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This report represents the views of people on our community; the data is based on their opinion rather than
fact. The report contains findings from two separate online surveys so base numbers can vary.

This month, two additional guestions have been added to the report which focus on perceptions of
environmental performance. These metrics are displayed in the findings in detail section for each company
and will be added to the dashboard from August.

The scheduled Spotlight survey topic for this month was extreme heat and drought. The survey fieldwork
dates were brought forward in response to the extreme heat event affecting the UK in late June 2026,
meaning a shorter fieldwork period compared with the standard Spotlight survey. This has resulted in the
overall sample size both overall and per community being lower than usual.

The questions in the Spotlight survey surrounding extreme heat were published earlier and are therefore not
present in this report. The spotlight questions included within this report focus on drought. If you wish to read
the extreme heat report, you can find it here: Spotlight Findings: Extreme Heat Report

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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Our Autumn Accountability Sessions

)

Action plan progress tracking continues

CCW and Taylor McKenzie are
continuing to 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.

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.

INn our current live Spotlight
survey community
members are being shown
our traffic light infographic
alongside a company
information 'fact sheet'
infographic. This helped
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.

Water ¥ S
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The Autumn

Accountability Sessions
will then provide an
opportunity to review
what has happened since
Spring, challenge delays
or weak evidence and ask
informed questions
about where further
action may be needed.
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The traffic lights are being noticed and scrutinised.

Community members are actively reviewing progress, recognising where companies are delivering and

guestioning where they want to see more action. Here's some of the feedback from our first traffic light
update.

“‘Good to actually see this coming through now,
feels like it's been a while since the Spring
sessions so it's easy to forget what was even
promised. Nice that it's the traffic light format
too, much easier to skim than a full report when
you just want to see what's actually moving.

Will be interesting to see how many stay green
through summer versus slipping to amber once
the demand from this heat really kicks in. Be
good to hear how others think Thames Water
are doing against what they said they'd do feels
like this is where the community can actually
hold them to it rather than it just being words
on a page.”

Community member, Thames Water

‘I have read through the first update.
It's good to see tangible action against
the plan. I will track the completed
action points to the Dwr Cymru
website to see what it looks like there. |
know their annual report over 100
pages so effective signposting will be
key for customers to access. It will also
be important that everyday language
is used and corporate jargon avoided.”

Community member, Dwr Cymru

“Looks like a work in progress! Good
that we have 2 greens, but still quite a
lot of amber lights to be actioned.. only

time will tell if Anglian Water stay on
track!”

Community member, Anglian Water

‘I concur on this being way better
presented and a pleasure to digest.
Also it matches with the improvement
on the SES website which is starting to
look and feels more consumer focused.
I'm really looking forward to the next
final outcomes especially the app plan
duein September &"

Community member, SES Water

y
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This month, the Spotlight focused on extreme heat and drought:

« Hot weather and water usage: Willingness to make small changes and reduce non-essential water use
during periods of extreme heat.

« Awareness of supply issues: Concern about water shortages now and in the future and confidence in
providers maintaining supplies.

« Drought and restrictions: Views on voluntary water-saving measures, formal restrictions and which
activities should be reduced first.

« Communication and trusted messages: Trust in water companies and the types of messages most likely to
encourage people to act.

« Drivers for change: The influence of clear local information, visible action from companies and large users,
fairness and practical advice.

N.B. This report focusses only on questions about drought. Findings relating to extreme heat were published previously and
can be found here: Spotlight Findings: Extreme Heat Report



https://www.ccw.org.uk/app/uploads/2026/07/WaterVoice-Extreme-heat-spotlight-report-July-2026.pdf




Sample

Water Voice sample in detail at total level across all 16 communities.

Figures shown from the Barometer survey

Water
Voice

The voice for water consumers

864 members onboarded
787 actively participated

Inclusivity

Ethnic Minority

o)
Background 20%

Rural Representation 32%

Accessibility Needs 32%

Financially Vulnerable 26%

Household
Income

Prefer not
[¢)
to say I 6%

ceok plus [N 31%

£40k-£60k [N 25%
£20k-£40k [ 25%

under £20k [l 12%

48%

Male

Gender

52%

Female

Age 75+

Age 65to 74

Age 55 to 64

Age 45 to 54

Age 35 to 44

Age 25 to 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%.

Llais defnyddwyr dwr

Age
N 5%
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Overall satisfaction — water (satisfied, scoring 7-10) 52% 59% 7%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 51% 53% 3%
Overall value for money 40% 50% 10%
Trust (a great deal/some trust) 48% 51% 3%
General outlook (positive outlook) 46% 47% 1%
Communication (fair/good communication) 34% 40% 6%
Brand connection (someone I'd really like and have a lot in common with) 259 235% 10%
Brand momentum (salience) (on its way up/has a lot going for it) 20% 29% 9%
Improves our rivers 20% 29% 9%
Creates a greener future 25% 32% 7%
Spends community members' money wisely 18% 28% 10%
Contributes to our communities 27% 38% 10%

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. HE.
Note: Percentage change may be 1% higher or lower than expected due to rounding. Total Base Size: 787
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Satisfaction remains practical: Positive views are strongly driven by a reliable service: safe water,
consistent supply, good pressure and limited disruption.

Environmental performance is the main pressure point: Sewage pollution, reported spillages and
negative media leads to frustration and a perception of environmental neglect.

Worry about future water shortages increases over time: Community members are more
concerned about water shortages over the longer term, while confidence in providers to protect
supplies during periods of extreme heat is mixed.

Willingness to act depends on clarity and fairness: Community members are open to reducing
water use, but most expect clear local information, practical guidance and visible action from water
companies and large water users.

O O e=mem
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Q Overall community: Spotlight findings

Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term, with 40%
worried about shortages over the next 15 years. Community members were also asked about their trust in their
provider to ensure supply isn't impacted by periods of very hot weather. 45% agreed that they trusted their provider,

28% disagreed.

How worried, if at all, are | trust my water provider to
you about water shortages How worried, if at all, are you about water shortages due y tp |
occurring in your area this to droughtin your area over the next.. . elnsure My water supply
summer due to drought? isn't impacted by periods of
very hot weather
0, (0)
46% 39% 23%
46%
= Notworried S5years 10 years 15 years
% Somewhat worried Y Y Y m % Disagree © % Neutral m% Agree
B % Worried " % Not worried Somewhat worried % Worried

Base Size: 665

Please note the smaller Spotlight base size, due to the shorter five day fieldwork period designed to capture lived experience during an extreme heat event. The Barometer base size is 787.
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65% felt that people should be able to use water as normal in a drought unless there is an official restriction. 85%
agreed that it is acceptable to ask people to make small voluntary changes during extreme heat, but 85% also agreed

that water companies should show what they and large water users are doing to reduce water usage before asking

households to change their behaviour. 75% of community members said that it was important for people to stop

washing a car or bike, 72% said to stop cleaning windows or outdoor spaces and 65% said to stop watering the lawn.

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your areas water supply is under

pressure?
l . 5%
8% 12% 2%
It is reasonable to ask people to Water companies should show I Would be more willing to People should be able to use
make small voluntary changes what they and large water users reduce water use if | understood water as normal unless there is
during extreme heat weather are doing before asking the local water situation clearly an official restriction
households to change behaviour
m% Agree
% Neutral

m % Disagree

Washing a car or bike

Cleaning windows, driveways, patios or outdoor

areas

Watering the lawn

Filling or topping up a paddling pool, hot tub or

swimming pool

Taking baths

75%

72%

65%

59%

50%

Base Size: 665

Please note the smaller Spotlight base size, due to the shorter five day fieldwork period designed to capture lived experience during an extreme heat event. The Barometer base size is 787.
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Community members showed a strong willingness to change how they use water during periods of pressure. Nine in
ten said they would make small changes during extreme heat or reduce non-essential use during drought (both 89%)).
They said they are more likely to take action where local risks are clearly explained (88%) and where water companies
(87%), large businesses and high-use households were seen to be doing their part (86%). However, trust was weaker
overall with 61% trusting their provider to communicate honestly or manage resources fairly.

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

28%
25% 24%

0, 15%
= . 10% 1% ﬂ% 15%
lam W|Il|ng tomake lam vv|II|ng toreduce |am more likely to act if | am more likely to act if  am more I|L<ely to act if It feels fair to ask It feels fair to ask | trust my water | trust my water | would need stronger
small changes to how | non-essential water use | understand the local | know my water large water users such households to save households to save provider to provider to manage evidence before
use water during during drought risk clearly company is also doing as large businesses or water before restrictions water during extrerne communicate honestly water resources fairly changing how | use

extreme heat weather its part households with pools become necessary heat weather about water shortages during periods of high water

and hot tubs are also or drought water demand

being asked to reduce

or move their use
m % Agree % Neutral % Disagree

Base Size: 665

Please note the smaller Spotlight base size, due to the shorter five day fieldwork period designed to capture lived experience during an extreme heat event. The Barometer base size is 787.
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Overall community: Spotlight findings

Messaging
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Community members were shown a series of potential messages and asked how likely they thought they would be to
reduce water usage. Messages that asked for specific actions, such as “please avoid using hosepipes..." (81%) and “Please
water gardens early in the morning...” (83%) were the most likely to make them reduce their water usage.

If you had an urgent text message from your water company, how likely would each of these following messages be to make you

reduce your water usage?
23% 20% 20% I I 23%

17% 19% 15%

20%

5% 4% 7% 6% %

“Using less water at “Small changes now “Your area is using  “Reservoir, river or ~ “Please avoid using “Please water “Large water users, “Saving water helps “Reducing water use  “Here are three
peak times can help can reduce therisk much more water groundwater levels hosepipes and gardens early in the such as businesses, protect rivers, can help keep bills  simple things you

protect water of restrictions later in than usual because are lower than  sprinklers during the morning or later in golf clubs and wildlife and the lower by reducing can do today to

pressure for the summer.” of the heat.” normal in your area.” hottest part of the theevening rather stadiums, are also environmentduring pressure on the help.”
everyone in your day.” than at peak times.” being asked to hot weather.” system.”
area.” reduce or move their
use.”
m % Likely % Neutral m % Not likely

Base Size: 665

Please note the smaller Spotlight base size, due to the shorter five day fieldwork period designed to capture lived experience during an extreme heat event. The Barometer base size is 787.
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Community population Water
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Affinity Water community members: 47

Inclusivity Household Age

Income
Age 75+ HH 3

Ethnic Minority - 9 - ; A
Background reter not to Gen er
. say K Age 65074 N ©
27 B 5
23 23
Rural - 7 £60k plus -7_ 2] 20 Age 55 to 64 __5 8
Representation - 1
Re Age 45 10 54 | e
£40k-£60k
I L
- I ©
Accessibility Needs _ G Age 3510 44 I o
£20k-£40k
e Male Female Age 25 to 34 I 6 5
Financially . S B
Under £20k 3
Vulnerable . et — B Agel8to24 g

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

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
We are also working to boost our male sample, those aged 18-24 and those earning £40k-£60Kk.
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Overall satisfaction — water (satisfied, scoring 7-10) 68% -1% 59% 10%
Overall value for money (satisfied, scoring 7-10) 57% 17% 50% 7%
Trust (a great deal/some trust) 53% 7% 51% 2%
GCeneral outlook (positive outlook) 53% 11% 47% 6%
Communication (fair/good communication) 47% 7% 40% 6%
Brand connection (someone I'd really like and have a lot in common with) 43% 14% 35% 7%
Brand momentum (salience) (on its way up/has a lot going for it) 34% 14% 29% 5%
Improves our rivers 36% 14% 29% 7%
Creates a greener future 38% 14% 32% 7%
Spends community members' money wisely 38% 23% 28% 10%
Contributes to our communities 43% 23% 38% 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: 47
Note: Percentage change may be 1% higher or lower than expected due to rounding. :
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Overview of key findings
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Satisfaction — water service Value for money satisfaction Trust
68% 57% 53%
59% total community average 50% total community average 51% total community average
Positively... Why have you given this overall
: o : : . satisfaction score?
» Satisfaction is driven by service consistency: Many praise
their reliable water supply and report no day-to-day issues. y . wp -
Some mention positive customer service interactions, I get a consistent supply of WTTS \;\(eeg a f/g;r??erkf;omfAffm;%/.
proactive updates and practical support, like free leak advice. clean water at a regsonable ateriixeq g tofet leaxforiree.. 1nis
price.” followed a visit by a guy to talk about
But... our water usage and offer advice.”
S 9/10 satisfaction score
Poor value for money and unclear communications lower 8/10 satisfaction score

satisfaction: Despite reliable core service, rising bills and
inconsistent communications around price increases and

planned works create annoyance. “‘My road has constant water pipe
. . . . _ “Prices too high. bursts, road is closed, [Affinity
+ Operational issues and poor issue resolution weaken trust: Notifications not good.” Water] not letting us know it's

Recurring and unresolved service issues, such as leaks, burst

pipes and inadequate updates during incidents drive . ,
dissatisfaction. 5/10 satisfaction score

closed, chaos.”

4/10 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. Base Size: 47
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68% of community members are satisfied this month, in line with November levels. Satisfaction with value for
money is at 57% and is 17-points above November levels. Trust is at 53% and this has remained fairly steady

since April.

Total % satisfied — water
71% 70% 63%

69% 659 67% - ceop
Sy 58% 58% 56% co 59% 60% 59%
(0]

=@=Total =@=Affinity Water

34%
2% 20% 29% 22% 1
9% 9% wsw 10% 9% 6% B% 8% 4%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

40%

Total % satisfied — value for money

o)
70% 4% At 4% o3 8% 49% 0%

=@—Total =@ Affinity Water

31% -
25% 37%  36% 9
29% y 3% 20%

Nov 25 Dec 25 Jan26 Feb26 Mar26 Apr26 May26 Jun26 Jul 26

34%

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

% Neutral (Score 4-6)

Total % trust
57%

53% 5o9 54% 55% 539 53%
48% o0%

% 47%

—@—Total =@=Affinity Water

33%
32%

Nov 25 Dec 25 Jan 26 Feb 26 Mar26 Apr26 May 26 Jun 26 Jul 26

3% 379 40% 349%  37% 36% 30%

m % Trust % Neutral m % Distrust

Base Size: 47



Spotlight: executive summary

Overview of key findings

20

Affinity

4 / y

The voice for water consumers

Q Spotllght Drought

Concern about future water shortages increases over the longer term. 34% are
worried about shortages this summer, increasing to 41% over the next 5 years,
45% over the next 10 years and 48% over the next 15 years. 48% trust their provider
to protect supply during periods of very hot weather, 20% disagree.

87% expect companies and large users to demonstrate their own action first
during a drought or water shortage risk, 80% agree that it's acceptable to ask
customers to make small voluntary changes to usage during extreme heat and
77% say they would be more willing to reduce water usage if they understood the
local water situation.

Washing cars or bikes is the leading activity people think should be reduced
during a drought or water shortage risk at 55%, followed by using the washing
machine less often at 52% and cleaning outdoor areas at 50%.

84% say they are willing to make changes to how they use water during extreme
heat and 80% would reduce non-essential use during drought. 82% say they
would respond to information about a clear local risk

Trust is positive. 73% trust their provider to manage water resources fairly during
periods of high water demand, while 69% trust them to commmunicate honestly
about water shortages or drought.

Llais defnyddwyr dwr

‘Communicate earlier and
be transparent about local

water levels and what the
company is doing to reduce
leaks and improve supply.”

‘It requires EXTRA
communication. Sorry but
when/if | check my bill | do

not read & retain the whole
of the info on the website.
Realistically no one does
unless that's their job.

Separate communication is
needed for all different
emergencies and special
measures including extreme
heat, drought or the need to
save water. A letter a local
leaflet &/or an email.”

Base Size: 44
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Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increased over the long term. Around a third
(34%) are worried about shortages this summer, rising to 41% over the next 5 years, 45% over the next 10 years and 48%
over the next 15 years. Views on trusting their water provider are mixed, with 48% trusting their provider to protect
supply during periods of very hot weather, compared with 20% who disagree.

How worried, if at all, are

you about water shortages How worried, if at all, are you about water shortages due | trust my vvatertprowdelrto
occurring in your area this to drought in your area over the next.. : elngure My water supply
summer due to drought? isn't impacted by periods of

very hot weather.

36% 30% 23%

36%

% Not worried Syears
% Somewhat worried

10 years 15 years

H % Worried m % Not worried Somewhat worried 9% Worried

B % Disagree = % Neutral m% Agree

Base Size: 44

2]
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Affinity Water: Spotlight findings

Drought
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Most community members (87%) think water companies and large users should show what they are doing before
asking households to change behaviour. 80% agreed small voluntary changes during extreme heat are reasonable,
while 77% would be more willing to reduce use if they understood the local water situation clearly. 71% also feel water
use should remain unrestricted unless official restrictions apply. The activities most often selected for reducing are
washing cars or bikes (55%), using washing machines less (52%) and cleaning outdoor areas (50%).

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under

pressure?
. Washing a car or bike 55%
Using the washing machine less often 52%
0
T 14% 8" - . .
9% Cleaning windows, driveways, patios or outdoor 50%
(0]
areas
Water companies should show Itis reasonable to ask people to I would be more W|I||ng to People should be able to use
what they and large water users make small voluntary changes reduce water use if | understood water as normal unless there is
are doing before asking during extreme heat weather  the local water situation clearly an official restriction Watering the lawn 39%
households to change behaviour
m % Agree % Neutral m % Disagree
Using the dishwasher less often 39%

Base Size: 44
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Drought

The voice for water consumers
Llais defnyddwyr dwr

Community members are willing to change their water use, with 84% prepared to make small changes during
extreme heat and 80% willing to reduce non-essential use during drought. Clear local risk information (82%) and
knowing their water company is taking action (79%) would encourage change. Around seven in ten trust their provider

to manage water fairly (73%) and communicate honestly (69%). Views are split on needing stronger evidence before
changing behaviour, with 41% agreeing and 41% neutral.

