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Serial number

PERIODIC REVIEW: CUSTOMER SURVEY

Sample Point from Quota Sheet [WRITE IN]:

Good morning/afternoon/evening. My name is.... from BMG Research, an independent
research company conducting a survey on behalf of the water regulators, water
companies, the government, the Welsh Assembly government and consumer
representatives.

We are carrying out research on the current and future services provided by the water
and sewerage company/companies in your area.

Would you mind answering a few questions; it should take about 25 minutes?

Read out

Your responses will remain anonymous and will be used to inform final
decisions on investment and water bill changes in your area over the period
2010- 2015.

While other issues may arise to affect water companies’ priorities, the aim is to ensure
that customer views are represented and that water companies take into account the
issues prioritised by customers.

Can | just check — as far as you know, are you connected to the Mains water supply
and sewer system? Thank you. (Close if not connected to main water or sewer
system.)

[CHECK QUOTAS AND THAT RESPONDENT IS AGED 18 OR OVER]

Read out
First of all I'd like to establish what kind of water/sewerage bill payer you are.

S1 Which one of the following types of bill payer best describes you?
Code one only

Y0 L= o 11 I o T= Y= 1
Jointly responsible for household finances along with my Spouse or partner-........ 2
Contributor to shared household expenses (e.g. house/flatmate, parents) .......... 3
Payment through private Fent.. ... e eas 4
Payment through Council rent/social houSING........ccoiiiiiiiiii i e 5
Other (please specify ) e 95
1 am NOt @ DIl PAYET ..o ettt 6

If non-bill payer, thank them and close.
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S2 What is your current employment status? [Unprompted]
Code one only

Employed Full-time (304 NS ... eee s 1
Employed Part-time (9-29 NIrS) ..coiii et aaaaas 2
S 1= o 3
Not working and not looking for WOrk ... et 4
Y 118 = o 5
Not working and 100KIiNg fOr WOIK. ... e e ee s 6
Other (please specify ) 95

S3 What is the occupation of the chief income earner in your household? This/these
questions are only required in order to ensure we ask a wide range of people and
will not be used for any other reason.

NB. Where retired please collect previous job details of chief income earner
[ONLY ASK SUFFICIENT QUESTIONS TO CODE SOCIAL GRADE BELOW]

Occupation title

Position/Rank/Grade and No. of Staff Responsible for:

Industry/Type of Company:

Quallification/Degrees/Apprenticeships:

[CODE SOCIAL GRADE]:

AB............ 1 Cl.oiininnns 2 C2 i, 3 ] 4
QUOTA
Gender Age SEG
Male 1 18-29 years 1 A/B 1
Female 2 30-59 years 2 c1/Cc2 2
60+ years 3 D/E 3
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| VIEWS ON SOCIAL ISSUES

Q1 Thinking about your local area, how important, if at all, are the following issues
to you? On a scale of one to five, where one is not at all important, and five is

very important? [SHOWCARD] Rotate list
Code one only for each

Not at all Fairly Neither Fairly Very Don’t
important | unimportant | important nor | important | important know
unimportant
Education 1 2 3 4 5 6
Transport 1 2 3 4 5 6
Health 1 2 3 4 5 6
Services
Crime 1 2 3 4 5 6
prevention
Environment 1 2 3 4 5 6
Cost of Living 1 2 3 4 5 6
Immigration 1 2 3 4 5 6
Water and 1 2 3 4 5 6
sewerage
services
Utility services 1 2 3 4 5 6
Q2 Thinking about the environment, which of the following are most important to
you? [SHOWCARD] Rotate list. Code up to two
Protecting the water environment (streams, canals, rivers, lakes, wetlands and
S€a AroUNd the COAST) ..iiiiii it e ettt e e e e e eaaaneees 1
IMProving air QUATTTY . ... ..ottt eane s 2
Reducing climate Change ... e ettt e e aeanas 3
More activity on nature conservation, wildlife, woodlands, countryside ............... 4
Reducing litter and household waste...........cooiiiiiiii e 5
Improvements to tackling flooding from heavy rains...........ccoooooiiiiiiiiiiinn. 6
Encouraging people to use less water in homes and gardens...............ccccveieene 7
Other (please specify ) T 95
(N0 1<) =S 96
[ T o T o T 1Y 97
Q3 Which of the following do you believe your water company/water and Sewerage
Company are responsible for? [SHOWCARD] Rotate list Code all that apply
Providing safe, reliable, clean drinking water ......... ..ot 1
Removal and treatment of waste Water.......ccccoiiiiiiii e eeaans 2
Dealing with sewer flooding. .. .....ooui e eaas 3
Maintaining pipes, treatment works, and other infrastructure............................ 4
Protecting the water enVIrONMENT ... eaaaas 5
Managing water pollution from agriculture and manufacturing........................... 6
DraiNage Of FOAAS ...ttt 7
Reducing lITter iIN WatErWaY'S ......eieiri ettt ettt e e e eaa e e eeaaneeeaaanns 8
Preventing flooding from rivers ... i 9
Managing Canal SYSTEIMIS ...ttt ettt ettt ettt e e e e e e aaaaas 10
Helping to reduce greenhouse gas emissions and tackle climate change ............. 11
Other (please specify ) T 95
NONE Of TS e 96
[ To T 10 0 1 97




To confirm, in fact, water companies are responsible for these issues. [Reveal
SHOWCARD Q3b with activities listed- with ticks and crosses as appropriate]

THEIR COMPANY - UNINFORMED

Q4 Thinking about the services provided by your water company/water and
sewerage company, which of the following, do you feel are most important?
[SHOWCARD] Rotate list Code up to three

Providing safe, reliable, clean drinking water ..........cccoiiiiiiiiiiiiiii e, 1
Removal and treatment of waste Water....... ..ot 2
Dealing with sewer flooding.......ccoviiiiiiii i et eaaaaas 3
Maintaining pipes, treatment works, and other infrastructure............................ 4
Protecting the water enVIiroNMENT ..o e e e eaeaaas 5
(B = Tl gF=Te T30 B 0 = To 3 PP 6
Dealing with customer complaints and enNqUITIES .......c.oviiiiiiiiiiiiiiii e eeeas 7
Helping to reduce greenhouse gas emissions and tackle climate change ............. 8
Other (please specify ) T 95
[N Lo T g TC 0 i i =TS 96
[ Lo 1 0 1 97

Q5 Overall, how satisfied or dissatisfied are you with the water and sewerage
service you receive? Read out and code only one.

Very diSSatisfied ... s 1
Fairly diSSatiSfied ... ..o e 2
Neither satisfied nor diSsatiSfied ... e 3
Fairly Satisfied .. ... e 4
Very SatiSTIOd . ... s 5
[ T o i A 5 1 PP 97

[IFQ5 =1, 2]
Q5a What is the main reason that you are dissatisfied? [Unprompted] Code one

only.

TOO EXPENSIVE AIFrCAAY ...ttt ettt ettt e e et e aeanee e eaaanns 1
Prices always INCreasing ... ...oue oottt et aneen 2
Poor / unreliable - UNSPECIfied .......coiiii e 3
Poor /7 unreliable - Water ... e 4
POOr / Uunreliable - SEWEIAQgE. .. ..t ettt 5
Other — PleaSE SPECITY ...t et 6
[ T o T 1 0 1 97

[IF Q5 = 4, 5]
Q5b What is the main reason that you are satisfied? [Unprompted] Code one only.

Good/ reliable service/ NO INEITUPLIONS ..ot 1
(€ToTo o IV 7= 1 =R {0 ] gl o'aTo ] =)V /Z0S 2
Water is good qUality/CleaN ... ..o e 3
N0 T (o Yo T 11 5T 4
NO problems - UNSPECIfied. ..o et e raaaaas 5
NO ProBDIEIMS - WAt ... ettt e eaaas 6
(N To T o] fo] o] [=T 0 g KRR YAV LY =Y = T = 7
Other — PleaSE SPECITY ...t 8
[ To T 0 1 i 0 1 97



Q6

Q7

Q8

Q9

How do you pay for your water and sewerage service — do you pay for water and
sewerage services in one combined bill or do you pay for water and sewerage
separately in two bills? Sewerage services are often called used water or waste
water services.

Read out: If you are not sure and you only remember getting one bill, then this
will most likely include sewerage and water services in one bill combined.

Water and sewerage services combined in L bill ...
Water and sewerage services in 2 separate bills............coo i
Don’t KNOW (DO NOT READ OUT) 1uuiiiiiiiteiiieee ettt ee et et et e e et e ee e aeeaneeaneeneas

Check against database, clarify if necessary:

In fact you may receive one bill but in this area your water services will be
supplied by and your sewerage services will be supplied by

These services are often billed in one combined bill, even though the services are
provided separately.

Approximately how much do you currently pay for your [Q6/1: water and
sewerage services]/[Q6/2: water service and for your sewer service]?

Read out: Your best estimate is fine here if you are not sure of the exact
amount.

Where Q6/1:
£ per month/quarter/every 6 months/year: Water and sewerage services
combined

Where Q6/2:
£ per month/quarter/every 6 months/year: Water only

Where Q6/2:
£ per month/quarter/every 6 months/year: Sewerage only

[IF Q7 = Don’t know, skip to Q12]
How confident are you that you have estimated your bills accurately? Read out
and code only one.

NoOt at all CONTIENT ... e e et aaeeas
NOT Very CONfIOENt . ... e e
Fairly CONfident ... ettt e aaas
Very CONfIAENT. ... e e e s
[ Lo 1 i 0 17

And how do you rate your current water and sewerage service in terms of Value
for Money, using a scale of 1 to 5 where 1 means ‘very poor value for money’
and 5 means ‘very good value for money’? [SHOWCARD]

Very POor Value fOr MONEBY ... ettt eeaaas
Fairly POOr Value fOr MONEY ... i e e e e
Neither Poor nor Good Value for MONEY ... i
Fairly Good Value fOr MONEY ... et eaae e
Very Good Value fOr MONEBY ... .. aaas
[0 To ) o I o S [0 11LY 7 = U T AT Y
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Q10

Q11

Q12

Q13

Q14

[IFQ9 =1, 2]
What is the main reason that you feel your current water and sewerage services
are poor value for money? [Unprompted] Code one only.

1 dON't Value the SEIVICE ... et 1
NOT WOIth the MONEY ... et ettt eeaeeeaaanas 2
TOO eXPENSIVE AlrCadY ... e 3
CanNNOt AffOrd Q... e e 4
Oppose paying so much for a natural reSoUrCe..... ..ot 5
Oppose paying so much to companies who make large profits............c.....oooo.l. 6
Oppose paying more to water companies when so much water is lost in leakage . 7
Other (please specify ) T 95
[Bo] ol Al S g (01017 OF= T g AT | P 97

[IF Q9 = 4, 5]
What is the main reason that you feel your current water and sewerage services
offer good value for money?

I ValUE The SEIVICE ...ttt ettt ettt et e e e reaannees 1
Service IS WOrth the MoONeY ... e 2
Bill 1S @ffOrdable. ... .cooe e e, 3
Other (please specify ) PP 95
[ Lo T 0 1 A S (01117 = g Y= P 97

Where responsible for paying the bill: S1/1 or 2

Which of the following best describes your approach to paying your bill/s for your
[Q6/1: water and sewerage services]/[Q6/2: water service and for your sewer
service]? [SHOWCARD] Code one only.

I don’t find it difficult to pay ON tiIMe ... e 1
I usually pay on time, but it can be difficult ....... ... 2
| sometimes pay late depending on what other bills | have to pay ..................... 3
I often find it a challenge and have to delay payments as long as possible.......... 4
I don’t usually pay my bills on time ... 5
DON'T KNOW/CANT SAY  +. ettt ettt ettt e ettt e ettt e et e e e e aeaaas 97

In the last 12 months have you or any member of your household been in
contact with your local water or water and sewerage company other than to pay
the bill?

2 1
N 2
[0 Lo o i o g (o 1TAY 7 o= T AT Y 3

[IF Q13 = 1]
What was the reason for the contact? [Prompted].

Tomake a COMPIaINt. ... ettt e e e eeaee e aaaaas 1
(CT=T aTcT = =T o o | U Y2 PN 2
RequUESst INTOrMatioN ... ettt e e e eaeeeaaanas 3
TO report @ Problem .. e 4
Other (please specify ) T 5
(@72 o I A 1= 0101 11 o= 6
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ALL:

The rest of the questions are about the services provided by
Water who supply your water and Water who provide your
sewerage service in your area.

Q15 From 2010 your water company/ies will introduce new service levels which will
deliver the following:
. Continue to ensure your tap water remains safe and clean;

Continue to ensure sewer pipes are maintained;

Manage the effect of their work on the environment; and

Make other improvements where necessary.

This will mean that the average bill for your water company/ies will increase by
£34.20 by 2015 (excluding inflation).

How acceptable do you consider this plan, where 1 means ‘completely
unacceptable’ and 4 means ‘very acceptable’? [SHOWCARD]

Completely unacceptable ... .. ..o e 1
UNACCEPTADIE . ... 2
ACCEPEADI e . .. e 3
Very aCCePLabIe. ... s 4
(Do) o B N g (0)1LY 7 =T o 1 A 7= Y 5

VIEWS ON CURRENT SERVICE

Water companies are responsible for providing safe, reliable, clean drinking water, and
for removing and treating waste water, whilst managing the effect of their activities on
the environment. Working with a range of agencies, water companies are also
responsible for dealing with flooding from heavy rains and from sewers.

Here is the current level of service that your water company/ies provide in relation to
these water and sewerage services [SHOWCARD A].

Currently, the average bill in your area for water supply is £ per year and £---
---per year for sewerage giving a total of £.....per year.

Q16 Bearing in mind these current service levels, how do you rate the water service
in terms of Value for Money, using a scale of 1 to 5 where 1 means ‘very poor
value for money’ and 5 means ‘very good value for money’? [SHOWCARD]

Very Poor Value fOr MONEBY ...t e aes 1
Fairly POOr Value fOr MONEY ...t ettt et e e e aeeeeaeanas 2
Neither Poor nor Good Value fOr MONEY ... e aee s 3
Fairly Good Value fOr MONEY ......coiiii e ettt e e ea e e aeaaas 4
Very Good Value fOr MONEBY . ...t aes 5
[ Lo o i o S [0 11LY 7 = U T Y- Y 6
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Q17 And how do you rate your current sewerage service in terms of Value for Money,
using a scale of 1 to 5 where 1 means ‘very poor value for money’ and 5 means
‘very good value for money’? [SHOWCARD]

Very POOKr Value fOr MONBY .....uii ittt ettt et ettt e e e e aeaeeeeaeanns 1
Fairly POOr Value fOr MONEBY ... e et eee s 2
Neither Poor nor Good Value for MONEY.........iiiiiiiii e e e s 3
Fairly Good Value fOr MONEBY ... ettt et ae e eaas 4
Very GOod Value fOr MONEY ...ttt ettt ettt e e e e eaeeeeeaanns 5
(Do) ol Al S g [0111Y 7 OF= T g i AT Y P 6

Q18 Bearing in mind these service levels and the current average bill I have shown
you, how do you rate the current service you receive overall in terms of Value
for Money, using a scale of 1 to 5 where 1 means ‘very poor value for money’
and 5 means ‘very good value for money’? [SHOWCARD / SHOWCARD A
highlight the average bill]

Very POOKr Value fOr MONBY .....uiiiii ettt ettt et e e eeaee e e aaanns 1
Fairly POOr Value fOr MONEBY ... ettt aeeaas 2
Neither Poor nor Good Value fOr MONEY .........iiiiiiii e eeeeaas 3
Fairly Good Value fOr MONEBY ...ttt e aeeeaas 4
Very Good Value fOr MONEY ...ttt ettt e e e e e e aaanns 5
(Do) o 1 Al S g [0111Y 7 OF= T g i 7= | P 6

[IF Q18 = 1, 2]
Q18a What is the main reason that you feel your current service is poor value for
money? [Unprompted] Code one only.

I don't value the SEIVICE ... e 1
NOT WOITh the MONEY ... e e e 2
TOO eXPENSIVE AlrCadY .. ... i e 3
(@721 1 [0 A= 1 (o] o [N o 4
Oppose paying so much for a natural reSOUICe.......oiiiii it 5
Oppose paying so much to companies who make large profits............c..ccoeee... 6
Oppose paying more to water companies when so much water is lost in leakage . 7
Other (please specify ) 95
DON'T KNOW/C AN T SAY ettt ettt ettt e ettt e ettt ettt e ettt e et e aaanne e e eaaan 97

[IF Q18 = 4, 5]
Q18b What is the main reason that you feel this offers good value for money?
[Unprompted] Code one only.

I ValUE The SEIVICE ..t e et aas 1
Service IS WOrth the MONEY . ... e 2
Bill is affordable. ... s 3
Other (please specify ) T 95
[ Lo o i o S (0 111Y 7 = U i AT Y 97
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VIEWS ON DBP 2010 ONWARDS— INFORMED [6 MINS]

There are three reasons why water and sewerage bills may increase. Firstly, due to
rising energy costs and other factors it can cost companies more just to maintain
current levels of service and continue with service targets set in previous years;
secondly, costs may rise to meet compulsory new legal requirements from the
government, and thirdly, to improve other services that the water companies choose to
improve.

I will now show you your company's/companies’ plan for future water and sewerage
services and the resulting bill increases by each service area for the period 2010-2015.
Please bear in mind that all utility bills change over time due to inflation, and the costs
shown here do not include inflation [SHOWCARD B].

Q19 Bearing in mind the other options available to your water company — such as
simply maintaining services and complying with legal requirements or improving
more services than in their current plan - looking firstly at the plan relating to
water services, how acceptable do you consider your company's plan including
these improvements and the impacts overall on your water bill, (where 1 means
‘completely unacceptable’ and 4 means ‘very acceptable’)? [SHOWCARD]

Completely unacceptable ... e
LU g = T o1 0 = o] =
Y eTod=T o] =] o] L= P
Very aCCePlable. ..o e
[Bo] ol Al s g [0 )01Y 7 OF= T g 7= | PP

[IF Q19 = 1,2]
Q20 What is the main reason that you feel this plan is unacceptable?
[Unprompted]. Code one only

I don’t value the IMProVEMENTS ... .. e aaaes
Improvements Not worth the MONEY ... e
TOO eXPENSIVE AlrEadY ... ... e
CanNNOt AffOrd It ... e e
Oppose paying more for a natural reSOUICE ........cviiiiiiieiii i aeeaaeeenns
Oppose paying more to companies who make large profits ...,
Oppose paying more to water companies when so much water is lost in leakage . 7
Other (please specify ) T
DON't KNOW/CAN T SAY - et ettt ettt ettt et ettt et ettt e et e e ettt et e aaneeaan

[IF Q19 = 3,4]
Q21 What is the main reason that you feel this plan is acceptable? [Unprompted].
Code one only

I value the iIMPrOVEMENTS ...ttt et e e e e eaaaneees
Improvements are Worth the mMoONEY ...
Plan is affordable ... e
Other (please specify ) T
[0 To ] o i o S [0 11LY 7 = U i AT Y
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Q22

Q23

Q24

Q25

Q26

And looking just at the plan relating to sewerage services now, how acceptable
do you consider the plan including these improvements and the impacts overall
on your sewerage bill, where 1 means ‘completely unacceptable’ and 4 means
‘very acceptable’? [SHOWCARD]

Completely unacceptable ... 1
LU g = T o1 0 7= o] = 2
F Y olo=T o] =] o] L= PP 3
Very aCCePlable. ... e 4
(Do) o 1 Al s g [0111Y 7 OF= T g 7= | P 97

[IF Q22 = 1,2]
What is the main reason that you feel this plan is unacceptable?
[Unprompted]. Code one only

I don’t value the IMProVEMENTS ... aes 1
Improvements Not worth the MoNeY ... e 2
TOO EXPENSIVE AIIrCAAY ...t e 3
(OF= o] o o] M=\ 1 1] o N1 AR PP 4
Oppose paying more for a natural reSOUICE ..ot 5
Oppose paying more to companies who make large profits ..., 6
Oppose paying more to water companies when so much water is lost in leakage . 7
Other (please specify ) T 95
[ T0] o 1 Al s g [0111Y7 O T g i 7= Y S 97

[IF Q23 = 3,4]
What is the main reason that you feel this plan is acceptable? [Unprompted].
Code one only

I value the iImMProVEMENTS ... .ottt ettt e e e eeeannees 1
Improvements are Worth the MONEY ... 2
Plan is affordable ... e 3
Other (please specify ) T 95
[0 To ] o i o S [ 11LY 7 = U T AT Y 97

And how acceptable do you consider the plan as a whole including these
improvements and the impacts overall on your water and sewerage bill, (where
1 means ‘completely unacceptable’ and 4 means ‘very acceptable’)?
[SHOWCARD]

Completely unacceptable ..... ..o e 1
UNACCEPTADIE . ... 2
oo = 0 7= o] = 3
Very aCCePlable. ... . s 4
[ Lo o i o N (0 11LY 7 = T AT Y 97

[IF Q25 = 1,2]
What is the main reason that you feel this plan is unacceptable?
[Unprompted]. Code one only

I don’t value the IMProVEMENTS .. ... e et eaannees 1
Improvements Not Worth the MONEY ... 2
TOO €XPENSIVE AIr€adY . ... e 3
(@721 1 T A= {0 o [N o 4
Oppose paying more for a natural reSOUICEe ........coiiiiiiiiiii e 5
Oppose paying more to companies who make large profits ............ccoovviiiia.. 6
Oppose paying more to water companies when so much water is lost in leakage . 7
Other (please specify ) T 95
DON'T KNOW/CAN T SAY ettt ettt et ettt ettt ettt e ettt e e et aanne e e eaaan 97



[IF Q25 = 3,4]

Q27 What is the main reason that you feel this plan is acceptable? [Unprompted].
Code one only
I value the IMPrOVEMENTS ...ttt e e e 1
Improvements are Worth the MONEY ... ... e 2
Plan is affordable .. ... ... e 3
Other (please specify ) T 95
DON'T KNOW/CAN T SAY - -ttt ettt et ettt et et ettt et et ettt e et e e e e aaneeaan 97

Q28a Looking at each proposed service level, please state if you feel the proposed

service level in this plan offers value for money, where 1 is very poor value for
money, and 5 is very good value for money? SHOWCARD/SHOWCARD B —
refer respondent to plan in column 3 under each of the proposed service

levels
Very Very
Proposed service level poor good
value value
for for
money money
1. Maintain water pipes, treatment works and 1 5 6
reservoirs
2. Ensure a reliable and continuous water supply 1 5 6
3. Ensure the safety of tap water — drinking water 1 5 6
quality
4. Manage the appearance, taste and smell of tap 1 5 6
water
5. Manage the pressure of water in your taps and 1 5 6
the number of unplanned interruptions
6. Handle  customers’ accounts, queries, 1 5 6
complaints and customers with special needs
7. Ensure companies manage their critical water 1 5 6
treatment works and pipes to deal with extreme
events such as severe weather
8. Manage the amount of water taken from the 1 5 6
environment to supply customers
9. Maintain sewers and sewage treatment works, 1 5 6
ensure network can meet new demands and
control smells from sewage works
10. Ensure a reliable and continuous sewerage 1 5 6
service for the removal and treatment of sewage
11. Avoid risk of homes being flooded with sewage 1 5 6
12. Avoid risk of properties being flooded with 1 5 6
sewage outside the home
13. Ensure companies manage their critical 1 5 6
sewerage treatment works and pipes to deal with
extreme events e.g. severe weather
14. Manage the effect of sewerage effluent on the 1 5 6
water quality of rivers, wetlands and sea around
the coast
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Q28b Now looking at the total combined bill, then at the total water bill, then the total

sewerage bill, please state if you feel the proposed service level in this plan
offers value for money, where 1 is very poor value for money, and 5 is very
good value for money? SHOWCARD B

15. Total water bill by 2014-15 1 2 3 4 5
16. Total sewerage bill by 2014-15 1 2| 3 4 5
17. Total combined bill by 2014-15 1 2 3 4 5
Q29 Are there any other changes to the company plan that you would like to see

Q30

made that have not been covered?

Thinking about the changes you have been shown in the company plans, which
service areas if any would cause you most concern if they were delayed? Code
up to 3. SHOWCARD B

Maintain water pipes, treatment works and reServoirs........cccvvviiiiieiiiiiieeniannn. 1
Ensure a reliable and continuous water SUPPIY .....ooiiiiii e 2
Ensure the safety of tap water — drinking water quality .............cccooiiiiiiiiiiiai, 3
Manage the appearance, taste and smell of tapwater...........c.ooiiiiiiiiiiiiiininnas. 4
Manage the pressure of water in your taps and the number of unplanned

L1 =] 8T 01 1[0 o L P 5
Handle customers’ accounts, queries, complaints and customers with special

1S = T 6
Ensure companies manage their critical water treatment works and pipes to deal

with extreme events such as severe weather........ ..o 7

Manage the amount of water taken from the environment to supply customers... 8
Maintain sewers and sewage treatment works, ensure network can meet new

demands and control smells from sewage WOrKS ..o, 9
Ensure a reliable and continuous sewerage service for the removal and
TrealMENt Of SEWAgE . ...ttt ettt aaas 10
Avoid risk of homes being flooded with sewage.......cccovviiiiiiiiiiii e, 11
Avoid risk of properties being flooded with sewage outside the home ................. 12
Ensure companies manage their critical sewerage treatment works and pipes to
deal with extreme events e.g. severe weather ....... ... 13
Manage the effect of sewerage effluent on the water quality of rivers, wetlands
and sea arounNd The COAST. ... oot e 14
[ Lo o i o N [0 11LY 7 = T AT Y 97
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BILL PROFILE [1 MINS]

Water and sewerage bills will change during the period 2010-2015. However, they can
change at different rates so that customers may end up with different bill amounts in
the final year, although overall they would pay the same amount. There are three

options for bill changes set out in the showcard.

[SHOWCARD].

Q31 For example, if a bill had to increase on average by £5 per year, there are a
number of ways this could be achieved. If you had to choose one of the options,

which would you prefer?

Bills change every year according to how much work water companies have 1
to do. This could mean changes in bills for customers up one year and down

the next.

Bills show one big step change in the first year, then stay the same for the 2
following four years.

Bills change steadily every year throughout the period, so that customers do 3
not see big changes from year to year.

DEMOGRAPHIC INFORMATION [3 MINS]

Finally, some questions to help us analyse the results of this survey. To confirm again,
all your answers will be kept strictly confidential and not linked to your name and

address.

Q32 Are you currently charged for water via a water meter installed at your home?

Where Q32/1
Q33 Why do you have a water meter installed at your home?

Was already installed when I moved in ........ccooiiiiiiiiiiiii et
Opted for one to be installed ....... ..o
Had no choice/had to have a meter.......ooooiiiiiiiii e
Other (please specify ) P
DON't KNOW/CAN T SAY et ttntetiite ettt ettt e et et et e e et aee e aaneeaaneeanns

Q34 [SHOWCARD] Which age band applies to you?



