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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 questions 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



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

In 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 o d
Voice
The voice for water consumers
Llais defnyddwyr dwr
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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Community feedback on progress Voice
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The traffic lights are being noticed and scrutinised.

Community members are actlvely rewewmg progress, recognising where companies are delivering and
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update.
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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
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Spotlight topic: extreme heat and drought Wﬁ)er Y &

Voice

The voice for water consumers

Llais defnyddwyr dwr

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

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

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

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

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

A 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 Household
income

Ethnic Minority Prefer not I 6%

20% to say

Background
48%
£60k plus [ 31%
Rural Representation _ 32%
g4ok-£60k [N ¢
Accessibility Needs _ 32%
£20k-£40k [ 25%
Male

Financially Vulnerable 26% Under £20k . 12%

Note: Inclusivity indicators are derived from multiple profile questions and are presented independently, therefore results

Female

Llais defnyddwyr dwr

Age 75+ [ 5%
Age6sto74 [N 14%

Ages5to 64 [N oo
Age 451054 [ 20%
Age35t0 44 [N 25%

Age25t034 [ 14%

Age18t0o24 [ 4%

do not sum to 100%.
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Water
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Overall satisfaction owater (satisfied, scoring7 -10) 52% ™y @g sy ®@F I I
Overall satisfaction ©sewerage (satisfied, scoring 7 -10) 51% ™NoY @ o s Nl @0 ¢ o oo
Overall value for money 40% ™ N g S Y @FTd T
Trust (a great deal/some trust) 48% ™CHY @ o o Ny @ F I
General outlook (positive outlook) 46% ®ey ®¢ ¢ ShY ®@F T IR T TS
Communication (fair/good communication) 34% ® v @c s DY ®@s s
Brand connection (someone I'd really like and have a lot in common with) 2504 Ne™Y @ o e Y@ daea
Brand momentum (salience) (on its way up/has a lot going for it) 20% L 49 @c s AN @FFIfagaa
Improvesourrivers 20% 0L 4 @< A ®@F T T T
Creates a greener future 25% Nef ¥ @< ey @5 TP F I
Spends community members' money wisely 18% IRAK Y SO Y @ T d g
Contributes to our communities 27% AR Y: S Y @FI

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.

Total Base Size: 787



Core themes X) N
iy inai ater
ommunity in .

C ty insights Voice @G
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

O O oo

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.

10
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Q Overall community: Spotlight findings

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 40%

worried about shortages over the next 15 years. Community members were also asked about their trust in their .
BK, 3" "Ken, ¢ " QuK eQuBB_ pe® Q" nne& "Bsn " efpeB K . " Qe L &3 Kp ®
28% 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:orowderl to
occurring in your area this to drought in your area over the next... . <eln§ure my water Supply
summer due to drought? isn't impacted by periods of

very hot weather

® 0 3904 33%

46%

% Not worried
% Somewhat worried 5 years 10 years 15 years

H % Worried % Not worried Somewhat worried % Worried

m % Disagree ' % Neutral =% Agree

Base Size: 665

Please note the smaller Spotlight base size, due to the shorter five day fieldwork period designed to capture lived experienc e during an extreme heat event. The Barometer base size is 787.
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The voice for water consumers
Llais defnyddwyr dwr

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?

15%

It is reasonable to ask people to Water companies should show | 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 9% Agree
% Neutral
m % Disagree

Please note the smaller Spotlight base size, due to the shorter five day fieldwork period designed to capture lived experienc

Washing a car or bike 75%

Cleaning windows, driveways, patios or outdoor 7204
areas

Watering the lawn 65%

Filling or topping up a paddling pool, hot tub or 59%

swimming pool

Taking baths 50%

Base Size: 665

e during an extreme heat event. The Barometer base size is 787.

12



Q0vera|| community: Spotlight findings

Llais defnyddwyr dwr
Community members showed a strong willingness to change how they use water during periods of pressure. N

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

The voice for water consumers

ine in

-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?

8% 9%

25%

11% 11% 13% 15%
—Q%—

lam W|II|ng to make
small changes to how |
use water during

20

I am more likely to act if
| know my water

lam W|II|ng to reduce

I am more likely to act if
non-essential water use

. 5%
I understand the local

| am more Ilkely to act if It feels fair to ask

% Neutral ® % Disagree

Please note the smaller Spotlight base size, due to the shorter five day fieldwork period designed to capture lived experienc

It feels fair to ask | trust my water

large water users such households to save households to save provider to
during drought risk clearly company is also doing as large businesses or  water before restrictions water during extreme communicate honestly
extreme heat weather its part households with pools become necessary heat weather about water shortages

and hot tubs are also or drought

being asked to reduce
or move their use
m % Agree

28%

24%

I trust my water
provider to manage
water resources fairly
during periods of high
water demand

| would need stronger
evidence before
changing how | use
water

Base Size: 665

e during an extreme heat event. The Barometer base size is 787

G Neo
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The voice for water consumers

Llais defnyddwyr dwr

Community members were shown a series of potential messages and asked how likely they thought they would be to
K" uvh e6sn KeuQs, K ~s+e06 QQs, ~Qen snesQ ' e L KeQB "' |
6snN Ke. sK'" """ Qe sK_pe ~ en "~ & _ K"~ I N@ %Nili e6° K en ~ @ . Qn e_

. heshn' | 7 Qa

*

*

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?

[

0,
23% 20% 20% 23%
17% 19% (78
% o 5% % B ™% 6% %
VTIQ " . o " QOébsn . ebs 30y Y QWK S s @ Q@ XS, '&K¥dK 3 NKesK e el Q0 e6snid Kke, ° e6sn VR ewQ™" KM®He y] K euh  BQ@®6sy, Kleu 85 ko en’
peak times can help can reduce the risk much more water groundwater levels hosepipes and .S K'Y Qe s Ksudh @ busieepses, ®  protect rivers, can help keep bills simple things you
protect water of restrictions later in  than usual because are lower than sprinklers duringthe K™ ' 7 @ K e_golficlui¢ ad” e  wildlife and the lower by reducing can do today to
pressure for n "~ eQu” " " Kex en " e "srKéx_ e " ep hodsteatioftteax n T e g7 ' "  sedigny, are #lse  environmentduring pressure on the ‘_ BaNX
everyone in your "shen n s” ®sn ®B Ns_ being asked@os . nNeb6 sn T KexXpQn' " &N
sK' s &N reduce or move their
LQ &N
% Likely % Neutral % 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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Affinity Water Affinity

Community population Water

The voice for water consumers

Llais defnyddwyr dwr

Affinity Water community members: 47

Inclusivity Household Age
income
3
. L Age 75+
Ethnic Minority - 4 Bref L . 9 a4
Background 12 refer not to - ’ K
- Say . 3 Age 65 to 74 _ Q
27 B 5
23 23
7 N 5
- I 20
Rural _ - £60K plus = B Age 55 to 64 I A
Representation - 11
- Age 4510 5 e 11
£40k-£60k
|1 e -
Accessibility Needs . AGE 3510 44 e
_ ™
£20k-£40k ] &
6 Male Female Age 25t0 34 N 6 9
T
Financially Under £20k N 2 Age 1810 24 HNE 3
Vulnerable 11 o6 g m1
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  -£60k.



& Barometer dashboard summary

KEY:

% difference +10% above

average
% difference
average

-10% below

Affinity

Water

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction owater (satisfied, scoring 7 -10) QA% @3 ¢ 6 3 -] @5 d|ddd ™y @c & N @3 J d
Overall value for money (satisfied, scoring 7 -10) ™Me N @5 F el @ qd I Y gqg el @5 3 I ¢
Trust (a great deal/some trust) ™No| @0 9 g e @5 I ¢ g ™MYHY @7 N I A o
General outlook (positive outlook) ™No| @ 5 g & NN @7 § 5T @®e @ QY @5 5 I ¢
Communication (fair/good communication) Ped @cdddcdode @ ddFdda® q @c QY @5 7 & §
Brand connection (someone I'd really like and have a lot in common with) ®Nol @5 0 gl d o d FH®I @57 Ne™M] @¢ sgde @5 ¢
Brand momentum (salience) (on its way up/has a lot going for it) NP @ g dlddd HOI @5 g4 @7 g 3™y @d d J ¢
Improves our rivers NeQY @6 ¢ o ¢ ¢ ¢ HP] @ o @ 49 @ sgoey @ ¥
Creates a greener future NoAs ) @ & o] & & ¢ FHPY @ & f ¢ ¢ & Nol J @& sdey @F 5 F ¢
Spends community members' money wisely N @ ¢ i o ddd Noi @ & ol & & & & ALY @¢ s & N @ I d
Contributes to our communities AN @ ¢ ] d Nol @c & o & & & NAEY @ & g 5MY @ & 7 §

This dashboard presents directional insight from a small, engaged panel and is intended to highlight
the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.

emerging themes to help shape

Base Size: 47

17
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Barometer: executive summary Affinity

) . 4 v/
Overview of key findings 4
The voice for water consumers
Llais defnyddwyr dwr
Satisfaction owater service Value for money satisfaction Trust
68% 57% 53%
59% total community average 50% total community average 51% total community average
i Q n 3 _p! Why have you given this overall
) ) satisfaction score?
A Satisfaction is driven by service consistency: Many praise
their reliable water supply and report no da -to -day issues. B . PR .
Some mention positivgpcﬁstomerpservice in%/eractions, / I get a consistent supply of This week a plumber from Affinity
proactive updates and practical support, like free leak advice. clean water at a reasonable Water fixed a toilet leak for free... This
price.” followed a visit by a guy to talk about
Bun! our water usage and offer advice.”
f ot 9/10 satisfaction score
A 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

Notifications not good.” Water] not letting us know it’s
closed, chaos.”

A Operational issues and poor issue resolution weaken trust:
Recurring and unresolved service issues, such as leaks, burst

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

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




él Affinity Water: Barometer findings
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The voice for water consumers

Llais defnyddwyr dwr

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 owater
71%

69% o 67% or. 10% 6894
65% 5706 64% 65%
59% 60% 590
o 58% 58% 56% 5504 0

—@—Total =@ Affinity Water

22% 20% 29% 22% =

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

30% 27% 9204 28%

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

% Neutral (Score 4-6)

Total % satisfied ©value for money

40% 48% 49% 50%

46% 45% 45% 46% 449

=@—Total ==@= Affinity Water

1%I III

0 37% 35y 26%
29% N 31% 20%

Nov 25 Dec?25 Jan26 Feb?26 Mar26 Apr26 May?26 Jun26 Jul 26

34%

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

% Neutral (Score 4-6)

Total % trust
57%

53% 5oy D4% 99% 5394 53%

48% 20%
53% 519 51%
47% 48% T g7g, A9% i

—@—Total =@ Affinity Water

33%

31% 379 40% 37% 36% 30%

32% 34%

Nov 25 Dec 25 Jan 26 Feb?26 Mar26 Apr26 May 26 Jun26 Jul 26

m % Trust % Neutral m % Distrust

Base Size: 47



Spotlight: executive summary

Overview of key findings
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The voice for water consumers

Q Spotlight: Drought

A 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.

A 87% expect companies and large users to demonstrate their own action first

Llais defnyddwyr dwr

‘Communicate earlier and
be transparent about local
water levels and what the
company is doing to reduce
leaks and improve supply.”

UK  ®es ® K. uU. ne Kebsn KeQ  Kns. eK Q &4 Y es B KrequgasELTR ninQ es

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.

A 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%.

A 84% say they are wil ling 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

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

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



Affinity 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 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
occurring in your area this
summer due to drought?

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

- 36% 30% 23%
0

® % Not worried 5 years 10 years 15 years

% Somewhat worried
% Worried % Not worried Somewhat worried % Worried

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

m % Disagree ' % Neutral =% Agree

Base Size: 44

21



Affinity Water: Spotlight findings

Drought
The voice for water consumers

Llais defnyddwyr dwr

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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Washing a car or bike

Using the washing machine less often

18%
_ Cleaning windows, driveways, patios or outdoor

1% 14%

9%
areas
Water companies should show It is reasonable to ask people to | would be more W|II|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
households to change behaviour

% Agree % Neutral ® % Disagree
Using the dishwasher less often

22

55%

52%

50%

39%

39%

Base Size: 44



Affinity Water: Spotlight findings

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
knowing their water company is

-essential use during drought. Clear local risk information (82%) and
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%
16% 18% 25%
0 9 14% 16%
9% 14% 14% ek 0
Cm e Come o ee e Wy
I am willing to make I am more likely to act if | am willing to reduce I 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 I would need stronger
small changes to how | | understand the local non-essential water use | know my water households to save large water users such 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 ® % Disagree

Base Size: 44
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Anglian Water love evexy) drop
Community population anglianwater o _
Linis detnydawyr i
Anglian Water community members: 47 Age
Inclusivity Household ;
income Age 75+ e
Ethnic Minority - 9 Prefer not Gender
Background o tosay [ 3 Age 65 to 74 = g
23 24 23 23
-
Rural - 7 £60k plus I s Age 5510 64 =
Representation _ 16 7
10
£40k-£60k = 11 Age 45t0 54 __6 8
Accessibility Needs
£20k-£40k _ 15 M Age 351044 _ 6
. 12 ale Female I o
Financially . 5 B 5
_ 12
Vulnerable - 13 Under £20k e Age 2510 34 D o
Note: Financial vulnerability is derived from income under - 3
20k, receipt of any benefit and/or in receipt of a discounted Age 18to 24
water bill. 2
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 s
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 nsK, nen, @ " QuK' 6" BeuBneoutK o6 "~ eK B_ sh' ' "  es”" pe K, B

We are also working to boost our 18  -24 years sample and those earning £40k -£60k.
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Barometer dashboard summary lo%e_ve@dm?o W
e @Nglianwater

% difference -10% O

below average The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction owater (satisfied, scoring 7 -10) Q! 1 @5 7§ 73 @] @F 7 d|d o d d™4 Y @5 F d|d ddd Noi @ & & o
Overall satisfaction ©sewerage (satisfied, scoring7 -10) ™MIMY @3 & § & & dTMY @ ¢ d|d ¢ ¢ d™MNeY @7 G G|ld ¢ 7 £ @7 & & 4
Overallvalueformoney NRs @ & ¢ & & o @ ¢ |l ¢ ¢ ¢™ N @d ¢ dld & d -0 J @7 & 4
Trust (a great deal/some trust) ™Ma N @7 7§ 5 dNo| @ G F|d d 7 dT™™MQpHY @F d d|ld ddd ey @5 d J d
General outlook (positive outlook) ™Ma N @9 7 ¢§ & & ] @ 7 dld ddd®Pe @5 Fd|ld ddd NN @5 ¢ &
Communication (fair/good communication) @ N @5 { LM @5 d|ld g i® J @7t %Y @ T
Brand connection (someone I'd really like and have a lot in common with) NV @0 & § & ¢ @ @ d|d ¢ ¢ ¢ NO™MY @7 & dfd ¢ ¢ ¢ Nol @7 & & df
Brand momentum (salience) (on its way up/has a lot going for it) NS ¥ @5 ¢ odd ol 1 @ c|ldododalbrdy @ d|dadadad %HY @5 d d
Improvesourrivers P % @7 s F 5 e @ 5 G| T T 4 @F F |5 F T T ALY @F T I d
Creates a greener future P QO @ § 5 @& @5 F | FF Nl | @ & Fld ¢ 70 -QF @ & & d
Spends community members' money wisely QN @7 §f o dd I @ d|ld g o clbA @ G dld o -Noi| @ & & d
Contributes to our communities NS @ & & & & dAb @ & d|d & & FNoALY @F & Gl ¢ ¢ ¢ %Y @ & & d
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 love evexy) dvop Vey /7,

Overview of key findings anghan avss = - -
Liais defryddwyr
Satisfaction owater 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

J. Q' n s _ p! satisfaction score?
A Satisfaction is driven by a problem  -free service: Many are y . .
happy with the uninterrupted water supply. Some mention Consistent supply of water. Been on rec/uceq’ pressure .due toa
good water quality and pressure and prompt issue Informs of changes. leak or because it's got a bit warm.
resolution. Anglian [Water] doesn't appear to
9/10 satisfaction score have made any provision for rising
Bun! temperatures and storing more
A Affordability and investment concerns undermine trust: water or preventing leakage.

