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Project outline 2

Objectives: to provide insight from the uninformed customer perspective

* What existing expectations do customers have of DCWW in planning for the future?

* Do customers agree with the 14 strategic responses that DCWW has set out in its Water 2050 strategy?

* How do customers prioritise the 14 strategic responses within Water 20507

* |n principle, to what extent are customers willing to pay for the investment required to meet the strategic responses?

* In principle, how willing are customers as a whole prepared to support investments that will improve service for the
few (i.e. worst served customers)?

Methodology and sample

9 x 3 hour extended groups
* 3 xAB household customers Bangor x 2
e 3 xC1C2 household customers
* 3 x DE household customers

VULNERABLE SAMPLE x 5 paired

depths (1 per location)

*  Communication: cognition;
literacy Hereford x 1

Fieldwork: w/c 29" May -
w/c 12th June 2017

. . Total number o
* Connectivity: no internet, rural ota f
. ) b + customers
C!rcur.n.stance.. erez?\vemen ; participated: 108
disability; service failures : Pembroke x 2
- - Swansea x 2
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All ‘hard to reach’ customers who
would be neither willing/able to
attend research group

Bangor: registered disabled man in 30s living

independently. Interviewed with friend

e Student, in Bangor to do an MA 10 years after first
degree; never had steady work

* Low/no income, single, requires learning support Hereford: farmer with

smallholding, 70s

* Interviewed with
neighbour (carer)

* Low income, registered
disabled (hearing loss),
living alone, never learned
to read or write, no
internet

Pembroke: married, wheelchair- sangor

bound, living in social housing.

* Low income, registered as
special assistance for water
(following kidney transplant)

* Experienced significant
service failure: sewer leakage;

Hereford

Pembroke

water stoppages i Swansea

Cardiff: recently bereaved
female (however this has not

Swansea: disabled man living independently. impacted domestic
* Lives alone - dependent on his mother (carer) circumstances). Interviewed
* Brain haemorrhage. Registered blind, now unable with mother
to read/write significant cognitive impairments * Low income, single, living
and epilepsy alone

Dwr Cymru ’ Q
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What is the customer context
when evaluating Water 20507




Customer context | what are customers drawing on when

considering Water 20507

Majority Minority

Trouble-free service Experienced service interruptions:

most solved satisfactorily
Good quality (Welsh) water Specific criticisms: inefficiencies;

untreated sewage to sea
Limited appreciation of all a water Personal or professional insight e.g.
company does engineering or environmental remit
Bill levels not seen as too high (esp. Aware DCWW bills higher than
when compared to other utilities) average and/or bills seen as high
Take information given as part of Some see contradictions with existing
research at face value views (ABs more questioning)
Unaware of NFP status Spontaneously aware of NFP status

Majority of customers are coming from a positive start point when evaluating

Water 20507
Our water in Wales ’'m not aware it’s They [DCWW]
is superior quality not-for -profit...why charge
to anywhere else are they NFP? too much
W Swansea AB Pembroke AB Pembroke AB

blue®marble
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Perceptions of DCWW 6

This research is typical of other projects in terms of how customers spontaneously talk about Welsh Water:

w Awareness Experience Perceptions
Dwr Cymru
Welsh Water
High awareness but few A minority have first hand v~ Wales has good quality water
take a close interest; experiences: mixed v' Water is in abundance
understanding of picture as some recall the v' Uninformed views about DCWW
DCWW role and problem while others brand: assumed to do a good job
responsibilities vague  recall the solution. Usually % Poor experience leaves impression
service experiences of inefficiency, ineptness
positive —though not all  v' Approximately a third aware of NFP
I don’t question * Mainly positive, increases trust
the bills because * Some sceptical: NFP at odds with
we have no choice bills higher in Wales; raises
Bangor C1C2 questions about board salaries

Views that drive scepticism (but often neutralised by NFP)

* Water more expensive in Wales than England Profits are calculated
 Water piped to Birmingham/Liverpool (at cost to Welsh ajtersalaries areipaid
.Y . so there’s probably high
b communities, National Park) .
w salaries at the top

* No competition in water Pembroke AB S

Dwr Cymru
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Perceptions of DCWW 7

I don’t understand how my in-laws in
Cambridge pay less than me but
they’re getting their water from

Wales! It really annoys me!

Swansea C1C2 They [DCWW] have a
good reputation, they
are well known
w about them
They are a ~ [DCWW]...but easier to
bilingual Dwr Cymru deal with vs

Cardiff AB
company other utilities

Bangor C1C2 Welsh Wo-'rer Pembroke DE

I always see ads
about not-for-profit
Pembroke AB

I don’t know anything

We had a bad experience, They
hooked my house up to next door.
They had a baby and were in all
the time so their water was really
expensive....it took a while to sort
out.

Swansea AB

Call centre staff are
authentic, not reading

from a script
Cardiff Vulnerable

Dwr Cymru
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Response to company information 8

About Welsh Water...

e Customers accept the ‘hard’ facts about size and scale

* Few aware of social tariffs: hard to evaluate this fact
in isolation

* Impressed that DCWW the 4t largest — but would like
to know more about £1bn contribution

Not for profit...

* Those previously unaware pleasantly surprised

* For majority, this is very positive

* Most envisage that this is a social enterprise
benefitting Wales (not shareholders)

* Some (often higher SEG) question how it works —and
how a NFP has £32m ‘profit’ etc.