Q35 What is the total annual income of your household? By personal income | mean
your total income before tax and other deductions but including any type of
benefits. Please tell me which of these bands best represents your income.

[SHOWCARD]

LESS than £10,000 ... ...ttt ettt e ettt aaeeee e e e e aaaaaseeeeennnnaaaaaareeees 1
E10,000 - £19,000 ...ttt 2
£20,000 - £29,090 ...ttt e aa e aaeaas 3
£30,000 - £39,000 ...ttt e 4
EA0,000 - £49,000 ...ttt aaaaeeaaeaaas 5
E50,000 - £59,000 ...ttt e 6
D10 N0 10 10 o ] N o ¢ T = 7
Don’t KNow/Can't say/refused.........coiiiiiiiiii i e et 97

Q36 How many people are there in your household?
Adults
Children
Refused

Q37 Do you know the category band your house is in for Council Tax? [CAPI to revise
list for Wales interviews]

A et ettt eeeeeeeeeeaaaaeeeeeeetenataaeeeeeeeeaaan 1
5 2
Kttt et eeeeeeee et aeeeeeeeeeeteaaeaeeeeeeenaaaaaaaees 3
5 4
B oo e ettt eeeeeeeeeeteaaeeeeeeeeeeaaaaan 5
e et eieeeeaeeeeaaaeean 6
S 7
o 8
1D T 1 S 0 10 17T 97

Q38 Thank you very much for taking part in this survey. On reflection, were there
any current issues not already discussed relating to water or sewerage, or
paying your bill that you may have had in mind when answering these
questions?

Q39 Would you be willing to be contacted again in order to help with similar water
industry research? Please be assured that this will only be for research
purposes and your contact details will not be shared for use in any sales
promotions.

[IF RESPONDENT SAYS YES, RECORD DETAILS BELOW]
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[NOW RECORD DETAILS BELOW]
For quality control reasons a proportion of respondents are contacted after fieldwork to

check that the interview was carried out properly. Therefore can | take down your
name and telephone number, which will not be linked to your answers?

Respondent’s Full Name:

Telephone Number:

Thank you for your time today, your input is much appreciated by BMG Research and
the group that has commissioned this work.

If not previously read out:

Your responses will remain anonymous, and as part of the wider customer research
results will be reported back to the group that has commissioned this work, to be used
to inform final decisions on water bill changes over the coming years.

If not previously read out:

While other issues may arise to affect water companies’ priorities, the aim is to ensure
that customer views are represented and that water companies take into account the
issues prioritised by customers.

If you have any further questions about the research, please contact the Account
Director on this project, Rhian Dent, on 0121 333 6006.

COMPLETE MRS DECLARATION]

| declare that this interview has been carried out strictly in accordance with your specification and has
been conducted within the MRS Code of Conduct with a person unknown to me.

Interviewer's name

Interviewer's signature

Date

Checked by
supervisor

Page 15




Appendix B — Show cards

mvaconsultancy




SCREENING QUESTION 1

Which one of the following types of bill payer best describes you?

S0lE DIl PAY O .. et et a e 1
Jointly responsible for household finances along with my Spouse or partner)......... 2
Contributor to shared household expenses (e.g. house/flatmate, parents).............3
Payment through private rent... ... e e e i e s 4
Payment through Council rent/social housing .............c. i 20D

Other (please specify ) e e .. 9D

I @M NOt @ Dill PAY . et ettt e e 6



QUESTION 1

Thinking about your local area, how important, if at all, are the following
Issues to you?

=0 {8 or= 1 (o] o [ PO
I =10 5] 0 0] o ST TP UUSUPRTRUPPPTTITS
HEAITN SEIVICES. ... .t e
GG PrEVENTION. ... et c e e e e e e e et e s e e et e e e e ee e e e e
L 8 VT o] o] o = 0 | RPN
(@0 151 B0 1 11V Vo TSP SUPRS
1 g T g aTTe ] =1 (o] o O SPPPS
Water anNd SEWEIAGE SEIVICES. .. ..uuu it iii e et ettt ettt et et e e e s e e e teeteeae e e e e ee

UTIITY SEIVICES. .. ettt ettt et e e e e

Not at all Fairly Neither Fairly Very Don’t
important unimportant important nor important important know
unimportant
1 2 3 4 5 6



QUESTION 2

Thinking about the environment, which of the following are most important to you?

Protecting the water environment (streams, rivers, lakes, wetlands and sea around the

00 T 1 ) L PP 1
IMProVINg air QUaAIITY ... et et it e e e e eea s et e e e 2
Reducing climate CRaNge ... e e e e s 3
More activity on nature conservation, wildlife, woodlands, countryside.................... 4

Reducing litter and household Waste........ii i i e a2 D

Improvements to tackling flooding from heavy rains....... .........ccccciiiiiiiic i .. 6

Encouraging people to use less water in homes and gardens................cococ v, 7
Other (please specify ) 95
N[0 1= 0 1 1 =TS PP 96

19X 8 T S 2 1 1Y 2 97



QUESTION 3

Which of the following do you believe your water company/water and sewerage company are
responsible for?

Providing safe, reliable, clean drinking water ........c..ciiiiiiiirann it 1
Removal and treatment of waste Water .......uriiii i i iainas e 2
Dealing with sewer flooding .. .oe i it e ecescannes e e 3

Maintaining pipes, treatment works, and other infrastructure....... ............covvv00 4
Protecting the water eNVIrONMENT. . ... ur i it i e i i e asmasmmnrans srrrrrarseriainainns 5

Managing water pollution from agriculture and manufacturing...... .....................6

Drainage Of r0A0S «.vucee e iesae s assassaassasscasnassassnassassnasnns tiesrnernsnnsnnnnenns 7
Reducing litter iN WalerWayS ... c e e e ne e eaenaasnraannsaaannnanns srrrnsnnrnneseinans 8
Preventing flooding frOom FNVerS ... it e iecaeaannans trrrriaireaiainainns 9
Managing Canal SYStEIMS ... cnecisaaecasranncansansaasnassassnasnns tresrssrnsnnsnsnnenns 10
Helping to reduce greenhouse gas emissions and tackle climate change................ 11
Other (please specify ) PP .95
NONE Of TS ettt e 96

DO K O WV . .. e e e e e e 97



QUESTION 3b
To confirm, water companies are responsible for these issues.

Providing safe, reliable, clean drinKing Water ... ....cuecirioiroinian i i i e e n s
Removal and treatment Of WaSte Waler .. ..o i i et i e maas et s
Dealing With sewer floodiNg ..o it i et i et e asmaneas rrrraei it anreareinns
Maintaining pipes, treatment works, and other infrastructure....... ... e
Protecting the water @NVIFONMIENT. . u ot et e e it e e n s m e an s maenn drrtrsirats s saaa s aereseennn
Managing water pollution from agriculture and manufaCturing...... ....coiviiiiiiiiii i
(I L= YT g = T [ o ) 8 0 Y= Vo £
RedUuCing [Itter 1IN WalerWaY S - .. v vt seaeassaannansassnnassassnnasnns trrsrnsrssnssnsaieaemnemmemens
Preventing flooding frOmM FIVerS ...ttt etn e e mmramaens dartensitts st aeaereinnn

AV =T g =T [ T o= T g F= LISy Y21 1= 0 0

Helping to reduce greenhouse gas emissions and tackle climate change ..................cco v,



QUESTION 4

Thinking about the services provided by your water company/water and sewerage

company, which of the following, do you feel are most important?

Providing safe, reliable, clean drinking water........ ... 1
Removal and treatment of waste water ..........cccc. i 2
Dealing with sewer flooding ......ccciiiiiiiiii s 0. 3
Maintaining pipes, treatment works, and other infrastructure..................... 4
Protecting the water environment.............ooiiiiiir i 0022 D
DraiNage Of FOAUS ... e e e 6
Dealing with customer complaints and enquiries ... .........cccccociiiiiciiciiennnn 0
Helping to reduce greenhouse gas emissions and tackle climate change.8
Other (please specify )....95
NONE Of tNESE ... e 96

DONTE KOV .. e e e e e e e e e e e e e e e e e e e e e e e 97



QUESTION 9

And how do you rate the current water and sewerage service in terms of Value for
Money, using a scale of 1 to 5 where 1 means ‘extremely poor value for money’ and
5 means ‘extremely good value for money’?

Very Poor Value for Money.......coooiviiiiiiiiii i 1
Fairly Poor Value for MoNney .......ccoviiiiiiiiiiiiiiiaeinnn. 2
Neither Poor nor Good Value for Money ..................... 3
Fairly Good Value for MONeyY ......ccoviiiiiiiiiiiiiiiieeennnn. 4
Very Good Value for MoNey.......ccoiviiiiiiiiiiiiiiiiiaanannns 5

Don’t KNOW/CaN’t SAY ..cuiiiiiiiiiiiiie i iiee e eeeeeennn 6



QUESTION 12

Which of the following best describes your approach to paying your bill/s

for your water and sewerage services / water service and for your sewer
service]?

I don’t find it diffiCUlt TO PAY ON TIMIE. .. ie i e e e e e e e rr e e e aeeees 1
I usually pay on time, but it can be diffiCult.............coo i e e 2
| sometimes pay late it depends on what other bill  have to pay..........occoiii e e, 3
I often find it a challenge and have to delay payments as long as possible...............c.ocoeviinnn, 4
I don’t usually pay MYy DillS ON TIMIE ... e e e e 5

Don’t know/can’t say



QUESTION 15

How acceptable do you consider this plan, where 1 means ‘completely
unacceptable’ and 4 means ‘very acceptable’?

Completely unacceptable...........oooiiiiii 1
Unacceptable ... 2
Acceptable ... ... e 3
Very acceptable ... ... 4

Don’'t KNOW/CanNt SQY ..cuuiiiiiiiiiiii e eeeee e eieaaeeaees 5



QUESTION 16

Bearing in mind these current service levels, how do you rate the water service in
terms of Value for Money, using a scale of 1 to 5 where 1 means ‘very poor value for
money’ and 5 means ‘very good value for money’?

Very Poor Value for Money.......coooiviiiiiiiiii i 1
Fairly Poor Value for MoNey .......ccoviiiiiiiiiiiiiiieeennnn. 2
Neither Poor nor Good Value for Money ..................... 3
Fairly Good Value for MONeyY ......ccoviiiiiiiiiiiiiiiieeennnn. 4
Very Good Value for MoNey.......ccoiviiiiiiiiiiiiiiiiiaanannns 5

Don’t KNOW/CaN’t SAY ..cuiiiiiiiiiiiiie i iiee e eeeeeennn 6



QUESTION 17

How do you rate your current sewerage service in terms of Value for Money, using a
scale of 1 to 5 where 1 means ‘very poor value for money’ and 5 means ‘very good
value for money’??

Very Poor Value for Money.......coooiviiiiiiiiii i 1
Fairly Poor Value for MoNey .......ccoviiiiiiiiiiiiiiieeennnn. 2
Neither Poor nor Good Value for Money ..................... 3
Fairly Good Value for MONeyY ......ccoviiiiiiiiiiiiiiiieeennnn. 4
Very Good Value for MoNey.......ccoiviiiiiiiiiiiiiiiiiaanannns 5

Don’t KNOW/CaN’t SAY ..cuiiiiiiiiiiiiie i iiee e eeeeeennn 6



QUESTION 18

Bearing in mind these service levels and the current average bill 1 have shown you,
how do you rate the current service you receive overall in terms of Value for Money,
using a scale of 1 to 5 where 1 means ‘very poor value for money’ and 5 means
‘very good value for money’?

Very Poor Value for MONeY.......coiiiiiiiiiiiii i 1
Fairly Poor Value for MoNey .......ccoviiiiiiiiiiiiiiiaeennnn. 2
Neither Poor nor Good Value for Money ..................... 3
Fairly Good Value for Money .......cooviiiiiiiiiiiiiiiieeennnn.. 4
Very Good Value for MoNey.......coiiviiiiiiiiiiiiiiiiianeaanns 5

Don’t KNOW/CaN't SAY ..cuoiiiiiii i i iieeeeeee e 6



QUESTION 19
Looking firstly at the plan relating to water services, how acceptable do you consider your
company's plan including these improvements and the impacts overall on your water bill, (where

1 means ‘completely unacceptable’ and 4 means ‘very acceptable’)?

Completely unacceptable...........ccooiiiiii 1
Unacceptable ... 2
Acceptable ... ... e 3
Very acceptable ... ..o 4

Don’t KNOW/Cant SQY ....uiiiiiiiiiiii i eeiieaaeaeaeas 97



QUESTION 22

And looking just at the plan relating to sewerage services now, how acceptable do you consider
your company's plan including these improvements and the impacts overall on your sewerage

bill, where 1 means ‘completely unacceptable’ and 4 means ‘very acceptable’?

Completely unacceptable...........ccooiiiiii 1
Unacceptable ... 2
Acceptable ... ... e 3
Very acceptable ... ..o 4

Don’t KNOW/Cant SQY ....uiiiiiiiiiiii i eeiieaaeaeaeas 97



QUESTION 25

And how acceptable do you consider the plan as a whole including these improvements and the
impacts overall on your water and sewerage bill, (where 1 means ‘completely unacceptable’ and

4 means ‘very acceptable’)?

Completely unacceptable...........ccooiiiiii 1
Unacceptable ... 2
Acceptable ... ... e 3
Very acceptable ... ..o 4

Don’t KNOW/Cant SQY ....uiiiiiiiiiiii i eeiieaaeaeaeas 97



QUESTION 28a

Looking at each proposed service level, please state if you feel the proposed service level in this

plan offers value for money, where 1 is very poor value for money, and 5 is very good value for

money?

Very Poor Value for MoNey......cooviiiiiiiii i 1
Fairly Poor Value for Money ........cooviiiiiiiiiiiiiiiiiannn. 2
Neither Poor nor Good Value for Money ..................... 3
Fairly Good Value for Money ........coviiiiiiiiiiiiiiann. 4
Very Good Value for Money........oovviiiiiiiiiiiiiiiiieeen. 5

Don’'t KNOW/CanNt SQY ...uuiiiiiiiiiiiii e eeieaaeeaees 6



QUESTION 31

1. Bills change every year according to how much work water companies have
to do. This could mean changes in bills for customers up one year and down

the next.

Option 1

Cost (£)

Year

2. Bills show one big step change in the first year, then stay the same for the

following four years.

Option 2

Cost (£)

2010 2011 2012 2013 2014
Year

3. Bills change steadily every year throughout the period, so that customers do

not see big changes from year to year.

Option 3

Cost (£)

2010 2011 2012 2013 2014




QUESTION 34
Which age band applies to you?



QUESTION 35

What is the total annual income of your household (before tax)?

Less than £10,000 .. ...t aeeeareearaaeaeaenns 1
£10,000 - £19,999 ... e 2
£20,000 - £29,999 ... e 3
£30,000 - £39,999 ... e 4
£40,000 - £49,900 .. i e 5
£50,000 - £59,999 .. 6
FEB0,000 OF MOT @ . aeiieee et e et e e e e e e eaeaeararaeananens 7

Don’t Know/Can’t say/refused.........ccccciiiiiiiiiiinnnnnn... 97



Showcard A

Service area

Current Service Level

Maintain water pipes, treatment
works and reservoirs

Manage and repair water pipes and equipment
to maintain current supplies and quality of
drinking water

“Ensure a reliable and continuous
‘water supply

Invest in new water supplies, tackle leakage and help
customers use water efficiently to provide reliable
water to existing and new customers - risk of
hosepipe ban no more than [X] years

Ensure the safety of tap water -
drinking water quality

X% of samples meet the current quality
standards for drinking water

Manage the appearance, taste and
smell of tap water

Approximately X customer complaints to water
company about the appearance, taste or smell of
tap water each year

Manage the pressure of water in your
taps and the number of unplanned
interruptions

X properties at risk of low water pressure at the
tap. Supplies to X properties affected by
unplanned interruptions lasting more than X hrs

Handle customers’ accounts, queries,
complaints and customers with special
needs

X% of billing enquiries answered within 5 days and
X% of written complaints answered within 10 days.
Customers generally satisfied with handling of
telephone calls but X% calls receive engaged tone

Ensure companies manage their
critical water treatment works and
pipes to deal with extreme events eg.
severe weather

Water supplies could occasionally be disrupted
e.g. by extreme events

& Manage the amount of water taken
| from the environment to supply
customers

Fish and wildlife at X sites suffer from low water
levels caused by abstraction of water

CURRENT AVERAGE WATER BILL = £X

Maintain sewers and sewage

we. treatment works, ensure network can
¥ meet new demands and control smells
from sewage works

Manage and repair sewers and equipment to
ensure customers continue to receive current
standards of drainage and sewage treatment

Ensure a reliable and continuous
sewerage service for the removal and
treatment of sewage

Provide effective drainage and sewage
treatment to meet current demands from
existing and new customers

Avoid risk of homes being flooded
with sewage

X properties at risk of internal flooding from
sewers at least once in X years

Avoid risk of properties being flooded
with sewage outside the home

X properties at risk of external flooding from
sewers at least once in X years

Ensure companies manage their

& critical sewerage treatment works and
ipipes to deal with extreme events e.g.
flsevere weather

Sewerage system could occasionally be
disrupted e.g. by extreme events

Manage the effect of sewerage
effluent on the water quality of rivers,
wetlands and sea around the coast

Xkm of river of poor/bad quality, Xkm of river at
risk from weed growth that can be harmful to
wildlife, X bathing waters which do not meet
minimum standards

CURRENT AVERAGE SEWERAGE BILL = £X

CURRENT AVERAGE TOTAL BILL = £X




Showcard B

Average water bill
in 2010 is £XXX

Current Service Level

Service Level Proposed by 2015

Change in bill by
2015

Manage and repair water pipes and

equipment to maintain current supplies and |Maintain current service £X
quality of drinking water
Invest in new water supplies, tackle leakage and
“Nhelp customers use water efficiently to provide . - -
reliable water to existing and new customers - Maintain current service £X
risk of hosepipe ban no more than [X] years
X% of samples meet the current quality I|_11prove drinking wate_r quality with the
Lo aim of X samples meeting the current £X
standards for drinking water
standards
=} Approximately X customer complaints to X% reduction in complaints about tap
water company about the appearance, taste £X
water
or smell of tap water each year
X properties at risk of low water pressure |Reduce to X the number of properties at
at the tap. Supplies to X properties affected |risk of low water pressure. Reduce
. . . . £X
by unplanned interruptions lasting more properties affected by unplanned
than X hrs interuptions to X
X% of billing enquiries answered within 5 days
and X% of written complaints answered within - - - - . .
PR 10 days. Customers generally satisfied with M:Intaln cu.rl;-fntb serV|c|::., ImprOVInfgf setl:VIcIe £X
handling of telephone calls but % calls receive where possible by working more errectively
2. engaged tone
"N . .
i Water supplies could occasionally be X works better protected from severe
: o . . . £X
disrupted e.g. by extreme events weather safeguarding service for X people
Reduce amount of abstraction at X sites;
Fish and wildlife at X sites suffer from low [plus water levels at X sites will be restored £X
water levels caused by abstraction of water |and protected enabling fish and wildlife to
thrive
WATER BILL - FROM £X IN 2010 TO £X IN 2014/5 £X
SEWERAGE
- Manage and repair sewers and equipment
.to ensure customers continue to receive . . .
- Maintain current service £X
current standards of drainage and sewage
treatment
Provide effective drainage and sewage Ensure drainage and sewage treatment
treatment to meet current demands from works can cope with extra demand from £X
existing and new customers existing and new customers
X properties at risk of internal flooding ReduFe R b= mt_ernal
. flooding from sewers at least once in ten £X
from sewers at least once in ten years
years
X properties at risk of external flooding ReduFe R b= ex_ternal
N flooding from sewers at least once in X £X
from sewers at least once in ten years
years
& Sewerage system could occasionally be X works better protected from severe £X
disrupted e.g. by extreme events weather safeguarding service for X people
Xkm of river of poor/bad quality, Xkm of An additional: Xkm of river can better support
river at risk from weed growth that can be (fish and other wildlife: plus X wetlands and X £X
harmful to wildlife, X bathing waters which |lakes are restored and protected to support
do not meet minimum standards wildlife; plus X bathing waters are improved.
|SEWERAGE BILL - FROM £X IN 2010 TO £X IN 2014/5 £X
|TOTAL COMBINED BILL - FROM £X IN 2010 TO £X BY 2014/5 £X
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Water Consumers’ Priorities Survey
Interviewer Briefing Notes

Research objective

The main aim of this research is to obtain respondents’ views on their water and
sewerage company’s business plans, looking at the services they cover, the planned
improvements, and the impacts these improvements would have on respondents’
water and sewerage bill.

Background

The research is being carried out on behalf of:

Ofwat: the economic regulator is responsible for making sure that the water
industry in England and Wales provides customers with a good quality and
efficient service at a fair price;

Department for Environment, Food and Rural Affairs (Defra): the
government department responsible for regulation of public water supplies and
environmental standards in England;

Welsh Assembly Government: the government department responsible
for regulation of public water supplies and environmental standards in Wales;

Consumer Council for Water: the statutory body that represents the interests
of consumers in dealings with water companies in England and Wales;

Environment Agency (EA): the public body responsible for the protecting
and improving the environment in England and Wales. It's the Environment
Agency's job to make sure that air, land and water are looked after by everyone
in today's society, so that tomorrow's generations inherit a cleaner, healthier
world;

The Drinking Water Inspectorate (DWI):  the body responsible for
regulation of the quality of drinking water supplies in England and Wales;

Natural England: the statutory body responsible for conservation and
enhancement of the natural environment in England, including the wellbeing
and enjoyment of people and the economic prosperity that it brings; and

Water UK: the industry association that represents all the water only and
water and sewerage companies in England and Wales.



Water and sewerage companies’ responsibilities

Services that water and sewerage companies are responsible for can be broken
down into four different elements: water, sewerage, protection of the environment
and customer service.

These elements comprise a range of specific areas:

Water

1. Maintain water pipes, treatment works and reservoirs

2. Ensure a reliable and continuous water supply

3. Ensure the safety of tap water — drinking water quality

4. Manage the appearance, taste and smell of tap water

5. Manage the pressure of water in your taps and the number of unplanned
interruptions

6. Handle customers’ accounts, queries, complaints and customers with special
needs

7. Ensure companies manage their critical water treatment works and pipes to deal
with extreme events such as severe weather

8. Manage the amount of water taken from the environment to supply customers

Sewage

9. Maintain sewers and sewage treatment works, ensure network can meet new
demands and control smells from sewage works

10. Ensure a reliable and continuous sewerage service for the removal and treatment
of sewage

11. Avoid risk of homes being flooded with sewage

12. Avoid risk of properties being flooded with sewage outside the home

13. Ensure companies manage their critical sewerage treatment works and pipes to
deal with extreme events e.g. severe weather

14. Manage the effect of sewerage effluent on the water quality of rivers, wetlands
and sea around the coast

Sample

Around 6,000 interviews will be conducted with households across England and
Wales. Between 250 and 300 interviews will be conducted in each water
company/water and sewerage area. There are 13 water only companies and 10
water and sewerage companies.

We will be interviewing to a quota by gender, age and socio-economic group.

Respondents must be bill payers, either solely, jointly, contributing to shared
household expenses or paying through private/council/social housing rent.



Questionnaire

The questionnaire covers the following:

[ Views on water and sewerage issues alongside wider social issues, such as
health services, immigration, education, transport and crime prevention;

[ ] Knowledge of water company’s responsibilities;

[ Overall satisfaction and value for money of the current service they receive;

| Approach to paying their bills;

[ ] Contact with their water/water and sewerage company;

[ General overview of company’s proposed service offering and the bill level and
whether or not this would be acceptable;

n Detailed description of the current service level and costs, and whether this is
offers value for money,

| Views on their company’s proposed service offering and the bill level
(according to their business plan) this would involve and whether or not this
would be acceptable, and offers value for money;

| Service areas that would cause most concern if they were delayed,;

[ ] Determining respondents’ preferences with regard to introducing and
continuing bill increases over the 5 year period;

] Demographics information.
Points to remember/Objection handling:

The topic is relatively complex, and so some respondents may feel that it is difficult to
comment on given the limited time and information available.

However the purpose of the research is to understand their views based on the
information provided i.e. we appreciate that it will be a new topic area for most
people, and recognise that some people may find it easier to comment than others.
For example, some objections may be along the lines of —

| can’t comment as | don’t understand/ know the water industry that well
If you have any respondents saying anything like this, just repeat that we appreciate
it is quite tricky as its not information they’ll be that familiar with, so please provide
your best answer given this information.

Another objection may be:

It’s fine for water companies to say they’ll achieve this, but will they actually
do it?

Again, the survey is designed to understand whether the improvements proposed are
good value for money — ie. to answer the question please assume the improvements
will be made, and the costs illustrated will cover these improvements.



Regarding price increases — respondents may need to be reminded that all
household bills will be subject to increases due to inflation, and in this research all
price increases to bills exclude inflation.

Dictionary of terms:

Sewerage vs sewage

The term “sewerage” refers to the process of removing and treating sewage and
wastewater. The term “sewage” refers to the waste produced by humans which
typically consists of washing water, faeces, urine, laundry waste and other material
which goes down drains and toilets from households and industry.

Sewerage system
The system of pipes used to collect and carry rain, waste water and trade waste
away for treatment and disposal is called the sewerage or the waste water system.

Abstraction — ie: “abstraction of water”

This term refers to the process where water companies take water from the
environment (rivers, lakes, reservoirs etc) in order to supply customers. After
abstraction, the water is cleaned and tested and then provided to customers as safe
clean water.

Effluent — ie. “manage the effect of sewerage effluent on the environment”

This term refers to the water that remains at the end of the sewerage process — i.e.
once wastewater and sewage has gone through the process of being treated and
cleaned, it is released back into the environment (lakes, rivers etc). While this
generally meets the required standards, sometimes it can have an effect on the
environment it is released into and this is where companies will need to invest to
improve the quality of their effluent.

Any further queries, please ask Emma Parry or Rhian Dent.



Appendix D — Connected properties (weights)

Company Properties billed Response to Expansion factor
(water) survey
Anglian Water 1804400 300 6014.666667
Bournemouth and West Hampshire Water 177000 293 604.0955631
Bristol Water 448400 277 1618.772563
Cambridge Water 113900 254 448.4251969
Dee Valley Water 107600 257 418.6770428
Essex and Suffolk Water 699200 260 2689.230769
Folkestone and Dover Water 67000 253 264.8221344
Northumbrian Water 1056200 301 3508.9701
Portsmouth Water 274300 254 1079.92126
Severn Trent Water 3075500 302 10183.77483
South East Water 773600 254 3045.669291
South Staffordshire Water 503800 253 1991.304348
South West Water 674400 336 2007.142857
Southern Water 945000 302 3129.139073
Sutton and East Surrey Water 250600 250 1002.4
Tendring Hundred Water 66400 250 265.6
Thames Water 3231700 303 10665.67657
Three Valleys Water 1179200 250 4716.8
United Utilities Water 2783400 309 9007.76699
Welsh Water/DWr Cymru 1201700 302 3979.139073
Wessex Water 499000 300 1663.333333
Yorkshire Water 1921000 315 6098.412698
Total 21853300 6175
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Q1. Thinking about your local area, how important, if at all, are the following issues to you?

