied with value for money
has increased slightly.

Why have you given this overall satisfaction score?

“I've never had a problem “Bills have gone up T ; ;
other lower than expected rapidly with no U ey/ a/‘que Cznpr\f/zetgr
water pressure which is Jjustification or pﬁ)y tg yo’ e

common to all in our small Improvementin without incigent.
ared. services. 7/10 satisfaction score
8/10 satisfaction score 1/10 satisfaction score

Total Base Size: 800
Affinity Water Base Size: 49
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Affinity Water: Barometer findings

Brand perceptions and performance (satisfaction)
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Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+7% +7% +3%
47% 61%
37%
Brand Connection  Brand Momentum Brand Trust

(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

Deliver great service for all community members 49%
Improves our rivers 27%
Creates a greener future 33%
Spends community members' money wisely 31%
Contributes to our communities 37%

+10% +3%
+3% 0%

+7% +1%
+14% +7%
+17% +3%

Water

Overall Satisfaction 67%
Colour and Appearance 76%
Taste and Smell 76%
Safety of Drinking Water 84%
Reliability of Supply 78%
Water Pressure 78%

-2% +11%
-7% -6%
+6% -3%
+10% +3%
-12% -7%
+2% -1%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800
Affinity Water Base Size: 49
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Affinity Water: Spotlight findings

Billing and value for money
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| % Difficult

How easy or difficult do How confident, if at all, do

you feel it is to contact
your water company
when you need to?

able to get the help you
need when contacting
your water company?

58%

18%
8%
B % Easy % Neutral % Very confident

% Fairly confident
=% Not very confident
m % Not at all confident

Not needed

you feel that you would be

60% feel it would be easy to contact their water company and
74% are confident that they would get the help they need when
contacting their water company.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

O, [0)
22% 36% 18%
o T e
I could find the information | They met my expectations They are easy for me to understand
needed quickly
B % Agree Neutral B % Disagree

Total Base Size: 800
Affinity Water Base Size: 49
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Affinity Water: Spotlight findings

Billing and value for money
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Before today, were you
aware of the Priority
Services Register?

If you were struggling
to pay your water bills,
would you know what
help is available to you/
your household?

32%

¢

= Yes, and | am registered

-

Yes, but | am not registered " Yes = No

B No, | was not aware of it

There is an opportunity to ensure customers who are struggling to pay bills can easily

access help and support.

40% of community members were unaware of the PSR
and 60% would not know what help was available to
them/their household if they were struggling with their
bills. 60% do feel confident that Affinity Water would
support them appropriately if they were on the PSR and
66% were confident they would get support if they had a
general customer service concern.

How much do you agree or disagree with the following

statements...

34% .

36% 24%

e

I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if

appropriately if was struggling appropriately if | was on the | had a general customer
to pay my bills Priority Services Record (PSR) service need
B 9% Agree Neutral m % Disagree

Total Base Size: 800
Affinity Water Base Size: 49




Affinity Water: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

4 {
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‘It all appeared to be clear
and concise but only when
there is need to use it will a
consumer know if it all
works well”

“Atable - summary of each
payment and the payment
to expect, shown for
different timescales. This
means you can check at a
glance rather than reading
through the whole
document.”

“A greater understanding of
timeframes and how I'd be
updated would be helpful.”

‘I'didn't know they offered
compensation.”

2]
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Anglian Water community members: 48

Inclusivity Household
Income
Ethnic Minority - 9 Prefer not
Background - 9 tosay [ 3
7/
Rural - 7 £€Ok plus —

. I s
Representation _ 17
£40k-£60k I 0

I — |}

Accessibility Needs

I oo ___JE
£20k-£40k
I
Financially . 5 T 2
vulnerable RS 15 Vnder =20k s

Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted
water bill.

Age

I G

Age 75+
° T E

Cender I

Age 65 to 74
° .

I -
I s

I
i

Age 2510 34

Age 18 to 24

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower o

than the minimum sample, however when combined with community members who are on benefits, struggling to pay . current sample . minimum sample
their bills or on a discounted water tariff the quota for financially vulnerable community members ismet. We are currently

monitoring the quotaswhich are close to the minimmum target to ensure we ‘top up’ here when replacing any drop-outs.

3



% difference +10%
above Average

DaSh boa rd SuUu mmary % difference -10%

below Average

love evexy) dvop
anglianwater

9 cew

The voice for water consumers

Responsiveness (Always/often responsive) 17% -10% 25% -9%
Recent Experience (Positive recent experience) 38% -12% 40% -3%
GCeneral outlook (Positive outlook) 48% -7% 48% 0%
Communication (Fair/good communication) 31% +7% 38% -7%
Brand Connection (someone I'd really like and have a lot in common with) 31% +6% 32% -1%
Brand Momentum (salience) (on its way up/has a lot going for it) 17% -1% 25% -8%
Trust (a great deal/some trust) 56% +3% 52% +5%
Past 4 Week Interaction 54% +7% 51% +3%
Past 4 Week Disruption 0% -4% 7% -7%
Past 4 Week Water Quality Issues 6% -4% 7% 0%
Past 4 Week Sewerage issues 4% +2% 3% +1%
Overall Value for Money 35% +3% 46% -11%
Overall Satisfaction —water (satisfied, scoring 7-10) 48% -7% 56% -8%
Colour and Appearance 85% +4% 81% +4%
Taste and Smell 75% +6% 79% -4%
Safety of Drinking Water 81% +6% 80% +1%
Reliability of Supply 92% +6% 84% +7%
\VWater Pressure /7% -1% 79% -2%
Overall Satisfaction —sewerage (satisfied, scoring 7-10) 50% -1% 56% -6%
Reducing smells from sewage treatment works 36% +5% 41% -5%
Maintenance of sewerage pipes and treatment works 35% -1% 40% -4%
Cleaning wastewater properly before release back into environment 33% +7% 37% -3%
Minimising sewer flooding 40% +7% 36% +4%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape

the Accountability Sessions, rather than measure statistical performance.

Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources

Total Base Size: 800
Anglian Water Base Size: 48



25

Executive summary love evex MfOPQ ey /7,
Overview of key findings anglian

The voice for water consumers
Llais defnyddwyr dwr

As a customef, ﬁ\:rall, hovv\\ll satlffled are you Spotlight: Custorner service,
wit nglian Water: communication and support

6,35/10 VS 646/10 (Tota|) - 55% feel it would be easy to contact

their water company and 79% of

community members were confident

they could get the help they need
when contacting their provider.

« Reliable day-to-day service: Satisfaction is mainly driven by
having a consistent water supply with few disruptions, with
Many community members reporting Nno major problems with
their water service.

* 43% of community members were
unaware of the PSR and 69% would not
know what help was available to
them/their household if they were

« Cost and value for money concerns: Dissatisfaction is frequently struggling with their bills.
linked to rising bills, high charges and perceptions that costs are

increasing without clear justification. * Thereisanopportunity toimprove how

help and support options are
« Operational and environmental concerns: Some customers communicated to customers.
highlight issues such as water pressure, leaks and waste,
pollution or sewage discharges and worries about how the
company manages infrastructure and environmental impact.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. Anglian Water Base Size: 48
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48% are satisfied
overall

10% are not satisfied

Overall satisfaction
—water

[0)
25% 42%

November This Wave

35% are satisfied with
value for money

13% are not satisfied

Overall value for
money satisfaction

57% 52%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction is sitting marginally lower than in November. Value
for money satisfaction is also slightly lower, with high levels of neutrality
remaining.

Why have you given this overall satisfaction score?

‘I received a text from the “Issues with water
company today advising  pressure and smells from
that they will be closing toilets when we have
roads in my vicinity to extreme rain falls.”
conduct essential works...
However the message
stated that the roads would
be closed from a date
already in the past.”

“l just feel they perform
well as we don't hear
much about them in the
press and when you do

6/10 satisfaction score itis generally positive.”

9/10 satisfaction score

4/10 satisfaction score .
Total Base Size: 800

Anglian Water Base Size: 48



Anglian Water: Barometer findings

Brand perceptions and performance (satisfaction)

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+6% -1% +3%
[0}
50% 73%
33%
Brand Connection  Brand Momentum Brand Trust

(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

27
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Deliver great service for all community members 44%
Improves our rivers 15%
Creates a greener future 21%
Spends community members' money wisely 13%
Contributes to our communities 35%

+1%
+3%
+1%
-1%
+4%

2%
-12%
-11%
-11%
+1%

Water

Overall Satisfaction 48%
Colour and Appearance 85%
Taste and Smell 75%
Safety of Drinking Water 81%
Reliability of Supply 92%
Water Pressure 77%

-7%
+4%
+6%
+6%
+6%
-1%

-8%
+4%
-4%
+1%
+7%
-2%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800

Anglian Water Base Size: 48
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Anglian Water: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

How easy or difficult do How confident, if at all, do

you feel it is to contact
your water company
when you need to?

able to get the help you
need when contacting
your water company?

57%
27%
S A%
14%
B % Easy % Neutral I%\/eryconﬁglent
% Fairly confident
o .
% Difficult Not needed =% Not very confident

m % Not at all confident

you feel that you would be

55% feel it would be easy to contact their water company and
79% of community members were confident they could get the
help they need when contacting their provider.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

55%

35% 41%
0% e 8%
I could find the information | They met my expectations They are easy for me to understand
needed quickly
B % Agree Neutral B % Disagree

Total Base Size: 800
Anglian Water Base Size: 48
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Anglian Water: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

Before today, were you
aware of the Priority
Services Register?

If you were struggling
to pay your water bills,
would you know what
help is available to you/
your household?

= Yes, and | am registered

-

Yes, but | am not registered " Yes = No

B No, | was not aware of it

There is an opportunity to improve how help and support options are communicated to

customers.

43% of community members were unaware of the PSR
and 69% would not know what help was available to
them/their household if they were struggling with their
bills. 60% feel confident that Anglian Water would
support them appropriately if they were on the PSR and
66% feel confident they would get support if they had a
general customer service concern.

How much do you agree or disagree with the following

statements...

34% .

36% 24%

e

I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if

appropriately if was struggling appropriately if | was on the | had a general customer
to pay my bills Priority Services Record (PSR) service need
B 9% Agree Neutral m % Disagree

Total Base Size: 800

Anglian Water Base Size: 48



Anglian Water: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

4 { y

The voice for water consumers
Llais defnyddwyr dwr

“Clearer signposting to
where this information can
be found.”

‘Looks fine. As it says,
sometimes things go wrong
so I'd rather have good
information and updates
than compensation.”

“They have suggested to be
on the priority register,
would be useful to know
what criteria you need to
meet, also a mention of
getting water from
elsewhere when there is no
supply, what happens if you
don't have access to
transport?”

‘Should be automatically
applied when an incident is
recorded on a customer

supply.”
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The voice for water consumers
Llais defnyddwyr dwr

Water Voice
Barometer and Spotlight Repo

Dwr Cymru
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk



Dwr Cymru

Community population

32

Dwr Cymru community members: 47

There are 11 Welsh speakers within this community with
3 members speaking Welsh as their first language. No
one has requested the survey in Welsh.

Household
Income

Inclusivity

Ethnic Minority . 3

Background L Prefer notto

say LK

Rural
Representation

B B
£60k pl
L BE P . s

R AR

Accessibility Needs B o L m
£20k-£40k = ::5
Financially - 5 S
Vulnerable _ 19
_ 12
Note: Financial vulnerability is derived from income under Under £20k - 10

20k, receipt of any benefit and/or in receipt of a discounted
water bill.

Gender

23 24 23

Male Female

Dwr Cymru
Welsh Water
The voice for water consumers
Llais defnyddwyr dwr
Age
Il G
Age 75+ e <
Age 6507+ I 6

I -
Age 55 to 64
23 9 oo l0 0% ey

Age 45to 54

Age 3510 4+ M ©

]
Age 25 to 34
9 ]

G
Age 18 to 24

. current sample . minimum sample

Sample note: We have met over 95% of our minimum sample quotas. We are currently monitoring the quotas which are close to the
minimum target to ensure we ‘top up’ here when replacing any drop-outs. N.B. Our lowest household income target is lower than the
minimum sample, however when combined with community memibers who are on benefits, struggling to pay their bills oron a discounted

water tariff the quota for financially vulnerable community membersis met.



KEY:
% difference +10%

Dashboard summary :-coee WAy Diir Cymru g AN

% difference -10%
below Average

Welsh Water

The voice for water consumers
Llais defnyddwyr dwr

Responsiveness (Always/often responsive) 21% -11% 25% -4%
Recent Experience (Positive recent experience) 49% +15% 40% +9%
Ceneral outlook (Positive outlook) 55% +9% 48% +7%
Communication (Fair/good communication) 32% +4% 38% -6%
Brand Connection (someone I'd really like and have a lot in common with) 32% +6% 32% 0%
Brand Momentum (salience) (on its way up/has a lot going for it) 28% +8% 25% +3%
Trust (a great deal/some trust) 57% +20% 52% +6%
Past 4 Week Interaction 45% +3% 51% -7%
Past 4 Week Disruption 4% -7% 7% -3%
Past 4 Week Water Quality Issues 2% -7% 7% -4%
Past 4 Week Sewerage issues 4% +4% 3% +1%
Overall Value for Money 47% +12% 46% +1%
Overall Satisfaction —water (satisfied, scoring 7-10) 62% +16% 56% +6%
Colour and Appearance 83% 0% 81% +2%
Taste and Smell 81% +3% 79% +2%
Safety of Drinking Water 81% +7% 80% +1%
Reliability of Supply 92% +9% 84% +7%
\Water Pressure 83% +7% 79% +4%
Overall Satisfaction — sewerage (satisfied, scoring 7-10) 0% +12% 56% +4%
Reducing smells from sewage treatment works 47% +10% 41% +6%
Maintenance of sewerage pipes and treatment works 43% +4% 40% +3%
Cleaning wastewater properly before release back into environment 47% +21% 37% +10%
Minimising sewer flooding 47% +25% 36% +11%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Total Base Size: 800

the Accountability Sessions, rather than measure statistical performance. R .
Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources Dwr Cym ru Base Size: 47
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Executive summary WA/ Diir Cymru Ve /7,
Ove r\/|eW Of key 1:| ndlngs WeISh Wafer The voice for water consumers
As a customer, overall, how satisfied are you Spotlight: Customer service,

with DWr Cymru? communication and support

6-79/10 VS 646/10 (TOtaI) Q * 63% feel it would be easy to contact

their water company and the majority

89% are confident that they would get

the help they need.

» Reliable water supply and service: Satisfaction is mainly driven by
consistent water supply, good drinking water quality and
generally positive experiences with staff when community
members do interact with the company.

* 51% of community members were
unaware of the PSR and 69% would not
know what help was available to
them/their household if they were

» Cost and rising bills: Dissatisfaction often relates to high or struggling with their bills.
increasing water bills, with some customers feeling prices are

rising without clear explanation or visible improvements. * Thereisan opportunity to ensure

customers are aware of the help and
« Environmental and reputation concerns. Some concerns focus support available and can access this
on sewage pollution, environmental impact and negative media information easily.
coverage, which affects perceptions even when personal service
experiences are positive.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Tl (B e 06

discussion across the surveys, community and CCW's external insights. DV Cymru Base Size: 47



@ Dwr Cymru: Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

62% are satisfied
overall

4% are not satisfied

Overall satisfaction
—water

41%

November

34%

4%
This Wave

477% are satisfied with
value for money

13% are not satisfied

Overall value for
money satisfaction

41%
40%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction has improved since November, with stated
dissatisfaction decreasing. Value for money satisfaction has also

iNncreased since wave 1.

Why have you given this overall satisfaction score?

“I've never had problems
with Dwr Cymru, but | don't
hear from them either via
post or emails..unless its
invoice that needs paying.”

6/10 satisfaction score

“I'm aware of Dwr
Cymru, but I'm not
confident that they will
carry out the necessary
work/maintenance and
service that as
customers we expect.”