Industry comparisons

* Water quality, environment rating and SIM all in line
with industry

e Customers unable to guess why bills higher than
average: problematic for those linking with supply of
water to England
Explanation (rural and coastal cost dynamics): most

owoymufairly accepting

Welsh Water

Full stimulus appended
About Welsh Water

- 1. 4 million customers across most of Wales,
Herefordshire and parts of Deeside

- Operate around 27,000km of water mains
and over 30,000km of sewers

- Help around 60,000 customers with our social
- Contribute around £1 billion a year to the

- 4th biggest company in Wales

Not for profit
- Unique in utility sector — not-for-profit

- Last year, Welsh Water returned £32 million of value
to customers through e.g. extra help for people who
struggle paying bills, educational projects in
communities, money off bill, invest in the
infrastructure and more

- This was consulted on in its ‘Have your say
campaign’ to see how customers want this spent.

- Welsh Water will be releasing the results of the
consultation and how the money will be re-invested
later on in the year.

Average water and sewerage bill

Customer Service Ratlng 2017-18 DiscoverWater.com

2015 - OFWAT




Spontaneous expectation of future challenges DCWW faces

Widely Population growth and its impacts (more homes, greater

anticipated .
P demand on services)
spontaneously

Need for more water storage to avoid droughts

Affordability: people increasingly struggling to pay

Need to reduce demand via water efficiency and
education

Need to innovate around grey/water recycling

NB fieldwork took place just post May 2017

Cyber security WannaCry cyber attack

* Expectation that DCWW will be anticipating and planning for these challenges as part of
running the business
* Risks, however, are distant in customers’ minds: few have any experience of water failures
or a sense of urgency to tackle these challenges
* Minority add the need to drive efficiencies into the future...potentially more pressing for a
W NFP (because not held to account by shareholders)

Dwr Cymru AN
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Customer response to 8 challenges

* Some reflect their own thoughts on
challenges: population, climate,

Populotion: Population growth will lead o inorecsad waotar demand In cerfoin oreas; an
ogeing populotion may leod o More customa s nvuinemmbla orcumrstoncas.

infrastructure
* Others less intuitive o Gl o oo it 1 o e ol v whch ke v
° WE'Sh economy’ enVi ronment and rasult in woter supply shorioges ond possibly ncreased wotar damond.
regUIBtionS fO”OWing BreXit nOt o Customar axpechotions: Cusiomer axpectaions o likaly o changa dromatioolly with
. . o desre for o mome parsonolised saraca ond less toleranos of sardce ounges a.g. wotar
considered...but logical ———

® PUinC health Cha”enges nOt Economy: Chonges are axpactad in tha Welsh aconomy, such as: the controchon of lkorge
. . heowy waolar using indusiies; tha increose of tourism which hos different pressures on the
considered — unclear what this °

water systarm; ond nsing anangy oosts. All of thasa could presant chollangas to Wialsh 'Wotar
i thea futura
relates to

Emvironmantal: lnvosva spacies, lond vsa chonge and inoreosad risk of arstronmantal
pollution may lecd to o reduction In walar quality. Howasar, working togather with ather
onganisatons could leod to batter amrstronmantal cuicomas.

e Customer expectations and
‘personalised service’ a little
baffling

* Challenges seen to overlap (tackling one
will benefit another)

Infrastnacture: Againg infrostrectuna, such as pipe and freoctment works, ond oyber sacurity
ara key concerns for futune serice provision; but tachnologicol odvonices could kaod o
signficont afficencias in tha planning, dalvery ond operation of water sardoas.

Ragulatory: Chongas in polloy and regulation ane axpected dus fo tha UK leaving the
Ewopaon Unson, this creahas unoartal iy, but providas tha opportunsty for us to help shopa
futura policy.

Public haolth: Raguictony stondords fo protect drinking wotar quality ora lkely to contirua
o fightan in tha futura. Waelsh Water will have o rola fo ploy In promating haclthiar and
more sustalnobla [festylas for customars

Need to keep the price
affordable but more

importantly need to keep
the water coming Climate change and increased

Pembroke DE demand [will be future

w challenges for Welsh Water]

w Swansea C1C2

wr ru ﬁ\
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Spontaneous challenges identified by customers vs challenges

identified by DCWW

Widely Population growth and its impacts (more homes, greater
anticipated demand on services)

spontaneously e

Need for more water storage Some of the
challenges
Affordability: people increasingly struggling to pay frequently
Need to reduce demand via water efficiency and u anticipated
education are not
Need to innovate around water recyclin explicit in
yeing DCWW 8
Cyber security challenges

o Environmental challenges We didn’t

think about
security and

Regulation changes following Brexit

v

cyber crime
Rarely Bangor
anticipated c1C2
spontaneously
w Economy
wr Cymru N
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Evaluating 14 strategies within
Water 2050




The 14 strategies| overview 13

1. Respondents introduced to 14 strategies (posters developed from Water 2050 document)
2. Post-it note exercise to identify top and bottom importance
3. Investment options also discussed for 7 strategies @

LEADING EDGE
CUSTOMER SERVICE

ENOUGH WATER FOR
ALL

Interventions, Business
Supply Waste reducing risk management
PROTECTING CRITICAL PROTECTING CRITICAL EMPLOYER OF
SUPPLY ASSETS WASTE ASSETS £ CHOICE
ACCEPTABLE WATER CLEANER RIVERS & SMART WATER
QUALITY FOR ALL @ BEACHES @ BUSINESS

SAFEGUARDING CLEAN
DRINKING WATER Specific issue
IMPROVING SUPPLY

RELABLTY @

Dwr Cymru
Welsh Water
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Importance of 14 strategies| overview

All are seen as important for future planning...but some are given higher priority than

others
Highest PROTECTING CRITICAL || PROTECTING CRITICAL || ENOUGH WATER FOR
importance SUPPLY ASSETS WASTE ASSETS ALL
CLEANER RIVERS & | | SAFEGUARDING CLEAN || IMPROVING SUPPLY
BEACHES DRINKING WATER RELIABILITY
ACCEPTABLE WATER
QUALITY FOR ALL
EMPLOYER OF SMART WATER
Lower CHOICE BUSINESS
Importance LEADING EDGE
W CUSTOMER SERVICE