Rising bills and doubts 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

A 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.
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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

steady since May. All metrics remain slightly above November levels.

Total % satisfied owater

5995 60% ©2%

61% 61%

58% 57% 297

49% 48%

—@—Total =®=Anglian Water

429
3% o 4% 3206 41% 38% 36% 340

10% 20 294 0% s 4% 4% 6% 4%
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 % satisfied ovalue for money

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

40%

35%

—@—Total =@ Anglian Water

34%

56% 530 510 5% gqe, 3% 6% o 51y

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

m 9% Satisfied (Score 7-10)
m % Not satisfied (Score 0-3)

% Neutral (Score 4-6)

-point reduction from last wave. Trust is at 57%, remaining fairly

Total % Trust
61%

56%
54% 53% 53%

- 549%
8% 48% 0 49%

=@—Total

32% 35% 37% 33% g0, SO0 30% 30% 320

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

=@=Anglian Water

% Trust % Neutral H % Distrust

Base Size: 47
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Spotlight: executive summary lov@?;ve@dfOPQ Ve /7,
Overview of key findings angllan o

The voice for water consumers

Llais defnyddwyr dwr

Spotlight: Drought

A 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. “Communicate before

A 88% support their provider asking people to make small voluntary changes to things get worse! Don't
their usage during extreme heat, while the same proportion expect water leave it to the last minute!”
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.

A 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%. Put out information so that all

o people can see it rather than

A 93% Say they would be willing to make small changes to how they use water emails to the bill payer or on
during extreme heat and 93% say they would reduce non -essential use during their website.”
drought '

A 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.

Base Size: 41
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Anglian 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 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 o
you about water shortages How worried, if at aII,.are you about water shortages due | trust my water provider 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
0 0
44% el 37% Eaid
¥ % Not worried 5 years 10 years 15 years
- ZZ \?\7 Or::?gzlhat worried = % Not worried Somewhat worried = % Worried m % Disagree % Neutral ®% Agree

Base Size: 41



Anglian Water: Spotlight findings

Drought
The voice for water consumers

Llais defnyddwyr dwr

66% 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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Washing a car or bike

Cleaning windows, driveways, patios or outdoor
15% areas

v 5% Watering the lawn

70

It is reasonable to ask people to Water companies should show | 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 Taking baths
households to change behaviour
% Agree % Neutral ® % Disagree

Using the washing machine less often

31

71%

71%

56%

56%

56%

Base Size: 41



Anglian Water: Spotlight findings

Drought

Community members showed a strong willingness to change their water use during periods of extreme heat and
-essential water use during a

drought. 93% said they would make small changes during extreme heat or reduce non

The voice for water consumers
Llais defnyddwyr dwr

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?

27%

() o 7% 12% 12% 12% L 1%
3% 3% o - o
| am willing to make I am willing to | am more likely to I am more likely to I am more likely to It feels fair to ask It feels fair to ask | trust my water
small changes to reduce non-essential act if | understand act if large water act if | know my households to save households to save provider to
how | use water water use during the local risk clearly ~ users such as large water company is water during water before communicate
during extreme heat drought businesses or also doing its part extreme heat restrictions become honestly about
weather households with weather necessary water shortages or
pools and hot tubs drought
are also being asked
to reduce or move
their use
% Agree % Neutral ® % Disagree

| trust my water
provider to manage

water resources
fairly during periods

32%

| would need
stronger evidence
before changing
how | use water

Base Size: 41

32



ceW

The voice for water consumers
Llais defnyddwyr dwr

Water Voice
Barometer and Spotlight Repo

Dwr Cymru
July 2026

Delivered by Taylor McKenzie Research

ccw.org.uk



Dt r Cymru

34

Dwr Cymru
Community population Welsh Water _
Lisis detnydcwyr i
UtKeJp” Kveh ~ 7" v~ np & f KQv e®Q
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 3
the survey in Welsh. Age 75+ ——
Inclusivity Household
Income Age 65 to 74 I © .
Ethnic Minority . 3 Gender
Background W Prefer not to B -
Age 5510 64
say B 5 23 23 23 23 0 W 6
Rural B - £60K plus Y Age 45 to 54 B 6
Representation [N s P I 10 7
B 0 Age 35 to 44 I
o |1 £40k-£60K I 13
Accessibility Needs B 1 I 9
I ©
Age 2510 34
_ 15 Male Female g - 4
£20k-£40k I 13
Financially - S K
vunerable [ 17 Age 181024 g 5
Under £20k ___R¥

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. We are currently monitoring the quotas which
QuK' 6" @©Tn. B euv Bn &-outKN.By @ur lowestKoughogd incdme taget idloever khanBthe
minimum sample, however when combined with community members who are on benefits, struggling to pay their bills or on a disco

water tariff the quota for financially vulnerable community members is met. We are also working to boost our £20k

minimum nsK_, "n en, &~

£60k sample and our 25 -34 years sample.

¢

. current sample .minimum sample

are close to the

unt ed
-£40k sample, £ 40k -
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Barometer dashboard summary s ciaoe A DWF Cymry

average Welsh Water

% difference -10% below
average The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction owater (satisfied, scoring 7 -10) ™M @F F § el 1 @5 d|ldddaM™My @fddldddad-L Y @dd d d
Overall satisfaction ©sewerage (satisfied, scoring7 -10) PQY @5 § 5 % @FF § FJFJF TN @ ¢ |0 ¢ ¢ o ALY @7 & & 4
Overallvalueformoney ™) \ @F & § & & SNl @ d|ld ¢ ¢ d ™ N @d g dld ddd L @F & &
Trust (a great deal/some trust) PQY @7 d § 55 ™ @5 T d|d ¢ d™MHY @ & F|ld ¢ g d-M] @¢ ¢ &
General outlook (positive outlook) PNl @9 7 § ¢ & N @F ¢ d F & ¢ JPe N @5 & d|ld ¢ ¢ & -Nol @4 & & d
Communication (fair/good communication) LN @FdF dd QY @ ddd d® J @ccal|lradadd-pA @ & o
Brand connection (someone I'd really like and have a lot in common with) NS ¥ @5 ¢ o d @] @5 d|d d d dNe™MY @7 & d|d ¢ & & -T™MY @3 & & 4
Brand momentum (salience) (on its way up/has a lot going for it) LN @Fd b dd oWl @ dFdddl 4 @FFd|ldgddd-e @5 J 9
Improves our rivers P* M @ FF ™M @ ddldd gl 4 @5 F|ldddd-% J @5 g
Creates a greener future PPy ®@F T § 7 F Nl @F F d F 7 FINol N @7 & d|ld 7 F -0 N @c & o
Spends community members' money wisely LN @7 F dd WY @5 d o d ol Al @ F d|ld ddd -6 @F G J 9
Contributes to our communities P QO @5 T § 7 F oF] @5 F d|F & & FNALY @F & G| ¢ 7 ¢-%0 | @ & 4
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape .

the Accountability Sessions, rather than measure statistical performance. Base Size: 46

Note: Percentage change may be 1% higher or lower than expected due to rounding.
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Barometer: executive summary WA Diir Cymru ey /7,

Overview of key findings Welsh Water - -
Liais defryddwyr
Satisfaction owater service Value for money satisfaction Trust
57% 52% 46%
59% total community average 50% total community average 51% total community average

Why have you given this overall

J.an s by satisfaction score?
A Satisfaction is driven by reliable core service delivery:
Many are satisfied with the reliable water supply and “When | asked for a water meter to “My supply is reliable. The
quick responses to problems and customer requests be installed it was seen to within 1 pollution fines concern me.”
Bun, e day . Brilliant.”

8/10 satisfaction score

A Rising costs and investment doubts drive concern: 9/10 satisfaction score
Community members question bill increases when no
visible service improvements. Perception of poor value for
money and lack of environmental investment. “Unhappy with bills increasing with “‘Bill is up a ridiculous amount.
A Sewage pollution and waterway health major frustrations: no visible material improvements.” Just today spillages of sewage in
' Bracelet Bay!”

Waterway damage from sewage pollution and consistent

media reports of spills create anger and damage trust. 4/10 satisfaction score

3/10 satisfaction score

Accountability call out:  There are currently no ad-hoc Accountability Session triggers in S s 8

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




él DT r 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

is at 46%, a slight decrease from last wave.

Total % satisfied - water

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

5204 57% 55%

56%

56% 5504 57%
52% 51%

45% —e—Total =@=Ut K ®Jp" Ku

0% 370, o, 43% 37% 33% 35% 30%
(0]

B m oo e o 0 0 0 B
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 5204
4T% 460, 49% 48%0 499

50%

40% 45% 46% 4 46% 47%

%
44%

=@—Total =0—=Ut KeJp” Kvu

e 38%  29% 38% %

0
40% 37% 41% 37%

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)

52%, a 13point increase from November. Trust

Total % trust
57%
2% 52% 52% o
. 1:0/ 44=% 43:% 47% > 90% ye0p
0

—@—Total =0=UT K ®Jp~ Ku

33% 31% 6% 2% 26%
. oo 25%  29%
0

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

% Trust % Neutral m % Distrust

Base Size: 46
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Spotlight: executive summary M Dwr Cymru e/,

Overview of key findings Welsh Water

The voice for water consumers

Llais defnyddwyr dwr

Spotlight: Drought

A 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.

“To communicate with the
customer explaining what is
happening, what Welsh Water

A 84% expect companies and large users to demonstrate what they are doing are doing to help and improve
before asking households to change behaviour during droughts or water the situation, what the
shortage risks. 82% support their provider asking them to small voluntary householder needs to do and

changes to usage during extreme heat, whilst 78% say they would be more

. : ; S how they can save water.”
willing to change their water use if they understood the local water situation. 4

A 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%. “Water companies should

A 79% say they would be willing to make changes to how they use water during communicate earlier and more
extreme heat and 78% say they would reduce non -essential water use during clearly about local water
drought. 82% say they would be more likely to act when large water users are also conditions, especially during
asked to reduce water consumption. extreme heat or drought.

A 63% trust their provider to communicate honestly during periods of water h Messageds shog}/cd bZS/mp/f{
shortage or drought and 55% trust their provider to manage water resources ONest and speciiic goout what

fairly. 44% say they would need stronger evidence before changing their water is happening locally and why
use. action is needed.”

A 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. Base Size: 38



Dt r Cymru: Spotlight findings

Drought

The voice for water consumers

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

Llais defnyddwyr dwr

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
occurring in your area this
summer due to drought?

47%

% Not worried
% Somewhat worried
% Worried

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

29%
39%
45%
5 years 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

m % Disagree ' % Neutral =% Agree

Base Size: 38
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Dt r 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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Washing a car or bike 74%
Cleaning windows, driveways, patios or outdoor 0
o 61%
21% areas
0
_ Watering the lawn 58%
Water companies should show It is reasonable to ask people to | 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 55%
households to change behaviour
% Agree % Neutral ® % Disagree
Taking baths 53%

Base Size: 38



Dt r 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?

37%
34%
26%
21%
0, 0, 0,
o - - " o - O
3% 3% 3% . 5%

I am more likely to act if I am willing to make I am more likely to act if It feels fair to ask I am willing to reduce I 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 | | 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

41
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Hafren Dyfrdwy

Community population

43

DYFRDWY

HAFREN

severn de e The voice for water consumers

Hafren Dyfrdwy community members: 44

Llais defnyddwyr dwr

There are 8 Welsh speakers within this community with 1 Age
member speaking Welsh as their first language. 0 have
requested and been sent the survey in Welsh.
Age 75+ l-l 3
Inclusivity Household
Income I -
Gender Age 65 to 74 N
Ethnic Minority . 3 Prefer not
Background | 2 tosay M2 25
- s - CLIL =S
Rural - 7 £60k plus =79
Representation | 26 ___ I
Age 45t0 54 &
I 10
£40k-£60k
- I1 e 12
Accessibility Needs N
. — A 0 12
£20k-£40k 1f6 Male Female
I
Financially B Age 25 0 34 B s
Vulnerable e o
e Under 2ok N 12
Note: Financial vulnerability is derived from income under - 3
20k, receipt of any benefit and/or in receipt of a discounted Age 18to 24
water bill. f1
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+.




él Barometer dashboard summary

KEY:

% difference +10% above

average
% difference
average

-10% below

HAFREN

DYFRDWY
severn dee

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction owater (satisfied, scoring 7 -10) eed ®@c ¢ N @ e d e My @F FF|d T W] @F
Overallvalueformoney QP @9 7§ & JF ™Y @7 F|ld ¢ ¢ o™ Y @5 & F|ld ¢ NP @ &
Trust (a great deal/some trust) eNel @ ¢ § ¢ ¢ o @7 ¢ d|ld 7 ¢ s ™M)/ @5 ¢ F|ld 7 7l § 9§ @ &
General outlook (positive outlook) ™Me @7 ¢ § 7 ¢ oF] @F F | & 7 dPe @7 F F|ldd U 4 @ o
Communication (fair/fgood communication) ™ N @5 d§ el @ I@® J @FFI|r TN @
Brand connection (someone I'd really like and have a lot in common with) P%Y @ F o ] @7 d|d 7 TNO™MY @ & e & & & MY @d & &
Brand momentum (salience) (on its way up/has a lot going for it) @%Y @5 F o DY @5 F|d sl 4] @F T e W%l @F T
Improvesourrivers NeQY @ ¢ ¢ 7 e ] @7 d|ld & ¢ 4 ] @5 Fd|ld d g5 e @5 F &
Creates a greener future Nl M @ ¢ § e @ 7|ld dd ¢ Nl J @ S d|ledddad* N @ 5 &
Spends community members' money wisely @™ @5 d fdddD] @5 d|d 0 0 s b A @F F e el @d
Contributes to our communities @™ @3 d ¢ d F dd | @ d|ld ¢ & TNAY @7 & G| ¢ & & A @7 & &

This dashboard presents directional insight from a small, engaged panel and is intended to highlight
the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.

emerging themes to help shape

Base Size: 44
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Barometer: executive summary

Overview of key findings

severn de e The voice for water consumers
Llais defnyddwyr dwr

Satisfaction owater service Value for money satisfaction Trust
77% 64% 73%
59% total community average 50% total community average 51% total community average
5 an g Why have you given this overall
* n" s .bp! satisfaction score?

A Reliable everyday service and positive communication

underpins satisfaction:  Many are satisfied by consistent “No issues. Good communication from “Non-informative about where

access to clean, fresh water, even during hotter weather. them in terms of everyday life (e.g. in money goes.”

Praise for clear water -saving communication during current hot spell they have messaged

recent heatwave. : . :
ecent heatwave about saving water).” 5/10 satisfaction score

Bunl
8/10 satisfaction score
Some

A Affordability and investment concerns remain:
concerns over rising bills, company spending and if there

A Perceptions of environmental performance limit disregard for wildlife.” sea pollution.
satisfaction: Frustration over pollution incidents and . .
damage to waterway ecosystems. 5/10 satisfaction score 4/10 satisfaction score

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

. . . : . . Base Size: 44
discussion across the surveys, community and CCW's external insights.
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The voice for water consumers
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Overall satisfaction remains steady at 77%, up 16 points since November. Value for money satisfaction is at 64%,
a 15point increase from November. Trust is at 73%, now remaining fairly steady since May.

