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This report represents the views of people on our community, the data is based on their
opinion rather than fact. This includes findings on topics such as past
underinvestment, pollutions and storm overflows.

A full overview of the research methodology, sampling approach and our approach to
reporting is available on the CCW website: https://www.ccw.org.uk/our-work/consumer-

panels
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Progress in numbers

Our Water Voice achievements since launch (Nov 2025)
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Panels and participation

16 Water Voice panels live across England and Wales
(+ 3 sub-panels)

¢ 968 community members onboarded

« 805 participated in Barometer

« 800 participated in Spotlight

Research Delivery

15 surveys delivered to date
« 1 Getting to Know You
« 7 Spotlight surveys
« 7/ Barometer surveys

Engagement and performance
797 responses per survey (avg.)

* 99% completion rate (May 2026)

* 534 community members (67%) have now completed
all 15 surveys
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Community and quality

* 84 community posts delivered (Nov-May)

* 100% of panels meeting KPI participation
thresholds

* O missed reporting deadlines

Accountablllty delivery

16 Accountability Sessions completed (all
transcripts and reports published)

* 16 action plans completed and community
members currently giving feedback on water
company responses

* Tad hoc session delivered (South East Water)
with agreed action plan published

» 332 actions committed through Spring
Accountability Session action plans

* 365 actions committed in total, including the
South East Water ad hoc session



An update on our Spring Accountability Sessions
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What the sessions have achieved

All water companies have now submitted their Spring Accountability Session action
plans, setting out how they intend to respond to the issues raised by community
members. These have been published on the CCW website and can be read here
https://www.ccw.org.uk/our-work/consumer-panels/

Across the Spring Accountability Sessions, water companies have agreed to 332
actions. Some of the strongest actions are things customers should be able to see or
feel directly, including:

Clearer local updates on environmental work

Better information about rivers, bathing waters and sewage spills
More monitoring around water quality and wastewater infrastructure
Leak alerts before bills get too high

Easier online account tools

Clearer bills

Better routes to financial support

Stronger support for vulnerable customers

Faster responses when customers contact their water company.

AN NN N N NN

This is an important step forward. Community members have not just shared their
views; they have helped secure named, trackable commitments from every water
company.

These actions now provide a clear evidence base for CCW, community members and
wider stakeholders to understand what companies have promised to do in response
to customer challenges.

The process is now moving from listening and responding to tracking delivery and
holding companies to account.
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How progress will be tracked

Over the summer, CCW and Taylor McKenzie will track
progress against each company’s published action plan
and share updates with communities using a traffic light
infographic. This will show clearly which actions have
been completed, which are in progress, and which are
delayed or require further follow-up.

In the lead up to the Autumn Accountability Sessions,
community members will also be shown a company
information ‘fact sheet’ infographic. This will help
community members understand how their water
company is performing across key areas, what the
information means in plain English and where there may
be areas for further improvement or challenge.

Together, these updates will help community members
come into the Autumn sessions better informed, with a
clear view of both action plan progress and wider
company performance.

The Autumn Accountability Sessions will then provide an
opportunity to review what has happened since Spring,
challenge delays or weak evidence and ask informed
guestions about where further action may be needed.
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This month, a number of changes have been made to the report to improve its readability and
mMake it easier to track community sentiment over time,

« Introductory slides: These have been reduced. All information that was here is now online.

« Barometer dashboards: We have reviewed the metrics that are in the executive table to provide a more
rounded overview of community sentiment.

« EXxecutive summaries: We now have standalone Barometer and Spotlight exec summaries.

« Barometer: The focus has been placed on the key experience measures of value for money, trust and
satisfaction with water and/or waste services and shows community trends over the duration of the
community.

« Spotlight report: An additional page has been added to cover more content from the Spotlight survey.
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This month the Spotlight focused on Affordability, covering topics including:

« Affordability: How comfortable community members were with the amount of their household income that
went towards their water bill.

« Fairness: How fair their service costs felt as well as future increases, service improvements, value and control.
« Changesto bill: Specifically, awareness of changes to their bill and how they became aware.
« Bill increases: Appetite for bill increases being used to fund specific areas of service.

« Support: Awareness of and access to support for those who might need it.






Sample

Water Voice sample in detalil at total level across all 16 communities.
Figures shown from the Barometer survey
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968 members onboarded
805 actively participated

Inclusivity

Ethnic Minority

[0)
Background 20%

Rural Representation _ 33%
Accessibility Needs _ 32%
Financially Vulnerable - 26%

Household
Income

Prefer not
to say

£60k plus

£40k-£60k

£20k-£40k

Under £20k

| IGL

48%

Gender

52%

Male

Female

Age 75+

Age 65to 74

Age 55 to 64

Age 45 to 54

Age 35 to 44

Age 25 1to 34

Age 18 to 24

Note: Inclusivity indicators are derived from multiple profile questions and are presented independently, therefore results do not sum to 100%.
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Age

W 5%

B 3o
B 7o
B 20%
B 26%
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Satisfaction is largely functional, not emotional: Positive views are mostly driven by the basics
working well: safe water, reliable supply, good pressure and limited disruption. Customers often
describe this as the service simply “doing what it should”, rather than active praise.

Value for money remains the main pressure point: Rising bills, standing charges, direct debits,
unclear spending, executive pay and infrastructure investment all contribute to concern that
charges are increasing faster than visible improvements.

Affordability is manageable for many, but fairness is more challenging: Most community
members say their water charges feel affordable (54%), but views on fairness are more mixed
(42% fair, 32% unfair). Fairness is weakened by concerns about profits, past underinvestment and
bills increasing more rapidly than household income.

Support needs to be easier to find and easier to access. 67% agree that customers who are
struggling should get more support with their bill. However, bill increases to fund support are
less popular, with under half of all community members (47%) supporting this. Community
members want bill support to be simple, visible and proactive. Barriers such as embarrassment,
uncertainty over eligibility and difficulty applying online may stop people from asking for help.

y
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Overall satisfaction — water (satisfied, scoring 7-10) 52% 59% +7%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 51% 50% 0%
Overall value for money 40% 48% +9%
Trust (a great deal/some trust) 48% 53% +6%
General outlook (positive outlook) 46% 45% -1%
Communication (fair/good communication) 34% 36% +2%
Brand connection (someone I'd really like and have a lot in common with) 25% 34% +9%
Brand momentum (salience) (on its way up/has a lot going for it) 20% 29% +9%
Colour and appearance 82% 85% +3%
Taste and smell 75% 80% +5%
Reliability of supply 87% 87% 0%
\/Vater pressure 77 % /9% +2%
Delivers great service for all community members 42% 48% +5%
Improves our rivers 20% 29% +9%
Creates a greener future 25% 32% +7%
Spends community members money wisely 18% 27% +8%
Contributes to our communities 27% 34% +7%

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: 805
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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For the majority of community members, charges feel affordable (54%) and fair (42%), although sentiment towards
fairness is more mixed overall. Unfairness is seen to be driven by company profits, dividends or executive pay (34%),
paying for past underinvestment (33%) and bills increasing faster than household income (33%). Feelings of
embarrassment are seen as the main barrier stopping customers reaching out for support (69%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

| receive safe drinking water 62%
| receive a reliable water service 60%
Wastewater and sewage are taken away 1% They m|g ht feel embarrassed 69%
and treated
- They might not think they are eligible 63%
(o}
19%
Company profits, dividends or executive They might not know support exists 62%
A i . 34%
pay make charges feel unfair
| feel customers are paying for past 229 They might find the application process too 50%
underinvestment | difficult ’
HFai . . .
m Affordable o | Bills are increasing faster than household 239
; LNJGUIEfrmd N B} Be:jt‘ra income e They might struggle to apply online 50%
natroraaple nralr

Base Size: 800
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Community members were asked how much they agree or disagree with a range of statements relating to
affordability. At an overall community level, members are worried about future increases to their bill (81%). 68%
also feel that customers are paying for things that should have been dealt with already. There is general
disagreement that members have control over their bills (55%), or that bill increases will lead to better service
or improvements (46%). 67% feel that customers who are struggling should get more support with their bill.

Please tell us how much you agree or disagree with each of the following statements.

. 26% 17% 31%

24% 32%

23% 23%

18%

13%

| worry about future | feel customers are | feel customers who My service bill feels | feel | understand what | feel like | get value for | trust that bill increases | feel | have some I trust my water
increases to my bill being asked to pay for are struggling should manageable at the | am paying for through money from my service  will lead to better control over the company to keep bills
things that should have get more support with moment my bill services or amount | pay for my as low as possible
been dealt with already their bill improvements service
H % Agree % Neutral B % Disagree
Notes:

Percentages may not total 100% due to rounding and omission of
‘unsure/don’t know' responses. Multiple choice questions will often
deliver a percentage higher than 100% when all response options are
shown.
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Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Increasing bills to maintain a safe supply (75%) and a reliable supply
(72%) are seen as most acceptable. Increasing bills to improve customer service is viewed less positively (44%
acceptable; 28% unacceptable).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each
of the following?

1%

Maintaining a supply of safe Maintaining a reliable supply Fixing leaks and improving Preparing for future Improving transparency Providing more support to  Improving customer service
drinking water of drinking water pipes challenges such asclimate  about where customers’ customers who are and communication
change, drought and money is spent struggling to pay
flooding
B % Acceptable % Neutral B % Unacceptable

O,
20% 26% o

9%

Note: Don't know scores excluded from chart

Base Size: 800

14
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Overall community: Spotlight findings
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Community members were asked how much they agreed or disagreed with statements relating to support.
There are high levels of agreement that the support application process should be as simple as possible (83%),
offered proactively (79%) and easier to find (76%). Lower levels of community members agree that they would

know where to find help if they were struggling to pay bills (47%) or that they would prefer to get independent
advice before contacting their company for support (33%).

Please tell us how much you agree or disagree with each of the following statements?

I 23%

36%
20%
25%
[0} [0)
12% 14% 20%
&% 8% o os% e
I think the application I think support should be | think support with paying | trust my water company If | was struggling to pay my If | was struggling to pay my I would prefer to get
process for support should offered proactively before water bills should be easier to  would treat customers water bill, | would feel water bill, | would know independent advice before
be as simple as possible customers fall into debt find respectfully if they asked for comfortable contacting my where to find help contacting my water
help water company company about bill support
H % Agree % Neutral

H % Disagree

Base Size: 800
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Affinity Water Affinity

Community population Water
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Affinity Water community members: 49

Inclusivity Household Age

Income
Age 75+ HH 3

Ethnic Minority - 9 - . e 3
Background [ - ey W3 Gender Age 651074 M G
27 s o
23 o 23
Rural | K £60k plus -i . AgeSS5to6s DN S
Representation - 1
I ©
£40k-£60k -10 A o 0 o e 11
12
1 I ©
Accessibility Needs I Age 3510 44 I 10
I -
£20k-£40k
B s ) Fernal —
e e G 2o 10 S — o
Financially N
Under £20k K
Vulnerable 1 [ S Age 1810 24 g1

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 is met. We are currently . current sample

O : L ‘ , , .minimum sample
monitoring the quotas which are close to the minimum target to ensure we top up' here when replacing any drop-outs.
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Overall satisfaction — water (satisfied, scoring 7-10) ©65% -4% 59% +7%
Overall value for money (satisfied, scoring 7-10) 55% +14% 48% +7%
Trust (a great deal/some trust) 53% +5% 53% 0%

General outlook (positive outlook) 51% +9% 45% +6%
Communication (fair/good communication) 41% +1% 36% +5%
Brand connection (someone I'd really like and have a lot in common with) 39% +11% 34% +5%
Brand momentum (salience) (on its way up/has a lot going for it) 35% +13% 29% +6%
Colour and appearance (satisfied, scoring 7-10) 82% -1% 85% -4%
Taste and smell (satisfied, scoring 7-10) 76% +6% 80% -5%
Reliability of supply (satisfied, scoring 7-10) 86% -3% 87% -1%

Water pressure (satisfied, scoring 7-10) 80% +4% 79% +1%
Deliver great service for all community members 53% +14% 48% +5%
Improves our rivers 41% +17% 29% +12%
Creates a greener future 39% +13% 32% +7%
Spends community members’ money wisely 31% +13% 27% +4%
Contributes to our communities 39% +19% 34% +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. 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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Overview of key findings
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65% Satisfied

Positively...

« Satisfaction is driven by reliability: Many community
members describe the service as dependable, with
consistent water supply, few disruptions and little
reason to engage with Affinity Water beyond
paying their bill.

But...

« Rising bills are the clearest source of dissatisfaction:
Several feel charges are too high, increasing
without enough explanation or not matched by
visible improvements to service, infrastructure or
water quality.

* Trust is weakened by water quality and
communication issues: Some mention hard water,
poor taste, low pressure, leaks, lack of updates and
difficult customer service, leaving them less
confident in the provider.

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

Llais defnyddwyr dwr

Why have you given this overall
satisfaction score?

‘I have a constant,
uninterrupted supply of
clean and safe water for a
reasonable price.”

“I still don't have confidence
that Affinity have turned
their ethos around.”

6/10 satisfaction score
8/10 satisfaction score

“They don't give us any
information | don't hear
from them.”

“‘Charge customers
fortunes and don't do what
they should.”

5/10 satisfaction score 2/10 satisfaction score

Base Size: 49

discussion across the surveys, community and CCW's external insights.
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Aside from a slight dip in March, satisfaction has remained consistent with 65% currently satisfied. Value for
money satisfaction (55%) is at it's hig hest since December and stated dissatisfaction with value for money is
down on the last wave (-12%) and since November (-14%). Trust remains slightly up on November.

% satisfied — water
70%  71%

o)
T 58% 8% 5eo 5596 9%
—=@=T0Otal
=0 Affinity Water
2% 20%m  29%  23% S0 30%  27%
9% 9% g%  10% 9% &% = 8%
2 > S) A X Q e
((\O@ ((\\Oe R 2 . R « g VQ& \&)A
@ @ ~D L o
eo O@ & ,((\

H % Satisfied (Score 7-10)
% Not Satisfied (Score 0-3)

% Neutral (Score 4-6)

% satisfied — value for money

55% 530 55%
53% v Q7% 4%
41%4: :>. _<:::
0)
46% 45% 450 46% .4 8%
—@—Total

=0 Affinity Water

30%
oy 26%  37% zew 6%

l . .
» S} S X Q e
2 < < & Q \
‘O S @ > Q
& < & © Q@ W W
@ @ ~o 2 ©

H % Satisfied (Score 7-10)
H % Not Satisfied (Score 0-3)

% Neutral (Score 4-6)

% Trust
57%
. 53% e 54% 2% 53%
(0}
53% 51%
48% Y 47%  49%
—@=T0tal

=0=— Affinity Water

33%

o)
30 O 3% 0% g 37w
W e me m om
2 & S S Y Q @

\®) NS “ >
& & & & g s $®
& S ~o @

m % Trust % Neutral H % Distrust

Base Size: 49
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C)% Spotlight: Affordability

For the majority of community members, charges feel affordable (57%) and fair
(58%).

Whilst the majority agree that their bill is manageable at the moment (66%), 51%
disagree that they have some control over the amount they pay for their service
and 66% are worried about future increases.

41% do not trust their provider to keep bills as low as possible.

72% also feel that customers who are struggling should get more support with
their bills.

Increasing bills to maintain a safe supply (66%) and a reliable supply (62%) are
seen as most acceptable.

Increasing bills to improve customer service is viewed less acceptably, with 43%
stating it is unacceptable.

There are high levels of agreement that the support application process should
be as simple as possible (87%), offered proactively (78%) and easier to find (71%).

Disagreement is higher when it comes to knowing where to find help if they were
struggling to pay bills (41%) or that they would prefer to get independent advice
before contacting their company for support (41%).

Llais defnyddwyr dwr

“Tell us where the money is
being spent and how to
reduce it.”

‘Reaching out to those who
they've noticed can't afford
paying their bills timely will
really be nice. By knowing
this, they can offer a fair
deduction to them.”

‘I think customers need to
be given advance notice of
any changes to their direct
debit, so it does not come as
a shock if it increases. They
need to be given the option
to stagger this increase
slowly.”

Base Size: 47
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For the majority of community members, charges feel affordable (57%) and fair (58%). However approximately
1/4 found charges unaffordable (24%) and unfair (28%). Fairness is driven by reliable water service (64%), safe
drinking water (51%) and clearly explained charges.

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?
Bills are increasing faster than household 45%
: : : income
| receive a reliable water service 64%
| do not have a choice of water company 32%
| receive safe drinking water 51%
19% 13% ) . .
Company profits, dividends or executive 5
: 26%
pay make charges feel unfair
- The charges are clearly explained 26% | feel customers are paying for past e
underinvestment ’
m Affordable W Fair
Neutral Neutral
m Unaffordable m Unfair

Base Size: 47
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Community members were asked how much they agree or disagree with a range of statements relating to
affordability. Whilst the majority agree that their bill is manageable at the moment (66%), 51% disagree that
they have some control over the amount they pay for their service and 66% are worried about future increases.
72% also feel that customers who are struggling should get more support with their bills. 41% do not trust their

provider to keep bills as low as possible.

Please tell us how much you agree or disagree with each of the following statements.

28%
30% 0
19%
28%

. = - . .
= - -

| feel customers who My bill feels I worry about future | feel customers are | feel | understand what | feel like | get value for | trust that bill increases | feel | have some | trust my water
are struggling should manageable at the increases to my bill  being asked to pay for | am paying for through money from my service  will lead to better control over the provider to keep bills as
get more support with moment things that should have my bill services or amount | pay for my low as possible
their bill been dealt with already improvements service

m % Agree % Neutral B % Disagree
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Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Increasing bills to maintain a safe supply (66%) and a reliable supply
(62%) are seen as most acceptable. Increasing bills to improve customer service is viewed less acceptably, with

43% stating it is unacceptable. Providing more support for those struggling to pay and increasing bills to
Improve transparency received mixed feedback overall.

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?
. . . 6%

2% 15%

. -

23%
28%

Maintaining a supply of safe Maintaining a reliable supply Fixing leaks and improving Preparing for future Improving customer service  Improving transparency Providing more support to
drinking water of drinking water pipes challenges such as climate and communication about where customers’ customers who are
change, drought and money is spent struggling to pay
flooding
B % Acceptable % Neutral

B % Unacceptable

Note: Don't know scores excluded from chart .
Base Size: 47
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Community members were asked how much they agreed or disagreed with statements relating to support.
There are high levels of agreement that the support application process should be as simple as possible (87%),
offered proactively (78%) and easier to find (71%). Community members disagree that they would know where

to find help if they were struggling to pay bills (41%) or that they would prefer to get independent advice before
contacting their company for support (41%).

Please tell us how much you agree or disagree with each of the following statements?

19% .
30%

26%

34%
23% 6%
Co0% o
%

If  was struggling to pay my If  was struggling to pay my | trust my water company | think support with paying I think support should be I think the application I would prefer to get
water bill, | would know water bill, | would feel would treat customers  water bills should be easier to  offered proactively before process for support should  independent advice before

where to find help comfortable contacting my respectfully if they asked for find customers fall into debt be as simple as possible contacting my water
water company help company about bill support

H % Agree % Neutral H % Disagree

Base Size: 47
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Anglian Water community members: 50

INnclusivity

Ethnic Minority - 9
Background - 9

Rural - 7
Representation _ 18

Accessibility Needs

| B
— P

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

Financially
Vulnerable

Household
Income

Prefer not
to say IS

-
BN 16

B 10
£40k-£60K
K

eook-e40x I 15
B 13

Under £20k _ 12
M S

£60k plus

Llais defnyddwyr dwr

Age

T E
A 75+
9 . 3

Gender

52 25 52 25
_5
Adge 55 to 64
° I

Female

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

than the minimum sample, however when combined with community members who are on benefits, struggling to pay . current sample . mMinimum sample
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.
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Overall satisfaction —water (satisfied, scoring 7-10) 58% +3% 59% -1%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 56% +5% 50% +6%
Overall value for money 38% +5% 48% -10%
Trust (a great deal/some trust) 58% +5% 53% +5%
Ceneral outlook (positive outlook) 56% +1% 45% +11%
Communication (fair/good communication) 26% +2% 36% -10%
Brand connection (someone I'd really like and have a lot in common with) 28% +4% 34% -6%
Brand momentum (salience) (on its way up/has a lot going for it) 24% +6% 29% -5%
Colour and appearance 90% +8% 85% +5%
Taste and smell 80% +11% 80% 0%
Reliability of supply 86% 0% 87% -1%
\Vater pressure 78% 0% 79% -1%
Deliver great service for all community members 48% +5% 48% 0%
Improves our rivers 22% +10% 29% -7%
Creates a greener future 30% +10% 32% -2%
Spends community members’ money wisely 18% +4% 27% -9%
Contributes to our communities 34% +3% 34% 0%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Base Size: 50

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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The voice for water consumers
Llais defnyddwyr dwr

58% Satisfied

Positively...