COMPANY
ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
Not at all important 1% | 0% | 1% | 1% | 0% | 1% | 0% | 3% | 1% | 0% | 1% | 2% | 1% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0%
.é Fairly unimportant 3% | 1% [ 3% | 5% | 1% | 2% | 0% | 3% | 8% | 2% | 1% | 5% | 4% | 5% | 0% | 4% | 2% | 2% | 0% | 1% | 0% | 0%
g Neither important nor unimportant| 9% | 8% | 3% | 10%| 10% | 8% |13%| 10% | 16%| 7% | 12% | 5% | 7% | 7% | 3% | 4% | 3% | 4% | 4% | 1% | 5% | 1%
2 Fairly important 32% | 24% | 21% | 19% | 16% | 18% | 32% | 35% | 34% | 21% | 17% | 17% | 28% | 26% | 23% | 37% | 32% | 25% | 33% | 10% | 39% | 22%
Very important 55% | 67% | 71% | 64% | 73% | 71% | 54% | 49% | 41% | 70% | 68% | 71% | 61% | 62% | 73% | 55% | 62% | 68% | 63% | 88% | 56% | 77%
Not at all important 1% | 0% | 0% | 1% | 0% | 0% | 0% | 2% | 1% | 2% | 0% | 3% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
E_ Fairly unimportant 3% | 2% [ 0% | 2% | 1% | 0% | 0% | 3% | 4% | 3% | 4% | 3% | 1% | 3% [ 0% | 2% | 0% | 1% | 0% | 1% | 1% | 0%
@ Neither important nor unimportant| 9% | 7% | 3% | 9% | 11% | 6% | 15%| 13% | 27%| 8% | 11% | 6% | 3% | 11%| 6% | 3% | 1% | 4% | 4% | 2% | 6% | 1%
E Fairly important 39% | 25% | 22% | 39% | 16% | 22% | 29% | 35% | 34% | 25% | 21% | 23% | 34% | 31% | 26% | 42% | 36% | 27% | 33% | 9% | 42% | 21%
Very important 47% | 65% | 75% | 50% | 72% | 71% | 55% | 48% | 34% | 62% | 64% | 65% | 62% | 54% | 68% | 54% | 63% | 68% | 63% | 88% | 51% | 78%
Not at all important 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
£ § Fairly unimportant 0% | 1% [ 0% | 0% | 0% | 0% | 0% | 3% | 2% | 0% | 1% | 0% | 0% | 1% [ 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
S'E Neither important nor unimportant| 29 | 7% | 0% | 2% | 10% | 3% | 10%| 11%|16%]| 1% | 7% | 2% | 2% | 3% | 1% | 3% | 1% | 2% | 2% | 1% | 6% | 1%
& Fairly important 33% | 23% | 16%| 21% | 14% | 14% | 33% | 31% | 41% | 12% | 17% | 18% | 26% | 25% | 26% | 35% | 34% | 22% | 33% | 8% | 38% | 20%
Very important 65% | 69% | 84% | 77% | 75% | 84% | 56% | 55% | 41% | 88% | 75% | 79% | 72% | 71% | 73% | 62% | 65% | 76% | 66% | 91% | 55% | 79%
c Not at all important 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
) -8 Fairly unimportant 1% | 2% | 0% | 0% | 0% | 0% | 1% | 3% | 4% | 0% | 2% | 0% | 0% | 1% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0%
§§ Neither important nor unimportant| 5% | 7% | 1% | 4% | 9% | 2% | 12%| 6% [22%]| 2% | 8% | 2% | 2% | 8% | 2% | 3% | 1% | 2% | 3% | 1% | 4% | 0%
© g Fairly important 30% | 22% | 15%| 22% | 18% | 15% | 33% | 33% | 33% | 16% | 17% | 21% | 24% | 27% | 25% | 38% | 33% | 21% | 32% | 9% | 39% | 20%
Very important 64% | 69% | 84% | 74% | 73% | 83% | 54% | 58% | 42% | 82% | 73% | 77% | 73% | 64% | 73% | 58% | 66% | 76% | 65% | 90% | 57% | 80%
£ Not at all important 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
g Fairly unimportant 0% | 2% [ 0% | 0% | 0% | 0% | 0% | 3% | 2% | 0% | 1% | 0% | 0% | 1% | 1% | 0% | 0% | 0% | 0% | 0% | 2% | 0%
5 Neither important nor unimportant| 6% | 5% | 1% | 5% | 9% | 3% | 10%| 10% | 18%| 3% | 6% | 6% | 2% | 7% | 5% | 4% | 2% | 4% | 2% | 1% | 10%| 2%
é Fairly important 39%| 28% | 17% | 31% | 18% | 20% | 33% | 33% | 43% | 19% | 23% | 23% | 25% | 30% | 22% | 41% | 36% | 23% | 32% | 9% | 35% | 20%
u Very important 55%| 64% | 82% | 64% | 71% | 76% | 57% | 53% | 36% | 77% | 70% | 71% | 72% | 62% | 71% | 56% | 62% | 73% | 66% | 90% | 53% | 78%




ANH | BWH | BRL | CAM| DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW [ NWT | WSH | WSX| YKS

2 Not at all important 0% | 0% [ 0% | 0% | 0% | 0% [ 0% | 0% | 0% | 0% [ 0% | 0% | 0% | 0% [ 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
:E Fairly unimportant 0% | 1% [ 0% | 0% | 0% | 0% [ 0% | 2% | 2% | 1% | 1% | 1% | 0% | 0% [ 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0%
5 Neither important nor unimportant| 29 | 4% | 1% | 5% | 10% | 2% | 5% | 10%|20%]| 3% | 5% | 5% | 2% | 4% | 2% [ 2% | 2% | 3% | 6% | 2% | 6% | 0%
‘g Fairly important 28%| 19% | 19% | 23% | 15% | 14% | 29% | 29% | 28% | 11% | 17% | 21% | 26% | 25% | 26% | 38% | 32% | 19% | 29% | 9% | 31% | 20%
o Very important 69% | 75% | 79% | 72% | 75% | 84% | 66% | 59% | 50% | 85% | 77% | 72% | 72% | 70% | 72% | 58% | 67% | 78% | 64% | 89% | 63% | 80%
c Not at all important 3% | 5% [ 3% | 6% | 2% | 3% | 3% | 12% | 3% | 3% | 8% | 2% | 0% | 4% [ 4% | 2% | 6% | 0% | 0% | 4% | 7% | 3%
'% Fairly unimportant 9% | 7% | 8% | 11%| 9% | 7% | 5% | 5% | 6% | 16%| 6% | 3% | 5% | 20% | 7% | 26%|22%| 5% | 2% | 7% | 6% | 9%
EF) Neither important nor unimportant [ 219 | 15% | 5% | 27%| 14% | 12%| 19% | 17% | 39% | 23% | 23% | 16%| 9% | 16%| 9% | 7% | 6% | 8% [ 19% | 8% | 8% | 4%
E Fairly important 27%]| 21% | 15% | 22% | 14% | 15% | 31% | 31% | 33% | 18% | 15% | 23% | 24% | 23% | 22% | 38% | 33% | 23%| 21% | 7% | 32% | 19%
- Very important 41% | 51% | 69% | 34% | 61% | 64% | 42% | 35% | 20% | 41% | 48% | 55% | 62% | 37% | 58% | 27% | 33% | 62% | 57% | 75% | 47% | 66%
_— Not at all important 0% | 0% [ 0% | 0% | 0% | 0% [ 0% | 0% | 0% | 0% [ 0% | 0% | 0% | 0% [ 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
5 o g Fairly unimportant 0% | 1% [ 0% | 1% | 2% | 0% | 0% | 3% | 1% | 1% | 2% | 0% | 0% | 1% [ 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0%
E g s Neither important nor unimportant| 29 | 7% | 2% | 6% | 10% | 4% | 4% | 6% [15%)| 3% | 4% | 9% | 3% | 6% | 4% [ 3% | 1% | 2% [ 10% | 1% | 6% | 2%
g o 3 Fairly important 35% | 23% | 21% | 29% | 17% | 20% | 32% | 34% | 29% | 20% | 17% | 17% | 25% | 27% | 29% | 43% | 34% | 25% | 27% | 8% | 38% | 21%
Very important 62% | 69% | 77% | 63% | 72% | 76% | 63% | 57% | 55% | 77% | 77% | 73% | 71% | 67% | 66% | 53% | 65% | 73% | 63% | 91% | 55% | 78%

§ Not at all important 0% | 0% [ 0% | 0% | 0% | 0% [ 0% | 1% | 1% | 0% [ 0% | 1% | 0% | 0% [ 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
S Fairly unimportant 0% | 1% [ 0% | 1% | 1% | 0% | 0% | 2% | 2% | 0% | 2% | 1% | 0% | 1% [ 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0%
& Neither important nor unimportant| 3% | 8% | 1% | 4% | 9% | 3% | 3% [ 12%|17%| 3% | 6% | 6% | 3% | 4% | 4% [ 5% | 2% | 2% [ 12% | 2% | 9% | 2%
E Fairly important 36% | 23% | 20% | 29% | 17% | 18% | 33% | 31% | 32% | 21% | 18% | 21%| 27% | 29% | 31% | 44% | 34% | 26% | 27% | 9% | 38% | 22%
g Very important 61%| 68% | 79% | 65% | 72% | 79% | 64% | 54% | 49% | 76% | 75% | 71% | 70% | 66% | 65% | 51% | 64% | 72% | 61% | 89% | 53% | 77%
Sample 510| 50 | 127 ] 32 30 | 198 19 | 298| 78 | 869 | 219 | 142 | 191 | 267 | 71 19 [ 913 | 333 | 786 | 340 | 141 | 543




OVERALL

Overall England Wales

Not at all important 1% 1% 0%

_E Fairly unimportant 2% 2% 1%
5 Neither important nor unimportant 5% 6% 1%
2 Fairly important 26% 27% 11%
Very important 66% 65% 87%

Not at all important 1% 1% 0%

E Fairly unimportant 2% 2% 1%
@ Neither important nor unimportant 6% 6% 2%
= Fairly important 29% 30% 10%
Very important 63% 62% 86%

Not at all important 0% 0% 0%

< § Fairly unimportant 0% 0% 0%
g s Neither important nor unimportant 2% 3% 1%
T3 Fairly important 24% 25% 9%
Very important 73% 72% 90%

c Not at all important 0% 0% 0%

o .g Fairly unimportant 1% 1% 0%

g § Neither important nor unimportant 3% 3% 2%
©o Fairly important 25% 26% 10%
- Very important 72% 71% 88%

= Not at all important 0% 0% 0%

g Fairly unimportant 0% 0% 0%

5 Neither important nor unimportant 4% 4% 2%
E Fairly important 27% 28% 10%
w Very important 68% 67% 88%

o Not at all important 0% 0% 0%

> Fairly unimportant 0% 0% 0%

:5‘ Neither important nor unimportant 4% 4% 3%
7 Fairly important 23% 24% 10%
8 Very important 73% 72% 88%




Overall England Wales
c Not at all important 4% 4% 4%
'% Fairly unimportant 10% 11% 7%
§; Neither important nor unimportant 14% 14% 9%
E Fairly important 23% 24% 7%
- Very important 49% 48% 74%
Not at all important 0% 0% 0%
-‘% % § Fairly unimportant 1% 1% 0%
o o e Neither important nor unimportant 4% 4% 2%
g ; 8 Fairly important 26% 27% 9%
Very important 70% 69% 89%
2 Not at all important 0% 0% 0%
é Fairly unimportant 1% 1% 0%
3 Neither important nor unimportant 5% 5% 3%
.E‘ Fairly important 26% 27% 9%
5 Very important 69% 68% 87%
Total 6,175 5,616 559




Q2. Thinking about the environment, which of the following are most important to you?

COMPANY

ANH | BWH| BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
Protecting the water environment (streams, canals, 519% | 23% | 43% | 48% | 329 | 31% | 27% | 38% | 209 | 299% | 19% | 33% | 53% | 33% | 9% | 8% | 8% |[52%|21% | 169% | 14% | 11%
rivers, lakes, wetlands and sea around the coast)
Improving air quality 26% | 39% | 39% | 21% | 32% | 47% | 16% | 35% | 36% | 21% | 35% | 22% | 47% | 38% | 43% | 34% | 30% | 35% | 19% | 32% | 39% | 53%
Reducing climate change 32% | 31% | 28% | 53% | 53% | 51% | 38% | 41% | 43% | 44% | 54% | 50% | 20% | 42% | 38% | 45% | 51% | 30% | 59% | 62% | 20% | 55%
More activity on nature conservation, wildlife, 12% | 28% | 139 | 1296 | 11% | 109% | 24% | 149% | 199% | 99 | 10% | 1296 | 8% | 1096 | 219% | 5% | 7% | 8% | 6% | 12% | 229% | 13%
woodlands, countryside
Reducing litter and household waste 41% | 26% | 29% | 32% | 26% | 29% | 33% | 22% | 38% | 49% | 34% | 44% | 32% | 27% | 31% | 41% | 44% | 21% | 51% | 33% | 34% | 16%
Improvements to tackling flooding from heavy rains 17% | 27% | 16% | 14% | 15% | 13% | 11% | 17% | 9% | 27% | 13% | 17% | 10% | 6% | 35% | 9% | 7% | 10% | 11% | 15% | 28% | 23%
52:3:;29'”9 people to use less water in homes and 9% | 17% | 329% | 8% | 7% | 5% | 15% | 100 | 6% | 9% | 9% | 10%|239% | 8% | 1296| 8% | 49 | 20%| 696 | 1296 | 169 | 159
Other 0% | 0% 0% 0% 2% | 0% | 0% | 0% | 1% | 0% | 1% | 0% | 1% | 1% | 0% | 5% | 2% | 0% | 2% | 1% | 0% | 0%
None of these 0% | 1% 0% 0% 1% | 0% | 0% | 0% | 2% | 0% | 1% | 0% | 0% | 2% | 1% | 4% | 8% | 2% | 0% | 2% | 0% | 0%
Don't know 2% | 4% 0% 2% 1% | 2% | 13% | 0% | 4% | 1% | 5% | 1% | 0% | 3% | 5% | 1% | 0% | 2% | 1% | 2% | 14% | 1%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales

P_rotectlng the water environment (streams, canals, 26% 27% 17%
rivers, lakes, wetlands and sea around the coast)
Improving air quality 32% 32% 32%
Reducing climate change 46% 45% 61%
More activity on natqre conservation, wildlife, 10% 10% 12%
woodlands, countryside
Reducing litter and household waste 37% 37% 33%
Improvements to tackling flooding from heavy rains 16% 16% 15%
Encouraging people to use less water in homes and 11% 11% 12%
gardens
Other 1% 1% 1%
None of these 2% 2% 2%
Don't know 2% 2% 2%
Total 6,175 5,616 559




Q3. Which of the following do you believe your water company/water and sewerage company are responsible for?

COMPANY

ANH | BWH| BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
Providing safe, reliable, clean drinking water| 79% [ 69% | 83% | 91% | 77% | 81% | 87% | 63% | 71% | 94% | 73% | 84% | 72% | 86% | 66% | 81% [ 89% | 79% | 96% | 89% | 57% | 67%
Removal and treatment of waste water 68% | 70% | 69% | 83% | 70% | 68% | 71% | 45% | 70% | 80% | 54% | 62% | 61% | 75% | 67% | 80% | 84% | 67% | 69% | 83% | 51% | 59%
Dealing with sewer flooding 51% | 61% | 43% | 67% | 69% | 59% | 47% | 41% | 60% | 73% | 50% | 51% | 48% | 68% | 59% | 65% | 75% | 50% | 59% | 75% | 47% | 61%
Maintaining pipes, treatment works, and
other infrastructure 53% | 65% | 59% | 72% | 72% | 60% | 54% | 45% | 59% | 86% | 56% | 67% | 60% | 69% | 62% | 74% | 83% | 60% | 64% | 82% | 52% | 57%
Protecting the water environment 56% | 59% | 45% | 68% | 68% | 55% | 46% | 42% | 49% | 78% | 50% | 61% | 52% | 66% | 59% | 60% | 76% | 48% | 71% | 76% | 52% | 51%
Zj;i?;;%fv; s:s:isg““t'on from agriculture | o0 | 5696 | 249 | 48% | 58% | 409 | 3796 | 3196 | 439 | 45% | 349 | 439 | 38% | 4996 | 589% | 6296 | 7196 | 2896 | 369% | 6296 | 4296 | 38%
Drainage of roads 43% | 56% | 26% | 55% | 65% | 43% | 36% | 34% | 45% | 62% | 38% | 52% | 38% | 62% | 54% | 69% | 72% | 34% | 53% | 76% | 44% | 45%
Reducing litter in waterways 48% | 52% | 35% | 52% | 58% | 48% | 45% | 35% | 40% | 57% | 33% | 47% | 42% | 57% | 46% | 66% | 72% | 46% | 46% | 74% | 43% | 39%
Preventing flooding from rivers 45% | 52% | 27% | 47% | 54% | 43% | 44% | 29% | 36% | 52% | 40% | 44% | 39% | 59% | 55% | 62% | 72% | 35% | 41% | 69% | 44% | 44%
Managing canal systems 31% | 46% | 14% | 39% | 49% | 38% | 29% | 28% | 37% | 33% | 28% | 29% | 29% | 51% | 53% | 60% | 67% | 22% | 30% | 56% | 36% | 37%
Helping to reduce greenhouse gas emissions
and tackle climate change 35% | 45% | 22% | 44% | 47% | 42% | 39% | 25% | 39% | 32% | 31% | 31% | 28% | 49% | 54% | 60% | 64% | 25% | 28% | 47% | 36% | 49%
Other 0% | 0% | 0% | 0% | 0% 0% | 1% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 0%
None of these 0% | 0% | 0% | 0% | 0% 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0%
Don't know 2% | 5% | 0% | 1% 1% 1% | 1% | 0% | 9% | 2% | 5% | 0% | 0% | 0% | 6% | 3% | 4% | 0% | 0% | 0% | 16% | 0%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales

Providing safe, reliable, clean drinking water 83% 83% 88%
Removal and treatment of waste water 70% 70% 82%
Dealing with sewer flooding 61% 61% 75%
Maintaining pi , treatment works, an
otiertai‘nfraitrr)upcet}zre eatment works, and 68% 67% 81%
Protecting the water environment 63% 63% 75%
Managing water pollution from agriculture
and rr?an?lfacturir?g o 45% 44% 61%
Drainage of roads 53% 52% 75%
Reducing litter in waterways 52% 50% 73%
Preventing flooding from rivers 50% 48% 68%
Managing canal systems 39% 38% 55%
Helping to re_duce greenhouse gas emissions| 240% 399% 47%
and tackle climate change
Other 0% 0% 0%
None of these 0% 0% 0%
Don't know 2% 2% 0%
Total 6,175 5,616 559




Q4. Thinking about the services provided by your water company/water and sewerage company,

feel are most important?

which of the following, do you

COMPANY

ANH | BWH BRL CAM | DVW | ESK FLK NNE [ PRT | SVT | SEW [ SST | SWT | SRN | SES | THD | TMS [ TVW | NWT | WSH | WSX| YKS
Providing safe, reliable, clean drinking water 78% | 61% | 86% | 88% | 76% | 80% | 81% | 64% |64% |93% | 81% | 77% | 78% | 85% | 619 | 80% | 88% | 86% | 90% | 87% | 50% | 68%
Removal and treatment of waste water 47% | 50% | 51% | 66% | 54% | 48% | 43% | 28% [52%|61% | 42% | 42% | 39% | 46% | 45% | 48% | 49% | 46% | 44% | 56% | 31% | 33%
Dealing with sewer flooding 30% | 29% | 27% | 30% | 15% | 33% | 15% | 22% |26% |26% | 18% | 24% | 17% | 20% | 22% [ 11% | 9% |[24% | 16% | 13% | 26% | 36%
Maintaining pipes, treatment works, and other
infrastructure 31% | 39% | 51% | 41% | 47% | 37% | 34% | 25% | 30% | 42% | 36% | 40% | 53% | 26% | 34% | 44% | 43% | 41% | 31% | 56% | 37% | 38%
Protecting the water environment 28% | 34% | 16% | 29% | 21% | 27% | 12% | 21% |17% | 21% | 26% | 29% | 23% | 18% [ 27% | 9% | 14% | 16% | 33% | 26% | 25% [ 24%
Drainage of roads 19% | 20% 8% 15% | 12% | 18% | 10% | 12% | 16% | 8% | 14% | 17% | 15% | 14% | 23% | 15% | 11% | 17% | 4% | 11% | 24% | 14%
Dealing with customer complaints and enquiries | 550, | 2604 | 2096 | 99 | 17% | 15% | 23% | 15% |15%| 9% | 15% | 17% | 30% | 179 | 389 | 8% | 10% | 339 | 2196 | 209 | 299 | 189
Helping to reduce greenhouse gas emissions o o o o o o o o o o o o o o o o o o o o o o
and tackle climate change 14% | 22% | 16% | 10% | 11% | 10% | 21% | 15% | 18% | 4% | 14% | 10% | 13% | 8% | 26% | 9% | 9% | 15% | 5% | 11% | 24% | 22%
Other 0% 0% 0% 0% 0% 0% 1% 0% 1% [ 0% | 0% | 0% | 4% | 0% | 0% | 1% | 0% | 0% | 0% 0% 1% | 0%
None of these 0% 0% 0% 0% 0% 0% 0% 0% 0% | 0% | 0% [ 0% | 0% | 0% | 0% | 1% | 0% | 1% | 0% 0% | 0% | 0%
Don't know 0% 5% 0% 0% 1% 0% 4% 0% 9% | 2% | 4% | 1% | 0% | 0% | 6% | 2% | 1% | 0% | 0% 0% | 15% | 0%
Sample 300 293 277 254 257 260 253 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales

Providing safe, reliable, clean drinking water 82% 82% 86%
Removal and treatment of waste water 46% 46% 56%
Dealing with sewer flooding 2206 2206 13%
Maintaining pipes, treatment works, and other 39% 38% 56%
infrastructure
Protecting the water environment 23% 23% 26%
Drainage of roads 12% 12% 11%
Dealing with customer complaints and enquiries 18% 18% 19%
Helping to reduce greenhouse gas emissions 11% 11% 11%
and tackle climate chanae
Other 0% 0% 0%
None of these 0% 0% 0%
Don't know 1% 1% 0%
Total 6,175 5,616 559




Q5. Overall, how satisfied or dissatisfied are you with the water and sewerage service you receive?

COMPANY
ANH | BWH| BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
Very dissatisfied 4% | 1% | 1% 2% 0% [ 3% | 1% | 1% | 3% | 1% | 0% | 1% | 2% | 2% | 0% | 1% | 2% | 0% | 0% | 1% | 2% | 1%
Fairly dissatisfied 7% | 5% | 2% 7% 2% | 2% | 7% | 5% | 7% | 4% | 8% | 3% | 9% | 8% | 4% | 4% | 2% | 5% | 15% | 2% | 3% | 1%
Neither satisfied nor dissatisfied 4% | 12% | 5% 5% 5% | 4% | 6% | 4% | 15% | 5% | 10% | 5% | 11% | 10% | 9% | 4% | 3% | 7% | 8% | 6% | 11% | 4%
Fairly satisfied 59% | 41% | 76% | 61% | 72% | 52% | 76% | 51% | 55% | 70% | 52% | 66% | 58% | 53% | 26% | 64% | 58% | 67% | 71% | 78% | 32% | 34%
Very satisfied 25% | 39% | 16% | 24% | 21% | 39% | 8% | 38% | 18% | 20% | 28% | 25% | 20% | 27% | 60% | 28% | 35% | 21% | 6% | 13% | 52% | 60%
Don't know 1% | 1% | 0% 0% 0% [ 0% | 2% | 1% | 2% | 1% | 2% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 1% | 0%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL
Overall England Wales
Very dissatisfied 1% 1% 1%
Fairly dissatisfied 5% 6% 2%
Neither satisfied nor dissatisfied 6% 6% 6%
Fairly satisfied 59% 58% 77%
Very satisfied 27% 28% 13%
Don't know 1% 1% 0%
Total 6,175 5,616 559




Q5A. What is the main reason that you are dissatisfied?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
Too expensive already 56% | 30% | 13% | 68% | 33% | 46% | 21% | 5% | 62% | 33% | 45% | 27% | 36% | 36% | 22% | 27% | 50% | 38% | 24% | 0% | 8% | 0%
Prices always increasing 13% | 20% | 13% | 14% | 0% | 15% | 0% | 37% | 12% | 20% | 20% | 18% | 19% | 14% | 33% | 27%| 7% | 15%| 63% | 0% [ 23% | 0%
Poor/ unreliable - unspecified 0% | 20% | 13% | 0% | 0% | 0% | 0% | 5% | 4% | 0% | 10% | 0% | 11% | 11% | 22% | 0% | 14%| 0% | 0% | 20% | 0% | 20%
Poor/ unreliable - water 16% | 0% |50%|14% | 33% | 8% | 11% | 32% | 4% |27%| 15% | 9% | 17% | 25% | 11% | 36% | 14% | 31% | 7% | 50% | 69% | 40%
Poor/ unreliable - sewerage 6% | 10% | 13%| 0% | 0% |15%| 0% | 0% | 4% |[13%| 5% | 0% | 8% | 7% | 0% | 9% | 14%]| 0% | 0% | 10% | 0% | 20%
Poor water pressure 0% | 0% | 0% [ 0% | 0% | 0% | 0% | 5% [ 0% | 0% | 0% | 9% | 0% | 0% [ 0% | 0% | 0% | 0% | 2% | 0% | 0% |20%
Too many incidents of flooding / drainage
problems 0% | 0% | 0% | 0% | 0% | 8% | 0% | 5% [ 0% | 7% | 0% | 9% | 3% | 0% | 0% | 0% [ 0% | 8% | 2% | 0% | 0% | 0%
Other 3% | 5% | 0% | 5% | 33% | 0% |11%| 5% [ 0% | 0% | 5% | 0% | 3% | 7% | 0% | 0% | 0% | 8% | 2% | 10% | 0% | 0%
Dont know 6% | 15% | 0% | 0% | 0% | 8% |58%| 5% |15%| 0% | 0% |27%| 3% | 0% |[11%| 0% | 0% | 0% | 0% | 10% [ 0% | 0%
Sample 32 20 8 22 6 13 19 19 26 15 20 11 36 28 9 11 14 13 46 10 13 5
OVERALL