Dwr Cymru

S
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Importance of 14 strategies| overview

Highest
importance

A

\ 4

Lower
importance

PROTECTING CRITICAL
SUPPLY ASSETS

PROTECTING CRITICAL
WASTE ASSETS

ENOUGH WATER FOR
ALL

CLEANER RIVERS &
BEACHES

SAFEGUARDING CLEAN
DRINKING WATER

IMPROVING SUPPLY
RELIABILITY

ACCEPTABLE WATER
QUALITY FOR ALL

Consistently highly important

strategies:
* Fundamental to business
operation

* Problems would have major
impact on customers
e Core to future resilience

Safe water is

All important - some overlap

with top 3 hence second tier

* Relate more to service
improvements (decrease
pollution, pipe connectivity, pipe
replacement)

* Improving social/national
environmental ‘assets’ is highly
valued

* Opportunities & innovations

paramount to the

Everything stems
from good
infrastructure
Pembroke DE

customer. It's the (renewables, energy efficiency)

priority of the
business.
Pembroke AB

&

Dwr Cymru
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Importance of 14 strategies| overview

Highest
importance

Lower
importance

Dwr Cymru
Welsh Water

PROTECTING CRITICAL
SUPPLY ASSETS

PROTECTING CRITICAL
WASTE ASSETS

ENOUGH WATER FOR
ALL

CLEANER RIVERS &
BEACHES

SAFEGUARDING CLEAN
DRINKING WATER

IMPROVING SUPPLY
RELIABILITY

ACCEPTABLE WATER
QUALITY FOR ALL

EMPLOYER OF
CHOICE

SMART WATER
BUSINESS

LEADING EDGE
CUSTOMER SERVICE

L

Polarised views across and within the
group discussions

For some any lead is unacceptable...while
for others no urgency as perceive system is
safe

RainScaping initiatives highly appealing to
some (simple, preventative, attractive) but
not always seen to be as important

Lower social groups more likely to prioritise
both lead-free Wales and RainScaping

Relatively relatively less important

Poor customer service a lesser evil than no
service at all...(and less important if service
performance is very high)

For most, employer role and Smart Water
are internal rather than customer-facing
strategies (more how you do it than what
you do)

NB: Some (notably ABs and younger) felt
employer of choice & smart water business
were much more important and signified
investing in the future

Worst served: seen as a minority issue

=3
blue®marble



£ Safeguarding clean drinking water working with nature

Highest
SA FEG UA R D l N G importance PROTECTING CRITICAL PROTECTING CRITICAL ENOUGH WATER FOR

CLEAN DRINKING WATER SUPPLY ASSETS ( WASTE ASSETS . ALL
BY WO R KI N G W I T H NAT U R E CLEANER RIVERS SAFEGUARDING CLEAN IMPROVING SUPPLY

BEACHES DRINKING WATER RELIABILITY

ACCE

Al our wote coemes ¥om Ha sovizamant in e Ak pooe This shabegy
11 sbut haw we manage e process of cobectng ond eaing e waber
1 e Atuve, D smphasts i on Imgroving $he 0ol ozl scassoments fizm

whichwe colect warter - wuch ca prevering pol btion geting bt rivees
and rieami - ko imgeave the warter qualily tefces § s hecied
g

Lower EMPLOYER OF SMART WATER
CHOICE BUSINESS

LEADING EDGE
CUSTOMER SERVICE

importance

Rationale for importance:
v’ Support for preventing pollution at source: better for

WHAT ARE THE CHALLENGES

WELSH WATER FACES? nature and wildlife; natural solutions more sustainable
ot P than hi-tech ones
i o e s e v Future of natural environment vital to quality of life (and

Eadinks water coores

Putdic heatih, b1 hum, tha means ving moee chionne
Tecimact 1 clecn e ol uted wolet Some v

rave | rdad i o heolh condton e adbra

life itself)
Many uncomfortable with (more) chemical treatments
Likely to be cost effective in long term

Many draw on heuristics: . o
- Prevention is better than cure an against nature

- Natural better than chemical bfecause (_)f the wider
w impact it can have

w Swansea AB

Dwr Cymru
Welsh Water

Reguiatory Fegukrtcra wil $ahhee ot wote: Sualiy
0 ight of tha incwemed sk of pisied fvers, #ream

ard cozeh

D NERNERN

Better to work with

Econcnk Incwssed boutiom covkd remutis I secacncl
voriaten for wohse demand and put prasuw on keed
Fecrimact worka and tvar levett

blue™> marble



£ Safeguarding clean drinking water working with nature

SAFEGUARDING Highest & lowest support for proposed

CLEAN DRINKING WATER actions:

R h I
BY WORKING WITH NATURE esearch to deve.op new treat.ment
processes less reliant on chemicals

Work with farmers to prevent pollution

Purchase land posing highest risk to water
quality

WHAT ACTIONS IS DOWW PROPOSING
TO RESPOND TO THE CHALLENGES?