« Satisfaction is driven by the reliable water supply:
Many feel Anglian Water delivers the basics well,
providing clean water, with few day-to-day issues.

But...

« Rising bills are causing frustration: Community
members are dissatisfied with higher charges,
especially where increases are not clearly explained
or linked to visible improvements. Value for money
satisfaction remains low at 38% satisfied.

*  Whilst trust remains positive overall (58%) it is
weakened by lack of transparency and
accountability: Community members are
dissatisfied with how Anglian Water uses money
and manages environmental responsibilities and
raise concerns about pollution, leaks and limited
communication.

Why have you given this overall
satisfaction score?

“They provide reliable and “‘We're not told or involved
problem free clean water In decisions made
and sewerage services.” regarding water waste or
pollution and future plans
9/10 satisfaction score and communication is
limited.”
“Too many leaks. Too much 6/10 satisfaction score
pollution. Too much
individual profit.” "‘Anglian Water have been
incredibly unhelpful when
4/10 satisfaction score I've needed to contact
them.”

1/10 satisfaction score

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

discussion across the surveys, community and CCW's external insights.
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The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction stands at 58%. While there have been some wave-by-wave changes, satisfaction is
unchanged on November. Value for money stands at 38%, below the total community (38% vs 48%) but
slightly up on November. 58% of community members trust the company (slightly up on November), with 12%

saying they distrust.
Total % satisfied — water
cco, O1% 589 g 61% coo  59%

%

52% 2% 45% agw O7%  S4%
—e—Total =e—=Anglian Water

35% 49% 42%
37%

32% 41% 38%

-%%--**

S X N Q @
& & ,b«\\ ,bc\ S & "
&L > S ¢ LA
48 O@ /B,Z}(\ Q\O& @ O
& L&

9 @
Q
m % Satisfied (Score 7-10) % Neutral (Score 4-6)

m % Not Satisfied (Score 0-3)

Total % satisfied — value for money

46% 45% 46% 8% , 8%
40% —————
/ 46% 295
39% 39% 35% 6 38%
33% 0
—e—Total =o—Anglian Water
57% 539 51% 52% 29% 44% 46%
N
) & . & H V@C’Q &
3 OQ/O P ' ,Q{\\@

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

m % Not Satisfied (Score 0-3)

Total % Trust

61% 58%
0, (0]
53% 53% 53% °O° 52%
[
53% on  54% 9
e 6 - 529% 0 49% 53%
=o—Total —e—Anglian Water
3% 35%  37%  33% 5o S0P 30%
& & S N & & @
NS NS < < < Q &
P M S IR v
O P « <
W 9% Trust % Neutral m % Distrust

Base Size: 50
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The voice for water consumers
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"‘Anglian Water only want to
Q Spotlight: Affordability bef;ee/gtffsff/)eo\/;/fzjo\/olrgrc;non

+ Billsare more likely to feel affordable (54%) than unaffordable (20%). a low income but do not

* Views on fairness are mixed (34% fair; 24% unfair) with high levels of receive any benefits
neutrality. therefore they don't want to
know.”

« 82% worry about future bill increases. 60% disagree that bill increases will
lead to better services or improvements and 64% disagree that they have
some control over the amount they pay for their service.

© 64% agree t.hat customers who are struggling should get more support “Show how | can reduce it,
with their bill. and how much difference
« Billincreases are most acceptable when clearly linked to maintaining safe itll make. Personalised.”
drinking water (82%) and maintaining a reliable supply of drinking water
(78%).

« Agreementis high that support should be simple to apply for (82%), offered
proactively (78%) and easier to find (72%).

“Explain the bill and how
minimising water use

« Most community members (48%) disagree that they would know where to affects this positively whilst
find help, but 60% agree they would feel comfortable contacting the benefiting the environment.”
company.

Base Size: 50
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Anglian Water: Spotlight findings

Affordability
The voice for water consumers

Llais defnyddwyr dwr

Bills are more likely to feel affordable (54%) than unaffordable (20%). Views on fairness are mixed (34% fair; 24%
unfair) with high levels of neutrality. Fairness is most closely linked to safe drinking water (76%) and a reliable
water service (64%), with unfairness being linked to a lack of choice over water company (40%), company
profits, dividends or executive pay (38%), customers paying for past underinvestment (38%) and high bills

despite trying to use less water (38%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

I 40% | feel customers are paying for past 23%
(0]

| do not have a choice of water company 40%

Company profits, dividends or executive 289

| receive safe drinking water 76% :
pay make charges feel unfair

| receive a reliable water service 64% underinvestment

22%
- - My bill is high even though | try to use less 28%

Wastewater and sewage are taken away 249
° wate

and treated

m Affordable m Fair
Neutral Neutral
m Unaffordable m Unfair

Base Size: 50
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Q Anglian Water: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 82% worry about future bill increases. 60% disagree that bill increases will lead to better services or
Improvements and 64% disagree that they have some control over the amount they pay for their service. Just

8% trust their provider to keep bills as low as possible. 64% agree that customers who are struggling should get
more support with their bill.

Please tell us how much you agree or disagree with each of the following statements.

24% 22% 40%
28%
18%

30%
4%

I worry about future | feel customers are | feel customerswho My type of service bill | feel like | get value for | feel | understand what| trust that bill increases

34%

| feel | have some | trust my water
increases to my bill  being asked to pay for are struggling should  feels manageable at money from my servicel am paying for through  will lead to better control over the provider to keep bills as
things that should have get more support with the moment my bill services or amount | pay for my low as possible
been dealt with already their bill improvements service

m % Agree % Neutral m % Disagree
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Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (82%) and maintaining a reliable supply of drinking water (78%). Support is lower for
providing more support to customers who are struggling to pay (34% acceptable) and improving customer
service and communication (40% acceptable).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?

40%
28% & 28% o

30%

36%

38%

Maintaining a supply Maintaining a reliable  Improving waste Fixing leaks and Improving Reducing pollution  Preparing for future Improving customer Providing more
of safe drinking water  supply of drinking water and sewage improving pipes transparency about and improvingrivers, challenges such as service and support to customers
water treatment where customers' seas and the climate change, communication who are struggling to
money is spent environment drought and flooding pay
B % Acceptable % Neutral B % Unacceptable

Note: Don't know scores excluded from chart Base Size: 50
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Anglian Water: Spotlight findings
Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agreed or disagreed with statements relating to support.
Agreement is high that support should be simple to apply for (82%), offered proactively (78%) and easier to find
(72%). Most community members (48%) disagree that they would know where to find help, but 60% agree they

would feel comfortable contacting the company if they were struggling, with just 26% agreeing they would
prefer to get independent advice first.

Please tell us how much you agree or disagree with each of the following statements?

20%

48%

18%

24% 22%
O, (0]
4% 6% 4% _
I think the application I think support should be | think support with paying | trust my water company If | was struggling to pay my If | was struggling to pay my I would prefer to get
process for support should offered proactively before water bills should be easier to  would treat customers water bill, | would feel water bill, | would know independent advice before
be as simple as possible customers fall into debt find respectfully if they asked for comfortable contacting my where to find help contacting my water
help water company company about bill support
H % Agree % Neutral

H % Disagree

Base Size: 50
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Dwr Cymru

Dwr Cymru
Community population vV Welsh Water _
Linis detnydawyr i
Dwr Cymru community members: 48
Age
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. K
Age 75+ e 4
Inclusivity Household
iIncome Age 6510 74 =g
Ethnic Minority . 3 Gender
Background 4 Prefer not to Bl -
L] .y ™ - 5 25 . Agesstocs BEELS.
Rural B £60K Dl | M Age 45 to 54 N ©
Representation |GG 2 PIUS e 10 B o
N O Age 35t0 44 M 6
. | £40k-£60K I 6
Accessibility Needs N ©
I o B -
_ 15 Male Female Age 2510 34 - 4
FPOKEIOK — 16
Financialy [l 5 Mz
Vulnerable | 1= AgelBto 24 o 3
. >
Note: Fi . - . . Under £20k
ote: Financial vulnerability is derived from income under - 9
\Z/V(;Iiérregﬁlipt of any benefit and/or in receipt of a discounted . 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 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.
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Barometer dashboard summary ... w bwrcymr

average Welsh Water

% difference -10% below

average The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction —water (satisfied, scoring 7-10) 56% +11% 59% -3%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 46% -2% 50% -5%
Overall value for money 46% +11% 48% -3%
Trust (a great deal/some trust) 52% +15% 53% -1%
Ceneral outlook (positive outlook) 42% -4% 45% -3%
Communication (fair/good communication) 27% -1% 36% -9%
Brand connection (someone I'd really like and have a lot in common with) 23% -3% 34% -11%
Brand momentum (salience) (on its way up/has a lot going for it) 17% -3% 29% -12%
Colour and appearance 83% +1% 85% -2%
Taste and smell 77% -1% 80% -3%
Reliability of supply 90% +7% 87% +3%
\\Vater pressure 7 7% +1% 79% -2%
Deliver great service for all community members 42% +7% 48% -6%
Improves our rivers 13% -1% 29% -16%
Creates a greener future 21% -1% 32% -11%
Spends community members’ money wisely 17% -3% 27% -10%
Contributes to our communities 29% +10% 34% -5%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape .
Base Size: 48

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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Barometer: executive summa ry MV Dwr Cymru a4 SN
Overview of key findings Welsh Water W @

Llais defnyddwyr dwr

56% Satisfied

Why have you given this overall

Positively...
: o . . satisfaction score?
» Satisfaction is driven by reliability: Many are satisfied
because clean, safe water is delivered with few
supply issues and some praise customer service and “I'm generally satisfied with the
support for older or vulnerable customers. “‘Welsh water does things service and communication,
But... really well and does look especially around updates and
after older folks.” community engagement, but
* Environmental concerns strongly weaken trust: there’s still room for
Whilst trust is at its highest point since February 9/10 satisfaction score improvement in consistency
(52%), sewage releases, river and coastal pollution, and responsiveness.”
leaks and poor environmental management are '
repeatedly mentioned as reasons for . .
. . . . - 7/10 satisfaction score
dissatisfactions, even among otherwise satisfied
customers.
« Billsand value for money are major frustrations: NQ l>5tes V.V’?h water , “Very expensive and also
Value for money satisfaction is considerably higher quality just raising prices. needs to do more to stop
than it was in November (now at 52%), however river Pollution.”
rising costs and perceptions of poor service make 5/10 satisfaction score

some feel the cost is not justified. 2/10 satisfaction score

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

discussion across the surveys, community and CCW's external insights.
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The voice for water consumers
Llais defnyddwyr dwr

56% of community members are satisfied, up 10 points since November. Value for money satisfaction stands at
46%, up 11 points since November. Trust is also up on November, with 52% of community members now

stating they trust the company.

% satisfied — water

62%

o 58% 58% 5% coo, 090
:; 58% s oo 56%
52% 7 O0% gy voe

46%
=@=Total

=@=—DWr Cymru

41%
41% 379 i 43% 37% 33%

% 9% e aq 6% 8% 10%

N X R ) e Q
P RN
e %) 3 N X
K\ 19 ~No «@ R
<P &

% Satisfied (Score 7-10) % Neutral (Score 4-6)

% Not Satisfied (Score 0-3)

% satisfied — value for money

46% 8% 7% 45w TP 48%

40% 46%

Z3% 4°%  46% 4%  44%

35%
=@=—"Total
=@=—DWr Cymru

41%
38% 29% 40% 38% 27% 33%
N X NS Q @
2 & \),b\% \},bé e VQ*\ o 5
AQ’(O c,@((\ 5’00 éoK N ©
& )

eo
m % Satisfied (Score 7-10) % Neutral (Score 4-6)

H % Not Satisfied (Score 0-3)

% Trust
57%
0 4Y 0
se% 2P 48% 2 Loy 9%
S 52%
52% ¥ S2% o Z79% °
37% ——Total

=@ DWr Cymru

35%
0 . 31% 36%  27% oy
® 26%
'a fo «0 'z>
®(<\ @@ & ‘O’\\) QR V N
K\ ¢ ~o @ R
W 9% Trust % Neutral H % Distrust

Base Size: 48
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Welsh Water

The voice for water consumers

Q Spotlight: Affordability

Views on affordability are split, with 46% seeing their bill as affordable (43%
unaffordable).

42% view their bill as unfair.

92% of community members are worried about future bill increases and 81% feel
that they are being asked to pay for things that should have been dealt with
already.

67% disagree that they have some control over the amount they pay and 59%
trust that increases will lead to better services or improvements.

Just 23% trust their provider to keep bills as low as possible.

Unfairness is driven by bills increasing faster than household income (40%),
customers paying for past underinvestment (35%) and ongoing pollution or
sewage problems and company profits, dividends or executive pay (31%).

Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (78%), maintaining a reliable supply of drinking water (71%) and
reducing pollution and improving rivers, seas and the environment (71%).

Agreement is high that support should be easier to find (85%), simple to apply for
(84%) and offered proactively (73%).

40% disagree that they would know where to find help.

Llais defnyddwyr dwr

“Continue to provide clean
water and address issues
with spillage and sewerage
that have been highlighted
to gain public trust.”

‘Make sure that there’s
transparency on where the
money is going and proof
it's being used properly and
actually helping.”

“A complete and thorough
breakdown of bills and
managerial salary.”

Base Size: 48
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Dwr Cymru: Spotlight findings

Affordability

The voice for water consumers

Llais defnyddwyr dwr

Views on affordability are split, with 46% seeing their bill as affordable (43% unaffordable). 42% view their bill as
unfair. Fairness is most closely linked to safe drinking water (69%) and a reliable water service (60%). Unfairness
is driven by bills increasing faster than household income (40%), customers paying for past underinvestment
(35%) and ongoing pollution or sewage problems and company profits, dividends or executive pay (31%).

Bills are increasing faster than household

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

) 40%
| receive safe drinking water 69% Income
23% | feel customers are paying for past 259
10% underinvestment °
| receive a reliable water service 60%
There are still problems with pollution or 21%
sewage ’
Wastewater and sewage are taken away o . . :
33% Company profits, dividends or executive o
and treated : 31%
pay make charges feel unfair
m Affordable W Fair
Neutral Neutral
m Unaffordable m Unfair

Base Size: 48
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DwWr Cymru: Spotlight findings

Affordability
The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 92% of community members are worried about future bill increases and 81% feel that they are
being asked to pay for things that should have been dealt with already. 67% disagree that they have some

control over the amount they pay and 59% trust that increases will lead to better services or improvements.

Just 23% trust their provider to keep bills as low as possible.

Please tell us how much you agree or disagree with each of the following statements.

. . 6% 23%
29%
23%
19%
19%
15%
0 4%

I worry about future | feel customers are | feel customers who My type of service bill | feel | understand what | feel like | get value for | feel | have some | trust my water | trust that bill increases
increases to my bill being asked to pay for are struggling should  feels manageable at | am paying for through money from my service control over the provider to keep billsas  will lead to better

things that should have get more support with the moment my bill amount | pay for my low as possible services or

been dealt with already their bill service improvements

% Agree % Neutral B % Disagree
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Dwr Cymru: Spotlight findings

Affordability
The voice for water consumers

Llais defnyddwyr dwr

Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (78%), improving waste and sewerage treatment (75%) maintaining a reliable supply of
drinking water (71%) and reducing pollution and improving rivers, seas and the environment (71%). Support is
lower for improving customer service and communication (42%) and providing more support to customers

who are stru%glmg to pay (50%).

Oow acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?
17%

13% 15%

10% - .

8% 10%

Maintaining a supply Improving waste  Maintaining a reliable Reducmg pollution Fixing leaks and Preparing for future Improving Providing more Improving customer
of safe drinking water  water and sewage supply of drinking  and improving rivers, improving pipes challengessuch as  transparency about support to customers service and
treatment water seas and the climate change, where customers'  who are struggling to communication
environment drought and flooding money is spent pay
m % Acceptable % Neutral % Unacceptable

Note: Don't know scores excluded from chart Base Size: 48



45

Dwr Cymru: Spotlight findings

Affordability
The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how much they agreed or disagreed with statements relating to support.
Agreement is high that support should be easier to find (85%), simple to apply for (84%) and offered proactively
(73%). 40% disagree that they would know where to find help. While 56% would feel comfortable contacting
the company, views on seeking independent advice first are more mixed (46% neutral).

Please tell us how much you agree or disagree with each of the following statements?

29%
17% 21%
8% 15%
e A % o oe%

| think support with paying I think the application | think support should be I trust my water company If | was struggling to pay my If | was struggling to pay my I would prefer to get
water bills should be easier to process for support should offered proactively before would treat customers water bill, | would feel water bill, | would know independent advice before

find be as simple as possible customers fall into debt respectfully if they asked for comfortable contacting my where to find help contacting my water
help water company company about bill support

H % Agree % Neutral H % Disagree

25% 46%

Base Size: 48
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DYFRDWY

severn dee The voice for water consumers
Llais defnyddwyr dwr

Hafren Dyfrdwy

Community population

Hafren Dyfrdwy community members: 44

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+ I
|
Inclusivity Household
neome Age 65to 74 I ©
| A
Ethnic Minority . 3 Prefer not
BaCkground I 2 to say . 3 Age 55 1o . - 5
I ©
Rural - M £60k plus = o
Representation [N 27 I -
Age 45 to 54 .
N —— A
L I 13 I
Accessibility Needs - - Age 35 to 44 -
£20k-£40k N 15
I 4 .
Financialy [l 5 Age 25to 34
Vulnerable BN s
- & Under £20k -’ 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 I 1
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 working to boost
our ethnic minority sample.

. current sample .minimum sample




él Barometer dashboard summary

KEY:

average

average

% difference +10% above

% difference -10% below

DYFRDWY

HAFREN

severn dee

The voice for water consumers

Llais defnyddwyr dwr

48

Overall satisfaction —water (satisfied, scoring 7-10) 75% +17% 59% +16%
Overall value for money 61% +10% 48% +13%
Trust (a great deal/some trust) 75% +6% 53% +22%
Ceneral outlook (positive outlook) 66% +15% 45% +21%
Communication (fair/good communication) 27% -6% 36% -9%
Brand connection (someone I'd really like and have a lot in common with) 52% +28% 34% +18%
Brand momentum (salience) (on its way up/has a lot going for it) 50% +23% 29% +21%
Colour and appearance 98% +4% 85% +13%
Taste and smell 96% +4% 80% +15%
Reliability of supply 91% 0% 87% +4%
\Vater pressure 7 7% -5% 79% -2%
Deliver great service for all community members 70% +10% 48% +23%
Improves our rivers 32% +12% 29% +3%
Creates a greener future 41% +23% 32% +9%
Spends community members’ money wisely 30% +7% 27% +3%
Contributes to our communities 39% +12% 34% +5%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape .
Base Size: 44

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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Barometer: executive summa ry

Overview of key findings

severn de e The voice for water consumers
Llais defnyddwyr dwr

(0) H 1 . .
56% Satisfied Why have you given this overall
satisfaction score?
Positively...
+ Reliable day-to-day service underpins satisfaction: ‘Never had any issues and “It's what | expect nothing
Most positive comments focus on having clean happy with my bill.” more nothing less.”

water, few interruptions and no major problems.

But 9/10 satisfaction score 7/10 satisfaction score

» Billsand value for money are a clear concern,
despite scores being relatively high (61%): Rising
costs, high monthly bills and uncertainty about “Too expensive and lack of
where money goes are limiting satisfaction. communication.”

« Communication and clarity could do more to Profit driven.

build confidence: Some concerns relate to lack of 4/10 satisfaction score
communication, unclear explanations around
bills and a desire for more support for families
facing financial pressure.

0/10 satisfaction score

Accountability call out: There are currently no ad-hoc Accountability Session triggers in i e 2

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

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction remains steady at 75%, up 17 points since November but broadly in line with levels seen
since wave 2. Value for money stands at 61%, up 10 points since November. Trust is up 9 points this wave
having dipped in April.