Overall England Wales

Too expensive already 34% 35% 2%
Prices always increasing 29% 29% 0%
Poor/ unreliable - unspecified 5% 4% 19%
Poor/ unreliable - water 18% 17% 49%
Poor/ unreliable - sewerage 6% 6% 9%
Poor water pressure 1% 1% 0%
Too many incidents of flooding / drainage 204 204 0%
problems
Other 3% 3% 11%
Dont know 3% 3% 9%
Total 396 380 16




Q5B. What is the main reason that you are satisfied?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT [ SVT [ SEW | SST | SWT [ SRN | SES | THD | TMS [ TVW [ NWT | WSH | WSX | YKS
Good/ Reliable service/ No interruptions 10% | 53% | 1% | 44% | 44% | 44% | 40% | 42% | 66% | 38% | 44% | 34% | 3% | 49% | 41% | 89% | 82% | 17% | 49% | 53% | 56% | 36%
Good value for money 5% | 5% | 4% | 4% | 13% | 3% | 4% | 16% | 9% | 4% | 4% | 6% | 5% | 12% | 3% | 9% | 5% | 15%| 2% | 16% | 2% | 6%
Water is good quality/ clean 4% | 13% | 27% | 5% | 18% | 4% | 7% | 15% | 4% | 16% | 12% | 19% | 22% | 8% | 11%| 2% | 4% | 11%| 43% | 19% | 13% | 3%
No flooding 1% | 2% | 7% | 0% | 0% | 0% | 3% | 5% | 1% | 0% | 0% | 2% | 3% | 0% | 1% | 0% | 0% | 3% | 0% | 0% | 1% | 4%
No problems - unspecified 60% | 24% | 57% | 41% | 20% | 22% | 21% | 6% | 16% | 33% | 25% | 31% | 57% | 23% | 37% | 0% | 7% | 46% | 5% | 11% | 16% | 2%
No problems - water 10% | 3% | 3% | 6% | 4% |[25% | 4% | 15% | 2% | 7% | 11% | 6% | 6% | 5% | 6% [ 0% | 1% | 5% | 0% | 0% | 9% |47%
No problems - sewerage 0% [ 0% | 1% | 0% | 0% | 0% | 0% | 1% | 1% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0%
Other 0% [ 0% | 0% | 0% | 0% | 0% | 1% | 0% [ 0% | 0% | 0% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Dont know 10% | 1% | 0% | 0% | 0% | 1% |20% | 0% | 1% | 0% | 3% | 1% | 3% | 2% | 1% | 0% | 1% | 2% | 0% 0% 2% | 0%
Sample 252 | 235 | 254 | 218 | 239 | 237 | 214 | 267 | 185 | 269 | 204 | 228 | 263 | 243 | 215 | 229 | 281 | 219 | 239 | 273 | 252 | 297
OVERALL

Overall England Wales
Good/ Reliable service/ No interruptions 44% 43% 52%
Good value for money 7% 6% 16%
Water is good quality/ clean 14% 14% 19%
No flooding 1% 1% 0%
No problems - unspecified 23% 23% 11%
No problems - water 10% 10% 0%
No problems - sewerage 0% 0% 0%
Other 0% 0% 0%
Dont know 2% 2% 0%
Total 5,313 4,801 512




Q6. How do you pay for your water and sewerage service - do you pay for water and sewerage services in one combined bill
or do you pay for water and sewerage separately in two bills?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS [ TVW | NWT | WSH | WSX | YKS
Water and sewerage services combined in 1 bill 96% | 5% | 92% | 86% | 96% | 30% | 11% | 94% | 15% | 95% | 38% | 92% | 87% | 89% | 76% | 91% | 63% | 87% | 100% | 97% | 92% | 97%
Water and sewerage services in 2 separate bills 1% | 74% | 3% | 5% | 1% |59% | 80% | 2% | 74% | 2% | 54% | 5% | 5% | 4% | 8% | 4% | 0% | 1% 0% 1% | 0% | 0%
Don't know 3% | 20% | 5% | 9% | 4% [ 10%| 9% | 4% |11%| 3% | 9% | 4% | 8% | 7% | 15%| 5% | 36% | 12% | 0% 2% | 8% | 3%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 302 | 300 | 315
OVERALL

Overall England Wales

Water and sewerage services combined in 1 bill 84% 83% 97%
Water and sewerage services in 2 separate bills 7% 7% 1%
Don't know 9% 10% 2%
Total 6,175 5,616 559




Q7. Approximately how much do you currently pay for your water and sewerage services / water service
and for your sewer service?

COMPANY

ANH [ BWH| BRL | CAM | DVW | ESK | FLK [ NNE [ PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH [ WSX | YKS
£1-£99 5% | 1% | 1% | 3% | 4% | 5% | 3% | 1% | 7% | 2% | 1% | 2% | 2% | 5% | 0% | 2% | 2% | 3% | 1% | 1% | 0% | 2%
£100-£199 10% | 23% | 5% | 17% | 13% | 8% | 11% | 9% | 8% | 11% | 8% | 9% | 5% | 10% | 7% | 10% | 11% | 18% | 3% | 7% | 5% | 14%
£200-£299 10% | 10% | 15% | 19% | 17% | 23% | 14% | 28% | 15% | 19% | 17% | 20% | 14% | 18% | 24% | 20% | 22% | 28% | 19% | 9% | 18% | 21%
£300-£399 25% | 19% | 34% | 34% | 27% | 25% | 16% | 46% | 24% | 29% | 22% | 37% | 18% | 27% | 37% | 25% | 35% | 28% | 39% | 28% | 26% | 24%
£400-£499 30% | 20% | 28% | 13% | 24% | 10% | 18% | 10% | 21% | 23% | 24% | 17% | 20% | 25% | 13% | 16% | 19% | 7% | 26% | 33% | 23% | 25%
£500-£599 9% | 8% | 8% | 8% | 5% | 8% | 9% | 1% | 8% | 8% | 6% | 3% | 9% | 5% | 7% | 15% | 6% | 6% | 4% | 9% | 8% | 7%
£600-£699 5% | 7% | 5% | 4% | 4% | 8% [17% | 3% | 4% | 3% | 9% | 5% |[10% | 4% | 5% | 7% | 3% | 7% | 3% | 8% | 8% | 4%
£700-£799 2% | 5% | 2% | 1% | 2% | 7% | 3% | 1% | 4% | 2% | 3% | 1% | 7% | 1% | 3% | 2% | 1% | 0% | 2% | 4% | 0% | 1%
£800-£899 1% | 3% | 2% | 2% | 1% | 1% | 2% | 1% | 3% | 1% | 2% | 1% | 4% | 1% | 2% | 0% | 0% | 1% | 1% | 1% | 3% | 1%
£900-£999 0% | 0% | 1% | 0% | 1% | 1% | 4% | 0% | 1% | 0% | 1% | 1% | 5% | 1% | 0% | 1% | 1% | 2% | 0% | 0% | 1% | 1%
£1000+ 3% | 2% | 1% | 0% | 1% | 6% | 3% | 1% | 5% | 0% | 6% | 5% | 5% | 4% | 1% | 1% | 1% | 0% | 1% | 1% | 8% | 0%
Sample 150 98 195 119 | 164 | 106 | 119 | 192 | 75 | 201 | 155 | 198 | 249 | 173 | 97 124 | 102 | 102 | 232 | 183 | 157 | 178
OVERALL

Overall England Wales
£1-£99 2% 2% 1%
£100-£199 9% 9% 7%
£200-£299 19% 19% 10%
£300-£399 31% 31% 28%
£400-£499 23% 22% 32%
£500-£599 6% 6% 9%
£600-£699 5% 5% 7%
£700-£799 2% 2% 4%
£800-£899 1% 1% 1%
£900-£999 1% 1% 0%
£1000+ 2% 2% 1%
Total 3,369 3,022 347




Q8. How confident are you that you have estimated your bills accurately?

COMPANY

ANH [ BWH | BRL [ cCAM | DvW | ESK | FLK [ NNE| PRT | SVT | SEW | SST | SWT | SRN [ SES | THD | TMS | TvW [ NWT | WSH | wsX | YKS
Not at all confident 7% 6% | 22% | 0% | 1% | 12% | 12% | 4% | 3% 0% 6% 5% 9% 3% | 7% | 1% | 10% | 23% 0% 1% 4% 9%
Not very confident 19% | 12% | 28% | 11% | 18% | 20% | 16% | 18% | 20% | 14% | 32% | 23% | 16% | 14% | 19% | 22% | 25% | 13% | 14% | 22% | 13% | 38%
Fairly confident 68% | 53% | 39% | 73% | 71% | 57% | 62% | 63% | 65% | 71% | 48% | 52% | 49% | 64% | 39% | 69% | 56% | 51% | 74% | 71% | 42% | 37%
Very confident 5% | 23% | 12% | 15% | 6% | 11% | 10% | 13% | 9% | 14% | 12% | 19% | 23% | 16% | 24% | 8% 8% 14% 6% 5% | 28% | 13%
Don't know 1% 5% 0% | 1% | 4% 0% 0% 2% | 3% 0% 2% 2% 2% 3% | 11% | 0% 2% 0% 6% 1% | 13% 3%
Sample 150 98 195 | 119 | 164 | 106 119 192 75 201 155 | 198 | 249 | 173 97 124 102 102 232 183 | 157 178
OVERALL

Overall England Wales
Not at all confident 5% 6% 1%
Not very confident 20% 20% 22%
Fairly confident 61% 60% 71%
Very confident 12% 12% 6%
Don't know 2% 3% 1%
Total 3,369 3,022 347




Q9. How do you rate your current water and

sewerage service

in terms of value for money?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE [ PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH [ WSX | YKS
Very poor value for money 7% 6% 3% 3% 1% 4% 4% 2% 0% 2% 1% 4% | 10% | 3% 4% 3% 5% 2% 1% 1% | 10% | 0%
Fairly poor value for money 8% | 13% | 42% | 13% | 12% | 12% | 25% | 14% | 12% | 14% | 12% | 8% | 19% | 17% | 13% | 17% | 23% | 33% | 9% | 10% | 10% | 2%
Neither poor nor good value for money | 16% | 16% | 17% | 20% | 12% | 18% | 17% | 17% | 21% | 19% | 14% | 27% | 22% | 18% | 11% | 14% | 12% | 21% | 18% | 19% | 21% | 10%
Fairly good value for money 57% | 48% | 32% | 46% | 65% | 57% | 50% | 53% | 56% | 58% | 63% | 52% | 32% | 50% | 32% | 56% | 46% | 39% | 70% | 63% | 31% | 58%
Very good value for money 10% | 11% | 5% | 14% | 9% 8% 4% | 13% | 8% 4% 5% 8% | 14% | 10% | 29% | 8% 8% 4% 1% 6% | 24% | 29%
Don't know/can't say 3% 5% 1% 4% 2% 1% 0% 2% 3% 1% 6% 2% 2% 3% | 10% | 2% 7% 1% 0% 1% 4% 1%
Sample 150 98 195 | 119 | 164 | 106 | 119 | 192 75 201 | 155 | 198 | 249 | 173 97 124 | 102 | 102 | 232 | 183 | 157 | 178
OVERALL

Overall England Wales
Very poor value for money 3% 3% 1%
Fairly poor value for money 14% 14% 10%
Neither poor nor good value for money 17% 17% 19%
Fairly good value for money 55% 55% 64%
Very good value for money 9% 9% 6%
Don't know/can't say 2% 2% 1%
Total 3,369 3,022 347




Q10. What is the main reason that you feel your current water and sewerage services are poor value for money?

COMPANY
ANH [ BWH [ BRL | cAM | Dvw | ESK | FLK | NNE | PRT | SVT | SEW | SST [ SWT| SRN | SES | THD | TMS | TVW | NWT | WSH | wsX | YKS

| dont value the service 14% | 5% | 0% | 0% | 5% | 12% | 6% | 3% | 0% | 0% | 10% | 8% | 8% | 6% | 6% | 4% | 0% | 0% | 0% | 10% | 13% | 0%
Not worth the money 18% | 16% | 2% | 6% | 5% | 6% | 9% | 21% | 22% | 6% | 10% | 8% | 8% | 29% | 47% | 4% | 0% | 3% | 0% | 15% | 50% | 0%
Too expensive already 59% | 58% | 87% | 89% | 81% | 76% | 83% | 41% | 67% | 70% | 70% | 67% | 64% | 56% | 35% | 92% | 75% | 92% | 92% | 70% | 28% | 75%
Cannot afford it 0% | 0% | 6% | 0% | 0% | 6% | 0% | 17% | 0% | 0% | 0% | 4% | 1% | 0% | 0% | 0% | 4% | 6% | 4% | 0% | 3% | 0%
S:;‘;zsriethe idea of paying so much for a natural 0% | 0% | 0% | 0% | 5% | 0% | 0% |10%| 0% | 3% | 0% | 4% | 3% | 0% | 0% | 0% | 7% | 0% | 0% | 0% | 3% | 0%
E?ggsﬁcﬂ?tﬁng so much to companies who make 5% [ 119% | 19 [ 0% | 0% | 0% | 3% | 3% | 0% | 6% | 5% | 0% | 39% | 0% | 6% | 0% | 4% | 0% | 0% | 0% | 0% [25%
ﬁ%ﬁcﬁvggi?sg&?rﬁTzavlzgir companies when so | 0. | 5o | 006 | 0% | 5% | 0% | 0% | 0% | 0% | 9% | 0% | 0% | 3% | 3% | 6% | 0% | 7% | 0% | 0% | 0% | 3% | 0%
Only person living in property 0% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 4% | 1% | 0% | 0% | 0% | 0% | 0% | 4% | 0% | 0% | 0%
Other 5% | 0% | 1% | 0% | 0% | 0% | 0% | 3% | 11% | 6% | 5% | 4% | 9% | 0% | 0% | 0% | 4% | 0% | 0% | 5% | 0% | 0%
Dont know/can't say 0% | 5% | 0% | 6% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 6% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Sample 22 19 87 18 21 17 35 29 9 33 20 24 74 34 17 25 28 36 24 20 32 4
OVERALL

Overall England Wales
I dont value the service 4% 3% 10%
Not worth the money 9% 9% 14%
Too expensive already 72% 72% 71%
Cannot afford it 3% 3% 0%
Oppose the idea of paying so much for a natural 306 306 1%
resource
Oppose pgying so much to companies who make 306 306 0%
large profits
Oppose payipg mor.e to water companies when so 306 306 1%
much water is lost in leakage
Only person living in property 1% 1% 0%
Other 3% 3% 5%
Dont know/can't say 0% 0% 0%

628 587 41

Total




Q11. What is the main reason that you feel your current water and sewerage services offer good value for money?

COMPANY

ANH [ BWH | BRL | CAM | DVW | ESK | FLK [ NNE | PRT | SVT | SEW | SST | SWT | SRN [ SES [ THD [ TMS [ TvwW [ NWT | WSH | wSX | YKS
I value the service 14% | 21% | 56% | 35% | 36% | 35% | 17% | 27% | 71% | 40% | 39% | 24% | 40% | 32% | 22% | 47% | 55% | 52% | 10% | 18% | 23% | 32%
Service is worth the money 38% | 31% | 31% | 33% | 5% | 19% | 11% | 30% | 21% | 15% | 11% | 27% | 22% | 20% | 34% | 9% | 7% | 25% | 35% | 13% | 42% | 34%
Bill is affordable 25% | 47% | 8% | 24% | 58% | 46% | 63% | 42% | 8% | 42% | 43% | 43% | 34% | 40% | 42% | 43% | 38% | 16% | 54% | 69% | 35% | 31%
Other 1% | 0% | 1% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 2% | 1% | 2% | 0% | 0% | 0% | 0% | 0% | 0% 0% | 0% | 0%
Dont know/ can't say 22% | 2% | 4% | 7% | 1% | 0% | 9% | 2% | 0% | 3% | 5% | 5% | 3% | 8% | 2% | 1% | 0% | 7% | 1% 0% | 0% | 2%
Sample 100 58 72 72 121 69 64 | 127 | 48 | 126 | 105 | 117 | 116 | 103 | 59 79 55 44 166 | 127 86 154
OVERALL

Overall England Wales
| value the service 30% 30% 20%
Service is worth the money 25% 26% 12%
Bill is affordable 42% 40% 68%
Other 0% 0% 0%
Dont know/ can't say 4% 4% 0%
Total 2,068 1,820 248




Q12. Which of the following best describes your approach to paying your bill/s for your water and sewerage services / water
service and for your sewer service?

COMPANY

ANH | BWH| BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
I don't find it difficult to pay on time 73% | 69% | 85% | 85% | 92% | 76% | 85% | 80% | 65% | 91% | 87% | 73% | 78% | 90% | 78% | 93% | 93% | 83% | 87% | 93% | 65% | 84%
| usually pay on time, but it can be difficult 21% | 20% | 12% | 11% | 5% |16% | 11% | 14% | 28% | 7% | 9% | 16% | 17% | 7% |17% | 4% | 4% | 13% | 11% | 6% | 21% | 12%
| sometimes pay late depending on what other 2% | 8% | 1% | 2% | 2% | 3% | 3% | 4% | 5% | 2% | 1% | 5% | 3% | 296 | 2% | 1% | 2% | 1% | 1% | 0% | 8% | 1%
bills I have to pay
I often find it a challenge and have to delay 0% | 0% | 0% | 0% | 0% | 296 | 0% | 29% | 0% | 0% | 0% | 2% | 1% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1%
payments as long as possible
I don't usually pay my bills on time 1% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0%
Don't know/can't say 4% | 3% | 1% | 1% 1% 3% | 1% | 0% | 2% | 0% | 2% | 2% | 1% | 1% | 2% | 2% | 2% | 1% | 1% | 1% | 5% | 1%
Sample 296 | 263 | 272 | 235 | 237 | 238 | 244 | 265 | 230 | 292 | 241 | 245 | 312 | 284 | 224 | 246 | 191 | 228 | 298 | 286 | 284 | 290
OVERALL

Overall England Wales

I don't find it difficult to pay on time 85% 84% 93%
I usually pay on time, but it can be difficult 11% 12% 6%
1 'sometlmes pay late depending on what other 204 204 1%
bills 1 have to pay
| often find it a challenge falnd have to delay 0% 0% 0%
payments as long as possible
I don't usually pay my bills on time 0% 0% 0%
Don't know/can't say 1% 2% 1%
Total 5,701 5,178 523




Q13. In the last 12 months have you or any member of your household been in contact with your local water and sewerage
company other than to pay the bill?

COMPANY

ANH BWH BRL CAM DVW ESK FLK NNE PRT SVT SEW SST SWT SRN SES THD TMS TVW | NWT | WSH | WSX YKS
Yes 8% 4% 6% 10% 6% 7% 13% 6% 6% 5% 12% 5% 10% | 10% 6% 10% 7% 4% 5% 5% 5% 7%
No 90% | 92% | 94% | 89% | 93% | 93% | 85% | 94% | 93% | 95% | 87% | 94% | 88% | 89% | 91% | 90% | 88% | 94% | 95% | 95% | 92% | 93%
Don't know/can't say 2% 3% 1% 1% 1% 0% 2% 0% 1% 0% 1% 1% 2% 1% 4% 1% 6% 2% 0% 0% 3% 0%
Sample 300 293 277 254 257 260 253 301 254 302 254 253 336 302 250 250 303 250 309 302 300 315
OVERALL

Overall England Wales
Yes 6% 7% 5%
No 92% 92% 95%
Don't know/can't say 2% 2% 0%
Total 6,175 5,616 559




Q14. What was the reason for the contact?

COMPANY

ANH [ BWH| BRL | CAM | DVW| ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH [ wSX | YKS
To make a complaint 30% | 15% | 13% | 8% | 6% | 29% | 32% | 11% | 21% | 40% | 40% | 25% | 29% | 65% | 14% | 21% | 5% | 27% | 47% | 29% | 13% | 14%
General enquiry 35% | 62% | 25% | 36% | 50% | 29% | 59% | 67% | 36% | 7% | 47% | 25% | 20% | 29% | 50% | 46% | 55% | 27% | 20% | 29% | 27% | 68%
Request information 26% | 8% | 31% | 4% | 13% | 24% | 3% | 22% | 0% | 0% | 3% | 8% | 14% | 13% | 7% | 17% | 20% | 0% | 0% | 7% | 13% | 9%
To report a problem 30% | 8% | 38% | 52% | 31% | 18% | 15% | 22% | 36% | 40% | 17% [ 33% | 17% | 16% | 21% | 17% | 30% | 36% | 7% | 29% | 33% | 0%
To obtain a water meter 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 7% | 10% | 0% | 17% ]| 3% | 0% | 0% | 0% | 9% | 0% | 7% | 13% | 5%
Payment issue - not specified 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 3% | 3% | 0% | 0% [ 0% | 0% | 0% | 0% | 0% | 5%
To report a change of address 0% | 0% | 6% | 4% | 0% | 0% | 0% | 0% | 0% | 7% | 3% | 8% | 0% | 0% | 0% | 0% | 5% | 0% | 0% | 0% | 7% | 0%
To make a enquiry on their billing 0% | 8% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Other 4% | 0% | 0% | 4% | 0% | 6% | 0% | 0% | 7% | 0% | 0% | 0% | 0% | 3% | 0% | 4% | 0% | 0% | 0% | 0% | 0% | 0%
Can't remember 4% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 3% | 7% | 0% | 0% | 0% | 27%| 0% | 0% | 0%
Sample 23 13 16 25 16 17 34 18 14 15 30 12 35 31 14 24 20 11 15 14 15 22
OVERALL

Overall England Wales
To make a complaint 28% 28% 26%
General enquiry 37% 37% 31%
Request information 12% 12% 8%
To report a problem 23% 23% 29%
To obtain a water meter 4% 4% 6%
Payment issue - not specified 1% 1% 0%
To report a change of address 2% 2% 0%
To make a enquiry on their billing 0% 0% 0%
Other 1% 1% 0%
Can't remember 3% 4% 0%
Total 434 404 30




Q15.[Uninformed view] How acceptable do you consider this plan?

COMPANY

ANH | BWH| BRL | CAM | DVW ] ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT | WSH [ WSX | YKS
Completely unacceptable 16% | 11% | 7% | 10% | 1% | 12% | 18% | 4% | 11% | 6% | 15% | 7% | 13% | 15% | 17% | 6% | 11% | 6% | 5% | 1% | 11% | 0%
Unacceptable 18% | 19% | 63% | 35% | 18% | 23% | 34% | 13% | 41% | 18% | 32% | 28% | 53% | 32% | 19% | 22% | 30% | 57% | 29% | 6% | 11% | 3%
Acceptable 60% | 53% | 23% | 43% | 76% | 62% | 38% | 68% | 38% | 69% | 43% | 54% | 24% | 45% | 43% | 63% | 45% | 30% | 64% | 76% | 43% | 94%
Very acceptable 2% | 8% | 1% | 3% | 1% | 2% | 3% | 11%| 0% | 5% | 2% [ 10% | 4% | 4% | 10% | 2% | 0% | 1% | 0% | 17% | 26% | 1%
Don't know/can't say 5% | 9% | 6% | 9% | 4% | 2% | 7% | 4% | 9% | 3% | 8% | 1% | 7% | 4% | 12% | 8% | 14% | 6% | 2% | 0% | 9% | 1%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
Overall

Overall England Wales
Completely unacceptable 8% 8% 1%
Unacceptable 25% 26% 7%
Acceptable 58% 57% 77%
Very acceptable 4% 3% 15%
Don't know/can't say 5% 6% 1%
Total 6,175 5,616 559




Q16. Bearing in mind these current service levels, how do you rate the water service in terms of value for money?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD [ TMS | TVW | NWT | WSH | WSX | YKS
Very poor value for money 8% | 4% | 1% | 6% | 0% | 4% | 2% | 1% | 5% | 1% | 5% | 2% | 4% | 2% | 5% | 3% | 3% | 2% | 2% 1% | 4% | 1%
Fairly poor value for money 10% | 13% | 31% | 20% | 10% | 19% | 19% | 7% | 21% | 12% | 15% | 10% | 21% | 15% | 5% | 15% | 17% | 28% | 17% | 3% | 11%| 2%
s;‘:;ir poor nor good value for | 4 g, | 5006 [ 3096 | 219 | 169 | 119 | 23% | 20% | 219 | 18% | 14% | 25% | 319 | 23% | 1296 | 20% | 15% | 33% | 279 | 18% | 179 | 5%
Fairly good value for money 57% | 41% | 34% | 44% | 69% | 59% | 43% | 55% | 40% | 63% | 52% | 55% | 32% | 51% | 41% | 55% | 50% | 33% | 51% | 73% | 34% | 60%
Very good value for money 4% | 14% | 2% | 7% | 2% | 5% | 6% | 15% | 5% | 4% | 7% | 9% | 10% | 7% | 24%| 4% | 4% | 2% | 2% | 5% | 27% | 32%
Don't know/can't say 2% | 7% | 3% | 2% | 3% | 1% | 6% | 1% | 8% | 2% | 8% | 1% | 3% | 2% |14%| 4% |12%| 2% | 1% 0% | 7% | 1%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales

Very poor value for money 3% 3% 1%
Fairly poor value for money 14% 14% 4%
E:Zi::;r poor nor good value for 19% 19% 18%
Fairly good value for money 53% 52% 73%
Very good value for money 8% 8% 5%
Don't know/can't say 4% 4% 0%
Total 6,175 5,616 559




Q17. And how do you rate your current sewerage service in terms of value for money?

COMPANY

ANH | BWH| BRL | CAM [ DVW| ESK | FLK [ NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT | WSH | WSX| YKS
Very poor value for money 8% | 5% | 1% | 4% | 0% | 5% | 2% | 1% | 6% | 2% | 4% | 2% | 6% | 3% | 3% | 3% | 3% | 2% | 2% | 1% | 4% | 0%
Fairly poor value for money 9% | 15% | 29% | 22% | 12% | 17% | 22% | 9% | 24% | 12% | 15% | 12% | 25% | 16% | 6% | 12% | 17% | 28% | 17% | 3% | 10% | 2%
xecj:;r poor nor good value for 22% | 17% | 30% | 23% | 15% | 11% | 21% | 219 | 24% | 19% | 149 | 26% | 29% | 23% | 11% | 219 | 15% | 329% | 279% | 18% | 17% | 5%
Fairly good value for money 51% | 41% | 34% | 41% | 67% | 53% | 40% | 51% | 32% | 60% | 52% | 51% | 27% | 48% | 38% | 52% | 47% | 31% | 50% | 72% | 36% | 51%
Very good value for money 7% | 14% | 3% | 7% | 3% | 11% | 8% | 17% | 5% | 5% | 6% | 8% | 10% | 7% |27% | 7% | 7% | 4% | 2% | 6% | 26% | 40%
Don't know/can't say 3% | 7% | 3% | 3% | 3% | 2% | 6% | 1% | 9% | 2% | 9% | 1% | 3% | 4% | 14% | 5% | 11%| 2% | 1% | 0% | 7% | 1%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales
Very poor value for money 3% 3% 1%
Fairly poor value for money 14% 14% 4%
rl\Tls:;ir poor nor good value for 20% 20% 18%
Fairly good value for money 50% 49% 72%
Very good value for money 10% 11% 6%
Don't know/can't say 4% 4% 0%
Total 6,175 5,616 559




Q18. Bearing in mind these service levels and the current average bill 1 have shown you, how do you rate the current
service you receive overall in terms of value for money?