1. W wiivork ckosly with formers fo presvent polluton of svers ond
wream
:
2 o waame b i st s et Option Reasons for support
5 Wat puchaoe, when poesitles, lond har ot e highest rak o
-,
s

wertor sy I Hatwe con mansge § tatte
e o et e 1: Make a start Most cost-effective as reaches more
::;l;;\:mn::;o‘v\\gtmxbg ¥o daaget ard ceclw th £ 150 m .
customers per £. Also mentions
HOW WIDELY DO YOU WANT . .
WELSH WATER TO IMPLEMENT 32/77 chemical reductions.
THESE ACTIONS?
comr oemons o cen, 2: Comprehensive  \Wil| have positive knock-on effects;
ey S £400m :
ol 5 e saves money in long run
s s 34/77
. SEmm 3:Noadditional  percejve other more urgent
(k84 ad comeritun 45 investment s
-» CaC— problems require investment
£150m knerirsat Ho addithonal ivestment 11/77
WVV Equal support for moderate and comprehensive investment

Dwr Cymru =
Welsh Water bluer@ marble



f Improving the reliability of drinking water supply systems

Highest
importance PROTECTING CRITICAL PROTECTING CRITICAL ENOUGH WATER FOR
SUPPLY ASSETS WASTE ASSETS ALL
IMPROVING THE (
CLEANER RIVERS & SAFEGUARDING CLEA| IMPROVING SUPPLY
R E L IA BI LI TY O F DR' N K I N G BEACHES DRINKING WATER |I RELIABILITY
WATER SUPPLY SYSTEMS ACCEPTABLE WhTeR
QUALITY FOR ALL
WHAT'S THE BACKGROUND TO THIS?
walnt Lawing suppy #¢ = doy o maee tavery diruptive ond Hhis drotey
4 shact vk wEpl TR
Lower EMPLOYER OF SMART WATER
importance CHOICE BUSINESS
LEADING EDGE

Rationale for importance:

* A fundamental aim - disruptions to be avoided - but
customers don’t see as a current problem area

* Some argue that quality is more important than reliability

* Reliability linked to eliminating contamination: therefore
strategy relates to water quality (healthy and pollution-free
water)

* Need for close monitoring and back-up systems

Quality is more important
than reliability - happy to
have interruptions here
and there
Swansea AB

WHAT ARE THE CHALLENGES
WELSH WATER FACES?

Ifradruchue Cumerly Be uEed B reteack ta ot
3jeines up i and coraegueTly MSel cuTsmen con
2oly Be mppSed by o srgle wter wouTe sich 40
ok M M maencd gom st of adion - o ary pant
ot thm PRewcrt Hoem e et o your houm - wabe
za0ear) e redtrredt uTH M tepmit ore rade.

Clinaiv, Exdieme warhar wvents ton e © coane
ot darmage 1o he nebesd such 21 Bod Fpen and
Pollution hom patcces runaing off fm land

Ervimares nhoh, brcen w3 posisnts itng o fo
e retwok Som fming Bed rvcave ipeces ai
well o whare wasiat st o o the rek
of the scher Seatmert yatem 803

It’s a no brainer, it's

fundamental to the

organisational goal
Cardiff C1C2

Dwr Cymru
Welsh Water
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£ Improving the reliability of drinking water supply systems

IMPROVING THE
RELIABILITY OF DRINKING
WATER SUPPLY SYSTEMS

TO RESPOND TO THE CHALLENGES?

L Wendlimgrove e cornectivily of Ie rehestt 10 Hat mon
curtamers con be wppled by on clwrative wate scuce shakd

2 wATiant works, TeIavaR o paet of Hhe nework ol

Wi wll vt In e Eecech o acover e danreling lechrigue o

Ik U O Fipevort 10 Become on inecied g

W | Irvaxt In semecech 10 find mzes ethcect Seatment ihdcn

v rp N

works n caee of WEEY WopEages

HOW WIDELY DO YOU WANT
WELSH WATER TO IMPLEMENT
THESE ACTIONS?

COST OPTION 4 COST CPMON 2,

Mabe astart,p g Compmbers ke schens covering
Investre nt around burger supply awkder ama and Inckading
amas srdbr aupply om

* D83 0 mow Mextie
waten o wpply ihe 12 milon

* Pravicng o second npRy
v for an SN
305 473 curizman
* 2020, 235 cuskcmans wil
g ramizin ot on som BIpEY
e # an cdtoal =

L1400 vaa tree ok

COST CETION 3,
Foe p to todoy's kvestment b

WHAT ACTIONS IS DCWW PROPOSING

Highest & lowest support for proposed
actions:
Improve connectivity of the network

Improve security of treatment works from
contamination/crime

Build more storage (24 hours) in case of
stoppages
Option Reasons for support

1: Make a start Grid idea & risks of one supply is
£600m . i
unfamiliar. Seen as low risk hence

40/77 choose lower investment level

2: Comprehensive  The ‘proper’ job leaving far fewer
£1.4bn people (22k vs 327k customers) at

3: No additional
investment

13/77

Customers mostly don’t see a
problem with reliability hence carry

fe. oo addPional bwe tree nh) On as are.
WA Strongest support for modest investment: preventative actions more
bt Gt popular than response measures (emergency storage) N
Welsh Water blue® marble



£ Achieving acceptable water quality for all customers

Highest
importance PROTECTING CRITICAL PROTECTING CRITICAL ENOUGH WATER FOR
SUPPLY ASSETS WASTE ASSETS ALL
AC H I EVI N G ACC E PTA B L E CLEANER RIVERS & SAFEGUARDING CLEAN IMPROVING SUPPLY
RELIABILITY

WATER Q DALITY FOR } ;CCEPTABLE \.::T:mWATER
ALL CUSTOMERS o o _

ST
ﬂhj:".;:."”w;?ﬁ" ﬁ"‘m;' Lower EMPLOYER OF SMART WATER
e importance CHOICE BUSINESS
LEADING EDGE _
CUSTOMER SERVICE
Rationale for importance:
* Water quality fundamental for health and life All are entitled
. * Some surprised at proportion of iron pipework to good quality
WHAT ARE THE CHALLENGES remaining Lot
WELSH WATER FACES? " L. .. Swansea C1C2
* Good infrastructure seen as critical to achieving
chron o s s g ; .
e high quality water
mm——— * However, some would prefer to see distinction
O Fiiummras between potable water and water for other uses
rrana mam et quoly imusa ks dscsiounmion . ..
(where quality less critical)
* Agree with principle that all should receive same

W water quality

Dwr Cymru
Welsh Water blue'\ marble
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£ Achieving acceptable water quality for all customers

ACHIEVING ACCEPTABLE
WATER QUALITY FOR
ALL CUSTOMERS

wintds plorks ppen
Studea in pricrites ha pipe

WHAT ACTICNS IS DOWW PROPOSING
TO RESPOND TO THE CHALLEMGES?