% satisfied — water % satisfied — value for money % Trust
0 0 759 0 0
719, 3% 74%  T4%  73% 75% 61% 579, 579 gy ©O1% oo, crop % 75%
58% o o 0
46% 45% 46% 46% 44% 48% ———— o ——
o 58% 58% _56% 57% 55%  59% 40% ’ ’ 48% 3% 48% 52% ’49%  53%
o =& [0ota =@=Total =& [Ota
—e—Hafren Dyfrdwy —8— Hafren Dyfrdwy —8— Hafren Dyfrdwy
I I I I I 33%  34% ; ; %  27% I 22% I I I
38% 24% 3w 29% 32% 18% 329 o 24%
24% 24% 6% 17% 20% 23% . 21% 17% 16%
o WS%E 90 (o, NOK BB 5o 16% . W 14% . 7% - 2% W% 9%
o %) S S & Q © 2 2 S S Y Q R 2 d C\ X Q R
- (O‘O 5 (50 rb{\\go 2 RS V@« X | & g (00 5 ((\o @O\)fo « RS V@« X . & ; ((\ 5 (Qo @O\}'a 2 RS @?} W | W
OA (Z/Q o <<® ,((\\(o OA @Q » <<® /Q(\\(o eOA OQ;C' g <<® ,Q(\\(O
m % Satisfied (Score 7-10) % Neutral (Score 4-6) m % Satisfied (Score 7-10) % Neutral (Score 4-6) 0 o o
m % Not Satisfied (Score 0-3) m % Not Satisfied (Score 0-3) = Trust o Neutral =% Distrust

Base Size: 44



Spotlight: executive summary

Overview of key findings
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HAFREN
DYFRDWY

4 ! y

severn dee The voice for water consumers

Q Spotlight: Affordability

Bills are more likely to feel affordable (56%) than unaffordable (34%) but views on
fairness are mixed.

Unfairness is driven by bills increasing faster than household income (46%),
customers paying for past underinvestment (39%) and lack of choice over water
company (34%).

90% are worried about future increases to their bill.

61% feel they have some control over the amount they pay and 49% disagree that
bill increases will lead to better services or improvements.

Just 26% trust the provider to keep bills as low as possible.

Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (74%) and maintaining a reliable supply of drinking water (73%).

Support is lower for improving customer service and communication (41%
acceptable; 25% unacceptable) and providing more support to customers who are
struggling to pay (41% acceptable; 17% unacceptable).

While 66% would feel comfortable contacting the company, 49% of community
members disagree that they would know where to find help if they were
struggling to pay their bill.

Llais defnyddwyr dwr

‘Information about support
for non benefit claiming
customers. These are the
most squeezed
demographic right now
with the least amount of
support and information.”

“‘Lower the amount of
bonuses and huge salaries
that people higher up in the
company earn. Why should
we pay for that when we're
struggling to make ends
meet?!”

“Contact customers if their
bills change dramatically.”

Base Size: 41



Hafren Dyfrdwy: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Bills are more likely to feel affordable (56%) than unaffordable (34%) but views on fairness are mixed. Fairness is
most closely linked to a reliable water service (73%) and safe drinking water (59%), with unfairness being driven
by bills increasing faster than household income (46%), customers paying for past underinvestment (39%) and
lack of choice over water company (34%).

Bills are increasing faster than household

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

: : : . 46%
| receive a reliable water service 73% Income
15% ,
| feel customers are paying for past 299
10% underinvestment ’
| receive safe drinking water 59%
Wastewater and sewage are taken away ) | do not have a choice of water company 34%
o 49%
and treated
m Affordable W Fair
Neutral Neutral
m Unaffordable m Unfair
*Note: High proportion of community referencing issues with sewage suggest lack of awareness of Hafren Dyfrdwy's role and a general Base Size: 41

awareness of issues with pollution more broadly.
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Hafren Dyfrdwy: Spotlight findings

A]C'FO rd a b | | |ty The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 90% are worried about future increases to their bill. 61% feel they have some control over the
amount they pay and 49% disagree that bill increases will lead to better services or improvements. Just 26%
trust the provider to keep bills as low as possible.

Please tell us how much you agree or disagree with each of the following statements.

7%

24%

24% 2%
| worry about future My service bill feels | feel like | get value for | feel customers who | feel customers are | feel | understand whatl trust that bill increases | trust my provider to | feel | have some
increases to my bill manageable at the money from my service are struggling should being asked to pay for | am paying for through  will lead to better keep bills as low as control over the
moment get more support with things that should have my bill services or possible amount | pay for my
their bill been dealt with already improvements service

9% Agree % Neutral % Disagree
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Hafren Dyfrdwy: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (74%) and maintaining a reliable supply of drinking water (73%). Support is lower for
Improving customer service and communication (41%) and providing more support to customers who are
struggling to pay (41%).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?

34%

15% 24%

“ 2 - -
Maintaining a supply of safe Maintaining a reliable supply Fixing leaks and improving Preparing for future Improving transparency  Improving customer service Providing more support to
drinking water of drinking water pipes challenges such as climate about where customers’ and communication customers who are
change, drought and money is spent struggling to pay
flooding
B % Acceptable % Neutral B % Unacceptable
Base Size: 41

Note: Don't know scores excluded from chart
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Hafren Dyfrdwy: Spotlight findings

Affordability
The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how much they agreed or disagreed with statements relating to support.
Agreement is high that support should be simple to apply for (91%), offered proactively (88%) and easier to find
(81%). While 66% would feel comfortable contacting the company, 49% of community members disagree that

they would know where to find help if they were struggling to pay their bill.

Please tell us how much you agree or disagree with each of the following statements?

12%

37%
10%

24%
()
S0, ,7% 15%

I think the application I think support should be | think support with paying | trust my water company If I was strugglmg to pay my If I was struggling to pay my I would prefer to get
process for support should offered proactively before water bills should be easier to  would treat customers water bill, | would feel water bill, | would know independent advice before

be as simple as possible customers fall into debt find respectfully if they asked for comfortable contacting my where to find help contacting my water
help water company company about bill support

H % Agree % Neutral H % Disagree

Base Size: 41
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Northumbrian Water and Essex & ESSEX& SUFFOLIC
WATERW»gwuiW

Suffolk Water NoRTHUMBRIAN

Community population WATER (ixring wader

The voice for water consumers
Llais defnyddwyr dwr

Northumbrian Water community members: 27

Essex & Suffolk Water community members: 25 Age
Inclusivity Household Age 75+ = g
Income
Ethnic Minority - 9 Prefer not to Gender Age o5to 74 - ©
Background - 10 say 1> 29 BN 6
25 23 23

N -

7 Age 55 to 64
e Fook plvs |
Representation _ 20
B 0 Age 45105+ MM ©
£40k-£60k K
A ibility Need I -I
ccessIplity Needs
I coonpao. N 15 Male Female Age 330 44
s 4
Financially . S} I Age 25 to 34
wnecoe NN U
Note: Financial vulnerability is derived from income under Age 18 to 24
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. 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




Barometer dashboard summary
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% difference +10% above

average

% difference -10% below

average

NORTHUMBRIAN
WATER ({1

The voice for water consumers

Llais defnyddwyr dwr
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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

Overall satisfaction —water (satisfied, scoring 7-10) 64% -1% 59% +5%

Overall sati_sfaction —sewerage (satisfied, scoring 7-10) 70% 0% 50% 120%
Northumbrian Water only

Overall value for money 60% +14% 48% +11%
Trust (a great deal/some trust) 58% 2% 53% +4%
GCeneral outlook (positive outlook) 44% -11% 45% -1%

Communication (fair/good communication) 44% +10% 36% +8%
Brand connection (someone I'd really like and have a lot in common with) 35% +7% 34% 0%

Brand momentum (salience) (on its way up/has a lot going for it) 29% +3% 29% 0%

Colour and appearance 81% +1% 85% -4%

Taste and smell 77% -3% 80% -3%

Reliability of supply 89% -4% 87% +1%

\Vater pressure 87% +6% 79% +8%
Deliver great service for all community members 62% +12% 48% +14%
Improves our rivers 29% -1% 29% 0%

Creates a greener future 38% +6% 32% +7%
Spends community members’ money wisely 37% +17% 27% +10%
Contributes to our communities 38% +2% 34% +4%

Base Size: 52
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KEY:
Barometer dashboard summary oo wormumenan
% difference -10% below WATERW'Q WW
average The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 63% +2% 59% +4%
Overall sati_sfaction —sewerage (satisfied, scoring 7-10) 70% 0% 50% 120%
Northumbrian Water only

Overall value for money 63% +17% 48% +15%
Trust (a great deal/some trust) 63% +2% 53% +10%
Ceneral outlook (positive outlook) 44% -10% 45% -1%
Communication (fair/good communication) 48% +19% 36% +12%
Brand connection (someone I'd really like and have a lot in common with) 30% +5% 34% -5%
Brand momentum (salience) (on its way up/has a lot going for it) 26% -3% 29% -3%
Colour and appearance 78% -4% 85% -7%
[Taste and smell 82% -4% 80% +1%
Reliability of supply 96% 0% 87% +9%
\Vater pressure 85% -1% 79% +6%
Deliver great service for all community members 59% +13% 48% +12%
Improves our rivers 33% +1% 29% +5%
Creates a greener future 44% +12% 32% +13%
Spends community members’ money wisely 41% +23% 27% +14%
Contributes to our communities 33% -10% 34% -1%

Base Size: 27

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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The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 64% -4% 59% +5%
Overall value for money (satisfied, scoring 7-10) 56% +11% 48% +8%
Trust (a great deal/some trust) 52% -7% 53% -1%
General outlook (positive outlook) 44% -11% 45% -1%
Communication (fair/good communication) 40% -1% 36% +4%
Brand connection (someone I'd really like and have a lot in common with) 40% +8% 34% +6%
Brand momentum (salience) (on its way up/has a lot going for it) 32% +9% 29% +3%
Colour and appearance (satisfied, scoring 7-10) 84% +7% 85% -1%
Taste and smell (satisfied, scoring 7-10) 72% -1% 80% -8%
Reliability of supply (satisfied, scoring 7-10) 80% -6% 87% -7%
Water pressure (satisfied, scoring 7-10) 88% +15% 79% +9%
Deliver great service for all community members 64% +9% 48% +16%
Improves our rivers 24% -3% 29% -5%
Creates a greener future 32% 0% 32% 0%
Spends community members’ money wisely 32% +9% 27% +5%
Contributes to our communities 44% +17% 34% +10%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Base Size: 25

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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ESSEX8:SUFFOLK
WATER (iving waker

Barometer: executive summa ry NORTHUMBRIAN & ANy
Overview of key findings WATER (iving waier

The voice for water consumers
Llais defnyddwyr dwr

64% Satisfied Why have you given this overall
Positively.. satisfaction score?

- Satisfaction is driven by a reliable core service: Many “They provide a good “I'm reasonably satisfied with
community mem bers feel the day-to-day service service, offer a fair price and the basic service, but not fully
works well, with clean water and few supply issues. act in a responsible way.” cqticfied with thé company’s

But.. , _ wider environmental

- Environmental concerns strongly weaken trust: ‘Z/;feiog’éfj’ﬁ%’,‘;”vigﬁ performance.”

Perceptions of sewage dumping, storm overflows
and pollution of rivers/coastal waters comes
through as major negatives, with some feeling the
company is not acting quickly or responsibly
enough.

6/10 satisfaction score
Northumbrian Water

» Billsand value for money remain a clear pressure 'I'm diissatisfied \/\/(th f/OW ngzgjr/véce]jfﬁnocggg;ﬁ%v%%e
point: Whilst value for money is at its highest point customer service assive rofits and charae
(60%) many feel charges are too high or continue P y 9
to rise, given perceptions that the company is 3/10 satisfaction score us a fortune.
making large profits. Others want clearer evidence Essex & Suffolk Water
of investment, better communication and quicker
issue resolution.

0/10 satisfaction score
Northumbrian Water

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

discussion across the surveys, community and CCW's external insights.
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Northumbrian Water and Essex & Suffolk Water:
Barometer findings

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction sits at 64%, in line with November. Having dipped last wave, value for money is back up to
60%, 14 points higher than November. Trust has risen slightly this wave, having dipped in April.

% satisfied — water
76%
71%

©64% ©64%

58%  58% 56%  57% 55% 59%

52%

=@=T0tal
=@==Northumbrian Water and Essex & Suffolk Water

36%

30% 249  29% oo 38% 33%
e wewn  wewn W o, BB s

Q} Q} % @ o) -\\\ N

& & o‘)@ & @'Z’& oW

m % Satisfied (Score 7-10)
% Not Satisfied (Score 0-3)

% Neutral (Score 4-6)

% satisfied — value for money

57% 56%  57% 60%
46% 46% 44%
/ =C
46% 45%  46% 46% 48%
40% ’ 0  26%
—@=TOtal

=@=Northumlbrian Water and Essex & Suffolk Water

55%

48% 47%
° 7% °38%  34% 37%
6% 6% 7% 6% 9% 9% 49
N N S ) NQ Q @
(00@ (00‘7’ 2 @ © < $§
) ¢ < NN W
K\ ¢ ~o @ O

m % Satisfied (Score 7-10)
H % Not Satisfied (Score 0-3)

% Neutral (Score 4-6)

% Trust

70%
9 67%
60% ©3% 0 cio  58%

48% 53% 48% 52% 54% @ 49% 53%

—=@=T0tal
=@==Northumbrian Water and Essex & Suffolk Water
38% 27%

29% 27%  20%

30%
% gy T gy %

26%

\®) 2 “ C
& & & ‘O’\\) Q@ VQ *A,b
%OA QQ/C’ /{b <<® ,Q(\
m % Trust % Neutral H % Distrust

Base Size: 52
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ESSEX& SUFFOLK

Spotlight: executive summary

Overview of key findings

WATERW waler

NORTHUMBRIAN 4 v y
WATER (i

living waier

The voice for water consumers

Qy

Spotlight: Affordability

Bills are more likely to feel affordable (58%) than unaffordable (30%) and charges
feel fair for most community members.

Fairness is most closely linked to safe drinking water (58%) and a reliable water
service (58%).

Whilst 74% agree that their bill feels manageable at the moment, 76% are worried
about future increases.

51% disagree that they have control over the amount they pay and just 25% trust
the company to keep bills as low as possible.

70% agree that customers who are struggling should get more support with their
ill.

Bill increases are most acceptable when clearly linked to maintaining safe drinking
water (79%) and maintaining a reliable supply (70%).

Agreement is high that support should be offered proactively (75%), simple to
apply for (72%) and easier to find (68%).

Most (57%) agree that they would know where to find help if they were struggling
to pay their bill and just 11% would not feel comfortable contacting the company.

Llais defnyddwyr dwr

“I'think it would be good to
have a more thorough
explanation of how bills are
calculated, what people can
do to save money and
where to go for further
advice and support.”
Northumbrian Water

“‘Clear plan of where money
goes, localised investment.”
Northumbrian Water

“Offer an incentive for using
less water.”
Essex & Suffolk Water

Base Size: 53



Northumbrian Water and Essex & Suffolk Water:
Spotlight findings

Affordability

The voice for water consumers

Llais defnyddwyr dwr

Bills are more likely to feel affordable (58%) than unaffordable (30%) and charges feel fair for most community
members. Fairness is most closely linked to safe drinking water (58%) and a reliable water service (58%).
However, not having a choice of water company (32%), paying for past underinvestment (30%) and company
profits, dividends or executive pay (28%) is driving perceptions of unfairness.

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

1%
15%

m Affordable  Fair
Neutral Neutral
m Unaffordable m Unfair

| receive safe drinking water 58% | do not have a choice of water company 32%

| feel customers are paying for past

| receive a reliable water service 58% : 30%
underinvestment
Wastewater and sewage are taken away o Company profits, dividends or executive
28% : 28%
and treated pay make charges feel unfair

Base Size: 53
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Northumbrian Water and Essex & Suffolk Water: )
Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agree or disagree with a range of statements relating to
affordability. Whilst 74% agree that their bill feels manageable at the moment, 76% are worried about future

Increases. 51% disagree that they have control over the amount they pay and just 25% trust the company to
Please tell us how much you agree or disagree with each of the following statements.

keep bills as low as possible. 70% agree that customers who are struggling should get more support with their
oill.

15%

26% 42%

[0)
11270 38%
o 25%
. ﬂ% 13"
15%

| worry about future My service bill feels | feel customers who | feel customers are | feel | understand what | feel like | get value for | trust that bill increases | feel | have some I trust my water
increases to my bill manageable at the are struggling should being asked to pay for | am paying for through money fromm my service  will lead to better control over the company to keep bills

moment get more support with things that should have my bill services or amount | pay for my as low as possible

their bill been dealt with already

improvements service

9% Agree % Neutral % Disagree



Northumbrian Water and Essex & Suffolk Water:
Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (79%) and maintaining a reliable supply (70%). Support is lower for increasing bills to
Improve customer service and communication (36% acceptable) or providing support to customers who are
struggling to pay (45%).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?

. . 28%
I l 13% U 25%

O,
0% 13%
& - -
Maintaining a supply of safe Maintaining a reliable supply Preparing for future Fixing leaks and improving Improving transparency Providing more support to Improving customer service
drinking water of drinking water challenges such as climate pipes about where customers’ customers who are and communication
change, drought and money is spent struggling to pay
flooding
m % Acceptable % Neutral B % Unacceptable

Note: Don’t know scores excluded from chart Base Size: 53
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Northumbrian Water and Essex & Suffolk Water:
Spotlight findings

AffO rd a b I | Ity The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how much they agreed or disagreed with statements relating to support.
Agreement is high that support should be offered proactively (75%), simple to apply for (72%) and easier to find
(68%). Most (57%) agree that they would know where to find help if they were struggling to pay their bill and
just 1% would not feel comfortable contacting the company.

Please tell us how much you agree or disagree with each of the following statements?

32%

m - . - - - -
_ 4% 8% _ &%

| think support should be I trust my water company I think the application If 'was struggling to pay my | think support with paying If | was struggling to pay my I would prefer to get

19%

offered proactively before would treat customers process for support should water bill,  would feel water bills should be easier to  water bill, | would know independent advice before
customers fall into debt respectfully if they asked for be as simple as possible comfortable contacting my find where to find help contacting my water
help water company company about bill support
H % Agree % Neutral H % Disagree

Base Size: 53
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Portsmouth Water —

) . Water ~——
Commumty populatlom —

The voice for water consumers
Llais defnyddwyr dwr

Portsmouth Water community members: 49

Age
INnclusivity Household K
income Age /ot gt
Ethnic Minority - 9 .
Background 9 Prefer not to GCender Age 65 to 74
] o —p
26
23 23 23 s
Rural - 7 £60k plus 7 Age 55 to 64 -_ 5
Representation - 13 s
H -
Age 45 to 54
1 T — _JF
Accessibility Needs -
6
.5 Age 3510 44 __IC
£20k-£40K Male Fernale I 1c
B °
Financially - S Age 95 to 34 B -
Vulnerable I 2 B ge © A
Under £20k 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 m>
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

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
65+ sample.
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Water ~——
% difference -10% below —_—

average

& Barometer dashboard summary o S 4

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 98% +20% 59% +39%
Overall value for money 90% +11% 48% +41%
Trust (a great deal/some trust) 88% +17% 53% +35%
Ceneral outlook (positive outlook) 86% +19% 45% +41%
Communication (fair/good communication) 76% +23% 36% +40%
Brand connection (someone I'd really like and have a lot in common with) 82% +27% 34% +47%
Brand momentum (salience) (on its way up/has a lot going for it) 65% +22% 29% +37%
Colour and appearance 98% +4% 85% +13%
Taste and smell 94% +8% 80% +14%
Reliability of supply 100% +2% 87% +13%
\\VVater pressure 98% +4% 79% +19%
Deliver great service for all community members 78% +19% 48% +30%
Improves our rivers 7% +22% 29% +39%
Creates a greener future 7% +18% 32% +36%
Spends community members’ money wisely 69% +24% 27% +43%
Contributes to our communities 69% +16% 34% +35%
Base Size: 49

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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Barometer: executive summary — Ve /7,

Overview of key findings

Water _——
—~—

The voice for water consumers

98% Satisfied

Positively...
» Satisfaction is driven by good, reliable service:

Many are happy because they have had no major
issues, with reliable supply, good drinking water
and good pressure.