Total % satisfied ®water

7105 73% T4% 74% 73% 75% 9% 77%
61% 49% 49%

58% 58% 5go, S57% 550, 59% 60% 59%

52%

Total % satisfied ovalue for money
61% 57% 57% 56% 61% 63% 64%

[0) 0,
46% 45% 46% 46% 440, 870 49% 50%

40%

—@—Total =@=Hafren Dyfrdwy

—@-Total =0 Hafren Dyfrdwy

IIIIIIII 37% 34%

0,
oa0% 31% 29% 27%

= 24% 17% 200 32% 320 30%
0 24% 2604 20% 539, 13% 18% . .

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun 26 Jul 26 Nov 25 Dec?25 Jan26 Feb26 Mar26 Apr26 May?26 Jun26 Jul 26

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

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

% Neutral (Score 4-6) % Neutral (Score 4-6)

Total % trust
1% 75% 76% 73%

68% £q0, 3% 67% 27 6a%

48% 53% 4806 52% 2470 490, 23% 50% 51%

=@ Total =@ Hafren Dyfrdwy

22%

17% 24%
p 32% 310, 17% 16% 160, 18%

—_ o BB O om

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

% Trust % Neutral H % Distrust

Base Size: 44
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_ “I'think it's more about the
Spotlight: Drought Planning so we know these
extreme temperatures with

A Concern about future water shortages increase when thinking longer term. 12% ) :
weather is happening more

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 frequently. So we all need to
supplies during very hot weather, while 32% disagree. plan more in advance for it

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

A Washing cars or bikes is the leading activity people think should be reduced “The water companies
during a drought or water shortage risk at 85%, followed by cleaning outdoor should have plans and
areas at 76%. procedures ready to be

A 97% say they would be willing to make changes to how they use water during communicated to their
extreme heat and 97% say they would be willing to reduce non -essential use customers (via TV, radio) as
during drought. soon as extreme weather is

A Trust is relatively strong. 79% trust their provider to communicate honestly about pred(cted. Advice and

restrictions should be clear

water shortages and drought, whilst 76% trust them to manage resources fairly.

However, 56% say they would still need stronger evidence before changing how and enforced to those

they use water. customers who fail to
: o _ comply. (Not sure how
A 85% of community members state the_y have had no communication from their difficult this would be to
water provider this year regarding saving water, compared to 61% at a total

. monitor, however).”
community level.

Base Size: 34



Hafren Dyfrdwy : 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 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
sf., onen '~ KenKuvQne "~ en ' KeBK g3 ' Ken,
trusted their provider, while 32% disagreed.

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

56%

% Not worried
% Somewhat worried
% Worried

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

56% 41% 35%
5 years 10 years 15 years
% Not worried Somewhat worried % Worried

N o

Qu K"~

©eQuBB_ pe® Q" nn e

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

H % Disagree

% Neutral m9% Agree

Base Size: 34

48
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Hafren Dyfrdwy : Spotlight findings

Drought

The voice for water consumers
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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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Washing a car or bike 85%
Cleaning windows, driveways, patios or outdoor 76%
areas
Y Watering the lawn 56%
Water companies should show | 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
% Agree % Neutral ® % Disagree
Flushing the toilet after every use 53%

Base Size: 34



Hafren Dyfrdwy : Spotlight findings

Drought

The voice for water consumers

Almost all community members said they were willing to make small changes to how they use water during extreme
-essential water use during drought (both 97%). 94% said they would be more likely to act if local

heat and reduce non

Llais defnyddwyr dwr

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?

I 6% 3% 9% %

6%

I am willing to make I am willing to reduce I am more likely to actif 1 am more likely to actif | am more likely to act if It feels fair to ask It feels fair to ask

small changes to how I non-essential water use | understand the local large water users such | know my water households to save households to save

use water during during drought risk clearly as large businesses or  company is also doing water before water during extreme
extreme heat weather households with pools its part restrictions become heat weather

and hot tubs are also necessary
being asked to reduce
or move their use
% Agree % Neutral

26%

. o -
| trust my water | trust my water 1 would need stronger
provider to provider to manage evidence before

communicate honestly water resources fairly changing how | use
about water shortages during periods of high water
or drought water demand

® % Disagree

Base Size: 34
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Northumbrian Water and Essex &
Suffolk Water

Community population

52

ESSEX8:SUFFOLK
WATER (ixring wader

pTeN,

The voice for water consumers

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

Inclusivity Household
Income
Ethnic Minority [T © Prefer not to Gender
Background - 10 say 52

B 10
£40k-£60k
|: T

I 1 coonesoc N 15 Male

23 21
I -
Rural - Bk IS e 1
Representation _ 18

Accessibility Needs

I 13

Financialy R 5 .
Under £20k

vulnerable | 19 B 10

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

Llais defnyddwyr dwr

Age
I 3
Age 75+
g T
N
Age 65to 74
28 J B 6
23
Age 5510 64 __IS
I 10
N
Age 45 to 54
J I o
Age 35t0 44 __IS
Female I 11
Age 25t0 34 __IS
I
Age 18to 24 ? 3

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

average

% difference -10% below

average
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The voice for water consumers
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This dashboard presents directional insight from a small, engaged panel and is intended to highlight
the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.

emerging themes to help shape

Overall satisfaction owater (satisfied, scoring 7 -10) Q%Y @ cF o c e\l @5 4 ddd ™y @53 d|ddadd Nol @d ¢ & 4
Overall satisfaction ©sewerage (satisfied, scoring7 -10)
Northumbrian Water only ™MALY @G & § & & o] @ & d & & & dTMNo] @ & J|d & & & ™Y @4 & & d
Overall value for money ™Me N @7 & § & & d4%hY @ | ¢ | @ ddldddd ey @5 & &
Trust (a great deal/some trust) ™MCHY @F T F & & ¢ @F & 4 & & & MY @ & |d ¢ ¢ ¢* N @ ¢ & &
General outlook (positive outlook) ™MHNY @F T B & 7 @Y @ 7  F F ¢ Pe @7 S F|ld v P @5 & & &
Communication (fair/good communication) Nod Y @9 7 § ¢ ¢ ¢™M] @ F | d 7 & d®F Y @5 F F|d ¢ 3 -%Y @5 & &
Brand connection (someone I'd really like and have a lot in common with) ®ONl @5 ¢ § & ¢ ™Y @c |c ¢ ¢ INM] @7 F F|lod 0 v 0 e @ & & 4
Brand momentum (salience) (on its way up/has a lot going for it) Ne™MY @0 ¢ § & & ddd @ ¢ dld 0 v ol 41 @F Fd|ldddd QF @7 & 7 4
Improvesourrivers P e @5 ¢ 5 Nol @ d ¢ 5 4 @5 & d|d & & 5 -Noi| @7 & & d
Creates a greener future NoeNel @6 & & & & 74 @ & o] & & & N 9§ @ & G|d & & & Y @F & &
Spends community members' money wisely P e @7 d §ddded @5 Fd|ld o gl A @ 7 d|led d 0 d -0 9 @5 & & 4
Contributes to our communities Nee M @7 7 § & & 768 @7 & o & & & FNALY @F & Gld ¢ ¢ ¢ -%h @ & &
Base Size: 49

53
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Barometer dashboard summary

KEY:

% difference +10% above

average

% difference -10% below

average

NORTHUMBRIAN
WATER ({1

The voice for water consumers
Llais defnyddwyr dwr

54

Overall satisfaction o water (satisfied, scoring 7 -10) QN @9 & ¢ & 5 el @5 735 ™y @5 J|[d g O @53 J
Overall satisfaction ©sewerage (satisfied, scoring 7 -10) ™Y1 @5 S § ST @F T I F I IMNNY @ I [T I T ™M) @F I F I
Overall value for money QN @6 6 ¢33O @ d|ledddd™ Y @5 g d|dddd %Nl @5«
Trust (a great deal/some trust) ™ N @5 5§ I IHN] @ I MY @5 I Ffd 5T -] @5 <

General outlook (positive outlook) ®l 1 @5 ¢35 ¢W 1 @ ®Pe @5 dd|dddd-™MY @5 & & g
Communication (fair/good communication) NeNel @0 0 § 0 & d@® @7 J J[d 7 ¢ d®F 9§ @ 7 7|7 ¢ ¢ & -Q @J J J 9
Brand connection (someone I'd really like and have a lot in common with) NoNol @3 ¢ & d A6 @ 3 J[ o o ¢ FNo™Y @F & F|d 7 F g -§ I @5 I T g
Brand momentum (salience) (on its way up/has a lot going for it) L 41 @5 5§ i%Y @57l 4 @5 d|ledoddd™ @557
Improves our rivers ! %Y @5 ¢ 3 %] @ o 5 7S Fdd ] @F F F|F T A @F F I 4
Creates a greener future L %1 @5 5 F 53 N1 @5 9 5 55N | @5 7 d|d 55 5-%%T @5 J
Spends community members' money wisely el @5 T 7 H] @5 T F T I A @5 F | FFF-%0 T @5 I I
Contributes to our communities £ ™Y @5 ¢ I Y] @ [ T T TN @F T |5 I T F-GHNol @I I I
This dashboard presents directional insight from a small, engaged panel and is intended to highlight Base Size: 24

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

emerging themes to help shape

d I «



Barometer dashboard summary

KEY:

% difference +10% above
average

% difference -10% below
average

ﬁﬁ;ﬁ@“ﬁFOlK

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction _owater (satisfied, scoring 7 -10) Q" N @57 ddd A @9 T dFdI™IY @5 dJddJF N @54
Overall value for money ™ N @5 FFde] @F T T F T I™M Y @FdddTTdl Ny @5
Trust (a great deal/some trust) ™) Y @39 59 Jd el @5 JFFT™MYpY| @554 FF N @5 d
General outlook (positive outlook) Q° 1 @7 ddddd™| @37 dfddi®eN @ ddddd dhHNoi @7 7

Communication (fair/good communication) ®®Y @5 g Ny @5 73 d® Y @775 dd®Y @574
Brand connection (someone I'd really like and have a lot in common with) ™ N @35 FdFFFE" I @7 T Ne™MY @F o g dd Fpe 'l @7 7 o
Brand momentum (salience) (on its way up/has a lot going for it) ® Y @3 ddlddadpe ! ®5 7477k 4 @FF T NN @5 T
Improves our rivers Nt i @5 ] ddd™Y @5 ¢ dddl 49 @5 INo| @5
Creates a greener future PP @5 55N 1 @755 I N | @5 F 33N @57
Spends community members' money wisely NoQY @7 ¢ g 3 & ¢ Nl @ o § 9 d 3§ A @5 50 Hhs] @5
Contributes to our communities @AY @5 3 dFFd N @5 T T T NAY @5 F o ddd N 1 @
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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Overview of key findings
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Satisfaction ®water service

61%

59% total community average

J. Q"' n" 3 _p

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

But

A 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.

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

Accountability call out:  There are currently

Value for money satisfaction

57%

50% total community average

no ad-hoc Accountability Session triggers in

Trust

51%

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
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Overall satisfaction is at 61% amongst community members, remaining fairly steady since recording began.

Value for money satisfaction is at 57%, an 11

November levels.

Total % satisfied owater
76%

s 58% 58% 569, 5/% 555, 5% 59%
0

=@=—Total
=@==Northumbrian Water and Essex & Suffolk Water

36% 29%
30% 2495 29% g, 38% 33% 34% <7

Nov 25 Dec25 Jan26 Feb?26 Mar26 Apr26 May26 Jun26 Jul 26

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

% Neutral (Score 4-6)

Total % satisfied ovalue for money

57%  60% . 57%

57% 56%

49% 0%

46% 46% 48%

40%

36%
=@="Total
=@ Northumbrian Water and Essex & Suffolk Water

55%
48% 47%
37% 389 34% 37% 42%  35%

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)

-point increase from November. Trust is at 51%, a 9

-point drop from

Total % trust
67% (9%

s B3% i 52% 199 53% 49%

=@="Total
=@ Northumbrian Water and Essex & Suffolk Water

. 30% 34% 3594

29% o705 20%

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

26%

% Trust % Neutral H % Distrust

Base Size: 49
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Q

Spotlight: Drought

A

A

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



Northumbrian Water and Essex & Suffolk Water

Spotlight findings

Drought

59

The voice for water consumers

Community members were asked how concerned they were about water shortages caused by drought this summer

Llais defnyddwyr dwr

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
% Worried

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

44%

5 years

% Not worried

37%

10 years

Somewhat worried

35%

15 years

% Worried

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

m % Disagree ' % Neutral =% Agree

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

D rO U g ht The voice for water consumers
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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%).

How much do you agree or disagree with the following statements about water
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Taking baths 65%
0 . .
19% Washing a car or bike 56%
0 2% 16% o . :
12% Cleaning windows, driveways, patios or outdoor 56%
4% 4%
areas
| 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
the local water situation clearly during extreme heat weather are doing before asking an official restriction Watering the lawn A47%

households to change behaviour

=% Agree % Neutral ® % Disagree

Filling or topping up a paddling pool, hot tub or

— 47%
swimming pool

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

Drought
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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

h" s " Qen. @ ©6en " peuvQ e6sn Ke vK “ . @ enK ~ @ “sneb sn "~ Keeo _ |

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?

1

28%
28% 30%
0,
9% 14% 4% 16% 16% 14% 19% T -
I am willing to | am willing to make | am more likely to It feels fair to ask I am more likely to I am more likely to It feels fair to ask | trust my water | trust my water | would need
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 provider to manage stronger evidence
water use during how | use water water company is water before the local risk clearly users such as large water during communicate water resources before changing
drought during extreme heat also doing its part restrictions become businesses or extreme heat honestly about fairly during periods how | use water
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
% Agree % Neutral

® % Disagree

Base Size: 43
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Portsmouth Water —

Water ——

The voice for water consumers

Community population —
Portsmouth Water community members: 45
Inclusivity Household
income Age 75+
Ethnic Minority - 9
Background D Prefer not to Gender Age 65 to 74
say |1
25
23 23
Rural B - Il 20 Age 55 to 64
_ £60k plus
Representation - 12 B 27
10 Age 45 to 54
I 1 £40k-£60k =8
Accessibility Needs .
4
B s Age 3510 44
£20k-£40k Male Female
B o
Financially - 5 Ade 25 to 34
Vulnerable I 2 B ge 25to
Under £20k 0
Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted Age 18to 24
water bill.
Sample note: We have met 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than the
minimum sample, however we were able to reach some financially vulnerable community members by including those who
are on benefits, struggling to pay their bills or on a discounted water tariff. We are currently monitoring the quotas which
are close to the minimum target to ensure we 'top up' here when replacing any drop -outs. We are also working to boost our . current sample

£20k -£40k sample, £40k -£60k sample, 18 -34 years sample and 65+ sample.

Llais defnyddwyr dwr

Age

| K]
f1

B ©
B 4

S
BN 8

¢

63

I 12

B 5

I 15

H ¢
B3

B
|

. m inimum

sample
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Overall satisfaction owater (satisfied, scoring 7 -10) AP @ 7 & & ALY @F T | T F ™My @F Fdld Tl QOF @d & &
Overall value for money AP @5 T & 7 F A @F T g T F ™ Y @5 dldd T NB®Y @ ¢ &
Trust (a great deal/some trust) MY @5 § T A @F T I|d T TTMpY @5 F F|d Tl e @ T T
General outlook (positive outlook) A N\ @d dd g d Nl @c |ld v s c@e @5 F dld ¢ & 7 NoNo| @ & & &
Communication (fair/good communication) eNl @ ¢ § 7 7 AdhY @ d|d 70 d® Y @F 7 F|g 7 NP @7 & &
Brand connection (someone I'd really like and have a lot in common with) AE N @d dfdddd @ dld dd s Ne™Y @7 ¢ d|led dd d®™Y @ o o
Brand momentum (salience) (on its way up/has a lot going for it) Qe @cdcdfoodd I@dd|ldadaddlbdy @ d|d dd o NAT @ ¢
Improves our rivers O @5 d ¢ dddd Y@sd|lood o4 @5 d|lddda NoNo| @& & &
Creates a greener future Q4 @5 ¢ dddd I @sc|lddgd Nl J @5 F |5 FddNoe | @c & &
Spends community members' money wisely ehl @d P ddday @Fd|ldd A @ d|lddds@®NY @7 & &
Contributes to our communities eNl @ d fdddd 4 @5 dl|ld oo oNAMY @5 ¢ d|ld ¢ ¢ ¢ NoQY @¢c & o
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.