5/10 satisfaction score

“I've experienced great
customer service.”

10/10 satisfaction score

Total Base Size: 800
Dwr Cymru Base Size: 47
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Dwr Cymru: Barometer findings

Brand perceptions and performance (satisfaction)

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+6% +8% +20%
55% 57%
26%
Brand Connection  Brand Momentum Brand Trust

(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

36

The voice for water consumers
Llais defnyddwyr dwr

Deliver great service for all community members 51%
Improves our rivers 23%
Creates a greener future 30%
Spends community members' money wisely 28%
Contributes to our communities 26%

+16% +5%
+10% -4%
+8% 2%
+8% +4%
+6% -8%

Water

Overall Satisfaction 62%
Colour and Appearance 83%
Taste and Smell 81%
Safety of Drinking Water 81%
Reliability of Supply 92%
Water Pressure 83%

+16%
0%
+3%
+7%
+9%
+7%

+6%
+2%
+2%
+1%
+7%
+4%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800
Dwr Cymru Base Size: 47
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Dwr Cymru: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

B % Easy % Neutral

| % Difficult

How easy or difficult do How confident, if at all, do

you feel it is to contact
your water company
when you need to?

able to get the help you
need when contacting
your water company?

65%

14%

B % Very confident
% Fairly confident
=% Not very confident

Not needed )
m % Not at all confident

you feel that you would be

63% feel it would be easy to contact their water company and
the majority 89% are confident that they would get the help

they need.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

35% 39% 35%
I could find the information | They met my expectations They are easy for me to understand
needed quickly
B % Agree Neutral B % Disagree

Total Base Size: 800
Dwr Cymru Base Size: 47



Dwr Cymru: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

Before today, were you Ifyou were struggling 51% of community members were unaware of the PSR
aévearrveig;gg P:g'grfy xozﬁ‘éygﬂrggitﬁw%”;{ and 69% would not know what help was available to
gister oL them/their household if they were struggling with their
help is available to you/ . .. . N
your household? bills. The majority do feel confident that Dwr Cymru
would support them appropriately if they were on the
PSR or if they had a general customer service concern.
How much do you agree or disagree with the following
statements...
- - .
41%
33% 29%
. — 9 *
" Yes, and |am registered I am confident that my water | am confident that my water | am confident that my water
) company would support me company would support me company would support me if
Yes, butlam not registered " Yes = No appropriately if was struggling appropriately if | was on the | had a general customer
) to pay my bills Priority Services Record (PSR) service need
B No, | was not aware of it o n eutrl
% Agree eutra

B % Disagree

There is an opportunity to ensure customers are aware of the help and support available

.. : : Total Base Size: 800
and can access this information easily. DWr Cymru Base Size: 47




Dwr Cymru: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

4 { y

The voice for water consumers
Llais defnyddwyr dwr

“More information on how to
contact the Water Board
and the response and how
quickly the response would
be.”

“there's plenty of info about
what compensation
business customers can
claim, it's not so clear
regarding domestic
customers.”

“This information should be
made more transparent by
offering this information
each time presented with
the water bill.”

“It would be helpful if
compensation information
were clearer and more
prominently displayed on
the website, with step by
step instructions on how to
claim and estimated
timelines for processing.”
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The voice for water consumers
Llais defnyddwyr dwr

Water Voice
Barometer and Spotlight Repo

Hafren Dyfrdwy
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk
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Hafren Dyfrdwy

severn dee The voice for water consumers
Llais defnyddwyr dwr

Community population

Hafren Dyfrdwy community members: 42

Age
There are 9 Welsh speakers within this community with 2 J
members speaking Welsh as their first language and 2
have requested and been sent the survey in Welsh. Age 75+ Bl :
B 3
Inclusivity Household
Income I -
- Gender AOEOSTOTS e
Ethnic Minority [l 3 Prefer not
Background I tosay B 5 5
Rural B £60k plus =78 17
Representation | 25 Age 45105 N ©
8
N 0 ]
£40k-£60k ]
Accessibility Needs I ! s
Yy B Age 35 to 44 —
I -
£20k-£40k Male Female
o I 15 —
Financially - 5 Age 25 to 34 ————
Vulnerable
L Under £20k .3_ 12
Note: Financial vulnerability is derived from income under B :
20k, receipt of any benefit and/or in receipt of a discounted Age 18 to 24 B :
water bill.

Sample note: We have met 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than the

minimum sample, however when combined with community members who are on benefits, struggling to pay their billsoron a

discounted water tariff the quota for financially vulnerable community members is met. We are currently monitoring the quotas

which are close to the minimum target to ensure we ‘top up’' here when replacing any drop-outs. We are also working to boost . current sample
our ethnic minority sample by at least 1for next month.

. minimum sample
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KEY:
% difference +10%

DaSh boa rd Summary above Average

HAFREN

% difference -10% DYFRDWY ( 1 /
below Average

severn dee Thg voice for water consumers

Responsiveness (Always/often responsive) 45% +22% 25% +20%
Recent Experience (Positive recent experience) 55% +6% 40% +15%
Ceneral outlook (Positive outlook) 64% +13% 48% +16%
Communication (Fair/good communication) 43% +10% 38% +5%
Brand Connection (someone I'd really like and have a lot in common with) 38% +14% 32% +6%
Brand Momentum (salience) (on its way up/has a lot going for it) 36% +9% 25% +11%
Trust (a great deal/some trust) 67% 2% 52% +15%
Past 4 Week Interaction 36% +9% 51% -16%
Past 4 Week Disruption 7% +5% 7% 0%
Past 4 Week Water Quality Issues 0% 0% 7% -7%
Past 4 Week Sewerage issues 7% +5% 3% +4%
Overall Value for Money 57% +6% 46% +11%
Overall Satisfaction —water (satisfied, scoring 7-10) 74% +16% 56% +18%
Colour and Appearance 93% 0% 81% +12%
Taste and Smell 88% -3% 79% +10%
Safety of Drinking Water 86% -1% 80% +5%
Reliability of Supply 98% +6% 84% +13%
VWater Pressure 93% +11% 79% +14%
Overall Satisfaction — sewerage (satisfied, scoring 7-10) 64% +9% 56% +8%
Reducing smells from sewage treatment works 57% +24% 41% +17%
Maintenance of sewerage pipes and treatment works 50% +19% 40% +10%
Cleaning wastewater properly before release back into environment 52% +8% 37% +16%
Minimising sewer flooding 45% -2% 36% +10%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Total Base Size: 800

the Accountability Sessions, rather than measure statistical performance. X
Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources Hafren Dyfrdwy Base Size: 42
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Executive summary /7,

DYFRDWY !
Overview of key findings

severn dee The voice for water consumers
Llais defnyddwyr dwr

As a c:ustome.r,h o;e;all, rI\:;)w Zatlsfled are you Spotlight: Custorner service,
wit afren Dyfrdwy? communication and support

7,64/10 VS 646/10 (Tota|) Q « 68% feel it would be easy to contact

their water company and 88% are
confident that they would get the help

they need.
' ' ' o . * 53% of community members were

» Reliable core service: Satisfaction is largely driven by the unaware of the PSR and 73% would not

reliability of supply and water quality, with many reporting know what help was available to

‘no issues” and uninterrupted service. them/their household if they were
 Rising bills and value for money concerns: Dissatisfaction is struggling with their bills.

mainly linked to increasing bills and a perception that costs are « Thereis an opportunity to clearly

rising without clear improvements in service. communicate what information is
« Communication and service interactions: Mixed views on E\S)L;ahbelﬁ tboi”tshose whoare struggling to

customer service and communication, with some praising
responsiveness but others highlighting poor updates, long waits
or lack of clarity when issues occur.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. Hafren Dyfrdwy Base Size: 42
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Dyfrdwy: Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

74% are satisfied
overall

0% are not satisfied

Overall satisfaction
—water

38%
26%
4% 0%
This Wave

November

57% are satisfied with
value for money

12% are not satisfied

Overall value for
money satisfaction

33%
31%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction has improved since wave 1 (up 16 points). Value for
money satisfaction remains in line with November, but it is showing
slight improvement.

Why have you given this overall satisfaction score?

“When | needed to

“‘Overall good and “Could do more for contact HD they
responsive when I've needed struggling families.” answered quickly and
support.” got staff out to help us
5/10 satisfaction score quickly.”

8/10 satisfaction score
9/10 satisfaction score

Total Base Size: 800
Hafren Dyfrdwy Base Size: 42



Hafren Dyfrdwy: Barometer findings

Brand perceptions and performance (satisfaction)

The voice for water consumers
Llais defnyddwyr dwr

Perceptions of Water Compa

ny in relation

to connection, momentum and trust

+/- Change vs. November

+14% +9%
0 62%
=

Brand Connection  Brand Momentum
(positive = someone  (positive=on its way
I'd really like & have a up/has a lot going for
lot in common with) it)

B 9% Positive % Neutral

-2%

31%

2%

Brand Trust
(positive=a great
deal/some trust)

B 9% Negative

Deliver great service for all community members 62%
Improves our rivers 38%
Creates a greener future 43%
Spends community members' money wisely 29%
Contributes to our communities 40%

+2% +16%
+18% +11%
+25% +11%
+7% +5%
+13% +6%

45

Water

Overall Satisfaction 74%
Colour and Appearance 93%
Taste and Smell 88%
Safety of Drinking Water 86%
Reliability of Supply 98%
Water Pressure 93%

+16% +18%
0% +12%
-3% +10%
-1% +5%
+6% +13%
+11% +14%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800
Hafren Dyfrdwy Base Size: 42
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Hafren Dyfrdwy: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

How easy or difficult do How confident, ifat all, do 60% feel it would be easy to contact their water company and

o feel that Id b .
youfeel itistocontact Y2 8% FHEHON FH 88% are confident that they would get the help they need.
your water company

when you need to? need when contacting
' your water company?

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

80%

8%

28%

25% 9
Comw e o

B % Easy % Neutral ™% Very conﬂglent I could find the information | They met my expectations They are easy for me to understand
% Fairly confident needed quickly
e mo i
B % Difficult Not needed %6 Not very conﬂ@lent
B % Not at all confident B 9% Agree Neutral B % Disagree

Total Base Size: 800
Hafren Dyfrdwy Base Size: 42
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Hafren Dyfrdwy: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

53% of community members were unaware of the PSR

Before today, were you If you were struggling o .
aware of the Priority to pay your water bills, and 73% would not know what help was available to
Services Register? would you know what them/their household if they were struggling with their
help is available to you/ bills. 73% feel confident that Hafren Dyfrdwy would
your household? support them appropriately if they were on the PSR and
75% are confident they would get support if they had a
general customer service concern.
How much do you agree or disagree with the following
statements...
38%
43%
25% 25%
B -
= Yes, and | am registered =7 0%

I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if

Yes, but | am not registered . : X .
9 " Yes = No appropriately if was struggling appropriately if | was on the | had a general customer
® No, | was not aware of it to pay my bills Priority Services Record (PSR) service need
B 9% Agree Neutral m % Disagree

There is an opportunity to clearly commmunicate what information is available to those who Total Base Size: 800

are struggling to pay their bills. Hafren Dyfrdwy Base Size: 42
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Hafren Dyfrdwy: Spotlight findings

4 { y
Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support? The voice for water consumers
Llais defnyddwyr dwr
‘I thought the layout of the
. charts with categories and . . p
If they contacted the 9 Information could be Tell us how we can make a
: standards and . ) : )
affected customer with a . pinpointed , straight to the claim and under what
: compensation amounts : : .
link or refunded point without too much circumstances are we able
: p was clear and easy to : . S, T
automatically. information and reading. to claim.

understand | liked the
layout.”



cew

The voice for water consumers
Llais defnyddwyr dwr

Water Voice
Barometer and Spotlight Repo

Northumbrian Water and Essex & Suffolk Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk
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Northumbrian Water and Essex & EssexasurFoL
lamlgwui'cr

Suffolk Water NORTIUMBRIAN

Community population WATER (iyring wader

The voice for water consumers
Llais defnyddwyr dwr

Northumbrian Water community members : 29

Essex and Suffolk Water commmunity members: 26 Age
Inclusivity Household Age 75+ = é
iIncome
Ethnic Minority - 9 Prefer not 1o Gender Age 65 to 74 H -
Background - 10 say 2 27 28 4
23 23
N -
. - A
ruat T Sl — °
Representation _ 23
csok-coox NI 10 S —.
I I s
Accessibility Needs B -
Age 35 to 44
I - F20k-paok I 15 Male Female 952N A 1
N s
N -
Financially - S I Age 25 to 34 ——
vunesole I > T W
Il G
Note: Financial vulnerability is derived from income under Age 18 to 24
20k, receipt of any benefit and/or in receipt of a discounted - 3

water bill.

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower

than the minimum sample, however when combined with community members who are on benefits, struggling to pay

their bills or on a discounted water tariff the quota for financially vulnerable community members is met. We are currently . current sample
monitoring the quotaswhich are close to the minimum target to ensure we ‘top up’ here when replacing any drop-outs.

. minimum sample




KEY:
% difference +10%

DaSh boa rd Summary above Average

% difference -10%
below Average

ESSEX&.SUFFOLK
WATER (/)

WATER (jying waior
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d AN

The voice for water consumers

Responsiveness (Always/often responsive) 31% +3% 25% +6%
Recent Experience (Positive recent experience) 49% -2% 40% +9%
Ceneral outlook (Positive outlook) 62% +7% 48% +14%
Communication (Fair/good communication) 44% +10% 38% +6%
Brand Connection (someone I'd really like and have a lot in common with) 35% +6% 32% +3%
Brand Momentum (salience) (on its way up/has a lot going for it) 33% +7% 25% +8%
Trust (a great deal/some trust) 67% +7% 52% +16%
Past 4 Week Interaction 42% +8% 51% -10%
Past 4 Week Disruption 1% +1% 7% +4%
Past 4 Week Water Quality Issues 11% +3% 7% +4%
Overall Value for Money 56% +10% 46% +10%
Overall Satisfaction —water (satisfied, scoring 7-10) 76% +12% 56% +20%
Colour and Appearance 82% +2% 81% +0%
Taste and Smell 80% 0% 79% +2%
Safety of Drinking Water 82% +2% 80% +1%
Reliability of Supply 86% -7% 84% +1%
VWater Pressure 82% +2% 79% +3%
Northumbrian Water Only

Overall Satisfaction — sewerage (satisfied, scoring 7-10) 66% +5% 56% +10%
Reducing smells from sewage treatment works 48% +13% 41% +8%
Maintenance of sewerage pipes and treatment works 55% +9% 40% +15%
Cleaning wastewater properly before release back into environment 48% +5% 37% +12%
Minimising sewer flooding 48% +20% 36% +13%
Past 4 Week Sewerage issues 7% +3% 3% +4%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape the Accountability Sessions, rather than measure statistical performance.

Note: Percentage change may be 1% higher or lower than expected, de to the need to round from different data sources

Total Base Size: 800
Northumbrian and Essex and Suffolk
Water Base Size: 55
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ﬁi;é%?l{ﬂ’ou(
Executive summary NORTHUMBRIAN d AN
Ove r\/|eW Of key fl ndl ngs The voice for water consumers
As a customer, overall, how satisfied are you
with Northumbrian Water and Essex & Spotlight: Customer service
Suffolk Water? communication and support

6.96/10 VS 646/10 (TOtal) Q « 67% feel it would be easy to contact

their water company and the 79% are
confident that they would get the help

they need.
» Reliable everyday water service: Satisfaction is mainly driven by o Just 33% of community members were
consistent supply, good water quality and few disruptions, with unaware of the PSR and 55% would not
mMany members reporting they rarely experience problemes. know what help was available to

them/their household if they were

« Cost and transparency of bills. Dissatisfaction is often linked to <truggling with their bills.

rising prices and limited understanding of how money is spent,
with members wanting clearer billing and better explanation of « Thereis an opportunity to ensure
charges. community members feel they can
easily access help and support.