COMPANY

ANH | BWH| BRL | CAM | DVW| ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH | WSX| YKS
Very poor value for money 8% | 6% | 1% | 4% | 0% | 4% | 2% | 1% | 4% | 1% | 4% | 2% | 5% | 2% | 6% | 3% | 3% | 2% | 2% | 1% | 3% | 0%
Fairly poor value for money 8% | 11% | 32% | 21% | 10% | 17% | 21% | 8% | 22% | 11% | 13% | 9% | 23% | 16% | 4% | 14% | 17% | 28% | 17% | 3% | 11%| 2%
Neither poor nor good value for money | 28% | 21% | 30% | 28% | 18% | 17% | 23% | 23% | 30% | 19% | 19% | 27% | 31% | 27% | 13% | 22% | 16% | 36% | 27% | 18% | 20% | 6%
Fairly good value for money 48% | 45% | 33% | 39% | 67% | 54% | 42% | 52% | 32% | 64% | 52% | 54% | 29% | 45% | 44% | 54% | 48% | 28% | 52% | 74% | 41% | 67%
Very good value for money 6% | 10%| 2% | 6% | 2% | 6% | 6% | 14% | 4% | 3% | 5% | 5% | 9% | 7% | 19% | 3% | 5% | 3% | 2% | 5% | 18% | 24%
Don't know/can't say 3% | 6% | 2% | 2% | 3% | 2% | 6% | 1% | 8% | 2% | 8% | 2% | 3% | 2% | 14% | 4% | 11%| 2% | 1% | 0% | 7% | 1%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales
Very poor value for money 3% 3% 1%
Fairly poor value for money 13% 14% 4%
Neither poor nor good value for money 22% 22% 18%
Fairly good value for money 52% 51% 73%
Very good value for money 7% 7% 4%
Don't know/can't say 4% 4% 0%
Total 6,175 5,616 559




Q18A. What is the main reason that you feel your current service is poor value for money?

COMPANY
ANH |BWH |BRL [CAM |DVW |ESK |FLK [NNE |PRT [SVT |SEW [SST |SWT [SRN |SES |[THD |TMS [TVW |NWT |WSH |WSX |YKS

I dont value the service 6% | 0% | 0% | 2% | 8% | 0% | 3% |18% | 3% | 0% | 2% | 13% | 3% | 4% [ 12%| 2% | 8% | 0% | 2% | 0% | 2% | 0%
Not worth the money 8% |24% | 7% | 8% | 28% | 2% | 3% | 25% | 6% | 3% | 14% | 20% | 9% | 33% | 60% | 7% | 2% | 0% | 22% | 33% | 53% | 0%
Too expensive already 75% | 58% | 79% | 83% | 60% | 85% | 81% | 29% | 84% | 69% | 67% | 57% | 76% | 45% | 20% | 83% | 74% | 92% | 60% | 58% | 42% | 67%
Cannot afford it 0% | 8% |11% | 2% | 0% | 4% | 7% | 11%| 3% | 6% | 5% | 3% | 4% | 7% | 0% | 0% | 3% | 4% | 16% | 0% | 0% | 0%
Oppose paying so much for a natural resource 0% | 6% | 1% | 3% | 0% | 0% | 0% | 11%| 0% | 0% | 7% | 0% | 0% | 0% | 0% | 2% | 3% | 1% | 0% | 0% | 0% | 17%
Oppose paying so much to companies who make large profits 6% | 2% | 2% | 3% | 0% | 5% | 2% | 7% | 1% [19% | 5% | 3% | 4% | 4% | 0% | 5% | 3% | 0% | 0% | 0% | 2% | 0%

Oppose paying more to water companies when so much water is

X 2% | 2% | 0% | 0% | 4% | 0% | 0% | 0% | 1% | 3% | 0% | 0% | 1% | 2% | 0% | 0% | 3% | 1% | 0% | 0% | 0% | 0%
lost in leakage

I dont have any problems / complaints about the service 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
I dont have any choice / its a necessity 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Other 0% | 0% | 0% | 0% | 0% | 2% | 0% | 0% | 1% | 0% | 0% | 0% | 1% | 5% | 8% | 0% | 3% | 1% | 0% | 8% | 0% |17%
Dont know/can't say 2% | 0% | 0% | 0% | 0% | 2% | 3% | 0% | 0% | 0% | 0% | 3% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Sample 48 50 91 65 25 55 58 28 67 36 42 30 96 55 25 42 62 76 58 12 43 6
OVERALL
Overall England Wales
| dont value the service 4% 4% 1%
Not worth the money 11% 11% 32%
Too expensive already 70% 70% 59%
Cannot afford it 6% 6% 0%
Oppose paying so much for a natural resource 2% 2% 0%
Oppose paying so much to companies who make large profits 5% 5% 0%
Oprse paying more to water companies when so much water is 1% 1% 1%
lost in leakage
| dont have any problems / complaints about the service 0% 0% 0%
| dont have any choice / its a necessity 0% 0% 0%
Other 2% 1% 7%
Dont know/can't say 0% 0% 0%

Total 1,070 1,033 37




Q18B. What is the main reason that you feel this offers good value for money?

COMPANY
ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
| value the service 14% | 17% | 46% | 34% | 38% | 39% | 19% | 26% | 67% | 40% | 40% | 25% | 29% | 30% | 17% | 46% | 49% | 45% | 16% | 30% | 18% | 36%
Service is worth the money 32% | 36% | 44% | 35% | 10% | 12% | 12% | 32% | 14% | 16% | 20% | 21% | 31% | 27% | 41% | 10% | 6% | 32% | 30% | 9% | 29% | 28%
Bill is affordable 40% | 44% | 5% | 24% | 52% | 39% | 55% | 40% | 11% | 42% | 35% | 45% | 35% | 37% | 39% | 44% | 43% | 14% | 53% | 59% | 51% | 29%
;::/?:ehave any problems / complaints about the 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 19 | 0% | 1% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
I dont have any choice / its a necessity 0% | 0% | 0% | 1% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 1% | 1% | 1% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0%
Its less than my bill 0% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 1% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0%
Other 0% | 1% | 1% | 1% | 0% | 8% | 0% | 0% | 1% | 0% | 0% | 1% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Dont know/can't say 14% | 2% | 1% | 6% | 1% 1% | 15% | 3% | 7% | 0% | 3% | 7% | 3% | 4% | 2% | 0% | 1% | 8% | 0% | 0% | 2% | 7%
Sample 160 | 162 97 113 | 178 | 156 | 121 | 200 91 203 | 144 | 150 | 125 | 158 | 158 | 143 | 159 78 165 | 237 | 177 | 287
OVERALL
Overall England Wales
I value the service 33% 33% 31%
Service is worth the money 22% 23% 9%
Bill is affordable 41% 39% 59%
;:rc\J/?ctehave any problems / complaints about the 0% 0% 0%
I dont have any choice / its a necessity 0% 0% 1%
Its less than my bill 0% 0% 0%
Other 0% 0% 0%
Dont know/can't say 3% 4% 0%
Total 3,462 3,047 415




Q19. [Informed] Bearing in mind the other options available to your water company — such as simply maintaining
services and complying with legal requirements or improving more services than in their current plan - looking firstly at
the plan relating to water services, how acceptable do you consider your company's plan including these improvements

and the impacts overall on your water bill?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
Completely unacceptable 11% | 10% | 17% | 6% | 0% | 6% | 12% | 6% | 2% | 3% | 9% | 8% | 11% | 9% | 16%| 3% | 7% | 7% | 4% 0% 9% | 0%
Unacceptable 19% | 18% | 54% | 34% | 13% | 27% | 37% | 13% | 44% | 18% | 31% | 24% | 43% | 36% | 19% | 27% | 31% | 55% | 30% | 5% | 14% | 3%
Acceptable 61% | 54% | 26% | 46% | 81% | 63% | 42% | 65% | 38% | 73% | 49% | 58% | 37% | 47% | 45% | 62% | 49% | 32% | 63% | 90% | 50% | 89%
Very acceptable 4% | 10% | 0% | 4% | 2% | 3% | 3% | 13% | 1% | 4% | 2% | 9% | 5% | 4% [ 10%| 2% | 0% | 1% | 1% | 4% | 20% | 7%
Don't know / can't say 5% | 8% | 3% |10%| 4% | 2% | 7% | 4% [ 15% | 2% | 9% | 2% | 4% | 4% | 10%| 6% | 13% | 6% | 2% 0% 8% | 1%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales
Completely unacceptable 6% 6% 0%
Unacceptable 25% 26% 6%
Acceptable 61% 59% 89%
Very acceptable 4% 4% 4%
Don't know / can't say 5% 5% 1%
Total 6175 5616 559




Q20. What is the main reason that you feel this plan is unacceptable?

COMPANY

ANH | BWH| BRL | cam | bvw | Esk | Fk | nnE | PRT | svT | sew] ssT | swT| srn | ses | THD | Tms | Tvw | nwT | wsh | wsx | vks
I dont value the improvements 5% | 1% | 29% | 7% | 0% | 4% | 4% | 7% | 6% | 0% | 2% | 5% | 4% | 10% | 11%| 5% | 4% | 9% | 2% | 0% | 4% | 0%
Improvements not worth the money| 7% | 13% | 1006 | 1296 | 6% | 5% | 7% | 26%| 6% | 13%| 5% | 13%| 29 | 25%|29%| 99 | 5% |219%|15%| 0% | 17%| 0%
Too expensive already 60% | 73% | 729 | 68% | 68% | 65% | 73% | 359% | 779% | 579% | 729 | 66% | 83% | 44% | 499% | 63% | 55% | 53% | 67% | 949% | 72% | 33%
Cannot afford it 169%| 7% | 11%| 5% | 159 | 1296 | 109 | 169 | 6% | 109%| 5% | 8% | 6% | 109 | 2% | 7% | 18% | 7% | 169% | 0% | 3% |[22%
ir;zzsriepaymg more for anatural | o | 604 | 106 | 206 | 3% | 19 | 09 | 12%| 19 | 2% | 39 | 19 | 0% | 0% | 0% | 3% | 4% | 296 | 0% | 0% | 1% | 229
Oppose paying more to companies | o. | 400 | 306 | 396 | 6% | 8% | 3% | 5% | 2% | 169% | 119%| 4% | 4% | 8% | 50 | 119 | 8% | 5% | 0% | 0% | 0% |11%
who make large profits
Oppose paying more to water
companies when so much water is 0% | 1% | 0% | 1% | 3% | 0% | 1% | 0% | 1% | 3% | 2% | 3% | 1% | 0% | 2% | 0% | 4% | 0% | 0% | 0% | 1% | 0%
lost in leakage
I:L'fr::ou'd be done as amatter of | o0 | gor | 106 | 196 | 0% | 19 | 0% | 0% | 19 | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Other 1% | 0% | 0% | 2% | 0% | 1% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 1% | 0% | 6% | 0% | 0%
Dont know/can't say 1% | 0% | 0% | 29 | 0% | 296 | 2% | 0% | 0% | 0% | 1% | 1% | 1% | 2% | 1% | 3% | 1% | 2% | 0% | 0% | 0% | 11%
Ssample o1 | 83 | 196 | 202 | 34 | 84 | 124 57 | 127| 63 | 102| 80 | 180| 135| 87 | 76 | 124 | 154 | 105| 16 | 60 | o




OVERALL

Overall England Wales
| dont value the improvements 4% 5% 0%
Improvements not worth the money 12% 12% 1%
Too expensive already 61% 60% 89%
Cannot afford it 12% 12% 3%
Oppose paying more for a natural 204 204 1%
resource
Oppose paying more.to companies 6% 6% 1%
who make large profits
Oppose paying more to water
companies when so much water is 1% 1% 1%
lost in leakage
This should be done as a matter of 0% 0% 0%
course
Other 0% 0% 5%
Dont know/can't say 1% 1% 0%
Total 2078 2028 50




Q21. What is the main reason that you feel this plan

is acceptable?

COMPANY

ANH | BWH [ BRL | cAM | Dvw [ ESK [ FLK [ NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS [ TvW [ NWT [ wsH [ wsx | YKS
I value the improvements 14% | 10% | 35% | 38% | 27% | 35% | 13% | 17% | 52% | 32% | 36% | 19% | 22% | 19% | 9% | 23% | 31% | 47% | 5% | 15% | 5% | 35%
Improvements are worth the money 36% | 21% | 38% | 25% | 5% | 11% | 12% | 37% | 21% | 10% | 25% | 24% | 15% | 25% | 18% | 4% | 3% | 11% | 19% | 10% | 6% | 31%
Plan is affordable 34% | 64% | 25% | 23% | 68% | 49% | 54% | 45% | 17% | 57% | 29% | 51% | 58% | 49% | 71% | 68% | 58% | 35% | 76% | 74% | 88% | 34%
Everything/ Prices is/ are going up 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Have no choice but to pay 1% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 1% | 0% | 0% | 0% | 0% | 0%
Other 1% | 0% | 1% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 1% | 1% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Dont know/can't say 16% | 4% | 1% | 14% | 0% | 4% | 21%]| 0% | 9% | 1% | 9% | 4% | 3% | 7% | 1% | 6% | 7% | 7% | 1% | 0% | 0% | 0%
Sample 1931 187 | 72 | 126 | 212 | 172 | 112 | 233 | 99 | 233 | 129 | 169 | 141 | 154 | 137 | 160 | 149 | 81 | 198 | 285 | 208 | 303
OVERALL

Overall England Wales

| value the improvements 24% 25% 16%
Improvements are worth the money 19% 20% 10%
Plan is affordable 54% 52% 74%
Everything/ Prices is/ are going up 0% 0% 0%
Have no choice but to pay 0% 0% 0%
Other 0% 0% 0%
Dont know/can't say 4% 4% 0%
Total 3753 3256 497




Q22. [Informed] And looking just at the plan relating to sewerage services now, how acceptable do you consider
the plan including these improvements and the impacts overall on your sewerage bill?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | Tvw [ NWT | wsH | wsx | YKs
Completely unacceptable 10% | 11% | 2% | 7% | 0% | 7% | 14% | 5% | 3% | 2% | 6% | 4% | 15% | 8% | 15% | 3% | 8% | 10% | 4% 0% 9% | 0%
Unacceptable 21% | 18% | 47% | 35% | 13% | 25% | 37% | 16% | 47% | 13% | 32% | 16% | 46% | 38% | 20% | 26% | 30% | 54% | 31% | 6% | 15% | 2%
Acceptable 60% | 52% | 32% | 45% | 82% | 63% | 41% | 63% | 32% | 77% | 51% | 63% | 29% | 47% | 48% | 61% | 47% | 31% | 63% | 89% | 50% | 90%
Very acceptable 2% | 11% | 13% | 3% 1% | 2% | 2% | 14% | 2% | 6% | 1% | 14% | 5% | 2% | 7% | 2% | 1% | 0% | 1% 4% | 18% | 7%
Don't know/can't say 6% | 8% 6% | 10% | 4% | 3% | 7% | 3% | 16% | 2% | 10% | 3% | 5% | 5% | 10% | 8% | 14% | 6% | 2% 1% 8% | 1%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales
Completely unacceptable 5% 6% 0%
Unacceptable 24% 25% 7%
Acceptable 61% 59% 89%
Very acceptable 4% 4% 4%
Don't know/can't say 6% 6% 1%
Total 6175 5616 559




Q23. What is the main reason that you feel this plan is unacceptable?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
| dont value the improvements 5% | 5% | 1% | 7% | 0% | 7% | 3% | 7% | 6% | 0% | 3% | 6% | 5% | 9% | 16% | 4% | 4% |11%| 2% | 11% | 8% | 0%
Improvements not worth the money 4% | 18% | 13% | 11% | 14% | 8% | 8% | 23% | 8% | 9% | 5% | 8% | 1% | 28% | 28% | 10% | 4% | 19% | 15% | 0% | 19% | 0%
Too expensive already 62% | 64% | 70% | 66% | 57% | 61% | 73% | 39% | 73% | 48% | 70% | 69% | 85% | 43% | 44% | 64% | 56% | 58% | 65% | 83% | 67% | 43%
Cannot afford it 17% | 9% | 14%| 8% | 14% | 9% | 11% | 18% | 9% | 11% | 7% | 14%| 5% | 12% | 2% | 4% | 18% | 5% | 17% | 0% | 4% | 29%
Oppose paying more for a natural resource 1% | 1% | 0% | 2% | 3% | 1% | 0% | 3% | 1% | 2% | 2% | 2% | 0% | 0% | 0% | 4% | 3% | 1% | 1% | 0% | 0% | 14%
(¢] i t i h
PPOse paying more to companies who 5% | 4% | 1% | 5% | 9% | 9% | 3% | 7% | 29 [ 2396 | 100 | 29% | 29% | 7% | 6% |119%| 8% | 59% | 0% | 0% | 1% | 14%
make large profits
Oppose paying more to water companies
ppRose paying . ; b 2% | 0% | 0% | 0% | 3% | 0% | 0% | 0% | 1% | 796 | 2% | 0% | 0% | 0% | 29 | 0% | 4% | 0% | 0% | 0% | 0% | 0%
when so much water is lost in leakage
Other 1% | 0% | 1% | 1% | 0% | 0% | 0% | 2% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 6% | 0% | 0%
Dont know/can't say 2% | 0% | 0% | 1% | 0% | 4% [ 2% | 2% | 0% | 0% | 0% | 0% | 1% | 1% | 1% | 3% | 1% [ 1% | 0% | 0% | 0% | 0%
Sample 95 85 135 | 106 35 85 128 61 127 44 98 51 205 | 139 86 73 114 | 158 | 107 18 72 7
OVERALL

Overall England Wales

| dont value the improvements 5% 5% 9%
Improvements not worth the money 11% 11% 2%
Too expensive already 60% 60% 79%
Cannot afford it 13% 13% 2%
Oppose paying more for a natural resource 2% 2% 1%
Oppose paying more to companies who 6% 6% 206
make large profits
Oppose paying more Fo watt_ar companies 206 206 1%
when so much water is lost in leakage
Other 0% 0% 5%
Dont know/can't say 1% 1% 0%
Total 2029 1976 53




Q24. What is the main reason

that you feel this plan is acceptable?

COMPANY

ANH | BWH| BRL | CAM [ DVW| ESK | FLK | NNE | PRT | SVT [ SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH | WSX| YKS
I value the improvements 15% | 11% | 23% | 37% | 25% | 33% | 18% | 18% | 53% | 29% | 36% | 11% | 15% | 20% | 10% | 22% | 33% | 43% | 5% | 15% | 3% | 34%
Improvements are worth the money 33% | 19% | 27% | 25% | 5% | 10% | 13% | 37% | 21% | 9% | 23% | 19% | 18% | 24% | 19% | 4% | 4% | 14% | 18% | 10% | 5% | 30%
Plan is affordable 38% | 65% | 48% | 29% | 69% | 51% | 50% | 43% | 13% | 62% | 34% | 64% | 60% | 51% | 69% | 69% | 57% | 36% | 77% | 75% | 91% | 36%
Have no choice but to pay 1% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 2% | 0% | 0% | 1% | 0% | 0% | 1% | 0% | 1% | 0% | 0% | 0% | 0% | 0%
Other 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Dont know/can’t say 14% | 4% | 2% | 9% | 0% | 5% | 20% | 0% | 10% | 0% | 8% | 4% | 8% | 5% | 1% | 5% | 5% | 6% | 0% | 0% | 0% | 0%
Sample 186 | 184 | 124 | 123 | 212 | 168 | 107 | 230 | 86 | 251 | 131 | 195 | 114 | 148 | 138 | 157 | 146 | 77 196 | 282 | 204 | 305
OVERALL

Overall England Wales
| value the improvements 23% 24% 15%
Improvements are worth the money 18% 19% 10%
Plan is affordable 56% 54% 74%
Have no choice but to pay 0% 0% 0%
Other 0% 0% 0%
Dont know/can’t say 3% 3% 0%
Total 3764 3270 494




Q25. [Informed] And how acceptable do you consider the plan
impacts overall on your water and sewerage bill?

as a whole including these improvements and the

COMPANY

ANH | BWH| BRL | CAM [DVW/| ESK | FLK | NNE | PRT | SVT [ SEW | SST | SWT | SRN | SES | THD [ TMS | TVW | NWT | WSH | WSX| YKS
Completely unacceptable 13% | 9% | 15% | 7% | 1% | 8% [ 13% | 5% | 2% | 5% | 5% | 6% [ 13% | 7% | 15% | 2% | 8% | 9% | 5% | 0% | 8% | 0%
Unacceptable 19% | 20% | 55% | 33% | 13% | 25% | 37% | 14% | 47% | 13% | 34% | 18% | 47% | 38% | 20% | 28% | 30% | 52% | 29% | 6% | 15% | 3%
Acceptable 60% | 51% | 24% | 45% | 81% | 62% | 42% | 65% | 32% | 75% | 50% | 64% | 28% | 49% | 49% | 60% | 47% | 31% | 61% | 89% | 50% | 89%
Very acceptable 3% | 10% | 2% | 4% | 1% | 2% | 1% | 13% | 3% | 5% | 1% | 9% | 6% | 1% | 6% | 2% | 1% | 0% | 2% | 4% | 17% | 8%
Don't know/can't say 5% | 10% | 4% | 10% | 4% | 3% | 7% | 4% | 16% | 2% | 10% | 3% | 6% | 5% | 10% | 6% | 15% | 7% | 2% | 1% | 11%| 1%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales
Completely unacceptable 7% 7% 0%
Unacceptable 24% 25% 6%
Acceptable 60% 58% 89%
Very acceptable 4% 4% 4%
Don't know/can't say 6% 6% 1%
Total 6175 5616 559




Q26. What is the main reason that you feel this plan is unacceptable?

COMPANY

ANH | BWH| BRL | CAM [DVW/| ESK | FLK | NNE | PRT | SVT [ SEW | SST | SWT | SRN | SES | THD [ TMS | TVW | NWT | WSH | WSX| YKS
| dont value the improvements 4% | 6% | 3% | 9% | 3% | 8% | 3% | 5% | 6% | 0% | 3% | 3% | 2% | 8% | 11%| 5% | 6% | 10% | 2% | 11% | 9% | 0%
Improvements not worth the money 6% [ 17% | 9% | 13% | 11% | 7% | 6% | 29% | 9% | 13% | 5% | 15% | 4% | 30% | 29% | 9% | 3% | 19% | 15% | 0% | 15% | 0%
Too expensive already 64% | 69% | 71% | 64% | 59% | 66% | 73% | 32% | 74% | 51% | 73% | 62% | 83% | 39% | 48% | 65% | 55% | 56% | 66% | 83% | 72% | 33%
Cannot afford it 16% | 5% | 13% | 8% | 14% | 7% | 13% | 16% | 7% | 9% | 6% | 11% | 5% | 14% | 2% | 4% | 18% | 8% | 16% | 0% | 3% | 22%
Oppose paying more for a natural resource | 1% | 0% | 0% | 2% | 3% | 1% | 0% | 9% | 1% | 0% | 2% | 0% | 0% | 0% | 0% | 5% | 4% | 1% | 1% | 0% | 0% | 22%
z‘;’;‘fg :ngaeyrrgofrir:gre to companies who 6% | 3% | 4% | 4% | 8% | 9% | 206 | 7% | 1% | 179% | 10% | 3% | 4% | 9% | 6% | 9% | 8% | 5% | 0% | 0% | 1% | 11%
\?vﬂzzsseopri’::ﬁ;;z T;’ I‘;":tt?r: Ic:;?(zgzies 0% | 0% | 0% | 0% | 3% | 19% | 0% | 0% | 1% | 8% | 19 | 3% | 1% | 0% | 29 | 0% | 4% | 0% | 0% | 0% | 0% | 0%
Other 1% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 6% | 0% [ 11%
Dont know/can't say 2% | 0% | 1% | 0% | 0% | 1% | 2% | 2% | 1% | 2% | 0% [ 2% | 0% | 0% | 1% | 3% | 1% | 1% | 0% | 0% | 0% | 0%
Sample 96 86 193 | 102 | 37 87 127 | 56 125 | 53 99 61 | 202 | 136 | 87 77 114 | 154 | 106 18 68 9
OVERALL

Overall England Wales
| dont value the improvements 5% 5% 10%
Improvements not worth the money 12% 12% 2%
Too expensive already 60% 60% 79%
Cannot afford it 12% 12% 2%
Oppose paying more for a natural resource 2% 2% 1%
Oppose paying more to companies who 6% 6% 1%
make large profits
Qposepoyrg move o etk omeanies | e | ome |
Other 1% 0% 5%
Dont know/can't say 1% 1% 0%
Total 2093 2038 55




Q27. What is the main reason

that you feel this plan is acceptable?

COMPANY

ANH | BWH | BRL | CAM | DVW/| ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT [ WSH | WSX| YKS
I value the improvements 15% | 12% | 21% | 33% | 25% | 35% | 19% | 18% | 56% | 30% | 35% | 11% | 18% | 21% | 10% | 23% | 32% | 40% | 5% | 15% | 4% | 35%
Improvements are worth the money 33% | 18% | 38% | 30% | 5% | 8% | 17% | 34% | 27% | 10% | 22% | 16% | 16% | 25% | 18% | 5% | 4% | 15% | 18% | 10% | 6% | 28%
Plan is affordable 39% | 65% | 39% | 28% | 70% | 53% | 47% | 47% | 10% | 60% | 35% | 67% | 58% | 48% | 70% | 67% | 57% | 40% | 77% | 75% | 90% | 37%
Other 1% | 1% | 0% | 0% | 0% | 1% | 1% | 1% | 0% | 0% | 1% | 0% | 2% | 1% | 1% | 0% | 2% | 0% | 0% | 0% | 0% | 0%
Dont know/can't say 13% | 4% | 3% | 9% | 0% | 4% |17%| 0% | 7% | 1% | 7% | 5% | 6% | 5% | 1% | 5% | 4% | 5% | 0% | 0% | 1% | 0%
Sample 189 | 178 | 72 | 126 | 210 | 165 | 108 | 234 | 88 | 243 | 130 | 184 | 114 | 151 | 137 | 157 | 145 | 78 197 | 282 | 200 | 303
OVERALL

Overall England Wales
I value the improvements 23% 24% 16%
Improvements are worth the money 18% 18% 9%
Plan is affordable 56% 54% 75%
Other 0% 1% 0%
Dont know/can't say 3% 3% 0%
Total 3691 3199 492




Q28A. Looking at each proposed service level, please state if you feel the proposed service level in this plan offers value for money?