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

41%
[0) o) (0]
9% - o - 0 - -
lam vv|II|ng to make Iam more I|kely toactif lam W|Il|ng toreduce |am more likely to act if It feels fair to ask I'am more likely to act if | trust my water It feels fair to ask | trust my water | would need stronger
small changes to how | | understand the local non-essential water use | know my water households to save  large water userssuch  provider to manage households to save provider to evidence before
use water during risk clearly during drought company is also doing water before as large businesses or  water resources fairly  water during extreme communicate honestly changing how | use
extreme heat weather its part restrictions become  households with pools during periods of high heat weather about water shortages water
necessary and hot tubs are also water demand or drought
being asked to reduce
or move their use
m % Agree % Neutral

B % Disagree

Base Size: 44

23
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Anglian Water

Community population
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The voice for water consumers

Anglian Water community members: 47

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.

| B
N 13

Household
Income

Prefer not
to say

£60k plus

£40k-£60k

£20k-£40k

Under £20k

| IS

-
I 16

H ©
B

I -
I 12

¥
M s

Llais defnyddwyr dwr

Age

N
A 75+
9T

Gender

23 24 23 23
_5
Adge 55 to 64
° I

Female

Age 18 to 24 =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 is met. We are currently current sample minimum sample
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 18-24 years sample and those earning £40k-£60k.
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% difference -10% O

below average The voice for water consumers
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Overall satisfaction — water (satisfied, scoring 7-10) 62% 6% 59% 3%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 55% 5% 53% 2%
Overall value for money 38% 4% 50% -12%
Trust (a great deal/some trust) 57% 3% 51% 7%
Ceneral outlook (positive outlook) 57% 2% 47% 11%
Communication (fair/good communication) 40% 15% 40% 1%
Brand connection (someone I'd really like and have a lot in common with) 38% 14% 35% 3%
Brand momentum (salience) (on its way up/has a lot going for it) 30% 12% 29% 1%
Improves our rivers 21% 7% 29% -8%
Creates a greener future 26% 4% 32% -6%
Spends community members' money wisely 26% 10% 28% -3%
Contributes to our communities 38% 8% 38% 1%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape Base Size: 47

the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.
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Barometer: executive summary toueeuegdfopo ey /7,

Overview of key findings anghan - -
Liais defryddwyr dir
Satisfaction — water service Value for money satisfaction Trust
62% 38% 57%
59% total community average 50% total community average 51% total community average
Why have you given this overall
' Positively... satisfaction score?
+ Satisfaction is driven by a problem-free service: Many are " . .
happy with the uninterrupted water supply. Some mention Consistent supply of water. Been on rec/uceq’ pressure .due toa
resolution. Anglian [Water] doesn’t appear to
9/10 satisfaction score have made any provision for rising
But.. temperatures and storing more
« Affordability and investment concerns undermine trust; water or preventing leakage.”

Rising bills and doulbts over how effectively money is
invested reduce confidence in value for money and long-
term network resilience.

“Still hearing in the local media 9/10 satisfaction score

about the River Nene being

« Environmental performance drives dissatisfaction: polluted and more leaks.” “Its high bills.”
Recurring leaks, drought resilience concerns and pollution
incidents create frustration and reinforce perceptions that 5/10 satisfaction score

; 3/10 satisfaction score
more needs to be done to protect the environment.

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

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




@ Anglian Water: Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction is at 62% this month, their highest recorded level since reporting began. Satisfaction with
value for money has lowered slightly to 38%, a 9-point reduction from last wave. Trust is at 57%, remaining fairly
steady since May. All metrics remain slightly above November levels,

Total % satisfied - water

5995 60% 2%

61% o1%

57% =97

—=@=—Total =@=Anglian Water

%
34% 279 49% 32% 4% 38% 36% 249

10% 504 294 - T% 4% 4% 6% 4%
Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % satisfied - value for money

49% 50%
46% 45% 46% 48% 4,0 48%

34%

—@—Total =@= Anglian Water

6% 539, Sl 52 5o 4% 4% . g

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun 26 Jul 26

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

% Not satisfied (Score 0-3)

Total % Trust
61%

56%
54% 53% 53%

54%
9
48% 22% 49%

48%
=@=Total

32% 35%  37%  33% 500, OO0 30% 0%  329%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

=0-Anglian Water

m % Trust % Neutral m % Distrust

Base Size: 47
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anglian

The voice for water consumers

Qy

Spotlight: Drought

Concern about future water shortages increases slightly when thinking longer
term. 20% are concerned about water shortages this summer and 29% are
concerned about shortage over the next 15 years. 49% trust their provider to
maintain supplies during very hot weather, while 17% disagree.

88% support their provider asking people to make small voluntary changes to
their usage during extreme heat, while the same proportion expect water
companies and large users to demonstrate their own usage action first. 83% say
they would be more willing to change their water usage if they understood the
local water situation.

Washing cars or bikes and cleaning windows and outdoor areas are the leading
activities people think should be reduced during a drought or water shortage
risk, both selected by 71%.

93% Say they would be willing to make small changes to how they use water
during extreme heat and 93% say they would reduce non-essential use during
drought

Community members were more likely to say they would act during periods of
extreme heat or drought when local risks were clearly explained (91%) and when
water companies (85%), large businesses and high-use households (88%) were
seen to be doing their part. 66% trust their provider to communicate honestly

and 64% to manage water resources fairly during periods of high water demand.

Llais defnyddwyr dwr

“Communicate before
things get worse! Don't
leagve it to the last minute!”

‘Put out information so that all
people can see it rather than
emails to the bill payer or on

their website.”

Base Size: 41
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Drought
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The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increases when thinking longer term, with 20%
worried about shortages this summer, to 29% worried about shortages over the next 15 years. They were also asked
whether they trusted their water provider to maintain supplies during periods of very hot weather. Nearly half (49%)

agreed that they did, while 17% disagreed.

How worried, if at all, are
you about water shortages
occurring in your area this
summer due to drought?

44%

B 9% Not worried
% Somewhat worried
m % Worried

How worried, if at all, are you about water shortages due
to droughtin your area over the next..

(0)
51% 27% 34%
5years 10 years 15 years

= % Not worried Somewhat worried % Worried

| trust my water provider to
ensure my water supply
isn't impacted by periods of
very hot weather

B % Disagree = % Neutral m% Agree

Base Size: 41
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Anglian Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

06% felt people should be able to use water as normal unless restrictions are introduced. While 88% agreed small
voluntary changes during extreme heat are reasonable, the same proportion feel water companies and large users
should act first. Washing cars or bikes and cleaning outdoor areas were the most common selected activities to stop

(71%), followed by watering lawns (56%).

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

Washing a car or bike 71%
Cleaning windows, driveways, patios or outdoor o
o 71%
5/o areas
6 2% .
2 594 Watering the lawn 56%
It is reasonable to ask people to  Water companies should show I Would be more willing to People should be able to use

make small voluntary changes what they and large water users reduce water use if | understood water as normal unless there is

during extreme heat weather are doing before asking the local water situation clearly an official restriction Ta king baths 56%
households to change behaviour
m % Agree % Neutral m % Disagree

Using the washing machine less often 56%

Base Size: 41



Anglian Water: Spotlight findings

Drought
The voice for water consumers

Llais defnyddwyr dwr

Community members showed a strong willingness to change their water use during periods of extreme heat and
drought. 93% said they would make small changes during extreme heat or reduce non-essential water use during a
drought. People were also more likely to act when local risks were clearly explained (91%) and when water companies
(85%), large businesses and high-use households (88%) were seen to be doing their part. However, trust in the provider
was lower, with 66% trusting them to communicate honestly and 64% to manage water resources fairly.

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

32%

27% 32%

: : 2 125% o 5% - o o
I am willing to make I am willing to lam more likelyto lam more likelyto | am more likelyto It feels fair to ask It feels fair to ask | trust my water | trust my water I would need
small changesto reduce non-essential actif I understand act if large water act if | know my households to save households to save provider to provider to manage stronger evidence
how | use water water use during  the local risk clearly userssuch aslarge water company is water during water before communicate water resources before changing
during extreme heat drought businesses or also doing its part extreme heat restrictions become honestly about  fairly during periods  how | use water
weather households with weather necessary water shortages or of high water
pools and hot tubs drought demand
are also being asked
to reduce or move
their use
m % Agree % Neutral B % Disagree

32

Base Size: 41
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Dwr Cymru

Dwr Cymru
Community population Welsh Water _
Lisis detnydcwyr i
Dwr Cymru community members: 46
There are 9 Welsh speakers within this community with Age
3 members speaking Welsh as their first language. 2
community members have requested and been sent B
the survey in Welsh. Age 75+ I S
Inclusivity Household
Income Age 65 to 74 N - .
Ethnic Minority . 3 GCender
Background W4 Prefer not to B -
Age 55 to 64
say B 5 23 23 23 23 . B 6
Rural - £E0K Blus | M Age 45 to 54 . ©
Representation |G s PIUS e 10 7
. 0 Age 35 t0 4+ N G
. | £40Kk-£60k I 13
Accessibility Needs N ©

N -
Age 25 to 34
_ 15 Male Female g - 4
Financially | E ______JK B 3
Vulnerable | AGeIBLO24 g =
Under £20k _ 12

B o

£20k-£40k

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

. current sample . mMinimum 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. We are also working to boost our £20k-£40k sample, £40k-
£60k sample and our 25-34 years sample.



Barometer dashboard summary

KEY:

% difference +10% above
average

% difference -10% below
average

Dwr Cymru
Welsh Water

The voice for water consumers
Llais defnyddwyr dwr
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Overall satisfaction — water (satisfied, scoring 7-10) 57% 12% 59% 2%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 46% -1% 53% -8%
Overall value for money 52% 13% 50% 2%
Trust (a great deal/some trust) 46% 5% 51% -5%
Ceneral outlook (positive outlook) 43% -3% 47% -3%
Communication (fair/good communication) 22% -6% 40% -18%
Brand connection (someone I'd really like and have a lot in common with) 30% 4% 35% -5%
Brand momentum (salience) (on its way up/has a lot going for it) 22% 1% 29% -7%
Improves our rivers 20% 5% 29% -10%
Creates a greener future 22% -3% 32% -10%
Spends community members' money wisely 22% 1% 28% -7%
Contributes to our communities 26% 6% 38% -12%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape .
Base Size: 46

the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.
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Barometer: executive summary M DWwr Cymru a4 SN
Overview of key findings Welsh Water - W @
Satisfaction — water service Value for money satisfaction Trust
57% 52% 46%

59% total community average

Positively...
« Satisfaction is driven by reliable core service delivery:

Many are satisfied with the reliable water supply and
quick responses to problems and customer requests

But...

* Rising costs and investment doubts drive concern:
Community members question bill increases when no
visible service improvements. Perception of poor value for
money and lack of environmental investment.

+ Sewage pollution and waterway health major frustrations:
Waterway damage from sewage pollution and consistent
media reports of spills create anger and damage trust.

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

50% total community average

51% total community average

Why have you given this overall
satisfaction score?

“When | asked for a water meter to
be installed it was seen to within 1
day . Brilliant.”

‘My supply is reliable. The
pollution fines concern me.”

8/10 satisfaction score
9/10 satisfaction score

“Bill is up a ridiculous amount.
Just today spillages of sewage in
Bracelet Bay!”

‘Unhappy with bills increasing with
no visible material improvements.”

4/10 satisfaction score
3/10 satisfaction score

Base Size: 46

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




& Dwr Cymru: Barometer findings

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction has remained fairly stable since April, with 57% of community members satisfied. This is 12-

points above November. Satisfaction with value for money is at 52%, a 13-point increase from November. Trust
IS at 46%, a slight decrease from last wave.,

Total % satisfied - water

58% 58% 62% 59% 60% 59%

529 57% 55%

56%

56% 559, 57%
52% 51%

45% —@=—Total =@=DWr Cymru

43%
40% 5790 L0 4% 1% 33% 35% 30%
0

B mw e wm @@
Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % satisfied - value for money 5,
47% 40, 49% G870 49%

50%

45% 46% 4

% 46% 47%

43% 44%

=@=Total =@=DWwr Cymru

e 38%  29% 38%

40% 37% 41% 7%

Nov25 Dec25 Jan26 Feb26 Mar26 Apr26 May26 Jun26 Jul 26

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

% Neutral (Score 4-6)

Total % trust
57%
2% 52% 52% co
4:;10/ g 443% 4::3% 47% ~77 50% 4e0,
(0]

—@—Total =@=DWwr Cymru

33% 31% 36%  27% 26%
s || 25%  29%
(o}

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

m % Trust % Neutral H % Distrust

Base Size: 46
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Dwr Cymru b’ 7 y
Welsh Water

The voice for water consumers

Q

Spotlight: Drought

Concern about future water shortages increase when thinking longer term. 13%
are concerned about water shortages this summer and 42% are concerned about
water shortages over the next 15 years. 50% trust their provider to protect supplies
during very hot weather, while 24% disagree.

84% expect companies and large users to demonstrate what they are doing
before asking households to change behaviour during droughts or water
shortage risks. 82% support their provider asking them to small voluntary
changes to usage during extreme heat, whilst 78% say they would be more
willing to change their water use if they understood the local water situation.

Washing cars or bikes is the main activity people think should be reduced during
a drought or water shortage risk at 74%, followed by cleaning outdoor areas at
61% and watering lawns at 58%.

79% say they would be willing to make changes to how they use water during
extreme heat and 78% say they would reduce non-essential water use during
drought. 82% say they would be more likely to act when large water users are also
asked to reduce water consumption.

63% trust their provider to communicate honestly during periods of water
shortage or drought and 55% trust their provider to manage water resources
fairly. 44% say they would need stronger evidence before changing their water
use.

84% of community members state they have had no communication from their
water provider this year regarding saving water, compared to 61% at a total
community level.

Llais defnyddwyr dwr

“To communicate with the
customer explaining what is
happening, what Welsh Water
are doing to help and improve
the situation, what the
householder needs to do and
how they can save water.”

‘Water companies should
communicate earlier and more
clearly about local water
conditions, especially during
extreme heat or drought.
Messages should be simple,
honest and specific about what
s happening locally and why
action is needed.”

Base Size: 38
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Dwr Cymru: Spotlight findings

Drought
The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about water shortages increases when thinking long term, rising from 13% this
summer to 21% in 5 years, 32% in 10 years and 42% in 15 years. Meanwhile, the proportion who are not worried falls from
39% to 29%. Half of community members (50%) agreed that they trusted their provider to protect supplies during very

hot weather, while 24% disagreed.

How worried, if at all, are :
you about water shortages How worried, if at all, are you about water shortages due | trust my water provider to
occurring in your area this to drought in your area over the next... : elngure My water su_pply
summer due to drought? isn't impacted by periods of
very hot weather

29%

39%
45%

47%

9% Not worried 5 10 15
: ears ears ears :
% Somewhat worried Y Y Y B % Disagree = % Neutral m% Agree

m 9% Worried m % Not worried Somewhat worried 9% Worried

Base Size: 38
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Dwr Cymru: Spotlight findings

Drought
The voice for water consumers
Llais defnyddwyr dwr

84% agree water companies and large users should show what they are doing before asking households to change
behaviour. 78% said they would be more willing to reduce use if the local water situation was explained clearly, while
82% support small voluntary changes during extreme heat. 63% feel water use should remain normal unless
restrictions apply. The main activities selected to reduce were washing cars or bikes (74%), cleaning outdoor areas (61%)
and watering lawns (58%).

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under

pressure?

Washing a car or bike 74%

Cleaning windows, driveways, patios or outdoor

61%
21% areas
0
_ Watering the lawn 58%
Water companies should show It is reasonable to ask people to I would be more willing to People should be able to use
what they and large water users make small voluntary changes reduce water use if | understood water as normal unless there is
are doing before asking during extreme heat weather  the local water situation clearly an official restriction Using the dishwasher less often 559%

households to change behaviour

=% Agree % Neutral % Disagree

Taking baths 53%

Base Size: 38



Dwr Cymru: Spotlight findings
Drought

The voice for water consumers
Llais defnyddwyr dwr

79% agree that it is fair to ask households to save water during extreme heat weather, but 44% say they need stronger

evidence before changing use. 79% say they are willing to make small changes to their water use during extreme heat

and 78% say they are willing to reduce non-essential water use during drought. However, they say they would be more
likely to act if large water users (82%) and their water company (79%) are doing their part. 63% trust their water provider
to communicate honestly about water shortages or drought and 55% would trust them to manage resources fairly.

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

(o)
6% 34%
21%
[ S [ (S 7 5%

I am more likely to act if | am willing to make | am more likely to act if It feels fair to ask Iam willing to reduce | am more likely to act if It feels fair to ask | trust my water | trust my water | would need stronger
large water users such small changes to how | I know my water households to save  non-essential water use | understand the local households to save provider to provider to manage evidence before
as large businesses or use water during company is also doing water during extreme during drought risk clearly water before communicate honestly water resources fairly ~ changing how | use
households with pools extreme heat weather its part heat weather restrictions become  about water shortages during periods of high water
and hot tubs are also necessary or drought water demand
being asked to reduce

or move their use
m% Agree

% Neutral m % Disagree

Base Size: 38
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DYFRDWY

Hafren Dyfrdwy

Community population

severn dee The voice for water consumers
Llais defnyddwyr dwr
Hafren Dyfrdwy community members: 44
There are 8 Welsh speakers within this cormmunity with 1 Age
member speaking Welsh as their first language. O have
requested and been sent the survey in Welsh. B
Age 75+ R
Inclusivity Household
INcCome
Age 65to 74 =56
Ethnic Minority . 3 Prefer not
Background
g I 2 to say . 2 - 5
O oS — o
Rural - M £60k plus .

Representation | 26 S -

Age 45 to 54
B 10 N
£40k-£60k
L 11 R 12
Accessibility Needs N -
. A0SO — >
Financially 5 Age 25 t0 34 B -
Vulnerable . E
- 7 Under £20k R
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

water bill. B
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

. current sample .minimum sample
our male sample, ethnic minority sample, 18-24 years sample and those aged 75+.
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average
% difference -10% below

average severn dee The voice for water consumers
Llais defnyddwyr dwr

& Barometer dashboard summary o _

Overall satisfaction — water (satisfied, scoring 7-10) 77% 16% 59% 19%
Overall value for money 64% 15% 50% 14%
Trust (a great deal/some trust) 73% 4% 51% 22%
Ceneral outlook (positive outlook) 57% 6% 47% 10%
Communication (fair/good commmunication) 50% 17% 40% 10%
Brand connection (someone I'd really like and have a lot in common with) 41% 17% 35% 5%
Brand momentum (salience) (on its way up/has a lot going for it) 41% 14% 29% 12%
Improves our rivers 36% 17% 29% 7%
Creates a greener future 32% 17% 32% 0%
Spends community members' money wisely 45% 24% 28% 17%
Contributes to our communities 45% 19% 38% 8%

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 rounding.

Base Size: 44
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HAFREN
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severn de e The voice for water consumers

Satisfaction — water service

77%

59% total community average

Positively...

« Reliable everyday service and positive communication
underpins satisfaction: Many are satisfied by consistent
access to clean, fresh water, even during hotter weather.
Praise for clear water-saving communication during
recent heatwave.

But...
« Affordability and investment concerns remain: Some

concerns over rising bills, company spending and if there
is sufficient investment.

« Perceptions of environmental performance limit
satisfaction: Frustration over pollution incidents and
damage to waterway ecosystems.

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

50% total community average

Llais defnyddwyr dwr

Value for money satisfaction Trust

64% 73%

51% total community average

Why have you given this overall
satisfaction score?

“No issues. Good communication from “‘Non-informative about where

them in terms of everyday life (e.g. in money goes.”
current hot spell they have messaged
about saving water).” 5/10 satisfaction score

8/10 satisfaction score

‘Leaks, river pollution and
sea pollution.”

“I'm unhappy with their
disregard for wildlife.”

5/10 satisfaction score 4/10 satisfaction score

Base Size: 44

discussion across the surveys, community and CCW's external insights.
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46

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction remains steady at 77%, up 16 points since Novem©ber. Value for money satisfaction is at 64%,
a 15-point increase from November. Trust is at 73%, now remaining fairly steady since May.