Barometer: executive summary

Overview of key findings

65

D 4

Portsmouth
Water _——

g

7 {

The voice for water consumers

y

Satisfaction ®water service

84%

Value for money satisfaction

84%

Llais defnyddwyr dwr

Trust

78%

59% total community average 50% total community average 51% total community average

Why have you given this overall

satisfaction score?
J. Q' n 9 _pl ) _
o _ . ‘I had two issues with my bill I have noticed some of the
A Almost all measures have significantly improved since and they resolved it within 7 community events they are
rI]\lov§rr_1ber :emld are significantly hlgher thanhthe Itotalm ‘ days after me raising them.” involved in recently. They are a
. U npnQeQsn Q, s"n " e "3 _ Qp great company and listen to
A Satisfaction is driven by a reliable service and good value 10/10 satisfaction score customers.
for money: Most are happy with the consistent supply . _
anddacc?ssftor%eet]n, gorold ﬁualtlty V;Ir?t?rh Percﬁpltéog_lclnf “Portsmouth Water provides 9/10 satisfaction score
good value for money, relative to other household bills. reliable clean water at o
A Standout customer experience strengthens satisfaction: reasonable price. They care  “Good support but ongoing VFM 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

QhvQQ ~ esh K. QQen

no ad-hoc Accountability Session triggers in

~ 1

QU K3 pQs oh U

5ase Size: 45 |
® €n

nNh @™ ' ®JJ bHn

K



él Portsmouth Water: Barometer findings

The voice for water consumers

Overall satisfaction has decreased slightly from last month to 84% (

Llais defnyddwyr dwr

-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%
88% 90% g79s 92%

81% 82% 84%

7%

58% 58% 56% 57% 550, 59% 60% 59%

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr 26 May 26 Jun26 Jul26

52%

=@=—Total =@ Portsmouth Water

17% I I I
14 % 1%

% 10°/

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

% Neutral (Score 4-6)

Total % satisfied - value for money
279, 83% 84% 82% 83% 819 90% 83% 84%

409, 46% 45% 46% 46% 44% 48% 49% 50%
——————— g — 00—

=@=—Total =@ Portsmouth Water

2% 150 149 16% 15% 17% ‘oo 15A) 3%
2% 2% 2% 2% 2% 2% 2%
Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun 26 JuI 26

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

% Neutral (Score 4-6)

Total % trust
92% 88% g5o4

20, 78% 76% 7504 81% 78%

48% 93% 489, 52% 54% 4994 S3% 500 51%
./.\.__—_*—-.\‘/N_.

=@=—Total =@ Portsmouth Water

Lo 16% I I I

0, 0, 0,
19% 20% 17% 100 10% 18%
20 A% A%

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: 45



Spotlight: executive summary

Overview of key findings

Purtsmuuth‘ ) y ' y

Water ~——
~—

The voice for water consumers

Q

Spotlight: Drought

A 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%

] ~

nne
Ai1%Yen "~ _ & nnQeshh Bnstf_. e . Ken ' KeBK,
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.

A 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%.

A 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.

A 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.

g ]

Llais defnyddwyr dwr

“They should communicate
earlier, be clear about local
water conditions, provide
practical water-saving aadvice,
and explain what the 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

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 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
Q" nne& " Bshn ' & uvK'”~ ®eB K ' ® . 3 Kpe neb6 sn " Keeb ' _ el Nl &’

< * *

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?

57%

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

46% 34% 0%

= % Not worried 5 10 15
- ears ears ears )
% Somewhat worried y y y m % Disagree ' % Neutral m% Agree

% Worried % Not worried Somewhat worried % Worried

Base Size: 35



Portsmouth Water: Spotlight findings

Drought

The voice for water consumers

Llais defnyddwyr dwr

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
VLQ ® VLK " es ® K, v, ne Ke uvK' "~  es eB K . ' @6
pressure?

Watering the lawn 66%
Washing a car or bike 57%
Using the washing machine less often 54%
It is reasonable to ask people to | would be more willing to Water companies should show People should be able to use Using the dishwasher less often 54%
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 . . . .
households to change behaviour Cleaning windows, driveways, patios or outdoor 49%
areas
% Agree % Neutral ® % Disagree
Taking baths 49%

Base Size: 35
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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 and 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.

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

0 ||O

17%
6% 9% 9% 9% A L — -
I am willing to make I am willing to reduce It feels fair to ask It feels fair to ask I am more likely to act if | am more likely to act if | trust my water | trust my water I am more likely to act if 1 would need stronger
small changes to how I non-essential water use households to save households to save | understand the local | know my water provider to provider to manage large water users such evidence before
use water during during drought 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
% Agree % Neutral

® % Disagree

Base Size: 35
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SES Water

Community population

&
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SeS

WATER

The voice for water consumers

SES Water community members: 47

Llais defnyddwyr dwr

Age
Inclusivity Household
income Age 75+ E 3
Ethnic Minority
Background Prefer not to Gender ]
6
sa Age 65to 74
y o 4 - 9 W2
23 23
Rural . £60k plus 7 20 Age 5510 64 __ I
Representation I 22 s s
B 10 I
£40k-£60k Age 45 to 54
1 e
Accessibility Needs I- . 1
5
B 15 A __ I
£20k-£40K BN —
B 0 Male Female 17
Financially . 5 .
Vulnerable
- Under 20 I 12 A S0 3
Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted - 3
water bill. Age 18to 24 11

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.

currently monitoring the quotas which are close to the minimum target to ensure we 'top up' here when replacing any
drop -outs. We are p rioritising boosting our female sample and 65+ sample within this community for our next wave.

We are

. current sample

. minimum sample
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& Barometer dashboard summary 5‘ SeS

;\)/ ?jriggreence -10% below WAT E R

average

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction owater (satisfied, scoring 7 -10) e* N @5 75NN @5 T { T MI @5 T T T TN | @ T g
Overall value for money (satisfied, scoring 7 -10) Q4% @ g dadd” 1 @5 dd g o d™ N @cd dddd AT @ g
Trust (a great deal/some trust) Q" 1 @57 ddd QY @35 §FFdd ™MYpHY @75 dddddd @5 J ¢
General outlook (positive outlook) Q* 1 @5 ddddddQ @5 fdaas®Pe @5 ddddd £HNo| @ o o
Communication (fair/good communication) ™MNHY @F 7 7T T GH™M ®@F T T T T® | @F T T T NN @ T

BKs"eh*"”‘hr]',"eiQ*""*”‘oAn’oK‘s__bo ®e @5 5 933 HHNI @ 5 g Ne™Y @ 0 o F 3 NN @5 & ¢
Brand momentum (salience) (on its way up/has a lot going for it) ®4 @5 Fddcddhe ]l @745l d @7 Fgddad” | @5 I
Improves our rivers P4 @ dddddd ™M @5 doddd 45 @S ddddd* N @c a4
Creates a greener future Q* Y @dddoddoad Nodl @ o Nl | @ o]l o & AT @c &
AB"" " Qe """ v ' npe T KQne . " peb6 Q _ P4 @7 ddddod e @®5dddodadd MY @7rddddadd %y @ &
Contributes to our communities ™HY @ o d & & & §hh] @ o 4 7 ¢ & NALY @ & o] & & & FHNo| @ o o
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 ‘é;ses g AN

Overview of key findings WATER -
Liais defryddwyr
Satisfaction owater 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

J,. Q' n" s _p! satisfaction score?
“The water pressure

A Reliable supply and customer service interactions drive

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.” ”
Bun . recently.
A 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 “Not happy with the huge

A Value for money drives dissatisfaction: Perception of the recent heatwaves and ,
service as too expensive. Frustration over rising bill costs increased water bills bonuses the staff members get.
when high executive bonuses persist. : ”

especially. 4/10 satisfaction score

6/10 satisfaction score

~ 1

' QhuQQ " eshK QQen - eQuKg pQeeh "7 v nb es” ' ®JJDn

Accountability call out:  There are currently no ad-hoc Accountability Session triggers in Bose Size: 47
® €1

K




él SES Water: Barometer findings

75

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

Total % satisfied - water
6796 68% 72% 7470 70% 70% 71% 70%
59%

#57758% 58% 560 5/% 505, 59 070 59%

=@="Total =0-SES Water

37% 28% 25% 25%, 18% 26% 25% 18% 21%
a% 5% B% a0y B% a0 B% 10% 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)

Total % satisfied - value for money
66% 67% 68%
58%
48% o2 51% 55% o 50%

0
26% 45% 46% 46% 449, 48% 49% S0%

40%

=@=Total =0-—SES Water

44% 38% 360

34% 3200 44%

26% 24% 19%

Nov 25 Dec25 Jan26 Feb?26 Mar26 Apr26 May26 Jun26 Jul26

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

% Neutral (Score 4-6)

-point decrease since May).

Total % trust
74% 72%

54% 53% 0% 22 L 80%
0 ()

0 0
48% 52% 54% 49%

=@—Total =@ SES Water

% 36%
33% B H . gy 21%

53% 50% 51%

18% 23%

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

% Trust % Neutral m % Distrust

Base Size: 47



Spotlight: executive summary

Overview of key findings

&

SeS /' 7

WATER

The voice for water consumers

Spotlight: Drought

A 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
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.

-essential use during drought. 95%

Llais defnyddwyr dwr

‘Just communicate well g
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.”

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
occurring in your area this
summer due to drought?

53%

M % Not worried
% Somewhat worried
% Worried

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

47% 39%
53%
5 years 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

m % Disagree ' % Neutral =% Agree

Base Size: 38

1
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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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Washing a car or bike 63%
Watering the lawn 53%
13% . . . .
80/ 13% Cleaning windows, driveways, patios or outdoor 47%
0 ) areas °
| would be more willing to People should be able to use 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 BT . .

the local water situation clearly an official restriction are doing before asking during extreme heat weather F”Img or topping up a paddllng pool, h(:)t tup or 42%
households to change behaviour swimming pool
% 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

manage resources fairly and 61% trust them to communicate honestly about shortages or drought

||O

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

5% 5%
I am willing to make I am more likely to act if

I am more likely to act if

I am willing to reduce I am more likely to act if
small changes to how | large water users such | understand the local non-essential water use | know my water
use water during as large businesses or risk clearly during drought company is also doing
extreme heat weather households with pools its part
and hot tubs are also

being asked to reduce
or move their use

m % Agree

% Neutral

It feels fair to ask
households to save
water during extreme

It feels fair to ask
households to save

restrictions become

0,
21% 26%
- -
| trust my water | trust my water 1 would need stronger
provider to manage provider to evidence before
water resources fairly communicate honestly changing how | use
during periods of high about water shortages water

water demand or drought

® % Disagree

Base Size: 38
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Severn Trent

Community population

TRENT

SEVERN

81

The voice for water consumers

Severn Trent community members: 46

Inclusivity Household
income
Ethnic Minority - E
Background - 10 Prefer not to Gender
say N2
Rural - 7 L
Re - £60k plus
presentation - 9 s 2

B 10

23i

1 £40k-£60k
Accessibility Needs I_ B 10
16
1
£20k-£40K __135 Male
Financially - 5
vunerale N 2
12
Under £20k -

Note: Financial vulnerability is derived from income under - 9
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. We are prioritising
boosting our female sample within this community for the next wave. We are also working to boost our £20 -£40k sample.

Age 75+

Age 65 to74

Age 5510 64

Age 45 to 54

Age 35t0 44

Female

Age 2510 34

Age 18to 24

. current sample

Llais defnyddwyr dwr

Age

N
B 3

I ©
I 8

I 5
I 7

I ©
[t

I ¢
I 8

I ¢
I 8

N s
B 3

. minimum sample



él Barometer dashboard summary

KEY:

% difference +10% above

average

% difference -10% below

average

SEVERN
TRENT

82

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction owater (satisfied, scoring 7 -10) ™My @3 F §Fdll | @Fd|lddd ™My @fddlddadad® | @5ddd
Overall satisfaction ©sewerage (satisfied, scoring7 -10) Qe @cddfoodd® ) @5l dd o MNY @7 ¢ G| 7 d d h®Y @ ¢ o
Overall value for money PO @7 T F d S @ d|lod ™ Y @3 d|lddadd-OF @5 ¢ F d
Trust (a great deal/some trust) ONol @ 7 § ¢ 7 QY @9 7 d F & & FTMYpHY @5 F F|dF Fd -6 @F & F 4
General outlook (positive outlook) Nee N @0 ¢ § ¢ ¢ 2646% @ d ¢ ¢ ¢ d®e N @ ¢ d|d ¢ ¢ ¢-%° J @ & &
Communication (fair/good communication) NoNel @ 0 ¢ ¢ ¢ @] @F 7 d ¢ 7 & P Y @F F d|lg s 7o -6 @ & & 4
Brand connection (someone I'd really like and have a lot in common with) PO @7 o dF] @5 F d|d 7 FNo™Y @ ¢ F|d ¢ ¢ 7 -4 @5 & & 4
Brand momentum (salience) (on its way up/has a lot going for it) P* M @7 dFd e @7 7 dlddddl 4 @7 FF|ldd -4 @FF & 9
Improvesourrivers N ¥ @5 F & ddgd ] @ d|ld ¢ doba @ d|ld o %Y @5 & & 4
Creates a greener future Py @ d oM @5 d Nl M @ & e d d-h J @ & &
Spends community members' money wisely 0* Y @c df Q] @ d|ldd ol MY @5 Fd|ldddd-4 @5 F J 4
Contributes to our communities Nee @ 7 & & & ol dNo| @c o|ld ¢ ¢ ¢ NALY @ & d|d ¢ ¢ & - @5 & & ¢

This dashboard presents directional insight from a small, engaged panel and is intended to highlight
the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.

emerging themes to help shape

Base Size: 46
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Barometer: executive summary

Overview of key findings
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SEVERN
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The voice for water consumers

y

Satisfaction ®water service

59%

59% total community average

J. Q' n" "3 _ p!

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

Bun!

A 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

50% total community average

Value for money satisfaction

46%

Llais defnyddwyr dwr

Trust

43%

51% total community average

Why have you given this overall

“Always provide good clean
water.”

10/10 satisfaction score

“The water provision is currently
good but | worry about future
provision and also how the
company spends its money.”

5/10 satisfaction score

no ad-hoc Accountability Session triggers in

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

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.”

7/10 satisfaction score
‘Keep hearing negative things
about Severn Trent in the press/
media about their failures.”

3/10 satisfaction score

Base Size: 46
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él 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 owater

64%

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

20 60%
0
475, 51% 529
0 3%
36%

=@==Severn Trent

57% 549 520 57%

39% 399% 4

=@=—Total

49% 43% 41% 33%

34%

g 6% W% oy W% s ©% oo, 9%
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 % satisfied ovalue for money
0
46% 45% 46% 46% 4404 48% 49% 50%

40% ————
46%
40% 399% 0
35% 35% 300 33% 34% 36%
=@=—Total =@ Severn Trent

47% 409 50% 2% 549 53%
52% 57% 430

Nov 25 Dec 25 Jan 26 Feb26 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
4996 D37 48% 529 >4% a9u 53%50% 51%
48%

45% 43%

43% 43%
41% 0
0 3506 40%

=@=—Total =@-Severn Trent

3

7% 40%
30% gy, 46% 43% 59% 0% 430, 43%
0

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

% Trust % Neutral H % Distrust

Base Size: 46



Spotlight: executive summary

Overview of key findings

85

SEVERN
TRENT

4 / y

The voice for water consumers

Q

Spotlight: Drought

A

A

Concern about water shortages s 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



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
occurring in your area this
summer due to drought?