OVERALL
Overall England Wales Overall England Wales
Maintain water pipes, Very poor VM 3% 3% 3% Manage the amount of Very poor VM
treatment works and yP water taken from the yP 2% 2% 3%
reservoirs Fairly poor ViM 9% 9% 1% environment to supply Fairly poor VfM 9% 10% 1%
; customers f
Neither poor nor good 21% 2206 11% Neither poor nor good
VM ViM 21% 22% 7%
Fairly good VM 38% 38% 26% Fairly good VfM 41% 42% 29%
Very good VfM 26% 24% 58% Very good VfM 24% 2204 60%
Don't know/can't say 4% 4% 1% Don't know/can't say 3% 3% 0%
Ensure a reliable and Maintain sewers and
X Very poor VfM Very poor VfM
continuous water supply 3% 3% 3% sewage treatment works, 3% 3% 4%
Fairly poor VfM 10% 11% 204 ensure network can meet Fairly poor VfM 10% 11% 204
Neither poor nor good new demands and control nejther poor nor good
VEM 19% 20% 6% smells from sewage VEM 23% 24% 7%
i works .
Fairly good VM 39% 40% 299% Fairly good VM 39% 40% 20%
Very good VM 27% 25% 60% Very good ViM 23% 20% 59%
Don't know/can't say 204 3% 0% Don't know/can't say 3% 3% 0%
Ensure the safety of tap v Ensure a reliable and
ery poor VM Very poor VfM
water - drinking water yP 2% 2% 3% continuous sewerage yP 2% 2% 3%
quality Fairly poor ViM 10% 10% 1% service for the removal Fairly poor VfM 9% 10% 206
Neither poor nor good and treatment of sewage Nejther poor nor good
VM 18% 19% 6% VM 20% 21% 6%
Fairly good VM 40% 41% 28% Fairly good ViM 41% 42% 28%
Very good VM 28% 26% 61% Very good ViM 25% 22% 62%
Don't know/can't say 204 206 0% Don't know/can't say 3% 3% 0%




Overall England Wales
Manage the appearance, /g,
y poor VfM
taste and smell of tap 3% 2% 3%
water Fairly poor ViM 9% 10% 2%
Neither poor nor good
VM 19% 20% 6%
Fairly good ViM 40% 41% 2904
Very good VfM 27% 2504 60%
Don't know/can't say 206 204 0%
Manage the pressure of Ver
4 y poor VfM
water in your taps and 2% 2% 3%
the number of unplanned Fairly poor VM 10% 10% 2056
interruptions Neither poor nor good
VM 21% 21% 6%
Fairly good VfM 41% 42% 30%
Very good VfM 24% 2204 59%
Don't know/can't say 206 3% 0%
Handle customers'
Very poor VfM
accounts, queries, 2% 2% 3%
complaints and customers Fairly poor VM 10% 10% 206
with special needs Neither poor nor good
VM 22% 23% 8%
Fairly good VM 41% 41% 28%
Very good VfM 230 210 59%
Don't know/can't say 3% 3% 0%

Overall England Wales
Avoid risk of homes and
Very poor VfM
gardens being flooded 2% 2% 3%
with sewage Fairly poor VfM 10% 11% 204
Neither poor nor good
VM 20% 21% 6%
Fairly good VfM 41% 42% 29%
Very good VfM 24% 2204 60%
Don’t know/can't say 204 3% 0%
Avoid risk of properties Ver
: . y poor VfM
being flooded with 2% 2% 3%
sewage outside the home Fairly poor VM 10% 11% 204
Neither poor nor good
VM 21% 22% 7%
Fairly good VfM 41% 42% 28%
Very good VfM 23% 210 60%
Don't know/can't say 3% 3% 0%
Ensure companies Ver
peies y poor VM
manage their critical 3% 3% 3%
sewerage treatment Fairly poor VfM 10% 11% 204
works and pipes to deal Neither poor nor good
with extreme events e. g. VM 23% 24% 7%
severe weather i
Fairly good VfM 40% 40% 29%
Very good VfM 21% 19% 60%
Don't know/can't say 3% 3% 0%




Overall England Wales
Ensure companies Ver
pelies y poor VM
manage their critical 3% 3% 3%
water treatment works Fairly poor VM 11% 12% 1%
and pipes to deal with Neither poor nor good
extreme events such as 24% 25% 7%
severe weather i
Fairly good VfM 39% 40% 31%
Very good VM 20% 18% 58%
Don't know/can't say 3% 3% 0%

Overall England Wales
Manage the effect of Ver
y poor VfM
sewerage effluent on the 2% 2% 3%
water quality of rivers, Fairly poor VfM 9% 10% 204
wetlands and sea around Neither poor nor good
the coast VM 20% 21% 6%
Fairly good VfM 42% 43% 29%
Very good VfM 23% 210 61%
Don't know/can't say 3% 3% 0%
Sample 6,175 5,616 559




Q28B. Now looking at the total combined bill, then at the total water bill, then the total sewerage bill, please state if
you feel the proposed service level in this plan offers value for money?

COMPANY
ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW| SST | SWT| SRN [ SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
ﬂl Very poor value for money 8% 8% | 12%| 2% | 5% | 6% | 15% | 3% | 2% | 4% | 8% | 10% | 10% | 11% | 14% | 1% | 3% | 4% | 12%| 3% | 5% | 0%
<
§ Fairly poor value for money 13% | 11% | 39% | 24% | 7% | 21% | 35% | 8% | 6% | 12% | 18% | 11% | 17% | 27% | 13% | 21% | 25% | 22% | 14% | 3% | 11% | 1%
E Neither poor nor good VM 35% | 16% | 22% | 34% | 27% | 17% | 23% | 34% | 60% | 19% | 38% | 26% | 29% | 31% | 10% | 36% | 34% | 40% | 17% | 16% | 11% | 8%
E Fairly good value for money 37% | 37% | 24% | 30% | 36% | 36% | 20% | 40% | 20% | 42% | 28% | 38% | 28% | 26% | 24% | 39% | 28% | 24% | 47% | 33% | 41% | 60%
(]
‘—i Very good value for money 7% | 23% | 2% | 7% | 24% | 20% | 7% | 16% | 6% | 20% | 8% | 14% | 16% | 4% | 28% | 3% | 3% | 7% | 9% | 45% | 26% | 30%
E Don't know 1% 5% | 1% | 2% | 1% | 0% | 0% | 0% [ 6% | 2% | 0% | 1% | 0% | 1% [ 12%| 0% | 7% | 3% | 1% | 0% | 5% | 1%
g Very poor value for money 8% 7% | 2% | 2% | 6% | 7% | 22% | 3% | 5% | 3% | 8% | 4% | 16% | 12% | 14% | 1% | 3% | 5% | 12%| 3% | 5% | 0%
E‘ Fairly poor value for money 13% | 13% | 32% | 24% | 7% | 20% | 28% | 8% | 9% | 5% | 18% | 7% | 25% | 28% | 13% | 22% | 24% | 21% | 12%| 3% | 12% | 1%
% " Neither poor nor good VM 38% | 18% | 29% | 39% | 28% | 20% | 22% | 29% | 52% | 13% | 33% | 27% | 26% | 31% | 10% | 34% | 35% | 43% | 18% | 15% | 12% | 10%
g B Fairly good value for money 34% | 34% | 27% | 29% | 35% | 35% | 20% | 43% | 26% | 48% | 32% | 41% | 20% | 25% | 26% | 41% | 27% | 22% | 49% | 34% | 41% | 59%
z Very good value for money 6% | 23% | 9% | 4% | 24% | 18% | 8% | 18% | 4% | 30% | 9% | 19% | 13% | 4% | 26% | 3% | 3% | 6% | 8% | 44% | 25% | 29%
E Don't know 1% 5% | 1% | 2% | 0% | 0% | 0% | 0% | 5% | 2% | 0% | 2% | 0% | 0% | 11%| 0% | 7% | 3% | 1% | 0% | 5% | 0%
g Very poor value for money 8% 10% | 10% | 3% | 5% | 6% [21%| 3% | 4% | 4% | 9% | 6% | 15% | 12% | 16% | 1% | 4% | 6% | 12%| 4% | 9% | 0%
g\ Fairly poor value for money 12% | 12% | 47% | 23% | 8% |21% | 27% | 9% | 7% | 11% | 17% | 11% | 25% | 26% | 13% | 21% | 24% | 19% | 13% | 2% | 9% | 1%
E o Neither poor nor good VfM 33% | 18% | 19% | 38% | 27% | 20% | 23% | 29% | 64% | 16% | 34% | 30% | 24% | 34% | 9% | 32% | 33% | 43% | 17% | 15% | 17% | 11%
% - Fairly good value for money 38% | 32% | 20% | 31% | 35% | 35% | 21% | 43% | 20% | 46% | 32% | 38% | 23% | 25% | 28% | 43% | 28% | 24% | 48% | 35% | 38% | 59%
§ Very good value for money 9% | 23% | 3% | 4% | 24% | 18% | 8% | 16% | 4% | 22% | 9% | 14% | 13% | 4% | 24% | 4% | 3% | 4% | 9% | 44% | 22% | 29%
g Don't know 1% 5% | 1% | 2% | 0% | 0% | 0% | 1% | 2% | 2% | 0% | 1% | 0% | 0% | 11%| 0% | 7% | 4% | 1% | 0% | 5% | 0%
Total 300 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315




OVERALL

Overall England Wales

0 Very poor value for money 6% 6% 4%
<
§ Fairly poor value for money 15% 16% 3%
>
° Neither poor nor good VM 25% 26% 17%
E
5 Fairly good value for money 37% 38% 33%
ol
1S
‘_i Very good value for money 15% 13% 43%
8
S
= Don't know 2% 2% 0%
if' Very poor value for money 6% 6% 4%
o
«
2 Fairly poor value for money 14% 14% 3%
5 Neither poor nor good VM 25% 25% 16%
X
5 Fairly good value for money 38% 38% 34%
H
)
o Very good value for money 16% 14% 43%
S
it
S
= Don't know 2% 2% 0%
:'r' Very poor value for money 7% 7% 4%
o
«
2 Fairly poor value for money 15% 15% 3%
3 Neither poor nor good VM 25% 25% 16%
T4
-_g Fairly good value for money 38% 38% 35%
£
8 Very good value for money 14% 13% 43%
5
[ Don’'t know 2% 2% 0%

Total 6175 5616 559




Q29. Are there any other changes to the company plan that you would like to see made that have not been covered?

COMPANY

ANH | BWH| BRL | cam | bvw | Esk | Fik | NNE | PRT | svT | sEw ]| ssT | swT | srn | sEs | THD | Tvs | Tvw [ nwr | wsH | wsx | vks
Reduce prices / charges 6% | 29 | 0% | 18% | 4% | 206 | 4% | 29 | 206 | 3% | 79 | 19% | 296 | 6% | 0% | 19% | 3% | 5% | 3% | 1% | 29% | 1%
}T;Srfeve water appearance / colour / quality | o, | o0 | 006 | 106 | 196 | 196 | 196 | 296 | 206 | 0% | 3% | 0% | 0% | 196 | 0% | 196 | 196 | 19 | 0% | 19 | 19 | 0%
Quicker response times 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 19 | 0% | 19 | 0% | 0% | 1% | 0% | 1% | 0% | 0% | 0%
fee;;fset';ug;ﬁeesr of leakages / increase 0% | 0% | 0% | 0% | 206 | 19 | 296 | 0% | 0% | 296 | 0% | 0% | 0% | 19 | 0% | 0% | 296 | 19 | 1% | 0% | 0% | 0%
Improve the sewage system 1% [ 0% | 0% | 19 | 1% | 0% | 19 | 0% | 4% | 19% | 0% | 0% | 0% | 0% | 0% | 2906 | 0% | 0% | 0% | 1% | 0% | 0%
Generally take more responsibility 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Install water meters nationally 0% | 0% | 0% | 0% | 0% | 0% | 2% | 0% | 0% | 0% | 0% | 1% | 0% | 1% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0%
fig;:z:ﬁfjgg:i':g t have to pay for beach | o, | 40, | 006 | 006 | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Improve the water pressure 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 1%
Deal with the drai I floodi
pfoam;vr::s the drainage problems/ flooding | 0. | o4 | 096 | 096 | 196 | 0% | 196 | 19 | 0% | 19 | 0% | 0% | 0% | 0% | 0% | 19 | 0% | 0% | 1% | 1% | 0% | 0%
Give the option to install a water meter 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0%
Be responsible for repairs to all pipes 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0%
':;Veemaefa"er pricing / water charging 0% | 19 [ 0% [ 0% | 0% | 0% | 0% | 0% | 1% | 1% | 0% | 0% | 19 | 0% | 0% | 0% | 1% | 0% | 0% | 1% | 0% | 0%
Increase in charges should be linked to
improvements 2% | 0% | 0% 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Service should be nationalized 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Improve water saving methods 1% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Water i halky / h l |
pr?)::)elgrlsstoo chalky / hard water /lime scale| o | o0 | 006 | 106 | 096 | 0% | 296 | 096 | 0% | 0% | 0% | 0% | 0% | 19 | 0% | 19 | 19 | 0% | 0% | 0% | 0% | 0%
Improve level of service / customer service | o, | g0, | o4 | 496 | 19 | 0% | 0% | 0% | 0% | 19 | 19 | 0% | 0% | 0% | 096 | 206 | 196 | 206 | 0% | 0% | 0% | 0%

/ customer information




ANH | BWH| BRL | CAM | DVW] ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN [ SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
Protect nature / wildlife / environment 0% | 0% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1%
Reduce money wastage (unspecified source)| 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 1% | 0% | 0% | 0% | 1% | 0%
More frequent meter readings 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | O% | O% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Plan should already be in action /already | 1o, | 695 | 006 | 206 | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
doing things like this
Other 1% | 1% | 0% | 1% | 1% | 70% | 1% | 0% | 0% | 1% | 0% | 1% | 0% | 11% | 0% | 2% | 2% | 1% | 2% | 2% | 0% | 0%
None 86% | 94% | 99% | 67% | 87% | 20% | 65% | 93% | 72% | 91% | 73% | 94% | 94% | 75% | 96% | 90% | 86% | 87% | 91% | 94% | 96% | 97%
Don't know 1% | 0% | 1% | 6% | 1% | 5% | 21% | 0% |[17% | 1% [ 10% | 0% | 2% | 0% | 1% | 0% | 1% | 2% | 0% | 0% | 1% | 0%
Refused 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | O% | O% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales

Reduce prices / charges 3% 3% 1%
Improve water appearance / colour / quality 1% 1% 1%
/ taste
Quicker response times 0% 0% 0%
Redupe nun_1ber of leakages / increase 10 10 0%
repairs to pipes
Improve the sewage system 0% 0% 1%
Generally take more responsibility 0% 0% 0%
Install water meters nationally 0% 0% 0%
Consumers shouhldnt have to pay for beach 0% 0% 0%
/ coastline cleaning
Improve the water pressure 0% 0% 0%
Deal with the drainage problems/ flooding 1% 0% 1%

problems




Overall England Wales
Give the option to install a water meter 0% 0% 0%
Be responsible for repairs to all pipes 0% 0% 0%
gce;]veemaefalrer pricing / water charging 0% 0% 1%
:;%'fozis:nir;:tiarges should be linked to 0% 0% 0%
Service should be nationalized 0% 0% 0%
Improve water saving methods 0% 0% 0%
\F/)\:it)elgrisstoo chalky / hard water / lime scale 0% 0% 0%
jrorove e of s fcustomerservie | g0 | a0 | o
Protect nature / wildlife / environment 0% 0% 0%
Reduce money wastage (unspecified source) 0% 0% 0%
More frequent meter readings 0% 0% 0%
zz:gs?siilgsallirkiafésbe in action / already 0% 0% 0%
Other 4% 4% 2%
None 87% 87% 94%
Don't know 1% 2% 0%
Refused 0% 0% 0%
Total 6,175 5,616 559




Q30. Thinking about the changes you have been shown in the company plans, which service areas if any would cause you
most concern if they were delayed?
COMPANY

ANH | BWH| BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW| SST | SWT| SRN | SES | THD | TMS [ TVW | NWT | WSH | WSX| YKS

Maintain water pipes, treatment works and reservoirs | 28% | 12% | 16% | 36% | 27% | 29% | 9% | 20% | 21% | 34% | 25% | 36% | 38% | 18% | 5% | 20% | 15% | 20% | 25% | 31% | 11% | 12%

Ensure a reliable and continuous water supply 37% | 55% | 71% | 52% | 70% | 58% | 41% | 32% | 50% | 65% | 41% | 48% | 55% | 56% | 58% | 76% | 88% | 63% | 79% | 85% | 38% | 54%

Ensure the safety of tap water - drinking water

quality 67% | 56% | 76% | 75% | 74% | 85% | 66% | 51% | 60% | 76% | 64% | 53% | 55% | 54% [ 64% | 54% | 64% | 74% | 69% | 75% | 40% | 71%

Manage the appearance, taste and smell of tap water | 39% | 43% | 47% | 38% | 14% | 52% | 47% | 32% | 40% | 30% | 30% | 21% | 24% | 33% | 32% | 21% | 20% | 58% | 25% | 19% | 42% | 48%

Manage the pressure of water in your taps and the
number of unplanned interruptions

Handle customers' accounts, queries, complaints and
customers with special needs

14% (23% | 4% | 9% | 8% | 9% | 7% | 9% [ 11% | 6% | 9% | 4% | 4% | 3% | 26% | 4% | 3% | 10% | 2% | 8% | 34% | 19%

11% | 31% | 12% | 8% | 16% | 3% | 11% | 10% | 9% | 8% | 8% | 9% | 15% | 8% | 43% | 1% | 2% | 10% | 17% | 19% | 37% | 13%

Ensure companies manage their critical water
treatment works and pipes to deal with extreme 7% | 16% | 2% | 4% | 4% | 2% | 6% | 12% | 4% | 3% | 4% | 4% | 4% | 4% | 14% | 3% | 1% | 2% | 3% | 5% | 15% | 16%
events such as severe weatheR

Manage the amount of water taken from the

. 5% | 5% | 2% | 7% | 1% | 1% | 4% | 4% | 0% | 3% | 6% | 4% | 3% | 3% | 9% | 2% | 2% | 3% | 1% | 3% | 11%| 6%
environment to supply customers

Maintain sewers and sewage treatment works, ensure
network can meet new demands and control smells 4% | 6% | 2% | 1% | 1% | 6% | 4% | 4% | 6% | 4% | 6% | 7% | 4% | 2% | 6% | 1% | 2% | 4% | 1% | 1% | 6% | 6%
from sewage works

Ensure a reliable and continuous sewerage service for| oo, | go0 | 304 | 206 | 289 | 1006 | 39% | 29 | 149 | 15% | 199 | 1796 | 796 | 9% | 9% | 2096 | 2996 | 49 | 2506 | 3206 | 39% | 99
the removal and treatment of sewage

Avoid risk of homes being flooded with sewage 3% | 4% | 3% | 3% | 4% | 10% | 4% | 9% | 9% | 11% | 13% | 9% | 5% | 6% | 4% | 12% | 5% | 4% | 6% | 4% | 2% | 10%

Avoid risk of properties being flooded with sewage

. 2% | 2% | 6% | 3% | 1% | 0% | 4% | 3% | 2% | 4% | 7% | 3% | 3% | 2% | 2% | 6% | 2% | 0% | 1% | 1% | 1% | 2%
outside the home

Ensure companies manage their critical sewerage
treatment works and pipes to deal with extreme 4% | 1% | 3% | 1% | 0% | 1% | 2% | 3% | 0% | 2% | 1% | 2% | 3% | 2% | 2% | 2% | 0% | 2% | 1% | 0% | 0% | 1%

events e.g. severe weather

Manage the effect of sewerage effluent on the water

. X 1% | 2% | 2% | 2% | 0% | 0% | 3% | 1% | 0% | 1% | 3% | 1% | 3% | 3% | 2% | 0% | 1% | 2% | 0% | 0% | 0% | 0%
quality of rivers, wetlands and sea around the coast

Don't know/can't say 8% | 5% | 11% | 10% | 0% | 3% | 19% | 2% | 6% | 3% | 6% | 7% | 10% | 9% | 4% | 3% | 1% | 11%| 1% | 0% | 13%| 1%

Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 ( 309 | 302 | 300 | 315




OVERALL

Overall England Wales
Maintain water pipes, treatment works and reservoirs 23% 23% 31%
Ensure a reliable and continuous water supply 63% 62% 84%
Ensu_re the safety of tap water - drinking water 67% 67% 75%
quality
Manage the appearance, taste and smell of tap water 33% 34% 19%
Manage the pressure Qf water |.n your taps and the 8% 9% 8%
number of unplanned interruptions
Handle custo.mers aFcounts, queries, complaints and 11% 119% 19%
customers with special needs
Ensure companies manage their critical water
treatment works and pipes to deal with extreme 5% 5% 5%
events such as severe weather
Man'age the amount of water taken from the 30 306 30
environment to supply customers
Maintain sewers and sewage treatment works, ensure
network can meet new demands and control smells 3% 4% 1%
from sewage works
Ensure a reliable and continuous sewerage service for 16% 15% 3204
the removal and treatment of sewage
Avoid risk of homes being flooded with sewage 7% 7% 4%
Avonq risk of properties being flooded with sewage 204 206 1%
outside the home
Ensure companies manage their critical sewerage
treatment works and pipes to deal with extreme 1% 1% 0%
events e.g. severe weather
Mangge thg effect of sewerage effluent on the water 1% 1% 0%
quality of rivers, wetlands and sea around the coast
Don't know/can't say 4% 5% 0%
Total 6,175 5,616 559




Q31. If a bill had to increase on average by £5 per year, there are a number of ways this could be achieved. If you had to
choose one of the options, which would you prefer?

COMPANY

ANH | BWH| BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW [ NWT | WSH | WSX| YKS

Bills change every year according to how much
work water companies have to do. This could 26% [ 12% | 3% [ 30% | 2% |18% | 5% | 7% | 3% | 4% | 8% | 9% | 5% | 7% [ 11%| 0% | 5% | 8% | 2% | 4% | 18% | 4%
mean changes in bills for cust

Bills show one big step change in the first year, | 120 1 5a0. | 605 | 1206 | 39 | 13% | 1006 | 18% | 19% | 6% | 8% | 119 | 796 | 8% | 209 | 206 | 5% | 3% | 796 | 3996 | 3096 | 1796
then stay the same for the following four years
Bills change steadily every year throughout the
period, so that customers do not see big changes | 57% | 60% | 91% | 57% | 95% | 69% | 85% | 75% | 78% | 90% | 84% | 80% | 88% | 85% | 60% | 98% | 90% | 90% | 92% | 57% | 51% | 79%

from year to year

Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 [ 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL
Overall England Wales
Bills change every y_ear according to how much 7% 8% 2%
work water companies have to do
Bills show one big step change in the first year, 129% 10% 36%

then stay the same for the following four years

Bills change steadily every year throughout the
period, so that customers do not see big changes 81% 82% 60%
from year to year

Total 6,175 5,616 559




Q32. Are you currently charged for water via a water meter installed at your home

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
Yes 43% | 44% | 23% | 48% | 31% | 26% | 44% | 15% | 12% | 27% | 28% | 20% | 53% | 29% | 16% | 66% | 20% | 26% | 27% | 21% | 31% | 15%
No 48% | 46% | 73% | 43% | 63% | 70% | 53% | 79% | 86% | 71% | 69% | 79% | 43% | 66% | 77% | 32% | 64% | 66% | 72% | 77% | 63% | 83%
Don't know/can't say 9% | 10% | 5% [ 10% | 6% | 4% | 3% | 6% | 2% | 2% | 4% | 1% | 4% | 5% | 8% | 3% | 16% | 8% | 1% | 2% | 6% | 2%
Total 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales
Yes 26% 26% 22%
No 68% 68% 76%
Don't know/can't say 6% 6% 2%
Total 6,175 5,616 559




Q33. Why do you have a water meter installed at your home?

COMPANY

ANH

BWH

BRL

CAM

DVW

ESK

FLK

NNE

PRT

SVT

SEW

SST

SWT

SRN

SES

THD

TMS

TVW

NWT

WSH

WSX

YKS

Was already installed when
I moved in

Opted for one to be
installed

Had no choice

Other

Don't know/can't say

70%

25%

5%

0%

1%

52%

37%

9%

0%

2%

49%

49%

2%

0%

0%

45%

50%

3%

0%

2%

34%

65%

0%

1%

0%

48%

45%

7%

0%

0%

40%

46%

14%

0%

0%

48%

48%

2%

0%

2%

39%

58%

0%

0%

3%

64%

36%

0%

0%

0%

46%

49%

4%

0%

0%

80%

20%

0%

0%

0%

31%

68%

1%

0%

0%

45%

40%

11%

0%

3%

62%

36%

3%

0%

0%

50%

47%

3%

0%

0%

57%

34%

8%

0%

0%

54%

34%

11%

0%

2%

61%

36%

2%

0%

0%

48%

51%

2%

0%

0%

65%

34%

0%

0%

1%

57%

43%

0%

0%

0%

Total

129

129

63

121

80

67

112

46

31

81

71

51

179

87

39

164

61

65

83

63

93

47

OVERALL

Overall

England

Wales

Was already installed when
I moved in

Opted for one to be
installed

Had no choice

Other

Don't know/can't say

57%

39%

4%

*%

1%

57%

38%

4%

0%

1%

46%

53%

1%

*%

0%

Total

1,862

1,719

143




Q34. Which age band applies to you?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
18-24 5% | 3% | 7% | 6% | 5% | 4% | 5% | 6% | 8% | 4% | 5% | 4% | 3% | 8% | 4% | 2% | 15% | 5% | 4% | 1% | 3% | 5%
25-29 9% 4% 9% 8% | 12% | 7% 6% | 11% | 7% | 10% | 8% 9% 5% 9% 6% 2% | 11% | 6% | 10% | 9% 7% | 17%
30-39 19% | 14% | 17% | 19% | 17% | 19% | 14% | 16% | 15% | 23% | 16% | 19% | 11% | 13% | 19% | 12% | 16% | 20% | 21% | 16% | 17% | 14%
40-49 21% | 18% | 18% | 15% | 20% | 17% | 15% | 18% | 16% | 15% | 19% | 21% | 17% | 18% | 20% | 14% | 17% | 21% | 15% | 21% | 14% | 16%
50-59 11% | 11% | 14% | 10% | 9% | 16% | 14% | 14% | 13% | 9% | 15% | 13% | 18% | 14% | 13% | 18% | 9% | 12% | 7% | 19% | 9% | 16%
60+ 32% | 44% | 36% | 39% | 35% | 36% | 44% | 32% | 39% | 30% | 36% | 30% | 44% | 37% | 37% | 52% | 31% | 35% | 41% | 34% | 45% | 30%
Refused 2% | 6% | 0% | 4% | 2% | 2% | 1% | 3% | 2% | 10% | 0% | 4% | 2% | 2% | 2% | 1% | 2% | 1% | 1% | 0% | 6% | 2%
Total 300 | 293 | 277 | 254 | 257 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 300 | 315
OVERALL

Overall England Wales
18-24 6% 6% 2%
25-29 10% 10% 9%
30-39 18% 18% 16%
40-49 17% 17% 21%
50-59 12% 11% 18%
60+ 35% 35% 34%
Refused 3% 3% *%
Total 6,175 5,616 559




Q35. What is the total annual income of your household? By personal income I mean your total income
and other deductions but including any type of benefits?

before tax

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS [ TVW | NWT | WSH | WSX | YKS
Less than £10,000 18% | 19% | 29% | 17% | 16% | 34% | 22% | 18% | 20% | 7% | 10% | 15% | 14% | 19% | 25% | 24% | 22% | 14% | 13% | 10% | 14% | 32%
£10,000 - £19,999 19% | 22% | 23% | 13% | 15% | 16% | 17% | 13% | 20% | 10% | 17% | 12% | 23% | 14% | 30% | 21% | 12% | 23% | 10% | 7% | 25% | 19%
£20,000 - £29,999 9% | 15% | 12% | 10% | 14% | 7% 8% 9% 9% 6% | 11% | 8% | 11% | 10% | 14% | 8% 8% | 13% | 7% 7% | 12% | 9%
£30,000 - £39,999 5% | 10% | 10% | 4% 6% 8% 7% 6% 7% 7% 7% 6% 8% 6% 2% 7% 7% 9% | 11% | 9% 4% 3%
£40,000 - £49,999 4% 4% 4% 6% 4% 3% 5% 4% 3% 4% 5% 4% 3% 4% 3% 5% 5% 5% 4% 4% 1% 3%
£50,000 - £59,999 4% 1% 2% 3% 4% 2% 6% 2% 2% 3% 3% 2% 1% 2% 2% 6% 4% 6% 2% 3% 0% 1%
£60,000 or more 2% 7% 2% 6% 2% 3% 2% 1% 3% 2% 6% 2% 2% 4% 4% 1% 8% 4% 1% 3% 0% 2%
Don't Know/refused 39% | 23% | 18% | 41% | 38% | 28% | 34% | 47% | 37% | 62% | 42% | 50% | 38% | 41% | 20% | 28% | 34% | 25% | 52% | 59% | 44% | 31%
Total 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales

Less than £10,000 17% 18% 10%
£10,000 - £19,999 15% 15% 7%
£20,000 - £29,999 9% 9% 7%
£30,000 - £39,999 7% 7% 8%
£40,000 - £49,999 4% 4% 4%
£50,000 - £59,999 3% 3% 3%
£60,000 or more 3% 3% 3%
Don't Know/refused 43% 42% 57%

Total 6,175 5,616 559




Q36. How many people are there in your household?