1. Rapiocarment over TWDODRm of oo ronsche moinwih mos

e rraxrl Wil b nchics worier Mu“l
—

3
5 Py
4+

THESE ACTIONST

COST ORTION 1
sk antar, prioritakeg fhs

ama for rew plantic plpesark
whem ek ok qually
wxamp bl come Treon

= Fapioo 500m olwch
mains

I sealar quakiy or
=00 ek

Dwr Cymru
Welsh Water

diwrupiicn 2 minim s cost
Ramzich bz new pipe clanring fechaiques

ne- oy’ poan ke avad

HCW WIDELY DO YOLUDAWANT
WELSH WATER TC IMPLEMENT

COSTORTION &
Compm b ke plps mplaoamant
sochedive ccrom ol o ol

= Rapioca 8.5 004m ofsecher
maine

= Impeovmsecher quoiy for
T80 cusomen:

= Raducs sl sveags
rrirerian lorl bo suppd

soppoges o 1 minctes
e houmhed
A2 Ak bt
COSTORTIOH S
ot s oy’ v torel e
Tl e crdd o red Wwvsntrre n

D v e

Strongest support for modest investment and actions that can start today

Highest & lowest support for proposed actions:

Replace iron pipes with reliable plastic ones
Innovation re ‘no-dig’ techniques

Research into pipe cleaning techniques

Option Reasons for support

1: Make a start
£600m

This investment seen to be one of
several planned actions contributing
to water quality — prioritising
problem areas

34/77

2: Comprehensive

Size of investment not supported in
£2.4bn

light of relatively low numbers of
customers who will benefit from
wider replacement programme

17/77

3: No additional

Water quality shown to be very high
investment

(over 99%) which leads some to
question the need to accelerate pipe
replacement

26/77

blue™ marble




£ Towards a lead-free Wales

Highest
importance PROTECTING CRITICAL PROTECTING CRITICAL ENOUGH WATER FOR
SUPPLY ASSETS WASTE ASSETS ALL

TOWARDS A LEAD
CLEANER RIVERS & | | SAFEGUARDING CLEAN || IMPROVING SUPPLY
FREE WALES BEACHES DRINKING WATER RELIABILITY

ACCEPTABLE WATER
QUALITY FOR ALL

WHAT'S THE BACKGROUND TO THIS?

Wt qualty s vary high inWikes 202 i compes wih o Hha Wodd
Hea bt Organhchon 1ofely Bordoed Howes, fhars cee know hesth
TRty of scaniive & o with ke 003 preg rea waren
o mant sk Whis ma 4 ot pipas have been mgisced, i
APIATC . St Wt ".\.‘h"“b’ Ml gt /S St _
p wriche hacHh risks, lecdt ppan cee pesre 10 lecking e o fean
Mo of the meraining lesd pipen beizeg b he Sustomar od o nof

part of Welth Woter's rebwort. This dvofegy & oout Wislth Witer d2ling
o responay £ repiocing lead Hpmn b w e accieil banefe

Lower EMPLOYER OF SMART WATER
CHOICE BUSINESS

LEADING EDGE
CUSTOMER SERVICE

importance

Importance polarises customers:

* Health risks not known by most (and some surprised to see lead
pipes still used); many satisfied that if this were a serous risk it
would have been remedied

G e e * Some see this as a very clear-cut strategy and easier to endorse:
SECRIRIEES feel strongly that DCWW has an obligation to remove any lead risk
92— from the system (more prominent among ‘DE’ customers and

O g those who have experience of lead)

eI, | 0 Whereas others do not perceive a problem (esp. older); and see
o that householders are responsible
W/ * Clear role for DCWW is to make affected customers aware of
W situation

Dwr Cymru
Welsh Water bluef\ marble
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£ Towards a lead-free Wales

Highest & lowest support for proposed actions:

TOWARDS A LEAD

FREE WALES Replace all lead pipes with high lead readings

Replacement of lead when meter installed
Offering grants to customers wishing to
replace own lead pipes

WHAT ACTIONS IS DCWW PROPOSING

TO RESPOND TO THE CHALLENGES? .

B s e Option Reasons for support

B e e e ek

e N S 1: Make a start Relatively small investment will have

£45m e

HOW WIDELY DO YOU WANT 57/77 pOS|t|Ve ImpaCt on bOth

WELSH WATER TO IMPLEMENT . . .

e At deteriorating pipes and health

e il 2:Noadditional  Around a quarter don’t see as a big

reqore achmoge b the e e ol sl investment . NIT

e issue; responsibility of householders

apmewnm 19/77 not water company

e T M e . AN

;O’;:::‘z:::rxx o ro addbon ol bwe tree i)
vV Strongest support for modest investment to eliminate immediate
Dwvr vamm public health risk N
Welsh Water bluer@ marble



£ Addressing worst served customers

ADDRESSING ‘WORST
SERVED' CUSTOMERS

WHAT'S THE BACKGROUND TO THIS?

SO CUTSITA e Sence e peaied protiems woh o Shicobued
waher, urasgached Wit SRR FOREOIN, S30U1 AT sewoge hedlment
warks, Tmece focEng iniher home, of kow wohe presmve. Wiksh

Wirte has 422 houmhokis wh have epecied prosiems This it kegely
Boe 10 e reed 40 pectine s © bver i Sece whans Hare

ore maw pecpls. paTncra! foas for Sutmars n nst bodkcot o
popatonzil vey eEeniie

WHAT ARE THE CHALLENGES

WELSH WATER FACES?