+ Good service experience strengthens satisfaction:
Customer support, clear bills and quick issue
resolution are praised, even though a few
customers mention smaller issues such as
limescale or taste.

But...
« Cost is the main factor holding satisfaction back:

High charges and expected price rises are the
clearest concerns, with some feeling the service is
becoming expensive or questioning value for
money.

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

discussion across the surveys, community and CCW's external insights.

Llais defnyddwyr dwr

Why have you given this overall
satisfaction score?

“‘One of the better water

“They are a dedicated companies and |
company providing a great m m
P y;r\//ce ” gad mostly happy with the level

of service.”

9/10 satisfaction score , _
8/10 satisfaction score

“‘Overpriced with senior
management overpaid
and lack of investment in
infrastructure meaning
having to spend too much
reactively rather than
proactively.”

“They provide me a reliable
service but there’s not
anything they do that | feel
Is particularly exemplary.”

7/10 satisfaction score

3/10 satisfaction score

Base Size: 49
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& Portsmouth Water: Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction stands at 98%, up 11 points on last wave and 20 points since November, remaining the most
satisfied community overall. Value for money and trust are also up on both the last wave and November.

% satisfied —water % satisfied — value for money % Trust 5
98% 90% 8% TI% 7 D20 8% OU°
90%  g7% o, 83% 84% 82% 83% 8% 0 71% 0
780 82% B88% 829% 0 78% o o k —0—
e . 6'0 o o 489 48% 53% 48% 52% S4% 49% 53
coo, OB8% 58% 56% 57% 559 59% 40% 6 45% 40%  46%  44% °
./.— —C— +‘/ j @ — o= - )
—e&—Total =—&—Portsmouth Water ——Total —@— Portsmouth Water —0—Total =@=— Portsmouth Water
16/ I I I I I I I 1% %  20% 6% I I
° % 1% M s 1% 20%  15% % % 1% % gy o o o, L 1%
@ 2 S} 6 5\ '\\\ e} @’\ d S) 6\ \\\ @ 2 2 3 ) Y Q @
& & F T w ¢ ST S R U S & &I T W W
© @ ~o & o @ @ ~o R o © @ ~° P ©
O O@ & N %O Q® & L& eO O@ & L&
m % Satisfied (Score 7-10) % Neutral (Score 4-6) m % Satisfied (Score 7-10) % Neutral (Score 4-6) o o o
m % Not Satisfied (Score 0-3) m % Not Satisfied (Score 0-3) = Trust o Neutral =% Distrust

Base Size: 49
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Overview of key findings
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Water ~——
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The voice for water consumers
Llais defnyddwyr dwr

Spotlight: Affordability

Bills feel affordable for a high proportion of community members (82%).
Fairness is also high at 70%.

Fairness is most closely linked to safe drinking water (60%) and a reliable
water service (58%).

84% feel their bill is manageable at the moment and 80% trust that bill
increases will lead to better services or improvements.

74% worry about future increases to their bill.

Agreement is high that support should be simple to apply for (88%), offered
proactively (82%) and easier to find (76%).

74% agree they would know where to find help and 66% would feel
comfortable contacting the company, with 84% trusting that customers
would be treated respectfully.

‘Make sure they are only
making necessary increqases
and communicating these
in advance.”

“‘Explaining where the
money is spent and how to
get help if struggling to
pay.”

‘Showing that money is
being spent responsibly on
iImproving services and
protecting the environment,
rather than unnecessary
costs, would help customers
feel they are receiving fair
value for what they pay.”

Base Size: 50

73
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Affordability
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Bills feel affordable for a high proportion of community members (82%). Fairness is also high at 70%. Fairness is

most closely linked to safe drinking water (60%) and a reliable water service (58%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

There are still problems with pollution or
) L W *
| receive safe drinking water 60% sewage
| do not have a choice of water company
| receive a reliable water service 58%
| feel customers are paying for past
underinvestment
24%
The billisr nabl mpared with other
14% hoi;behosidek?iflz Rlolle compEEe] Wi efthe 26% Support for customers who are
L — 4% struggling is not clear enough
m Affordable W Fair
Neutral Neutral
m Unaffordable m Unfair

*Note: High proportion of community referencing issues with sewage suggest lack of awareness of Portsmouth Water's role and a general
awareness of issues with pollution more broadly.

42%

34%

24%

24%

Base Size: 50



Portsmouth Water: Spotlight findings

Affordability

The voice for water consumers
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Community members were asked how much they agree or disagree with a range of statements relating to
affordability. Whilst 84% feel their bill is manageable at the moment and 80% trust that bill increases will lead
to better services or improvements, 74% worry about future increases to their bill.

Please tell us how much you agree or disagree with each of the following statements.

I I I I I 14% 38%

9 20%
8% 20% 22% 24% 1% i

12%
Coaw oaw — % % %
I\/Iy service bill feels | trust that bill increases | feel customers who I worry about future | feel like | get value for | feel | understand what | trust my water | feel | have some | feel customers are
manageable at the will lead to better are struggling should increases to my bill  money from my service | am paying for through company to keep bills control over the being asked to pay for
moment services or get more support with my bill as low as possible amount | pay for my things that should have

improvements their bill service been dealt with already

9% Agree % Neutral % Disagree
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Portsmouth Water: Spotlight findings

Affordability
The voice for water consumers
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3

Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Acceptability among the community is generally high when it comes
to increasing bills for all uses tested. Increases are most acceptable when clearly linked to maintaining a

reliable supply (92%) and maintaining safe drinking water (92%).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each
of the following?

8% 14%

10% 8%
2% 4%

Maintaining a reliable supply Maintaining a supply of safe Fixing leaks and improving Preparing for future Improving transparency  Improving customer service Providing more support to
of drinking water drinking water pipes challenges such as climate about where customers’ and communication customers who are
change, drought and money is spent struggling to pay
flooding
m % Acceptable % Neutral B % Unacceptable

Note: Don’t know scores excluded from chart Base Size: 50
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The voice for water consumers
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Community members were asked how much they agreed or disagreed with statements relating to support.
Agreement is high that support should be simple to apply for (88%), offered proactively (82%) and easier to find
(76%). 74% agree they would know where to find help and 66% would feel comfortable contacting the

company, with 84% trusting that customers would be treated respectfully. That said, 56% would prefer
iIndependent advice before contacting the company.

Please tell us how much you agree or disagree with each of the following statements?

26%

O,
22% 18% e
I think the application I trust my water company | think support should be | think support with paying If | was struggling to pay my If | was struggling to pay my I would prefer to get
process for support should would treat customers offered proactively before water bills should be easier to  water bill, | would know water bill,  would feel independent advice before
be as simple as possible respectfully if they asked for customers fall into debt find where to find help comfortable contacting my contacting my water
help water company company about bill support
H % Agree % Neutral

H % Disagree

Base Size: 50
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Community population
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WATER

The voice for water consumers

‘é;ses

SES Water community members: 53

INnclusivity

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.

Household
Income

Prefer not to
say

£60k plus

£40k-£60k

£20k-£40k

Under £20k

B3

-
. 0

__Je
|

R -
B

N >
0

Gender

28
23||

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 has been 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 prioritising boosting our 65+ sample within this community for our next wave.

Llais defnyddwyr dwr

Age

Age 75+ -O 5

Age 65to 74 |1- 6

52 25 )
Adge 55 to 64 -
° B
-
A 45to 54
IETIONT e 17

Age 35 to 44 N -
Female

Age 25to 34 __ IS

Age 18 to 24 _K

. current sample . mMinimum sample
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% difference -10% below
average
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The voice for water consumers
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Overall satisfaction — water (satisfied, scoring 7-10) 70% +12% 59% +11%
Overall value for money (satisfied, scoring 7-10) 66% +18% 48% +18%
Trust (a great deal/some trust) 72% +15% 53% +18%
General outlook (positive outlook) ©62% +8% 45% +17%
Communication (fair/good commmunication) 51% +15% 36% +15%
Brand connection (someone I'd really like and have a lot in common with) 535% +17% 34% +19%
Brand momentum (salience) (on its way up/has a lot going for it) S1% +18% 29% +22%
Colour and appearance (satisfied, scoring 7-10) 85% +6% 85% 0%
Taste and smell (satisfied, scoring 7-10) 7'7% +9% 80% -3%
Reliability of supply (satisfied, scoring 7-10) 87% +6% 87% 0%
Water pressure (satisfied, scoring 7-10) 77% +5% 79% 2%
Deliver great service for all community members 59% +8% 48% +11%
Improves our rivers 57% +32% 29% +28%
Creates a greener future 60% +23% 32% +29%
Spends community members’ money wisely 51% +26% 27% +24%
Contributes to our communities 55% +21% 34% +21%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Base Size: 53

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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Barometer: executive summary @;ses d AN

70% Satisfied Why have you given this overall
satisfaction score?

Positively...

* Satisfaction is mainly driven by reliable service: “Very good and “Service is reliable /11%
Many community members are satisfied with communicative.” increase is unacceotable.”
their reliable supply, good pressure, clean water ' P '
and few day-to-day issues. . ,
Y Y 9/10 satisfaction score 7/10 satisfaction score
But...

» Billsare the clearest source of dissatisfaction:
Some feel SES Water offers good value, but many

describe bills as too expensive, rising sharply or Not value for money and

see [ssues with provision

not clearly linked to visible improvements. — .
across the borough.” Rising water bill,

* Trust is weakened by water quality concerns and deteriorating water
poor communication: Comments about water 4/10 satisfaction score quality.”
quality, unclear bill increases, slow leak responses
and doubts about promises/spending reduce 1/10 satisfaction score

confidence in the provider.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in e e (5

discussion across the surveys, community and CCW's external insights.
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él SES Water: Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction stands at 70%, remaining in line with scores since wave 2 but up 12 points overall on

November. Value for money satisfaction is at its highest point so far at 66%, up 18 points since November. Trust
stands at 72%, up 12 points on last wave and up 16 points since Novem©ber.

% satisfied — water % satisfied — value for money % Trust
66% 74%
72%
o) 0 (o)
67% 68% 2% 74% 70%  70% e DE g, S5% Bh Se% g 60% 04% 60%
SW_. (o] e V
—TE% 0% oo 5% amy 99% —T6% aow 4% 4o aum 48% 48% 529 4B% S i
52% 0 40%
—&—Total =&—5ES Water ——Total —0—SES Water —e—Total —=0—SES Water
. I I I I 48% 35% 38% 36% 32% 449% . 33% 36% 20% 25% I 28% I
40%  28%  25% o0 18%  26%  25% 27% 18% 23%
N N S S o Q @ N N S S NQ Q @ N N S ) N Q @
P SN N I R S P SN N I S & I & ¢ v"?k s
@ O@ 6'2) e‘O V\ o @ O@ 5® éO V\ o @ C,Q’ ,5@ éO @ &
éo < & L eo < & L& \lo O@ & L
H % Satisfied (Score 7-10) % Neutral (Score 4-6) H % Satisfied (Score 7-10) % Neutral (Score 4-6) =% Trust % Neutral % Distrust
% Not Satisfied (Score 0-3) H % Not Satisfied (Score 0-3) o ue o Heutra o IsHLS

Base Size: 53
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Spotlight: Affordability

Bills are more likely to feel affordable (63%) than unaffordable (12%) and the
majority of community members feel that charges are fair (57%).

Fairness is most closely linked to a reliable water service (67%) and safe
drinking water (57%).

Whilst 75% agree that their bill feels manageable at the moment, 74% are
worried about future increases and 66% feel that customers are being asked
to pay for things that should have been dealt with already.

64% agree that customers who are struggling should get more support with
their bill.

Bill increases are most acceptable when clearly linked to maintaining a
reliable supply (82%) and maintaining safe drinking water (80%).

Agreement is high that support should be offered proactively (84%), simple
to apply for (82%) and easier to find (78%).

60% agree that they would know where to find help if they were struggling
and 68% would feel comfortable contacting the company.

‘What people don't
appreciate is paying more
and struggling to make
ends meet and then seeing
the CEOs or any staff
members at the water
company receiving huge
salaries and bonuses - it
makes us feel stupid.”

‘Pledge minimal price
increases with clear spend
breakdown and make sure

all customers get that

message.”

‘Payment holidays like you
do with loans could work....
Bill levels also could be
frozen for low earners.”

Base Size: 51



84

SES Water: Spotlight findings

Affordability

The voice for water consumers
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Bills are more likely to feel affordable (63%) than unaffordable (12%) and the majority of community members
feel that charges are fair (57%), but there are high levels of neutrality. Fairness is most closely linked to a
reliable water service (67%) and safe drinking water (57%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

| receive a reliable water service 67% :
| feel customers are paying for past 5
: 43%
underinvestment
| receive safe drinking water 57%
| do not have a choice of water company  37%

Wastewater and sewage are taken away

25%

25% 33% and treated
. ) Bills are increasing faster than household
- - The bill is reasonable compared with o - E 33%
; 25% income
other household bills
m Affordable W Fair
Neutral Neutral
m Unaffordable m Unfair

Base Size: 51
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SES Water: Spotlight findings

Affordability

The voice for water consumers
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Community members were asked how much they agree or disagree with a range of statements relating to
affordability. Whilst 75% agree that their bill feels manageable at the moment, 74% are worried about future
iIncreases and 66% feel that customers are being asked to pay for things that should have been dealt with
already. 64% agree that customers who are struggling should get more support with their bill.

Please tell us how much you agree or disagree with each of the following statements.

29%
20%
18% 35%
0 33%
25% 25%
- i O -
My type of service bill | worry about future | feel customers are | feel customers who | feel | understand what | feel | have some | feel like | get value for I trust my water | trust that bill increases
feels manageable at increases to my bill  being asked to pay for are struggling should | am paying for through control over the money from my service company to keep bills will lead to better
the moment things that should have get more support with my bill amount | pay for my as low as possible services or
been dealt with already their bill service improvements

9% Agree % Neutral % Disagree
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The voice for water consumers
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Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
a reliable supply (82%) and maintaining safe drinking water (80%). Acceptability is lower for bills increasing to

provide more support to customers who are struggling to pay (49% acceptable; 24% unacceptable) and
Improving customer service and communication (53% acceptable; 24% unacceptable).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?
l l 0% 24% 25%

= = - - -
Maintaining a reliable supply Maintaining a supply of safe Preparing for future Fixing leaks and improving Improving transparency  Improving customer service Providing more support to
of drinking water drinking water challenges such as climate pipes about where customers’ and communication customers who are
change, drought and money is spent struggling to pay
flooding

B % Acceptable % Neutral B % Unacceptable

Note: Don't know scores excluded from chart Base Size: 51
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SES Water: Spotlight findings
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Community members were asked how much they agreed or disagreed with statements relating to support.
Agreement is high that support should be offered proactively (84%), simple to apply for (82%) and easier to find
(78%). 60% agree that they would know where to find help if they were struggling and 68% would feel

comfortable contacting the company.

35%

Please tell us how much you agree or disagree with each of the following statements?

]

20%
. 16%
12% ©

| think support should be I think the application I think support with paying | trust my water company

If I was struggling to pay my If | was struggling to pay my I would prefer to get
offered proactively before process for support should water bills should be easier to  would treat customers water bill, | would feel water bill, | would know independent advice before
customers fall into debt be as simple as possible find respectfully if they asked for comfortable contacting my where to find help contacting my water
help water company company about bill support
H % Agree % Neutral H % Disagree

Base Size: 51
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Severn Trent Water
T

. . TRENT
Community population

The voice for water consumers
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Severn Trent community members: 47

Age
Inclusivity Household . :
. Age 75+
income M 2
Ethnic Minority - 9 B -
Background - 10 Prefer not to G Age 65 to74
ender .
say B2

N -
Rural - - AGE SO TO 04 e o

23 2 23 5
Representation - 13 £60k plus B s
Age 45 to 54 __IC
B © . 2
| £40k-£60k
Accessibility Needs I
R v Age 35 to 44 = 5

£20k-£40k =517 Male Female
Financially - S Age 25 10 34 B -
vinerse | = — —
12

Note: Financial vulnerability is derived from income under - 9
20k, receipt of any benefit and/or in receipt of a discounted
water bill.

Under £20k

Age 18 to 24 E 3

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 monitoring . current sample

. minimum sample
the quotas which are close to the minimum target to ensure we ‘top up' here when replacing any drop-outs.
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KEY:

% difference +10% above

% difference -10% below

average
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The voice for water consumers
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20

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

Overall satisfaction —water (satisfied, scoring 7-10) 36% -12% 59% -23%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 45% +1% 50% -6%
Overall value for money 34% -2% 48% -14%
Trust (a great deal/some trust) 40% -10% 53% -13%
Ceneral outlook (positive outlook) 30% -18% 45% -15%
Communication (fair/good communication) 23% -17% 36% -13%
Brand connection (someone I'd really like and have a lot in common with) 19% -1% 34% -15%
Brand momentum (salience) (on its way up/has a lot going for it) 21% 3% 29% -8%
Colour and appearance 75% -2% 85% -11%
Taste and smell 75% +6% 80% -6%
Reliability of supply 83% -3% 87% -4%
\Vater pressure 75% +3% 79% -4%
Deliver great service for all community members 36% -8% 48% -12%
Improves our rivers 17% +5% 29% -12%
Creates a greener future 17% -13% 32% -15%
Spends community members’ money wisely 11% -3% 27% -16%
Contributes to our communities 26% +12% 34% -9%
Base Size: 47
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Barometer: executive summary & AN

Overview of key findings il
Linis detnyddwyr dir
0 H H [ ] (]
36% Satisfied Why have you given this overall
Positively.. satisfaction score?
« Satisfaction is mainly passive and service-led:

Many feel Severn Trent delivers the basics reliably, o . o
with clean water and few issues, but this tends to Delivers me clean water as “Service to the house is fine,
drive moderate satisfaction rather than strong and when required. No but there is issues with
advocacy. problems.” sewerage in the rivers.”

But... : : : :

@ 9/10 satisfaction score 7/10 satisfaction score

« Billsand charges are the main source of
dissatisfaction. Value for money satisfaction
remains low (34%): Price rises, higher standing ‘I cannot complain about
charges and poor perceived value are common the quality and supply of
concerns, especially where customers see little my water but the price ‘I recently found out that
visible improvement. increases are ridiculous.” my standing charges are

* Trust - which remains low at 40% - is weakened by o 500% more than they were
environmental and communication concerns: 5/10 satisfaction score 4 years ago.
Pollution, river quality, lack of investment and
limited visibility make some question Severn 2/10 satisfaction score

Trent's accountability.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in e Sy 4T

discussion across the surveys, community and CCW's external insights.
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Overall satisfaction stands at 36%, down 12 points since November and 23 points below the total community
average. Value for money satisfaction stands at 34%, in line with November. High levels of neutrality remain.
Trust stands at 40%, 10 points down on November, but slightly up on the last wave.

% satisfied — water

o0 58% 58% 56%

M—o—

57% 559%

_./.
48% c1p  52% 36%
8% 51% 7490

9%  39%

—=@=T0tal =@==Secvern Trent Water

57%
4%  43% 4 o6 > 5% ¢

< < 53
@Oe < ’ (\\)@% @@é V@K .
© & ~2 &

eo

A
N\ 4
V‘Q &’b
&
N
% Satisfied (Score 7-10) % Neutral (Score 4-6)

% Not Satisfied (Score 0-3)

59%

% satisfied — value for money
46% 45% 46%  46%

4% —C———C=
40% 9
36% C35% e O 3a%

30%

44%

=@=T0tal =@=Severn Trent Water

48% 4%  50% @ 92% 549 oo 5%
o 2 S S X Q
& & & 5w ¥ *@
@ @ ~o &
e @ & «‘0

m % Satisfied (Score 7-10)
H % Not Satisfied (Score 0-3)

% Neutral (Score 4-6)

48%

% Trust
0 0
50% 539% 48% 529 54% 49% 53%
53%
48% 9
’ AR 4a% A% 0%
35%
=@=T0tal =@ Severn Trent Water

37% o 40%
8% zey OB %
& e S S X Q @
PN S O S
2 %) = NO) O .
Q
m % Trust % Neutral H % Distrust

Base Size: 47
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The voice for water consumers

Spotlight: Affordability

42% of community members view their bill as affordable, but just 26% state
that it is fair.