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW [ NWT | WSH | WSX | YKS
1 17% | 29% | 22% | 22% | 18% | 23% | 28% | 24% | 19% | 22% | 19% | 18% | 24% | 27% | 24% | 24% | 22% | 25% | 25% | 23% | 28% | 22%
2 43% | 42% | 39% | 37% | 35% | 38% | 41% | 36% | 40% | 38% | 40% | 37% | 43% | 36% | 34% | 48% | 27% | 26% | 33% | 31% | 39% | 36%
3+ 40% | 29% | 39% | 41% | 48% | 40% | 32% | 41% | 42% | 40% | 42% | 46% | 33% | 37% | 42% | 29% | 51% | 48% | 42% | 46% | 34% | 42%
Total 298 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 253 | 302 | 254 | 251 | 336 | 302 | 250 | 249 | 302 | 250 | 309 | 302 | 300 | 315
OVERALL

Overall England Wales
1 22% 22% 23%
2 35% 35% 31%
3+ 42% 42% 46%
Total 6,175 5,616 559




Q37. Do you know the category band your house is in for Council Tax?

COMPANY

ANH | BWH | BRL | CAM [ DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN [ SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
A 10% | 1% | 3% | 2% | 2% | 7% | 3% [ 23% | 0% | 11% | 0% | 7% | 5% | 4% | 0% | 10% | 0% | 0% | 11% | 2% | 6% | 23%
B 10% | 4% | 9% | 7% | 8% | 9% | 15% | 8% | 9% | 12% | 5% | 15% | 9% | 11% | 0% | 16% | 5% | 1% | 10% | 6% | 16% | 11%
C 12% | 11% | 5% | 8% | 5% | 21% | 12% | 4% | 17% | 8% | 14% | 4% | 9% | 12% | 4% | 18% | 5% | 4% | 10% | 14% | 22% | 9%
D 9% | 22% | 9% | 8% | 10% | 16% | 16% | 5% | 11% | 11% | 17% | 6% | 13% | 14% | 21% | 17% | 15% | 12% | 12% | 13% | 10% | 5%
E 2% | 8% | 3% | 6% | 10% | 5% | 6% | 1% | 5% | 3% | 6% | 6% | 2% | 3% | 16% | 3% | 3% | 8% | 2% | 7% | 7% | 2%
F 0% | 4% | 2% | 5% | 3% | 1% | 0% | 0% | 2% | 3% | 5% | 0% | 0% | 1% | 5% | 1% | 3% | 2% | 0% | 5% | 0% | 1%
G 1% | 1% | 1% | 7% | 1% | 0% | 0% | 0% | 0% | 1% | 3% | 1% | 0% | 0% | 3% | 0% | 1% | 5% | 1% | 1% | 0% | 0%
H 1% | 0% | 0% | 2% - 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 1% | 0% | 0% | 1% | 0% - 0% | 0%
Don't Know 54% | 48% | 68% | 56% | 61% | 42% | 49% | 59% | 56% | 53% | 51% | 60% | 62% | 55% | 50% | 35% | 69% | 66% | 53% | 52% | 38% | 49%
Total 300 293 277 | 254 257 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 302 300 | 315
OVERALL

England Wales
A 8% 2%
B 9% 6%
C 9% 13%
D 11% 13%
E 3% 7%
F 2% 5%
G 1% 1%
H *%
Don't Know 56% 52%
Total 5,616 559




Q38. On reflection, were there any current issues not already discussed relating to water or sewerage, or paying your bill
that you may have had in mind when answering these questions?

COMPANY

ANH [ BWH| BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST [ SWT | SRN | SES | THD | TMS | TVW | NWT [ WSH| WSX | YKS

High cost of water charges /

. . 2% | 0% | 0% | 1% | 2% | 0% | 1% | 0% | 3% | 2% | 0% | 0% | 2% | 1% | 0% | 2% | 2% | 1% | 1% | 0% 1% 0%
expensive service

Don't increase / should reduce

charges 4% | 1% | 1% [ 15% | 4% | 0% | 1% | 1% | 6% | 3% | 2% | 2% | 2% | 3% | 1% | 1% | 2% | 6% | 3% | 1% 0% 0%

Generally receive good level of

) ; - 0% | 0% | 0% | 9% | 2% | 0% | 0% | 0% | 0% | 3% | 0% | 3% | 0% | 0% | 0% | 1% | 1% | 3% | 6% | 1% | 0% | 0%
service / happy with service

Service is reliable 0% | 0% | 0% | 0% | 0% [ 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% [ 0% | 0% | 0% | 0% | 0% | 0% | 0% 0% 0%
Want a water meter installed 0% | 0% | 1% | 1% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 1% | 0% | 0% | 0% | 1% | 0% | 0% | 0% 0% 0%

Improve the waters appearance /

. 1% | 0% | 1% [ 0% | 0% | 0% | 0% | 0% | 1% [ 0% | 1% | 0% | 0% | 0% | 0% | 1% | 1% | 0% | 0% | 0% | 1% | 1%
colour / quality / taste

Have difficulty paying water bill with

o . . 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
limited income / pension

Breakdown of billing / justifying high

0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 1% | 1% | 0% | 0% | 0% | 0% | 0% | 0% 0% 0%
cost of water

Solve the water pressure problem 1% | 0% | 0% | 0% | 2% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 2% | 2% | 1% | 0% | 0% 0% 1%

Consumers shouldn’t have to pay for

. . 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
beach / coastline cleaning

Water meters should be installed

nationally 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% 0% 0%

Solve the problems that cause

flooding 1% | 0% | 0% | 2% | 0% | 0% | 0% | 1% | 0% | 0% | 0% [ 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% 0% 0%

Improve drainage system / solve

problems with blockages 0% | 0% | 0% | 1% | 1% | 0% | 0% | 0% | 2% | 0% | 0% | 1% | 1% | 0% | 0% | 1% | 0% | 0% | 0% | 0% 0% 0%

Deal with hard water / lime scale

problem 0% | 0% | 0% | 3% | 0% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% 0% 0%

Reduce bad smells 2% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% [ 0% | 0% | 1% | 0% | 0% | 0% | 0% 0% 0%




ANH | BWH | BRL | CAM | DVW ] ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT| SRN | SES | THD | TMS | TVW | NWT [ WSH | WSX | YKS
Have special rates for certain
customer groups (pensioners, families| 0% | 0% | 0% | 3% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 1% | 0% | 0% 0% 0%
with small children)
Increase in charges should be linked
R 2% 0% 0% 2% 0% 0% 0% 0% 1% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
to improvements
Protect nature / wildlife / environment| 0% | 0% | 0% | 1% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% 0% 0%
Plan should already be in action /
. R . K 1% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
already doing things like this
Water company should be responsible
. 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
for all areas of pipe network
More frequent meter reading 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
Improve level of servi mer
prove level of service / custome 2% | 0% | 0% | 4% | 0% | 0% | 0% | 0% | 29% | 1% | 0% | 0% | 0% | 0% | 0% | 29% | 0% | 0% | 0% | 0% | 0% | 0%
service / customer information
Reduce the number / there are too 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
many chemicals added to water
Reduce number of leakages /increase | o | o, | 005 | 006 | 106 | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 196 | 0% | 0% | 0% | 0% | 0%
repairs to pipes
Other 0% 0% 1% 4% 2% | 70% | 1% 0% 0% 1% 0% 1% 0% | 11% | 1% 0% | 4% 2% 2% 0% 0% 2%
None 85% | 88% | 95% | 55% | 86% | 25% | 72% | 97% | 77% | 91% | 61% | 91% | 93% | 82% | 86% | 87% | 75% | 80% | 87% | 97% | 100% | 95%
Don't know 0% | 10% | 0% 3% 1% 3% | 26% | 0% 5% 0% | 33% | 2% 0% 0% | 11% | 0% | 13% | 5% 0% 0% 0% 1%
Refused 0% | 0% | 0% | 2% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0% | 0%
Sample 300 | 293 | 277 | 254 | 257 | 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 | 303 | 250 | 309 | 302 | 300 | 315




OVERALL

Overall England Wales
High cqst of Wgter charges / 1% 1% 0%
expensive service
Don't increase / should reduce 204 306 1%
charges
Gen(_erally recelve. good It_evel of 204 204 1%
service / happy with service
Service is reliable 0% 0% 0%
Want a water meter installed 0% 0% 0%
Improve thenwaters appearance / 1% 1% 0%
colour / quality / taste
Haye dlfflculty paylng.water bill with 0% 0% 0%
limited income / pension
Breakdown of billing / justifying high 0% 0% 0%
cost of water
Solve the water pressure problem 1% 1% 0%
Consumers shpuldn t have to pay for 0% 0% 0%
beach / coastline cleaning
Wat[er meters should be installed 0% 0% 0%
nationally
Solvg the problems that cause 0% 0% 0%
flooding
Improve drf?unage system / solve 0% 0% 0%
problems with blockages
Deal with hard water / lime scale 0% 0% 0%
problem
Reduce bad smells 0% 0% 0%
Have special rates for certain
customer groups (pensioners, families 0% 0% 0%
with small children)
Increase in charges should be linked 0% 0% 0%

to improvements




Overall England Wales
Protect nature / wildlife / environment 0% 0% 0%
Plan shoulq alregdy b_e in a(_:tlon / 0% 0% 0%
already doing things like this
Water company §h0uld be responsible 0% 0% 0%
for all areas of pipe network
More frequent meter reading 0% 0% 0%
Impl_’ove level of se!’wce / CL-JStomer 0% 0% 0%
service / customer information
Reduce the r.1umber / there are too 0% 0% 0%
many chemicals added to water
Redu.ce number of leakages / increase 0% 0% 0%
repairs to pipes
Other 4% 4% 0%
None 84% 84% 96%
Don't know 4% 4% 0%
Refused 0% 0% 0%
Total 6175 5616 559




SEG

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK FLK NNE | PRT SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
A/B 18% | 28% | 23% | 37% | 21% | 18% | 16% | 13% | 22% | 25% | 31% | 18% | 14% | 22% | 27% | 15% | 24% | 25% | 17% | 18% | 11% | 14%
Cl/cC2 46% | 44% | 48% | 36% | 41% | 47% | 49% | 38% | 53% | 42% | 41% | 48% | 44% | 42% | 44% | 46% | 41% | 50% | 42% | 51% | 47% | 41%
D/E 34% | 26% | 27% | 27% | 38% | 32% | 35% | 49% | 24% | 31% | 26% | 33% | 40% | 34% | 27% | 39% | 35% | 21% | 39% | 29% | 36% | 43%
Refused 1% 2% 3% 0% 0% 3% 0% 0% 0% 2% 2% 1% 1% 2% 2% 0% 0% 4% 1% 2% 6% 1%
Total 300 293 277 254 257 260 253 301 254 302 254 253 336 302 250 250 303 250 309 302 300 315
OVERALL

Overall England Wales
A/B 20% 21% 18%
Cl/cC2 44% 43% 50%
D/E 35% 35% 30%
Refused 1% 1% 2%
Total 6,175 5,616 559




Gender

COMPANY

ANH | BWH | BRL | CAM | DVW | ESK | FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD | TMS | TVW | NWT | WSH | WSX | YKS
Male 47% | 47% | 50% | 45% | 53% | 47% | 43% | 49% | 48% | 50% | 51% | 55% | 44% | 49% | 49% | 46% | 47% | 44% | 56% | 52% | 45% | 43%
Female 53% | 53% | 50% | 55% | 47% | 53% | 57% | 51% | 52% | 50% | 49% | 45% | 56% | 51% | 51% | 54% | 53% | 56% | 44% | 48% | 55% | 57%
Total 300 293 277 254 257 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 302 | 250 | 250 | 303 250 | 309 302 300 | 315
OVERALL

Overall England Wales

Male 49% 49% 52%
Female 51% 51% 48%
Total 6,175 5,616 559




Location

COMPANY

ANH | BWH | BRL | CAM | DVW [ ESK FLK | NNE | PRT | SVT | SEW | SST | SWT | SRN | SES | THD TMS TVW [ NWT | WSH | WSX | YKS
Rural 35% | 18% | 15% | 35% | 12% | 17% | 19% | 15% | 5% 5% | 18% | 16% | 26% | 13% | 5% | 24% 0% 5% | 19% | 47% | 40% | 3%
Urban 65% | 82% | 85% | 65% | 88% | 83% | 81% | 85% | 95% | 95% | 82% | 84% | 74% | 87% | 95% | 76% | 100% | 95% | 81% | 53% | 60% | 97%
Total 300 | 293 277 | 254 | 257 260 | 253 | 301 | 254 | 302 | 254 | 253 | 336 | 302 | 250 | 250 303 250 | 309 | 302 300 | 315
OVERALL

Overall England Wales
Rural 15% 13% 44%
Urban 85% 87% 56%
Total 6,175 5,616 559




Appendix F — Further Cross Tabs

mvaconsultancy




Cross Tabulations ¥ significant

Q15 Q16 Q17 Q18 Q19 Q22 Q25 Q28B_15 Q28B_16 Q28B_17

Importance of environment v v v v v v v v v v
Importance of cost of living 4 v v v v v v v v v
Importance of water and sewerage services v v v v v v v v v
Proposed bill impact change v - - - v v v v v v
Negative experience / complaint 4 v v v v v v v v v
Knowledgeable about water company 4 v v v v v v v v
Confidence in estimate of water bill 4 v 4 v v v v v v v
Approach to paying bills v v v v v v v v v v
Satisfaction with current service v 4 4 v 4 v 4 4 v v
Value for money of current service v v v v v v v v v v

v v v v v v

Number of service improvements - - - -




Cross Tabulations ¥ significant

Question la 1b 1c 1d le 1f 1g 1h 1i 2a 2b 2c 2d 2e 2f 2g 2h 2i 2j 3a 3b 3c 3d
Socio-economic class v v v v v Y
Household income v v v v v x v v v v

Household size v v v v

Metered/not metered v v v v

Rural/urban

Question 3e 3f 3g 3h 3i 3j 3k 31 3m 3n | 4a 4b 4c 4d 4e 4f 4g 4h 4 4j 4k 5 5a
Socio-economic class vV v v v v v

Household income v v v viIiv v v v v v v v | v
Household size

Metered/not metered 4

Rural/urban v v v




Question 5b 6 7 8 9 10 11 12 13 14 | 15 16 17 18 18a 18b | 19| 20| 21| 22| 23|24 | 25
Socio-economicclass v | v | vV v | Vv v v v |V v | v v
Household income v v v v v v v v v v viI|ivI|IvI|Iv |V v
Household size v v v v | v v viivi|iv|v
Metered/not metered v | vV | vV | vV | V v | v

Rural/urban v vi|iv]v]v v v
Question 26 | 27 | 28B_15 28B_16 28B_ 17 30a 30b 30c 30d 30e 30f 30g 30h 30i 30j 30k
Socio-economic class v | Vv v v
Household income v v v v v v v v v v v
Household size v v v
Metered/not metered v v

Rural/urban v v




Question 30l | 30m 30n 300 31
Socio-economic class 4

Household income v v v
Household size

Metered/not metered 4 4
Rural/urban v




Q15.[Uninformed view] How acceptable do you consider the company's plan overall?

Importance of Environment Importance of Cost of Living
Other Very Important Other Very Important
Completely unacceptable 8% 10% 8% 9%
Unacceptable 30% 26% 30% 26%
Acceptable 51% 54% 51% 54%
Very acceptable 5% 6% 4% 6%
Don't know/can't say 7% 5% 6% 6%
Total 2,058 4,085 1,737 4,411

Company Knowledge Complain / Negative experience
Complaint / negative

Very knowledgeable Fairly knowledgeable Not at all knowledgeable No complaint experience
Completely unacceptable 10% 8% 9% 9% 18%
Unacceptable 24% 29% 28% 27% 34%
Acceptable 56% 52% 51% 53% 38%
Very acceptable 6% 5% 5% 5% 4%
Don't know/can't say 5% 6%0 7% 6% 5%
Total 2,090 2,461 1,624 5,969 206

Confidence in bill estimate

Not at all confident Not very confident Fairly confident Very confident Don't know
Completely unacceptable 9% 10% 8% 13% 9%
Unacceptable 50% 26% 26% 27% 27%
Acceptable 33% 58% 59% 45% 42%
Very acceptable 3% 2% 4% 11% 13%
Don't know/can't say 5% 4% 3% 4% 9%
Total 208 662 1,955 454 90




Q15.[Uninformed view] How acceptable do you consider the company's plan overall?

Overall bill Impact

Overall bill percentage change

£20 or less £21-£49 50+ 5% or less 6-15% 16% +
Completely unacceptable 6% 9% 15% 6% 9% 14%
Unacceptable 14% 39% 32% 14% 38% 32%
Acceptable 67% 44% 42% 68% 45% 43%
Very acceptable 9% 2% 4% 9% 3% 3%
Don't Know/Can't say 4% 7% 7% 3% 6% 9%
Total 2,546 2,239 1,390 2,330 2,152 1,693




Q15.[Uninformed view] How acceptable do you consider the company's plan overall?

Approach to paying bills

I don't find it difficult to pay on time Other
Completely unacceptable 8% 16%
Unacceptable 26% 37%
Acceptable 56% 39%
Very acceptable 6% 4%
Don't Know/Can't say 5% 4%
Total 4,678 926

Satisfaction with current service

Very/fairly dissatisfied

Neither satisfied nor dissatisfied

Very/fairly satisfied

Completely unacceptable 22% 18% 7%
Unacceptable 46% 36% 25%
Acceptable 26% 37% 56%
Very acceptable 2% 3% 6%
Don't Know/Can't say 4% 6% 6%
Total 396 430 5,313

Value for money of current service

Very/fairly poor VM

Neither good nor poor VfM

Very/fairly good VM

Completely unacceptable 25% 9% 5%
Unacceptable 52% 37% 17%
Acceptable 19% 47% 69%
Very acceptable 1% 2% 7%
Don't Know/Can't say 3% 5% 3%
Total 628 593 2,068




Q16. How do you rate your current water service in terms of value for money?

Importance of Environment

Importance of Cost of Living

Importance of Water and sewerage services

Other Very Important Other Very Important Other Very Important

Very poor value for money 3% 3% 3% 3% 3% 3%

Fairly poor value for money 15% 14% 16% 14% 15% 14%
Neither poor nor good value for money 22% 19% 23% 19% 23% 18%
Fairly good value for money 50% 50% 49% 50% 49% 50%
Very good value for money 7% 10% 6% 10% 8% 10%
Don't know/can't say 4% 4% 3% 4% 3% 5%

Total 2,058 4,085 1,737 4,411 1,943 4,208

Company Knowledge

Complain / Negative experience

Not at all Complaint / negative

Very knowledgeable Fairly knowledgeable knowledgeable No complaint experience
Very poor value for money 3% 3% 3% 3% 6%
Fairly poor value for money 14% 13% 18% 14% 18%
Neither poor nor good value for money 17% 22% 21% 20% 23%
Fairly good value for money 549% 50% 43% 50% 44%
Very good value for money 9% 9% 11% 9% 4%
Don't know/can't say 3% 4% 5% 4% 4%
Total 2,090 2,461 1,624 5,969 206

Confidence in bill estimate

Not at all confident Not very confident Fairly confident Very confident Don't know
Very poor value for money 8% 4% 2% 3% 4%
Fairly poor value for money 38% 19% 13% 12% 13%
Neither poor nor good value for money 17% 17% 22% 16% 24%
Fairly good value for money 26% 50% 55% 47% 37%
Very good value for money 6% 7% 6% 20% 13%
Don't know/can't say 3% 3% 2% 2% 8%
Total 208 662 1,955 454 90




Q16. How do you rate your current water service in terms of value for money?

Approach to paying bills

I don't find it difficult to pay on time Other
Very Poor Value for Money 2% 7%
Fairly Poor Value for Money 13% 25%
Neither Poor nor Good Value for Money 19% 23%
Fairly Good Value for Money 53% 36%
Very Good Value for Money 9% 7%
Don't Know/Can't say 3% 2%
Total 4,678 926

Satisfaction with current service

Very/fairly dissatisfied

Neither satisfied nor dissatisfied

Very/fairly satisfied

Very Poor Value for Money 16% 6% 2%

Fairly Poor Value for Money 38% 18% 12%
Neither Poor nor Good Value for Money 20% 37% 18%
Fairly Good Value for Money 21% 29% 54%
Very Good Value for Money 2% 4% 10%
Don't Know/Can't say 2% 6% 4%

Total 396 430 5,313

Value for money of current service

Very/fairly poor VIM

Neither good nor poor VfM

Very/fairly good VM

Very Poor Value for Money 12% 1% 1%
Fairly Poor Value for Money 52% 13% 5%
Neither Poor nor Good Value for Money 18% 46% 14%
Fairly Good Value for Money 14% 35% 67%
Very Good Value for Money 2% 3% 12%
Don't Know/Can't say 2% 3% 1%
Total 628 593 2,068




Q17. How do you rate your current sewerage service in terms of value for money?

Importance of Environment Importance of Cost of Living Importance of Water and sewerage services
Other Very Important Other Very Important Other Very Important
Very poor value for money 3% 3% 4% 3% 3% 3%
Fairly poor value for money 15% 15% 16% 14% 15% 15%
Neither poor nor good value for money 22% 19% 23% 19% 23% 19%
Fairly good value for money 47% 47% 46% 47% 47% 47%
Very good value for money 8% 12% 8% 12% 9% 12%
Don't know/can't say 4% 4% 4% 4% 3% 5%
Total 2,058 4,085 1,737 4,411 1,943 4,208
Company Knowledge Complain / Negative experience
Not at all Complaint / negative
Very knowledgeable Fairly knowledgeable knowledgeable No complaint experience
Very poor value for money 3% 3% 3% 3% 9%
Fairly poor value for money 15% 13% 17% 15% 18%
Neither poor nor good value for money 17% 22% 20% 20% 21%
Fairly good value for money 51% 47% 40% 47% 41%
Very good value for money 9% 10% 13% 11% 7%
Don't know/can't say 4% 4% 6% 4% 4%
Total 2,090 2,461 1,624 5,969 206
Confidence in bill estimate
Not at all confident Not very confident Fairly confident Very confident Don't know
Very poor value for money 7% 4% 2% 5% 0%
Fairly poor value for money 38% 18% 13% 16% 14%
Neither poor nor good value for money 16% 19% 22% 15% 28%
Fairly good value for money 26% 47% 53% 42% 38%
Very good value for money 9% 9% 7% 20% 11%
Don't know/can't say 3% 2% 3% 2% 9%
Total 208 662 1,955 454 90




Q18. How do you rate your current service ogverall in terms of value for money?

Importance of Environment

Importance of Cost of Living

Importance of Water and sewerage services

Other Very Important Other Very Important Other Very Important
Very poor value for money 3% 3% 3% 3% 3% 3%
Fairly poor value for money 15% 14% 15% 14% 14% 14%
Neither poor nor good value for money 26% 21% 27% 21% 27% 21%
Fairly good value for money 47% 49% 47% 49% 48% 49%
Very good value for money 5% 9% 4% 9% 5% 9%
Don't know/can't say 3% 4% 3% 4% 3% 4%
Total 2,058 4,085 1,737 4,411 1,943 4,208

Company Knowledge Complain / Negative experience
Not at all Complaint / negative

Very knowledgeable Fairly knowledgeable knowledgeable No complaint experience
Very poor value for money 3% 3% 3% 3% 7%
Fairly poor value for money 14% 13% 17% 14% 18%
Neither poor nor good value for money 19% 25% 24% 23% 25%
Fairly good value for money 53% 49% 43% 49% 41%
Very good value for money 8% 7% 9% 8% 4%
Don't know/can't say 3% 4% 5% 4% 4%
Total 2,090 2,461 1,624 5,969 206

Confidence in bill estimate

Not at all confident Not very confident Fairly confident Very confident Don't know
Very poor value for money 8% 4% 2% 5% 2%
Fairly poor value for money 38% 18% 13% 15% 19%
Neither poor nor good value for money 18% 20% 25% 18% 27%
Fairly good value for money 28% 49% 53% 45% 38%
Very good value for money 4% 6% 5% 16% 7%
Don't know/can't say 3% 3% 2% 2% 8%
Total 208 662 1,955 454 90




Q18. How do you rate your current service ogverall in terms of value for money?