Total % satisfied — water Total % satisfied - value for money

7% 73% 74% T4% 73% 75% 79% 77% 61% 57% 57% cgo, ©1% 63% 64%
61% 49% 49%

58% 58% 5o, 57% 559 59% 007 59%

52%

O, 0,
L& 46% 45% 46% 46% 4y, 48% 49% S0%

—=@=—"Total =0 Hafren Dyfrdwy =@=—Total

IIIIIIII 37%  34% 29% 27%

9 31%
L 17% e ’ 32%  22%  30%

24%  24% 6% 20% 39 13% 18% . .
5% w1 % s 7%

5% 5% 99 A 50 BR s
Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun 26 Jul 26 Nov 25 Dec25 Jan26 Feb26 Mar26 Apr26 May?26 Jun26 Jul26

=@ Hafren Dyfrdwy

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

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

m % Not Satisfied (Score 0-3)

% Neutral (Score 4-6)

Total % trust
75% T76% 73%

68% cgo, 03% 67% 7% 64%

48% 53% 48% 529% 277 490, 2% 50% S51%

—@—Total =0=Hafren Dyfrdwy
I 22% I I I I
17% 2% g9 7% 24

6% 16% 18%

i 20 o= .. BB ®m = =

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

m % Trust % Neutral H % Distrust

Base Size: 44
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Overview of key findings

DYFRDWY

HAFREN
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severn dee

The voice for water consumers

Spotlight: Drought

Concern about future water shortages increase when thinking longer term. 12%
are concerned about water shortages this summer and 29% are concerned about
water shortages over the next 15 years. 50% trust their provider to maintain water
supplies during very hot weather, while 32% disagree.

During a drought or water shortage risk, 97% expect water companies and large
users to demonstrate their own usage actions first, while 94% say they would be
more willing to reduce usage with a clear explanation of the local water situation.

Washing cars or bikes is the leading activity people think should be reduced
during a drought or water shortage risk at 85%, followed by cleaning outdoor
areas at 76%.

97% say they would be willing to make changes to how they use water during
extreme heat and 97% say they would be willing to reduce non-essential use
during drought.

Trust is relatively strong. 79% trust their provider to communicate honestly about
water shortages and drought, whilst 76% trust them to manage resources fairly.
However, 56% say they would still need stronger evidence before changing how
they use water.

85% of community members state they have had no communication from their
water provider this year regarding saving water, compared to 61% at a total
community level.

Llais defnyddwyr dwr

‘I think it's more about the
Planning so we know these
extreme temperatures with
weather is happening more
frequently. So we all need to
plan more in advance for it
that includes customers and

the water companies and the
government.”

“The water companies
should have plans and
procedures ready to be
communicated to their
customers (via TV, radio) as
soon as extreme weatheris
predicted. Advice and
restrictions should be clear
and enforced to those
customers who fail to
comply. (Not sure how
difficult this would be to
monitor, however).”

47

Base Size: 34
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Hafren Dyfrdwy: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr
Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increases when thinking longer term, with 29%
worried about shortages over the next 15 years, compared to 12% this summer. Community members were also asked
about their trust in their provider to ensure supply isn't impacted by periods of very hot weather. 50% agreed that they

trusted their provider, while 32% disagreed.

How worried, if at all, are :
you about water shortages How worried, if at all, are you about water shortages due | trust my water provider to
occurring in your area this to drought in your area over the next.. : elngure My water su_pply
summer due to drought? isn't impacted by periods of
very hot weather

56% 41% 35%

56%

% Not worried 5 10 15
. ears ears ears :
% Somewhat worried Y Y Y B % Disagree = % Neutral m% Agree

m % Worried m % Not worried Somewhat worried 9% Worried

Base Size: 34
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Hafren Dyfrdwy: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

97% of community members agreed water companies should show what they and large water users are doing during
a drought before asking households to change behaviour. 94% said they would be willing to reduce water use if they
understood the local water situation clearly. 89% support small voluntary changes during extreme heat, though 73%
felt water use should remain normal unless restrictions apply. Washing cars or bikes (85%) and cleaning windows,
driveways, patios or outdoor areas (76%) were seen as the most important activities for other people to reduce or stop.

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under

pressure?
Washing a car or bike 85%
Cleaning windows, driveways, patios or outdoor 769
(0]
0 areas
0 ﬂ i
’f & Watering the lawn 56%
Water companies should show I would be more willing to It is reasonable to ask people to  People should be able to use
what they and large water users reduce water use if | understood make small voluntary changes water as normal unless there is
are doing before asking the local water situation clearly  during extreme heat weather an official restriction Using the washing machine less often 56%
households to change behaviour
m % Agree % Neutral m % Disagree

Flushing the toilet after every use 53%

Base Size: 34
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The voice for water consumers
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Almost all community members said they were willing to make small changes to how they use water during extreme
heat and reduce non-essential water use during drought (both 97%). 94% said they would be more likely to act if local
risks were clear and if large water users were also being asked to reduce their use. 79% trust their provider to

communicate honestly about shortages or drought, while 76% trust their provider to manage water resources fairly
during periods of high demand.

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

26%

15% 18%
6%
&% % 9% % e
70
I am willing to make I am willing to reduce | am more likely to act if | am more likely to act if | am more likely to act if It feels fair to ask It feels fair to ask I trust my water | trust my water | would need stronger
small changes to how | non-essential water use | understand the local large water users such | know my water households to save households to save provider to provider to manage evidence before
use water during during drought risk clearly as large businesses or company is also doing water before water during extreme communicate honestly water resources fairly ~ changing how | use
extreme heat weather households with pools its part restrictions become heat weather about water shortages during periods of high water
and hot tubs are also necessary or drought water demand

being asked to reduce
or move their use

m % Agree % Neutral B % Disagree

Base Size: 34
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Northumbrian Water and Essex &
Suffolk Water

Community population
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ESSEX&SUFFOLK
WATER (ixring wader

pTeN,

The voice for water consumers

Northumbrian Water community members: 24
Essex & Suffolk Water community members: 25

Inclusivity

Ethnic Minority
Background

Rural
Representation

Accessibility Needs

Financially
Vulnerable

Household

Income

- E Prefer not to
- 10 say

- 7 £60k plus
£40k-£60k
R 7 O Lo

5
. Under £20k
—

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. 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

|

N
Y

N 0
. 7

_______J¢
I 13

I 2
B 10

our male sample, £20k-£40k sample, £40k-£60k sample, 18-24 years sample and 75+ sample.

Llais defnyddwyr dwr
Age

|
Age 75+
ge TR

Cender Age 65 to 74 I -

23 51

Male

28 N 6

N -
I 10

N -
I ©

N -
Bl

B -
I

Il 3
0

23

Age 55 to 64
Age 45 to 54
Age 35 to 44
Female 9

Age 25to 34

Age 18 to 24

. current sample . mMinimum sample
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average

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 61% -3% 59% 3%
Overall satisfaction — sewerage (satisfied, scoring 7-10)

Northumbrian Water only 58% 2% 53% 5%
Overall value for money 57% 11% 50% 7%
Trust (a great deal/some trust) 51% -9% 51% 0%
General outlook (positive outlook) 51% -4% 47% 4%
Communication (fair/good commmunication) 39% 5% 40% 1%
Brand connection (someone I'd really like and have a lot in common with) 43% 15% 35% 7%
Brand momentum (salience) (on its way up/has a lot going for it) 35% 9% 29% 6%
Improves our rivers 27% -3% 29% -3%
Creates a greener future 33% 1% 32% 1%
Spends community members' money wisely 27% 7% 28% -2%
Contributes to our communities 37% 1% 38% -1%

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 rounding.
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The voice for water consumers
Llais defnyddwyr dwr
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Overall satisfaction — water (satisfied, scoring 7-10) 63% 2% 59% 4%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 58% 2% 53% 5%
Overall value for money 63% 16% 50% 12%
Trust (a great deal/some trust) 50% -11% 51% -1%
General outlook (positive outlook) 42% -12% 47% -5%
Communication (fair/good communication) 33% 4% 40% -6%
Brand connection (someone I'd really like and have a lot in common with) 33% 8% 35% 2%
Brand momentum (salience) (on its way up/has a lot going for it) 29% 1% 29% 0%
Improves our rivers 21% -11% 29% -8%
Creates a greener future 21% -11% 32% -11%
Spends community members' money wisely 17% -1% 28% -12%
Contributes to our communities 25% -18% 38% -13%
Base Size: 24

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 rounding.
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% difference -10% below
average

The voice for water consumers
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Overall satisfaction — water (satisfied, scoring 7-10) 60% -8% 59% 1%
Overall value for money 52% 7% 50% 2%
Trust (a great deal/some trust) 52% -7% 51% 1%
GCeneral outlook (positive outlook) 60% 5% 47% 13%
Communication (fair/good communication) 44% 3% 40% 4%
Brand connection (someone I'd really like and have a lot in common with) 52% 20% 35% 17%
Brand momentum (salience) (on its way up/has a lot going for it) 40% 17% 29% 1%
Improves our rivers 32% 5% 29% 3%
Creates a greener future 44% 12% 32% 12%
Spends community members' money wisely 36% 123% 28% 8%
Contributes to our communities 48% 21% 38% 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 rounding.
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Barometer: executive summary NORTIRmAERIAN d AN
Overview of key findings ——ig e o water comeumare
Satisfaction — water service Value for money satisfaction Trust
61% 57% 51%

59% total community average

Positively...

* Reliable core service drives satisfaction: Customers value a
consistent, good-quality water supply and generally report
few day-to-day service issues.

But...

* Limited communication weakens satisfaction: Low levels of
contact and limited visibility of company activity leave some
customers feeling disconnected or uninformed. However,
company is praised when communication is received.

* Environmental performance and value for money drive
dissatisfaction: Pollution, repeat leaks and rising bills fuel
concerns that investment is not translating into enough
iImprovement.

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

50% total community average

51% total community average

Why have you given this overall
satisfaction score?

‘From what | have read on Facebook
and in my experience as a Panel
member | feel satisfied with
Northumbrian Water's progress.”

“‘Never been a problem. Sorted
something out quickly when |
contacted them.”

10/10 satisfaction score
Essex & Suffolk Water

8/10 satisfaction score
Northumbrian Water

“‘More sewage dumping into my local
waterway... endangering beach goers,
swimmers during the hot summer days.
Simultaneously charging higher bills to
cover fines from this dumping.”

‘Leaky pipes, sewage in our
Rivers, huge bonuses
rewarded for failure.”

3/10 satisfaction score

Essex & Suffolk Water 3/10 satisfaction score

Northumbrian Water

Base Size: 49

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




Northumbrian Water and Essex & Suffolk Water:
Barometer findings

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction is at 61% amongst community members, remaining fairly steady since recording began.
Value for money satisfaction is at 57%, an 11-point increase from November. Trust is at 51%, a 9-point drop from

November levels.

Total % satisfied - water
76%

61% ooy 020 60% 61%

58% 58% cpo, 5/% ouep 59% 59%

52%
=@=Total
=@==Northumbrian Water and Essex & Suffolk Water

36% 29%
34%
30% 5400 29% 16% 38% 33% 1

B8 B8 sw B8 o, BB ue w@ 10X

Nov 25 Dec 25 Jan 26 Feb 26 Mar26 Apr26 May26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % satisfied - value for money
57%  56% 57% 60% o, S7%

0

49% 0%

46%46% 48%

36%
=@=T0tal
=@= Northumbrian Water and Essex & Suffolk Water

55%
48% 47%

37% 38% 34% 279% 42%  35%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % trust
67% /9%

=@=T0tal
=0 Northumbrian Water and Essex & Suffolk Water

0,
|| - 30% o 346 3%

29% >79%  20%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26
% Trust % Neutral H % Distrust

Base Size: 49
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Overview of key findings
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Q

Spotlight: Drought

Concern about water shortages increases with timeframe from 19% this summer
to 42% over the next 15 years. 44% trust their provider to maintain supplies during
very hot weather, while 26% disagree.

84% say they would be more willing to reduce use during a drought or water
shortage risk if the local water situation was clearly explained, while 79% support
making voluntary changes during extreme heat and expect visible action from
companies and large users.

Taking baths is the leading activity people think should be reduced during a
drought or water shortage risk at 65%, followed by washing cars or bikes and
cleaning outdoor areas, both at 56%.

88% say they would be willing to reduce non-essential use during drought and
84% say they would make small changes during extreme heat; 82% are more likely
to act when their water company is also doing its part.

63% trust their provider to communicate honestly and the same proportion trust it
to manage resources fairly during period of extreme weather or drought; 54% say
stronger evidence would be needed before changing their use.

77% of community members state they have had no communication from their
water provider this year regarding saving water, compared to 61% at a total
community level.

‘Be open about what

companies and other

large water users are

being told. Be clear about
how this applies to
householders with
disabilities or disabilities

within households!”

“I'd want clear updates
about what is happening
in my area, why saving
water matters, and what
actions actually make a
difference, rather than
vague messages about

non

“using less”.

Base Size: 43
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Northumbrian Water and Essex & Suffolk Water:
Spotlight findings

Drought

The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how concerned they were about water shortages caused by drought this summer
and over the next 5,10 and 15 years. Concern increased over longer timeframes with 42% saying they were worried
about shortages over the next 15 years. They were also asked whether they trusted their provider to maintain water

supplies during periods of very hot weather. While 44% agreed that they did, 26% disagreed.

How worried, if at all, are
you about water shortages
occurring in your area this
summer due to drought?

42%

B % Not worried
% Somewhat worried
B % Worried

How worried, if at all, are you about water shortages due
to droughtin your area over the next..

35%

37%

5years 10 years 15 years

44%

m % Not worried Somewhat worried 9% Worried

| trust my water provider to
ensure my water supply
isn't impacted by periods of
very hot weather

B % Disagree = % Neutral m% Agree

Base Size: 43
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Spotlight findings

Drought

The voice for water consumers

Llais defnyddwyr dwr

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

19%

12% 16%
4%

| would be more W|Il|ng to It is reasonable to ask people to Water companies should show People should be able to use
reduce water use if | understood make small voluntary changes what they and large water users water as normal unless there is
the local water situation clearly  during extreme heat weather are doing before asking an official restriction
households to change behaviour

2%

=% Agree % Neutral % Disagree

Taking baths

Washing a car or bike

Cleaning windows, driveways, patios or outdoor
areas

Watering the lawn

Filling or topping up a paddling pool, hot tub or
swimming pool

60

56% agreed that people should be able to use water as normal unless official restrictions are introduced. However, 79%
felt it is reasonable to ask people to make changes to their water use during periods of extreme heat. 84% said they

would be willing to reduce their water use if the local water situation was clear, while 79% agreed that water
companies should demonstrate what they and other large water users are doing to reduce consumption. The main
activities selected to reduce were taking baths (65%), washing cars or bikes (56%) and cleaning outdoor areas (56%).

65%

56%

56%

47%

47%

Base Size: 43



Northumbrian Water and Essex & Suffolk Water:
Spotlight findings

Drought

The voice for water consumers
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Community members showed a strong willingness to change how they use water during periods of pressure. 88% said

they would be willing to reduce non-essential water use during drought and 84% said they are willing to make small
changes to how they use water during extreme heat weather. Although 82% felt it's fair to ask household to save water
before restrictions become necessary, 82% also say they are more likely to act if their water company is also doing their
part.

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

28%

30%
9% 14% 14% 16% 16% 14 19% _
I am willing to I am willing to make |am morelikelyto  Itfeelsfairtoask |am morelikelyto |am more likelyto It feels fair to ask | trust my water | trust my water
reduce non-essential small changes to act if | know my households to save act if | understand act if large water  households to save provider to
water use during how | use water water company is water before the local risk clearly users such as large water during communicate water resources
drought during extreme heat also doing its part restrictions become businesses or extreme heat honestly about  fairly during periods
weather necessary households with weather water shortages or of high water
pools and hot tubs drought demand
are also being asked
to reduce or move
their use

m % Agree % Neutral B % Disagree

28%

I would need

provider to manage stronger evidence

before changing
how | use water

Base Size: 43
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Portsmouth Water —

Water ——

Community population — :
Linis detnydawyr i
Portsmouth Water community members: 45 Age
INnclusivity Household K
income Age /ot gt
Ethnic Minority - 9
Background - 9 Prefer not to Gender Age 65 to 74 N ©
say |1 a4
25
23 23 Bl -
Rural - 7 £60k plus 7 20 Age 55 to 64 —
Representation - 12 s o7
-
Bl o Age 45 to 54
R £40k-£60k — I 12
Accessibility Needs .
4
___JE 350
£20K-£40k Male Female 15
Bl
Financially - S Age 25 to 34 . c
Vulnerable I 2 B 9 Bz
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
water bill. M2
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 commmunity members by including those who
are on benefits, struggling to pay their bills or on a discounted water tariff. We are currently monitoring the quotas which o
are close to the minimum target to ensure we 'top up' here when replacing any drop-outs. We are also working to boost our . current sample . mMinimum sample

£20k-£40k sample, £40k-£60k sample, 18-34 years sample and 65+ sample.
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average Water ——
% difference -10% below —_—

average

él Barometer dashboard summary —_—

The voice for water consumers
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Overall satisfaction — water (satisfied, scoring 7-10) 84% 8% 59% 26%
Overall value for money 84% 8% 50% 34%
Trust (a great deal/some trust) 78% 8% 51% 27%
Ceneral outlook (positive outlook) 80% 13% 47% 33%
Communication (fair/good commmunication) 73% 21% 40% 34%
Brand connection (someone I'd really like and have a lot in common with) 80% 27% 35% 45%
Brand momentum (salience) (on its way up/has a lot going for it) 67% 22% 29% 38%
Improves our rivers 62% 20% 29% 33%
Creates a greener future 69% 20% 32% 37%
Spends community members' money wisely 71% 29% 28% 43%
Contributes to our communities 73% 22% 38% 36%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape Base Size: 45

the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.
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Barometer: executive summary - Ve /7,

. : . Water ~——
Overview of key findings — - -
Liais defryddwyr
Satisfaction — water service Value for money satisfaction Trust
84% 849% 78%
59% total community average 50% total community average 51% total community average

Why have you given this overall

satisfaction score?
Positively... . .
o . . ‘I had two issues with my bill I have noticed some of the
* Almost all measures have significantly improved since and they resolved it within 7 community events they are
November gnd are S|g.n|f|cantly higher than the total days after me raising them.” involved in recently. They are a
community's satisfaction levels. great company and listen to
- Satisfaction is driven by a reliable service and good value 10/10 satisfaction score customers.

for money: Most are happy with the consistent supply
and access to clean, good quality water. Perception of
good value for money, relative to other household bills.

‘Portsmouth Water provides 9/10 satisfaction score

reliable clean water at a
. Standout customer experience strengthens satisfaction: reasonable price. They care  “Good support but ongoing VFEM and

Praise for prompt issue resolutions, clear local presence about environmental issues..” water quality issues.”
and sense provider listens to customer views.

6/10 satisfaction score 6/10 satisfaction score

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

: ; : ) .. Base Size: 45
discussion across the surveys, community and CCW's external insights.




& Portsmouth Water: Barometer findings

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction has decreased slightly from last month to 84% (-8%) but is still 7 points ahead of November
levels. Value for money satisfaction remains steady at 84%. Trust has also decreased slightly from last month to

78% (-7%). All metrics remain well above the July total community averages.