2Mect senice TUCh 1 LTEDN Sreee dAw I Incestng
FopUton e

Cuatomer sxpactotions. Cuscman in fahum may
wpect curkarmil good senice immpmcive of the

oot of e &

W

Dwr Cymru
Welsh Water

Highest
importance

PROTECTING CRITICAL
SUPPLY ASSETS

PROTECTING CRITICAL
WASTE ASSETS

ENOUGH WATER FOR
ALL

CLEANER RIVERS &
BEACHES

SAFEGUARDING CLEAN
DRINKING WATER

IMPROVING SUPPLY
RELIABILITY

ACCEPTABLE WATER
QUALITY FOR ALL

SMART WATER
SPSNESS

== |

EMPLOYER OF
CHOICE

Lower
importance

LEADING EDGE
CUSTOMER SERVICE

Importance rated lower:

* Driven by the very small number of households affected (425)

e Response relates to personal values and whether identify with
worst served or everybody else paying more to improve for all:
while some support the principle that all should receive the
same level of service...

e ...many others believe DCWW should manage the 425 while
investing in bigger/more universal risks

Also perceive new householders will have to accept a known
situation

blue®marble



£ Addressing worst served customers

Highest & lowest support for proposed actions:
ADDRESSING 'WORST

SERVED' CUSTOMERS

New schemes to prevent the common problems

A commitment to stop billing a customer during a
service failure

Implementing minimum service standards
irrespective of cost (equal number choose as most
and least favoured)

WHAT ACTIONS IS DCWW PROPOSING,
TO RESPOND TO THE CHALLENGES? .
Option Reasons for support

1. Erpismering o set of mitimum sevies sonconds meepecive
of cud

2 A commiimen fo Mg bENG 0 custtmar DUTng O senice
alky il

D 1:Make astart £6m A |ow cost approach which is fair on the
cost

HOW WIDELY DO YOU WANT 25/77 worst served
WELSH WATER TO IMPLEMENT
T o 2: Comprehensive  Some stick with principle of same
N aatot o st Shimrar.. | £240m i
e P service for all...(could be me) others see
e e oo M =W as a disproportionate investment for so
ot e few customers (and not affecting me)
. | A 3: No additional Worst served still receive the service.
e rroatam®  wwptoteds et wak | [IVESTMENT ) .
e m— | S Assume other investments will help

prommss couplink sre 29 . — 29/77 . .

. i improve service for the few.

them hovw besn epected

WA/ No clear support for single investment option: customers are divided.
Dm Most prefer remedial actions than waiving bills. N
Welsh \)/,Vater bluerr@ marble



£ Using nature to reduce flood risk and pollution 27

Highest
importance PROTECTING CRITICAL PROTECTING CRITICAL ENOUGH WATER FOR
SUPPLY ASSETS WASTE ASSETS ALL

USING NATURE TO
REDUCE FLOOD RISK e || DRk water || o ReUABLTY

AND POLLUTION A;Ei?ﬁl;%‘:ﬁfk _

WHAT'S THE BACHKGROUND TO THIST

e e Era
con ham §in our mepomicdly o reducs mew fooding ond pollufion

rromm ganselly by imphamantng Ester wikan dinogs myhema - we coll

iz RadaScoping.

" hert I RiakiSoa pln g7

s e e e i Lower EMPLOYER OF SMART WATER
zanza, Fting ond walar Butin iz zalzh i
" 3 Pkl g ot Euttnts 2akzh importance CHOICE BUSINESS

LEADING EDGE
CUSTOMER SERVICE

Polarised views on importance:

AT ARE THE CHALLENGES * In this sample, lower social groups see as more important
WELSH WATER FACEST . N .
EE—— than higher (possibly an urban-rural split?)
O == * Seems intuitively right to work with nature
T vty » Societal benefits: aesthetic as well as reducing rain water

Ecerornl ey Courcin ore firon: ioly rinschad whizh haa

o e e loss and flood risk

WG sragy <ot moy kecd o mcuosd bl of woiee
preceusing whichsil rcreams 1he fsk of snvisnmarial

o S * Appears innovative

eopis fushing ‘unfushobisy’ Lo, sk wipes ond

e * Reduces chemical reliance for treatment

Ervelmaires nh Framues or g s becoune of higher
PopuiTicns ord mons danss bultding con inceces:

T e e e But other strategies often hold greater importance

Resguiarkeny Thare will b Figirier i 1o reduce- e
Incidenh of sever wealer Tling inke ool walen

Dwr Cymru ’7\§
Welsh Water bluerr@ marble



£ Using nature to reduce flood risk and pollution

Highest & lowest support for proposed actions:

USING NATURE TO : . . . .
REDUCE FLOOD RISK RainScape in local communities; reducing flood risk
for properties at high risk of internal flooding

AND POLLUTION
_ __0 Campaigns to stop people flushing the wrong things

/ i SEERTCR olnvestigate taking responsibility for highway drains

from local councils (equal number choose as most
and least favoured)

WHAT ACTIONS 15 DEWW PROPOSIMG

T2 RESPOMD TO THE CHALLEMGEST H

[0 feseom: CHALLENGE Option Reasons for support
‘s sl I rachues: T ing rivk dor ol propertion of high sk of

D ommmieneee | 1o Make astart Sensible to prioritise where flooding
porevbria £700m cost

occurs

HOW WIDELY DO YO WAMT

WELSHWATER TO IMPLEMENT 3 1/77
THESE ACTIONSY
e e | 21 COmprehensive  Some customers choose this strategy

S emeeinite | £ 6bn . : :
—— because it includes their region; and
e 37/77 will save money in the long run
T e -

o — 3: No additional Minority choice (for most, anticipate
i — investment

things will get worse without some
9/77 targeted investment)

W Highest support for comprehensive investment option to implement
gk preventative community solutions right across Wales

Dwr Cymru N
Welsh Water bluer@ marble
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CLEANER RIVERS
AND BEACHES

WHAT'S THE BACKGROUND TO THIS?