Perceptions of unfairness are driven by a belief that members are paying for
past underinvestment (44%), bills increasing faster than household income
(36%) and company profits, dividends or executive pay (31%).

85% are worried about future bill increases and 64% disagree that they have
some control over the amount they pay.

47% disagree that they trust bill increases will lead to better service or

improvements and 44% don't trust the provider to keep bills as low as possible.

69% agree that customers who are struggling should get more support with
their bill.

Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (71%) and maintaining a reliable supply of drinking water (66%).

Agreement is high that support should be offered proactively (76%), easier to
find (75%) and simple to apply for (73%).

There is less certainty when it comes to knowing where to find help, with 32%
disagreeing that they would know where to look.

449% would feel comfortable contacting the company if they needed support.

Llais defnyddwyr dwr

‘Simple and easy to understand
breakdown of how the money is
being spent, including running
cost such as shareholders
payments. Explanation of why bills
are increasing and exactly where
the extra money is going.”

“Cive clear advice if support can
be requested — | had no idea this
could be done and would be
welcome currently.”

‘Rather than actually charge less
for using less product, it would be
better to offer money incentives
for those who successfully reduce
their consumption below an
annual target.”

Base Size: 45
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Affordability

The voice for water consumers
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42% of community members view their bill as affordable, but just 26% state that it is fair. Fairness is most
closely linked to a reliable water service (67%) and safe drinking water (64%). Perceptions of unfairness are
driven by customers paying for past underinvestment (44%), bills increasing faster than household income
(36%) and company profits, dividends or executive pay (31%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

| feel customers are paying for past

o)
underinvestment i

| receive a reliable water service 67%
38%

33% Bills are increasing faster than household

g a o (o)
| receive safe drinking water 64% [ —— 36%
Wastewater and sewage are taken away Company profits, dividends or executive 0

22% g 31%

and treated pay make charges feel unfair

m Affordable W Fair

Neutral Neutral
m Unaffordable m Unfair

Base Size: 45
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Severn Trent Water: Spotlight findings

Affordability

The voice for water consumers
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Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 85% are worried about future bill increases and 64% disagree that they have some control over
the amount they pay. 47% disagree that they trust bill increases will lead to better service or improvements
and 44% don't trust the provider to keep bills as low as possible. 69% agree that customers who are struggling
should get more support with their bill.

Please tell us how much you agree or disagree with each of the following statements.

13%
. . ° . 40%
0
3% =l
0
38% . .

29% 55%
0
% e e 4%

I worry about future | feel customers who | feel customers are My service bill feels | feel | understand what | feel | have some | feel like | get value for | trust my water | trust that bill increases
increases to my bill are struggling should being asked to pay for  manageable at the | am paying for through control over the money from my service company to keep bills will lead to better
get more support with things that should have moment my bill amount | pay for my as low as possible services or
their bill been dealt with already service improvements

m % Agree % Neutral m % Disagree
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Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (71%) and maintaining a reliable supply of drinking water (66%). Support is lower for
Improving customer service and communication (40% acceptable) and improving transparency about where
customers’' money is spent (45% acceptable).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?

29% 29%
22% . 31% 31%
11% 31%
13% 24%
G T A
Maintaining a supply Maintaining a reliable  Improving waste Fixing leaks and Reducing pollution Providing more Preparing for future Improving Improving customer
of safe drinking water  supply of drinking water and sewage improving pipes and improving rivers, support to customers challengessuch as  transparency about service and
water treatment seas and the who are struggling to climate change, where customers' communication
environment pay drought and flooding money is spent
B % Acceptable % Neutral B % Unacceptable

Note: Don’t know scores excluded from chart Base Size: 45
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Severn Trent Water: Spotlight findings

Affordability

The voice for water consumers
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Community members were asked how much they agreed or disagreed with statements relating to support.
Agreement is high that support should be offered proactively (76%), easier to find (75%) and simple to apply for
(73%). There is less certainty when it comes to knowing where to find help, with 32% disagreeing that they
would know. 44% would feel comfortable contacting the company but views on seeking independent advice

first are uncertain, with 47% neutral.

Please tell us how much you agree or disagree with each of the following statements?

. . 47%

33%

36% 44%

0 20%
18% 24% (o
o e oM

| think support should be | think support with paying I think the application I trust my water company If | was struggling to pay my If | was struggling to pay my I would prefer to get
offered proactively before water bills should be easier to process for support should would treat customers water bill, | would feel water bill, | would know independent advice before
customers fall into debt find be as simple as possible respectfully if they asked for comfortable contacting my where to find help contacting my water
help water company company about bill support
H % Agree % Neutral H % Disagree

Base Size: 45
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Community population south eaSt@

The voice for water consumers
Llais defnyddwyr dwr

South East Water community members: 57

Age
Inclusivity Household .-
income Age 75t
| Wi
Ethnic Minority - 9
Background
g . 4 Prefer not to Gender Age 65 to 74 -
say | A 26 B s
Rural - £60K plus 7 Age 55 to 64 >
represercation | NN 25 —— 75 - -
B -
R T Pl—— A Age 451054 Loy |
Accessibility Needs _ I 6
o ]
S
Age 35to 44
£20k-£40k = Male Female 9 e 4
B 0
Financially - S B -
Vulnerable Age 25to 34
N : Under £20k = 2 — F
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 . 5
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 working . current sample
to boost our female, ethnic minority background, 18-24 & 65+ quotas.

. minimum sample
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below average The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 49% +12% 59% -10%
Overall value for money (satisfied, scoring 7-10) 49% +18% 48% +1%
Trust (a great deal/some trust) 35% -4% 53% -18%
General outlook (positive outlook) 25% -15% 45% -20%
Communication (fair/good communication) 37% +3% 36% +1%
Brand connection (someone I'd really like and have a lot in common with) 335% +9% 34% -1%
Brand momentum (salience) (on its way up/has a lot going for it) 18% +3% 29% -11%
Colour and appearance (satisfied, scoring 7-10) 88% +12% 85% +3%
Taste and smell (satisfied, scoring 7-10) 81% +7% 80% +1%
Reliability of supply (satisfied, scoring 7-10) 83% +5% 87% -5%
Water pressure (satisfied, scoring 7-10) 83% +8% 79% +4%
Deliver great service for all community members 28% -5% 48% -20%
Improves our rivers 18% -5% 29% -N%
Creates a greener future 21% -3% 32% -1N%
Spends community members’ money wisely 25% +4% 27% -2%
Contributes to our communities 23% -3% 34% -11%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape Base Size: 57

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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Barometer: executive summary south eastvx;e@ & AN

Overview of key findings

The voice for water consumers
Llais defnyddwyr dwr

(0) 1cfi . .
49% Satisfied Why have you given this overall
N satisfaction score?
Positively...
+ Clear water and reliable supply drive satisfaction: _ _

Many are broadly content because their water is “I think water rates are still "After a few months of bad
clean, consistently available and largely issue- good value compared to PR, SEW has sorted out
free. Note that the survey was conducted prior to enerqgy bills.” some If its issues.”

recently reported supply issues.

But 8/10 satisfaction score 7/10 satisfaction score

» Leaksand outages weaken confidence: Slow leak
repairs, wasted water and recent disruption are “Needs to be more “Water outages, corrupt,
key frustrations, especially where people have proactive in fixing leaks.” pollution.”
been directly affected or know others who have.

« Trust is still held back by wider concerns: Negative 5/10 satisfaction score 2/10 satisfaction score

press, management issues and doubts about
company behaviour continue to limit confidence,
despite some signs of recent improvement.
Distrust remains relatively high at 35%.

Accountability call out: An Ad-hoc Accountability Session has been triggered due to e e 5

water shortages during a recent period of extreme heat.
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él South East Water: Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction is at 49%, the highest it has been since November, trending upwards from a low of 26%
among this community in February. Value for money satisfactions stands at 49%, up 10 points on last wave
and 17 points since Novem©ber. Trust has increased from a low of 14% in February, now at 35%, in line with

November.

% satisfied —water % satisfied — value for money % Trust

o) o)

48% 3% 48% 52% 4% 499, S3%

40% ——————o—
48%
./‘\.__—._-ﬁ\._-—".
47 26m a8y 43%  49% ./3; 40%  38% 39%
37% 0 ? 39% S 6% 14% 5%
30% 22% 25%

32% 31%
—@—Total =@—South East Water —=—Total

=@==South East Water

=@=T0tal =@ South East Water

41% 47%
46% 39%

0 52% 0 39% 41% 30%
45% A 44%  39% o ; 40% % 419 5%
. . . l . l I I I I I
2 S} 8! o §) o
& 0 N S & & Gl & 0 o'z’ & & Gl o’b o”‘) @* G
&L & & X v $ &(0 & & & X v .\(o$ (0 &(0 & & X V ‘\(0\$
éo O@ & ,((\ O O@ & L& Q® & L
0, i T _ [0) _ [0) 1 i _ 0, -
m % Satisfied (Score 7-10) % Neutral (Score 4-6) m % Satisfied (Score 7-10) % Neutral (Score 4-6) =% Trust % Neutral = % Distrust

m % Not Satisfied (Score 0-3)

m % Not Satisfied (Score 0-3)

Base Size: 57
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Overview of key findings
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The voice for water consumers

Spotlight: Affordability

59% of the community view their bill as affordable. Views on fairness are more
mixed (41% fair; 27% unfair).

Unfairness is driven by company profits, dividends or executive pay (45%),
customers paying for past underinvestment (34%) and too many leaks (29%).

92% of community members feel that customers are being asked to pay for
things that should have been dealt with already and 83% worry about future
increases to their bill.

47% disagree that they have some control over what they pay.

Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (83%), fixing leaks and improving pipes (83%) and maintaining
reliable supply (82%).

Support is lower for bill increases used to improve customer service and
communication (58%).

Agreement is high that support should be simple to apply for (86%), offered
proactively (74%) and easier to find (72%).

62% agree they would know where to find help and 69% would feel comfortable
contacting the company.

Llais defnyddwyr dwr

“Provide more and clearer
notice of bill increases, with
clear explanation and sign
posting of help, being clear

this won't impact credit
ratings.”

‘Support those in society
that need it and also offer
ways to help reduce water

usage.”

‘Lower income people get
all the support but
pensioners on state pension
are still struggling.”

Base Size: 58
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South East Water: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

59% of the community view their bill as affordable. Views on fairness are more mixed (41% fair; 27% unfair).
Fairness is most closely linked to safe drinking water (48%) and a reliable water service (38%). Unfairness is

driven by company profits, dividends or executive pay (45%), customers paying for past underinvestment
(34%) and too many leaks (29%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

: o o
| recelve saife drinldng water “hs Company profits, dividends or executive

(o)
pay make charges feel unfair =

| receive a reliable water service 38%
31%

| feel customers are paying for past

: 34%
underinvestment
6% Wastewater and sewage are taken away 549
and treated ’
- The bill is reasonable compared with 4% There are too many leaks 29%

other household bills

m Affordable  Fair
Neutral Neutral
m Unaffordable m Unfair

Base Size: 58
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South East Water: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 92% of community members feel that customers are being asked to pay for things that should
have been dealt with already and 83% worry about future increases to their bill. 47% disagree that they have
some control over what they pay. Trust is generally low, with 43% disagreeing that they trust the company to

keep bills as low as possible and 42% disagreeing that they trust bill increases would lead to better services or
Improvements.

Please tell us how much you agree or disagree with each of the following statements.

I . - _ _
: . . .

21% 24%

12% 19%
9%

| feel customers are I worry about future | feel customers who My service bill feels | feel | understand what | feel like | get value for | feel | have some | trust my water | trust that bill increases
being asked to pay for  increases to my bill are struggling should manageable at the | am paying for through money from my service control over the company to keep bills will lead to better
things that should have get more support with moment my bill amount | pay for my as low as possible services or
been dealt with already their bill service improvements
9% Agree % Neutral

B % Disagree

Base Size: 58
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South East Water: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (83%), fixing leaks and improving pipes (83%) and maintaining reliable supply (82%).
Support is lower for bill increases used to improve customer service and communication (58%).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each
of the following?

I I I I 17% 21% 26%

14%

Maintaining a supply of safe Fixing leaks and improving Maintammg a reliable supply Preparing for future Drowdmg more support to Improving transparency  Improving customer service
drinking water pipes of drinking water challenges such as climate customers who are about where customers’ and communication
change, drought and struggling to pay money is spent
flooding
B % Acceptable % Neutral B % Unacceptable
Base Size: 58

Note: Don't know scores excluded from chart
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South East Water: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agreed or disagreed with statements relating to support.

Agreement is high that support should be simple to apply for (86%), offered proactively (74%) and easier to find

(72%). 62% agree they would know where to find help and 69% would feel comfortable contacting the
company.

Please tell us how much you agree or disagree with each of the following statements?

29%
12%
12% 23%
19% 24% ’
12%
e D _ I 4%
I think the application I think support should be | think support with paying If | was struggling to pay my | trust my water company If | was struggling to pay my I would prefer to get
process for support should offered proactively before water bills should be easier to water bill, | would feel would treat customers water bill, | would know independent advice before
be as simple as possible customers fall into debt find comfortable contacting my respectfully if they asked for where to find help contacting my water
water company help company about bill support
H % Agree % Neutral H % Disagree

Base Size: 58
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The voice for water consumers
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Water Voice
Barometer and Spotlight Repo

South Staffs Water and Cambridge Water
May 2026

Delivered by Taylor McKenzie Research

ccw.org.uk
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Community population South Staffs Water Cambridge Water

The voice for water consumers
Llais defnyddwyr dwr

South Staffs Water community members: 30

Cambridge Water community members: 20 Age
INnclusivit :
Y Household income pge 75+ I3
| W
Ethnic Minority - 9 Gender B -
Background - 10 Prefer not Age 65to 74 B s
to say B - 32
-
Rural - 7 B 23 Age 55 to 64 —
Representation _ 18 £60k plus I 18
B -
Age 45 to 54
N 15
| 1 £40k-£60k S .
Accessibility Needs ]
N Age35to 44 MG
Ok EAOK T - Male Female | =
B
Financially . S Age 25 to 34 - 6
Vulnerable 9 3
- Under £20k -_6 12
Note: Inclusivity percentage may not total 100% because - 3
respondents could select more than one answer (multiple- Age 18 to 24 . )

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 pay their o

bills or on a discounted water tariff the quota for financially vulnerable community members has been 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 any

drop-outs. We are also working to boost our 75+ & 18-25 year old sample.
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South Staffs Water Ca mbrldge Water

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 649 0% 59% +5%
Overall value for money (satisfied, scoring 7-10) 44% -1% 48% -4%
Trust (a great deal/some trust) 62% +10% 53% +9%
General outlook (positive outlook) 40% -8% 45% -5%
Communication (fair/good communication) 26% +8% 36% -10%
Brand connection (someone I'd really like and have a lot in commmon with) 32% +119% 34% -2%
Brand momentum (salience) (on its way up/has a lot going for it) 24% +15% 29% -5%
Colour and appearance (satisfied, scoring 7-10) 84% -4% 85% -1%
Taste and smell (satisfied, scoring 7-10) 80% 0% 80% 0%
Reliability of supply (satisfied, scoring 7-10) 86% -2% 87% -1%
Water pressure (satisfied, scoring 7-10) 58% -15% 79% -21%
Deliver great service for all community members 40% +1% 48% -8%
Improves our rivers 26% +14% 29% -3%
Creates a greener future 30% +10% 32% -2%
Spends community members’ money wisely 18% +9% 27% -9%
Contributes to our communities 22% +4% 34% -12%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape KEY: Base Size: 50

% difference +10% above average

the Accountability Sessions, rather than measure statistical performance. !
% difference -10% below average

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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The voice for water consumers
Llais defnyddwyr dwr

South Staffs Water

Overall satisfaction — water (satisfied, scoring 7-10) 635% 0% 59% +5%
Overall value for money (satisfied, scoring 7-10) 40% -6% 48% -8%
Trust (a great deal/some trust) 60% +5% 53% +7%
General outlook (positive outlook) 33% -26% 45% -12%
Communication (fair/good communication) 27% +14% 36% -9%
Brand connection (someone I'd really like and have a lot in common with) 40% +10% 34% +6%
Brand momentum (salience) (on its way up/has a lot going for it) 25% +14% 29% -6%
Colour and appearance (satisfied, scoring 7-10) /7% -11% 85% -8%
Taste and smell (satisfied, scoring 7-10) 70% -12% 80% -10%
Reliability of supply (satisfied, scoring 7-10) 7'7% -11% 87% -10%
Water pressure (satisfied, scoring 7-10) 53% -29% 79% -26%
Deliver great service for all community members 43% +7% 48% -4%
Improves our rivers 30% +15% 29% +1%
Creates a greener future 40% +16% 32% +8%
Spends community members’ money wisely 23% +17% 27% -3%
Contributes to our communities 27% +8% 34% -8%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape KEY: Base Size: 30

% difference +10% above average

the Accountability Sessions, rather than measure statistical performance. !
% difference -10% below average

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



12
& Barometer dashboard summary D W
Cambridge Water

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 65% 0% 59% +6%
Overall value for money (satisfied, scoring 7-10) 50% +7% 48% +2%
Trust (a great deal/some trust) 65% +17% 53% +12%
General outlook (positive outlook) 50% +17% 45% +5%
Communication (fair/good communication) 25% 0% 36% -11%
Brand connection (someone I'd really like and have a lot in common with) 20% +11% 34% -14%
Brand momentum (salience) (on its way up/has a lot going for it) 25% +16% 29% -4%
Colour and appearance (satisfied, scoring 7-10) 95% +8% 85% +10%
Taste and smell (satisfied, scoring 7-10) 95% +17% 80% +15%
Reliability of supply (satisfied, scoring 7-10) 100% +13% 87% +13%
Water pressure (satisfied, scoring 7-10) ©65% +4% 79% -14%
Deliver great service for all community members 35% -8% 48% -13%
Improves our rivers 20% +11% 29% -9%
Creates a greener future 15% +2% 32% -17%
Spends community members’ money wisely 10% -3% 27% -17%
Contributes to our communities 15% -2% 34% -19%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape KEY: Base Size: 20

% difference +10% above average

the Accountability Sessions, rather than measure statistical performance. !
% difference -10% below average

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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Barometer: executive summary ) ) Ve /7,

Overview of key findings

South Staffs Water Cambridge Water

The voice for water consumers

64% Satisfied

Positively...

« Satisfaction is driven by the basics working well:
Many are satisfied with consistent supply, good
water quality and few major issues.

But...

« Cost is the strongest source of dissatisfaction:
Rising bills, affordability concerns and doubts
about value for money are repeatedly raised,
especially where customers feel they are paying
more for the same service. Value for money

remainsin line with the November wave at 44%.

« Transparency remains a challenge: Some want
clearer information on spending, environmental
responsibility and unresolved service issues.

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

discussion across the surveys, community and CCW's external insights.

Llais defnyddwyr dwr

Why have you given this overall
satisfaction score?

‘I have no dissatisfaction with “My water supply & quality
Cambridge Water. Their latest  js good however | would like

email telling us about leaky loos more communication.”

and how to fix them is actually

useful information for them to
give customers.”

7/10 satisfaction score
South Staffs Water

8/10 satisfaction score
Cambridge Water

‘Not value for money bills
Increasing.”

“Not an affordable bill it's
something | have to pay

like tax.”
3/10 satisfaction score

4/10 satisfaction score South Staffs Water

South Staffs Water

Base Size: 50
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South Staffs Water and Cambridge Water:
Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction among community members stands at 64%, unchanged on November. 44% are satisfied
with value for money, in line with November and largely unchanged across the last 6 months. Trust is 10 points
higher than November, at 62%.