Total % satisfied - water
98%
0 92%
770 81% B8% gaq, 20 B7% __84%
(0]

oo, 58% 58% 56% 57% g5, 59% B0% 59%
=@== Portsmouth Water

7%IIIII I
%09144’ % b

Nov 25 Dec 25 Jan 26 Feb26 Mar 26 Apr26 May 26 Jun 26 Jul26

=@=—"T0tal

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

% Neutral (Score 4-6)

Total % satisfied - value for money

779, 83% 84% 82% 83% 81% 9Q% 83% 84%

40% 46% 45% 46% 46% 449 48% 49% 50%
./.1F — .__‘/.-_-._'—.

=@="Total =@ Portsmouth Water

2% 1596 14% 6% 1% 7% ol 15%  13%
2% 2% 2% 2% 2% 2% 2% 2% 2%
Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % trust
92% 88% 85%

200, 78% 76% 75% 81% 78%

48% 53% 489, 52% S4% 499, 53% 50% 51%
./.\._____*—-‘\‘/N_.

=@=—Total =@ Portsmouth Water

17% 16% o
17% 10% 10% 9

19% 20%
2% 4% 4%l
Nov 25 Dec 25 Jan 26 Feb 26 Mar26 Apr 26 May 26 Jun 26 Jul 26

m 9% Trust % Neutral m % Distrust

Base Size: 45



Spotlight: executive summary

Overview of key findings

Pnrtsmouth‘ ) p’ ' /

Water ~——

—

The voice for water consumers

Spotlight: Drought

Q-

Concern about future water shortages increase when thinking longer term.
34% are concerned about water shortages this summer and over the next 5
years, whilst 51% are concerned about water shortages over the next 15 years.
54% trust their provider to maintain supplies during very hot weather, 23%
don't.

98% think it's acceptable for their provider to ask people to make small
voluntary changes to usage during exteme heat, while 89% say they would be
more willing to reduce usage with clear local information and expect

companies and large users to act first during droughts or water shortage risks.

Watering lawns is the main activity people think should be reduced during a
drought or water shortage risk at 66%, followed by washing cars or bikes at
57%.

97% say they would make changes to how they use water during extreme
heat and 97% say they would reduce non-essential water use during drought.

Trust is particularly high, with 89% trusting their provider to communicate
honestly and manage water supplies fairly during periods of extreme heat or
drought, although 60% say stronger evidence would be needed before
changing.

Llais defnyddwyr dwr

“They should communicate
earlier, be clear about local
water conditions, provide
practical water-saving aadvice,
and explain what the water
company and large water
users are doing to help.”

“They should use multiple
channels such as text
messages, emalils, social
media, and local news so
that everyone receives timely
information and practical
water-saving advice.”

Base Size: 35

67
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Portsmouth Water: Spotlight findings

Drought

The voice for water consumers
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Community members were asked how worried they were about water shortages due to drought this summer and

over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term. 34% said

they are worried about shortages this summer and over the next 5 years, increasing to 40% over the next 10 years and
51% over the next 15 years. Just over half (54%) agreed that they trust their water provider to ensure their water supply

isn't impacted during period of very hot weather, while 23% disagreed.

How worried, if at all, are :
you about water shortages How worried, if at all, are you about water shortages due | trust my water provider to
occurring in your area this to drought in your area over the next.. : elngure My water su_pply
summer due to drought? isn't impacted by periods of
very hot weather
e I

57% o
46% 34% 7%

B % Not worried

) 5years 10 years 15 years
% Somewhat worried Y Y Y B % Disagree " % Neutral B% Agree
m % Worried m % Not worried Somewhat worried m % Worried

Base Size: 35
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Portsmouth Water: Spotlight findings

Drought

The voice for water consumers
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98% agreed it is reasonable to ask people to make small voluntary changes during extreme heat. 89% said they would
be more willing to reduce their water use if they understood the local water situation clearly, while 89% think water
companies should show what they and large water users are doing before asking households to change their
behaviour. 75% felt people should be able to use water as normal unless there is an official restriction. The main
activities selected to reduce were watering lawns (66%), washing cars or bikes (57%) and using washing machines less

often (54%).

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

Watering the lawn 66%

Washing a car or bike 57%

Using the washing machine less often 54%
11% *?
It is reasonable to ask people to I would be more willing to Water companies should show  People should be able to use Usi ng the dishwasher less often 54%
mak_e small voluntary changes reduce water use if | qnderstood what they gnd large water users water as nqrmal unlgss_ there is
during extreme heat weather the local water situation clearly housaerso?cj)érlg ?E;%rgssbtggagwour an official restriction Cleaning windows, driveways, patios or outdoor o0
areas

=% Agree % Neutral % Disagree

Taking baths 49%

Base Size: 35



Portsmouth Water: Spotlight findings

Drought

The voice for water consumers

Llais defnyddwyr dwr
97% said they would be willing to make small changes during extreme heat and 97% were willing to reduce non-

essential water use during drought. 94% also felt it was fair to ask households to save water before restrictions become
necessary. Trust in the provider was also high, with 89% trusting it to communicate honestly about shortages or

drought anpl 89% trusting it to manage water resources fairly during periods of high demand. Views on needing

stronger evidence before changing water use were more mixed, with 60% agreeing and 23% disagreeing

17%

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

I 6%

9% 9% 9% 1%

Iam willing to make | am willing to reduce It feels fair to ask
small changes to how | non-essential water use  households to save
use water during during drought

1% 1%
It feels fair to ask

households to save

I am more likely to act if | am more likely to act if

| trust my water
| understand the local

| trust my water

Iam more likely to act if | would need stronger
I know my water provider to provider to manage  large water users such evidence before
water before water during extreme risk clearly company is also doing communicate honestly water resources fairly — as large businesses or  changing how | use
extreme heat weather restrictions become heat weather its part about water shortages during periods of high households with pools water

necessary or drought water demand and hot tubs are also

being asked to reduce

or move their use
m % Agree % Neutral

B % Disagree

Base Size: 35
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Community population
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WATER

‘é;ses

The voice for water consumers

SES Water community members: 47

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 M4

I
L p

B 0
£40k-£60K
N

N -
£20k-£40Kk
B 10

Under £20k O- 12

£60k plus

Gender

27
23 23
I I :

Male Female

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower
than the minimum sample, however when combined with community members who are on benefits, struggling to pay
their bills or on a discounted water tariff the quota for financially vulnerable community members 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 female sample and 65+ sample within this community for our next wave.

Llais defnyddwyr dwr

Age 75+ -O 3
Age 65to 74 N -
Age 55 to 64 __E
Age 45 to 54 __IC
Age 35 to 44 N -
Age 25to 34 N -

Age 18 to 24 _K

. current sample . mMinimum sample
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The voice for water consumers
Llais defnyddwyr dwr

73

Overall satisfaction — water (satisfied, scoring 7-10) 70% 1% 59% 12%
Overall value for money (satisfied, scoring 7-10) 68% 20% 50% 18%
Trust (a great deal/some trust) 60% 6% 51% 9%
Ceneral outlook (positive outlook) 60% 6% 47% 13%
Communication (fair/good communication) 51% 15% 40% 11%
Brand connection (someone I'd really like and have a lot in common with) 47% 13% 35% 11%
Brand momentum (salience) (on its way up/has a lot going for it) 49% 17% 29% 20%
Improves our rivers 49% 25% 29% 20%
Creates a greener future 60% 23% 32% 28%
Spends community members’ money wisely 49% 27% 28% 21%
Contributes to our communities 51% 18% 38% 13%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape Base Size: 47

the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.
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Barometer: executive summary @;ses d AN

Overview of key findings WATER - -
Liais defryddwyr
Satisfaction — water service Value for money satisfaction Trust
70% 68% 60%
59% total community average 50% total community average 51% total community average

Why have you given this overall

Positively... satisfaction score?
Reliable supply and customer service interactions drive “The water pressure

satisfaction: Many are satisfied with their reliable supply recently means I've _ ‘SES seems to be getting more
and describe positive customer service. Some dropped a point but their things right. Website has
appreciation for recent website upgrades. customer service is improved in many areas
excellent.” ”
But.. recently.
+ Limited communication creates indifference: Lack of 910 satisfaction score 7/10 satisfaction score

communication on company activity, heatwave advice

and rising bills. “We still haven't had any

communication regarding p :
»  Value for money drives dissatisfaction: Perception of the recent heatwaves and ; Not ht%pp{ V#th thebhuge o
service as too expensive. Frustration over rising bill costs increased water bills onuses the staif mermoers get.
when high executive bonuses persist. : ”
especially. 4/10 satisfaction score

6/10 satisfaction score

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

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

Overall satisfaction is at 70%, staying consistent since February. Value for money is at 68%, remaining steady
since May. Trust continues a downward trend since May, now at 60% (12-point decrease since May).

Total % satisfied - water
&79% 68% 72% 147 70% 70% 1% 70%
59%
£8% 58% ooy 5/% o 09% ©07%059%

52%

=@=T0tal =0—SES Water

37% 28% 25% o, 18% 26% 25% 18% 21%
wos 5% BB wos BH wey oo 104 O%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

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

m % Not Satisfied (Score 0-3)

Total % satisfied - value for money
66% ©67% 68%

%

48% Al 1% 53% e 50%

bt — "0y
& F6% 45% 46% 46% 4% 48% 49% ~-7

%

=@=T0tal =0—SES Water

B 2 38%  36% 229 44% )
26% 24% 19%

Nov 25 Dec 25 Jan26 Feb26 Mar26 Apr26 May26 Jun26 Jul26

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

m % Not satisfied (Score 0-3)

Total % trust
el 74% 72% .
° 63% 609

60%
54% 53%

48% 52% 48% 52% 54% 49% 53% 50% 51%
=@=Total =@=SES Water
33% 36% 30% 5% I 58% I 9% 21%

18% 23%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun 26 Jul 26

m % Trust % Neutral H % Distrust

Base Size: 47



Spotlight: executive summary

Overview of key findings

&
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WATER

The voice for water consumers

Spotlight: Drought

Q .

Concern about future water shortages increase when thinking longer term.
29% are concerned about water shortages this summer and 47% are
concerned about water shortages over the next 15 years. Only 32% trust their
provider to protect supplies, while 50% disagree.

92% say they would be more willing to reduce their water use during a
drought or water shortage risk if the local water situation was explained
clearly, 86% expect companies and large users to act first and 81% agree it is
acceptable for providers to ask customers to make small voluntary changes
to usage during extreme heat.

Washing cars or bikes is the leading activity people think should be reduced
during a drought or water shortage risk at 63%, followed by watering lawns
at 53% and cleaning outdoor areas at 47%.

97% say they would make changes to how they use water during extreme
heat and 92% say they would reduce non-essential use during drought. 95%
say they would be more willing to make changes if they saw action from
large users and.

74% trust their provider to manage resources fairly and 61% trust it to
communicate honestly during periods of extreme heat or drought. 55% say
stronger evidence would be needed before they change how they use water.

Llais defnyddwyr dwr

‘Just communicate well —
clear, transparent
information and
explanations as well as
providing customers with
helpful tips and advice on
how they can change their
water usage and what
devices could be used to help
too.”

‘Cet the message out early
so people can adapt
lifestyle changes before it
becomes a problem.”

76

Base Size: 38
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SES Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term. While 29%
are worried about shortages this summer and over the next 5 years, this rises to 45% over the next 10 years and 47%
over the next 15 years. Half of community members (50%) disagreed that they trusted their provider to protect supplies
during very hot weather, while 32% agreed.

How worried, if at all, are
you about water shortages How worried, if at all, are you about water shortages due
occurring in your area this to drought in your area over the next...

summer due to drought?

47% 39%

| trust my water provider to
ensure my water supply
isn't impacted by periods of
very hot weather

53% 53%

5years 10 years 15 years

% Not worried
% Somewhat worried
m % Worried m % Not worried Somewhat worried 9% Worried

B % Disagree = % Neutral m% Agree

Base Size: 38
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SES Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

81% agreed that it is acceptable to ask people to make small voluntary changes during extreme heat. 92% agreed that
they would be more willing to reduce water use if they understood the local water situation clearly. 89% felt people
should be able to use water as normal unless there is an official restriction and 86% agreed water companies should
show what they and large users are doing to reduce water usage before asking households to change. The main
activities selected to reduce were washing cars or bikes (63%), watering lawns (53%) and cleaning outdoor areas (47%).

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

Washing a car or bike 63%
Watering the lawn 53%
(o) 9 0 o o
. 139% 13% Cleaning windows, driveways, patios or outdoor o
8% 5% 5% — 47%
I would be more willing to People should be abletouse  Water companies should show It is reasonable to ask people to

reduce water use if | understood water as normal unless there is what they and large water users make small voluntary changes T . -

the local water situation clearly an official restriction are doing before asking during extreme heat weather FI||Iﬁg or topping up a paddlmg pO,OL h‘?t tub OI’I 429%
swimming poo

households to change behaviour

=% Agree % Neutral % Disagree

Taking baths 42%

Base Size: 38



SES Water: Spotlight findings
Drought

The voice for water consumers
Llais defnyddwyr dwr

Community members showed a strong willingness to play their part in reducing water use. 97% said they would be
willing to make small changes to how they use water during extreme heat weather. 95% stated they would be more
likely to act if large water uses were also being asked to reduce or move their use and 94% agreed they would be more
likely to act if they understood the local risks clearly. When it comes to trust, 74% trusting their water provider to
mManage resources fairly and 61% trust them to communicate honestly about shortages or drought.

5% 5%

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

21% 26%

|.

I am willing to make | am more likely to act ifl am more likely to act if | am willing to reduce | am more likely to act if

3% 13%
8% 8% 5%

It feels fair to ask It feels fair to ask I trust my water | trust my water | would need stronger
small changes to how | large water users such | understand the local non-essential water use | know my water households to save households to save provider to manage provider to evidence before
use water during as large businesses or risk clearly during drought company is also doing water during extreme water before water resources fairly communicate honestly changing how | use

extreme heat weather households with pools its part heat weather restrictions become  during periods of high about water shortages water

and hot tubs are also necessary water demand or drought

being asked to reduce

or move their use
m% Agree

% Neutral B % Disagree

Base Size: 38
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Delivered by Taylor McKenzie Research
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Severn Trent
T

. . TRENT
Community population

The voice for water consumers
Llais defnyddwyr dwr

Severn Trent community members: 46

Age
INnclusivity Household B
income AGE TSt e <
Ethnic Minority - 9
Background - 10 Prefer not to Gender Age 65 to74 ______IC
say 1> I s

Rural - - Age S5 to b4 = 7

23 2> 23
£60k pl -
Representation - 9 PIus 2
Age 45 to 54 I o
H © D o
| £40k-£60k
Accessibility Needs _ B 10
16
Age 35 to 44 _____IE

I s
£20k-£40k & Male Female
Financially [l 5 I I -
Vulnerable | >0 — O O O —
Under £20k 12
Note: Financial vulnerability is derived from income under - 9 - 3z
20k, receipt of any benefit and/or in receipt of a discounted Age 18 to 24
water bill, LK

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 commmunity members is met. We are currently monitoring the . current sample
guotas which are close to the minimum target to ensure we 'top up' here when replacing any drop-outs. We are prioritising P
boosting our female sample within this community for the next wave. We are also working to boost our £20-£40k sample.

. minimum sample
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% difference +10% above

average

% difference -10% below

average
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The voice for water consumers
Llais defnyddwyr dwr

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 rounding.

Overall satisfaction — water (satisfied, scoring 7-10) 59% 12% 59% 0%

Overall satisfaction — sewerage (satisfied, scoring 7-10) 67% 24% 53% 14%
Overall value for money 46% 10% 50% -4%
Trust (a great deal/some trust) 43% -6% 51% -7%
Ceneral outlook (positive outlook) 37% -11% 47% -10%
Communication (fair/good commmunication) 33% -7% 40% -7%
Brand connection (someone I'd really like and have a lot in common with) 26% 6% 35% -9%
Brand momentum (salience) (on its way up/has a lot going for it) 20% 2% 29% -9%
Improves our rivers 30% 19% 29% 1%

Creates a greener future 22% -8% 32% -10%
Spends community members' money wisely 20% 6% 28% -9%
Contributes to our communities 37% 23% 38% -1%

Base Size: 46
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Overview of key findings
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SEVERN

The voice for water consumers

Satisfaction — water service

59%

59% total community average

Positively...

« Reliable supply and responsive customer service drive
satisfaction: Many appreciate the reliable water supply
and quick responses to customer enquiries.

But...

« Company transparency and future resilience limit trust:
Desire for clearer updates on company performance and
planned works. Concerns over future water provision.

« Environmental performance and value for money a
pressure point: Disappointment over negative media
reports of sewage incidents. Increasing bill costs creates
poor value for money perceptions.

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

Value for money satisfaction Trust

46%

50% total community average

43%

51% total community average

Why have you given this overall
satisfaction score?

‘I do not have any issues with
my water or sewage, but there is
a lack of communication, and |
do not know enough about the
quality of their work.”

“Always provide good clean
water.”

10/10 satisfaction score

S 7/10 satisfaction score
“The water provision is currently

good but | worry about future
provision and also how the
company spends its money.”

‘Keep hearing negative things
about Severn Trent in the press/
media about their failures.”

5/10 satisfaction score 3/10 satisfaction score

Base Size: 46
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& Severn Trent: Barometer findings

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction is at 59%, matching the July total community average. Value for money satisfaction has
increased slightly to 46% (+10% from June), the highest level recorded so far. Trust is at 43%. Overall satisfaction
and value for money satisfaction are slightly above November levels, while trust levels are below November
levels and have been so since January.

Total % satisfied - water Total % satisfied - value for money Total % trust
[0)
64% coo, 46% 45% 46% 46% 440, 8% 49% 20% 400y 23% 48% 529 2% 49% 53%50% 51%

40% ——o—
60% - .
46% 48% :
40% 9% 43% 43% 4107 oy 0% 43%
35% 9 34% 36% 200, 40%

35% 20% 339%

58% 58% 56% 57% 550, 59%

52%

51% 529

47% S
39% 39% 45% 26%

——
Total Severn Trent —@=Total —@— Severn Trent —@—Total Severn Trent

52%

47%  40% 50% 54% 53% 37% 40%

o 549% 57% 52% 57% 43 46% 43% 59% 43% 43%

4% 43% 4% " = 339 | 39% g6 T |
34% l
4% 6% % 4% T% 4% 6% 9 9% .l...-.-- % M % 13% -l..
Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26 Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26 Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26
o B % Trust % Neutral B % Distrust

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

Base Size: 46
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Overview of key findings
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The voice for water consumers

Q

Spotlight: Drought

Concern about water shortages is relatively low, but increases when thinking
longer term. 7% are concerned about water shortages this summer and 19%
are concerned about water shortages over the next 15 years. 52% trust their
provider to protect water supplies during very hot weather.

83% think its reasonable to ask customers to make small voluntary changes to
their water use during extreme heat and 81% expect water companies and
large users to show what they are doing first during drought and water
shortage risks.

Washing cars or bikes is the leading activity people think should be reduced
during a drought or water shortage risk at 57%, followed by cleaning outdoor
areas at 55% and taking baths at 52%.

86% say they are more likely to reduce their water using during droughts or
water shortage risks if they understand the local risk and 86% would be more
likely if they know their provider is also playing its part. 84% say they would be
more likely to reduce their water usage if they saw action from large water
users.

83% say they would make changes to how they use water during extreme heat
and 81% say they would reduce non-essential use during drought. 55% trust
their provider to communicate honestly during periods of extreme heat or
drought and 55% trust them to manage resources fairly during periods of high
water demand.