« Environmental performance and local impact: Concerns around
sewage pollution, leaks, infrastructure issues and limited visible
investment in local communities influence lower satisfaction for
some members.

Total Base Size: 800

. . . : .. Northumbrian and Essex and
discussion across the surveys, community and CCW's external insights. Suffolk Water Base Size: 55

Accountability call out: There are currently no ad-hoc Accountability Session triggers in




Northumbrian Water and Essex & Suffolk Water:

Barometer findings

53

The voice for water consumers
Llais defnyddwyr dwr

76% are satisfied
overall

7% are not satisfied

Overall satisfaction

—water
30%
16%
e 7%

November This Wave

56% are satisfied with
value for money

6% are not satisfied

Overall value for
money satisfaction

48%
38%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Both overall satisfaction and value for money satisfaction have seen
positive changes since November.

Why have you given this overall satisfaction score?

“Have no real issues with
service or supply of water.”

8/10 satisfaction score
Essex & Suffolk Water

‘My water supply has
been uninterrupted and
consistent, so | have no
reason to criticise them,
however | never get any
info from them on how
they are spending the
money | pay —gap in info
there”

7/10 satisfaction score
Northumbrian Water

“Still ongoing issues with
pollution.”

4/10 satisfaction score
Northumbrian Water

Total Base Size: 800
Northumbrian and Essex and
Suffolk Water Base Size: 55



Northumbrian Water and Essex & Suffolk Water:
Barometer findings

Brand perceptions and performance (satisfaction)

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+6% +7% +7%
49% 58%
27%
- % e
Brand Connection  Brand Momentum Brand Trust

(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

The voice for water consumers
Llais defnyddwyr dwr
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Deliver great service for all community members 62% +12% +16%
Improves our rivers 33% +3% +6%
Creates a greener future 29% -3% -3%
Spends community members' money wisely 29% +9% +5%
Contributes to our communities 38% +2% +4%

Water

Overall Satisfaction 76%
Colour and Appearance 82%
Taste and Smell 80%
Safety of Drinking Water 82%
Reliability of Supply 86%
Water Pressure 82%

+12%
+2%
0%
+2%
-7%
+2%

+20%
0%
+2%
+1%
+1%
+3%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800

Northumbrian and Essex and

Suffolk Water Base Size: 55



Northumbrian Water and Essex & Suffolk Water:
Spotlight findings

BI | | Ing a nd Va | u e for m O ney The voice for water consumers
Llais defnyddwyr dwr

How confident, if at all, do 67% feel it would be easy to contact their water company and

T o e e 89% are confident that they would get the help they need.

need when contacting
your water company?

- How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's

policy for financial payments when the service is not as promised?

71%
16%

How easy or difficult do
you feel it is to contact
your water company
when you need to?

*
33%
16%
- -
H% Easy % Neutral =% \/ery conﬁglent I could find the information | They met my expectations They are easy for me to understand
% Fairly confident needed quickly
e mo i
B % Difficult Not needed %6 Not very conﬂglent
B % Not at all confident B % Agree Neutral B % Disagree

Total Base Size: 800
Northumbrian and Essex and
Suffolk Water Base Size: 55



Northumbrian Water and Essex & Suffolk Water:

Spotlight findings

Billing and value for money

The voice for water consumers

Before today, were you
aware of the Priority
Services Register?

If you were struggling
to pay your water bills,
would you know what
help is available to you/
your household?

¢

38%

= Yes, and | am registered
Yes, but | am not registered " Yes = No

B No, | was not aware of it

There is an opportunity to ensure all customers feel they can easily access help and

support.

Llais defnyddwyr dwr

Just 33% of community members were unaware of the
PSR and 55% would not know what help was available to
them/their household if they were struggling with their
bills. 64% do feel confident that you would support them
appropriately if they were on the PSR and 75% confident
of support if they had a general customer service
concern.

How much do you agree or disagree with the following

statements...

44%

33%

* %5
I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if
appropriately if was struggling appropriately if | was on the | had a general customer
to pay my bills Priority Services Record (PSR) service need

B 9% Agree Neutral B % Disagree
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Total Base Size: 800
Northumbrian and Essex and

Suffolk Water Base Size: 55



Northumbrian Water and Essex & Suffolk Water:

Q Sp otllght findings
Please let us know if you have anything else you would like to add in relation to how your water company could

help customers who might require additional support?

The voice for water consumers
Llais defnyddwyr dwr

“A clear instructive
information letter so we are
aware of what to do.”
Northumbrian Water

“Would be good to have
more promotion of these
promises to customers. |
was not aware of them. If
they have been provided, |
cannot recall it. Could be
easier to find on website but
then obviously emergency
reporting etc needs to have
the highest profile.”
Essex & Suffolk Water

‘I was able to find the
compensation policy fairly
quickly, it broadly matched

what | expected, and the
main points were eqasy
enough to follow. That said,
it would be even better with

a short “at a glance”

summary (commaon issues,
payment amounts, and
whether it's automatic or
needs a claim) right at the
top.”
Northumbrian Water

“The site isn't user friendly,
and | wouldn't both open
and downloading multiple
documents to my phone in
order to find the information
I'm looking for. It's taking up
unnecessary storage in my
phone and it's time
consuming. | would just
default to picking up the
phone. Rather than making
the customer download
leaflets and guides this
iInformation could be
searchable directly on the
website for ease of access.”
Essex & Suffolk Water

4 { y
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The voice for water consumers
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Water Voice
Barometer and Spotlight Repo

Portsmouth Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk
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Portsmouth Water 2

) ) Water - ——
Community population ~—

The voice for water consumers
Llais defnyddwyr dwr

Portsmouth Water community members: 51

Age
Inclusivity Household
: Age 75+ __JE
income 9 TR
Ethnic Minority - e
Background - 9 Prefer not to Gender Age 65 to 74 R -
say 12 N 4
26 25
23 23
5
Rural M £60K plus - M Age 55 to 64 -_ 5
Representation - 14 _28
e 45to I
Bl o Age 45 to 54 ©
| £40k-£60k — I 14
Accessibility Needs
-6 Age 35 1to 44 B ©
B Male Female D
£20k-£40k
Bl 0
Financially - S Age 25 to 34 B ©
Vulnerable B 6
I 2 Under £20k O- 12
Note: Financial vulnerability is derived from income under - 3
20k, receipt of any benefit and/or in receipt of a discounted Age 18 to 24 . 2
water bill.

Sample note: We have met 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than the

minimum sample, however we were able to reach some financially vulnerable community members by including those who

are on benefits, struggling to pay their bills or on a discounted water tariff. We are currently monitoring the quotas which o

are close to the minimum target to ensure we ‘top up’ here when replacing any drop-outs. We are also working to boost our . current sample . minimum sample
18-24 and 75+ sample by at least 1 for next month.
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% difference +10% ‘
above Average Port th)
Dashboard summary =coeee oot
below Average —

The voice for water consumers
Llais defnyddwyr dwr

Responsiveness (Always/often responsive) 65% +17% 25% +39%

Recent Experience (Positive recent experience) 73% +14% 40% +32%

Ceneral outlook (Positive outlook) 82% +16% 48% +34%
Communication (Fair/good communication) 69% +17% 38% +31%

Brand Connection (someone I'd really like and have a lot in common with) 69% +14% 32% +37%

Brand Momentum (salience) (on its way up/has a lot going for it) 55% +12% 25% +30%

Trust (a great deal/some trust) 75% +4% 52% +23%

Past 4 Week Interaction 49% +6% 51% -2%

Past 4 Week Disruption 10% +8% 7% +3%

Past 4 Week Water Quality Issues 10% +4% 7% +3%

Overall Value for Money 82% +4% 46% +36%

Overall Satisfaction —water (satisfied, scoring 7-10) 82% +4% 56% +26%

Colour and Appearance 86% -8% 81% +5%

Taste and Smell 80% -6% 79% +2%

Safety of Drinking Water 88% 2% 80% +8%

Reliability of Supply 88% -10% 84% +4%

VWater Pressure 88% -6% 79% +9%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Total Base Size: 800
the Accountability Sessions, rather than measure statistical performance. Portsmouth Water Base SiZGZ 5]

Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources
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Overview of key findings —

The voice for water consumers
Llais defnyddwyr dwr

As a customer, overall, how satisfied are you

with Portsmouth Water? Spotlight: Customer Service,

Communication and Support

7.71/10 vs 6.46/10 (Total) Headline

« Most (81%) feel it would be easy to
contact their water company and the
majority (94%) are confident that they

- Reliable supply and generally good service: Satisfaction is largely would get the help they need.

driven by dependable water supply, good tasting water for . Just 19% of community members were
many community members and few service interruptions. unaware of the PSR but 48% would not
know what help was available to
them/their household if they were
struggling with their bills.

« Water quality and hardness concerns: Some dissatisfaction
relates to issues such as hard water, limescale, metallic taste or
low pressure in certain areas.

 Thereisan opportunity to ensure
customers can easily access help and
support when struggling to pay bills.

« Environmental responsibility and investment: Concerns appear
around wastewater pollution by their sewerage providers,
environmental impact and whether rising prices reflect
sufficient value or investment.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in

) . - , L Total Base Size: 800
discussion across the surveys, community and CCW's external insights. Portsmouth Water Base Sive: 5]
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& Portsmouth Water: Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

82% are satisfied 82% are satisfied with Overall satisfaction and value for money remains high, in line with
overall value for money November wave T
4% are not satisfied 2% are not satisfied
Overall satisfaction Overall value for
—water money satisfaction
Why have you given this overall satisfaction score?
‘I feel that the quality of our  “My water tastes great - .
o : : Simple - increase the
drinking water could be and is never interrupted. Oter bressure to m
o improved. In terms of I am also very impressed % " 4
6 14% 20% 16% customer service | have by the Havant thicket ouse:
6% h-_ e usually received a response reservoir project.” 210 satisfaction score
November  This Wave November  This Wave l-n CIO’GQUOT_'G t/me. ”
Coh eatietied (Score 710) 10/10 satisfaction score
% Neutral (Score 4-6) 8/10 satisfaction score

m % Mot Satisfied (Score 0-3)

Total Base Size: 800
Portsmouth Water Base Size: 51



Portsmouth Water: Barometer findings

Brand perceptions and performance (satisfaction)

The voice for water consumers
Llais defnyddwyr dwr

Perceptions of Water Compa

ny in relation

to connection, momentum and trust

+/- Change vs. November

+14% +12%

41%

26%

6% 4%
Brand Connection  Brand Momentum
(positive = someone  (positive=on its way
I'd really like & have a up/has a lot going for
lot in common with) it)

B 9% Positive % Neutral

+4%

16%

Brand Trust
(positive=a great
deal/some trust)

B 9% Negative

Deliver great service for all community members 82%
Improves our rivers 65%
Creates a greener future 73%
Spends community members' money wisely 59%
Contributes to our communities 67%

+23% +36%
+20% +38%
+24% +41%
+14% +35%
+14% +33%

63

Water

Overall Satisfaction 82%
Colour and Appearance 86%
Taste and Smell 80%
Safety of Drinking Water 88%
Reliability of Supply 88%
Water Pressure 88%

+4% +26%
-8% +5%
-6% +2%
-2% +8%
-10% +4%
-6% +9%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800
Portsmouth Water Base Size: 51
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Portsmouth: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

How confident, if at all, do
you feel that you would be
able to get the help you
need when contacting
your water company?

How easy or difficult do
you feel it is to contact
your water company
when you need to?

52%

+
e e

B % Very confident

% Fairly confident
=% Not very confident
m % Not at all confident

B % Easy % Neutral

| % Difficult Not needed

Most (81%) feel it would be easy to contact their water company
and the majority (94%) are confident that they would get the

help they need.

How much do you agree or disagree with the following statements in
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

14% 25% 10%
4 0% 4y
They are easy for me to
understand

I could find the information | They met my expectations
needed quickly

B 9% Agree Neutral B % Disagree

Total Base Size: 800
Portsmouth Water Base Size: 51
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Portsmouth Water: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

Before today, were you Ifyou were struggling Just 19% of community members were unaware of the
aévearrveig;gggzgrfy xozﬁ‘éigﬂrggitﬁw%”;{ PSR, but 48% would not know what help was available to
' help is available to you / them/thelr household if they were struggling with their
your household? bills. 79% feel confident that Portsmouth Water would

support them appropriately if they were on the PSR and

89% were confident they would get support if they had a
general customer service concern.
How much do you agree or disagree with the following
statements...

19%

4k

54%

21%

L e% 10%

. 0
" Yes, and |am registered I am confident that my water | am confident that my water | am confident that my water
) company would support me company would support me company would support me if

Yes, butlam not registered " Yes = No appropriately if was struggling appropriately if | was on the | had a general customer
) to pay my bills Priority Services Record (PSR) service need
B No, | was not aware of it
B 9% Agree Neutral B % Disagree

There is an opportunity to ensure customers can easily access help and support when

: . Total Base Size: 800
struggling to pay bills. Portsmouth Water Base Size: 51




Portsmouth Water: Spotlight findings

4 /
Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support? The voice for water consumers
‘I was quite surprised and ‘I feel that compensation ‘Having never needing to “They should make the
also impressed as there information is not as easy to access this information information about
were [ots to like on the find or understand as it before | felt it was clear and compensation to be more
website.” should be.” covered everything | would clearer.”

need to know to begin with.
However | do not feel
particularly trusting that
said compensation would
be applied to my account
without a nudge.”
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Water Voice
Barometer and Spotlight Repo

SES Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk



SES Water

Community population

WATER

‘é;ses
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The voice for water consumers

SES Water community members: 53

Inclusivity
Ethnic Minority - 9
Background

Rural
Representation

Accessibility Needs

Financially - S

Vulnerable - 7

Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted
water bill.

Household
iIncome

Prefer not to
sy M4

£eOk plus -7—28

I 0
I 2

I -
£20k-£40k
=

I 2
O

£40k-£60k

Under £20k

27 26
23 I 23 I

Gender

Female

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower
than the minimum sample, however when combined with community members who are on benefits, struggling to pay

their bills or on a discounted water tariff the quota for financially vulnerable community members ismet. We are currently
monitoring the quotaswhich are close to the minimum target to ensure we ‘top up' here when replacing any drop-outs.

We are alsoworking to boost our 18-24 and 65+ sample by at least 1 for next month.

. current sample

Age 75+

Age 65 to 74

Age 55 1to 64

Age 45 to 54

Age 3510 44

Age 25 to 34

Age 18 to 24

Llais defnyddwyr dwr

Age

I
M2

N
<

B
I 10

N -
I 13

N -
I 14

N -
I s

Bl
|

. minimum sample
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KEY:
% difference +10%

Dashboard summary e reme ‘65 SeS

% difference -10%
y ’ WATER

below Average

The voice for water consumers
Llais defnyddwyr dwr

Responsiveness (Always/often responsive) 34% -8% 25% +9%
Recent Experience (Positive recent experience) 53% +1% 40% +13%
Ceneral outlook (Positive outlook) 51% -3% 48% +3%
Communication (Fair/good communication) 47% +11% 38% +9%
Brand Connection (someone I'd really like and have a lot in common with) 42% +6% 32% +10%
Brand Momentum (salience) (on its way up/has a lot going for it) 36% +3% 25% +11%
Trust (a great deal/some trust) 64% +8% 52% +13%
Past 4 Week Interaction 57% +23% 51% +5%
Past 4 Week Disruption 4% -5% 7% -3%

Past 4 Week Water Quality Issues 8% -3% 7% +1%

Overall Value for Money 55% +7% 46% +9%
Overall Satisfaction — water (satisfied, scoring 7-10) 72% +13% 56% +16%
Colour and Appearance 72% -8% 81% -10%
Taste and Smell 81% +12% 79% +3%
Safety of Drinking Water 77% +7% 80% -3%

Reliability of Supply 87% +6% 84% +3%
VWater Pressure 79% +6% 79% 0%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Total Base SIZ.e. 800
the Accountability Sessions, rather than measure statistical performance. SES Water Base Size: 53
Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources
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Executive summary é;SGS ey /7,

Overview of key findings WATER

The voice for water consumers
Llais defnyddwyr dwr

As a customer, overall, how satisfied are you

with SES Water? Spotlig ht:.Customer service,
communication and support

7.11/10 VS 646/10 (TOtal) Q « Most (59%) feel it would be easy to

contact their water company and the
majority (91%) are confident that they
would get the help they need.