% satisfied — water % satisfied — value for money % Trust  —zo
69% ©69% 9 65%
64% ., ’ T 2% gan 4sop 47% AT% 46%  46% sgy  “B% 62%  61% 59% 0 62%
62% 569 W 52%
44%  44% 53% S3%
58% 58%  56% 57% 59% 40% 0% 0% T 48% O 4B8% 52% 4% dge T
52% 55%
@ T0ota| —=@=TOtal
—e&—>South Staffs Water and Cambridge Water —8—South Staffs Water and Cambridge Water —e—Total

=@ South Staffs Water and Cambridge Water

A% 420 39% S0% Loy 4%

35% 45% 28%
20%  34%  24% o 3% 3% ° 30% ©% L 29%  36%
A 2 S S o) Q 4 2 2 S S o) Q @ * N S S o Q @
@ %) < < & Q K 2 %) < < & Q K %) @ < < & < 4
> > > > > >
(Q‘Q (<‘\O (\\) N @fz} VQ \$”0 (0‘0 ((\‘Q (\\) N V\fbﬁ V‘Q \$f0 ((\‘Q (CO 00 & @,b\ VQ &’Z}
@ o2 ~o <<®\O @ o2 ~o Qéo © @ @ ~o Qéo
H % Satisfied (Score 7-10) % Neutral (Score 4-6) H % Satisfied (Score 7-10) % Neutral (Score 4-6) =% Trust % Neutral % Distrust
% Not Satisfied (Score 0-3) H % Not Satisfied (Score 0-3) ’ ’ ’

Base Size: 50
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South Staffs Water Cambridge Water

The voice for water consumers

Spotlight: Affordability

Bills feel affordable for just over half of community members (52%) but views
on fairness are mixed, with neutral responses leading at 38%.

Whilst just 15% disagree that their bill is manageable at the moment, 79%
worry about future increases to their bill and 54% disagree that they have
some control over their bill.

61% also agree that more help should be provided for customers who are
struggling with their bill.

Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (85%) and maintaining a reliable supply (79%).

Support is lower for providing more help to customers who are struggling to
pay (36%) and improving customer service and communication (37%).

Agreement is high that support should be simple to apply for (92%), offered
proactively (82%) and easier to find (79%).

Knowing where to get help with a bill if they needed it was a bit more mixed
with 35% disagreeing.

Llais defnyddwyr dwr

“‘Stop the sharp increases |
have seen in the past 2
years. Slower increases are
eqgsier to accept and budget
for.”

Cambridge Water

“I'think they should explain
clearly why the bills have
increased and where the

money is going.”
South Staffs Water

“‘Share open eligibility. Think
about the middle class
people. People who work
but bills are higher and
wages are not increasing.”
South Staffs Water

Base Size: 48
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South Staffs Water and Cambridge Water:
Spotlight findings

AffO rd a b | | |ty The voice for water consumers

Llais defnyddwyr dwr

Bills feel affordable for just over half of the community members (52%) but views on fairness are mixed, with
neutral responses leading at 38%. Fairness is most closely linked to safe drinking water (73%) and a reliable
service (63%). Perceptions of unfairness are driven by bills increasing faster than household income (44%),
company profits, dividends or executive pay (35%) and lack of choice over water company (31%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?
| receive safe drinking water 73% Bills are increasing faster than household 44%
income ’
38%
23% | receive a reliable water service 63% COMIPEINY [PEES; GVISISNES Or SXEEUiive BEY | esy
make charges feel unfair
Wastewater and sewage are taken away 5 : o
and treated* 27% | do not have a choice of water company 31%
m Affordable W Fair
Neutral Neutral
m Unaffordable m Unfair
*Note: High proportion of community referencing issues with sewage suggest lack of awareness of their providers role and a general Base Size: 48

awareness of issues with pollution more broadly.
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South Staffs Water and Cambridge Water:
Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agree or disagree with a range of statements relating to
affordability. Whilst just 15% disagree that their bill is manageable at the moment, 79% worry about future

increases to their bill and 54% disagree that they have some control over their bill. 61% also agree that more
help should be provided for customers who are struggling with their bill.

Please tell us how much you agree or disagree with each of the following statements.

I 33% 40%

23% 9
° 44% =0%
38%
23%
35%
4% 4%

| worry about future My service bill feels | feel customers who | feel customers are | feel | understand what | feel like | get value for | feel I have some | trust that bill increases I trust my water
increases to my bill manageable at the are struggling should being asked to pay for | am paying for through money from my service control over the will lead to better company to keep bills

moment get more support with things that should have my bill amount | pay for my services or as low as possible

their bill been dealt with already service improvements
H % Agree % Neutral

B % Disagree
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South Staffs Water and Cambridge Water:
Spotlight findings

Affo rd a b I | lty The voice for water consumers
Llais defnyddwyr dwr
Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining

safe drinking water (85%) and maintaining a reliable supply (79%). Support is lower for providing more support
to customers who are struggling to pay (36%) and improving customer service and communication (37%).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?

l . _ b b

B% . - -

Improving transparency  Improving customer service Providing more support to

6% 17%

Preparing for future

Maintaining a supply of safe Maintaining a reliable supply Fixing leaks and improving
drinking water of drinking water pipes challenges such as climate about where customers’ and communication customers who are
change, drought and money is spent struggling to pay
flooding
B % Acceptable % Neutral B % Unacceptable

Note: Don’t know scores excluded from chart Base Size: 48
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South Staffs Water and Cambridge Water:
Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agreed or disagreed with statements relating to support.
Agreement is high that support should be simple to apply for (92%), offered proactively (82%) and easier to find
(79%). Knowing where to get help with a bill if they needed it was a bit more mixed, with 35% disagreeing that

they would know where to get this. 53% would feel comfortable contacting the company directly and 75% trust
customers would be treated respectfully.

Please tell us how much you agree or disagree with each of the following statements?

25%

29%

23%

(o)
17% 19% 21%
I think the application I think support should be | think support with paying | trust my water company If I was strugglmg to pay my If I was struggling to pay my I would prefer to get
process for support should offered proactively before water bills should be easier to  would treat customers water bill, | would feel water bill, | would know independent advice before
be as simple as possible customers fall into debt find respectfully if they asked for comfortable contacting my where to find help contacting my water
help water company company about bill support
H % Agree % Neutral H % Disagree

Base Size: 48
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The voice for water consumers
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Water Voice
Barometer and Spotlight Repo

South West Water (including Bristol
Water and Bournemouth Water)

May 2026

Delivered by Taylor McKenzie
Research

ccw.org.uk
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South West Water (including 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: 26
Bristol Water community members: 28 Age

Bournemouth Water community members: 6

Inclusivity Household income Age 75+ ..23
Ethnic Minority - 9 Gender Age 65to 74 __IC
Background _ 17 Prefer not to . 7
say
I -
Age 55 to 64
BN 10
Rural - 7 £60k plus

Representation

Bl -
Age 45 to 54
° T E
£40k-£60k

Accessibility Needs Age 35 to 44 __I8

I 21

£20k-£40k

Age 25 to 34 __IC

Financially . 5 e o

Vulnerable _ 17 Under £20k

3
Note: Financial vulnerability is derived from income under Age 18 to 24 ]
20Kk, 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.
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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

% difference +10% above average
% difference -10% below average

Overall satisfaction — water (satisfied, scoring 7-10) 48% -3% 59% -1%
é)(;/uetrfz)a I\I/Vseast;s\j/aoc':tt;(r;n /;ewerage (satisfied, scoring 7-10) 259 18% 50% 6%
Overall value for money 33% -2% 48% -15%
Trust (a great deal/some trust) 43% -4% 53% -10%
Ceneral outlook (positive outlook) 38% +4% 45% -7%
Communication (fair/good communication) 28% 0% 36% -8%
Brand connection (someone I'd really like and have a lot in common with) 22% -1% 34% -13%
Brand momentum (salience) (on its way up/has a lot going for it) 25% +9% 29% -4%
Colour and appearance 82% +3% 85% -3%
[Taste and smell 70% -13% 80% -10%
Reliability of supply 83% -3% 87% -4%
\Vater pressure 73% +1% 79% -6%
Deliver great service for all community members 45% -1% 48% -3%
Improves our rivers 15% +1% 29% -14%
Creates a greener future 18% -3% 32% -13%
Spends community members’ money wisely 17% -3% 27% -10%
Contributes to our communities 20% -10% 34% -14%
KEY: Base Size: 60
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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

% difference +10% above average
% difference -10% below average

Overall satisfaction — water (satisfied, scoring 7-10) 31% -17% 59% -28%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 35% -18% 50% -16%
Overall value for money 23% -6% 48% -25%
Trust (a great deal/some trust) 23% -15% 53% -30%
GCeneral outlook (positive outlook) 19% -1% 45% -26%
Communication (fair/good communication) 19% -1% 36% -17%
Brand connection (someone I'd really like and have a lot in common with) 15% -4% 34% -19%
Brand momentum (salience) (on its way up/has a lot going for it) 19% +10% 29% -10%
Colour and appearance 81% -10% 85% -4%
Taste and smell 65% -25% 80% -15%
Reliability of supply 85% +8% 87% -3%
\\VVater pressure 73% -3% 79% -6%
Deliver great service for all community members 31% -7% 48% -17%
Improves our rivers 8% -2% 29% -21%
Creates a greener future 8% -16% 32% -24%
Spends community members’ money wisely 4% -6% 27% -23%
Contributes to our communities 8% -21% 34% -27%
Base Size: 26
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& Barometer dashboard summary D in

BRISTOL Water

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 62% +9% 59% +3%
Overall value for money (satisfied, scoring 7-10) 41% +2% 48% -7%
Trust (a great deal/some trust) 59% +6% 53% +5%
General outlook (positive outlook) 53% +12% 45% +8%
Communication (fair/good communication) 35% +3% 36% -1%
Brand connection (someone I'd really like and have a lot in common with) 26% +1% 34% -8%
Brand momentum (salience) (on its way up/has a lot going for it) 29% +10% 29% +1%
Colour and appearance (satisfied, scoring 7-10) 82% +10% 85% -3%
Taste and smell (satisfied, scoring 7-10) 74% -4% 80% -7%
Reliability of supply (satisfied, scoring 7-10) 82% -9% 87% -5%
Water pressure (satisfied, scoring 7-10) 74% +4% 79% -5%
Deliver great service for all community members 56% +6% 48% +8%
Improves our rivers 21% +4% 29% -8%
Creates a greener future 27% +7% 32% -5%
Spends community members’ money wisely 27% +2% 27% 0%
Contributes to our communities 29% -1% 34% -5%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes, to help shape KEY: Base Size: 34
the Accountability Sessions, rather than measure statistical performance. % difference +10% above average

Note: Percentage change may be 1% higher or lower than expected, due to the need to round from different data sources % difference -10% below average
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Overview of key findings

SouthWest Bournemouth Isles of Scilly
Water Water Water WATER

The voice for water consumers
Llais defnyddwyr dwr

48% Satisfied

Positively...

« Satisfaction is service-led: Many feel satisfied
because the basics are working, with clean, reliable
water supply and few direct service issues reported.

But...

« Billsare the strongest source of dissatisfaction, with
value for money at its lowest point (33% satisfied):
High charges, recent price increases and unclear
benefits from investment are creating resentment,
especially where customers feel costs are rising
without visible improvements.

« Trust is weakened by quality and environmental
concerns: Mentions of taste, chlorine, pollution,
sewage discharge and a perceived profit-focused
attitude are undermining confidence in the
provider. Distrust sits at 35%, up almost 10 points on
November.

Accountability call out: The Ad hoc Accountability Session process has been triggered

Why have you given this overall
satisfaction score?

“‘Our water is crystal clear |
have no complaints at all.”

10/10 satisfaction score
Bristol Water

“Personally still struggling
with getting support from
them, and there's ongoing
Issues of wastewater being
dumped in local
waterways.”

4/10 satisfaction score
South West Water

‘Marking as neutral as the

bills are increasing off late

and the bills are hard to be
self explained.”

7/10 satisfaction score
South West Water

“The high charges and
unaffordable bills mean |
am an extremely
dissatisfied customer.”

0/10 satisfaction score
Bristol Water

due to low trust scores. The community are now voting to see if a session is required.

Base Size: 60



South West Water (including Bristol Water and

Bournemouth Water): Barometer findings

The voice for water consumers

Llais defnyddwyr dwr

64% of community members are satisfied overall, in line with November and slightly up on April's community
score. Value for money satisfaction is lower at 33% but remains in line with November, down from its peak in
January and February. Trust remains largely steady at 43%, but distrust is up on November.

% satisfied — water

58% 59%
52%
58%
51% 7
48%
=@ TOtal

9 38%
33% 6 58%

2 2 N}
\9) ) 2
EQEEFN &
\304 C
m % Satisfied (Score 7-10)

@
~o <<®\O N

o) 0,
60% 57% coo 59%

56%
48%
40%

== South West Water

37%
20% ; 2%
(0]

S &
NG 2

48%

24%

V‘Q &’b
/((\
% Neutral (Score 4-6)

% Not Satisfied (Score 0-3)

% satisfied — value for money

o)
46% 49%  >1% 46% 449 48%

4(3%/F
45% 46%
36%

35%  35% 33%  33%

—=@="T0tal =@==South West Water

37% 35% 28% 35%

43%

= . I I
& & &
o O ’Z)
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m % Satisfied (Score 7-10)

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

% Trust

58%
9 4% 0
48% 2 48% 20 g0 3%
50% 52%
47% 9
6 47% N
(6}

=@=T0tal =0=South West Water

. 26% 16% 229%
(o]

’Z>

27%

5 I I
’b ’b K

) O
®<<\ @(0 = RO Q@ V . <
Q o) ~N @ o
%O <>® & ,Q(\
W 9% Trust % Neutral H % Distrust

Base Size: 60
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Spotlight: executive summary =—= — - — d AN

SouthWest Bournemouth Isles of Scilly

BRISTOL

Overview of key findings Water ~ ater Htar .

The voice for water consumers

Llais defnyddwyr dwr

“Try to “humanise” bills and

. . - perhaps add a typical
Spotlight: Affordability family scenario. Not being

« Views on affordability are split (36% affordable, 37% unaffordable), but 45% able to afford can be lonely
of this community think that their charges are unfair. place!”

 81% are worried about future bill increases and 79% feel that customers are Bristol Water

being asked to pay for things that should have been dealt with already.

« 74% disagree that they have some control over what they pay and 62% ‘Stop overpaying top
disagree that they trust the company to keep bills as low as possible. management and
shareholders. Deal with leaks

* Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (56%), maintaining a reliable supply of drinking water (55%)
and preparing for future challenges (54%).

properly.”
South West Water

« Agreementis high that support should be simple to apply for (83%), offered

proactively (86%) and easier to find (75%). ‘Be clear and transparent of

_ . ongoing costs now and in the

«  48% would feel comfortable contacting the company and most customersin a way that suits
community members (59%) trust customers would be treated respectfully. them.

South West Water

Base Size: 58
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South West Water (including Bristol Water and
Bournemouth Water): Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Views on affordability are split (36% affordable, 37% unaffordable), but 45% of this community think that their
charges are unfair. Fairness is most closely linked to safe drinking water (57%) and a reliable service (53%).
Perceptions of unfairness are driven by company profits, dividends or executive pay (48%), ongoing pollution or
sewage problems (41%) and customers paying for perceived past underinvestment and bills increasing faster
than household income (34%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

Company profits, dividends or executive

(o)
pay make charges feel unfair e

| receive safe drinking water 57%

22% There are still problems with pollution or

A £1%
sewage

28%

| receive a reliable water service 53%

| feel customers are paying for past

O,
underinvestment 4%

Wastewater and sewage are taken away

o . : .
and treated 29% B|IIS are increasing faster than household 249%
income
m Affordable = Fair
Neutral Neutral
m Unaffordable B Unfair
*Note: High proportion of community referencing issues with sewage suggest lack of awareness of the providers role and a general Base Size: 58

awareness of issues with pollution more broadly.
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South West Water (including Bristol Water and
Bournemouth Water): Spotlight findings

Affordability

The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 81% are worried about future bill increases and 79% feel that customers are being asked to pay for
things that should have been dealt with already. 74% disagree that they have some control over what they pay
and 62% disagree that they trust the company to keep bills as low as possible.

Please tell us how much you agree or disagree with each of the following statements.

21%
28%

21% 1%
26%
31%

2% 12%
I worry about future | feel customers are | feel customers who My service bill feels | feel | understand what | feel like | get value for | trust that bill increases | trust my water | feel | have some
increases to my bill  being asked to pay for are struggling should manageable at the | am paying for through money from my service  will lead to better company to keep bills control over the
things that should have get more support with moment my bill services or as low as possible amount | pay for my
been dealt with already their bill improvements service

m % Agree % Neutral m % Disagree
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South West Water (including Bristol Water and
Bournemouth Water): Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (56%), maintaining a reliable supply of drinking water (55%) and preparing for future
challenges (54%). There are higher levels of ‘unacceptable’ sentiment across the board among this community
than there are in other communities.

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each
of the following?

. . . 16% 22% 28% 5%

10% 9
- ﬁ . . - - -
Maintaining a supply of safe Maintaining a reliable supply Preparing for future Fixing leaks and improving Improving transparency  Improving customer service Providing more support to

drinking water of drinking water challenges such as climate pipes about where customers’ and communication customers who are

change, drought and money is spent struggling to pay

flooding
B % Acceptable % Neutral B % Unacceptable
Base Size: 58

Note: Don't know scores excluded from chart



South West Water (including Bristol Water and i
Bournemouth Water): Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agreed or disagreed with statements relating to support.

Agreement is high that support should be simple to apply for (83%), offered proactively (86%) and easier to find
(75%). 47% disagree they would know where to find help. That said, 48% would feel comfortable contacting the
company and most community members (59%) trust customers would be treated respectfully.

Please tell us how much you agree or disagree with each of the following statements?

. 21%
33%
21%
21%
2

o)

| think support should be I think the application I think support with paying | trust my water company

If  was struggling to pay my I would prefer to get If I was struggling to pay my
offered proactively before process for support should water bills should be easier to  would treat customers water bill, | would feel independent advice before water bill,  would know
customers fall into debt be as simple as possible find respectfully if they asked for comfortable contacting my contacting my water where to find help
help water company company about bill support
H % Agree % Neutral

H % Disagree

Base Size: 58
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The voice for water consumers
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Water Voice
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Southern Water
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Community population Water. = _
Linis detnydawyr i
Southern Water community members: 56
Age
INnclusivity Household income
Age 75+ = 2
Ethnic Minority - 9 Drefer not to g
Background - g Gender B -
say A Age 6510 74 —
57 29
I 7
rosl Rl — ¢ - - rgessio6e
Representation - 14 I 18
N © B -
£40k-£60k Age 45to 54
. I I . -
Accessibility Needs _
21 I - N ©
O e 16 Male Female AGE IS0 44 e 1
Financially - S 1 6
\/ulnerab|e - 10 Uhdel’ £20k -’ Age 25to 34 -_ 9
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 B
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
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 our ethnic minority background and 18-24 sample.

. current sample

. minimum sample
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KEY:

average

average

% difference +10% above

% difference -10% below

Southern

Water. =

The voice for water consumers
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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

Overall satisfaction —water (satisfied, scoring 7-10) 32% +10% 59% -27%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 30% -9% 50% -20%
Overall value for money 20% +5% 48% -29%
Trust (a great deal/some trust) 25% +10% 53% -28%
Ceneral outlook (positive outlook) 16% -4% 45% -29%
Communication (fair/good communication) 29% -2% 36% -7%
Brand connection (someone I'd really like and have a lot in common with) 16% +7% 34% -18%
Brand momentum (salience) (on its way up/has a lot going for it) 1% -1% 29% -18%
Colour and appearance 82% -1% 85% -3%
Taste and smell 73% +9% 80% -7%
Reliability of supply 84% +1% 87% -3%
\\Vater pressure 71% -10% 79% -8%
Deliver great service for all community members 29% +8% 48% -19%
Improves our rivers 13% +7% 29% -16%
Creates a greener future 14% +5% 32% -18%
Spends community members’ money wisely 13% +5% 27% -14%
Contributes to our communities 18% +1% 34% -16%
Base Size: 56
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Barometer: executive summa ry Southern & ANy
Overview of key findings Water. ==~ W™ S
32% Satisfied Why have you given this overall

Positively... satisfaction score?

» Reliable core service remains a strength: Many
community members say Southern Water

provides clean water, has few supply issues and “It does a consistent service, ‘It's not clean enough and
wastewater is taken away as expected. but doesn't provide value for there are still too many
money.” leaks.”
But... 4
« Environmental concerns are driving 8/10 satisfaction score 6/10 satisfaction score

dissatisfaction: Satisfaction is heavily undermined
by ongoing concerns about sewage discharges,

pollution, leaks and poor environmental “They pay themselves huge
accountability. salaries and don't invest
enough in upgrading and Lack of care or

* Rising bills are a key concern: Increasing bills,
perceived poor value for money, weak
communication and concerns about executive
pay are adding to frustration.

maintaining.” compassion.”