Llais defnyddwyr dwr

“‘Explain very clearly why the
changes are necessary and what
the company is doing to manage
the situation in both the short and

long term.”

“I'think supporting the request
with figures on how much water
an average household could save
through each action, would garner
results and actions from
customers.”

Base Size: 42
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Severn Trent Water: Spotlight findings

Drought
The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how concerned they were about water shortages caused by drought this summer
and over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term, with
only 7% being worried about water shortages this summer compared with 19% worried about shortages over the next
15 years. Community members were also asked whether they trusted their water provider to maintain supplies during
periods of very hot weather. Just over half (52%) agreed that they trusted their provider to do so, while 17% disagreed.

How worried, if at all, are :
you about water shortages How worried, if at all, are you about water shortages due | trust my water provider to
occurring in your area this to drought in your area over the next.. : elngure My water su_pply
summer due to drought? isn't impacted by periods of
very hot weather

45%

550 50%

40%

m 9% Not worried 5 10 15
- ears ears ears
% Somewhat worried Y Y Y m % Disagree % Neutral m% Agree
m % Worried m % Not worried Somewhat worried 9% Worried

Base Size: 42



Severn Trent Water: Spotlight findings

Drought

The voice for water consumers

Llais defnyddwyr dwr

83% agreed small voluntary changes during extreme heat are acceptable, while 81% think water companies and large

users should show what they are doing first. 71% felt that people should be able to use water as normal in a drought

unless there is an official restriction, but 76% also agreed that they would be more willing to reduce their usage if they
understood the local water situation clearly. 57% of community members said that it was important for people to stop

washing a car or bike, 55% said to stop cleaning windows or outdoor spaces and 52% said taking baths.

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

Washing a car or bike

Cleaning windows, driveways, patios or
outdoor areas

170/ i
. 19% 0 Taking baths
2% 46
5%
It is reasonable to ask people to Water companies should show | would be more willing to People should be able to use Watering the lawn
make small voluntary changes what they and large water users reduce water use if | understood water as normal unless there is
during extreme heat weather are doing before asking the local water situation clearly an official restriction

Filling or topping up a paddling pool, hot tub

households to change behaviour . .
or swimming pool

=% Agree % Neutral % Disagree

Using the washing machine less often

57%

55%

52%

40%

36%

36%

87

Base Size: 42
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Severn Trent Water: Spotlight findings

Drought
The voice for water consumers

Llais defnyddwyr dwr

Community members showed a strong willingness to reduce their water use, with 83% saying they would make small
changes during extreme heat and 81% reducing non-essential water use during drought. Action was also more likely
when local risks were clearly explained (86%) and when water companies (86%) and large water users (84%) were seen
to be doing their part. Trust was mixed, with 55% agreeing they trusted their provider to communicate honestly and

mManage water resources fairly, while around one-third remained neutral.

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

I I 38%
38% 33%
° =

14% 14% 14% 14% 1% %
Iam more likelyto |am more likely to | am more likely to | am willing to make Iam willing to It feels fair to ask It feels fair to ask | trust my water | trust my water I would need
act if | understand act if I know my act if large water small changesto reduce non-essential households to save householdsto save provider to provider to manage stronger evidence
the local risk clearly  water companyis userssuch as large how | use water water use during water during water before communicate water resources before changing
also doing its part businesses or during extreme heat drought extreme heat restrictions become honestly about  fairly during periods  how | use water
households with weather weather necessary water shortages or of high water
drought demand

pools and hot tubs
are also being asked
to reduce or move
their use

m % Agree % Neutral B % Disagree

Base Size: 42
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The voice for water consumers
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South East Water community members: 51

Age
Inclusivit
Y Household
i Age 75+ I
Income 9 W
Ethnic Minority - 9
Background | 4 Prefer not to Gender I -
Age 65to 74
say . 7 .
Rural Il __E
Age 55 to 64
Representation N 2 £60k plus - = 0 - . 6
N -
I £40k-£60K A O S O —
Accessibility Needs _
- -
S
Age 35to 44
£20k-£40k Male Female 9 12
Financially - S I
Vulnerable Age 25to 34
B Under £20k I s
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
water bill. M 2

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, £20k-£40k, 18-24 & 75+ quotas.

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

Overall satisfaction — water (satisfied, scoring 7-10) 53% 19% 59% -6%
Overall value for money (satisfied, scoring 7-10) 43% 13% 50% -7%
Trust (a great deal/some trust) 37% -2% 51% -13%
Ceneral outlook (positive outlook) 31% -8% 47% -15%
Communication (fair/good communication) 49% 15% 40% 9%
Brand connection (someone I'd really like and have a lot in common with) 29% 8% 35% -6%
Brand momentum (salience) (on its way up/has a lot going for it) 22% 5% 29% -7%
Improves our rivers 29% 8% 29% 0%
Creates a greener future 27% 6% 32% -4%
Spends community members' money wisely 27% 4% 28% 1%
Contributes to our communities 33% 8% 38% -4%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape Base Size: 5]

the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.
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Overview of key findings

92

south east Wa@ ol

The voice for water consumers

Satisfaction — water service

53%

59% total community average

Positively...

« Reliable supply drives satisfaction: Many are satisfied by a
consistent water supply and good day-to-day service. Some
appreciation for bill support and recent improvements.

But....
« Value for money and future resilience: Rising bills are not

seen to be matched by enough visible investment or
improvement, creating concern about future water
security, shortages and the likelihood of further restrictions.

» Service disruption and operational management:
Frustration with repeated outages and leaks, compounded
by perceptions of weak incident handling, poor planning
and a lack of confidence in management decisions.

Llais defnyddwyr dwr

Value for money satisfaction Trust

43% 37%

50% total community average

51% total community average

Why have you given this overall
satisfaction score?

“Consistently providing clean water
with no supply issues for me
personally.”

“Helping us with bills.”

9/10 satisfaction score

8/10 satisfaction score
“I'am still very concerned about
the amount of water leakage that
SE Water needs to deal with, plus
lack of clarity if the old CEO is still
getting a bonus after resigning his
position.”

“This company is a travesty and
should be discontinued immediately
due to inefficiency and
incompetence.”

) ) 1/10 satisfaction score
3/10 satisfaction score /

Accountability call out: An Ad-hoc Accountability Session took place on Tuesday 30t

June, addressing water shortages in the Kent area. An action plan and action plan

Base Size: 51

response has now been created.
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él South East Water: Barometer findings

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction has increased slightly to 53% (+8% since June), up 19 points from November levels. Value for
money satisfaction is at 43% and is 13-points above November. Trust has increased since last month to 37% (up
18 points), with a Te-point decrease in distrust.

Total % satisfied - water
o0 28% 58% 56% 57% 55% 59% 60% 59%
(0]

% 53%
47% 0% 43% 49% 45% ’
34%

31% 26%

=@=Total =@-South East Water

48% 2%

52% 0
° 49% 44% 39% 259 % 2%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

40% —

30% 31%

Total % satisfied - value for money Total % trust

49% 49% SO0%  48% 53% 48% 52% 4% 49% S53% 50% 51%
./.\.M

45% [ 399% o 259 7%
0
18% 0 22% 2% 19%

=@®=T0tal =@=—South East Water

48% 45% 46% 46% 4y

40% 339 39%
=@=Total =@= South East Water

I IIIIII 4%  47% I4%

45%  39%
- 39% 41% 30% 3%

40% 3% 49 2% 30, | 38% I I I

20% 35%
Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun 26 Jul 26

Nov 25 Dec?25 Jan26 Feb26 Mar26 Apr26 May26 Jun26 Jul26

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

% Neutral (Score 4-6)

m % Trust % Neutral % Distrust

Base Size: 51
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Overview of key findings

south east water )
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The voice for water consumers
Llais defnyddwyr dwr

O

Spotlight: Drought

Concern over water shortages is high and increases in the longer term. 35% are
concerned about water shortages this summer and 73% are concerned about
water shortages over the next 15 years. 27% trust their provider to protect water
supplies during very hot weather, while 43% disagree.

87% say they would be more likely to reduce water usage during a drought or water
shortage risk if they understood the local water situation. 86% agree it's acceptable
to ask customers to make small voluntary changes to usage during extreme heat
but 84% expect visible action from companies and large users first.

Washing cars or bikes is the main activity people think should be reduced during a
drought or water shortage risk at 73%, followed by cleaning outdoor areas at 70%
and taking baths at 65%.

97% say they would be more likely to reduce their water usage when large water
users are also reducing consumption; 95% say they would make changes to how
they use water during extreme heat and 94% say they would reduce non-essential
use during drought.

41% trust their provider to communicate honestly during periods of extreme heat or
drought and 38% trust their provider to manage resources fairly during periods of
high water demand. 56% say stronger evidence would be needed before they
change how they use water.

24% of community mempbers state they have had no communication from their
water provider this year regarding saving water, compared to 61% at a total
community level.

‘Just get the word out there as
broadly as possible. | had an
email but | didn't read it until

several days later. | think texts

and social media, and the local
news would spread the word
more widely.”

“Cive customers an explanation
why we have a winter where it
continually rains yet one week of
hot weather and we have a
water shortage... Customers like
myself are paying a lot of money
for water and then being asked
to limit the use of it.”

Base Size: 37
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South East Water: Spotlight findings

Drought
The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term, with 73%
worried about shortages over the next 15 years. Trust is mixed, with 43% disagreeing that they trusted their provider to

maintain supplies during periods of very hot weather, 27% agreeing and 30% feeling neutral.

How worried, if at all, are :
you about water shortages How worried, if at all, are you about water shortages due | trust my water provider to
occurring in your area this to drought in your area over the next.. : elngure My water su_pply
summer due to drought? isn't impacted by periods of
very hot weather
L= e

11%
41% 32% .

49%

B % Not worried 5vears 10 vears 15 years
% Someyvhat worried Y Y Y B % Disagree = % Neutral m% Agree
% Worried m % Not worried Somewhat worried 9% Worried

Base Size: 37
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South East Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

87% said they would be more likely to reduce their water use if the local water situation was clear. 86% agreed it is
reasonable to ask people to make small voluntary changes during extreme heat, while 84% felt water companies
should show what they are doing before asking households to change. Views were more mixed on whether people
should be able to use water as normal unless there is an official restriction, with 49% agreeing and 27% disagreeing. The
Main actions to reduce were washing cars or bikes (73%) and cleaning outdoor areas (70%).

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under

pressure?

Washing a car or bike 73%
(0) . 0 o o
24% Cleaning windows, driveways, patios or outdoor 709%
(0]
areas
5% 8% e Taking baths ©65%
I would be more willing to It is reasonable to ask people to  Water companies should show  People should be able to use

reduce water use if | understood make small voluntary changes what they and large water users water as normal unless there is T . -

the local water situation clearly  during extreme heat weather are doing before asking an official restriction FI||Iﬁg ortopping up a paddllng DOO|, hot tub or 62%

households to change behaviour swim ming pool

=% Agree % Neutral % Disagree

Watering the lawn 62%

Base Size: 37
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South East Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

Almost all community members were willing to make small changes during extreme heat (95%) and drought (94%).
97% said they would be more likely to act if large water users were also being asked to reduce their use and 94% said
they would be more likely to act if they knew their water company was also doing its part. Views on needing stronger
evidence before changing how they use water were more mixed, with 56% agreeing and 27% disagreeing. 41% trust
their provider to communicate honestly about shortages and drought and 38% trust it to manage water resources

fairly.

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

I I I I 22%
1% 1%

16%

5% 5% 5% 3%

Iam more likely to act if |am willingto make | am willing to reduce | am more likely to act ifl am more likely to act if It feels fair to ask It feels fair to ask I would need stronger | trust my water | trust my water
large water users such small changes to how | non-essential water use | know my water | understand the local households to save households to save evidence before provider to provider to manage
as large businesses or use water during during drought company is also doing risk clearly water before water during extreme  changing how | use communicate honestly water resources fairly
households with pools extreme heat weather its part restrictions become heat weather water about water shortages during periods of high
and hot tubs are also necessary or drought water demand
being asked to reduce

or move their use
m % Agree % Neutral

B % Disagree

Base Size: 37
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The voice for water consumers
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Water Voice
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July 2026
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Cambridge Water ) D) W
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: 22 Age
Inclusivit :
Y Household income K
Age 75+
B2
Ethnic Minority - 9 Gender B -
Background Age 65to 74
I o Prefernot | 33 ’ — F
-
Rural - 7 T K 25 23 Age 55 to 64 ——
R : £60k plus 19
epresentation _ 18 s 2
. o faesstons L 16
I 1 £40k-£60Kk 50
Accessibility Needs ]
I ' Age 35 B -
ge 35to 44
orrso. N 15 Male Female I 13
N ©
Financially . S Age 25 10 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 . 2

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 male, £20k-£40k, 75+, 18-24-year and 25-34-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) 60% -5% 59% 1%
Overall value for money (satisfied, scoring 7-10) 42% 2% 50% -8%
Trust (a great deal/some trust) 50% -2% 51% -1%
Ceneral outlook (positive outlook) 44% -4% 47% -3%
Communication (fair/good communication) 50% 32% 40% 10%
Brand connection (someone I'd really like and have a lot in common with) 37% 15% 35% 1%
Brand momentum (salience) (on its way up/has a lot going for it) 19% 10% 29% -10%
Improves our rivers 29% 16% 29% 0%
Creates a greener future 37% 17% 32% 5%
Spends community members' money wisely 23% 14% 28% -5%
Contributes to our communities 37% 19% 38% 1%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape KEY: Base Size: 52

% 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 rounding.
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South Staffs Water

The voice for water consumers
Llais defnyddwyr dwr

101

Overall satisfaction — water (satisfied, scoring 7-10) 50% -14% 59% -9%
Overall value for money 37% -9% 50% -13%
Trust (a great deal/some trust) 43% -11% 51% -7%
GCeneral outlook (positive outlook) 47% -12% 47% 0%
Communication (fair/good communication) 40% 27% 40% 0%
Brand connection (someone I'd really like and have a lot in common with) 43% 13% 35% 8%
Brand momentum (salience) (on its way up/has a lot going for it) 23% 14% 29% -6%
Improves our rivers 33% 18% 29% 4%
Creates a greener future 43% 19% 32% 12%
Spends community members' money wisely 30% 24% 28% 2%
Contributes to our communities 43% 25% 38% 6%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape Base Size: 30

the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.

% difference +10% above average
% difference -10% below average
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él Barometer dashboard summary )

Cambridge Water

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 73% 8% 59% 14%
Overall value for money 50% 7% 50% 0%

Trust (a great deal/some trust) 59% 1% 51% 8%

GCeneral outlook (positive outlook) 41% 8% 47% -6%
Communication (fair/good communication) 64% 39% 40% 24%
Brand connection (someone I'd really like and have a lot in common with) 27% 19% 35% -8%
Brand momentum (salience) (on its way up/has a lot going for it) 14% 5% 29% -15%
Improves our rivers 23% 14% 29% -6%
Creates a greener future 27% 14% 32% -4%
Spends community members' money wisely 14% 1% 28% -15%
Contributes to our communities 27% 10% 38% -10%

This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape KEY: Base Size: 22

% 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 rounding.
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Overview of key findings
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South Staffs Water Cambridge Water

The voice for water consumers

Satisfaction — water service

60%

59% total community average

Positively...

* Areliable service and good recent commmunication drive
satisfaction: Most are satisfied with consistent supply and
No Major issues. Some praise for strong communication
during the recent heatwave and hosepipe ban.

But...
+ Slow issue resolution drives dissatisfaction: Delays in

resolving billing queries, leaks and low-pressure problems
frustrate customers.

« Poorvalue for money and inconsistent updates weaken
perceptions: Rising bills and limited communication
around planned works or disruptions contribute to poorer
overall views.

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

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

50% total community average

Llais defnyddwyr dwr

Value for money satisfaction Trust

50%

51% total community average

Why have you given this overall
satisfaction score?

“Their communication with a
recent local issue was very poor
and this is a theme. Putting a
social media post up does not
reach everyone.”

“‘Never had any issues with water
quality, responds quickly to
enquiries and deal with them in
good timeframes.”

9/10 satisfaction score

Cambridge Water 8/10 satisfaction score

South Staffs Water

‘Do not seem to have invested “Still No contact re our
enough in infrastructure over complaint re the water

many years. pressure.”

5/10 satisfaction score
Cambridge Water

4/10 satisfaction score
South Staffs Water

Base Size: 52




South Staffs Water and Cambridge Water:
Barometer findings

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction is at 60%, remaining fairly steady since April. Value for money satisfaction is at 42%

remaining relatively unchanged since recording began. Trust has decreased slightly to 50% (-10% since last
month), its lowest level since recording began.

Total % satisfied - water

©69% ©69%

o) (0) (0)

64% GO o 62% 64% 64% 60%
:: S8% 58% 3*45:7::% % 59% °0% 59%
52%

’ =@—Total

=@ South Staffs Water and Cambridge Water

29% 34% 24% B 21% 35% 32% 349% 38%

7% 4o 8% 9% w9 W % D%
Nov 25 Dec 25 Jan 26 Feb26 Mar26 Apr26 May26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % satisfied - value for money

%
&T% 47% 46% acs do% 4B 49% 207

40% 39% 40%

—@—Total
=@-South Staffs Water and Cambridge Water

A% uom 3% 0 50% 4e% 4% 46%  46%

Nov 25 Dec25 Jan26 Feb26 Mar26 Apr26 May26 Jun26 Jul26

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

% Neutral (Score 4-6)

45% - S : : 3=~ :
46% 45% 44% 44% 44% oo,

Total % trust

62% 61% 59y

52%

o)
48% 237 48%

—@—Total
=@ South Staffs Water and Cambridge Water

38%

52% S4% 48y, 93% 50% 509

45% 9
© 30% 7% 33% g% 3e% 2%

#----—%--

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

m % Trust % Neutral H % Distrust

Base Size: 52
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Overview of key findings South Staffs Water Cambridge Water
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The voice for water consumers

Spotlight: Drought

Q

Concern about future water shortages increase when thinking longer term.
16% are concerned about water shortages this summer and 34% are
concerned about water shortages over the next 10 and 15 years. 57% trust their
provider to maintain supplies during very hot weather, while 20% disagree.

89% think it's reasonable to ask customers to make small voluntary changes to
water usage during extreme heat. 84% say they would be more willing to
reduce usage if they understood the local water situation and 79% think water
companies should show what they and large users are doing before asking
households to change their usage.

Washing cars or bikes is the leading activity people think should be reduced
during a drought or water shortage risk at 80%, followed by cleaning outdoor
areas at 75% and watering lawns and taking baths, both at 68%.

96% say they would be more likely to act on water restrictions when the local
risk is clear, 95% say they would make changes to how they use water during
extreme heat and 93% say they would reduce non-essential water use during
drought.

Trust is strong, with 84% trusting their provide to manage water resources
fairly during periods of high water demand and 82% trust their provider to
communicate honestly about water shortages or drought. 45% say stronger
evidence is needed before they change how they use water.

Llais defnyddwyr dwr

“‘Be quicker with
communication, explain
what will happen if we
don't try to reduce water
usage, do this before its too
late.”

‘Cive practical tips and
enforce large water using
companies/industry to do

more.”