* 37% of community members were
unaware of the PSR and 55% would not
know what help was available to
them/their household if they were

« Cost and value for money concerns: Dissatisfaction is frequently struggling with their bills.
linked to rising bills, affordability concerns and a lack of clarity
about why prices are increasing.

« Reliable service and helpful customer support: Satisfaction is
mMainly driven by consistent water supply, good water quality
and positive experiences when contacting customer service.

 Thereisan opportunity to ensure
customers who are struggling to pay

« Communication and transparency. Community members want bills can easily access help and support.
clearer communication about investment, billing, infrastructure
Improvements and broader environmental issues such as
sewage management by their sewerage provider.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. SES Water Base Size: 53



& SES Water: Barometer findings
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The voice for water consumers
Llais defnyddwyr dwr

55% are satisfied with

72% are satisfied
overall value for money
4% are not satisfied 9% are not satisfied

Overall value for

Overall satisfaction
money satisfaction

—water
48% 36%
40%
25%
Caw 9%

094 4%
November This Wave November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction has seen improvement since wave 1 (up 14 points).
Value for money satisfaction has also slightly improved.

Why have you given this overall satisfaction score?

‘I haven't had any problems “They are doing a great .
with our water quality or  job in exactly the way we Not egggg?@g?ne for

service but I'm uncertain  need - quietlyand in the
about value for money in  background. The nature : :
. . 2/10 satisfaction score
comparison with other of these engagements
water providers?” also show they are keen
to talk and listen to

7/10 satisfaction score customers too...perfect!”

10/10 satisfaction score

Total Base Size: 800
SES Water Base Size: 53



SES Water: Barometer findings

Brand perceptions and performance (satisfaction)

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+6% +3% +8%
47% 59%
25%
Cowe g me
Brand Connection  Brand Momentum Brand Trust

(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

72

The voice for water consumers
Llais defnyddwyr dwr

Deliver great service for all community members 57% +7% +11%
Improves our rivers 38% +13% +11%
Creates a greener future 53% +15% +21%
Spends community members' money wisely 38% +13% +14%
Contributes to our communities 55% +22% +21%

Water

Overall Satisfaction 72%
Colour and Appearance 72%
Taste and Smell 81%
Safety of Drinking Water 77%
Reliability of Supply 87%
Water Pressure 79%

+13%
-8%

+12%
+7%
+6%
+6%

+16%
-10%
+3%
-3%
+3%
0%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800
SES Water Base Size: 53



SES Water: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

B % Easy

| % Difficult

How easy or difficult do How confident, if at all, do

you feel it is to contact
your water company
when you need to?

able to get the help you
need when contacting
your water company?

63%

22%

o e

B % Very confident

% Fairly confident
=% Not very confident
m % Not at all confident

% Neutral

Not needed

you feel that you would be

Most (59%) feel it would be easy to contact their water company
and the majority (91%) are confident that they would get the
help they need.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

(o)
24% 2%
8% 4

They met my expectations They are easy for me to understand

16%
4y

| could find the information |
needed quickly

B % Agree Neutral B % Disagree

Total Base Size: 800
SES Water Base Size: 53
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SES Water: Spotlight findings
Billing and value for money W

The voice for water consumers
Llais defnyddwyr dwr

Before today, were you Ifyou were struggling 57% of community members were unaware of the PSR
aware of the Priority to pay your water bills, and 55% would not know what help was available to
Services Register? would you know what them/their household if they were struggling with their
help is available to you/ bills. 63% feel confident that SES Water would support
your housenold? them appropriately if they were on the PSR and 78% feel

/

p

= Yes, and | am registered

confident that they would get support if they had a
general customer service concern.
How much do you agree or disagree with the following
statements...

24%
? 21%

e I
T~ S

I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if

Yes, butlam not registered " Yes = No appropriately if was struggling appropriately if | was on the | had a general customer
) to pay my bills Priority Services Record (PSR) service need
B No, | was not aware of it
B 9% Agree Neutral B % Disagree

There is an opportunity to ensure customers who are struggling to pay bills can easily

Total Base Size: 800
access help and support. SES Water Base Size: 53




SES Water: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

4 { y

The voice for water consumers
Llais defnyddwyr dwr

“To be honest | think the
form attached was very
easy to understand and very
user friendly and | would be
confident in finding the
information | was after.”

“If there was an outage, I'd
prefer it to be fixed quickly
than to be paid
compensation.”

‘Make customers aware of it
through regular
communications and being
upfront and transparent on
the home page of the
website.”

“The information exists, but
finding it takes time. A clear
summary or flowchart
would make claiming
compensation easier.”
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Water Voice
Barometer and Spotlight Repo

Severn Trent Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
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Severn Trent Water

Community population

77

SEVERN
R ENT

The voice for water consumers
Llais defnyddwyr dwr

Severn Trent community members: 46

Inclusivity

Ethnic Minority
Background

Rural
Representation

Accessibility Needs

Financially
Vulnerable

Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted

water bill.

___E
B

~

Age
Household oo, L 3
. +
iIncome ge | W
N -
Prefer not to Age 65 to74
7
<oy 1> Gender ]
5
23 23 23 23 rgesstocs N
6ok plus T 7 ——

. E

B 0 Age 4510 >4 = 10
£40k-£60k

B 10

I - Male
I '©

Under £20k = 12

£20k-£40k

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than
the minimum sample, however when combined with community members who are on benefits, struggling to pay their bills
or on a discounted water tariffthe quota for financially vulnerable community members is met. We are currently monitoring
the quotas which are close to the minimum target to ensure we ‘top up' here when replacing any drop-outs, including

recruiting more over 18-24 & 75-year-olds.

N -
I 7

Hl :
M2

Age 25 to 34

Age 18 to 24

. current sample . minimum sample
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DaSh boa rd Summary above Average

% difference -10%
below Average
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The voice for water consumers

Responsiveness (Always/often responsive) 22% -5% 25% -4%
Recent Experience (Positive recent experience) 39% -3% 40% -1%
Ceneral outlook (Positive outlook) 35% -13% 48% -13%
Communication (Fair/good communication) 35% -6% 38% -3%
Brand Connection (someone I'd really like and have a lot in common with) 22% +2% 32% -10%
Brand Momentum (salience) (on its way up/has a lot going for it) 17% -1% 25% -7%
Trust (a great deal/some trust) 44% -7% 52% -8%
Past 4 Week Interaction 52% 0% 51% +1%
Past 4 Week Disruption 0% -8% 7% -7%
Past 4 Week Water Quality Issues 4% -10% 7% -2%
Past 4 Week Sewerage issues 0% 0% 3% -3%
Overall Value for Money 30% -6% 46% -16%
Overall Satisfaction —water (satisfied, scoring 7-10) 39% -9% 56% -17%
Colour and Appearance 72% -4% 81% -10%
Taste and Smell 67% -1% 79% -11%
Safety of Drinking Water 74% 2% 80% -6%
Reliability of Supply 76% -10% 84% -8%
\Water Pressure 7% -5% 79% -11%
Overall Satisfaction —sewerage (satisfied, scoring 7-10) 52% +8% 56% -4%
Reducing smells from sewage treatment works 30% +4% 41% -10%
Maintenance of sewerage pipes and treatment works 35% +1% 40% -5%
Cleaning wastewater properly before release back into environment 39% +7% 37% +3%
Minimising sewer flooding 33% -2% 36% -3%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape

the Accountability Sessions, rather than measure statistical performance.

Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources

Total Base Size: 800
Severn Trent Base Size: 46
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Executive summary

Overview of key findings

As a customer, overall, how satisfied are you

with Severn Trent? Spotlight: Customer service,

communication and support

6,39/10 VS 646/10 (Tota|) Q . 44% feel it would be easy to contact

their water company and most (80%)
are confident that they would get the
help they need when contacting
Severn Trent Water.

« Reliable core water service: Satisfaction is mainly driven by

consistent supply and generally good water quality, with many * 52% of community members were
community members reporting few or no direct problems. unaware of the PSR and 62% would not
know what help was available to
« Cost and perceived value: Dissatisfaction is often linked to rising them/their household if they were
bills and uncertainty about whether customers are receiving struggling with their bills.

ood value for the price they pay.
d P s by * Thereisan opportunity to ensure

« Communication, transparency and environmental concerns: customers who are struggling to pay
Some community members want clearer communication bills can easily access help and support.
about investment and future planning, while others express
concerns about pollution, sustainability, and how company
funds are used.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. Severn Trent Base Size: 46
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The voice for water consumers

39% are satisfied
overall

4% are not satisfied

Overall satisfaction

—water
57%
48%
4% 4%

November This Wave

50% are satisfied with
value for money

17% are not satisfied

Overall value for
money satisfaction

48% 2%
(0]

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Llais defnyddwyr dwr

Overall satisfaction has declined since November, however stated
dissatisfaction remains low, with neutrality having increased. Value for
money follows a similar trend. Stated satisfaction has decreased, with
neutrality increasing and dissatisfaction remaining similar from

November wave 1.

Why have you given this overall satisfaction score?

“I'm just recently
disappointed, before I'd
have given a higher
score but I'm currently
having a bad experience.
There's so many issues,

. , low water pressure,
company is not addressing

, S billing, leaks - I'm so tired
future sustainability issues of chasing to get these
properly.”

things sorted.”

‘I currently cannot complain
about my personal water
supply other than its cost

but | worry that the

3/10 satisfaction score 4/10 satisfaction score

“‘Not happy with the
quality of water, can't
see where the money
goes that we pay for

each month.”

5/10 satisfaction score

Total Base Size: 800
Severn Trent Base Size: 46



Severn Trent Water: Barometer findings

Brand perceptions and performance (satisfaction)

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+2% -1% -7%
59%
80%
44%
= .
Brand Connection  Brand Momentum Brand Trust

(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

81

The voice for water consumers
Llais defnyddwyr dwr

Deliver great service for all community members 37%
Improves our rivers 31%
Creates a greener future 33%
Spends community members' money wisely 24%
Contributes to our communities 26%

-7% -9%
+19% +4%
+3% +1%
+10% 0%
+12% -8%

Water

Overall Satisfaction 39%
Colour and Appearance 72%
Taste and Smell 67%
Safety of Drinking Water 74%
Reliability of Supply 76%
Water Pressure 67%

-9%
-4%
1%
-2%

-10%
-5%

-17%
-10%
-1%
-6%
-8%
-1%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800
Severn Trent Base Size: 46
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Severn Trent Water: Spotlight findings

Billing and value for money

The voice for water consumers
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How easy or difficult do
you feel it is to contact
your water company
when you need to?

25%

21%

B 9% Easy % Neutral

m % Difficult Not needed

How confident, if at all, do
you feel that you would be
able to get the help you
need when contacting
your water company?

67%

19%

9%
B 9% Very confident

% Fairly confident
% Not very confident
B % Not at all confident

44% feel it would be easy to contact their water company and
most (80%) are confident that they would get the help they
need when contacting Severn Trent Water.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

S0% 33%

They are easy for me to understand

29%

| could find the information |
needed quickly

4y

They met my expectations

B 9% Agree Neutral B % Disagree

Opportunity to further improve customer confidence in your ability to provide help and Total Base Size: 800

support when they get in touch.

Severn Trent Base Size: 46
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Severn Trent Water: Spotlight findings

Billing and value for money

The voice for water consumers
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Before today, were you If you were struggling 52% Of Community members were unaware .Ofthe PSR
aware of the Priority to pay your water bills, and 62% would not know what help was available to
Services Register? would you know what them/their household if they were struggling with their
help is available to you/ bills. 65% do feel confident that Severn Trent Water
your household? would su h - v if th h
pport them appropriately if they were on the
PSR and 69% feel confident they would be supported if
they had a general customer service concern.
How much do you agree or disagree with the following
statements...
B .
33%
27% 27%
S 8% L S
" Yes, and |am registered I am confident that my water | am confident that my water | am confident that my water
) company would support me company would support me company would support me if
Yes, butlam not registered " Yes = No appropriately if was struggling appropriately if | was on the | had a general customer
. No. | . cir to pay my bills Priority Services Record (PSR) service need
o s et aware o B 9% Agree Neutral B % Disagree

There is an opportunity to ensure customers who are struggling to pay bills can easily Total Base Size: 800

access help and support. Severn Trent Base Size: 46




Severn Trent Water: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

4 { y

The voice for water consumers
Llais defnyddwyr dwr

‘I didn't know there was a
compensation department.”

“‘No mention of fresh water
leakage and that they only
allow one leakage
allowance per property.
There is only one to do with
sewage leaking.”

‘I have been in the situation
where | am deeply
disappointed with my
service and charges, it
wasn't very easy to get that
support from STW. | find
myself in a situation where
the issue is on-going and |

just have it hanging over my
head.”

‘Maybe more transparency
be nice to be kept informed
on what is going on behind
the scenes rather than what
Is being covered up for
example hear in the news
wondering if certain things
may affect your area.”

84
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Water Voice
Barometer and Spotlight Repo

South East Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk
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South East Water community members: 58

Age
Inclusivity Household
. B
income Age TSt s
Ethnic Minority - 9
Background
g - 6 Prefer not to Cender Age 65 to 74 I -
say | A - B 6
Rural K K A . -
e55to 64
Representation _ 27 £60k plus B s 23 23 23 ? B s
| cs0k-co0« M 10 Age 4510 5% —6 15
Accessibility Needs _ I 6
23 ]
6
Age 35to 44
fookcsox I 15 Male Fernale 9 — RE
N 1
Financially . S B
Vulnerable Age 25 to 34
I Under 20k T 12 B o
Note: Financial vulnerability is derived from income under - 3
20k, receipt of any benefit and/or in receipt of a discounted Age 18 to 24 H:

water bill.

Sample note: We have met 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than the

minimum sample, however when combined with community members who are on benefits, struggling to pay their bills oron

a discounted water tariff the quota for financially vulnerable community members is met. We are currently monitoring the .

guotaswhich are close to the minimum target to ensure we ‘top up’ here when replacing any drop-outs. We are also working . current sample . minimum sample
to boost our ethnic minority background, 18-24 & 75plus quotas here next month.
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The voice for water consumers
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Responsiveness (Always/often responsive) 10% -15% 25% -15%
Recent Experience (Positive recent experience) 17% -11% 40% -23%
Ceneral outlook (Positive outlook) 12% -27% 48% -36%
Communication (Fair/good communication) 28% -6% 38% -11%

Brand Connection (someone I'd really like and have a lot in common with) 14% -10% 32% -18%
Brand Momentum (salience) (on its way up/has a lot going for it) 5% -10% 25% -19%
Trust (a great deal/some trust) 14% -25% 52% -38%
Past 4 Week Interaction 83% +44% 51% +31%
Past 4 Week Disruption 10% +1% 7% +4%
Past 4 Week Water Quality Issues 7% -1% 7% 0%

Overall Value for Money 40% +8% 46% -6%
Overall Satisfaction —water (satisfied, scoring 7-10) 26% -11% 56% -30%
Colour and Appearance 76% 0% 81% -5%

Taste and Smell 83% +9% 79% +4%
Safety of Drinking Water 72% -4% 80% -8%
Reliability of Supply 72% -5% 84% -12%
VWater Pressure 71% -3% 79% -8%

Total Base Size: 800
South East Water Base Size: 58

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape
the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources
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Executive summary

Overview of key findings

7 Ny

The voice for water consumers
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south east water

As a customer, overall, how satisfied are you

with South East Water? Spotlight: Customer service,
Q communication and support

5.26/10 VS 646/10 (TOtal) « Most (63%) feel it would be easy to

contact their water company and the
majority (77%) are confident that they
would get the help they need.