"W know our cumiomen plocs greck Imporianom o0 v ond beoches
- for Thair wn plamune ond for e foutiemi ndusiry in Wil Tharfors
Impezving Hhe qually of river ond coosiol wohs i imparicak & chisving
v ond becchwcle i geiing horder becouss of ress preasanm

it - zndmas polubon gefing i

o FoF
sezht in e awimn mank

WHAT ARE THE CHALLEMGES
WELSH WATER FACEST

P pbathon: \eizder comporiss nasd o doke man soer
o rivers o st ke rasds of o groving popaiohon

Clhwerk Tha predicied inceom nwinhe il sl
comags Ha scolegy of riven ond sreoms

Economic: Tha cowd of heching woter in precicies
0 incces

Ereid ok Wiker Iy In cftecte
by Hha impachs of cimeals changs ond on inciecsing
popuimiion

e Raguistony \Woter qualfy requichicrs hove besn mf
by Hias L) 0 Hiam migh changs kllowing B

WHAT ARE THE SPPRTUNITIES
WELSH WATER FACEST

Public e i propls want sl ond cHmcive plaoss o

&

Dwr Cymru
Welsh Water

£ Cleaner rivers and beaches

Highest
importance PROTECTING CRITICAL PROTECTING CRITICAL ENOUGH WATER FOR
SUPPLY ASSETS WASTE ASSETS ALL
N
CLEANER RIVERS & SAFEGUARDING CLEAN IMPROVING SUPPLY
BEACHES DRINKING WATER RELIABILITY
E WATER
QUALITY FOR ALL
Lower EMPLOYER OF SMART WATER
importance CHOICE BUSINESS
LEADING EDGE
CUSTOMER SERVICE

Consistently high importance:

Driven by importance of tourism to Wales
and personal significance of Wales’ natural
environment — Swansea and Bangor give
this additional significance

Wider environmental views on the need to

safeguard nature and the planet
Health benefits for beach users

But lower priority than the ‘top ranked’ set
of strategies: in part because this area seen

as much the responsibility of others (NRW,
EA) as DCWW

This is vital for the
Welsh economy,
tourism and for

personal
enjoyment
Swansea C1C2

blue®marble




£ Cleaner rivers and beaches 30

Highest & lowest support proposed actions:

CLEANER RIVERS Assessing DCWW’s impact on water quality
AND BEACHES problems; working with EA/NRW to make
improvements

Research and analysis to understand climate
change impact on river/beach ecologies

PR et Option Support
WHAT ACTICMNS 1S DOWW PROPOSIMNG

O RESPOND [0 THE CHALLENGES] 1: Make a start High approval for collaborative
1. Armasing Ha mpact of Yeslsh Wirksr's opsssl b on ricen ond £600m COSt

e b working as responsibility seen to be
Z ::l:'im:r?hﬂ':rm i 'l:u'hncll-«hNduﬂFum:u 31 77
S —— shared

wrrier qualy in colabormiion
% Spscir promdh i fndwoye o mduce poboiion bom formiand wic

4. Gt o crcye e ot rgch 2: Comprehensive  This would have wider societal and

£1.2bn . .
HOW WIDELY DO YOU WANT environmental benefits (but not
WELSH WATER T IMPLEMENT 33 / 77
THESE ACTIONST always seen as core)
et i deteiia. | 3:Noadditional  |ndividual’s relationship with
o el st e cparationt am ot investment . .
e vk rivers/coast can make a difference.
Emimnmant Agmicy i mﬂm' =crcan o
i — Some not as engaged and vote for
OO of dveen i Yeshen &1 Tk ke e nd 13/77
= Divwioping tha right mivtion in

continuing today’s investment

“ha probism cesca denified
COET OPTION 3,

Fet p b hodas Incsatrrstert b b

G kel PR T —

W Equal support for investment that relates to DCWW operations —and
gk comprehensive option for a wider collaborative role

Dwr Cymru N
Welsh Water bluerr@ marble
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Overall acceptability of future
plans




Overall acceptability of Water 2050

* The process of informing customers about future plans engages BB e e i

. reach out with more
them: many comment on wanting to know more about DCWW e e Gl el

generally everybody where the
* When discussing investment options, while the option to make no money coming from

additional investment was always provided — it was the least FEMBIOKEAS
chosen option . . Make a start because
* The strategies have made the case for some investment never had a
* The choice not to make additional investment is based on the problem... doesn’t

risk/problem being perceived as too small (e.g. water quality "e;:rtgir'::,e,srgent

already very good) Hereford DE

 When offered the ‘comprehensive’ or ‘progressive’ (make a start) options, customers tend
towards the more pragmatic ‘make a start’ investment
* Appears to be better value for money
» Often prioritises resources where most urgently needed/risk is greatest
* Often meets dual challenges e.g. improves infrastructure reliability and reduces public
health risk
* Often seen to overlap or complement other strategies e.g. part of improving water
quality
* Comprehensive strategy can look disproportionate in terms of value for money

w Customers expect DCWW to plan for the future and see the importance of

Dr Cymr all 14 strategies (albeit some less important than others). 3
Welsh Water bll.lert3 marble



Did the sample of vulnerable customers respond similarly?