40%

% Not worried
% Somewhat worried
m 9% Worried

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

45%

0,
5204 50%
5 years 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

m % Disagree ' % Neutral =% Agree

Base Size: 42
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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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Washing a car or bike 57%
Cleaning windows, driveways, patios or 5506
outdoor areas
17% Taking baths 52%
0
. o Coam
It is reasonable to ask people to Water companies should show | would be more W|II|ng to People should be able to use Watering the lawn 40%
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 Filling or topping up a paddling pool, hot tub 36%
. or swimming pool
m % Agree % Neutral m % Disagree

Using the washing machine less often 36%

Base Size: 42

87



88

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

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

38%
9 24% 24%
| am more likely to I am more likely to | am more likely to I am willing to make I am willing to It feels fair to ask It feels fair to ask | trust my water | trust my water | would need
act if | understand act if | know my act if large water small changes to reduce non-essential  households to save households to save provider to provider to manage stronger evidence
the local risk clearly water company is users such 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
pools and hot tubs drought demand
are also being asked
to reduce or move
their use
% Agree % Neutral ® % Disagree

Base Size: 42
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The voice for water consumers
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Water Voice
Barometer and Spotlight Repo

South East Water
July 2026

Delivered by Taylor McKenzie Research
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South East Water W
Community population south east W’@

The voice for water consumers
Llais defnyddwyr dwr

South East Water community members: 51

Age
Inclusivit
y Household .
income Age 75+ oy
Ethnic Minority - 9
BaCkground . 4 Prefer not to Gender A 6 - 6
ge 65to 74
say 4 " v
Rural K Bl 7 Age 551064 N 5
, £60k plus ge oo 1o
Representation [N »- . 4 N 6
Age 45t0 54 B ©
|2 £40k-£60k I 14
Accessibility Needs _
23 —
6
Age 3510 44
£20k-£40k ’ I 12
Financially - S - 6
Vulnerable 12 Age 2510 34
N s Underg20k IR B s
N s
Note: Financial vulnerability is derived from income under - 3
20k, receipt of any benefit and/or in receipt of a discounted Age 18to 24
water bill. o2
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 minimum sample

to boost our female, ethnic minority background, £20k -£40k, 18-24 & 75+ quotas.



él Barometer dashboard summary

KEY:

% difference +10%
above average

% difference -10%
below average

south east water ) W

The voice for water consumers

Llais defnyddwyr dwr

-10)

Overall satisfaction ©water (satisfied, scoring 7

™ Ne

®c

&4 1 @5 F 4

g g g Mg N

A s

91

20N @5 & J | o

Overall value for money (satisfied, scoring 7 -10)

® No

®J

FONe'l @ 5 o 4

g g g I N

®F & Jd T

e @5 & I

Trust (a great deal/some trust)

Noe ™

®J

M @5 g

& & & & TMCpY

®F5 5 dJFJFd

SOoNeH @ J ¢

General outlook (positive outlook)

No%o ™

e J

AL @5 F I

¢ ¢ s@®e Y

®J 7 FF T T

dN™MY @5 5

Communication (fair/good communication)

®4

®d

NHT™Y @5 5 4

@ M

o s

74 @ F I §

Brand connection (someone I'd really like and have a lot in common with)

e

®c

AN @5 F

' 3 & & No™Y

®@F & d g

QN @5 & | o

Brand momentum (salience) (on its way up/has a lot going for it)

£ £

e

JTMY @ & o

& s df 4

A s

e @5 5 S &

Improves our rivers

L 4

e

AL @5 7

¢ 5 s 4

®5 5 d s

F N @5 ¢

Creates a greener future

P e

S

QY &5 d Jd

r & 5 & Nel N

®5 54 I

PO @5 & Tk

Spends community members' money wisely

P e

®d

P®Y @5 d

5 ¢ 5P ASY

®5 54 I

+ChY @ & o

Contributes to our communities

NoNo'

e

AN @5 I o

b ¢ ¢ & NoAsY

e s

20N @5 & F K I

This dashboard presents directional insight from a small, engaged panel and is intended to highlight
the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.

emerging themes to help shape

Base Size: 51
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Barometer: executive summary south eastvk@ & AN

Overview of key findings

The voice for water consumers
Llais defnyddwyr dwr

Satisfaction owater service Value for money satisfaction Trust
53% 43% 37%
59% total community average 50% total community average 51% total community average
Why have you given this overall
J.Q n 9s°_p! satisfaction score?
A Reliable supply drives satisfaction: ~ Many are satisfied by a “Consistently providing clean water

“Helping us with bills.”

consistent water supply and good day -to -day service. Some with no supply issues for me
appreciation for bill support and recent improvements. "
PP PP P 9/10 satisfaction score personally.
Buni ¢ . :
d 8/10 satisfaction score
A Value for money and future resilience: Rising bills are not “l am still very concerned about
seen to be matched by enough visible investment or the amount of water leakage that

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

improvement, creating concern about future water

) - . SE Water needs to deal with, plus
security, shortages and the likelihood of further restrictions.

lack of clarity if the old CEO is still

A Service disruption and operational management: getting a bonus gfter resigning his incompetence.”
Frustration with repeated outages and leaks, compounded position.”
by perceptions of weak incident handling, poor planning 110 satisfaction score
and a lack of confidence in management decisions. 3/10 satisfaction score

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

June, addressing water shortages in the Kent area. An action plan and action plan Base Size: 51
response has now been created.




él South East Water: Barometer findings

93

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

18 points), with a 16 -point decrease in distrust.

Total % satisfied - water
500, D87 58% 56% 57% 550, 59% 60% 59%

0 53%
A7% B a3 O a5% T
34%

31% 26%

=@=—Total =@-South East Water
52%
48%
52% 44% 39%

42% 350 4% 419,

lmllllll’“l

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%

49%

% 45% 46% 469

40%

43%
0 0
40% 38% 39%
30% 31%
=@=—Total =@ South East Water
39%
48%
| B a0% 3% 419 2 AT

Nov25 Dec?25 Jan26 Feb26 Mar26 Apr26 May26 Jun26 Jul 26

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

% Neutral (Score 4-6)

-points above November. Trust has increased since last month to 37% (up

Total % trust

48% 53% 48% 520 54% 49% 53% 50% 51%
./‘\._____.-—-.\./N__.

39% 37%
30% v 25% 0
16% 149, 2270 19%

=@=—Total =@ South East Water
41% 47% I 34%
. 45%  39% )
41% 30% 31%

38%

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

W% Trust % Neutral H % Distrust

Base Size: 51



Spotlight: executive summary

Overview of key findings

south east water)

94

Ny

The voice for water consumers

Spotlight:

A Concern over water shortages is high and increases in the longer term. 35% are

Drought

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 . ®en " peuv”’ T KQn, .’ en e hs_
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

use during drought.

-essential

©e6sn Keld

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 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

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

n%6'Sif days kghdshnggextg -
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



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
occurring in your area this
summer due to drought?

49%

B % Not worried
% Somewhat worried
% Worried

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

41%

5 years

% Not worried

32%

10 years

Somewhat worried

11%

15 years

% Worried

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

m % Disagree ' % Neutral =% Agree

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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Washing a car or bike 73%
0 . . . .
24% Cleaning windows, driveways, patios or outdoor 70%
areas
I B% I By LB Taking baths 65%
| 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 BT . .

the local water situation clearly during extreme heat weather are doing before asking an official restriction F”Img or topping up a padd“ng pOOI’ h(j)t tup o 62%
households to change behaviour swimming 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?

19%
30%
16%
22%
5% 5% 5% 11% 11%

(]

3%

I am more likely to act if I am willing to make I am willing to reduce I am more likely to actif | am more likely to act if It feels fair to ask It feels fair to ask | 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
% Agree % Neutral

® % Disagree

Base Size: 37
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The voice for water consumers
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Water Voice
Barometer and Spotlight Repo

South Staffs Water and Cambridge Water
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ccw.org.uk



South Staffs Water and "
Cambridge Water ) D)

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
Inclusivity Household income Age 75+ I 3
M2
EtB““"[;M'”‘”gy - Gender I -
ackgroun - 10 Prefer not Age 65 to 74 . o

to say s

33
B S
Rural - 7 B 23 " 23 Age 55 to 64 .
evesonaien e OV I —

I 5
Age 45 to 54
B 10 d I 16
| 1 £40k-£60K
I 20

I s -
Age 35to 44
I - Male Female J e 13

Accessibility Needs

£20k-£40k - 9
Financially . 5 Age 2510 34 . o
Vulnerable - 9 ] J M 3
12
Under £20k B s
Note: Inclusivity percentage may not total 100% because - 3
respondents could select more than one answer (multiple- Age 1810 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 . minimum sample
currently monitoring the quotas which are close to the minimum nsK, nen, @  QuK' 6" @Tn, BeuBn @ K" e """ eK ' B_ sh' ™  es”" p @

drop -outs. We are also working to boost our male, £20k -£40k, 75+, 18(024:year and 25 -34-year-old sample.
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&Barometer dashboard summary C ) W

South Staffs Water Cambridge Water

The voice for water consumers
Llais defnyddwyr dwr

Overall satisfaction owater (satisfied, scoring 7 -10) Q° 1 @5 333 ™ @5 Jd|0ddd™yy @55 J %] @55 P o
Overall value for money (satisfied, scoring 7 -10) Pl 1 @5 dd gl 1 @FF TP Fd ™ @ cdododac A @dddl o
Trust (a great deal/some trust) ™ N @35 93l | @5 F I I T T™MYpY @5 dF I 2N @5 IS
General outlook (positive outlook) PPy @7 7 ddd 2P @5 FFp 75 sPe ] @FFdFFF 2N @ & | &
Communication (fair/good communication) ™ N @5 9 dc Nl @®T T T T® N @FTGTT TN | @
Brand connection (someone I'd really like and have a lot in common with) Nee ! @9 59 J 33 HH™M] @53 Jddd N™Y @dd dddd | @5ddpd
Brand momentum (salience) (on its way up/has a lot going for it) %4 N @9 7 d I 1 @77l d @5 5N @5
Improvesourrivers P Ay @9 ddFdd Q] @ a4 @7 ddoddedd N @5Fodad¢aqd
Creates a greener future Nee M @7 ¢l ¢ 00 fhred @ dd o N | @5 o MY @ ¢ & &
Spends community members' money wisely PN @5 7o dd P @5 o o @ A @5 dddd ™My @5 d gl d
Contributes to our communities Noe N @9 7 i & & Fhd ] @5 d o NAY @ & dld d d ~hY @ & &5 o
This dashboarq_present_s directional insight from asm_all_, engaged panel and is intended to highlight emerging themes to help shape (';E(Ii ) Base Size: 52

the Accountability Sessions, rather than measure statistical performance. 6 difference +10% above average

Note: Percentage change may be 1% higher or lower than expected due to rounding. % difference -10% below average



& Barometer dashboard summary

Q

South Staffs Water

101

ce

The voice for water consumers
Llais defnyddwyr dwr

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

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

emerging themes to help shape

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

Overall satisfaction _owater (satisfied, scoring 7 -10) X ¢ NP @5 7§ I MY @7 ¢ ¢4 @5 5 dfd
Overall value for money Nee § @« FFd ] @F F TP FFI™M Y @ 7 dHNo @ o F &
Trust (a great deal/some trust) ® Nol @< ¢ %1 @5 FpF 7MY @< s sel @5 <
General outlook (positive outlook) ®eY @7 7N 1 @5 T g I I@®e] @ g & N @5 § T
Communication (fair/good communication) ®" ¥ o sd el @3 @® Y @d g & N @5 d ¢
Brand connection (someone I'd really like and have a lot in common with) ® Nl @< ¢ %Nol @9 g 4 ¢ ¢ ¢ Noa™Y @d ¢ A @5 5§
Brand momentum (salience) (on its way up/has a lot going for it) f Notl @< ¢ HHOT @5 4TI 4] @7 7 2QY1 @5 7 TR I
Improves our rivers NoNeY & ¢ g &l ®@d 745 d Tl 4] @ J PO @ dJ ¢
Creates a greener future ® Nol @< F &4 1 @5 7 4 5T Nk 4 @7 7 &l 1 @5 547
Spends community members' money wisely NS ¥ @< 74 @1 @5 d a4 AT @ - A
Contributes to our communities ® Nol @< dd ™Y @5 ddddd N @< d QY @5 Fd ¢
KEY:

Base Size: 30
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Cambridg

e Water

102

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction _owater (satisfied, scoring 7 -10)

e Nl @ o

AN @3 F

3 d s TMg Y

A s

SO @ J 4

Overall value for money

TMkﬂQo’o’

e @4 & &

b ¢ g o MY

®F & Jd T

F N @5 5 g ¢

Trust (a great deal/some trust)

™My @0 ¢

NN &5 I

' & g IMCHY

®F5 5 dJFJFd

MY @5 5 7§

General outlook (positive outlook)

® %1 @5 ¢

AN @5 I

¢ s s@Pe Y

®J 7 FF T T

20N @5 ¢ 7

Communication (fair/good communication)

Q@Y @d J

Nod 5§ @5 & 4

g d @®®Y

o s

d ®Y @5 J I

Brand connection (someone I'd really like and have a lot in common with)

P el ®@g <

4 M @5 & 4

g J g No™Y

®@F & d g

AN @5 5 Ik

Brand momentum (salience) (on its way up/has a lot going for it)

%Py @d

JIMY @ & o

& s df 4

A s

™Y @5 & ¢

Improves our rivers

£ Nl @c o

FH® 1 @ J g

g dd g4

®5 5 d s

20N @5 ¢ g

Creates a greener future

P el ®@c <

HHP® Y @& J -

g g 5 Nof M

®5 54 I

PO @5 & Fk

Spends community members' money wisely

%®Y @5

%Y @5 & &

5 5 gf ASY

®5 54 I

FHT™™MY @ & §

Contributes to our communities

P el @<

0 N @ F d

¢ ¢ & NoALY

e s

< @

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

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

emerging themes to help shape

KEY:

Base Size: 22

% difference +10% above average
% difference -10% below average
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Barometer: executive summary ) ) VeY /7,

OverVIeW Of key flndlngs SOUth Staffs Water Cambridge Water The voice for water consumers
Llais defnyddwyr dwr
Satisfaction owater service Value for money satisfaction Trust
60% 42% 50%
59% total community average 50% total community average 51% total community average
Why have you given this overall
J. Q' n s _p! satisfaction score?

A A reliable service and good recent communication drive
satisfaction: Most are satisfied with consistent supply and
no major issues. Some praise for strong communication

“Their communication with a
recent local issue was very poor
and this is a theme. Putting a

“‘Never had any issues with water
quality, responds quickly to

- : enquiries and deal with them in
during the recent heatwave and hosepipe ban. q good timeframes.” social media post up does not
Bun! ' reach everyone.”

A Slow issue resolution drives dissatisfaction: Delays in 2 ?;ggfgi’%jf;re 8/10 satisfaction score
resolving billing queries, leaks and low  -pressure problems g South Staffs Water
frustrate customers.

A Poor value for money and inconsistent updates weaken "Do not seem to have invested “Still no contact re our
perceptions: Rising bills and limited communication enough in infrastructure over complaint re the water
around planned works or disruptions contribute to poorer many years.” pressure.”
overall views.

5/10 satisfaction score 4/10 satisfaction score
Cambridge Water South Staffs Water

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
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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% (

month), its lowest level since recording began.

Total % satisfied owater

69% 69%

0 64% 64%

64% 62% £ 629% 64% 63% 0
:: 58% 58% &57%::55% 59% 60% 599
52%

—@— Total

=@ South Staffs Water and Cambridge Water

20% 34% o495 O 35% 3206 3495 38%

31%
% 4% 8% 9% 4% A% 20 2%
Nov 25 Dec 25 Jan26 Feb?26 Mar26 Apr26 May26 Jun26 Jul 26

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

% Neutral (Score 4-6)

Total % satisfied ovalue for money

%
asos A7% AT% 46% a6y, 6% 8% 49% 50%

46% 45%

40% 39% 40%

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

41%
41% 4290  39% S0% a0, 44%  46%  46%

Nov25 Dec25 Jan26 Feb26 Mar26 Apr26 May?26 Jun26 Jul 26

44% 44% 44% 4004

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

% Neutral (Score 4-6)

-10% since last

Total % trust

0
73% 65%

0,
48% °3% 489

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

45% 27% 339 B
30% 3%l 29% 36% 2%

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
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The voice for water consumers

Qy

Spotlight: Drought

A 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.