 Mixed experiences with day'tO'day SU pply Some CommUDity e 239 of commu nﬂ‘_y members were
members report reliable water and no personal issues, but unaware of the PSR. However, 55%
satisfaction is reduced by reports of outages, burst mains and would not know what help was
local supply disruptions affecting others. available to them/their household if

« Trust and reputation issues: Dissatisfaction is strongly linked to they were struggling with their bills.

negative news coverage, concerns about company leadership « Thereis an opportunity to ensure
and management decisions and perceptions that the company customers who are struggling to pay
has handled recent incidents poorly. bills can easily access help and support.

« Cost and fairness of charges. Rising bills, standing charges and
limited financial support for those struggling to pay contribute
to frustration and lower satisfaction.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in o B Shoe E66

discussion across the surveys, community and CCW's external insights. South East Water Base Size: 58
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26% are satisfied
overall

22% are not satisfied

Overall satisfaction
—water

52%
45%

November This Wave

40% are satisfied
with value for money

21% are not satisfied

Overall value for
money satisfaction

46%
40%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction is low and has decreased since November wave 1.
Those stating that they are satisfied with value for money has
increased, with neutrality having decreased. Stated dissatisfaction
across both measures has remained fairly consistent since wave 1.

Why have you given this overall satisfaction score?

“Personally not had any
Issues, supply and
quality of water is good
and sewerage is good as
well. Just too many
leaks.”

‘I have had no issues this
month, but | am aware that
many others, particularly
around Tunbridge have
suffered.”

“Offer good value for

money, but hosepipe

bands etc in summer
are of concern.”

. . 6/10 satisfaction score
6/10 satisfaction score /1
9/10 satisfaction score

Total Base Size: 800
South East Water Base Size: 58



South East Water: Barometer findings

Brand perceptions and performance (satisfaction)

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

-10% -10% -25%
B =
48%

47%
59%

Brand Connection  Brand Momentum Brand Trust
(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

Deliver great service for all community members
IMmproves our rivers

Creates a greener future

Spends community members' money wisely
Contributes to our communities

The voice for water consumers
Llais defnyddwyr dwr

21% -12% -25%
17% -5% -10%
21% -3% -11%
16% -4% -8%
19% -7% -15%

90

Water

Overall Satisfaction
Colour and Appearance
Taste and Smell

Safety of Drinking Water
Reliability of Supply
Water Pressure

26%
'76%
83%
72%
72%
71%

-11%
0%
+9%
-4%
-5%
-3%

-30%
-5%
+4%
-8%
-12%
-8%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800

South East Water Base Size: 58
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Billing and value for money

The voice for water consumers
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How easy or difficult do HOV; C?rt‘;jdte“t' ifata:'(’jdbo Most (63%) feel it would be easy to contact their water company
youfeel itistocontact YO 1 BE FISE0H W o and the majority (77%) are confident that they would get the
your water company 9 Py

need when contacting hel @ they need.

when you need to?
your water company?

- How much do you agree or disagree with the following statementsin

relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

63%

_ 21% o 29%
% %
B % Easy % Neutral ™% Very conﬂglent I could find the information | They met my expectations They are easy for me to understand
% Fairly confident needed quickly
e mo i
B % Difficult Not needed %6 Not very conﬂ@lent
B % Not at all confident B 9% Agree Neutral B % Disagree

Total Base Size: 800
South East Water Base Size: 58
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South East Water: Spotlight findings

Billing and value for money

The voice for water consumers
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Before today, were you Ifyou were struggling Just 23% were unaware of the PSR. However, 55% would
aware of the Priority to pay your water bills, not know what help was available to them/their
Services Register? would you know what household if they were struggling with their bills. 64%
help is available to you/ feel confident that South East Water would support

your household?

them appropriately if they were on the PSR and 59% feel

confident they would be supported if they had a general
customer service concern.
How much do you agree or disagree with the following
statements...
- - -

30%

25% 275
| B B
= Yes, and | am registered
| am confident that my water | am confident that my water | am confident that my water
Yes, but | am not registered " VYes = No company would support me company would support me company would support me if
appropriately if was struggling appropriately if | was on the | had a general customer
® No, | was not aware of it to pay my bills Priority Services Record (PSR) service need
B % Agree Neutral B % Disagree

There is an opportunity to ensure customers who are struggling to pay bills can easily Total Base Size: 800

South East Water Base Size: 58

access help and support.




South East Water: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

4 { y

The voice for water consumers
Llais defnyddwyr dwr

“There was no information
on run-off water
compensation when your
water is dirty following leak
repairs in the main pipes.”

‘It says compensation is
paid automatically but
doesn't say how much.”

“l iked what | read, Levels of
compensation should be
printed as surely you would
not get the same if you had
no water for a week
compared to say low water
pressure?”

“The help and support area
with the tabs that include
Emergency options are
good and easy to read.
There needs to be part
which says how much
compensation the customer
gets.”
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Water Voice
Barometer and Spotlight Repo

South Staffs Water and Cambridge Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk
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South Staffs Water community members: 31

Cambridge Water community members: 23 Age
Inclusivit :
Y Household income Age 75+ = 3
2
Ethnic Minority - 9 Gender B -
Background - 10 Prefer not - Age 65to 74 N o
to say s

Rural - 7 B 25 22 25 Age 55 to 64 __IE 5
Representation £60Kk plus I
I 10 -
B 0 X —
| £40k-£60K .
Accessibility Needs I
I - . . Age 3510 4« MM 6 5
ale emale I
20k £s0« N 15

. W

Financially . S Age 25 to 34 B -

Vulnerable 8 LK
- Under £20k _ 12

Note: Inclusivity percentage may not total 100% because - . - 3
respondents could select more than one answer (multiple- Age 18 to 24 - 3
choice question).
Sample note: We have met 95% of our minimum sample quotas. N.B. Our lowest household income target is lower
than the minimum sample, however when combined with community members who are on benefits, struggling to o
pay their bills or on a discounted water tariff the quota for financially vulnerable community members is met. We are . current sample . mMinimum sample
currently monitoring the quotas which are close to the minimum target to ensure we ‘top up' here when replacing
anv drop-outs.
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below Average South Staffs Water Cambridge Water

The voice for water consumers
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Responsiveness (Always/often responsive) 13% -14% 25% -12%
Recent Experience (Positive recent experience) 26% -12% 40% -14%
Ceneral outlook (Positive outlook) 48% 0% 48% 0%
Communication (Fair/good communication) 26% +8% 38% -12%
Brand Connection (someone I'd really like and have a lot in common with) 30% +8% 32% 2%
Brand Momentum (salience) (on its way up/has a lot going for it) 24% +15% 25% 0%
Trust (a great deal/some trust) 59% +8% 52% +8%
Past 4 Week Interaction 48% +20% 51% -3%
Past 4 Week Disruption 6% 0% 7% -1%
Past 4 Week Water Quality Issues 9% 0% 7% +3%
Overall Value for Money 39% -6% 46% -7%
Overall Satisfaction —water (satisfied, scoring 7-10) 56% -9% 56% 0%
Colour and Appearance 83% -4% 81% +2%
Taste and Smell 87% +7% 79% +9%
Safety of Drinking Water 85% +3% 80% +5%
Reliability of Supply 89% +1% 84% +5%
VWater Pressure 70% -3% 79% -8%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Total Base Size: 800
the Accountability Sessions, rather than measure statistical performance. South Staffs and Cambridge Water Base Size: 54

Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources
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Executive summary J ) o AN

Overview of key findings South Staffs Water Cambridge Water

The voice for water consumers
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As a customer, overall, how satisfied are you
with South Staffs Water and Cambridge

Water? Spotlight: Customer service,

6.56/10vs 6.46/10 (Total) communication and support

* Less than half (48%) feel it would be
easy to contact their water company.
However, 75% are confident that they
would get the help they needed if they

» Reliable water supply and quality: Satisfaction is mainly driven by did
consistent supply, good water quality and the absence of '
service disruptions for many community members. * 56% of community members were
- . : . . unaware of the PSR and 65% would not
« Cost and billing concerns: Dissatisfaction often relates to rising know what help was available to
bills, unexpected charges, estimated readings and uncertainty them/their household if they were
about how costs are calculated. struggling with their bills
« Customer service and communication: Some community « There is an opportunity to ensure
members report difficulties contacting the company, slow customers can easily access help and
responses or a lack of proactive communication and Support

transparency about services and charges.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

) . . ) S South Staffs and Cambridge
discussion across the surveys, community and CCW's external insights. Water Base Size: B4




South Staffs Water and Cambridge Water:

Barometer findings
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The voice for water consumers
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56% are satisfied
overall

9% are not satisfied

Overall satisfaction

—water
35%
29%
Do 9%

November This Wave

39% are satisfied with
value for money

20% are not satisfied

Overall value for
money satisfaction

41%
41%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction has decreased slightly since November wave 1.
Neutrality has increased. Those stating they are satisfied with value for
money has also decreased slightly, with dissatisfaction increasing.

Why have you given this overall satisfaction score?

“They are good at
communicating and
reasonably priced.”

10/10 satisfaction score
South Staffs Water

‘Leaks unattended for
days wasting water.”

3/10 satisfaction score
Cambridge Water

“orovides a good quality
service with little
interruptions. could be
more transparent about
how our money is being
spent.”

7/10 satisfaction score
Cambridge Water

Total Base Size: 800

South Staffs and Cambridge Water

Base Size: 54



South Staffs Water and Cambridge Water:

Barometer findings

Brand perceptions and performance (satisfaction)
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The voice for water consumers
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Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+8% +15% +8%
0,
52% 0%
33%
- Coe% %

Brand Connection  Brand Momentum Brand Trust
(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

Deliver great service for all community members 39%
Improves our rivers 19%
Creates a greener future 28%
Spends community members' money wisely 17%
Contributes to our communities 30%

0% -7%
+6% -8%
+8% -4%
+8% -7%
+12% -4%

Water

Overall Satisfaction 56%
Colour and Appearance 83%
Taste and Smell 87%
Safety of Drinking Water 85%
Reliability of Supply 89%
Water Pressure 70%

-9% 0%
-4% +2%
+7% +9%
+3% +5%
+1% +5%
-3% -8%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800

South Staffs and Cambridge Water
Base Size: 54
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South Staffs Water and Cambridge Water:

Spotlight findings

Billing and value for money

The voice for water consumers
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How confident, if at all, do
you feel that you would be
able to get the help you
need when contacting
your water company?

How easy or difficult do
you feel it is to contact
your water company
when you need to?

54%

17%

15%

B 9% Very confident

% Fairly confident

% Not very confident
B % Not at all confident

B 9% Easy % Neutral

m % Difficult Not needed

Opportunity to further improve customer confidence in your ability to provide help and

support when they get in touch.

Less than half (48%) feel it would be easy to contact their water
company. However, 75% are confident that they would get the

help they needed if they did.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

27%
8%

| could find the information |
needed quickly

B % Agree

O,
35% 23%
8% 0%
They met my expectations They are easy for me to understand
Neutral B % Disagree

Total Base Size: 800
South Staffs and Cambridge

Water Base Size: 54
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South Staffs Water and Cambridge Water:
Spotlight findings
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Before today, were you Ifyou were struggling 56% of community members were unaware of the PSR
aware of the Priority to payyour water bills, and 65% would not know what help was available to
Services Register? would you know what

them/their household if they were struggling with their
bills. 60% feel confident that South Staffs Water and
Cambridge Water would support them appropriately if

they were on the PSR.
How much do you agree or disagree with the following
statements...
31%
40% - .

33% 25%

help is available to you/
your household?

= Yes, and | am registered 8%
. | am confident that my water | am confident that my water | am confident that my water
Yes, but | am not registered " VYes = No company would support me company would support me company would support me if
appropriately if was struggling appropriately if | was on the | had a general customer
B No, | was not aware of it to pay my bills Priority Services Record (PSR) service need
B 9% Agree Neutral m % Disagree

Total Base Size: 800

There is an opportunity to ensure customers can easily access help and support. South Staffs and Cambridge
Water Base Size: 54




South Staffs Water and Cambridge Water:
Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

7 { y

The voice for water consumers
Llais defnyddwyr dwr

“There is no mention of
failure to change a water
meter after already
assessing it and saying you
need a newone.”
South Staffs Water

“Clearly defined instructions
on website or a person
easily accessible to chat to
on the phone.”

South Staffs Water

"A national emergency
contact centre and number
like' 999"
Cambridge Water

“It's too complex and needs
to be presented with less
words and more visual
(shorter description).”
South Staffs Water
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The voice for water consumers
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Water Voice
Barometer and Spotlight Repo

South West Water (inc. Bristol Water
and Bournemouth Water)

February 2026

Delivered by Taylor McKenzie
Research and Energy Saving
Trust

ccw.org.uk
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South West Water (inc. Bristol
Water and Bournemouth Water) — =— - —

SouthWest Bournemouth Isles of Scilly

Community population Water ~ Water Water VR
The voice for water consumers
- Llais defnyddwyr dwr
South West Water community members: 14
Bristol Water community members: 25 Age
Bournemouth Water community members: 6
.o . - 3
Inclusivity Household income Age 75+ w >
. S 6
Ethnic Minority Age 65 to 74 I
Background pl’efer not to Gender g _ 8
say 26
23 23 B -
Age 55 to 64
19 9522 I s
Rural £60k plus
Representation
; Age 45 to 54 = g
I £40k-£60k
1
Accessibility Needs Age 35 to 44 __IS .
E20K-E£40K Male Female
N -
. . Age 25 to 34
Financially - S 7 <
Vulnerable | 1= Under £20k
Note: Financial vulnerability is derived from income under Age 18 to 24 __E
20k, receipt of any benefit and/or in receipt of a discounted - 2
water bill.

. current sample . minimum sample

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than the minimum sample, however when combined
with community members who are on benefits, struggling to pay their bills or on a discounted water tariff the quota for financially vulnerable community members is met. We
are currently topping up with South West Water community members only to ensure a more representative split across each water company.
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KEY:
% difference +10%

Dashboard summary --csewe = == o D d AN

% difference -10% South West
below Average Water

Water Water WATER
The voice for water consumers
Llais defnyddwyr dwr

Responsiveness (Always/often responsive) 27% +5% 25% +2%
Recent Experience (Positive recent experience) 38% +1% 40% -2%
Ceneral outlook (Positive outlook) 53% +18% 48% +5%
Communication (Fair/good communication) 38% +9% 38% 0%
Brand Connection (someone I'd really like and have a lot in common with) 40% +17% 22% +8%
Brand Momentum (salience) (on its way up/has a lot going for it) 22% +6% 25% -3%
Trust (a great deal/some trust) 58% +11% 52% +6%
Past 4 Week Interaction 51% +21% 51% 0%
Past 4 Week Disruption 9% +7% 7% +2%
Past 4 Week Water Quality Issues 7% -2% 7% 0%
Overall Value for Money 51% +16% 46% +5%
Overall Satisfaction —water (satisfied, scoring 7-10) 60% +9% 56% +49%
Colour and Appearance 87% +8% 81% +6%
Taste and Smell 84% +1% 79% +5%
Safety of Drinking Water 80% +5% 80% 0%
Reliability of Supply 84% -2% 84% 0%
\Water Pressure 71% -1% 79% -8%
South West Water & Isles of Scilly Water Only
Overall Satisfaction —sewerage (satisfied, scoring 7-10) 28% -24% 56% -28%
Reducing smells from sewage treatment works 43% +10% 41% +2%
Maintenance of sewerage pipes and treatment works 36% +7% 40% -4%
Cleaning wastewater properly before release back into environment 14% -5% 37% -23%
Minimising sewer flooding 21% +2% 36% -15%
Past 4 Week Sewerage issues 0% 0% 3% -3%
) ) Total Base Size: 800
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape the Accountability Sessions, rather than measure statistical performance. South West Water including Bristol and

Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources Bournemouth Water Base Size: 45
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Exec u t Ive S u a ry SouthWest Bournemouth Islesofsﬂcilly ( v /
Overview of key findings Water ~ Water Water TR

The voice for water consumers
Llais defnyddwyr dwr

As a customer, overall, how satisfied are you
with South West Water?