Bangor: registered disabled man Responses very closely in line with main sample
in 30s living independently. « Circumstances have no specific relevance to water

. * Articulate people with similar attitudes and values
Cardiff: recently bereaved female

Responses influenced by specific circumstances
* Repeated sewer flooding (affecting several houses)
* On special register (only after MP informed of this)
Pembroke: wheelchair-bound, * No water bottles provided when stoppage occurred:
living in social housing. ‘my wife did phone and explain about the kidney
transplant but they didn’t mention anything about
providing bottled water’
* Happy to support investments but more sceptical
about the scope of work and whether DCWW will
actually do it

Hereford: elderly & disabled Nature of personal circumstances makes direct

farmer with smallholding engagement difficult

* Complex materials/14 strategies need to be

communicated verbally

* Respondents struggle to draw conclusions

* Both resist any bill increases (responding like
i ‘uninformed’ customers despite exposure to

D\iﬁwu strategies)

Welsh Water vide 11 vl -

Swansea: disabled man with
brain injury living independently.



Are customers prepared to pay extra to pay for strategies?

Small minority support A (<1 in 10)

* Most reject because risk of service deterioration

* But some support for bill reductions as cynical about a)
need for additional investment and b) perceive ‘fat’ in
the finances (high salaries etc.)

REDUCE BILL (£440 average)

Means doing less to meet future challenges Larger minority support B: (<1 in 5)

e Already doing good job: why the need to invest more?
KEEP THE BILL THE SAME (£450 average) * Generate other income streams instead of asking the
Maintaining services at the current level but not customer

able to invest a lot in meeting future challenges

* Should be able to make efficiencies and continue to
provide services (as public sector has in time of

INCREASE BILL BY £10 (£460 average)

0000

Means doing a little to meet future challenges auste rlty)

When DCWW bills higher than others (including
INCREASE BILL BY £20 (£470 average) regions that DCWW help to supply)
Means doing more to meet future challenges ° A|ready make excess proﬁt —S0 Why the need?

* Other companies can charge less, why not DCWW?
* Non shareholder run company should be lower cost to
run...why isn’t it?
Don't want to see

the bill go up -
Preparedness to pay is lowest amongst those who need clearer already making a

business case for why customers should contribute more. profit - bill already
.- . expensive
w Affordability rarely mentioned overtly but may be a factor. S wanses AR

Dwr Cymru
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Are customers prepared to pay extra to pay for strategies?

REDUCE BILL (£440 average)
Means doing less to meet future challenges

KEEP THE BILL THE SAME (£450 average)

Maintaining services at the current level but not
able to invest a lot in meeting future challenges

INCREASE BILL BY £10 (£460 average)
Means doing a little to meet future challenges

INCREASE BILL BY £20 (£470 average)
Means doing more to meet future challenges

0000

Large minority support C: (approx. 1in 5)

Expect bill increases/inflationary increases

(neutral not negative comment)

Accept need for further investment, but

this should be offset with excess profit

Unwilling to go further than £10 without

full understanding of the proposed plans CAVEAT: Support
Cost-conscious and keen to keep increases £y, pjlf increase
to a minimum (not convinced by need for based on

£20 rise) understanding
that it is
— , Justified
Majority support D: (approx. 6 in 10) . RL/{;;{}ched
Expect bill increases (as above) * Transparent
£20 small sum relative to other utility rises to customers

NFP gives reassurance that investment will
benefit Wales and its society

Better to make comprehensive/proper
investments: cheaper in long run

Water bills currently reasonable
Motivated by benefits to environment

Majority supporting the highest bill increase option: this is another indication of

wW

Dwr Cymru
Welsh Water

MV acceptance of the strategies...rather than a scientific measure of willingness to pay!
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Engagement process improves confidence in DCWW

Confidence particularly appears to increase among the lower income groups...

DE
C1C2

. Lower socio-economic groups are
AB more impressed with what they
have learned:
* Renewed sense of the critical and
precious nature of water
e Perceive much greater role of
water company than previously
assumed
* Impressed with being consulted
* Reinforces generally good service
experiences
* BUT also want reassurance about
the rationale and value of any
increase in bills —and evidence of
where money is being spent

Higher socio-economic groups more

likely to reserve judgement:

* More likely to know that water
companies governed by laws and
regulators (it’s not all about a
company’s values)

* Concerned that engagement is to test
price tolerance of customers (not
acceptance of plans)

* More questioning about the NFP
structure and what this really means

* Plans lack innovation/vision

* Need to know about current

W/ performance and efficiency to be
W confident

Dwr Cymru = \
Welsh Water blue?&
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In conclusion

This research gives a solid endorsement from DCWW'’s domestic customers:

* The strategies that make up Water 2050 appear to address the most important future challenges

* Customers expect DCWW water to be planning for the future and are happy to see it addressing
challenges that are both in line with and beyond customer’s experience/expectations

* The process of learning about future plans has led to increased confidence in DCWW

However, customers do challenge the plan where it does not explicitly address
all that they hope to see:
» INNOVATION: The long-term plan conveys DCWW as more active in forward

planning than customers had realised — but not as a progressive, innovative,

They seem to have
some good ideas but
don't see anything
about grey water

industry-leading brand. Specifically, customers expect to see innovations in Bangor DE

relation to e.g. grey water, water capture and new ways to increase

efficiencies/revenues They could earn
» OPERATIONAL & CORPORATE EFFICIENCY: Preparedness to pay is contingent money from other

on believing the bills are fair and justified — but customers can’t judge this activities to
themselves —and question corporate efficiency including senior salaries supplement income
* While NFP gives reassurance that shareholders are not profiteering, _ rather than bilf
some customers want to know that it is held to account - as a profit- e m.g’e Se
making organisation would be W;’;,Z",-’,:ﬁg,ﬁ,f;,gzn
* Equally, high bills relative to the rest of the industry could indicate parallel activities

operational inefficiencies Cardiff AB

Demonstrating future planning accommodates the needs of vulnerable customers:
* Customers, including those in vulnerable circumstances, do not generally know about your existing work
in this area — and the plan does not address vulnerability or affordability overtly

°Whis is potentially a missed opportunity

=\
Dwr Cymru ’\
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