Base Size: 44
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South Staffs Water and Cambridge Water:
Spotlight findings

D rO U g h t The voice for water consumers

Llais defnyddwyr dwr

Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term, with 16%
worried about shortages this summer, rising to 32% over the next 5 years and 34% over both the next 10 and 15 years.
Over half (57%) agreed that they trust their water provider to maintain supply during periods of very hot weather, while

20% disagreed.

How worried, if at all, are | trust . ider t
you about water shortages How worried, if at all, are you about water shortages due rustmy wa ertprow elr O
occurring in your area this to drought in your area over the next.. : elngure My water supply
summer due to drought? isn't impacted by periods of

: very hot weather
50%
55% 2% 27%
% Not worried 5vears 10 vears 15 years
% Somewhat worried Y Y Y B % Disagree = % Neutral m% Agree

m % Worried m % Not worried Somewhat worried 9% Worried

Base Size: 44
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South Staffs Water and Cambridge Water:
Spotlight findings

D rO U g h t The voice for water consumers

Llais defnyddwyr dwr

89% agreed that it is reasonable to ask people to make small voluntary changes during extreme heat but 84% say they
would be more willing to reduce water use if they understood the situation clearly. 79% agree water companies should
show what they and large users are doing before asking households to change behaviour and 68% felt people should
be able to use water as normal unless there is an official restriction. Washing cars or bikes (80%) and cleaning windows,
driveways, patios or outdoor areas (75%) were seen as the most important activities for other people to reduce or stop.

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

Washing a car or bike 80%

Cleaning windows, driveways, patios or outdoor o
) 75%
1% areas
S R— % 5% Watering the lawn 68%
It is reasonable to ask people to I would be more willing to Water companies should show  People should be able to use

make small voluntary changes reduce water use if | understood what they and large water users water as normal unless there is

during extreme heat weather  the local water situation clearly are doing before asking an official restriction Ta king baths 68%

households to change behaviour
m % Agree % Neutral m % Disagree - . .
°A9 ’ b oisad Filling or topping up a paddling pool, hot tub or S0
0

swimming pool

Base Size: 44
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Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

91% agreed it is fair to ask households to save water before restrictions become necessary. Most said they are willing to
make changes during extreme heat (95%) and drought (93%). Community members also said they would be more
likely to act when local risks were clearly explained (96%). Trust was relatively strong, with 84% trusting the provider to

Mmanage resources fairly and 82% to communicate honestly. Views were mixed on needing stronger evidence, with 45%
agreeing and 20% disagreeing.

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

34%

%

9% 1% 14% 16% 18%

Iam more likely to act if Iam willingto make | am willing to reduce It feels fair to ask I am more likely to act if | am more likely to act if It feels fair to ask I trust my water | trust my water | would need stronger
| understand the local small changes to how | non-essential water use  households to save I know my water large water userssuch  households to save provider to manage provider to evidence before
risk clearly use water during during drought water before company is also doing as large businesses or water during extreme  water resources fairly communicate honestly changing how | use
extreme heat weather restrictions become its part households with pools heat weather during periods of high about water shortages water
necessary and hot tubs are also

water demand or drought
being asked to reduce

or move their use

m % Agree % Neutral B % Disagree

Base Size: 44
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South West Water (including Bristol
Water and Bournemouth Water) == .=, ..

SouthWest Bournemouth Isles of Scilly
Water Water Water VATER

Community population

South West Water community members: 24
Bristol Water community members: 30 Age

Bournemouth Water community members: 6

The voice for water consumers
Llais defnyddwyr dwr

Inclusivity Household income Age 75+ ..23
Ethnic Minority Gender Age 65to 74 . ©
say s
-
Age 55 to 64
B 10
Rural £60k plus __K

Representation

B -
Age 45 to 54
° . 2

34
26
23 23
e
| FADK-Ee0K -—mzz I I

Accessibility Needs Age 35 to 44 __I8

I 20
£90K-£40K I - Male Female
— ]
6
: . Age 25 to 34
Financially . 5 9 L
Vulnerable _ 17 Under £20k -_ 12
5
Note: Financial vulnerability is derived from income under Age 18 to 24 . 3
20k, receipt of any benefit and/or in receipt of a discounted I 1

water bill.

. current sample .minimum sample

Sample note: We have met over 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than the minimum sample, however when combined
with community members who are on benefits, struggling to pay their bills or on a discounted water tariff the quota for financially vulnerable community members is met. We
are working to boost our 75+ and 18-24-year-old sample.
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Water

e

Bournemouth

Water

Qﬁ

Isles of Scilly
Water

BRISTOL
WATER

The voice for water consumers
Llais defnyddwyr dwr

m

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 rounding.

Overall satisfaction — water (satisfied, scoring 7-10) 45% -4% 59% -14%
Overall satisfaction — sewerage (satisfied, scoring 7-10)

South West Water only 21% -15% 53% -32%
Overall value for money 40% 7% 50% -10%
Trust (a great deal/some trust) 48% 7% 51% -2%
General outlook (positive outlook) 35% 0% 47% -12%
Communication (fair/good commmunication) 23% -6% 40% -16%
Brand connection (someone I'd really like and have a lot in common with) 27% 3% 35% -9%
Brand momentum (salience) (on its way up/has a lot going for it) 18% 3% 29% -11%
Improves our rivers 15% 1% 29% -14%
Creates a greener future 17% -3% 32% -15%
Spends community members' money wisely 18% 1% 28% -10%
Contributes to our communities 18% -11% 38% -19%

KEY: Base Size: 60

% difference +10% above average
% difference -10% below average
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él Barometer dashboard summary o eotoay

Water Water

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 21% -19% 59% -38%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 21% -15% 53% -33%
Overall value for money 25% 5% 50% -25%
Trust (a great deal/some trust) 25% 12% 51% -26%
General outlook (positive outlook) 13% 7% 47% -34%
Communication (fair/good communication) 17% 3% 40% -23%
Brand connection (someone I'd really like and have a lot in common with) 17% -3% 35% -19%
Brand momentum (salience) (on its way up/has a lot going for it) 4% -3% 29% -25%
Improves our rivers 13% 6% 29% -17%
Creates a greener future 4% -16% 32% -27%
Spends community members' money wisely 13% 13% 28% -16%
Contributes to our communities 8% -18% 38% -29%
KEY: Base Size: 24

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 rounding.

% difference +10% above average
% difference -10% below average
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BRISTOL Water
WATER

él Barometer dashboard summary D in

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 61% 8% 59% 3%
Overall value for money 50% 1% 50% 0%
Trust (a great deal/some trust) 64% 1% 51% 13%
Ceneral outlook (positive outlook) 50% 9% 47% 3%
Communication (fair/good communication) 28% -4% 40% -12%
Brand connection (someone I'd really like and have a lot in common with) 33% 8% 35% -2%
Brand momentum (salience) (on its way up/has a lot going for it) 28% 8% 29% -1%
Improves our rivers 17% 0% 29% -12%
Creates a greener future 25% 6% 32% -7%
Spends community members' money wisely 22% -3% 28% -6%
Contributes to our communities 25% -6% 38% -13%
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape KEY: Base Size: 36
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 rounding. % difference -10% below average
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Overview of key findings Water ~ vaiter e - |
Linis detnydawyr i
Satisfaction — water service Value for money satisfaction Trust
45% 40% 48%

59% total community average

Positively...

« Satisfaction is service-led: Many feel satisfied by a consistent
water supply with good water quality and pressure.

But...

* Environmental performance and company priorities:
Dissatisfaction is driven by sewage pollution and
contamination incidents, alongside a perception that profits
are being prioritised over environmental protection and
service investment.

« Transparency and confidence in future plans: Trust is
weakened by limited communication about environmental
commitments, long-term investment and how rising bills
will translate into future improvements.

Accountability call out: An ad-hoc Accountability Session took place on Tuesday 4t

August, addressing low trust levels in South West Water. An action plan is currently

being developed.

50% total community average

51% total community average

Why have you given this overall
satisfaction score?

“We have experienced no issues with
quality of the water however every
evening we have been experiencing
low water pressure for around 10
days.”

“Gives a reliable, safe clean water
supply.”

10/10 satisfaction score
Bristol Water
7/10 satisfaction score
‘I do have issues with SWW's record Bournemouth Water
on raw sewage discharges and
seriously question long-term
investment, which seems grossly

inadequate.”

“Any company that actively
pollutes the environment whilst
paying out bonuses and
simultaneously requesting

3/10 satisfaction score increased bills is a bit of a joke.”

South West Water . .
0/10 satisfaction score

South West Water

Base Size: 60
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South West Water (including Bristol Water and
Bournemouth Water): Barometer findings

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction is at 45% and value for money satisfaction is now at 40%. Trust has increased slightly to 48%
(+8% since June), moving closer to the overall community average. However, distrust remains relatively high at

38%.

Total % satisfied - water

[0)
589% 59% 60% 57% £og, 59% ©0% 59%

52% °
58% 56%
49% 48% 48% 48% 47%

40% 45%

=@=Total =@=South West Water

35% 38% 0% 24% S7% 2% 30% 37%
27% ©

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % satisfied - value for money

(0]
1% 46% 440, 48% 49% 207

409 450 22

45% 46%

=@=Total =@=South West Water
37%  35% I 28%  35% 450, 32%

24% g, 37%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % trust

58%
53% © 54% 400, 53%

50% 51%

48%

50% 48%

44% 43%

£1% 40%

38%
=@="T0tal =@=South West Water

o 26%  16%  o9q, 23% 12%

D

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

m % Trust % Neutral m % Distrust

Base Size: 60
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South West Bournemouth

Overview of key findings Water ~ Water

Isles of Scilly

Water WATER -

The voice for water consumers
Llais defnyddwyr dwr

Spotlight: Drought

Concern about future water shortages increase when thinking longer term.
22% are concerned about water shortages this summer and 40% are
concerned about water shortages over the next 15 years. 48% trust their
provider to maintain supplies during very hot weather, while 20% disagree.

82% think it's acceptable to ask customers to make small voluntary changes to
usage during extreme heat. However, 84% expect water companies to
demonstrate what they and large users are doing to reduce their water usage
before asking households to change. 80% say they would be more likely to
change their usage if the local situation was explained clearly.

Cleaning windows/outdoor areas is the main activity people think should be
reduced during a drought or water shortage risk at 72%, followed by washing
cars or bikes at 70% and taking baths at 58%.

90% say they would make changes to how they use water during extreme
heat and 86% say they would reduce non-essential use during drought. 92%
are more likely to reduce their usage during water restrictions when the local
risk is clearly explained, whilst 90% say they would reduce their water use if
they knew their provider was doing the same.

50% trust their provider to manage resources fairly during periods of high
water demand and 48% trust their provider to communicate honestly during
extreme heat weather and drought.

74% of community members state they have had no communication from
their water provider this year regarding saving water, compared to 61% at a
total community level.

“If bans are being put in place, all
information should be clear
about medical/disabled
exemptions as the unfortunate
result is some disabled people
are feeling harassed by
neighbours and passer-by's when
they're using their hose because
they are medically exempt.”

‘I didn't receive any commes so
maybe that should change and, if
not via post, then something via
social media or text or email
would be useful in getting info
across to everyone.”

Base Size: 50

N6



South West Water including Bristol Water and
Bournemouth Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how concerned they were about water shortages caused by drought over the
coming year and across the next 5,10 and 15 years. Concern increases over time, from 22% worried about water
shortages this summer to 40% over the next 15 years. They were also asked whether they trusted their water provider to

maintain supplies during periods of very hot weather. Nearly half (48%) said they trusted their provider, while one in five
(20%) disagreed.

How worried, if at all, are

you about water shortages How worried, if at all, are you about water shortages due I'trust my vvatertprowdelrto
occurring in your area this to droughtin your area over the next.. ensure my water supply
summer due to drought?

isn't impacted by periods of
very hot weather

32%
40%
0
40% 42%
m 9% Not worried 5vears 10 vears 15 years
% Somewhat worried Y Y Y B % Disagree = % Neutral m% Agree
m 9% Worried m % Not worried Somewhat worried 9% Worried

Base Size: 50
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South West Water including Bristol Water and
Bournemouth Water: Spotlight findings

D rO U g h t The voice for water consumers

Llais defnyddwyr dwr

Community members showed a strong willingness to reduce their water use, with 82% saying they would make small
changes during periods of extreme heat. 80% said they would be more likely to act if the local water situation was
clearly explained. However, 62% also felt people should be able to use water as normal unless an official restriction is in
place, while 22% disagreed. When asked what actions they think would be most important to reduce or stop during
these times, 72% said cleaning windows or outdoor spaces, 70% said washing a car or bike and 58% said taking baths.

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under

pressure?
Cleaning windows, driveways, patios or outdoor 77%
()
areas
6% Washing a car or bike 70%
10% 12% 16% ;
Taking baths 58%
Water companies should show It is reasonable to ask people to I would be more W|Il|ng to People should be able to use
what they and large water users make small voluntary changes reduce water use if | understood water as normal unless there is
are doing before asking during extreme heat weather  the local water situation clearly an official restriction Watering the lawn 52%
households to change behaviour
m % Agree % Neutral m % Disagree

Using the dishwasher less often 48%

Base Size: 50
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South West Water including Bristol Water and
Bournemouth Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

90% said they are willing to make small changes during extreme heat and 86% to reduce non-essential water use
during drought. Action was more likely when local risks are clear (92%) and when water companies and large users are
doing their part (90%). Trust was more mixed, with around half trusting their provider to manage resources fairly (50%)
and communicate honestly (48%), while only 38% said they would need stronger evidence before changing how they

use water.

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

32%
22% 28%
[0)
. 8% O% 124)
66 10% 8%
*
| am more I|kely toactif lam vv|II|ng to make Iam more likely to act ifl am more likely to act if lam W|Il|ng to reduce It feels fair to ask It feels fair to ask I trust my water | trust my water | would need stronger
| understand the local small changes to how | | know my water large water users such non-essential water use  households to save households to save provider to manage provider to evidence before
risk clearly use water during company is also doing  as large businesses or during drought water before water during extreme  water resources fairly communicate honestly changing how | use
extreme heat weather its part households with pools restrictions become heat weather during periods of high about water shortages water
and hot tubs are also necessary water demand or drought
being asked to reduce
or move their use
m % Agree % Neutral

B % Disagree

Base Size: 50
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Community population Water. =
The voice for water consumers
Llais defnyddwyr dwr
Southern Water community members: 52
Age
INnclusivity Household income —
3
Age 75+
— T
Ethnic Minorit 9
Backgroundy Prefer not to Gender B -
s say Bl S S . Age 65 to 74 —
23 23
N
Rural - 7 £60k plus ———— Age 55 to 64 -
Representation - 13 I 18
I 0 -
£40k-£60Kk
I] R Age 45 to 54 —E
Accessibility Needs _
19 I S .
B O e 10 Male Fernale AGE S50 44 oy
Financially - S
\/ulnerab|e - 8 Under £20k .3_ 12 Age 25to 34 =68
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
water bill. N2

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, 45-54 year and 18-24 sample.

. current sample

. minimum sample
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él Barometer dashboard summary - Southern

% difference -10% below ~a_—
e Water. ==

The voice for water consumers
Llais defnyddwyr dwr

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 rounding.

Overall satisfaction — water (satisfied, scoring 7-10) 21% 3% 59% -28%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 40% 0% 53% -13%
Overall value for money 23% 5% 50% -27%
Trust (a great deal/some trust) 25% 5% 51% -26%
Ceneral outlook (positive outlook) 21% 1% 47% -26%
Communication (fair/good communication) 37% 7% 40% -3%
Brand connection (someone I'd really like and have a lot in common with) 21% 7% 35% 4%
Brand momentum (salience) (on its way up/has a lot going for it) 17% 4% 29% -12%
Improves our rivers 10% 0% 29% -20%
Creates a greener future 13% 0% 32% -18%
Spends community members' money wisely 13% 6% 28% -15%
Contributes to our communities 21% 2% 38% -16%
Base Size: 52
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Barometer: executive summa ry Southern & N
Overview of key findings Water. == o W @
Satisfaction — water service Value for money satisfaction Trust
31% 23% 25%

59% total community average

Positively...

* Reliable service and improved communication drive
satisfaction: Satisfied members value a consistent, issue-
free water supply, with some also recognising recent
improvements in communication and customer
engagement.

But...

« Company reputation weakens trust: Negative media
coverage around sewage spills and company investment
contributes to lower trust.

+ Affordability and environmental performance drive
dissatisfaction: Rising bills and a perceived lack of
investment fuel frustration, while sewage pollution creates
a sense that the company has failed to protect waterways.

Accountability call out: An ad-hoc Accountability Session has been scheduled for the

50% total community average

51% total community average

Why have you given this overall
satisfaction score?

‘In our area Southern Water
have been very visible recently
and see to be more proactive

when leaks occur.”

‘Service is improving and more
attention to the environment and
much better communication ... and
honesty from leadership.”

8/10 satisfaction score 7/10 satisfaction score

‘I feel they should be taking care of
our rivers, seas and precious water
resource much better than they do.”

“My bill has gone up from £90 a
month to £145.”

7

5/10 satisfaction score
2/10 satisfaction score

Base Size: 52

Southern Water community on Tuesday 25t August due to low satisfaction scores.
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The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction is at 31%. Value for money satisfaction remains largely unchanged at 23%. Trust has also
remained steady this month at 25%. All metrics are slightly higher than November but remain considerably

below the overall community average.

Total % satisfied - water
58% 58% 56% 57% oo, 99% 9% 59%

%

27% 30% 579 28% 3% 299% 31%

o)
23% 18%

=@=Total =0-Southern Water

3% Lo, 39% 45% 33% 48% 250, 35%

Nov 25 Dec 25 Jan 26 Feb 26 Mar26 Apr26 May26 Jun26 Jul 26

37%

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

% Neutral (Score 4-6)

Total % satisfied — value for money

% 50%
46% 453 45% 46% s 48% 49% =

40% w

189 20% 21% 23% 22% 21% oo 22% 23%
(]

=@=—"Total =0 Southern Water

35%
3% P oy 3% 4% 4% 4d0 ||

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % trust

489 3% 459, 52% 54% 4q9, 3% 509 51%

30% o
20% 21% 28% 2004 23% 25% 249% 25%

=@="Total =@=Southern Water

14% l I I I

14% 1895 16%  17%

I e 5% 5o 22%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun 26 Jul 26

m % Trust % Neutral m % Distrust

Base Size: 52



Spotlight: executive summary

Southern 7 ] 4
Overview of key findings Water. ==

The voice for water consumers

Spotlight: Drought

Concern about water shortages is high and increases when thinking longer term.
36% are concerned about water shortages this summer and 49% are concerned
about water shortages over the next 15 years. 31% trust their provider to protect
water supplies during very hot weather.

89% think it's acceptable to ask customers to make small voluntary changes to
water usage during extreme heat. 86% expect water companies to show what they
and large water users are doing first before asking households to change their
usage.

Cleaning outdoor areas is the main activity people think should be reduced during
a drought or water shortage risk at 64%, followed by washing cars or bikes and
watering lawns, both at 62%.