6.24/10 vs 6.46/10 (Total)

Spotlight: Customer service,
communication and support

« 52% feel it would be easy to contact
their water company and most (80%)
are confident that they would get the

. . , _ help they need.
» Reliable supply but variable water quality: Many community

members report consistent supply and generally good service, « 32% of community members were
though some mention issues with taste, pressure or occasional unaware of the PSR and 73% would not
iNnterruptions. know what help was available to
_ _ ' ' - them/their household if they were
* High costs and perceived poor value: Dissatisfaction is strongly struggling with their bills,
linked to high bills, rising charges and a perception that pricing
is not justified by the service received. * Thereisan opportunity to ensure
, , customers who are struggling to pay
« Environmental impact and trust concerns. Concerns about bills can easily access help and support.

sewage discharges, pollution of rivers and seas, executive pay
and perceived lack of investment reduce trust and overall
satisfaction.

" : g : : . Total Base Size: 800
Accountability call out: There are currently no ad-hoc Accountability Session triggers in S n Ves Wi T el

discussion across the surveys, community and CCW's external insights. Bristol and Bournemouth
Water Base Size: 45



South West Water (inc. Bristol Water and
Bournemouth Water): Barometer findings
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The voice for water consumers
Llais defnyddwyr dwr

60% are satisfied
overall

20% are not satisfied

Overall satisfaction
—water

33%

November

51% are satisfied with
value for money

22% are not satisfied

Overall value for
money satisfaction

37%
27%

This Wave

20%

This Wave

November

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction has increased since November wave 1. However,
dissatisfaction has also increased slightly. Those stating they are
satisfied with value for money has increased since November wave T

and dissatisfaction has decreased.

Why have you given this overall satisfaction score?

‘I have no issues with
supply, quality or price.
However we do receive

separate waste bills
which is twice the price

of the water bill.”

“The astronomical bill costs.
There seems to be little or no
regulation of prices”

2/10 satisfaction score
Bristol Water

9/10 satisfaction score
Bournemouth Water

“Still not hearing enough
about upgrades to
existing sewerage plants
here in North Devon.”

5/10 satisfaction score
South West Water

Total Base Size: 800
South West Water including Bristol and
Bournemouth Water Base Size: 45



South West Water (inc. Bristol Water and
Bournemouth Water): Barometer findings

Brand perceptions and performance (satisfaction)

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+17% +6% +11%
33%
18%

Brand Connection  Brand Momentum Brand Trust
(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B 9% Negative

B 9% Positive % Neutral

108

The voice for water consumers
Llais defnyddwyr dwr

Deliver great service for all community members 45% -1% -1%
Improves our rivers 7% -7% -20%
Creates a greener future 16% -5% -16%
Spends community members' money wisely 20% +1% -4%
Contributes to our communities 27% -3% -7%

Water

Overall Satisfaction 60% +9%
Colour and Appearance 87% +8%
Taste and Smell 84% +1%
Safety of Drinking Water 80% +5%
Reliability of Supply 84% -2%
Water Pressure 71% -1%

+4%
+6%
+5%
0%
0%
-8%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800

South West Water including Bristol and
Bournemouth Water Base Size: 45
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South West Water (inc. Bristol Water and
Bournemouth Water): Spotlight findings

Billing and value for money The veice for water consumer
als derny wyr awr
How easy or difficult do 'j)ivgeﬁ:gjteﬂéu'fﬁéi:gdbz 52% feel it would be easy to contact their water company and
you feel it is to contact o . most (80%) are confident that they would get the help they
your water company abletogetthe help you
need when contacting need.

when you need to?
your water company?

- How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's

policy for financial payments when the service is not as promised?

64%
16%

32%
21% 18% 21%
H% Easy % Neutral =% \/ery conﬁglent I could find the information | They met my expectations They are easy for me to understand
% Fairly confident needed quickly
e mo i
B % Difficult Not needed %6 Not very conﬂglent
B % Not at all confident B % Agree Neutral B % Disagree

Total Base Size: 800

South West Water including
Bristol and Bournemouth
Water Base Size: 45
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South West Water (inc. Bristol Water and
Bournemouth Water): Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

Before today, were you If you were struggling 32% were unaware of the PSR and 73% would not know
aware of the Priority to pay your water bills, what help was available to them/their household if they
Services Register? would you know what were struggling with their bills. 68% feel confident that

help is available to you/
your household?

South West Water would support them appropriately if
they were on the PSR and 71% feel confident they would

get support if they had a general customer service
concern.
How much do you agree or disagree with the following
statements...
39%

18% 21%
%

I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if

39%

= Yes, and | am registered

Yes, butlam not registered " Yes = No appropriately if was struggling appropriately if | was on the | had a general customer
) to pay my bills Priority Services Record (PSR) service need
B No, | was not aware of it
B 9% Agree Neutral B % Disagree

Total Base Size: 800

There is an opportunity to ensure customers who are struggling to pay bills can easily S n Ves Wi T el

access help and support. Bristol and Bournemouth
Water Base Size: 45




South West Water (inc. Bristol Water and

Bournemouth Water): Spotlig

ht findings

7 { y

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

The voice for water consumers
Llais defnyddwyr dwr

“It's a bit all over the place

and could be more clearly

organised.”
Bristol Water

“I'can't think of anything
really; the compensation
info is pretty detailed,
thorough and
straightforward!”
Bristol Water

“There is a lot of information
to find what you're looking
for. An interactive form of
sorts where you can search
might be better, or just a
clearer contents page.”
South West Water

Note: No responses were provided by Bournemouth Water community members for this question

“There is too much
Information in one place, |
would want to be able to
find what | need quickly and
without having to spend a
long time searching for the
relevant section to them
look there further.”
South West Water

m
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The voice for water consumers
Llais defnyddwyr dwr

Water Voice
Barometer and Spotlight Repo

Southern Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk



Southern Water

N3

Southern

Community population Water. = .
Lins detnyadwyr i
Southern Water community members: 53
Age
Inclusivity Household income
Age 75+ _K
M 3
Ethnic Minority - 9 Prefer not to
Background Cender 6
g - 8 say - 4 e Age 65 to 74 =5
23 23
B
Rural B £60k plus ——— Age 55 to 64 -
Representation - 12 I 17
B 0 I -
£40k-£60k Age 45to 54
: . 9T I s
Accessibility Needs _
20 I - __I¢
£20k-£40k I 7 Male Fermale Age 3510 44 e
Financially - S 12 6
Vulnerable - 10 Under £20Kk -’ Age 25to 34 -_ .

Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted
water bill.

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower
than the minimum sample, however when combined with community members who are on benefits, struggling to pay
their bills or on a discounted water tariff the quota for financially vulnerable community members ismet. We are currently

looking toincrease our ethnic minority background sample and 18-24 sample by at least 1.

. current sample

Age 18 to 24 H 3

. minimum sample




N4

KEY:
% difference +10%

Dashboard summary :owreee Southern 4 & AN

% difference -10% ~——
below Average Water. ==

The voice for water consumers
ais defnvddwvr d

Responsiveness (Always/often responsive) 19% -5% 25% -7%
Recent Experience (Positive recent experience) 21% -1% 40% -19%
Ceneral outlook (Positive outlook) 19% -1% 48% -29%
Communication (Fair/good communication) 28% -2% 38% -10%
Brand Connection (someone I'd really like and have a lot in common with) 19% +10% 32% -13%
Brand Momentum (salience) (on its way up/has a lot going for it) 13% +2% 25% -11%
Trust (a great deal/some trust) 28% +13% 52% -23%
Past 4 Week Interaction 53% -4% 51% +1%
Past 4 Week Disruption 8% +49% 7% +1%
Past 4 Week Water Quality Issues 6% +49% 7% -1%
Past 4 Week Sewerage issues 2% 0% 3% -1%
Overall Value for Money 23% +8% 46% -23%
Overall Satisfaction —water (satisfied, scoring 7-10) 23% 0% 56% -33%
Colour and Appearance 83% 0% 81% +2%
Taste and Smell 72% +8% 79% -7%
Safety of Drinking Water 70% 2% 80% -11%
Reliability of Supply 77% -6% 84% -7%
VWater Pressure 83% +2% 79% +4%
Overall Satisfaction — sewerage (satisfied, scoring 7-10) 40% 0% 56% -16%
Reducing smells from sewage treatment works 30% +6% 41% -10%
Maintenance of sewerage pipes and treatment works 26% +8% 40% -13%
Cleaning wastewater properly before release back into environment 21% +4% 37% -16%
Minimising sewer flooding 23% +6% 36% -13%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Total Base Size: 800

the Accountability Sessions, rather than measure statistical performance. s
Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources Southern Water Base Size: 53
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Executive summary Southern Ve /7,
Overview of key findings Water. == - - w
As a customer, overall, how satisfied are you Q Spotlight: Customer service,
with Southern Water? communication and support

* 50% feel it would be easy to contact Southern

4.64/10 VS 646/10 (Total) Water, but 44% are not confident that they

would get the help they need when doing so.

 Thereis a clear opportunity to address the
low levels of confidence that customers feel
in being able to get help when they make
contact.

« High costs and rising bills: Dissatisfaction is strongly driven by
perceptions that water charges are too high or increasing too
quickly, with concerns about affordability and how money is
being spent. o 32% of community members were unaware

of the PSR and 57% would not know what

help was available to them/their household if
they were struggling with their bills.

« Environmental performance and infrastructure concerns. Many
comments highlight frustration about sewage pollution, leaks,
flooding and a belief that more investment is needed in
mMaintenance and environmental protection. « There is an opportunity to ensure customers

« Customer service and trust issues. Some community members who are struggling to pay bills can more
easily access help and support and feel

report poor communication, difficulty contacting the company : - :
and a perception that the company prioritises profits or gﬁi’wﬂdent that they would get help with their
executive pay over customer needs. '

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. Southern Water Base Size: 53



@ Southern Water: Barometer findings

23% are satisfied
overall

32% are not satisfied

Overall satisfaction
—water

40% 45%

November This Wave

23% are satisfied with
value for money

36% are not satisfied

Overall value for
money satisfaction

38%
42%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

N6

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction remains in line with November wave 1. However,
dissatisfaction has decreased, with neutrality increasing. Those stating
they are satisfied with value for money has also increased since wave 1.

Why have you given this overall satisfaction score?

“‘Disregard for environment,
historical misuse of money.”

4/10 satisfaction score

“I'm relatively happy, but
I would like to know

where the increase in
bills is spent.”

8/10 satisfaction score

“Have the impression
that they care more
about profit than the
communities they
service.”

2/10 satisfaction score

Total Base Size: 800
Southern Water Base Size: 53



Southern Water: Barometer findings

Brand perceptions and performance (satisfaction)

n7

The voice for water consumers
Llais defnyddwyr dwr

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+10% +2% +13%

23% 38%

15%

Brand Connection  Brand Momentum Brand Trust
(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

Deliver great service for all community members 21%
Improves our rivers 1%
Creates a greener future 15%
Spends community members' money wisely 8%
Contributes to our communities 17%

0% -25%
+5% -16%
+6% -17%

0% -16%

0% -17%

Water

Overall Satisfaction 23%
Colour and Appearance 83%
Taste and Smell 72%
Safety of Drinking Water 70%
Reliability of Supply 77%
Water Pressure 83%

0% -33%
0% +2%
+8% -7%
-2% -1%
-6% -7%
+2% +4%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800
Southern Water Base Size: 53
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Southern Water: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

How confident are you
that your water company
would provide the help
you need if you contacted
them?

How easy or difficult do
you feel it is to contact
your water company
when you need to?

39%

19%

- b

B 9% Very confident

% Fairly confident

% Not very confident
B % Not at all confident

B 9% Easy % Neutral

m % Difficult Not needed

There is a clear opportunity to address low levels of confidence that customers feel in
being able to get help when they make contact.

50% of community members feel it would be easy to contact
Southern Water, but 44% are not confident that they would get

the help they need when doing so.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

39%

22% 26%
I could find the information | They met my expectations They are easy for me to understand
needed quickly
B 9% Agree Neutral B % Disagree

Total Base Size: 800

Southern Water Base Size: 53
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Southern Water: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

Before today, were you Ifyou were struggling 32% of community members were unaware of the PSR
aware of the Priority to pay your water bills, and 57% would not know what help was available to
Services Register? would you know what them/their household if they were struggling with their
help is available to you/ bills. 52% do feel confident that Southern Water would

your household?

support them appropriately if they were on the PSR, but

40% are not confident they would get appropriate
support if they were struggling to pay.
How much do you agree or disagree with the following
statements...
33% - - -
22%
33%

- -

I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if

= Yes, and | am registered

Yes, butlam not registered " Yes = No appropriately if was struggling appropriately if | was on the | had a general customer
) to pay my bills Priority Services Record (PSR) service need
B No, | was not aware of it
B 9% Agree Neutral B % Disagree

There is an opportunity to ensure customers who are struggling to pay bills can more Total Base Size: 800

easily access help and support and feel confident that they would get help. Southern Water Base Size: 53




Southern Water: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could

help customers who might require additional support?

4 { y

The voice for water consumers
Llais defnyddwyr dwr

‘Information is there, but It's not clear how the

figures for compensation
very long and there could be have been reached. Might
an easy table to reference

” be helpful if that
too. . . . ,
information was available.

‘I think that we should be
sent a text that details any
breaches of policy and if we

as customers will be
compensated for example.”

‘Send us an
email/letter/leaflet on a
regular basis with the basics
included so that we don’t
have to go and do our own
searching on their website.”



cew

The voice for water consumers
Llais defnyddwyr dwr

Water Voice
Barometer and Spotlight Repo

Thames Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk



Thames Water

Community population
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The voice for water consumers
Llais defnyddwyr dwr

Thames Water community members:

Inclusivity

Ethnic Minority
Background

Rural
Representation

Accessibility Needs

Financially - S

Vulnerable _ 18

Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted
water bill.

Sample note: We have met 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than the
minimum sample, however when combined with community members who are on benefits, struggling to pay their bills or
on a discounted water tariff the quota for financially vulnerable community members is met. We are currently monitoring
the quotas which are close to the minimum target to ensure we ‘top up’ here when replacing any drop-outs. We are also

48

Household
Income

Prefer not to
say

£60k plus

£40k-£60k

£20k-£40k

Under £20k

working to boost our18-24 & 75+ sample by at least 1 for next month.