~

Ak N en
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.

® NnNQeK sQ " stf_  en. esQ e&huvQn, -

T KQdn.

Llais defnyddwyr dwr

“‘Be quicker with
communication, explain
what will happen if we 5
Sor¥iry t®L2dRe wal? . - U
usage, do this before its too
late.”

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

more.”

Base Size: 44



South Staffs Water and Cambridge 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 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
you about water shortages
occurring in your area this
summer due to drought?

How worried, if at all, are you about water shortages due | trust my water prowderl to
to drought in your area over the next... , eln_sure my water SUpPly
isn't impacted by periods of
very hot weather

50%
0,
55% <% 27%
% Not worried
% Somewhat worried 5 years 10 years 15 years B % Disagree " % Neutral H% Agree
% Worried % Not worried Somewhat worried % Worried

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

Drought

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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Washing a car or bike 80%
Cleaning windows, driveways, patios or outdoor 0
o 75%
11% areas
B/ S 9% 204 Watering the lawn 68%
70
It is reasonable to ask people to | 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 Taking baths 68%
households to change behaviour
=% Agree % Neutral ® % Disagree R : :

A9 ° o Disag Filling or topping up a paddling pool, hot tub or o

swimming pool

Base Size: 44



South Staffs Water and Cambridge Water

Spotlight findings

Drought

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
manage 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?

5% 7%
I am more likely to act if
| understand the local
risk clearly

I am willing to make
small changes to how |
use water during
extreme heat weather

| am willing to reduce
non-essential water use
during drought

restrictions become

m % Agree

5%

9%

It feels fair to ask
households to save

water before

necessary

9%

*

I am more likely to act if
| know my water
company is also doing
its part

% Neutral

200

I am more likely to act if
large water users such
as large businesses or
households with pools
and hot tubs are also
being asked to reduce
or move their use

34%

| trust my water
provider to
communicate honestly
about water shortages
or drought

14% 16%

11%

It feels fair to ask

households to save

water during extreme
heat weather

| trust my water
provider to manage
water resources fairly
during periods of high
water demand

I would need stronger
evidence before
changing how | use
water

® % Disagree

Base Size: 44
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Water Voice
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South West Water (including Bristol
Water and Bournemouth Water)
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Delivered by Taylor McKenzie
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South West Water (including Bristol
Water and Bournemouth Water) o == <

SouthWest Bournemouth Isles of Scilly
Water Water Water e

The voice for water consumers
Llais defnyddwyr dwr

Community population

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

Bournemouth Water community members: 6

Inclusivity Household income Age 75+ ..23
Ethnic Minority Gender Age 65to 74 i s
Background Prefer not to I 8
say 5 34
Bl S
2 Age 55 to 64 ]
Rural £60K plus i - 23 X 23 10
Representation e —y
Age 45 to 54
B 0 I 12
£40k-£60k
|1 I 22
Accessibility Needs Age 35 to 44 I 6
I 20
£20k-£40K N - y Male Female
I I
. : Age 2510 34
Financially . S g e v
Vuinerable | 17 Under £20k -— 12
5
Note: Financial vulnerability is derived from income under Age 1810 24 . 3
20k, receipt of any benefit and/or in receipt of a discounted I 1
water bill. o
. 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, how ever when combined
with community members who are on benefits, struggling to pay their bills or on a discounted water tariff the quota for finan cially vulnerable community members is met. We

are working to boost our 75+ and 18  -24-year-old sample.
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SouthWest Bournemouth Isles of Scilly
Water Water Water -

&Barometer dashboard summary == < D

The voice for water consumers
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Overall satisfaction owater (satisfied, scoring 7 -10) @™ @ d fdcd r®Y @5 ™y @F5JFF|dddFT-%PT @<

Overall satisfaction ©sewerage (satisfied, scoring7 -10)

South West Water only D % @7 S F & 7 ™Y @3 5] 7 & sTMNSY @ & G|d & & d-Nol | @7 & J|a &
Overall value for money ®* Y @5 dJddder] @5 Fd|ldddd™ Y @ dd|lddd -0 J @5 g
Trust (a great deal/some trust) PAMY @7 ¢ § ey @ F | FI™MYY @ FF|lddFdd-f I @575 dd
General outlook (positive outlook) No™Y @d o § ¢ ¢ Fd @ 7 d|d ¢ ¢ d@Pe @7 F F|ld ¢ 7 -l J @5 & o] & &
Communication (fair/good communication) LNl @9 7§00 Q] @F T ddcddd® Y @7Fd[0dcd-%Q] @57 g
Brand connection (someone I'd really like and have a lot in common with) f e @7 ¢ o Nl @ F Ao & FNe™Y @d F F|d ¢ & -4 @F & 4 & &
Brand momentum (salience) (on its way up/has a lot going for it) %A @ o ¢ 7 dNel @ S S|d F Tl 4 @FFF|F T T T -NN] @ T d <
Improvesourrivers Co™Y @5 F F & & 706N @5 & ]l F FFf 4 @5 g & F-%®PY @ & |5 g
Creates a greener future el @5 s & Nl @F & d 7 FF N | @ ¢ F|d & & 7-%H™Y @7 & o] ¢ &
Spends community members' money wisely A @F T F T TR @F Fd T T I A @F T I|TF T T ] @F T
Contributes to our communities %ALY @ I F F 7 N @F 7 F T INAEY @F T S| T FT-Chd | ®@F T I T
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape KEY: Base Size: 60

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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Overall satisfaction o water (satisfied, scoring 7 -10) 0 %1 @7 s o e%d | @557 ™M]] @5 |5 T-NoKT @ &
Overall satisfaction o sewerage (satisfied, scoring 7 -10) ! %1 @5 ¢ Fp ¢ ¢ ¢%4™Y @5 5|5 7 F F™MNe| @5 & dfs & & #-NoNo| @ o o &
Overall value for money P ™Y @ d f T IT™MY @F FIFFFI™M N @5 d|d -l ™M @5
Trust (a great deal/some trust) P ™Y @c d f ol ] @ I T T T MpHY @ el QY @5
General outlook (positive outlook) Nl @5 o F ¢ d ded| @ ¢ d|d & ¢ dPEe N @F & F|d & & F-Ne®PY @7 & &
Communication (fair/good communication) el @7 c Nl @ & | F @ | @ 7 F|d 7T - Nol @ & &
Brand connection (someone I'd really like and have a lot in common with) e @5 P 7 EN| @5 7 55 FINOMY @9 5 g FdFF-%d 1 @5 ¢
Brand momentum (salience) (on its way up/has a lot going for it) P9 @5 7|9 F 5Nl @897 JFF | 41 @5 F|dFFd-f ™M @557
Improves our rivers BN @ o fp 0 0 ¥ @ 7 d|d F d dl 4 @ F F|d ¢ g d-he @ &

Creates a greener future P @7 7 dlg d 7 HQ] @5 5|5 77Nl | @5 FF|ldg s g-f e @5 4
Spends community members' money wisely %Nl @5 o ¢ 3 ol @ d|d g 0 df5Ab6] @5 3 e & 7 7-%Q @3 & d
Contributes to our communities A @d ¢ d |0 8 ¢ A% @c G| g 7 TN @F S Fld F T I 4 @F I
This dashboard presents directional insight from a small, engaged panel and is intended to highlight KEY: Base Size: 24

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

emerging themes to help shape

% difference +10% above average
% difference -10% below average
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Overall satisfaction _owater (satisfied, scoring 7 -10) Q%Y & A5 @ 7 7§ 5 FF ™My @5 F Nl @5 F F ¢
Overall value for money ™ N @4 NN @ c F d g s M \ @9 FdFdFF J @FFI T
Trust (a great deal/some trust) Q@Y & % @5 ¢ § & 7 7 IMKHY @F 7 d FFF PNl @5 4 &
General outlook (positive outlook) X 41 @5 FF ¢ FFa@Pe] @555 FIN| @5 5 5 ¢
Communication (fair/good communication) P AN @< 2@ @ F I d T TP I @F T T T TN | @F T T
Brand connection (someone I'd really like and have a lot in common with) NoNoY @ ¢ MY @5 7§ 7T N™] @5 ddddd ) | @55
Brand momentum (salience) (on its way up/has a lot going for it) A% @< Nl @9 7T § I IFF) 41 @FF I FF N @5 I|Fd
Improves our rivers el @7 F M@FrddF Il 4 @55 d Nl @ & § &
Creates a greener future f ™Y @9 N @5 55§ FINk I @535 g dddFe] @557
Spends community members' money wisely 009 ®@c 2Nl @ ¢ o9 7 F df A6 @5 F 9 d T Q] @5 I
Contributes to our communities ™Y @7 QY @5 5 JfFFINAS] @ 5 d & 5 F sGHNT @5 J ¢ d
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.
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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Barometer: executive summary = = < g AN

) o South West b
Overview of key findings Water ~ Water ST T
Liais defryddwyr
Satisfaction owater service Value for money satisfaction Trust
45% 40% 48%
59% total community average 50% total community average 51% total community average

Why have you given this overall
satisfaction score?

J. Q' n 9 _p) “We have experienced no issues with
] o _ o _ “Cives a reliable, safe clean water quality of the water however every
A satisfaction is service -led: Many feel satisfied by a consistent supply.” evening we have been experiencing
water supply with good water quality and pressure. Jow water pressure for around 10
Bun! 10/10 satisfaction score days.”
Bristol Water
A Enviro_nmer!tal perfc_)rmance and company priorities: 7/10 satisfaction score
Dissatisfaction is driven by sewage pollution and “I do have issues with SWW's record Bournemouth Water
contamination incidents, alongside a perception that profits on raw sewage discharges and
are being prioritised over environmental protection and seriously question long-term “Any company that actively
service Investment. investment, which seems grossly po//utes the environment whilst
A Transparency and confidence in  future plans :Trustis inadequate.” paying out bonuses and
weakened by limited communication about environmental ~ simultaneously requesting
commitments, long  -term investment and how rising bills 3/10 satisfaction score increased bills is a bit of a joke.”
will translate into future improvements. South West Water

0/10 satisfaction score
South West Water

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

August, addressing low trust levels in South West Water. An action plan is currently Base Size: 60
being developed.




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 owater

0
5896 59% 60% 579 5o, 59% 090% 59%

52% 0
58% 56%
49% 48% 48% 48% 47%

40% 45%

=@=—Total =@ South West Water

0,
35% 38% 20% 24%  37% 329 30% 37%
27% 0

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 % satisfied wovalue for money

0
2606 49% 1% 460 440, 48% 49% 20

45% 46%

40%

=@=—"Total =@ South West Water

37%  35% 28%  35% a0, 32%
24% 57,

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

37%

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

% Neutral (Score 4-6)

Total % trust

58%
a0y 2370 54% 4905 2270 50% 51%

50% 4 48%

44% 43%

41% 40%

38%
=@=Total =@ South West Water

Sl 26%  16% 9o 23% 13%

25%
" 18%IIIII

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

% Trust % Neutral H % Distrust

Base Size: 60
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Isles of Scilly
Water WATER-

The voice for water consumers

Spotlight: Drought

A 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.

Asmt Nen '~ _ ® nnQeshh Bnsf_.  en. esQ ehovQn. -

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.

A 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%.

A 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.

A 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.

A 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

“If bans are being put in place, all
information should be clear
K Q ®n . abous medeydisabled®s  _ v~
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



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

Drought

The voice for water consumers
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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 | trust my watertprowderl to
occurring in your area this to drought in your area over the next... . eln_sure my water Supply
summer due to drought? isn't impacted by periods of

very hot weather

32%
40%
40% 42%
% Not worried
) 5years 10 years 15 years
% Somewhat worried y y y B % Disagree " % Neutral H% Agree
m % Worried % Not worried Somewhat worried m % Worried

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

D rO U g ht 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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Cleaning windows, driveways, patios or outdoor

2%
areas

16% Washing a car or bike 70%

Taking baths 58%
Water companies should show It is reasonable to ask people to | would be more W|II|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
% Agree % Neutral ® % Disagree
Using the dishwasher less often 48%

Base Size: 50



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

Drought

The voice for water consumers
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90% said they are willing to make small changes during extreme heat and 86% to reduce non -essential water use
during drought. A ction 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?

I 2%

32%
22% 28%
3% 10%
6% e 10% 8%
I am more likely to act if lam W|II|ng to make I am more likely to act if | am more likely to act if I am willing to reduce It feels fair to ask It feels fair to ask | trust my water | trust my water I 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

% Agree % Neutral ® % Disagree

Base Size: 50
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Southern

Community population Water. = _
Lisis detnydcwyr i
Southern Water community members: 52
Age
Inclusivity Household income
Age 75+ _K
K]
Ethnic Minority - 9 Brefer not (o
naer
Background s oy : Gende Age 65 to 74 I 2
26 26 ]
23 23
-
Rural - 7 £60K plus ———-—" Age 55 to 64 -
Representation - 13 I 18
I 10 I 5
£40k-£60k ] Age 45 to 54
Accessibility Needs _
19 B B ¢
SRR — 15 Male Female AoC 30N — 1
Financialy I 5 . B s
Under £20k Age 2510 34
Vulnerable - 8 ~ B g K
Note: Financial vulnerability is derived from income under - 3
20k, receipt of any benefit and/or in receipt of a discounted Age 181to 24
water bill. W2
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 ethnic minority background, 45 -54 year and 18 -24 sample.




122

&Barometer dashboard summary wareorce sosaee - SOUHENM
oaA\)l gggreence 10%below  \Aater. \=‘~

The voice for water consumers
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Overall satisfaction owater (satisfied, scoring 7 -10) Nohy @ ¢ fF & & INeYl @J J d| d 7 & dT™Mg | @F JF F|ld 7 & 7-f A @ & d|d &
Overall satisfaction ©sewerage (satisfied, scoring7 -10) ®* Y @55 d 5 s @5 F [ I™N @7 F F|d & -%Ne| @ & o ¢ &
Overallvalueformoney P NH @6 ¢ & 7 & ™Y @ F J|ld d Fd™ Y @ dd|lddadd-d ey @5 d d|ld g
Trust (a great deal/some trust) P ™M @7 o § ddd™] @35 J dddd d™MQpYY @ d d|ld dddl QF @ 7 d|d &
General outlook (positive outlook) P %Y @F d F F 7Y @5 Fd dFdFdPey @5 F|lddda-f QF @7 7 ¢|lad &
Communication (fair/good communication) Noe N @7 & § & ¢ des @ F |l d 7 & d®F Y @ & d|ld ¢ & & -No| @7 & & 4 &
Brand connection (someone I'd really like and have a lot in common with) L %Y @ 7 F ¢ d ded @ ¢ d|d ¢ ¢ FNe™Y @7 G G|d 7 T T-CHh®Y @7 ¢ |
Brand momentum (salience) (on its way up/has a lot going for it) el @c o p oo @ @53 d|ddddl 4 @5 FF|dd -l | @5 & 4o
Improves our rivers % N @5 T F T Fe @F T FFFadl 4 @FFd|ldgFaaLF Y @5 F g|lg s
Creates a greener future HNel @ o b ¢ 0 F o @ |l o o oNol J @ ¢ |6 & & ¢-pAL @7 ¢ oo &
Spends community members' money wisely %Nl @c o f o ¢ o @7 G |d G 7 T M @F ¢ e 7T T -H™Y @5 ¢ g
Contributes to our communities P Y @5 T F & F ™ @F F dld ¢ 7 FNALY @ & F|d 7 ¢ ¢-%HQY @ ¢ d| ¢ &
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape Base Size: 52

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 Southern o AN
Overview of key findings Water. == - W W
Satisfaction owater service Value for money satisfaction Trust
31% 23% 25%

59% total community average

J. Q' n" s _p.

A 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.