Approach to paying bills

I don't find it difficult to pay on time Other
Very Poor Value for Money 2% 7%
Fairly Poor Value for Money 13% 24%
Neither Poor nor Good Value for Money 22% 28%
Fairly Good Value for Money 52% 31%
Very Good Value for Money 8% 6%
Don't Know/Can't say 3% 3%
Total 4,678 926

Satisfaction with current service

Very/fairly dissatisfied

Neither satisfied nor dissatisfied

Very/fairly satisfied

Very Poor Value for Money 16% 6% 2%
Fairly Poor Value for Money 38% 19% 12%
Neither Poor nor Good Value for Money 24% 38% 21%
Fairly Good Value for Money 18% 29% 52%
Very Good Value for Money 2% 3% 8%
Don't Know/Can't say 2% 6% 4%
Total 396 430 5,313

Value for money of current service

Very/fairly poor VfM

Neither good nor poor VfM

Very/fairly good VM

Very Poor Value for Money 14% 1% 1%
Fairly Poor Value for Money 52% 15% 5%
Neither Poor nor Good Value for Money 20% 45% 17%
Fairly Good Value for Money 11% 35% 65%
Very Good Value for Money 1% 2% 10%
Don't Know/Can't say 2% 2% 1%
Total 628 593 2,068




Q19. [Informed] How acceptable do you consider your

water bill?

company's plan for water services and the impacts on your

Importance of Environment

Importance of Cost of Living

Importance of Water and sewerage services

Other Very Important Other Very Important Other Very Important
Completely unacceptable 6% 7% 6% 7% 6% 7%
Unacceptable 30% 25% 30% 26% 29% 26%
Acceptable 54% 57% 54% 57% 55% 56%
Very acceptable 4% 5% 4% 6% 4% 6%
Don't know/can't say 6% 5% 6% 5% 5% 6%
Total 2,058 4,085 1,737 4,411 1,943 4,208
Company Knowledge Complain / Negative experience
Not at all Complaint / negative
Very knowledgeable Fairly knowledgeable knowledgeable No complaint experience
Completely unacceptable 7% 8% 7% 7% 13%
Unacceptable 25% 27% 29% 26% 36%
Acceptable 59% 55% 53% 56% 44%
Very acceptable 5% 5% 5% 5% 2%
Don't know/can't say 5% 6% 7% 6% 5%
Total 2,090 2,461 1,624 5,969 206
Confidence in bill estimate
Not at all confident Not very confident Fairly confident Very confident Don't know
Completely unacceptable 8% 8% 6% 13% 6%
Unacceptable 53% 26% 26% 22% 24%
Acceptable 32% 60% 61% 51% 56%
Very acceptable 3% 3% 4% 10% 6%
Don't know/can't say 4% 3% 3% 3% 9%
Total 208 662 1,955 454 90




Q19. [Informed] How acceptable do you consider your

impacts on your water bill?

company's plan for water services and the

Water bill Impact

Water bill percentage change

£10 or less £11 - £24 £25 + 5% or less 6-15% 16% +
Completely unacceptable 3% 8% 11% 3% 7% 10%
Unacceptable 16% 31% 35% 11% 31% 33%
Acceptable 72% 49% 45% 79% 50% 47%
Very acceptable 5% 6% 3% 4% 6% 4%
Don't Know/Can't say 4% 6% 6%0 3% 7% 7%
Total 2,031 2,801 1,343 1,476 2,507 2,192




Q19. [Informed] How acceptable do you consider your company's plan for water services and the

impacts on your water bill?

Number of Water Improvements Number of Sewerage Improvements Total Number of Improvements

3 4 5 6 2 3 4 5 5 6 7 8 9 +
Completely unacceptable 7% 6% 8% 8% 5% 12% 6% 7% 6% 7% 3% 8% 8%
Unacceptable 23% 28% 28% 33% 26% 32% 24% 27% 21% 32% 18% 30% 27%
Acceptable 61% 55% 51% 48% 60% 41% 59% 58% 63% 49% 73% 50% 55%
Very acceptable 5% 4% 8% 2% 4% 9% 5% 3% 6% 4% 4% 7% 4%
Don't Know/Can't say 4% 7% 4% 9% 5% 6% 6% 6% 4% 8% 3% 6% 7%
Total 2,245 2,127 1,198 605 2,208 1,129 1,853 985 1,086 1,004 725 2,069 1,291




Q19. [Informed] How acceptable do you consider your company's plan for water services and the impacts
on your water bill?

Approach to paying bills

| don't find it difficult to pay on time Other
Completely unacceptable 6% 15%
Unacceptable 25% 38%
Acceptable 60% 38%
Very acceptable 5% 6%
Don't Know/Can't say 5% 4%
Total 4,678 926

Satisfaction with current service

Very/fairly dissatisfied Neither satisfied nor dissatisfied Very/fairly satisfied
Completely unacceptable 17% 14% 6%
Unacceptable 46% 37% 24%
Acceptable 31% 38% 59%
Very acceptable 3% 3% 5%
Don't Know/Can't say 3% 8% 5%
Total 396 430 5,313

Value for money of current service

Very/fairly poor VfM Neither good nor poor VfM Very/fairly good VM
Completely unacceptable 20% 7% 4%
Unacceptable 57% 35% 16%
Acceptable 20% 52% 71%
Very acceptable 1% 2% 6%
Don't Know/Can't say 2% 5% 3%
Total 628 593 2,068




Q22. [Informed] How acceptable do you consider your company's plan for sewerage services and the impacts
on your sewerage bill?

Importance of Environment Importance of Cost of Living Importance of Water and sewerage services
Other Very Important Other Very Important Other Very Important
Completely unacceptable 5% 7% 6% 6% 6% 7%
Unacceptable 30% 25% 30% 25% 29% 25%
Acceptable 54% 56% 53% 56% 55% 56%
Very acceptable 3% 6% 4% 6%0 4% 6%
Don't know/can't say 7% 6% 7% 6% 6% 6%
Total 2,058 4,085 1,737 4,411 1,943 4,208

Complain / Negative experience

Complaint / negative

No complaint experience

Completely unacceptable 6% 11%

Unacceptable 26% 35%

Acceptable 56% 46%

Very acceptable 6% 3%

Don't know/can't say 6% 5%

Total 5,969 206

Confidence in bill estimate
Not at all confident Not very confident Fairly confident Very confident Don't know

Completely unacceptable 5% 6% 6% 10% 6%
Unacceptable 52% 25% 26% 22% 27%
Acceptable 36% 59% 61% 50% 51%
Very acceptable 3% 5% 4% 13% 7%
Don't know/can't say 4% 5% 4% 4% 10%
Total 208 662 1,955 454 90




Q22. [Informed] How acceptable do you consider your company's plan for sewerage services
the impacts on your sewerage bill?

and

Sewerage bill Impact Sewerage bill percentage change

£10 or less £11 - £24 £25 + 5% or less 6-15% 16% +
Completely unacceptable 5% 9% 8% 5% 6% 9%
Unacceptable 19% 35% 39% 20% 27% 36%
Acceptable 64% 45% 42% 62% 60% 44%
Very acceptable 8% 3% 2% 8% 4% 2%
Don't Know/Can't say 5% 7% 9% 5% 3% 9%
Total 3,508 1,628 1,039 3,193 960 2,022




Q22. [Informed] How acceptable do you consider your company's plan for sewerage services and

the impacts on your sewerage bill?

Number of Water Improvements Number of Sewerage Improvements Total Number of Improvements

3 4 5 6 2 3 4 5 5 6 7 8 9 +
Completely unacceptable 5% 7% 8% 8% 5% 9% 6% 7% 6% 4% 2% 9% 8%
Unacceptable 22% 28% 28% 34% 27% 31% 22% 27% 22% 31% 18% 30% 26%
Acceptable 61% 55% 50% 47% 59% 40% 61% 56% 62% 49% 73% 50% 55%
Very acceptable 7% 3% 9% 1% 3% 12% 5% 2% 6% 7% 3% 6% 4%
Don't Know/Can't say 5% 7% 5% 10% 5% 7% 6% 7% 4% 9% 3% 6% 8%
Total 2,245 2,127 1,198 605 2,208 1,129 1,853 985 1,086 1,004 725 2,069 1,291




Q22. [Informed] How acceptable do you consider your company's plan for sewerage services and the
impacts on your sewerage bill?

Approach to paying bills

| don't find it difficult to pay on time Other
Completely unacceptable 5% 13%
Unacceptable 25% 39%
Acceptable 60% 38%
Very acceptable 5% 7%
Don't Know/Can't say 5% 3%
Total 4,678 926

Satisfaction with current service

Very/fairly dissatisfied Neither satisfied nor dissatisfied Very/fairly satisfied
Completely unacceptable 15% 13% 5%
Unacceptable 48% 36% 24%
Acceptable 31% 37% 59%
Very acceptable 3% 4% 6%
Don't Know/Can't say 3% 10% 6%
Total 396 430 5,313

Value for money of current service

Very/fairly poor VfM Neither good nor poor VfM Very/fairly good VM
Completely unacceptable 16% 6% 3%
Unacceptable 57% 32% 16%
Acceptable 21% 53% 70%
Very acceptable 3% 3% 7%
Don't Know/Can't say 3% 6% 3%
Total 628 593 2,068




Q25. [Informed] How acceptable do you consider your company's plan as a whole and the impact on
your overall bill?

Importance of Environment Importance of Cost of Living Importance of Water and sewerage services
Other Very Important Other Very Important Other Very Important
Completely unacceptable 6% 8% 7% 7% 7% 7%
Unacceptable 30% 25% 30% 25% 29% 26%
Acceptable 54% 56% 53% 56% 55% 55%
Very acceptable 3% 5% 3% 5% 3% 5%
Don't know/can't say 7% 6% 7% 6% 6% 6%
Total 2,058 4,085 1,737 4,411 1,943 4,208

Company Knowledge Complain / Negative experience
Not at all Complaint / negative

Very knowledgeable Fairly knowledgeable knowledgeable No complaint experience
Completely unacceptable 7% 8% 6% 7% 11%
Unacceptable 25% 27% 29% 26% 38%
Acceptable 58% 55% 52% 56% 42%
Very acceptable 5% 4% 5% 5% 3%
Don't know/can't say 5% 6% 8% 6% 6%
Total 2,090 2,461 1,624 5,969 206

Confidence in bill estimate

Not at all confident Not very confident Fairly confident Very confident Don't know
Completely unacceptable 8% 8% 6% 12% 6%
Unacceptable 52% 27% 26% 24% 26%
Acceptable 33% 58% 60% 50% 51%
Very acceptable 3% 4% 4% 9% 7%
Don't know/can't say 4% 4% 4% 4% 11%
Total 208 662 1,955 454 90




Q25. How acceptable do you consider your company's plan as a whole and the impact on your overall

bill?
Overall bill Impact Overall bill percentage change

£20 or less £21-£49 50+ 5% or less 6-15% 16% +
Completely unacceptable 5% 9% 8% 5% 9% 8%
Unacceptable 12% 38% 36% 12% 36% 35%
Acceptable 70% 45% 45% 72% 45% 45%
Very acceptable 8% 3% 2% 7% 4% 2%
Don't Know/Can't say 4% 7% 9% 4% 6% 10%
Total 2,546 2,239 1,390 2,330 2,152 1,693




Q25. How acceptable do you consider your company's plan as a whole and the impact on your gverall bill?

Number of Water Improvements Number of Sewerage Improvements Total Number of Improvements

3 4 5 6 2 3 4 5 5 6 7 8 9 +
Completely unacceptable 6% 8% 8% 8% 5% 12% 6% 8% 6% 7% 2% 8% 9%
Unacceptable 24% 27% 28% 34% 27% 34% 23% 26% 22% 33% 18% 30% 25%
Acceptable 60% 55% 50% 48% 59% 38% 60% 56% 63% 47% 72% 49% 55%
Very acceptable 5% 3% 8% 1% 3% 9% 4% 3% 5% 4% 5% 5% 4%
Don't Know/Can't say 5% 7% 6% 10% 6% 8% 6% 6% 5% 9% 3% 7% 8%
Total 2,245 2,127 1,198 605 2,208 1,129 1,853 985 1,086 1,004 725 2,069 1,291




Q25. [Informed] How acceptable do you consider your company's plan as a whole and the impact on
your overall bill?

Approach to paying bills

I don't find it difficult to pay on time Other
Completely unacceptable 6% 14%
Unacceptable 25% 39%
Acceptable 59% 37%
Very acceptable 4% 5%
Don't Know/Can't say 5% 4%
Total 4,678 926

Satisfaction with current service

Very/fairly dissatisfied Neither satisfied nor dissatisfied Very/fairly satisfied
Completely unacceptable 15% 14% 6%
Unacceptable 48% 37% 24%
Acceptable 31% 37% 59%
Very acceptable 2% 3% 5%
Don't Know/Can't say 4% 10% 6%
Total 396 430 5,313

Value for money of current service

Very/fairly poor VfM Neither good nor poor VfM Very/fairly good VM
Completely unacceptable 19% 7% 4%
Unacceptable 59% 33% 16%
Acceptable 18% 51% 70%
Very acceptable 1% 3% 6%
Don't Know/Can't say 4% 6% 4%
Total 628 593 2,068




Q28B. Please state if you feel the proposed water service level in this plan offers value for money

Confidence in bill estimate

Not at all confident Not very confident Fairly confident Very confident Don't know

Very poor value for money 6% 8% 6% 11% 9%
Fairly poor value for money 36% 20% 15% 18% 14%
Neither poor nor good value for money 17% 25% 26% 17% 17%
Fairly good value for money 25% 36% 37% 34% 39%
Very good value for money 13% 10% 14% 19% 17%
Don't know/can't say 2% 2% 1% 1% 4%
Total 208 662 1,955 454 90

Importance of Environment Importance of Cost of Living Importance of Water and sewerage services
Other Very Important Other Very Important Other Very Important

Very poor value for money 4% 8% 4% 8% 4% 8%
Fairly poor value for money 18% 15% 19% 15% 18% 15%
Neither poor nor good value for money 29% 25% 29% 25% 29% 25%
Fairly good value for money 41% 31% 40% 31% 40% 31%

Very good value for money 7% 19% 6% 19% 6% 19%
Don't know/can't say 2% 2% 2% 2% 2% 2%

Total 2,058 4,085 1,737 4,411 1,943 4,208

Company Knowledge Complain / Negative experience
Not at all Complaint / negative
Very knowledgeable Fairly knowledgeable knowledgeable No complaint experience

Very poor value for money 7% 7% 5% 6% 15%

Fairly poor value for money 16% 15% 18% 16% 25%

Neither poor nor good value for money 20% 31% 26% 26% 23%

Fairly good value for money 36% 32% 35% 34% 25%

Very good value for money 20% 12% 13% 15% 11%

Don't know/can't say 1% 2% 3% 2% 0%

Total 2,090 2,461 1,624 5,969 206




Q28B. Please state if you feel the proposed water service level in this plan offers value for money

Water bill Impact

Water bill percentage change

£10 or less £11 - £24 £25 + 5% or less 6-15% 16% +
Very Poor Value for Money 4% 6% 12% 4% 5% 10%
Fairly Poor Value for Money 7% 19% 24% 7% 16% 22%
Neither Poor nor Good Value for Money 28% 27% 22% 21% 31% 24%
Fairly Good Value for Money 39% 33% 29% 42% 33% 30%
Very Good Value for Money 21% 13% 10% 25% 13% 11%
Don't Know/Can't say 1% 2% 3% 1% 3% 3%
Total 2,031 2,801 1,343 1,476 2,507 2,192




Q28B. Please state if you feel the proposed water service level in this plan offers value for money

Number of Water Improvements

Number of Sewerage Improvements

Total Number of Improvements

3 4 5 6 2 3 4 5 5 6 7 8 9+
Very Poor Value for Money 6% 6% 9% 7% 8% 9% 6% 4% 7% 7% 6% 7% 5%
Fairly Poor Value for Money 16% 15% 14% 26% 15% 20% 14% 19% 15% 16% 8% 17% 19%
l\NAi':e‘sr Poor nor Good Value for| 5, 30% 21% 33% 30% 19% 24% 32% 26% 30% 18% 25% 30%
Fairly Good Value for Money 36% 32% 38% 27% 32% 32% 36% 36% 31% 29% 50% 32% 34%
Very Good Value for Money 18% 15% 16% 4% 15% 18% 17% 8% 20% 14% 18% 15% 9%
Don't Know/Can't say 1% 3% 2% 4% 1% 3% 4% 1% 0% 3% 1% 3% 2%
Total 2,245 | 2,127 | 1,198 605 2,208 | 1,129 | 1,853 985 1,086 | 1,004 725 2,069 | 1,201




Q28B. Please state if you feel the proposed water service level in this plan offers value for money

Approach to paying bills

I don't find it difficult to pay on time Other
Very poor value for money 6% 13%
Fairly poor value for money 15% 24%
Neither poor nor good value for money 26% 26%
Fairly good value for money 37% 21%
Very good value for money 15% 15%
Don't know/can't say 2% 2%
Total 4,678 926

Satisfaction with current service

Very/fairly dissatisfied

Neither satisfied nor dissatisfied

Very/fairly satisfied

Very poor value for money 16% 9% 6%

Fairly poor value for money 35% 25% 14%
Neither poor nor good value for money 24% 33% 26%
Fairly good value for money 17% 21% 36%
Very good value for money 6% 9% 16%
Don't know/can't say 2% 3% 2%

Total 396 430 5,313

Value for money of current service

Very/fairly poor VfM

Neither good nor poor VfM

Very/fairly good VM

Very poor value for money 15% 9% 5%
Fairly poor value for money 48% 17% 8%
Neither poor nor good value for money 20% 36% 21%
Fairly good value for money 11% 28% 46%
Very good value for money 4% 8% 18%
Don't know/can't say 1% 2% 1%
Total 628 593 2,068




Q28B. Please state if you feel the proposed sewerage service level in this plan offers value for money

Importance of Environment

Importance of Cost of Living

Importance of Water and sewerage services

Other Very Important Other Very Important Other Very Important
Very poor value for money 5% 7% 5% 7% 5% 7%
Fairly poor value for money 16% 15% 18% 15% 18% 15%
Neither poor nor good value for money 30% 24% 28% 26% 29% 25%
Fairly good value for money 40% 31% 41% 32% 40% 32%
Very good value for money 7% 20% 7% 19% 7% 19%
Don't know/can't say 2% 2% 2% 2% 2% 2%
Total 2,058 4,085 1,737 4,411 1,943 4,208
Company Knowledge Complain / Negative experience
Not at all Complaint / negative
Very knowledgeable Fairly knowledgeable knowledgeable No complaint experience
Very poor value for money 7% 7% 6% 6% 17%
Fairly poor value for money 16% 14% 17% 15% 24%
Neither poor nor good value for money 21% 31% 25% 26% 23%
Fairly good value for money 35% 33% 35% 34% 26%
Very good value for money 20% 13% 13% 16% 10%
Don't know/can't say 1% 2% 3% 2% 0%
Total 2,090 2,461 1,624 5,969 206
Confidence in bill estimate
Not at all confident Not very confident Fairly confident Very confident Don't know
Very poor value for money 7% 8% 6% 10% 8%
Fairly poor value for money 38% 18% 15% 15% 16%
Neither poor nor good value for money 18% 24% 26% 18% 23%
Fairly good value for money 22% 36% 38% 37% 30%
Very good value for money 13% 12% 14% 19% 20%
Don't know/can't say 1% 2% 1% 1% 3%
Total 208 662 1,955 454 90




Q28B. Please state if you feel the proposed sewerage service level in this plan offers value for money

Sewerage bill impact Sewerage bill percentage change

£10 or less £11 - £24 £25 + 5% or less 6-15% 16% +
Very Poor Value for Money 4% 10% 12% 4% 10% 10%
Fairly Poor Value for Money 12% 19% 22% 13% 13% 20%
Neither Poor nor Good Value for Money 23% 27% 34% 25% 18% 32%
Fairly Good Value for Money 39% 29% 25% 37% 42% 26%
Very Good Value for Money 20% 11% 6% 19% 17% 9%
Don't Know/Can't say 1% 4% 2% 2% 0% 4%
Total 3,508 1,628 1,039 3,193 960 2,022




Q28B. Please state if you feel the proposed sewerage service level in this plan offers value for money

Number of Water Improvements

Number of Sewerage Improvements

Total Number of Improvements

3 4 5 6 2 3 4 5 5 6 7 8 9+
Very Poor Value for Money 5% 6% 10% 7% 9% 8% 5% 4% 9% 5% 6% 9% 4%
Fairly Poor Value for Money 15% 14% 15% 26% 14% 21% 12% 20% 13% 16% 7% 18% 18%
l\NAi':e‘sr Poor nor Good Value for| 5, 30% 21% 33% 28% 20% 24% 34% 24% 31% 18% 24% 33%
Fairly Good Value for Money 37% 32% 37% 26% 33% 30% 37% 35% 32% 31% 51% 31% 34%
Very Good Value for Money 19% 15% 16% 3% 15% 18% 19% 7% 21% 15% 18% 16% 9%
Don't Know/Can't say 1% 3% 2% 4% 1% 3% 4% 1% 0% 3% 0% 3% 2%
Total 2,245 | 2,127 | 1,198 605 2,208 | 1,129 | 1,853 985 1,086 | 1,004 725 2,069 | 1,201




Q28B. Please state if you feel the proposed sewerage service level in this plan offers value for money

Approach to paying bills

I don't find it difficult to pay on time Other
Very poor value for money 6% 12%
Fairly poor value for money 15% 23%
Neither poor nor good value for money 26% 25%
Fairly good value for money 37% 22%
Very good value for money 15% 16%
Don't know/can't say 1% 2%
Total 4,678 926

Satisfaction with current service

Very/fairly dissatisfied

Neither satisfied nor dissatisfied

Very/fairly satisfied

Very poor value for money 17% 13% 5%

Fairly poor value for money 33% 23% 14%
Neither poor nor good value for money 24% 33% 26%
Fairly good value for money 20% 23% 36%
Very good value for money 5% 7% 17%
Don't know/can't say 1% 3% 2%

Total 396 430 5,313

Value for money of current service

Very/fairly poor VfM

Neither good nor poor VfM

Very/fairly good VIM

Very poor value for money 15% 9% 4%
Fairly poor value for money 47% 16% 8%
Neither poor nor good value for money 20% 38% 21%
Fairly good value for money 13% 27% 46%
Very good value for money 4% 9% 19%
Don't know/can't say 1% 1% 1%
Total 628 593 2,068




Q28B. Please state if you feel the proposed overall service level in this plan offers value for money

Importance of Environment Importance of Cost of Living Importance of Water and sewerage services
Other Very Important Other Very Important Other Very Important
Very poor value for money 6% 8% 7% 8% 7% 8%
Fairly poor value for money 16% 16% 17% 16% 17% 16%
Neither poor nor good value for money 29% 25% 29% 25% 28% 25%
Fairly good value for money 40% 31% 40% 32% 40% 31%
Very good value for money 7% 18% 6% 18% 6% 18%
Don't know/can't say 1% 2% 2% 2% 2% 2%
Total 2,058 4,085 1,737 4,411 1,943 4,208
Company Knowledge Complain / Negative experience
Not at all Complaint / negative
Very knowledgeable Fairly knowledgeable knowledgeable No complaint experience
Very poor value for money 8% 8% 7% 7% 17%
Fairly poor value for money 16% 15% 17% 16% 25%
Neither poor nor good value for money 21% 31% 26% 26% 26%
Fairly good value for money 35% 33% 36% 34% 24%
Very good value for money 19% 12% 12% 14% 8%
Don't know/can't say 1% 2% 3% 2% 0%
Total 2,090 2,461 1,624 5,969 206
Confidence in bill estimate
Not at all confident Not very confident Fairly confident Very confident Don't know
Very poor value for money 8% 9% 7% 12% 10%
Fairly poor value for money 39% 19% 16% 16% 12%
Neither poor nor good value for money 19% 26% 25% 19% 22%
Fairly good value for money 22% 35% 38% 37% 36%
Very good value for money 11% 10% 13% 15% 17%
Don't know/can't say 1% 1% 1% 1% 3%
Total 208 662 1,955 454 90




Q28B. Please state if you feel the proposed overall service level in this plan offers value for money

Overall bill Impact Overall bill percentage change

£20 or less £21-£49 50+ 5% or less 6-15% 16% +
Very Poor Value for Money 5% 8% 12% 5% 8% 10%
Fairly Poor Value for Money 8% 24% 18% 8% 23% 19%
Neither Poor nor Good Value for Money 21% 28% 33% 22% 26% 33%
Fairly Good Value for Money 41% 31% 26% 42% 32% 26%
Very Good Value for Money 23% 7% 9% 23% 10% 8%
Don't Know/Can't say 2% 2% 2% 1% 1% 3%
Total 2,546 2,239 1,390 2,330 2,152 1,693




Q28B. Please state if you feel the proposed overall service level in this plan offers value for money

Number of Water Improvements

Number of Sewerage Improvements

Total Number of Improvements

3 4 5 6 2 3 4 5 5 6 7 8 9+
Very Poor Value for Money 7% 6% 11% 8% 9% 11% 6% 4% 9% 7% 6% 9% 5%
Fairly Poor Value for Money 16% 14% 15% 25% 14% 23% 13% 19% 14% 19% 7% 18% 18%
l\NAi':e‘sr Poor nor Good Value for| 31% 22% 34% 29% 19% 24% 31% 24% 31% 17% 25% 31%
Fairly Good Value for Money 36% 33% 36% 26% 33% 28% 37% 38% 33% 27% 51% 32% 35%
Very Good Value for Money 18% 14% 15% 3% 15% 16% 16% 8% 20% 14% 18% 14% 9%
Don't Know/Can't say 1% 2% 2% 4% 1% 3% 4% 1% 0% 2% 0% 3% 2%
Total 2,245 | 2,127 | 1,198 605 2,208 | 1,129 | 1,853 985 1,086 | 1,004 725 2,069 | 1,201




Q28B. Please state if you feel the proposed overall service level in this plan offers value for money

Approach to paying bills

Total

I don't find it difficult to pay on time Other
Very poor value for money 6% 14%
Fairly poor value for money 15% 23%
Neither poor nor good value for money 26% 26%
Fairly good value for money 37% 20%
Very good value for money 14% 15%
Don't know/can't say 1% 1%

4,678 926

Satisfaction with current service

Very/fairly dissatisfied

Neither satisfied nor dissatisfied

Very/fairly satisfied

Very poor value for money 18% 13% 6%

Fairly poor value for money 34% 23% 14%
Neither poor nor good value for money 24% 34% 26%
Fairly good value for money 18% 21% 36%
Very good value for money 6% 7% 16%
Don't know/can't say 1% 2% 2%

Total 396 430 5,313

Value for money of current service

Very/fairly poor VfM

Neither good nor poor VfM

Very/fairly good VM

Very poor value for money 19% 8% 5%
Fairly poor value for money 48% 18% 9%
Neither poor nor good value for money 21% 38% 21%
Fairly good value for money 9% 27% 48%
Very good value for money 3% 8% 17%
Don't know/can't say 1% 1% 1%
Total 628 593 2,068