94% say they would make changes to their water usage during extreme heat and
91% say they would reduce non-essential use during drought. 93% say they would
pbe more likely to act when the local risk is commmunicated clearly, whilst 89% say
they would be more likely to act on water restrictions when their water provider
shows they were also doing their part.

51% trust their water provider to communicate honestly during periods of extreme
heat and drought, while 47% trust their provider to manage resources fairly during
periods of high water demand.

31% of community members state they have had no commmunication from their
water provider this year regarding saving water, compared to 61% at total
community level.

Llais defnyddwyr dwr

“‘Cive warnings about
expected shortages, not just
react when there is a
shortage.”

“‘Be seen to be doing water
reduction themselves as
there have been too many
leaks and disruption over
the past year especially with
sewage leaks into our seas.”

Base Size: 45
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Southern Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr
Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term, with 36%
worried about water shortage this summer to 49% worried about shortages over the next 15 years. Community
members were also asked about their trust in their provider to ensure supply isn't impacted by periods of very hot
weather. 31% agreed that they trusted their provider and 40% disagreed.

How worried, if at all, are :
you about water shortages How worried, if at all, are you about water shortages due | trust my water provider to
occurring in your area this to drought in your area over the next.. : elngure My water su_pply
summer due to drought? isn't impacted by periods of
very hot weather
- = e

47% 42% 33%

. 5years 10 years 15 years
% Somewhat worried Y Y Y m % Disagree % Neutral m% Agree
m % Worried m % Not worried Somewhat worried m % Worried

51%

m % Not worried

Base Size: 45
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Southern Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

62% felt people should be able to use water as normal during drought unless official restrictions are introduced. 89%
said small voluntary changes during extreme heat were acceptable, while 86% said water companies and large users
should show how they are reducing water usage before asking households to change. 87% said they would be more
willing to reduce use if they understood the local water situation. Cleaning windows, driveways, patios or outdoor areas
(64%), washing cars or bikes (62%) and watering the lawn (62%) were seen as the most important activities to reduce or

stop.

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

Cleaning windows, driveways, patios or outdoor 649%
(0]
areas
11% Washing a car or bike 62%
i 7% 90/ - [
6% 2% Watering the lawn 62%
It is reasonable to ask people to I would be more willing to Water companies should show  People should be able to use

make small voluntary changes reduce water use if | understood what they and large water users water as normal unless there is

during extreme heat weather  the local water situation clearly are doing before asking an official restriction Flushing the toilet after every use 539%
households to change behaviour
m % Agree % Neutral m % Disagree

Using the washing machine less often 51%

Base Size: 45
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Southern Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

Community members showed a strong willingness to adapt their water use during periods of pressure. Almost all
would make changes during extreme heat (94%) or reduce non-essential use during drought (91%). Willingness was
also high when local risks were clearly explained (93%) and when water companies (89%), large businesses and high-
use households (89%) were seen to be doing their part. However, trust was more mixed, with 51% trusting their provider
to communicate honestly and 47% trusting their water company to manage resources fairly.

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

13%
27%

27%

(7 7% 7% 7% 7%
I am willing to make | am more likely to act if | am willing to reduce | am more likely to act ifl am more likely to act if It feels fair to ask It feels fair to ask I trust my water | would need stronger | trust my water
small changes to how | | understand the local non-essential water use | know my water large water users such ~ households to save households to save provider to evidence before provider to manage
use water during risk clearly during drought company is also doing as large businesses or water during extreme water before communicate honestly changing how | use  water resources fairly
extreme heat weather its part households with pools heat weather restrictions become  about water shortages water during periods of high
and hot tubs are also necessary or drought water demand

being asked to reduce
or move their use

m % Agree % Neutral B % Disagree

Base Size: 45
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Thames Water

Community population
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The voice for water consumers

Thames Water community members: 52

INnclusivity

Ethnic Minority -9
ckoround | e

Rural
Representation

Accessibility Needs

Financially -5
Vulnerable _17

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

| |

7
N 16

I 0
I 13

@B
B 12

Qi
B ©

Female

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 £20k-£40k sample.

. 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

. minimum sample
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KEY:

&Ba rometer dashboard summary

% difference -10% below
average

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 46% 7% 59% -12%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 54% 4% 53% 0%
Overall value for money 48% 13% 50% -2%
Trust (a great deal/some trust) 37% -9% 51% -14%
Ceneral outlook (positive outlook) 37% 6% 47% -10%
Communication (fair/good communication) 23% -10% 40% -17%
Brand connection (someone I'd really like and have a lot in common with) 17% -4% 35% -18%
Brand momentum (salience) (on its way up/has a lot going for it) 12% 5% 29% -17%
Improves our rivers 23% -2% 29% -6%
Creates a greener future 25% 6% 32% -7%
Spends community members' money wisely 17% -4% 28% -11%
Contributes to our communities 27% 6% 38% -11%

Base Size: 52

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 rounding.



Barometer: executive summa ry

Overview of key findings
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7 Ny

The voice for water consumers
Llais defnyddwyr dwr

Satisfaction — water service

46%

59% total community average

Positively...

+ Dependable delivery and positive customer service
interactions lead satisfaction: Those satisfied express a
stable service without disruptions. Some praise for helpful
customer service, including prompt issue resolutions and

good assistance for vulnerable customers.

But...

* Environmental performance and company reputation
weaken trust: Sewage spills, repeat leaks and negative
media coverage around ageing infrastructure, pollution and
underinvestment lower trust.

« Affordability and value for money are key concerns: Rising
bills, limited visible service improvements and perceptions
of profits over investment contribute to concerns about
value for money.

Value for money satisfaction

48%

50% total community average

Trust

37%

51% total community average

Why have you given this overall
satisfaction score?

“‘I'am happy on a personal
level with my service, aware of
wider issues.”

10/10 satisfaction score

“Poor financial management
and ongoing pollution issues.”

4/10 satisfaction score

“Thames Water have looked after me as
a vulnerable customer. They have given
me a discount with my bills and have
me on their priority list.”

8/10 satisfaction score

“The price has doubled, the water
pressure is below standard, and the
bonuses paid to
executive/management are
unacceptable and not commensurate
with the service provided.”

0/10 satisfaction score

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

) : : .. Base Size: 52
discussion across the surveys, community and CCW's external insights.
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The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction has decreased slightly to 46% (-8% since June). Value for money satisfaction has increased
slightly to 48% (+10% since June), its highest recorded level so far. Trust is at 37%, 14 points below the overall

community average.

Total % satisfied - water
60%
. 58% 58% 56% 57% c5cos 59% ° 59%
(0]

(0)
0% C1% 490 >

0
4% 4" o 2
=@=T0tal =@=Thames Water

33%

46%

(o)
B 30% 40% 0% 100 300 g 8%

Nov 25 Dec 25 Jan 26 Feb 26 Mar26 Apr26 May 26 Jun 26 Jul 26

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

% Not Satisfied (Score 0-3)

Total % satisfied - value for money

35% 35%
=@=T0tal =@=Thames Water

35% 27% 250, 27%  38% 45%  40%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

33%

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

% Not satisfied (Score 0-3)

Total % trust
g9 23% 4gon 52% 24% Lq0, 53% 509 51%

46% s
40% 38% - ooy 42% 2
3304 90% 36% 35% 37%

=@=T0tal =@==Thames Water

- 19%  24% 27% 290% 26% 3% 5305 27%
(o]

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26Jun 26 Jul 26

m 9% Trust % Neutral H % Distrust

Base Size: 52
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4 v y

The voice for water consumers

Spotlight: Drought

Concern about future water shortages increase when thinking longer term. 21%
are concerned about water shortages this summer. 35% are concerned about
water shortages over the next 10 years and 33% over the next 15 years. 42% trust
their provider to maintain water supplies during very hot weather.

79% think it's acceptable to ask customers to make small voluntary changes to
usage during extreme heat. 76% would be more willing to reduce their water use
if the local water situation was explained clearly, while 72% think water
companies should show what they and large users are doing first before asking
households to change their usage.

Cleaning outdoor areas is the leading activity people think should be reduced
during a drought or water shortage risk at 63%, followed by washing cars or bikes
at 60% and watering lawns at 56%.

84% say they would reduce non-essential use during drought and 79% say they
would make small changes during extreme heat. 82% say they would be more
likely to act when the local risk is clearly explained.

45% trust their provider to communicate honestly during periods of extreme
heat weather or drought, whilst 32% trust their provider to manage resources
fairly during periods of high water demand.

74% of community members state they have had no communication from their
water provider this year regarding saving water, compared to 61% at a total
community level.

Llais defnyddwyr dwr

“‘Explain the dangers of
wasting water and its
repercussions on the local
community. The need to
invest in more reservoirs
with the huge increase in
UK population the past 25
years.”

‘Water companies must
communicate early with
transparent, localized data,
while proving they are
holding large commercial
users accountable and
aggressively fixing their own
visible leaks first.”

Base Size: 43
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Thames Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked about their level of concern around water shortages caused by drought, both this
summer and over the longer term. Concern about future water shortages increase when thinking longer term, with
21% worried about shortages this summer, increasing to 33% over the next 5 years and 35% over the next 10 years. Views
on their provider were more mixed, with 42% trusting their water provider to maintain supplies during periods of very
hot weather, while 23% disagreed.

How worried, if at all, are
you about water shortages How worried, if at all, are you about water shortages due
occurring in your area this to droughtin your area over the next..

summer due to drought?

53% 53% 51%

| trust my water provider to
ensure my water supply
isn't impacted by periods of
very hot weather

47%

m % Not worried
% Somewhat worried
m % Worried m % Not worried Somewhat worried 9% Worried

5years 10 years 15 years )
B % Disagree = % Neutral m% Agree

Base Size: 43
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Thames Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

Just over half (52%) felt people should be able to use water as normal during drought unless official restrictions are
introduced, while 79% said small voluntary changes during extreme heat were reasonable. 72% said water companies
and other large users should show how they are reducing consumption before asking households to change. When
asked which activities should be reduced or stopped during periods of pressure, 63% selected cleaning windows or
outdoor spaces, 60% washing a car or bike and 56% watering the lawn.

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under

pressure?

Cleaning windows, driveways, patios or outdoor 63%
(0]
areas
18%
Washing a car or bike 60%
% 4% Watering the lawn 56%
It is reasonable to ask people to I would be more willing to Water companies should show  People should be able to use

make small voluntary changes reduce water use if | understood what they and large water users water as normal unless there is T . -

during extreme heat weather  the local water situation clearly are doing before asking an official restriction FI||Iﬁg ortopping up a paddllng DOO|, hot tub or 51%

households to change behaviour swim ming pool

m % Agree % Neutral m % Disagree
Using the washing machine less often 47%

Base Size: 43
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Thames Water: Spotlight findings
Drought

The voice for water consumers
Llais defnyddwyr dwr

Community members seem broadly willing to change their water use, with 79% saying they would be prepared to
make small changes during extreme heat and 84% to reduce non-essential use during drought. People also said they
would be more likely to act if local risks were clearly explained (82%) and large water users reduced or shifted

consumption (79%). Trust was lower, with 45% saying they trust providers to communicate honestly and 32% to
mManage resources fairly.

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

42%
30% 33%

9% 12% 14% 12% 21% 19% 2% - - -
A T B Ca% % %

Iam willing to reduce | am more likely to act if am willing to make |am more likely to act ifl am more likely to act if

It feels fair to ask It feels fair to ask I would need stronger | trust my water | trust my water
non-essential water use | understand the local small changes to how | large water users such I know my water households to save households to save evidence before provider to provider to manage

during drought risk clearly use water during as large businesses or company is also doing water during extreme water before changing how | use communicate honestly water resources fairly
extreme heat weather households with pools its part heat weather restrictions become water about water shortages during periods of high

and hot tubs are also necessary or drought water demand

being asked to reduce
or move their use
m % Agree % Neutral

B % Disagree

Base Size: 43
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The voice for water consumers
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United Utilities o Unite
Community population Utilities

The voice for water consumers
Llais defnyddwyr dwr

United Utilities community members: 55

Age
INnclusivity Household
income Age 75+ = :
Ethnic Minority - 9
Background - 10 Prefer not to Gender Age 65 to 74 B -
say M3 7 I
- 7 I
16 I
) B © Age 45 to 54 B -
- |- £40K-£60K ————
Accessibility Needs _ B 2
22
_15 Age 35 1o 44 . ©
£20K-E40K Male Female I—
Financially - S B -
Vulnerable _ 16 Age 25 to 34
. 7
Under £20k ____JE
Note: Financial vulnerability is derived from income under - T
20k, receipt of any benefit and/or in receipt of a discounted Ace 18 to 24 - 3
water bill. 9 | Wi

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 £20k-£40k sample and 18-24-year sample. . current sample . minimum sample
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KEY:

% difference +10% above Un"ted
average egege

% difference -10% below Utilities
average

The voice for water consumers
Llais defnyddwyr dwr

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 rounding.

Overall satisfaction — water (satisfied, scoring 7-10) 64% 10% 59% 5%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 67% 15% 53% 14%
Overall value for money 53% 23% 50% 3%
Trust (a great deal/some trust) 67% 25% 51% 17%
Ceneral outlook (positive outlook) 65% 10% 47% 19%
Communication (fair/good communication) 40% 2% 40% 0%
Brand connection (someone I'd really like and have a lot in common with) 38% 20% 35% 3%
Brand momentum (salience) (on its way up/has a lot going for it) 42% 20% 29% 13%
Improves our rivers 36% 18% 29% 7%
Creates a greener future 29% 11% 32% -2%
Spends community members' money wisely 22% 9% 28% -7%
Contributes to our communities 44% 7% 38% 6%
Base Size: 55
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Barometer: executive summary Ynited o AN
Overview of key findings - W W
Satisfaction — water service Value for money satisfaction Trust
64% 53% 67%

59% total community average

Positively...
« Responsive service and reliable supply drive

satisfaction: Satisfaction comes from a reliable
water supply and good water pressure and quality.
Some note prompt issue resolutions and regular
communications.

But...

« Environmental performance weaken trust: Sewage
pollution continues to undermine confidence in the
company's performance.

Affordability and billing issues drive dissatisfaction:
Rising bills and poor customer service around
billing and water meter enquiries contribute to
negative perceptions.

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

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

50% total community average

51% total community average

Why have you given this overall
satisfaction score?

“Effective and efficient,
seems to be much
transparent than other
water companies.”

‘I'am happy with the services however
I am not very aware of what United
utilities are doing as a company for

the community/
customers/environment.”

9/10 satisfaction score

7/10 satisfaction score
“Had issues with getting a

water meter installed and |
felt the customer service was
rubbish it felt like no one
knew what was going on”

“Too much, high bill.”

0/10 satisfaction score

5/10 satisfaction score

Base Size: 55
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The voice for water consumers

Llais defnyddwyr dwr

64% of community members are satisfied overall, a 10-point increase from November. Value for money
satisfaction is at 53%, up 23-points from November. Trust continues to grow, now at 67% — up 24-points from
November. Trust is the highest since the communities began and 16 points above the July community

average.

Total % satisfied - water
66% 66% 64%

[0)
O%° 58% 59% <, 58%

54%

5 58% 56% 55% 55%
(6]

=@=Total =@=United Utilities

41% 26% 32% 33% 3B% 35% S0, ogy 27%
a% 1% 9% 7% 8% ew 9% &% 9%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

509 00% 599

Total % satisfied - value for money
54% 53%

46% 45% 46% 46% 4u9, YO
40% .

499% 50%

43% 7%
(0]

O,
34% 3g% 0%

30% . .
=@®=T0tal =0=—United Utilities

=2 51% 40% 429

43% 44% 38% 8% 27%

Nov 25 Dec25 Jan26 Feb?26 Mar26 Apr26 May?26 Jun26 Jul26

% Satisfied (Score 7-10)
B % Not satisfied (Score 0-3)

% Neutral (Score 4-6)

Total % trust 67%
62%

59% 9
53% 54% 2% 594 oL

48%

53%

53% 49% 50% 51%

489 52% 54%

43%
=@=Total =@=United Utilities

37%
26% 36% = 28% 33% 23%
32%  20%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

m % Trust % Neutral % Distrust

Base Size: 55
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United
Utilities ¥ S

The voice for water consumers

Spotlight: Drought

Concern about future water shortages increase when thinking longer term. 18%
are concerned about water shortages this summer, rising to 36% who are
concerned about water shortages over the next 15 years. 44% trust their provider
to maintain supplies during very hot weather, while 29% disagree.

86% think water companies should show what they and large water users are
doing to change their own water usage before asking households to change
theirs, while 82% think it's acceptable to ask people to make small voluntary
changes to usage during extreme heat.

Cleaning outdoor areas is the main activity people think should be reduced
during a drought or water shortage risk at 56%, followed by washing cars or
bikes and watering lawns, both at 51%.

85% say they would make small changes during extreme heat and 80% say they
would reduce non-essential use during drought; 80% say they would be more
likely to act if they understood the local risk clearly.

©67% trust their provider to communicate honestly about water shortages and
drought, whilst 62% trust their provider to manage resources fairly during times
of high water demand. 47% say they would need stronger evidence before they
change how they use water.

71% of community members state they have had no communication from their
water provider this year regarding saving water, compared to 61% at a total
community level.

Llais defnyddwyr dwr

‘Communicate with all their
customers about what
might happen if these

conditions continue,
explaining why and what
exactly they are doing to
mitigate it. Keep up a
dialogue.”

“‘Advance notice of when a
drought happens and when
restrictions are going to
happen.”

Base Size: 45
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United Utilities: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr
Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term, with 18%
worried about water shortages this summer, rising to 36% worried about shortages over the next 15 years. Community
members were also asked about their trust in their provider to ensure supply isn't impacted by periods of very hot
weather. 44% agreed that they trusted their provider, while 29% disagreed.

How worried, if at all, are :
you about water shortages How worried, if at all, are you about water shortages due | trust my water provider to
occurring in your area this to drought in your area over the next.. : elngure My water su_pply
summer due to drought? isn't impacted by periods of
very hot weather
42% 40%

51%
42%

m % Not worried 5years 10 years 15 years .
B % Disagree = % Neutral m% Agree

% Somewhat worried
m 9% Worried m % Not worried Somewhat worried 9% Worried

Base Size: 45
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United Utilities: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

62% felt people should be able to use water as normal during drought unless official restrictions are in place, while 75%
said they would be more willing to reduce use if they clearly understood the water situation. 82% agreed it was
acceptable to ask for small voluntary changes during extreme heat, but 86% said water companies should first show
what they and large users are doing to cut use. The activities most often seen as important to reduce or stop were
cleaning windows or outdoor spaces (56%), washing a car or bike (51%) and watering the lawn (51%).

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

Cleaning windows, driveways, patios or outdoor c6o
(0]
areas
20% Washing a car or bike 51%
- -
(o) o
121/5’ 9% Watering the lawn 51%
Water companies should show It is reasonable to ask people to I would be more willing to People should be able to use
what they and large water users make small voluntary changes reduce water use if | understood water as normal unless there is
are doing before asking during extreme heat weather  the local water situation clearly an official restriction Ta king baths 499,
households to change behaviour
m% Agree - ‘ ;
% Neutral Filling or topping up a paddling pool, hot tub or o
m % Disagree ; ; | 47%
swimming poo

Base Size: 45
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United Utilities: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

Community members seem broadly willing to change their water use, with 85% saying they would be prepared to
make small changes during extreme heat and 80% to reduce non-essential use during drought. Willingness was

stronger when water companies (78%) and large users (76%) were also taking action. Trust was lower, with 67% trusting
providers to communicate honestly and 62% to manage resources fairly.