Bun!

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

A 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.

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

An ad-hoc Accountability Session has been scheduled for the
th August due to low satisfaction scores.

Accountability call out:

: Base Size: 52
Southern Water community on Tuesday 25 ase Size
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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 owater

e, 8% 58% 56% 57% 559, 9% 0% 59%

0,
27% 30% 5704 28% 32% 2995 31%

0
23% 18%

=@=—Total =@ Southern Water

1% ... 39% 45% 33% 48% 3895 35%

Nov 25 Dec25 Jan26 Feb26 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% 45% 46% 46% 440 48% 49% 0

4W+* NO/'—*__.

21% 23% 22% 21% oqo, 22% 23%

18% 20%

=@—Total =@ Southern Water

35% 29%
39% 9
420 37% A% 45%  44% o0

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

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

% Neutral (Score 4-6)

Total % trust

489% 2370 4gop 52% 4% 4904 53% 5004 51%

30% 28%

20% 2196 0 2206 23% 25% 24% 25%

=@=—Total =@ Southern Water

229% 14%  1gyy  16% 179

I 16% 22 15% I I

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

14%

m % Trust % Neutral m % Distrust

Base Size: 52



Spotlight: executive summary Southern e/,

Overview of key findings Water. ==

The voice for water consumers

Spotlight: Drought

A 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.

AMivten "~ _ @ nnQeshh Bnsf_ en, esQ ehvQn, "' KQLn* ®"'Ca/e walfhgsSabou®d . .

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.

A 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%.

A 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
be more likely to act when the local risk is communicated 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.

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

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

Llais defnyddwyr dwr

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

T KQe6 K es_. Q. es Q. " esf. . unen ~ KenKuQne " en ' KeBK. 3 ' Ken.
weather. 31% agreed that they trusted their provider and 40% 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 rust my water provi erl 0
occurring in your area this to drought in your area over the next... . e“r[1_sure n:yC;Nt? ter sm_dep y f
summer due to drought? SN 'r?lz?; ﬁot V\)//ezttar::)r S0
41% 42% 33%

51%

5 years 10 years 15 years

% Not worried

% Somewhat worried B % Disagree ' % Neutral ®% Agree

m 9% Worried % Not worried Somewhat worried % 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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K

pressure?
Cleaning windows, driveways, patios or outdoor 64%
areas
1

1% Washing a car or bike 62%

- Watering the lawn 62%

A/

7%

9%

6% A%
It is reasonable to ask people to | 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 FIushing the toilet after every use 53%

households to change behaviour

% Agree % Neutral ® % Disagree
Using the washing machine less often 51%

Base Size: 45



Southern Water: Spotlight findings

Drought

The voice for water consumers

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

Llais defnyddwyr dwr

-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.

290

I am willing to make
small changes to how |
use water during
extreme heat weather

20

I am more likely to act if
I understand the local
risk clearly

m % Agree

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

0 7% 7% 7%
* 4% 4% 4%
I am willing to reduce I am more likely to actif | am more likely to act if It feels fair to ask
non-essential water use | know my water large water users such households to save
during drought company is also doing as large businesses or

water during extreme

its part households with pools heat weather

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

% Neutral

It feels fair to ask
households to save
water before
restrictions become

27%

| trust my water
provider to
communicate honestly
about water shortages
or drought

® % Disagree

13%
27%

| trust my water

| would need stronger
evidence before provider to manage
changing how | use water resources fairly
water during periods of high
water demand

Base Size: 45
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The voice for water consumers
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Water Voice
Barometer and Spotlight Repo

Thames Water
July 2026

Delivered by Taylor McKenzie Research
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Thames Water

Community population

The voice for water consumers
Llais defnyddwyr dwr

Thames Water community members: 52

Inclusivity Household Age
income
Ethnic Minority Age 75+ = g
Background Prefer not to Gender
say | W
! 25 A 6510 74 e 11
B 23 23
Rural ] £60k plus B S
Representation N 16 Age 55 to 64 S 12
N 10
1 EADKEBOK e Age 45 to 54 __67
Accessibility Needs -
12 I
E0k£ak TR 15 Age 351044 e 10
B 12 Male Female
Financially - 5 I 2 Age 25to0 34 B ©
Vulnerable [ 17 Under £20k e
B o
Bl 3
Note: Financial vulnerability is derived from income under Age 1810 24 e 3
20k, receipt of any benefit and/or in receipt of a discounted
water bill.
Sample note: We have met 95% of our minimum sample quotas. N.B. Our lowest household income target is lower than the
minimum sample, however when combined with community members who are on benefits, struggling to pay their bills or
on a discounted water tariff the quota for financially vulnerable community members is met. We are currently monitoring o
the quotas which  are close to the minimum target to ensure we 'top up' here when replacing any drop -outs. We are also . current sample . minimum sample

working to boost our £20k  -£40k sample.



&Barometer dashboard summary

KEY:

% difference +10% above

average

% difference -10% below

average

The voice for water consumers

Llais defnyddwyr dwr
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Overall satisfaction owater (satisfied, scoring 7 -10) PQY @ g eyl @F T J|FFFI™MyY @¢ 3 F-% N @5 o
Overall satisfaction ©sewerage (satisfied, scoring7 -10) MO @9 & 7 F I @ ¢ | & ¢ ¢™MNY @ Fdd* N @dd gy
Overallvalueformoney ®AsN @5 F J gNoyl @ |l ¢ ¢ o™ N @< F3dd -y @55 d T
Trust (a great deal/some trust) Neel @9 7 § 5 &F] @5 d o dd d™MpHY @ ¢ 3 I-HO®Y @ ¢ d g
General outlook (positive outlook) Nee N @ ¢ § ¢ ¢ ¥ @0 & | d ¢ ¢ s®e N @7 3 I-% @]
Communication (fair/good communication) E N @ § 00 ¢0f J @c d|lc oo o® v @c ¢ 3 d-he @4
Brand connection (someone I'd really like and have a lot in common with) el @ccp o de®Y @53 dd F F sNe™Y @¢ ¢ F F-ChAN @ I 3| o
Brand momentum (salience) (on its way up/has a lot going for it) %l N @ o ™| @7 ddddddl 4 @c 3 d-%ey @ o
Improvesourrivers P NoH @5 ¢ ¢ & e @ 4 FFFHA 4 @7 Fdd-Qf @5 5 & g J
Creates a greener future P ™Y @ o § & ¥ @5 F | FFFINk J @7 Fdd-e @FF I dFd
Spends community members' money wisely el @c o p o oce®Y @5 dddddl A @c ¢ 3 -%%N] @5 F d o
Contributes to our communities P e @5 d ¢ d oo @ ¢ g ¢ & FNALY @& FF T -%N @5 Fd I o

This dashboard presents directional insight from a small, engaged panel and is intended to highlight
the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.

emerging themes to help shape

Base Size: 52
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Overview of key findings
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The voice for water consumers
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Satisfaction ®water service

46%

59% total community average

J. Q"' n" 3 _p!

A 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.

Bun!

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

A 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.

Accountability call out:  There are currently

Value for money satisfaction

48%

50% total community average

no ad-hoc Accountability Session triggers in

Trust

37%

51% total community average

Why have you given this overall
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.”

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

10/10 satisfaction score 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.”

“Poor financial management
and ongoing pollution issues.”

4/10 satisfaction score

0/10 satisfaction score

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
58% 58% cgos 5 59% 60% 5995

5206 % 55%
0
0% 2= 519 4906 >0 ey
a0% % | 42% 0
=@==Total ==@=Thames Water

%

33%
30% 40% 9% 5400 3006 310, 38%

Nov 25 Dec 25 Jan26 Feb?26 Mar26 Apr26 May 26 Jun26 Jul 26

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

% Neutral (Score 4-6)

Total % satisfied - value for money
46% 459 46% 46% 450, 48%
40% 48%

50%

40%
38% 37% 38%
35% 35%

=@=Total =@-Thames Water

0,
35% 27% gy, 27%  38% 45%  40%

I i

Nov 25 Dec 25 Jan 26 Feb 26 Mar 26 Apr26 May 26 Jun26 Jul 26

33%

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

% Neutral (Score 4-6)

Total % trust

48% 3% g0, 52% 4% 490, 53% 509 51%

46%

. 42%
40% 38% 3305 35% 36% 35% 37%

=@="Total =@-Thames Water

n 19% 24% 27% 20% 26% 31% o5, 27%
0

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

The voice for water consumers

Q

A 45% trust their provider to communicate honestly during periods of extreme

Llais defnyddwyr dwr

Spotlight: Drought

A 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.

“‘Explain the dangers of
wasting water and its
repercussions on the local
Aesd eon e nnQeshh " Bnsif_.  en. s Q. eh vQn. "~ KQ en. cenmmunity@llie geed t®3
usage during extreme heat. 76% would be more willing to reduce their water use invest in more reservoirs
if the local water situation was explained clearly, while 72% think water with the huge increase in

companies should show what they and large users are doing first before asking UK population the past 25
households to change their usage.

] ~

years.”
A 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%. “Water companies must
A 84% say they would reduce non  -essential use during drought and 79% say they communicate early with
would make small changes during extreme heat. 82% say they would be more transparent, {oca//zed data,
likely to act when the local risk is clearly explained. while proving they are

holding large commercial
users accountable and
aggressively fixing their own
visible leaks first.”

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

A 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.

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
occurring in your area this
summer due to drought?

47%

® % Not worried
% Somewhat worried
m % Worried

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

53%

5 years

% Not worried

53%

10 years

Somewhat worried

51%

15 years

% Worried

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

m % Disagree ' % Neutral =% 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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Cleaning windows, driveways, patios or outdoor

63%
areas
18%
Washing a car or bike 60%
% 4% Watering the lawn 56%
It is reasonable to ask people to | 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 s : :

during extreme heat weather the local water situation clearly are doing before asking an official restriction F”Img or topping up a padd“ng pOOI’ h(j)t tup o 51%
households to change behaviour swimming pool
% Agree % Neutral ® % 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
manage resources fairly.

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

42%
30% 33%

o U o o T
I am willing to reduce

I am more likely to act if I am willing to make I am more likely to act if | am more likely to act if It feels fair to ask It feels fair to ask | would need stronger | trust my water | trust my water
non-essential water use | understand the local small changes to how | large water users such | 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
% Agree % Neutral

® % Disagree

Base Size: 43
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The voice for water consumers

United
_ _ Utilities
Community population
United Utilities community members: 55
Inclusivity Household
iIncome Age 75+
Ethnic Minority - 9
Background - 10 Prefer not to
Gender
say I Age 6510 74
30
Rural B B 25
Representation | 17 £60k plus —— 23 23 Age 55 to 64
B I £ A0K-£60K B 0 Age 45 to 54
Accessibility Needs _ N 12
22
Age 3510 44
£20k-£40k =1315 Male Female
Financially - 5
Vulnerable _ 16 . Age 25to 34
Under £20k
Note: Financial vulnerability is derived from income under - 11
20k, receipt of any benefit and/or in receipt of a discounted Age 18 to 24

water bill.

Sample note: We are currently monitoring the quotas which
when replacing any drop  -outs. We are also working to boost our £20k

are close to the minimum

target to ensure we 'top up' here
-£40k sample and 18 -24-year sample.

. current sample

Llais defnyddwyr dwr

Age

il 3
a3

N 5
7

N 5
I 11

N ©
I 11

N ©
I 14

N ©
I 7

M 3
|2

. minimum sample



él Barometer dashboard summary

KEY:

% difference +10% above

average

% difference -10% below

average

United
Utilities
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The voice for water consumers
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Overall satisfaction owater (satisfied, scoring 7 -10) Q@Y @c < F | @ g T oMy @¢ GG F ™Y @d d d d
Overall satisfaction ©sewerage (satisfied, scoring7 -10) Qe @ ¢ ¢ ™Y @ 7|e ¢ ¢« MNeY @« I I I NOY ®@F F I
Overallvalueformoney T™Noq @5 & § d N @ dlod ¢ ¢ g™ Y @< F 3 Ny @7 & &
Trust (a great deal/some trust) Qe ®@¢ ¢ ¢ AV @ o ¢ ¢ ¢ MY @ FIFI%he ] @5 g
General outlook (positive outlook) Q™Y @¢ & ¢ F Nl @ d|ld s s@®eN @7 T %hd @
Communication (fair/good communication) ® N @s ey @ F o T I®F Y @ G Fdd* N @5
Brand connection (someone I'd really like and have a lot in common with) NAASY @ & & ¢ 45 N @ d|d ¢ g g Na™MY @ 73 d3F Nl @¢ ¢ & 4
Brand momentum (salience) (on its way up/has a lot going for it) ®L N @¢ o ¢ 4% J@sodlgssob4y @¢ ¢ FFF HNY @ & &
Improvesourrivers NeQY ¢ & ¢ e @ d|ld g T T4 @7 FdFd ey @5 5 F J
Creates a greener future P 4 @9 ¢ ¢ N @ F|ld 7 5 sNob N @< dF I @ F T
Spends community members' money wisely Le N @ 746 @ ¢ d| ¢ ¢ I ALY @< G I F -6 @F T T 9
Contributes to our communities PP @¢ ¢ ser @F & G F T T FNALY @7 g3 QY @5 & I I
This dashboard presents directional insight from a small, engaged panel and is intended to highlight emerging themes to help shape Base Size: 55

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

3 I
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Barometer: executive summary WYunited & F L af

: - Utilities
Overview of key findings

The voice for water consumers
Llais defnyddwyr dwr

Satisfaction owater service Value for money satisfaction Trust
64% 53% 67%
59% total community average 50% total community average 51% total community average

J. Q"' n 3°_p!

: Why have you given this overall
Q A Responsive service and reliable supply drive satisfaction score?
satisfaction: Satisfaction comes from a reliable
water supply and good water pressure and quality. “Effective and efficient, ‘I am happy with the services however
Some note prompt issue resolutions and regular seems to be much I am not very aware of what United
communications. transparent than other

utilities are doing as a company for

water companies.” the community/

Bun. 910 sotisfacti customers/environment.”
.y - . . . . . sqatisraction score
@ A Affordability and billing issues drive dissatisfaction: 710 satisfacti
Rising bills and poor customer service around satistaction score

“Had issues with getting a

billing and water meter enquiries contribute to water meter installed and |

negative perceptions.

felt the customer service was “Too much, high bill”
A Environmental performance weaken trust: Sewage rubbish it felt like no one. 0/10 satisfaction score
pollution continues to undermine confidence in the knew what was going on

h e B ~ j Q e B N K K s -~ h A Q . .
. s” b v 3 5/10 satisfaction score

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

' QhuQQ " eshK QQen " eQuKg pQeed®h "7 uv¥ ' np es”’ eJJDanaSSSiZE:n K
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The voice for water consumers

64% of community members are satisfied overall, a 10
satisfaction is at 53%, up 23 -points from November. Trust continues to grow, now at 67%

Llais defnyddwyr dwr

-point increase from November. Value for money

o up 24 -points from

November. Trust is the highest since the communities began and 16 points above the July community

average.

Total % satisfied - water
61% 66% 66% 64%
54% 58% 59% 570 58%

550 58% 56% 5504 55%
0

=@=Total =—®=United Utilities

41% 26% 32% 33% 38% 35% o605 ogy, 27%

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)

59% 907 590

Total % satisfied - value for money

54% 53%
46% 45% 46% 46% ga0, 870 A2

40% o

479 49% 50%

40%
=@=—Total =@ United Utilities

52% 0
51% 40% 4004
43% 44% °38% gy 27%

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

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

% Neutral (Score 4-6)

Total % trust 67%
62%

59% 57%
539 54% 55% 5004 -

48%

53% 52% 54% 53%

48% 49% 50% 51%
43%
=@=—Total =@ United Ultilities

37% 20%
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

W% Trust % Neutral H % Distrust

Base Size: 55



Spotlight: executive summary

Overview of key findings

United
Utilities ¥ SN

The voice for water consumers

Spotlight:

A Concern about future water shortages increase when thinking longer term.