4/10 satisfaction score 2/10 satisfaction score

» Value for money, trust and overall satisfaction
remain below the average.

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

discussion across the surveys, community and CCW's external insights.
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The voice for water consumers

Llais defnyddwyr dwr

32% of community members are satisfied overall, up 14 points on last wave and at its highest point since the

start of the community. Value for money remains consistent at 20%. Trust is up 10 points since November. All
mMeasures are considerably below the overall community average.

% satisfied — water

509% 58% 58% 56% 57% 55% 59%
———————_¢——9

23% 30%  27% 23% 28% 18% 32%

=@=Southern Water

40%

=@=T0tal

290 39%  45%  33% 48%

>

38%

'2> f<> «0
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O fO
No) Q@ v 4(;$
@ O
o\
H % Satisfied (Score 7-10) % Neutral (Score 4-6)

% Not Satisfied (Score 0-3)

% satisfied — value for money

40% 469% 45% 46% 406% 44% 48%
——— ~ —0

0

e —
1% 20% 2% 23% 22% 1y

—
20%

—=@="T0tal =@==Southern Water

38% 29%
39% Y % 3% 4% 45%

@ @ & «0 &
@ @ 3’00 X - &
H % Satisfied (Score 7-10) % Neutral (Score 4-6)

H % Not Satisfied (Score 0-3)

% Trust

48% S3%  4gy 2P S4% 49y  53%

30% 28% e
15% 21% 6 22% 23%  25%

=@=T0tal =@=Southern Water

21% l l

23% 22% ‘4% 18%

I : : I
() \\
Ne) 'a @ \ 'z>
@((\ @(0 00 \O,\\) @6 VQ \$
\304 OQ;C’ /{O <<® ,Q(\
m % Trust % Neutral % Distrust

Base Size: 56



Spotlight: executive summary

Overview of key findings

Southern 7 ) 4
Water. =

The voice for water consumers

Q% Spotlight: Affordability

Views on affordability are fairly evenly split (44% affordable; 43% unaffordable).
However, perceptions of fairness are weaker, with 54% of the commmunity stating
charges are unfair.

91% agree that they are worried about future increases to their bill and 85% feel that
customers are being asked to pay for things that should have been dealt with
already.

75% disagree that they trust their provider to keep bills as low as possible and 72%
don't feel like they have some control over the amount they pay.

66% agree that customers who are struggling should get more support.

Unfairness is driven by perceived views of ongoing pollution or sewage problems
(45%), company profits, dividends or executive pay (36%), customers paying for past
underinvestment and lack of choice over water company (34%).

Bill increases are most acceptable when clearly linked to maintaining safe drinking
water (63%) and maintaining a reliable supply of drinking water (61%).

Support is lower for improving customer service and communication (34%
unacceptable) and improving transparency about where customers’ money is
spent (34% unacceptable).

Agreement is high that support should be simple to apply for (88%), offered
proactively (79%) and easier to find (77%).

Llais defnyddwyr dwr

‘Make the increases smaller
over a longer period so it's
not such a hit in one go.”

‘By explaining what the bill
Is being spent on. To support
all customers by contacting
them if bill prices change so

they don't fall into debt.”

‘Stop paying out staff
bonuses. Instead that
money should be invested
to help keep bills down.”

Base Size: 56

137
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Southern Water: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Views on affordability are fairly evenly split (44% affordable; 43% unaffordable). However, perceptions of
fairness are weaker, with 54% of the community stating charges are unfair. Fairness is most closely linked to
safe drinking water (61%) and a reliable water service (55%). Unfairness is driven by perceived views of ongoing
pollution or sewage problems (45%), company profits, dividends or executive pay (36%) and customers paying
for past underinvestment and lack of choice over water company (34%).

How affordable How fair do you
does your bill feel feel your service

[ ] ] -I -I

21% There are still problems with pollution or

(o)
| receive safe drinking water 61% sewage A

13%

Company profits, dividends or executive

. 36%
pay make charges feel unfair
| receive a reliable water service 55%

| feel customers are paying for past

o)
underinvestment S

Wastewater and sewage are taken away

(o)
and treated 2%

Fai | do not have a choice of water company 34%
m Affordable W air

Neutral Neutral
m Unaffordable m Unfair

Base Size: 56
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Southern Water: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 91% agree that they are worried about future increases to their bill and 85% feel that customers
are being asked to pay for things that should have been dealt with already. 75% disagree that they trust their
provider to keep bills as low as possible and 72% don't feel like they have some control over the amount they
pay. 66% agree that customers who are struggling should get more support.

Please tell us how much you agree or disagree with each of the following statements.

- (o)
25%
23%
7%
27%
5°/ 9%
(]

| worry about future | feel customers are | feel customers who My service bill feels | feel | understand what | feel like | get value for

| feel | have some | trust my water | trust that bill increases
increases to my bill  being asked to pay for are struggling should manageable at the | am paying for through money from my service control over the company to keep bills will lead to better
things that should have get more support with moment my bill amount | pay for my as low as possible services or
been dealt with already their bill service improvements

B % Agree % Neutral m % Disagree
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Southern Water: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (63%) and maintaining a reliable supply of drinking water (61%). Support is lower for
Improving customer service and communication (34% unacceptable) and improving transparency about

where customers’ money is spent (34% unacceptable).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?

I I I 21% 27%
20%

(o)

5 5 5 ’ -146 . . .
Maintaining a supply Maintaining a reliable  Improving waste Fixing leaks and Preparing for future  Reducing pollution Providing more Improving Improving customer
of safe drinking water  supply of drinking water and sewage improving pipes challenges such as and improving rivers, support to customers transparency about service and

water treatment climate change, seas and the who are strugglingto  where customers' communication
drought and flooding environment pay money is spent
B % Acceptable % Neutral B % Unacceptable
Base Size: 56

Note: Don't know scores excluded from chart



Southern Water: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agreed or disagreed with statements relating to support.

Agreement is high that support should be simple to apply for (88%), offered proactively (79%) and easier to find

(77%). But 34% disagree that they would know where to find help. 56% would feel comfortable contacting the
company.

Please tell us how much you agree or disagree with each of the following statements?

16%

15% 21%
156 o

I think the application I think support should be | think support with paying If | was struggling to pay my | trust my water company If | was struggling to pay my I would prefer to get
process for support should offered proactively before water bills should be easier to water bill,  would feel would treat customers water bill, | would know independent advice before
be as simple as possible customers fall into debt find comfortable contacting my respectfully if they asked for where to find help contacting my water
water company help company about bill support
H % Agree % Neutral

H % Disagree

Base Size: 56
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Water Voice
Barometer and Spotlight Repo

Thames Water
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Thames Water

Community population

The voice for water consumers
Llais defnyddwyr dwr

Thames Water community members: 49

Inclusivity Household Age
Income
Ethnic Minority - 9 Age 75+ - g
Background N s Prefer not to Gender
say |1
23 23
Rural £60k plus __I
| G —
Representation Age 55 to 64 I
N © I
£40k-£60k 6
- I — RN A o 0 o e 7
Accessibility Needs -
12 [
I - A 6
) ge 35to 44
E20K-F40K S Female —k
Sir}anciabl:y - S nder £k I Age 25to 34 =67
ulnerable nder
B 7 —
: : i : : Age 18 to 24 __IE
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 . current sample

the gquotas which are close to the minimum target to ensure we ‘top up' here when replacing any drop-outs. . minimum sample




&Barometer dashboard summary

KEY:

% difference +10% above

average

% difference -10% below

average

The voice for water consumers

Llais defnyddwyr dwr

144

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

Overall satisfaction —water (satisfied, scoring 7-10) 49% +11% 59% -10%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 45% -6% 50% -5%
Overall value for money 35% +1% 48% -14%
Trust (a great deal/some trust) 35% -10% 53% -19%
Ceneral outlook (positive outlook) 31% -1% 45% -14%
Communication (fair/good communication) 25% -9% 36% -11%
Brand connection (someone I'd really like and have a lot in common with) 12% -6% 34% -22%
Brand momentum (salience) (on its way up/has a lot going for it) 16% +12% 29% -13%
Colour and appearance 74% 0% 85% -12%
Taste and smell 74% +11% 80% -7%
Reliability of supply 84% -1% 87% -3%
\Vater pressure 69% -4% 79% -10%
Deliver great service for all community members 33% -7% 48% -15%
Improves our rivers 20% -2% 29% -8%
Creates a greener future 22% +5% 32% -9%
Spends community members’ money wisely 16% -1% 27% -10%
Contributes to our communities 14% -6% 34% -20%
Base Size: 49
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The voice for water consumers

49% Satisfied

Positively...

» Satisfaction is largely driven by basic service
reliability: Many are satisfied because their water
supply is consistent, clean and trouble-free.

But...

* Billsare the main driver of dissatisfaction, with

value for money at just 35% satisfied: Rising
charges, unclear billing and perceived poor value
for money create frustration, especially where
customers do not see matching improvements
iN service or infrastructure.

« Trustisfragile (35%): Leaks, slow repairs, river
pollution, shareholder/management concerns
and weak communication leave many feeling
uneasy about the company, even when their own
day-to-day service is acceptable.

Llais defnyddwyr dwr

Why have you given this overall
satisfaction score?

‘Service is acceptable at
times, but rising bills, leaks,
and concerns about
company performance
make it hard to feel fully
satisfied.”

‘Consistent water supply
and updates on what they
are doing for us.”

8/10 satisfaction score

— ) 7/10 satisfaction score
Price INcreases, No

communication about it.”
‘Charges have increased
4/10 satisfaction score significantly but no major
Improvements in targets
have been
communicated.”

3/10 satisfaction score

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

: : : X _ Base Size: 49
discussion across the surveys, community and CCW's external insights.
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The voice for water consumers

Llais defnyddwyr dwr

49% of community members are satisfied overall. This is in line with April and 11 points up on November.
However, value for money satisfaction (35% satisfied) remains in line with November, having dropped 10 points
on last wave. Trust has remained a similar level since February, with 35% saying they distrust the company.

% satisfied — water

5o 598% 589y 56% 57% 55% 59%
j

—C—=——nC———C—

38% 44% 0% 4% Log, S1% 4%
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e
m % Satisfied (Score 7-10)

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

% satisfied — value for money

40% 46% oo 46% 46% 45y 48%

3% 0% 40% 4% 37 44N 2
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m % Satisfied (Score 7-10)

% Neutral (Score 4-6)
m % Not Satisfied (Score 0-3)
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m % Trust % Neutral % Distrust

Base Size: 49
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The voice for water consumers

Spotlight: Affordability

50% of community members view their bill as affordable. Fairness is a little
more mixed with 41% viewing charges as fair, but 33% stating they are unfair.

Unfairness is driven by bills increasing faster than household income (42%),
customers paying for past underinvestment (37%) and company profits,
dividends or executive pay (31%).

69% of community members think that they are paying for things that
should have been dealt with already and 67% are worried about future
Increases to their bill.

54% disagree that they have some control over the amount they pay. 54%
also disagree that they trust their provider to keep bills as low as possible.

Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (67%) and reducing pollution and improving rivers, seas and
the environment (65%).

Acceptability is lower for providing more support to customers who are
struggling to pay (36%) and improving customer service and communication
(40%).

Llais defnyddwyr dwr

“Internally become more
efficient, it is Thames Water
responsibility to deliver good

value for money.”

‘Stop paying executives
major bonuses while we
struggle.”

“Thames Water can be
more open to telling
customers where the money
Is spent in order to make the
bills feel more affordable
whilst keeping the bill as low
as possible.”

Base Size: 52
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Thames Water: Spotlight findings

Affordability

The voice for water consumers
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50% of community members view their bill as affordable. Fairness is a little more mixed with 41% viewing
charges as fair, but 33% stating they are unfair. Fairness is most closely linked to safe drinking water (58%) and
a reliable water service (48%). Unfairness is driven by views of bills increasing faster than household income

(42%), customers paying for past underinvestment (37%) and company profits, dividends or executive pay
(31%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

| receive safe drinking water 58% Bills are increasing faster than household
income

42%

27%
17%

| receive a reliable water service 48% | feel gustomers are paying for past 37%
underinvestment

Wastewater and sewage are taken away 259 Company profits, dividends or executive 21%
and treated pay make charges feel unfair .
m Affordable W Fair
Neutral Neutral
m Unaffordable m Unfair

Base Size: 52
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Thames Water: Spotlight findings

Affordability

The voice for water consumers
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Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 69% of community members agree that they are paying for things that should have been dealt
with already and 67% are worried about future increases to their bill. 54% disagree that they have some control
over the amount they pay. 54% also disagree that they trust their provider to keep bills as low as possible.

Please tell us how much you agree or disagree with each of the following statements.

31%

17% =
2 - . - - -
| feel customers are | worry about future | feel customers who My service bill feels | feel | understand what | feel like | get value for | trust that bill increases | feel | have some I trust my water
being asked to pay for  increases to my bill are struggling should manageable at the | am paying for through money from my service  will lead to better control over the company to keep bills
things that should have get more support with moment my bill services or amount | pay for my as low as possible
been dealt with already their bill improvements service

9% Agree % Neutral % Disagree
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Thames Water: Spotlight findings

Affordability
The voice for water consumers

Llais defnyddwyr dwr

Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (67%) and reducing pollution and improving rivers, seas and the environment (65%).
Acceptability is lower for providing more support to customers who are struggling to pay (36%) and improving
customer service and communication (40%).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each
of the following?

25% 29% 37%
O, 0,
10% 12% 13% 21% 15% 15% -

Maintaining a supply Reducing pollution Maintaining a reliable Preparing for future Fixing leaks and Improving waste Improving Improving customer Providing more
of safe drinking water and improving rivers,  supply of drinking challenges such as improving pipes water and sewage  transparency about service and support to customers

seas and the water climate change, treatment where customers’ communication who are struggling to

environment drought and flooding money is spent pay

m % Acceptable % Neutral B % Unacceptable
Base Size: 52

Note: Don't know scores excluded from chart
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Thames Water: Spotlight findings

Affordability
The voice for water consumers
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Community members were asked how much they agreed or disagreed with statements relating to support.
Community agreement is high that support should be easier to find (81%), simple to apply for (76%) and offered
proactively (64%) while 50% disagree that they would know where to find help and 48% trust that customers

would be treated respectfully.

19%

Please tell us how much you agree or disagree with each of the following statements?

29%
27% 40%
17%
15%
S e o
| think support with paying I think the application I think support should be  If | was struggling to pay my | trust my water company I would prefer to get If I was struggling to pay my
water bills should be easier to process for support should offered proactively before water bill,  would feel would treat customers independent advice before water bill,  would know
find be as simple as possible customers fall into debt comfortable contacting my respectfully if they asked for contacting my water where to find help
water company help company about bill support
H % Agree % Neutral H % Disagree

Base Size: 52
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United Utilities ¥ United

. . Utilities
COm m u n |ty po p u | atlo m The voice for water consumers
Llais defnyddwyr dwr
United Utilities community members: 47 Age
INnclusivity Household
Income Age 75+ =23
Ethnic Minority - 9
Background
g - 9 Prefer not to Gender Age 6510 74 B -
say | N S
- 7
Re rssuerr?!ation cookplus T 7 Age 55 to 64 _-5 -
P I - — E
N -
Age 45 to 54
recositivo oo ] £40k-£60k IETIONT — 0
ccessibility Needs
T - | —
- Age 35 to 44
£20k-£40Kk Female  Other I T
Financially - S .
Vulnerable _ 16 Age 25to 34
L W
Under £20k
Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted Age 18 to 24 - 3
water bill. B

Sample note: 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 our 75+ sample. . current sample . minimum sample
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% difference -10% below
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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

Overall satisfaction —water (satisfied, scoring 7-10) 66% +12% 59% +7%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 66% +14% 50% +16%
Overall value for money 47% +17% 48% -2%

Trust (a great deal/some trust) 57% +15% 53% +4%
Ceneral outlook (positive outlook) 51% -4% 45% +6%
Communication (fair/good communication) 38% 0% 36% +2%
Brand connection (someone I'd really like and have a lot in common with) 36% +18% 34% +2%
Brand momentum (salience) (on its way up/has a lot going for it) 38% +16% 29% +10%
Colour and appearance 87% +8% 85% +2%
Taste and smell 85% +18% 80% +5%
Reliability of supply 92% +3% 87% +4%
\Vater pressure 92% +17% 79% +13%
Deliver great service for all community members 40% +2% 48% -7%

Improves our rivers 36% +18% 29% +7%
Creates a greener future 38% +20% 32% +7%
Spends community members’ money wisely 26% +13% 27% -1%

Contributes to our communities 45% +8% 34% +11%

Base Size: 47
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The voice for water consumers
Llais defnyddwyr dwr

66% Satisfied

Positively...

+ Positive sentiment is mostly rooted in reliability:
Customers tend to be satisfied when the core
service works well: water is available, safe to drink
and issues are rare.

But...

» Costis the main driver of dissatisfaction: Bills are
widely seen as too high and rising, with
frustration heightened by customers feeling they
have no choice of provider and limited visibility of
where money is going.

« Positive service experiences are offset by wider
concerns: Positive customer service and
communication help, but concerns around river
pollution, greenwashing, water taste and lack of
visible community/environmental progress hold
satisfaction back.

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

Why have you given this overall
satisfaction score?

‘I am satisfied with my
interactions with customer
services but still feel  am
paying a lot.”

“No issues recently and
previous issues were
promptly resolved. Find the
price is quite high and
unaffordable.”

8/10 satisfaction score
7/10 satisfaction score

‘I feel that there is
potentially a lot of
greenwashing happening
to cover up for past
failures.”

“The water tastes awful |
have to buy bottled.”

3/10 satisfaction score

5/10 satisfaction score

Base Size: 47

discussion across the surveys, community and CCW's external insights.
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m % Satisfied (Score 7-10)
% Not Satisfied (Score 0-3)

Llais defnyddwyr dwr

66% of community members are satisfied overall. This is the highest level of satisfaction since November and
represents a 12-point increase. Value for money satisfaction (47% satisfied) is also at its highest point, up 17
points since November. Trust remains higher than November and is at its highest point since December.

% satisfied — water

ci, ©1% 59% 59% 57% 5gu  °9F
co, 58% 58% 56% 55y 55% S9%
—@—TOtal =@ United Utilities
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% Neutral (Score 4-6)

% satisfied — value for money

409, 46%  45% 46%  46% 449  48%
—— —C—
<& SN 3y 43% 3% 40% 4T
—=@=T0tal =@=JNnited Utilities

52% 0 40%
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2 S S X Q
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m % Satisfied (Score 7-10)
H % Not Satisfied (Score 0-3)

% Neutral (Score 4-6)

% Trust
59%
48% ° 539 4% 559 5o °7%
43% 53%  4g% 52% 7P 4oy, S3%
-=@=T0otal =@=JNnited Utilities

37%

20%
6% 36% C o 28%  33%  23%
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m % Trust % Neutral H % Distrust

Base Size: 47
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Spotlight: executive summary United d AN
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Overview of key findings

The voice for water consumers
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Spotlight: Affordability

Views on affordability among the community are mixed (42% affordable; 40%
unaffordable) but fairness is less positive, with 46% of the community feeling like
charges are unfair.

Unfairness is driven by company profits, dividends or executive pay (46%), bills
increasing faster than household income (40%) and lack of choice over water
company (28%).

80% of community members are worried about future increases to their bill and
68% feel that customers are being asked to pay for things that should have been
dealt with already.

62% disagree that they have some control over the amount they pay for their
service and 68% feel that customers who are struggling should get more
support with their bill.

Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (74%) and maintaining a reliable supply (72%).

Support is lower for improving customer service and communication (42%
acceptable) and providing more support to customers who are struggling to pay
(50% acceptable).

Agreement is high that support should be simple to apply for (84%), offered
proactively (80%) and easier to find (70%).

32% disagree that they would know where to find help.

Llais defnyddwyr dwr

“‘Make support available
more widely known to
customers. Take a more
proactive rather than
reactive approach.”

‘Make the prices cheaper
whilst providing incentives
for lower usage. And pay the
bosses less.”

"A clearer explanation of
why cost has increased and
where the money is being
spent. Use some of the
profits to keep bills
affordable.”