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

27%
18%
16%
0, 0,
4% 6% VR 4% 4%
lam W|Il|ng tomake Iam W|Il|ng toreduce |am more likely to act if It feels fair to ask It feels fair to ask Iam more likely to act ifl am more likely to act if I trust my water | trust my water | would need stronger
small changes to how | non-essential water use | understand the local households to save households to save I know my water large water users such provider to provider to manage evidence before
use water during during drought risk clearly water during extreme water before company is also doing as large businesses or communicate honestly water resources fairly ~ changing how | use
extreme heat weather heat weather restrictions become its part households with pools about water shortages during periods of high water
necessary and hot tubs are also or drought water demand

being asked to reduce
or move their use

m % Agree % Neutral B % Disagree

Base Size: 45
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The voice for water consumers
Llais defnyddwyr dwr

Water Voice
Barometer and Spotlight Repo

Wessex Water
July 2026

Delivered by Taylor McKenzie Research

ccw.org.uk
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Wessex Water A W
Community population ""esse’ir‘{"&toﬁ!

The voice for water consumers
Llais defnyddwyr dwr

Wessex Water community members: 50

Age
Inclusivity Household
income rge 75 IH 3
3
Ethnic Minority - 9 . d
Background Prefer not to Gender
- 7 say | IS Age 65to 74 . ©
32 BN 10
7 7 23 23
Rural ] £60k plus Age55tocs MM S
Representation _ 1 N 2 18 B
B © I -
i Age 45 to 54
I EAOK-ECOK e 1 sl — [
Accessibility Needs
- s — —
£20Kk-£40K 15 Male Female Age 3510 44 e
I 15
Financially . S —
Vulnerable Age 25 to 34
B - Undier £20 I 12 9 —F
Note: Financial vulnerability is derived from income under S
20k, receipt of any benefit and/or in receipt of a discounted - 3
water bill. Age 18 to 24 m>

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

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

. minimum sample
prioritising boosting our male and ethnic minority sample. We are also working to boost our 18-24-year-old sample.
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&Barometer dashboard summary = W

The voice for water consumers
Llais defnyddwyr dwr

below average

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 rounding.

Overall satisfaction — water (satisfied, scoring 7-10) 52% 6% 59% -7%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 48% -6% 53% -5%
Overall value for money 40% 0% 50% -10%
Trust (a great deal/some trust) 42% -2% 51% -9%
GCeneral outlook (positive outlook) 38% -6% 47% -9%
Communication (fair/good communication) 232% -7% 40% -8%
Brand connection (someone I'd really like and have a lot in common with) 22% -3% 35% -13%
Brand momentum (salience) (on its way up/has a lot going for it) 18% 10% 29% -11%
Improves our rivers 12% -5% 29% -17%
Creates a greener future 22% 3% 32% -10%
Spends community members' money wisely 18% 6% 28% -10%
Contributes to our communities 38% 15% 38% 0%
Base Size: 50
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Barometer: executive summa ry

7 . A
, o Wessex Water ..
Overview of key findings vTLorovp B & 8 5 - -
Liais defryddwyr dir
Satisfaction — water service Value for money satisfaction Trust
52% 40% 42%
59% total community average 50% total community average 51% total community average
Why have you given this overall
Positively.. satisfaction score?

« Satisfaction is service-led: Many are satisfied with a ‘I would give them a 10 in service
consistent, good-quality water supply, with positive p , '
customer service experiences also contributing to we ha\/e. never had a ) water QUOW qno’ other customer
catisfaction for some. problem with our supply. facing interactions, but ... reports of

. . environmental pollution are still
But... 10/10 satisfaction scores prevalent in the media.”

« Company transparency undermines trust: Despite . :
acceptable household service for most, limited information o 7/10 satisfaction scores
about future plans and investment creates wider mistrust. ‘Children from the area

being hospitalised after river

« Pollution and financial accountability drive dissatisfaction: swimming. Sewage making
Sewage pollution raises concerns about environmental its way to rivers.”
performance, while rising bills contribute to perceptions
that profits are being prioritised over infrastructure
investment.

“Recently found out how many
billions of pounds were paid to
investors in the past when it should
have been spent on repairing and
replacing failing infrastructure.

4/10 satisfaction scores

0/10 satisfaction scores

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

) : : .. Base Size: 50
discussion across the surveys, community and CCW's external insights.
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The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction has decreased slightly to 52% (down 9 points from last wave). Value for money satisfaction
has also decreased slightly since last month to 40% (-11 points), matching November levels. Similarly, trust has
decreased slightly to 42%, down 7 points since last month and at its lowest since recording started.

Total % satisfied - water
61% 61% o 60% 62%

(0]

61%

529%
3%

61% 59%

60%
52%

58% 9
5% 56% se9% 5505 00

0
46% =@=T0tal =@=\Nessex Water

B 31% 36%

3% 3% 359 29% 329 3594

Nov 25 Dec25 Jan26 Feb26 Mar26 Apr26 May26 Jun26 Jul26

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

H % Not Satisfied (Score 0-3)

Total % satisfied - value for money

40%  45%

40%

46%

449

37%
=@®=T0tal =0=—\Wessex Water
46% 4% . 289  44% e
37%

35% 32%

Nov 25 Dec?25 Jan26 Feb26 Mar26 Apr26 May26 Jun26 Jul 26

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

m % Not satisfied (Score 0-3)

Total % trust

54%
° 49%

499, 22%

=@=ToOtal =@=\Nessex Water

30%

9 I
. 18% 29% 27%
26%

37%  33%

27%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

m 9% Trust % Neutral H % Distrust

Base Size: 50
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Spotlight: executive summary d AN

. . Wessex Water ...
Overview of key findings vTLcroup B & 8 5

The voice for water consumers

Llais defnyddwyr dwr

“Water companies need to

Q Spotlight: Drought

+ Concern about future water shortages increase when thinking longer term. 7% approach households who
are concerned about water shortages this summer and 41% are concerned ignore restrictions. It's hard
about water shortages over the next 15 years. Only 34% trust their provider to when neighbours continue
maintain supplies during very hot weather, while 27% disagree. to use garden sprinklers

« 95% think it's acceptable to ask customers to make small voluntary changes to during a hose pipe ban. It
usage during extreme heat, 91% say they would be more willing to reduce makes it seem very unfair to
usage with a clear explanation of the local water situation and 90% think water those who make the effort.”

companies should show what they and large water users are doing before

asking households to reduce their water usage. “Why do water companies wait

* Washing cars or bikes is the main activity people think should be reduced for the inevitable? We are
during a drought or water shortage risk at 78%, followed by cleaning outdoor getting higher temperatures
areas at 66%. each summer. They wait until

« Willingness to change water usage is exceptionally high: 98% say they would we are already in the middle of
make changes to how they use water during extreme heat, while 95% say they our second heatwave this year
would reduce non-essential use during drought. 95% say they would be more to send out messages about
likely to act during water restrictions when the local risk is clear or the saving water...they should be
company is doing its part. sending out messages as early

« 57% trust their provider to communicate honestly during extreme heat or s m/d—'S/orf/)ng abgué/sa\/mg
drought, whilst 51% trust their provider to manage resources fairly during water, In the probably case

periods of high water demands. that hotte( weather is
: o imminent.”
* 46% of community members state they have had no communication from

their water provider this year regarding saving water, compared to 61% at a
total community level. Base Size: 41
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Wessex Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr
Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term, with only
7% being worried about water shortages this summer compared with 41% worried about shortages over the next 15
years. Trust in the provider to maintain supply during periods of very hot weather was mixed, with 34% saying they

trusted their provider compared to 27% who disagreed.

How worried, if at all, are :
you about water shortages How worried, if at all, are you about water shortages due | trust my water provider to
occurring in your area this to drought in your area over the next.. : elngure My water su_pply
summer due to drought? isn't impacted by periods of
very hot weather
299, 34%

49%

) .
m% Not worried 5years 10 years 15 years ,
% Somewhat worried % Disagree " % Neutral m% Agree
m % Worried " % Not worried Somewhat worried % Worried

Base Size: 41
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Wessex Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

Almost everyone supported small voluntary changes during extreme heat (95%), while 90% expected water companies
and large users to reduce their consumption too. Clear information about local conditions would encourage 91% to cut
back, although views were more divided on using water normally until restrictions are introduced (54%). Washing cars

or bikes (78%) and cleaning outdoor areas (66%) were seen as the most important activities to reduce or stop.

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

. Washing a car or bike 78%

17% Cleaning windows, driveways, patios or outdoor 6%

(0]

areas

’ Watering the lawn 56%
It is reasonable to ask people to I would be more willing to Water compames should show People should be able to use
make small voluntary changes reduce water use if | understood what they and large water users water as normal unless there is

during extreme heat weather  the local water situation clearly are doing before asking an official restriction Ta king baths 56%

households to change behaviour

m % Agree % Neutral m % Disagree
Flushing the toilet after every use 41%

Base Size: 41



Wessex Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

98% of community members say they would be willing to change how they use water during extreme heat and 95%
say they would reduce non-essential use during drought. Clear information and visible action from water companies
were important, with 95% saying both would make them more likely to act. Trust was more mixed: 57% trusted

providers to communicate honestly and 51% to manage resources fairly. Views on needing stronger evidence were also
divided, with 48% agreeing and 27% disagreeing.

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

2%

24% 24%
29%
5% 5% 5%

lam willing to make I am willing to reduce | am more likely to act if | am more likely to act ifl am more I|kely to act if

It feels fair to ask It feels fair to ask I trust my water | trust my water | would need stronger
small changes to how | non-essential water use | understand the local | know my water large water users such ~ households to save households to save provider to provider to manage evidence before
use water during during drought risk clearly company is also doing as large businesses or water during extreme water before communicate honestly water resources fairly ~ changing how | use

extreme heat weather its part households with pools heat weather restrictions become  about water shortages during periods of high water

and hot tubs are also necessary or drought water demand

being asked to reduce

or move their use
m % Agree % Neutral

B % Disagree

Base Size: 41
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The voice for water consumers
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Water Voice
Barometer and Spotlight Repo

Yorkshire Water
July 2026

Delivered by Taylor McKenzie Research

ccw.org.uk
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Community population

YorkshireWater
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The voice for water consumers

Yorkshire Water community members: 44

INnclusivity

Ethnic Minority
Background

Rural
Representation

Accessibility Needs

Financially
Vulnerable

Household

iIncome

- E
Prefer not to
N - o

- 7 £60k plus
I

|
-

| B
- 13 Under £20k

£40k-£60k

£20k-£40k

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

water bill.

|

7
I 16

I 0
B 10

&
B 10

Q@
Bl 5

23 2 23 22

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

prioritising increasing this communities' numbers to meet minimum gender quotas.

. 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

6
I 6

____E
BN 6

I ©
I ©

I -
I s

I -
R 7

Hl
. 4

. minimum sample
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KEY:

&Ba rometer dashboard summary " s=——

% difference -10% below

average YOFkShirewater

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction — water (satisfied, scoring 7-10) 59% 15% 59% 1%
Overall satisfaction — sewerage (satisfied, scoring 7-10) 64% 13% 53% 10%
Overall value for money 55% 12% 50% 4%
Trust (a great deal/some trust) 50% 8% 51% -1%
Ceneral outlook (positive outlook) 45% -4% 47% -1%
Communication (fair/good communication) 34% -4% 40% -6%
Brand connection (someone I'd really like and have a lot in common with) 36% 14% 35% 1%
Brand momentum (salience) (on its way up/has a lot going for it) 25% 1% 29% -4%
Improves our rivers £41% 10% 29% 12%
Creates a greener future 43% 12% 32% 12%
Spends community members' money wisely 27% 7% 28% -1%
Contributes to our communities 43% 8% 38% 6%

Base Size: 44

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 rounding.
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Overview of key findings
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YorkshireWater

The voice for water consumers
Llais defnyddwyr dwr

Satisfaction — water service

59%

59% total community average

Positively...

+ Dependable delivery drives satisfaction: Many are satisfied by
a consistent, high-quality water supply with few issues.

But...

* Infrastructure and environmental performance weaken
trust: Leaks, hosepipe bans and concerns about
environmental impact leads to calls for greater investment
in infrastructure and clearer communication on
improvement plans.

+ Value for money and company priorities drive dissatisfaction:
Rising bills, limited visible improvement and concerns about
executive pay create frustration and a sense that customer
priorities are not being addressed.

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

Value for money satisfaction

55%

50% total community average

Trust

50%

51% total community average

Why have you given this overall
satisfaction score?

“I have never had an issue really
with water pressure, but when it
comes to like hose pipe bans, and
the cleaner rivers, it lets them
down.”

“Water's clean fresh, and I've
never had any problems.”

10/10 satisfaction score

. . 5/10 satisfaction score
“Bills are going up but what do

we see in return. No tangible
decrease in leaks, still lots of
sewage discharged, CEO still
getting bonus although it's
called something else.”

‘I see the dodgy CEO got another
£660,000 bonus despite insane standing
charges, a potential shortage of water
and more pollution in the rivers. Does No
one regulate Yorkshire Water.”

3/10 satisfaction score 0/10 satisfaction score

Base Size: 44

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

Llais defnyddwyr dwr

59% of community members are satisfied overall, matching the July community average and up 15 points
since November. Value for money satisfaction is at 55% and continues its upward trend since April. Trust is in

line with the community average at 50%. All metrics are above November.

Total % satisfied - water
5%

o)
58% 58% 56% 0o 9%

52%

44% —@—Total =@= Yorkshire Water
36% I

38% 30% 2% 550, 39% 34% 27% 25%

Nov 25 Dec25 Jan26 Feb26 Mar26 Apr26 May26 Jun26 Jul26

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

% Neutral (Score 4-6)

Total % satisfied - value for money

o)
S4% 499, 519% 519 227

4o 46% 47% 49%
[0)
46%45% 0% s 48% 49% SU%

40% 399,

=@=Total =@ Yorkshire Water

40%  Hp0  30% 33% 39% 34% 33% 20%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26

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

% Neutral (Score 4-6)

Total % trust
65%

=@=Total =@ Yorkshire Water

20% IIII

0% 26% 24% 20%

l 30%  2g9% 22% 8%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun 26 Jul 26

m % Trust % Neutral m % Distrust

Base Size: 44
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Overview of key findings
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YorkshireWater

The voice for water consumers
Llais defnyddwyr dwr

Spotlight: Drought

Concern about future water shortages increase when thinking longer term.
34% are concerned about water shortages this summer, 46% are concerned
about water shortages over the next 10 years and 39% over 15 years. 51% trust
their provider to maintain supplies during very hot weather, while 34%
disagree.

91% say they would be more willing to reduce water use during a drought or
water shortage risk if the local water situation was clearly explained. The same
proportion expect water companies to show what they and large water users
are doing first before asking customers to change their usage.

Washing cars or bikes is the leading activity people think should be reduced
during a drought or water shortage risk at 61%, followed by cleaning outdoor
areas at 59%.

95% say they would make changes to how they use water during extreme
heat, while 92% say they would reduce non-essential use during drought. 92%
say they would be more likely to act if they knew their water company was
also doing its part.

64% trust their provider to manage resources fairly during periods of high
water pressure and 58% trust their provider to communicate honestly during
extreme heat or drought.

73% of community members state they have had no communication from
their water provider this year regarding saving water, compared to 61% at a
total community level.

“Ensure the infrastructure is
tight & prepared so that
customers are not expected
to make changes or restrict
their water usage.”

‘Water companies should
communicate earlier, be
honest about the local
situation, and explain clearly
why they are asking people
to save water. They should
use simple language, show
what they are doing to
reduce leaks and improve
supplies, and make sure
everyone, including large
businesses, is doing their fair
share before asking
customers to change their
behaviour.”

161

Base Size: 41
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Yorkshire Water: Spotlight findings
Drought

The voice for water consumers
Llais defnyddwyr dwr

Community members were asked how worried they were about water shortages due to drought this summer and
over the next 5,10 and 15 years. Concern about future water shortages increase when thinking longer term. 34% said
they are worried about water shortages this summer, 44% in 5 years, 46% in 10 years and 39% in 15 years. Trust in the

provider to maintain supply during periods of very hot weather was mixed, with 51% agreeing they trusted their
provider and 34% disagreeing.

How worried, if at all, are

you about water shortages How worried, if at all, are you about water shortages due I'trust my vvatertprowolelr to
occurring in your area this to drought in your area over the next... ensure my water supply
summer due to drought?

isn't impacted by periods of
very hot weather

34% 27% 24%

32%

15 years )
% Disagree " % Neutral m% Agree
m % Not worried Somewhat worried 9% Worried

B 9% Not worried

% Somewhat worried Syears 10 years
m 9% Worried

Base Size: 41



Yorkshire Water: Spotlight findings

Drought

The voice for water consumers
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91% said they would be more willing to reduce their water use if the local water situation was clearly explained, while

the same proportion wanted water companies and large users to show what they were doing first. Although 83%
supported small voluntary changes during extreme heat, 64% felt normal water use should continue until official

restrictions were introduced. Washing cars or bikes (61%) and cleaning outdoor areas (59%) were seen as the main

activities to reduce.

How much do you agree or disagree with the following statements about water
use during a drought or during a period where your area's water supply is under
pressure?

Washing a car or bike

Cleaning windows, driveways, patios or outdoor
7% areas

A 2% Filling or topping up a paddling pool, hot tub or
z70 ° swimming pool
I would be more willing to Water companies should show Itis reasonable to ask people to People should be able to use
reduce water use if | understood what they and large water users make small voluntary changes water as normal unless there is
the local water situation clearly are doing before asking during extreme heat weather an official restriction Watering the lawn
households to change behaviour
m % Agree % Neutral m % Disagree

Taking baths

163

61%

59%

44%

37%

37%

Base Size: 41



164

Yorkshire Water: Spotlight findings

Drought
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Community members seem highly open to conserving water, with 95% saying they would be willing to make small
changes during extreme heat and 92% saying they would be prepared to reduce non-essential use during drought.
92% said they would be more likely to act if water companies were also seen to be doing their part and 90% supported

saving water before restrictions became necessary. Trust was lower, with 64% agreeing they would trust their provider
to manage resources fairly and 58% trusted their provider to communicate honestly.

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

9 22%
20% 20%
10% 1%
0 5% °
5% - 7% e o B% Cos% 7%
I am willing to make | am willing to reduce | am more likely to act if | am more likely to act if It feels fair to ask I'am more likely to act if It feels fair to ask I trust my water | would need stronger | trust my water
small changes to how | non-essential water use | know my water | understand the local households to save  large water userssuch  households to save provider to manage evidence before provider to
use water during during drought company is also doing risk clearly water before as large businesses or  water during extreme  water resources fairly changing how | use communicate honestly
extreme heat weather its part restrictions become  households with pools heat weather during periods of high water about water shortages
necessary and hot tubs are also water demand or drought
being asked to reduce

or move their use

m % Agree % Neutral B % Disagree

Base Size: 41



23 Stephenson Street,
Birmingham, B2 4BH

ccw.org.uk
Follow us: @CCWVvoice

The voice for water consumers
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