I

7
I 14

I 10
I 13

&
I 12

I
| E

Age

Hl 3
m 2

-
A Ao L0 S e 7

N
. s

N ©
. 8

Hl 3
Age 18 to 24 R

Age 75+

Age 35 to 44

Age 251to 34

. current sample . minimum sample
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KEY:
% difference +10%

DaSh boa rd Summary above Average

% difference -10%
below Average

d AN

The voice for water consumers
Llais defnyddwyr dwr

Responsiveness (Always/often responsive) 15% -10% 25% -11%
Recent Experience (Positive recent experience) 29% -4% 40% -11%
Ceneral outlook (Positive outlook) 33% +2% 48% -15%
Communication (Fair/good communication) 23% -10% 38% -15%
Brand Connection (someone I'd really like and have a lot in common with) 15% -3% 32% -17%
Brand Momentum (salience) (on its way up/has a lot going for it) 10% +6% 25% -14%
Trust (a great deal/some trust) 33% -11% 52% -18%
Past 4 Week Interaction 67% +25% 51% +15%
Past 4 Week Disruption 8% +4% 7% +2%
Past 4 Week Water Quality Issues 11% +2% 7% +4%
Past 4 Week Sewerage issues 6% +6% 3% +3%
Overall Value for Money 42% +8% 46% -4%
Overall Satisfaction —water (satisfied, scoring 7-10) 46% +8% 56% -10%
Colour and Appearance 69% -5% 81% -13%
Taste and Smell 65% +2% 79% -14%
Safety of Drinking Water 71% +9% 80% -10%
Reliability of Supply 75% -9% 84% -9%
\Water Pressure 7% -7% 79% -12%
Overall Satisfaction — sewerage (satisfied, scoring 7-10) 52% +1% 56% -4%
Reducing smells from sewage treatment works 29% -4% 41% -11%
Maintenance of sewerage pipes and treatment works 33% -13% 40% -6%
Cleaning wastewater properly before release back into environment 33% -4% 37% -3%
Minimising sewer flooding 25% -8% 36% -10%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Total Base Size: 800

the Accountability Sessions, rather than measure statistical performance. A
Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources Thames Water Base Size: 48



Executive summary

Overview of key findings
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The voice for water consumers
Llais defnyddwyr dwr

As a customer, overall, how satisfied are you
with Thames Water?

5.85/10 vs 6.46/10 (Total)

« Reliable day-to-day water supply. Many community members
report consistent supply and acceptable water quality, with few
direct service disruptions in their own homes.

« High bills and perceived poor value: Dissatisfaction is frequently
driven by rising charges, estimated billing and a perception that
costs are increasing without visible improvements.

« Trust, management and environmental concerns. Negative
perceptions are strongly influenced by reports of leaks, sewage
pollution, financial mismanagement and wider reputation
issues affecting confidence in the company.

Spotlight: Customer service,
communication and support

¢ 40% feel it would be easy to contact their
water company compared to 21% who feel it
would be difficult. However, 48% were not
confident that they would get the help they
needed when making contact.

* Opportunity to further improve customer
confidence in your ability to provide help
and support when they get in touch.

« Just 33% were unaware of the PSR but 69%
would not know what help was available to
them/their household if they were
struggling with their bills.

« Thereis an opportunity to ensure customers
who are struggling to pay bills can easily
access help and support.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. Thames Water Base Size: 48
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& Thames Water: Barometer findings

The voice for water consumers

Llais defnyddwyr dwr

46% are satisfied 42% é;re ?atisﬂed with Overall satisfaction has increased since November wave 1, with
overall - value for money dissatisfaction decreasing. The number of community members
15% are not satisfied 31% are not satisfied stating they are satisfied with value for money has also increased.
Overall satisfaction Overall value for However, dissatisfaction has remained unchanged.
—water money satisfaction

l Why have you given this overall satisfaction score?
“Thames Water wrote to

me a few weeks ago to

- o . check if | needed any
Lo 0 “Water bills high, water “We keep getting leaks further support or help
’ getting harder, no positives around our road for with my health
really.” years and its still not condition which was a
- been solved.” nice considerate
0/10 satisfaction score surprise and much
November  This Wave November  This Wave ; ; . ”
4/10 satisfaction score appreciated.
m % Satisfied (Score 7-10)
% Neutral (Score 4-6) 9/10 satisfaction score

m % Mot Satisfied (Score 0-3)

Total Base Size: 800
Thames Water Base Size: 48



Thames Water: Barometer findings

Brand perceptions and performance (satisfaction)

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

-3% +6% -11%
46% 48%
27%
Brand Connection  Brand Momentum Brand Trust

(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative
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The voice for water consumers
Llais defnyddwyr dwr

Deliver great service for all community members 31%
Improves our rivers 23%
Creates a greener future 25%
Spends community members' money wisely 13%
Contributes to our communities 25%

9% 15%
+1% -4%
+7% 7%
5% 1%
+5% -9%

Water

Overall Satisfaction 46%
Colour and Appearance 69%
Taste and Smell 65%
Safety of Drinking Water 71%
Reliability of Supply 75%
Water Pressure 67%

+8%
-5%
+2%
+9%
-9%
-7%

-10%
-13%
-14%
-10%
-9%
-12%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800

Thames Water Base Size: 48
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Thames Water: Spotlight findings

Billing and value for money
The voice for water consumers

Llais defnyddwyr dwr

How easy or difficult do How confident, if at all, do 40% feel it would be easy to contact their water company,
you feel it is to contact yzlgfte'otgjtttyﬁe“hﬁ%'yise compared to 21% who feel it would be difficult. However, 48%
y@fw;ﬁviﬁj o need when contacting were not confident that they would get the help they needed
' your water company? when making contact.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

44%

15%

S A%
B % Easy % Neutral I%\/ery com‘ident

% Fairly confident

5 .
m % Difficult Not needed % Not very confident

m % Not at all confident

Opportunity to further improve customer confidence in your ability to provide help and

support when they get in touch.

19% 40%
29%

I could find the information | They met my expectations They are easy for me to understand
needed quickly
B 9% Agree Neutral B % Disagree

Total Base Size: 800

Thames Water Base Size: 48
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Thames Water: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

Before today, were you Tyou were S”uggg,rl"g Just 33% were unaware of the PSR but 69% would not
aware of tge F:rltorrgy T;Sozalgigjwfﬁrw#};{ know what help was available to them/their household if
ervices megisten help is available to you / they were struggling with their bills. However, the
your household? majority do feel confident that Thames Water would

L

support them appropriately if they were on the PSR or if

they had a general customer service concern.
How much do you agree or disagree with the following
statements...
46% -
50%

- _
S— B

I am confident that my water | am confident that my water | am confident that my water

= Yes, and | am registered

) company would support me company would support me company would support me if
Yes, butlam not registered " Yes = No appropriately if was struggling appropriately if | was on the | had a general customer
) to pay my bills Priority Services Record (PSR) service need
B No, | was not aware of it
B 9% Agree Neutral m % Disagree

There is an opportunity to ensure customers who are struggling to pay bills can easily Total Base Size: 800

Thames Water Base Size: 48

access help and support.




Thames Water: Spotlight findings

4 /
Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

“The compensation offered
looks very fair to me - the
only one | would question is
compensation for sewerage
flooding as that looks very
low compared to the
amount of damage it could
cause inside a home.”

‘I would like to see more
Information about how to
help those customers who

are experiencing difficulty in
paying their bills.”

“The level of detail in the
documentation is too great
and resembles an extremely
complex legal contract. It
would be better to set out
the broad promise in
layman's terms and keep
the rest as additional
backup should the query
need to be escalated.”

The voice for water consumers
Llais defnyddwyr dwr

“There seems to be a lot of
loop holes regarding when
and when not payment is
made. Maybe this could be
made a little easier to
understand.”
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The voice for water consumers
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Water Voice
Barometer and Spotlight Repo

United Utilities
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
ccw.org.uk



United Utilities
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) United
, , Utilities
Community population :
Lints Getmydcwyr i e
United Utilities community members: 54 Age
Inclusivity Household
income Age 75+ = :
Ethnic Minority ‘- 9
Background ‘- 10 Prefer not to Gender Ade 65 to T4 B -
say 2 J . -
29
- 7
14 I
B © Age 45 to 54 ___IC
. I £40k-£60k I 12
Accessibility Needs ‘_ B :
23
— - o e ¢
£20k-£40k Male Female Other ]
. . 15
Financially ‘- S — B -
Vulnerable ‘_ 18 Age 25 to 34
e s
Under £20k = 12
Note: Financial vulnerability is derived from income under 12
20Kk, receipt of any benefit and/or in receipt of a discounted Age 18 to 24 - 3
water bill. |

Sample note: We have met 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than the
minimum sample, however when combined with community memlbers who are on benefits, struggling to pay their bills or

on a discounted water tariff the quota for financially vulnerable community members is met. We are currently monitoring
the quotas which are close to the minimum target to ensure we ‘top up' here when replacing any drop-outs.

current sample

. minimum sample
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% difference +10%
above Average

% difference -10%
below Average

Dashboard summary

United
Utilities

<

<

The voice for water consumers

Llais defnyddwyr dwr

y
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Responsiveness (Always/often responsive) 22% -13% 25% -3%
Recent Experience (Positive recent experience) 41% -9% 40% +1%
Ceneral outlook (Positive outlook) 52% -3% 48% +4%
Communication (Fair/good communication) 28% -11% 38% -10%
Brand Connection (someone I'd really like and have a lot in common with) 28% +9% 32% -4%
Brand Momentum (salience) (on its way up/has a lot going for it) 24% +2% 25% 0%
Trust (a great deal/some trust) 54% +11% 52% +2%
Past 4 Week Interaction 50% +11% 51% -1%
Past 4 Week Disruption 7% +6% 7% +1%
Past 4 Week Water Quality Issues 7% +49% 7% +1%
Past 4 Week Sewerage issues 6% +4% 3% +3%
Overall Value for Money 43% +13% 46% -3%
Overall Satisfaction —water (satisfied, scoring 7-10) 59% +6% 56% +3%
Colour and Appearance 91% +11% 81% +9%
Taste and Smell 76% +9% 79% -3%
Safety of Drinking Water 83% +13% 80% +3%
Reliability of Supply 85% -4% 84% +1%
\Water Pressure 82% +7% 79% +3%
Overall Satisfaction — sewerage (satisfied, scoring 7-10) 67% +15% 56% +11%
Reducing smells from sewage treatment works 45% +15% 41% +4%
Maintenance of sewerage pipes and treatment works 43% 0% 40% +3%
Cleaning wastewater properly before release back into environment 30% -7% 37% -7%
Minimising sewer flooding 39% +6% 36% +3%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape

the Accountability Sessions, rather than measure statistical performance.

Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources

Total Base Size: 800
United Utilities Base Size: 54
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Executive summary §united & § " L af

: S Utilities
Overview of key findings i
Linis denyddwyr dir

As a customer, overall, how satisfied are you

with United Utilities? Spotlight: Customer service,
communication and support

6.44/10 vs 6.46/10 (Total) - The majority (57%) feel it would be easy to

contact their water company if they
needed to and most (78%) are confident
that they would get the help they need.

 Reliable supply and generally good service: Satisfaction is mainly * 47% of community members were
driven by consistent water supply, good water quality and unaware of the PSR and 70% would not
positive experiences when issues are resolved quickly. know what help was available to
them/their household if they were
* Rising costs and affordability concerns: Dissatisfaction frequently struggling with their bills.
relates to increasing bills, high standing charges and , _
perceptions that prices are rising faster than expected. * Thereis an opportunity to ensure
customers can easily access help and
 Infrastructure, leaks and communication: Some concerns focus support.

on unresolved leaks, ageing infrastructure, limited
communication about works or investment and questions
about how company funds are being used.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. United Utilities Base Size: 54
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The voice for water consumers
Llais defnyddwyr dwr

59% are satisfied
overall

7% are not satisfied

Overall satisfaction
—water

41% 339%

This Wave

November

43% are satisfied with
value for money

13% are not satisfied

Overall value for
money satisfaction

52%
44%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction has increased slightly since wave 1 November. Those
stating they are satisfied with value for money has also increased, but
there are still high levels of neutrality.

Why have you given this overall satisfaction score?

“Issues with leaks locally
that haven't been resolved.”

3/10 satisfaction score

“‘Good and clean water
always received but just
annoyed that water
standing charges are so
high. I would rather pay
more for actual water
used.”

6/10 satisfaction score

“Information about
compensation, financial
support, and Priority
Services Register
benefits can be hard to
find or understand.”

7/10 satisfaction score

Total Base Size: 800
United Utilities Base Size: 54



United Utilities: Barometer findings

Brand perceptions and performance (satisfaction)

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+9% +2% +11%

44%
63%

20%

Brand Connection  Brand Momentum Brand Trust
(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative
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The voice for water consumers
Llais defnyddwyr dwr

Deliver great service for all community members 41%
Improves our rivers 22%
Creates a greener future 32%
Spends community members' money wisely 15%
Contributes to our communities 33%

+2%
+3%

+13%

+2%
4%

-5%
-5%
0%
-9%
-1%

Water

Overall Satisfaction 59%
Colour and Appearance 91%
Taste and Smell 76%
Safety of Drinking Water 83%
Reliability of Supply 85%
Water Pressure 82%

+6%
+11%
+9%
+13%
-4%
+7%

+3%
+9%
-3%
+3%
+1%
+3%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800

United Utilities Base Size: 54
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United Utilities: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

B % Easy % Neutral

| % Difficult

How easy or difficult do How confident, if at all, do

you feel it is to contact
your water company
when you need to?

able to get the help you
need when contacting
your water company?

57%

1%

21%

B % Very confident
% Fairly confident
=% Not very confident

Not needed )
m % Not at all confident

you feel that you would be

The majority (57%) feel it would be easy to contact their water
company if they needed to and most (78%) are confident that
they would get the help they need.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

32%

19% 30%
I could find the information | They met my expectations They are easy for me to understand
needed quickly
B % Agree Neutral B % Disagree
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United Utilities: Spotlight findings

Billing and value for money

The voice for water consumers

Before today, were you
aware of the Priority
Services Register?

If you were struggling
to pay your water bills,
would you know what
help is available to you/
your household?

-

= Yes, and | am registered
Yes, but | am not registered " Yes = No

B No, | was not aware of it

There is an opportunity to ensure customers can easily access help and support.

Llais defnyddwyr dwr

47% of community members were unaware of the PSR
and 70% would not know what help was available to
them/their household if they were struggling with their
bills. The majority do feel confident that United Utilities
would support them appropriately if they were on the
PSR or if they had a general customer service concern.

How much do you agree or disagree with the following
statements...

- - 38%

28%

40%

I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if

appropriately if was struggling appropriately if | was on the | had a general customer
to pay my bills Priority Services Record (PSR) service need
% Agree Neutral

B % Disagree

Total Base Size: 800

United Utilities Base Size: 54



United Utilities: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

4 { y

The voice for water consumers
Llais defnyddwyr dwr

“There isn’t a simple,
customer-friendly summary
page on United Utilities’
main website that clearly
lists types of service failures
and exact compensation
amounts.”

“I'm not even sure if | found
the correct document. |
found compensation info on
the standards of service
leaflet. | don't think it's easy
tofind at all - popular
leaflets is not a clear title for
what | was trying to find.”

‘It isn't easy to find. In fact
the above page only took
me to reporting pages? It
isn't clear how and what
situations that
compensation maybe
claimed in.”