Base Size: 50
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United Utilities: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Views on affordability among the community are mixed (42% affordable; 40% unaffordable) but fairness is less
positive, with 46% of the community feeling like charges are unfair. Fairness is most closely linked to a reliable
water service (68%) and safe drinking water (62%). Unfairness is driven by company profits, dividends or

executive pay (46%), bills increasing faster than household income (40%) and lack of choice over water
company (28%).

How affordable How fair do you
does your bill feel feel your service
1 o -I -I
. | receive a reliable water service o Company profits, dividends or executive 5
68% : 46%
22% pay make charges feel unfair
18%
| rees e see e Hnking wake 62% B|I|s are increasing faster than household 40%
income
\a/\r/EjSJ’Ec?eV?cijr EIe) SSWECS IR ] E EEY 38% | do not have a choice of water company  28%
m Affordable W Fair
Neutral Neutral
m Unaffordable B Unfair

Base Size: 50
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United Utilities: Spotlight findings

Affordability

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 80% of community members are worried about future increases to their bill and 68% feel that
customers are being asked to pay for things that should have been dealt with already. 62% disagree that they
have some control over the amount they pay for their service and 68% feel that customers who are struggling

should get more support with their bill.

Please tell us how much you agree or disagree with each of the following statements.

_— 28% 34%
18%
——— o o10% Coe%

18%

32%

22% 24%

| worry about future | feel customers are | feel customers who My service bill feels | feel | understand what | trust that bill increases | feel like | get value for | feel | have some I trust my water

increases to my bill  being asked to pay for are struggling should manageable at the | am paying for through  will lead to better ~ money from my service control over the company to keep bills
things that should have get more support with moment my bill services or amount | pay for my as low as possible
been dealt with already their bill improvements service

9% Agree % Neutral % Disagree
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United Utilities: Spotlight findings

Affordability

The voice for water consumers
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Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (74%) and maintaining a reliable supply (72%). Support is lower for improving customer
service and communication (42% acceptable) and providing more support to customers who are struggling to
pay (50% acceptable).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?

16% 16% 0%

20%

8%

12% 12%

10%

8%

Maintaining a supply Maintaining a reliable Reducmg pollution Improving waste Fixing leaks and Preparing for future Improving Providing more Improving customer
of safe drinking water  supply of drinking  and improving rivers,  water and sewage improving pipes challengessuch as  transparency about support to customers service and
water seas and the treatment climate change, where customers'  who are strugglingto ~ communication
environment drought and flooding money is spent pay
B % Acceptable % Neutral B % Unacceptable
Base Size: 50

Note: Don't know scores excluded from chart
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United Utilities: Spotlight findings

Affordability

The voice for water consumers
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Community members were asked how much they agreed or disagreed with statements relating to support.
Agreement is high that support should be simple to apply for (84%), offered proactively (80%) and easier to find
(70%). But 32% disagree that they would know where to find help. 52% would feel comfortable contacting the

company and 58% trust customers would be treated respectfully. Views on seeking independent advice first
are uncertain (52% neutral).

Please tell us how much you agree or disagree with each of the following statements?

I 2

52%

- 14% 24%

2%
10% 14%
&% % 8%

I think the application I think support should be | think support with paying | trust my water company If | was struggling to pay my If | was struggling to pay my I would prefer to get
process for support should offered proactively before water bills should be easier to  would treat customers water bill, | would know water bill,  would feel independent advice before

be as simple as possible customers fall into debt find respectfully if they asked for where to find help comfortable contacting my contacting my water
help water company company about bill support

H % Agree % Neutral H % Disagree

Base Size: 50
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Community population

63

Wessex Water !“_
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The voice for water consumers
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Wessex Water community members: 47

INnclusivity Household
Income
Ethnic Minority - 9
Background Prefer not to

say | IS

_E
Rural - 7 £60k plus -
Representation _ 18 4

B ©
£40k-£60k
| B

£20k-£40k __IS
I 15
Financially

- E
Vulnerable
- 8 Under £20k -’ 12

Accessibility Needs

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

Age

Il
| W

Gender
Age 65 to 74 = .

Age 75+

23 23
19 Age 5510 64 =§
B -
A 45to 54
I IETIONT  — 10

6
Male Female Age 35to 44 -_ 1

N -
N S

K
B 4

Age 25to 34

Age 18 to 24

Sample note: We have met over 95% 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 . current samole
the quotas which are close to the minimum target to ensure we ‘top up’ here when replacing any drop-outs. P

. minimum sample
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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

Overall satisfaction —water (satisfied, scoring 7-10) 62% +21% 59% +3%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 53% +3% 50% +3%
Overall value for money 55% +20% 48% +7%
Trust (a great deal/some trust) 60% +22% 53% +6%
Ceneral outlook (positive outlook) 47% +3% 45% +2%
Communication (fair/good communication) 38% -1% 36% +2%
Brand connection (someone I'd really like and have a lot in common with) 32% +8% 34% -2%

Brand momentum (salience) (on its way up/has a lot going for it) 23% +16% 29% -5%

Colour and appearance 87% +2% 85% +2%
Taste and smell 85% +6% 80% +5%
Reliability of supply 92% +3% 87% +4%
\Vater pressure 94% +22% 79% +15%
Deliver great service for all community members 55% +20% 48% +8%
Improves our rivers 32% +15% 29% +3%
Creates a greener future 26% +11% 32% -6%
Spends community members’ money wisely 26% +16% 27% -1%

Contributes to our communities 43% +24% 34% +8%

Base Size: 47
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Overview of key findings yTLorovp B 45 8 5 - -
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62% Satisfied Why have you given this overall

. satisfaction score?
Positively...
“The service is usually

« Satisfaction is mostly reliability-led: Many feel ‘
Wessex Water delivers the basics well, with good- “Overall a good service with reliable and
quality drinking water, few day-to-day issues and Nno issues to our water communication is
some positive experiences of quick, helpful supply.” generally okay, but there is
service. still room for improvement,
But... 8/10 satisfaction score especially around
environmental concerns
* Environmental concerns strongly limit positive and updates during issues.”
sentiment: Even customers who are broadly “Good quality drinking
satisfied still raise concerns about sewage water. Terrible sewage 7/10 satisfaction score
pollution, river health, leaks and a perceived lack Hution.”
of investment in infrastructure. poiution. _
“There is never any change
» Trust and value remain key weaknesses: Rising 5/10 satisfaction score in their bad practices over
bills, lack of visible improvements and decades.”
profit/bonus concerns make some customers feel
they are receiving only the essentials, with limited 2/10 satisfaction score

added value.

Accountability call out: There are currently no ad-hoc Accountability Session triggers in e Sy 4T

discussion across the surveys, community and CCW's external insights.
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% satisfied — value for money
54%
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50%
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31%

27%
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62% of community members are satisfied overall, up 21 points since November. Value for money satisfaction

stands at 55%, up 15 points on last wave and up 19 points since November. Trust stands at 60%, up 13 points on
last wave and up 22 points since November.

33%

W% Trust

Olbd \)/b\\\
O \QJ\
~o @
% Neutral

18%

29%

H % Distrust
Base Size: 47
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Q Spotllght Affordability

Bills are more likely to feel affordable (67%) than unaffordable (13%) and
charges are more likely to feel fair (56%) than unfair (18%).

« Whilst 69% of community members agree that their bills feel manageable, 82%
are worried about future increases.

+ 56% disagree that they have some control over the amount they pay for their
service and 51% disagree that they trust their provider to keep bills as low as
possible.

* Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (76%) and maintaining a reliable supply of drinking water (69%).

* Supportis lower for improving customer service and communication (38%)
and providing more support to customers who are struggling to pay (45%).

« Agreementis high that support should be simple to apply for (84%), offered
proactively (80%) and easier to find (78%).

Llais defnyddwyr dwr

“‘Reduce dividend until
investment in the service
has improved rather than
increase bills.”

“They could explain more
clearly how the money is
spent, and where exactly it
Is going.”

“‘Have a transparent record
of where your money is
going. How much is
covering your use and what
Is being funded for other
projects. And what results
are those projects currently
getting or forecasting to
get.”

Base Size: 45



Wessex Water: Spotlight findings

Affordability

168

The voice for water consumers

Llais defnyddwyr dwr

Bills are more likely to feel affordable (67%) than unaffordable (13%) and charges are more likely to feel fair
(56%) than unfair (18%). Fairness is most closely linked to safe drinking water (69%) and a reliable water service

(69%).
How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

27%
20%

m Affordable  Fair
Neutral Neutral
m Unaffordable m Unfair

| receive safe drinking water

| receive a reliable water service

Wastewater and sewage are taken away
and treated

Company profits, dividends or executive

o)
pay make charges feel unfair pece
There are still problems with pollution or 44%
sewage
Bills are increasing faster than household 59%

income

Base Size: 45
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Wessex Water: Spotlight findings
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Community members were asked how much they agree or disagree with a range of statements relating to
affordability. Whilst 69% of community members agree that their bills feel manageable, 82% are worried about
future increases. 56% disagree that they have some control over the amount they pay for their service and 51%
disagree that they trust their provider to keep bills as low as possible.

Please tell us how much you agree or disagree with each of the following statements.

36%

31%

559 40%
(0]

22%

16%
24%
o o o
| worry about future My service bill feels | feel customers are | feel customers who | feel like | get value for | feel | understand what| trust that bill increases | feel | have some I trust my water
increases to my bill manageable at the  being asked to pay for are struggling should money from my type of | am paying for through  will lead to better control over the company to keep bills
moment things that should have get more support with service my bill services or amount | pay for my as low as possible
been dealt with already their bill improvements service

9% Agree % Neutral % Disagree
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Wessex Water: Spotlight findings
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Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (76%) and maintaining a reliable supply of drinking water (69%). Support is lower for
Improving customer service and communication (38%) and providing more support to customers who are
struggling to pay (45%).
How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each
of the following?

I I I I 27% 36%
18%

16% 22% 20%

11% 18%

Maintaining a supply Maintaining a reliable  Improving waste Preparing for future Fixing leaks and Reducing pollution Improving Providing more Improving customer
of safe drinking water  supply of drinking water and sewage challenges such as improving pipes and improving rivers, transparency about support to customers service and
water treatment climate change, seas and the where customers'  who are strugglingto ~ communication
drought and flooding environment money is spent pay
B % Acceptable % Neutral B % Unacceptable
Base Size: 45

Note: Don't know scores excluded from chart
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Community members were asked how much they agreed or disagreed with statements relating to support

Agreement is high that support should be simple to apply for (84%), offered proactively (80%) and easier to find
(78%). 44% agree that they would know where to find help, 60% would feel comfortable contacting the
company and 71% trust customers would be treated respectfully.

Please tell us how much you agree or disagree with each of the following statements?

29%

(&)
% 16% 20% 7%

I think the application I think support should be | think support with paying

I trust my water company If | was struggling to pay my If | was strugglmg to pay my
process for support should offered proactively before water bills should be easier to

I would prefer to get
would treat customers water bill, | would feel water bill, | would know independent advice before
be as simple as possible customers fall into debt find respectfully if they asked for comfortable contacting my where to find help contacting my water
help water company company about bill support
H % Agree % Neutral

H % Disagree

Base Size: 45
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Yorkshire Water

Community population

YorkshireWater
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Yorkshire Water community members: 47

INnclusivity Household
iIncome

Ethnic Minority

Background Prefer not to
say |
Rural £60k plus .

I 17
B 0
B 10

I .

£20k-£40k
B
Financially - S B 2
Vulnerable - 14 Under £20k B

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

Representation

£40k-£60Kk
Accessibility Needs

23 24 23 23

Gender

Female

Sample note: We have met 100% 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

current sample

Age 75+

Age 65to 74

Age 55 to 64

Age 45 to 54

Age 35 to 44

Age 25to 34

Age 18 to 24

Llais defnyddwyr dwr

Age

___E
N 4

¢
R

N -
I 7

I ©
I s

I -
I s

I -
I ©

Hl
. 4

. minimum sample



&Barometer dashboard summary -

KEY:

% difference +10% above

% difference -10% below

average

YorkshireWater

The voice for water consumers

Llais defnyddwyr dwr

174

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

Overall satisfaction —water (satisfied, scoring 7-10) 55% +11% 59% -3%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 62% +11% 50% +11%
Overall value for money 49% +7% 48% +1%
Trust (a great deal/some trust) 49% +7% 53% -4%
Ceneral outlook (positive outlook) 45% -4% 45% 0%

Communication (fair/good communication) 38% +1% 36% +2%
Brand connection (someone I'd really like and have a lot in common with) 38% +16% 34% +4%
Brand momentum (salience) (on its way up/has a lot going for it) 19% -5% 29% -10%
Colour and appearance 89% +5% 85% +4%
Taste and smell 89% +7% 80% +9%
Reliability of supply 83% -1% 87% -4%
\\Vater pressure 7 7% -1% 79% -2%
Deliver great service for all community members 53% +7% 48% +6%
Improves our rivers 30% -1% 29% +1%
Creates a greener future 30% -1% 32% -2%
Spends community members’ money wisely 26% +6% 27% -1%

Contributes to our communities 40% +5% 34% +6%

Base Size: 47



Barometer: executive summa ry

Overview of key findings

B 1

YorkshireWater
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62% Satisfied

Positively...

» Reliable water supply is the main driver of
satisfaction: Many are positive because their
water is clean, fresh and uninterrupted with few
Or NO personal service issues.

But...

» Rising bills are a key frustration: Cost increases are
repeatedly mentioned, particularly where
customers are unclear what improvements the
nigher charges are supporting.

» Trustis limited by wider concerns: Sewage, river
pollution, leaks, shareholder payments and
limited communication continue to undermine
confidence in Yorkshire Water.

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

Why have you given this overall
satisfaction score?

‘Cood clear water with no
disruptions so cannot
complain. Knocked 1 point
off for price.”

9/10 satisfaction score

“I'm not satisfied with their
performance so far but |
think they're trying to
Improve on some of the
Issues raised.”

5/10 satisfaction score

discussion across the surveys, community and CCW's external insights.

“They seem to being a good
Jjob but could
communicate better and a
lot more.”

7/10 satisfaction score

‘Spends its money on
shareholders rather than
Improving services.”

3/10 satisfaction score

175

Base Size: 47
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@ Yorkshire Water: Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

55% of community memibers are satisfied overall, up 11 points since November. Value for money satisfaction
stands at 49%, slightly up on November and in line with scores since March. Trust stands at 49%, up on
November but lower than March's peak of 65%.

% satisfied — water % satisfied — value for money % Trust
65%
65% S4%
% S 9 9 51% 9 9 9% 53% 53% 53%
S0y 58% ° ‘ 59% o9 49% 460 47%  49% 48% 53% 0 0 0
57% 9 é 46%  45% v 46% : 48% -
i U 40% Dy, aan 5 48% 48% 49%
44% '
—@=—Total =0="Yorkshire Water =@ TOtal =8—Yorkshire Water

=@=T0tal =@="\0orkshire Water

I I I I I I I I 20% I I I I

36% 40% 00 4% 5 30% 9 22% 0 26%
26% O 9 39% 34% 26% o 20%
38%  30% OO0 g 39%  34% 3% 0 ’ ’ 8%
& %) S S RS Q RZ S & Q S oS Q RZ
o > o 'z> 'a o
SR A S O S & S & W o S N RO S
@ & ~® & © © & ~p & © W & ~P & ©
O O@ N éo O@ L& %O O@ L&
m % Satisfied (Score 7-10) % Neutral (Score 4-6) m % Satisfied (Score 7-10) % Neutral (Score 4-6) =% Trust % Neutral =% Distrust
% Not Satisfied (Score 0-3) % Not Satisfied (Score 0-3) ’ ’ ’

Base Size: 47



Spotlight: executive summary

Overview of key findings
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The voice for water consumers

Spotlight: Affordability

Bills are more likely to feel affordable (56%) than unaffordable (27%) but views
on fairness are mixed (39% fair; 37% unfair).

Sentiment of unfairness is driven by customers’ perception of paying for past

underinvestment (38%), company profits, dividends or executive pay (31%) and

bills feeling high despite efforts to use less water (29%).

82% of community members are worried about future bill increases and 69%
feel that customers are being asked to pay for things that should have been
dealt with already.

50% disagree that they have some control over the amount they pay for their
service.

Bill increases are most acceptable when clearly linked to maintaining safe
drinking water (79%) and maintaining a reliable supply of drinking water
(73%).

Support is lower for bill increases improving customer service and
communication (42%) and providing more support to customers who are
struggling to pay (52%).

Agreement is high that support should be offered proactively (80%), easier to
find (77%) and simple to apply for (75%).

Llais defnyddwyr dwr

‘Support for customers who
are facing financial
hardship in a simple and
non judgemental way.”

‘Do not give salary increases
or pay dividends until all
aspects of running the
company are in order and
no fines are being paid.”

‘Be open about debt and
future spending. Mainly
explain where the profits go
In simple straightforward
language.”

Base Size: 48
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Yorkshire Water: Spotlight findings

Affordability
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Bills are more likely to feel affordable (56%) than unaffordable (27%) but views on fairness are mixed (39% fair;
37% unfair). Fairness is most closely linked to safe drinking water (69%) and a reliable water service (58%).
Sentiment of unfairness is driven by customers’ perceptions of paying for past underinvestment (38%),
company profits, dividends or executive pay (31%) and bills feeling high despite efforts to use less water (29%).

How affordable How fair do you
does your bill feel feel your service
at the moment? charges are?

| feel customers are paying for past

: o o
| receive safe drinking water 69% underinvestment

38%

21%

Company profits, dividends or executive

: . : o o
15% | receive a reliable water service 58% pay make charges feel unfair 31%
Wastewater and sewage are taken away My bill is high even though | try to use 5
40% 29%
and treated less water
m Affordable  Fair
Neutral Neutral
m Unaffordable m Unfair

Base Size: 48
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Yorkshire Water: Spotlight findings

Affordability

The voice for water consumers
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Community members were asked how much they agree or disagree with a range of statements relating to
affordability. 82% of community members are worried about future bill increases and 69% feel that customers
are being asked to pay for things that should have been dealt with already. 50% disagree that they have some
control over the amount they pay for their service.

Please tell us how much you agree or disagree with each of the following statements.

21%

O% 19%
| worry about future | feel customers who | feel customers are My service bill feels | feel | understand what | feel like | get value for | feel I have some I trust my water | trust that bill increases
increases to my bill are struggling should being asked to pay for =~ manageable at the | am paying for through money from my service control over the company to keep bills will lead to better
get more support with things that should have moment my bill amount | pay for my as low as possible services or
their bill been dealt with already service improvements

9% Agree % Neutral % Disagree
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Yorkshire Water: Spotlight findings

Affordability
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Community members were asked their views on the acceptability of bill rises, if the money was leading to
change across different areas of service. Bill increases are most acceptable when clearly linked to maintaining
safe drinking water (79%) and maintaining a reliable supply of drinking water (73%). Support is lower for bill
INCreases improving customer service and communication (42%) and providing more support to customers
who are struggling to pay (52%).

How acceptable or unacceptable would it be for your bill to increase if the money was clearly being used for each

of the following?

239 21% 21%

17% 15% 17%

13<y
8% °

Maintaining a supply Maintaining a reliable Fixing leaks and Improving waste Reducing pollution  Preparing for future Improving Providing more Improving customer
of safe drinking water  supply of drinking improving pipes water and sewage and improving rivers, challengessuch as  transparency about supportto customers service and
water treatment seas and the climate change, where customers'  who are strugglingto ~ communication
environment drought and flooding money is spent pay
B % Acceptable % Neutral B % Unacceptable
Base Size: 48

Note: Don't know scores excluded from chart
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Affordability
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Community members were asked how much they agreed or disagreed with statements relating to support.

Agreement is high that support should be offered proactively (80%), easier to find (77%) and simple to apply for

(75%). 54% agree that they would know where to find help, 60% would feel comfortable contacting the
company and 68% trust customers would be treated respectfully.

Please tell us how much you agree or disagree with each of the following statements?

19%

33%

I would prefer to get
water bill, | would know independent advice before
where to find help contacting my water
company about bill support

I 8%

15% 15%

| think support should be | think support with paying I think the application

offered proactively before water bills should be easier to process for support should
customers fall into debt find be as simple as possible

25%
25%

I trust my water company If | was struggling to pay my If | was struggling to pay my
would treat customers water bill,  would feel

respectfully if they asked for comfortable contacting my
help water company

% Agree % Neutral % Disagree

Base Size: 48
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