Drought

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

n "' KQ& 6 _ @l v en " ® nnQeshh  Bnst._
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 deman d. 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.

en .

Llais defnyddwyr dwr

‘Communicate with all their
customers about what
might happen if these
eBonditthns c@®ninu®, s _

explaining why and what

exactly they are doing to
mitigate it. Keep up a
dialogue.”

®s Q_

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

143

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

T KQe6 K es_ Q esQ. ' esf.,unen ' KenKuQne " en ' KeBK, 3 ' Ken,
weather. 44% agreed that they trusted their provider, while 29% 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 rust my water provi erl 0
occurring in your area this to drought in your area over the next... . e“r[1_sure n:y(;/vt? ter sm_dep y f
summer due to drought? SN IT/E?;ﬁot V\)//ezttar::)r S0

42% 40%

51%

42%

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

% Somewhat worried
% Worried % Not worried Somewhat worried % 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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Cleaning windows, driveways, patios or outdoor

56%
areas
. . 5
20% Washing a car or bike 51%
o -
0 .
11% 9% Watering the lawn 51%
70
Water companies should show It is reasonable to ask people to | 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 Taking baths 49%,
households to change behaviour
m 9% Agree o ; )
% Neutral Filling or topping up a paddling pool, hot tub or o
m % Disagree i i 47%
9 swimming pool

Base Size: 45



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?

16% 18%
0
16% 13% 18% 18% 20%

lam W|II|ng to make I am willing to reduce I am more likely to act if It feels fair to ask It feels fair to ask i
small changes to how I non-essential water use | understand the local

I am more likely to act if 1 am more likely to act if
households to save households to save | know my water large water users such provider to
use water during during drought water during extreme water before company is also doing as large businesses or  communicate honestly
extreme heat weather heat weather restrictions become its part households with pools about water shortages
necessary and hot tubs are also or drought
being asked to reduce
or move their use

27%

11% 13%

| trust my water
risk clearly

I trust my water
provider to manage
water resources fairly
during periods of high
water demand

I would need stronger
evidence before
changing how | use

water

% Agree % Neutral ® % 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 - W
_ _ Wessex Water
Community population YTL GROUP

The voice for water consumers
Llais defnyddwyr dwr

Wessex Water community members: 50

Age
Inclusivity Household
income Age 75+ I 3
3
Ethnic Minority - 9 d
Background Prefer not to Gender ]
B - say M3 32 Age 6510 74 _6 10
7 -
Rural ] £60k plus Age 55 to 64 B S
Representation _

Accessibility Needs

23 23
21 N 12 18 e s
I 0 I 5
£40k-£60k Age 451to 54
1 I 1 ° I o
15

] .
I 18
Financially . 5 .
Vulnerable 12 12 Age 25 to 34
= Under £20 -
Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted - 3
water bill. Age 1810 24 w2
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 o
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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KEY:

% difference +10%
above average

% difference -10%
below average

Wessex Water
YTL GROUP

él Barometer dashboard summary

The voice for water consumers
Llais defnyddwyr dwr

This dashboard presents directional insight from a small, engaged panel and is intended to highlight
the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.

emerging themes to help shape

Overall satisfaction owater (satisfied, scoring 7 -10) ™) @F T T TP @ T FF T I™MI @F FI|d T T-e @5 T I d g
Overall satisfaction ©sewerage (satisfied, scoring7 -10) @AY @5 74 ¢ QY @5 FJFI™NY @d ¢ G|d 7 F o -™MY @7 o & d &
Overall value for money @ Y @5 FdFd] @5 F|Fdd ™ 9 @5 dd|lddd - J @5 d|a
Trust (a great deal/some trust) Pl @5 § Tl @5 d 7T FI™MYpYY @5 FF|dd Fd-4 @5 F 3 d o
General outlook (positive outlook) Nt @ 7 § & ¢ QY @9 7 d 7 ¢ e @F ¢ F|d ¢ dd -4 @5 d o
Communication (fair/good communication) Nel M @6 7 §¥ & F @ @5 5 d 7 F d d®F 1 @5 Fd|d o A @5 d &
Brand connection (someone I'd really like and have a lot in common with) LI @5 ¢ o Nl @6 7 4 0 & & GNe™MY @7 & oo & ¢ -GNl @ & o &
Brand momentum (salience) (on its way up/has a lot going for it) %A @ F F I HF I @ oA @FFF|lF T T NN @ T
Improvesourrivers Sl M @5 F S d 2™ @ 4 FFdFd 4 @57 F|dFFF-%phe @5 & g
Creates a greener future PPy @5 d § 5 TNol @ 7 J|ld 5 dNol N @7 & d|ld ¢ & ¢-C%° N @5 & 4|«
Spends community members' money wisely %ALY @F T 7T TP @F T G F T A @F T F|F T T ] @F I |
Contributes to our communities NS @0 & § & & ™Y @ d|ld ¢ & dNALY @7 & d|ld ¢ ¢ ¢ * N @7 & & d|«
Base Size: 50

Q o &

Q



Barometer: executive summary

Overview of key findings

Wessex Water £~ "'z

YTL GROUP

150

7 Ny

The voice for water consumers

Satisfaction ®water service

52%

59% total community average

J. Q' n" s _p!
A Satisfaction is service -led: Many are satisfied with a

consistent, good -quality water supply, with positive
customer service experiences also contributing to
satisfaction for some.

Bun.

A Company transparency undermines trust:

A Pollution and financial accountability drive dissatisfaction:

Sewage pollution raises concerns about environmental
performance, while rising bills contribute to perceptions
that profits are being prioritised over infrastructure
investment.

Accountability call out:  There are currently

Despite
acceptable household service for most, limited information
about future plans and investment creates wider mistrust.

Value for money satisfaction

40%

50% total community average

Llais defnyddwyr dwr

Trust

42%

51% total community average

Why have you given this overall

“We have never had a
problem with our supply.”

10/10 satisfaction scores

“‘Children from the area
being hospitalised after river
swimming. Sewage making

its way to rivers.”

4/10 satisfaction scores

no ad-hoc Accountability Session triggers in

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

satisfaction score?

‘I would give them a 10 in service,
water quality and other customer
facing interactions, but ... reports of
environmental pollution are still
prevalent in the media.”

7/10 satisfaction scores

“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.

0/10 satisfaction scores

Base Size: 50




él Wessex Water: Barometer findings
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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% 61% o, 60% 62% 6196 5904
52%
6 58% 56% 50, 550, 2070

52%

0
46% —@—Total —@=Wessex Water

31% 31% 350 29% 3206 350

Nov 25 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 % satisfied
54%

- value for money

55% 5104 50%

46% 45%
40%
40% 40%
37%
=@=Total =—=@=\Nessex Water
6% 4% . 38%  44% Bt
° 35% 3206 37%

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

50% 51%

—=@=—Total —@—\Wessex Water

0, 0,
21% I 18% 29% 27% 30%

37% 9
0 33% 26%

27%

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

M % Trust % Neutral H % Distrust

Base Size: 50



Spotlight: executive summary

Overview of key findings

7 / y

Wessex Water YTL

YTL GROUP

The voice for water consumers
Llais defnyddwyr dwr

Spotlight: Drought

A Concern about future water shortages increase when thinking longer term.
are concerned about water shortages this summer and 41% are concerned
about water shortages over the next 15 years. Only 34% trust their provider to
maintain supplies during very hot weather, while 27% disagree.

Aa™yen "~ _ @ ninQeshh Bnsf_. en. esQ ehvQn.

usage during extreme heat, 91% say they would be more willing to reduce
usage with a clear explanation of the local water situation and 90% think water
companies should show what they and large water users are doing before
asking households to reduce their water usage.

A Washing cars or bikes is the main activity people think should be reduced
during a drought or water shortage risk at 78%, followed by cleaning outdoor
areas at 66%.

A Willingness to change water usage is exceptionally high: 98% say they would
make changes to how they use water during extreme heat, while 95% say they
would reduce non -essential use during drought. 95% say they would be more
likely to act during water restrictions when the local risk is clear or the
company is doing its part.

A 57% trust their provider to communicate honestly during extreme heat or
drought, whilst 51% trust their provider to manage resources fairly during
periods of high water demands.

A 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.

7%

T KQ

pn,

“Water companies need to
approach households who
ignore restrictions. It's hard
when neighbours continue

to use garden sprinklers

@ur/gg a hegepige bap st _
makes it seem very unfair to
those who make the effort.”

‘Why do water companies wait

for the inevitable? We are
getting higher temperatures
each summer. They wait until
we are already in the middle of
our second heatwave this year
to send out messages about
saving water..they should be
sending out messages as early
as mid-spring about saving
water, in the probably case
that hotter weather is
imminent.”

152

Base Size: 41



Wessex Water: Spotlight findings

Drought

153

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
occurring in your area this
summer due to drought?

49%

B % Not worried
% Somewhat worried
% Worried

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

39% 34%
49%
5 years 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

m % Disagree ' % Neutral =% Agree

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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K

pressure?
Washing a car or bike 78%
17% Cleaning windows, driveways, patios or outdoor 66%
- o
50 20/0 Watering the lawn 56%
0
It is reasonable to ask people to | 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 Taking baths 56%

households to change behaviour

% Agree % Neutral ® % 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.

24% 24%

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

29%

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

I am more likely to actif | am more likely to act if It feels fair to ask It feels fair to ask
small changes to how I non-essential water use | understand the local | know my water

| trust my water | trust my water 1 would need stronger
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 ® % Disagree

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

Water Voice
Barometer and Spotlight Repo

Yorkshire Water
July 2026

Delivered by Taylor McKenzie Research
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Yorkshire Water — e

Community population YorkshireWater

The voice for water consumers
Llais defnyddwyr dwr

Yorkshire Water community members: 44

. Age
Inclusivity Household
income
Age 75+ =3 4
Ethnic Minority
Background Prefer not to Gender _ 5
say N2 Age 65 to 74 —
23 99 23 9o
Rural fook plus N 7 . -
Representation N 16 Age 55 1o 64 e s
B 10
I £40k-£60k —B Age 45 to 54 __6 9
Accessibility Needs _
16
I - I ¢
£20k-£40k B 10 Male Female Age 3510 44 e s
Financially - 5
Vunerable [ 1 under £2ox N 12 nge 251034 N ©
s ° I
Note: Financial vulnerability is derived from income under
20k, receipt of any benefit and/or in receipt of a discounted - 3
water bill. Age 18to 24 e
Sample note: We have met 100% of our minimum sample quotas. N.B. Our lowest household income target is lower than the
minimum sample, however when combined with community members who are on benefits, struggling to pay their bills or
on a discounted water tariff the quota for financially vulnerable community members is met. We are currently monitoring .
the quotas which  are close to the minimum  target to ensure we 'top up' here when replacing any drop -outs. We are . current sample . minimum sample

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



&Barometer dashboard summary

KEY:

% difference +10% above

average

% difference -10% below

average

YorkshireWater

158

The voice for water consumers

Llais defnyddwyr dwr

Overall satisfaction owater (satisfied, scoring 7 -10) ™y @g g ™M @ o oo oMy @« G F Ny @ccdaa
Overall satisfaction ©sewerage (satisfied, scoring7 -10) Q@Y @c < /Nl @ ¢ | ¢ ¢ « MNeY @ ¢ FIIU N @F T | T
Overallvalueformoney TMTMY @ & & A | @F G|l g g s N @< F 3 PY @5 F F J|F T«
Trust (a great deal/some trust) ™ N @g g A @ F gl ¢ T FTM®pY @0 73T -%Y ®@F T F T
General outlook (positive outlook) ®™Y @d ¢ @Y @ 7 5T Pe @ ¢33 -%HY @5 F I I d
Communication (fair/good communication) NP @7 & @Y @5 7 4 FFF B N @ 737 -Qf @5 FFd 3
Brand connection (someone I'd really like and have a lot in common with) NeQY @ ¢ & P @ | 7 7 Ne™MY @ GG HY @5 da o
Brand momentum (salience) (on its way up/has a lot going for it) L ™Y @g g ihN @ F JF T 4 @F GGG -OY @5 F Fd
Improvesourrivers ®%Y @5 < F N @5 d|lo g s sl 4y @7 F I UL @5 5 |5 F o
Creates a greener future ® Nl @5 & Sl N @ F|d 7T I Nl N @< F I TN N @5 F e T
Spends community members' money wisely tey @cc sesy @F F d I Il ALY @< 73 -H @F T
Contributes to our communities ® Nl @ & Al @F F | T F 7 FNALY @ 3 F QN @5 FF I

This dashboard presents directional insight from a small, engaged panel and is intended to highlight
the Accountability Sessions, rather than measure statistical performance.
Note: Percentage change may be 1% higher or lower than expected due to rounding.

emerging themes to help shape

Base Size: 44



Barometer: executive summary

Overview of key findings

159

e f

YorkshireWater

7

The voice for water consumers
Llais defnyddwyr dwr

y

Satisfaction ®water service

59%

59% total community average

J. Q' n" s _ p!

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

Bun!

A 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

Value for money satisfaction

55%

50% total community average

no ad-hoc Accountability Session triggers in

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.




él Yorkshire Water: Barometer findings

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%

0
58% 5 0 59%
52%

44% —@—Total =—®= Yorkshire Water

36% o
38% 30% 397 o0, 39% 34% 2705 25%

Nov 25 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 % satisfied - value for money
54% o D9%
49% 46% 51% 47% 49% 51%
42% 49% 50%
0
" 46%45% v 46% 44% 48% U7
—@— Total =@ Yorkshire Water

41%
40%  ,ey,  30% ° 330 39% 34% 330 20%

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
65%

550
° 53% 5094 519

—=@=Total === Yorkshire Water

20% IIII
0

20% 26% 24% 20%

l 30% ooy 22% 8/

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

% Trust % Neutral H % Distrust

Base Size: 44



Spotlight: executive summary

Overview of key findings

161

— el 4 / y
YorkshireWater

The voice for water consumers

Spotlight: Drought

A 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.

Llais defnyddwyr dwr

“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.”

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
occurring in your area this
summer due to drought?

How worried, if at all, are you about water shortages due | trust my water prowderl to
to drought in your area over the next... , eln_sure my water SUpPly
isn't impacted by periods of
very hot weather

0 24%
34% 27% 32%
% Not worried
% Somewhat worried 5 years 10 years 15 years B % Disagree " % Neutral H% Agree
% Worried % Not worried Somewhat worried % Worried

Base Size: 41
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Yorkshire Water: Spotlight findings

Drought

The voice for water consumers
Llais defnyddwyr dwr

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
VLQ ® VLK ™ @es ® K, v, ne Ke vK' "~  es eB K ' 6 K
pressure?

Washing a car or bike 61%
Cleaning windows, driveways, patios or outdoor 0
0 59%
17% areas
b 12% - Filling or topping up a paddling pool, hot tub or 44%
204 5% 4% ; ;
2% swimming pool
| would be more willing to Water companies should show It is 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 37%
households to change behaviour
% Agree % Neutral ® % Disagree
Taking baths 37%

Base Size: 41
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Yorkshire Water: Spotlight findings

Drought

The voice for water consumers

Llais defnyddwyr dwr
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?

20% 20% 22%

10°/ 15%
(]
o, 5%
5% 3 7% —be O
I am willing to make I am willing to reduce I am more likely to actif 1 am more likely to act if It feels fair to ask I am more likely to act if It feels fair to ask | trust my water I would need stronger | trust my water

small changes to how I non-essential water use | know my water I understand the local households to save large water users such 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 ® % Disagree

Base Size: 41
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