‘Information without having
tosearch - it should be in
the headlines.”
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Water Voice
Barometer and Spotlight Repo

Wessex Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving

Trust
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Wessex Water |||
Wessex Water L+,

Community population vTLroup B & 8

The voice for water consumers
Llais defnyddwyr dwr

Wessex Water community members: 46

Age
Inclusivity Household
iIncome Age 75+ __E
o M2
Ethnic Minority ‘- 9 :
Background Prefer notto GCender
‘- 8 say | IS Age 65to 74 = g
23 55 23 24
Rural K £60Kk plus - Age 55 to 64 e
Representation [N 15 I 4 e
6
‘|1 £40k-£60k =]ﬁ Age 45 to 54 -_ -
Accessibility Needs ‘-
12
H -
£20k-£40k _ 15 Male Female Age 35to 44 _ 10
BN 1S
Financially ‘- S B -

Vulnerable Age 25 to 34
L Unger eoox 1 12 9 B o

Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted S
water bill. Age 18 to 24 W

Sample note: We have met over 90% of our sample target quotas. Our lowest household income target is lower than the
minimum sample, however when combined with community members who are on benefits, struggling to pay their bills or
on a discounted water tariff the quota for financially vulnerable community members is met. We are currently monitoring
the quotas which are close to the minimum target to ensure we ‘top up' here when replacing any drop-outs.

current sample . minimum sample
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% difference +10%
above Average

% difference -10%
below Average

Dashboard summary

Wessex Water

YTL GROUP

<

<

The voice for water consumers

Llais defnyddwyr dwr

y
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Responsiveness (Always/often responsive) 17% -4% 25% -8%
Recent Experience (Positive recent experience) 41% -4% 40% +1%
Ceneral outlook (Positive outlook) 57% +13% 48% +9%
Communication (Fair/good communication) 44% +4% 38% +5%
Brand Connection (someone I'd really like and have a lot in common with) 28% +5% 32% -4%
Brand Momentum (salience) (on its way up/has a lot going for it) 20% +13% 25% -5%
Trust (a great deal/some trust) 52% +14% 52% +1%
Past 4 Week Interaction 30% -1% 51% -21%
Past 4 Week Disruption 4% -3% 7% -3%
Past 4 Week Water Quality Issues 2% -7% 7% -4%
Past 4 Week Sewerage issues 0% -2% 3% -3%
Overall Value for Money 54% +19% 46% +8%
Overall Satisfaction —water (satisfied, scoring 7-10) 61% +20% 56% +5%
Colour and Appearance 87% +1% 81% +6%
Taste and Smell 80% +2% 79% +2%
Safety of Drinking Water 83% +4% 80% +2%
Reliability of Supply 89% +1% 84% +5%
VWater Pressure 87% +16% 79% +8%
Overall Satisfaction — sewerage (satisfied, scoring 7-10) 54% +5% 56% -1%
Reducing smells from sewage treatment works 41% +17% 41% +1%
Maintenance of sewerage pipes and treatment works 37% +11% 40% -3%
Cleaning wastewater properly before release backinto environment 30% +14% 37% -6%
Minimising sewer flooding 30% +16% 36% -5%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape

the Accountability Sessions, rather than measure statistical performance.

Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources

Total Base Size: 800
Wessex Water Base Size: 46
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Executive summary d AN

. - Wessex Water ..
Overview of key findings viLcrove B 8 5 e vorce for wat

Llais defnyddwyr dwr

As a customer, overall, how satisfied are you

with Wessex Water? Spotlight: Customer service,
communication and support

6-61/10 VS 646/10 (TOtaI) Q * Most (61%) feel it would be easy to

contact their water company and most
are confident that they would get the
help they need.

* 44% were unaware of the PSR and 78%
would not know what help was
available to them/their household if

« Environmental concerns and sewage pollution: Dissatisfaction is they were struggling with their bills.
strongly influenced by reports of sewage discharges into rivers
and seas and concerns about the company's environmental
performance.

» Reliable everyday water service: Satisfaction is mainly driven by
dependable supply, good water quality and generally positive
experiences when contacting community members service.

 Thereisan opportunity to ensure
customers who are struggling to pay
bills can easily access help and support.

« Cost, transparency and communication: Some community
members question rising prices, executive bonuses and want
clearer communication about how bills are used and what
Investment is being made.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. Wessex Water Base Size: 46
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The voice for water consumers
Llais defnyddwyr dwr

61% are satisfied
overall

4% are not satisfied

Overall satisfaction
- water

48%

35%

November This Wave

54% are satisfied with
value for money

11% are not satisfied

Overall value for
money satisfaction

50%
35%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction has increased considerably since November wave T
(+20%). Value for money satisfaction has also increased, with the level of

neutrality decreasing.

Why have you given this overall satisfaction score?

“Il'am worried about
articles i read in the
media about the
shortcomings of Wessex
water re pollution,
upkeep of infrastructure
and transparency of
where our money goes.”

‘Il am dissatisfied with
pollution but happy with the
service we are provided
with.”

7/10 satisfaction score

4/10 satisfaction score

‘I am satisfied with the
customer service and
overall attitude of
Wessex Water.”

8/10 satisfaction score

Total Base Size: 800
Wessex Water Base Size: 46



Wessex Water: Barometer findings

Brand perceptions and performance (satisfaction)

The voice for water consumers
Llais defnyddwyr dwr

Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+5% +13% +14%
54% es%
33%

Brand Connection  Brand Momentum Brand Trust
(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)

lot in common with) it)

B % Positive % Neutral B 9% Negative
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Deliver great service for all community members
IMmproves our rivers

Creates a greener future

Spends community members' money wisely
Contributes to our communities

46%
20%
20%
24%
35%

+10% 0%
+3% -7%
+6% -12%
+14% 0%
+16% +1%

Water

Overall Satisfaction
Colour and Appearance
Taste and Smell

Safety of Drinking Water
Reliability of Supply
Water Pressure

61%
87%
80%
83%
89%
87%

+20% +5%
+1% +6%
+2% +2%
+4% +2%
+1% +5%
+16% +8%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800
Wessex Water Base Size: 46
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Wessex Water: Spotlight findings

Billing and value for money
The voice for water consumers

Llais defnyddwyr dwr

Most (61%) feel it would be easy to contact their water company

How easy or difficult do How confident, if at all, do and the majority (89%) are confident that they would get the
you feel it is to contact y(;%ffte'otgjtttyﬁeuﬁé%'y%ﬁe help they need. The majority also agree that the information
ey need when contacting they have seen about financial payments could be found

your water company? quickly, met their expectation and is easy for them to

_ understand.

How much do you agree or disagree with the following statements in
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

78%
9%
24%

17% 13%

(0]

B % Easy % Neutral ™% Very conﬂglent I could find the information | They met my expectations They are easy for me to understand
% Fairly confident needed quickly
e mo i
B % Difficult Not needed %6 Not very conﬂ@lent
B % Not at all confident B 9% Agree Neutral B % Disagree

Total Base Size: 800
Wessex Water Base Size: 46
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Wessex Water: Spotlight findings

Billing and value for money

The voice for water consumers
Llais defnyddwyr dwr

Before today, were you If you were struggling 449% were unaware of the PSR and 78% would not know
aware of the Priority to pay your water bills, what help was available to them/their household if they
Services Register? would you know what were struggling with their bills. The majority do feel
help is available to you / confident that Wessex Water would support them

your household?

appropriately if they were struggling to pay their bills or
were on the PSR or if they had a general customer
service concern.

How much do you agree or disagree with the following
statements...

39%

CoB% - .

I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if

S0 22%

= Yes, and | am registered

Yes, but | am not registered " Yes = No

appropriately if was struggling appropriately if | was on the | had a general customer
o | ¢i to pay my bills Priority Services Record (PSR) service need
B No, | was not aware of it
B 9% Agree Neutral B % Disagree

There is an opportunity to ensure customers who are struggling to pay bills can easily Total Base Size: 800

access help and support. Wessex Water Base Size: 46




Wessex Water: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

4 { y

The voice for water consumers
Llais defnyddwyr dwr

"A section on billing could be
included as well as just
general tips and tricks to
help save water and reduce
use /save cost.”

‘Certainty that
compensation would
actually be paid. I'd like to
see Wessex publish data on
that.”

‘I think the information
could be easier to find and
more clearly signposted in
one place. At the moment,

you often have to search
around the website or
already know what you are
looking for, which can be
frustrating when you just
want a quick, clear answer.”

“I'm amazed how many
options are available and
how much you get for them.
| think making this more
obvious and accessible on
the website would be good
as | didn't know | could
claim for half of these
things.”
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Water Voice
Barometer and Spotlight Repo

Yorkshire Water
February 2026

Delivered by Taylor McKenzie
Research and Energy Saving
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Yorkshire Water ——

Community population YorkshireWater

The voice for water consumers
Llais defnyddwyr dwr

Yorkshire Water community members: 51

. Age
Inclusivity Household
INncome Age 75+ [ 34
Ethnic Minority - 9
Backaround _ Prefer not to
; 19 say | Age 65 to 74 =67
Rural £60k plus __i N -
Representation I s Age S5 to b4 I s
I ©
1 £40k-£60K ——— Age 45 o 54 | )
Accessibility Needs e
I -
£20k-£40k I 2 Age 35 1to 44 __6 10
Financially - S
vulnerable I 15 Under £20k = 12 Age 2510 34 N - )
Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted - 3
water bill. Age 18 to 24 - 5

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than

the minimum sample, however when combined with commmunity members who are on benefits, struggling to pay their bills

or on a discounted water tariff the quota for financially vulnerable community members ismet. We are currently monitoring . current sample
the quotas which are close to the minimum target to ensure we ‘top up' here when replacing any drop-outs

. minimum sample
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KEY:
% difference +10%

Dashboard summary :ocreee — ]

below Average YorkshireWater

d AN

The voice for water consumers
Llais defnyddwyr dwr

Responsiveness (Always/often responsive) 26% -1% 25% 0%
Recent Experience (Positive recent experience) 39% -3% 40% -1%
Ceneral outlook (Positive outlook) 51% +2% 48% +3%
Communication (Fair/good communication) 47% +9% 38% +9%
Brand Connection (someone I'd really like and have a lot in common with) 35% +13% 32% +4%
Brand Momentum (salience) (on its way up/has a lot going for it) 26% +1% 25% +1%
Trust (a great deal/some trust) 53% +11% 52% +1%
Past 4 Week Interaction 53% +2% 51% +2%
Past 4 Week Disruption 8% +8% 7% +1%
Past 4 Week Water Quality Issues 6% +2% 7% -1%
Past 4 Week Sewerage issues 0% 0% 3% -3%
Overall Value for Money 39% -3% 46% -7%
Overall Satisfaction —water (satisfied, scoring 7-10) 51% +7% 56% -5%
Colour and Appearance 80% -4% 81% -1%
Taste and Smell 80% 2% 79% +2%
Safety of Drinking Water 88% +2% 80% +8%
Reliability of Supply 84% 0% 84% 0%
\Water Pressure 84% +6% 79% +5%
Overall Satisfaction — sewerage (satisfied, scoring 7-10) 55% +4% 56% -1%
Reducing smells from sewage treatment works 53% +13% 41% +12%
Maintenance of sewerage pipes and treatment works 51% +13% 40% +11%
Cleaning wastewater properly before release back into environment 47% +7% 37% +10%
Minimising sewer flooding 35% -11% 36% 0%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Total Base Size: 800

the Accountability Sessions, rather than measure statistical performance. . N
Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources Yorkshire Water Base Size: 51
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Executive summary — d AN
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As a customer, overall, how satisfied are you

with Yorkshire Water? Spotlight: Customer service,
communication and support

6-39/10 VS 646/10 (TOtaI) « Most (63%) feel it would be easy to contact

their water company and the majority
(83%) are confident that they would get
the help they need.

» Reliable water supply and service quality: Satisfaction is largely
driven by consistent supply, good water quality and generally
positive experiences when community members contact the

company.

* 44% were unaware of the PSR and 48%
would not know what help was available
to them/their household if they were
struggling with their bills.

* Rising bills and value for money concerns: Dissatisfaction is often

linked to increasing water bills and perceptions that price rises
are not matched by visible service improvements.

 Thereisan opportunity to ensure
customers who are struggling to pay bills
can easily access help and support.

« Infrastructure, leaks and environmental performance: Some
concerns focus on water leaks, sewage management and
whether enough investment is being made to improve
infrastructure and environmental outcomes.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in Total Base Size: 800

discussion across the surveys, community and CCW's external insights. Yorkshire Water Base Size: 51
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@ Yorkshire Water: Barometer findings

The voice for water consumers
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51% are satisfied
overall

14% are not satisfied

Overall satisfaction
—water

36%
35%

November This Wave

39% are satisfied with
value for money

20% are not satisfied

Overall value for
money satisfaction

40% 41%

November  This Wave

m % Satisfied (Score 7-10)
% Neutral (Score 4-6)
m % Mot Satisfied (Score 0-3)

Overall satisfaction has improved slightly since November. Value for
money satisfaction remains consistent.

Why have you given this overall satisfaction score?

‘I don't feel they help the
environment to he best that
they could.”

“The water is fine but “‘l'am happy as we had
bills going up so much not had recently any
when they have made so issues with our water, it
much profit in the last  has always been clean
year is shocking.” and had no cutsin

water.”

6/10 satisfaction score

2/10 satisfaction score
10/10 satisfaction score

Total Base Size: 800
Yorkshire Water Base Size: 51



Yorkshire Water: Barometer findings

Brand perceptions and performance (satisfaction)

The voice for water consumers
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Perceptions of Water Company in relation
to connection, momentum and trust

+/- Change vs. November

+13% +1% +11%
43% =
22%

Brand Connection  Brand Momentum Brand Trust
(positive = someone  (positive=on its way (positive=a great
I'd really like & have a up/has a lot going for ~ deal/some trust)
lot in common with) it)

B % Positive % Neutral B 9% Negative

Deliver great service for all community members
IMmproves our rivers

Creates a greener future

Spends community members' money wisely
Contributes to our communities

49%
37%
37%
27%
39%

+2% +3%
+6% +10%
+6% +5%
+7% +3%
+3% +5%

153

Water

Overall Satisfaction
Colour and Appearance
Taste and Smell

Safety of Drinking Water
Reliability of Supply
Water Pressure

51%

80%
80%
88%
84%
84%

+7% -5%
-4% -1%
-2% +2%
+2% +8%
0% 0%
+6% +5%

% difference +10% above Average
% difference -10% below Average

Total Base Size: 800
Yorkshire Water Base Size: 51
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Yorkshire Water: Spotlight findings

Billing and value for money

The voice for water consumers
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B % Easy % Neutral

| % Difficult

How easy or difficult do How confident, if at all, do

you feel it is to contact
your water company
when you need to?

able to get the help you
need when contacting
your water company?

61%

17%

B % Very confident
% Fairly confident
=% Not very confident

Not needed )
m % Not at all confident

you feel that you would be

Most (63%) feel it would be easy to contact their water company
and the majority (83%) are confident that they would get the
help they need.

How much do you agree or disagree with the following statementsin
relation to the information you have seen regarding your water company's
policy for financial payments when the service is not as promised?

26% 35%
22%

oM o w %
I could find the information | They met my expectations They are easy for me to understand
needed quickly
B % Agree Neutral B % Disagree

Total Base Size: 800
Yorkshire Water Base Size: 51
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Yorkshire Water: Spotlight findings

Billing and value for money

The voice for water consumers

Before today, were you
aware of the Priority
Services Register?

If you were struggling
to pay your water bills,
would you know what
help is available to you/
your household?

\

20%

= Yes, and | am registered

Yes, but | am not registered " Yes = No

B No, | was not aware of it

There is an opportunity to ensure customers who are struggling to pay bills can easily

access help and support.

Llais defnyddwyr dwr

44% were unaware of the PSR and 48% would not know
what help was available to them/their household if they
were struggling with their bills. The majority do feel
confident that Yorkshire Water would support them
appropriately if they were on the PSR or if they had a
general customer service concern.

How much do you agree or disagree with the following
statements...

28% 30%

30%

I am confident that my water | am confident that my water | am confident that my water
company would support me company would support me company would support me if

appropriately if was struggling appropriately if | was on the | had a general customer
to pay my bills Priority Services Record (PSR) service need
B 9% Agree Neutral m % Disagree

Total Base Size: 800
Yorkshire Water Base Size: 51




Yorkshire Water: Spotlight findings

Please let us know if you have anything else you would like to add in relation to how your water company could
help customers who might require additional support?

4 { y

The voice for water consumers
Llais defnyddwyr dwr

"As with most compensation

schemes from large
companies it was
Impossible to find on their
website.”

‘It would be nice if there was
the contact number added
to the page or pages as
some people who may be in
a time of distress may feel
stressed and just want to
talk it out with someone.”

‘Maybe short videos
explaining next to text so
people who have reading

difficulties can listen to the
videos.”

“They could post out a
newsletter. [t could contain
a link to a website. | would

be interested to receive
something from them. It
might help my perception of
them asa company.”



CCW,

23 Stephenson Street,
Birmingham,

B2 4BH

ccw.org.uk

The voice for water consumers
Llais defnyddwyr dwr
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