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Appendix 15 — NW - vulnerable in-

depth discussion guide

Introduction [5 minutes]

- Thank you for agreeing to take part in an interview. My name is X and | work for a company called
Explain, we're an independent research agency and have been commissioned to help

Northumbrian Water with this research.

- We want to talk to you so we can understand your thoughts and opinions about what matters to
you as a household customer of Northumbrian Water and what you think of the business plan that

Northumbrian Water is currently working on for 2025 — 2030.

- There are no right or wrong answers in this, I'm just hoping to understand your thoughts and

opinions.
o MRS Guidelines - Right to refusal / anonymity

o Okay to record?
Response to pre task (5 mins)

INTERVIEWER NOTE — CHECK TO ENSURE RESPONDENT HAS COMPLETED PRE-TASK — THIS IS A
NECCESSITY FOR THIS INTERVIEW. PLEASE SHARE COPY WITH INTERVIEWEE DURING SESSION AS A

REMINDER/TO DRAW ON THROUGHOUT IF NEEDED.

Before the interview today you will have received a pre-task survey which included lots of information
about Northumbrian Water, the business plan process and the proposed plan for 2025-2030. | just

want to start by checking in on how you found this.
- Isthere anything in the material you read which was difficult to understand?
- What surprised you most out of the things you have read?

- What would you most like to find out more about?
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- Has any of the information you have seen changed your opinion of your water/sewerage service

company in any way? How?

- Do you have any questions about anything you saw/read in the pre task? (INTERVIEWER NOTE —
IF YOU DO NOT KNOW THE RESPONSE, WE CAN COLLECT THEIR EMAIL ADDRESS/NUMBER AND
GET BACK TO THEM)

Recap of intro to Northumbrian Water + awareness/experience

(5 mins)

Before we get into any more discussion, I’'m just going to read out a reminder of who Northumbrian

Water is and what services Northumbrian Water provides.

Northumbrian Water Limited provides water and sewerage services to 2.7 million people in the North
East of England, trading as Northumbrian Water. It provides those services to 1.1 million homes and

67,000 businesses.
They also operate in the South East as “Essex & Suffolk Water”, where they provide water only services.

They are responsible for getting clean, clear drinking water that tastes good to your tap. To do this,
they take water from rivers, reservoirs and underground into water treatment works where the water

is treated to make it safe for drinking.

They also take away wastewater through their sewer network, treat it to make it safe and clean enough

to release into the environment and then feed the cleaned water back into rivers and the sea.

The sludge remaining after the wastewater treatment process is recycled as fertiliser or used to

generate energy.

Every five years, water companies develop a ‘business plan’ that sets out how they want to develop
their services, and the proposed cost to customers. As customers are not able to choose their water
company, water companies must give them a say about what they want from their services and the

price they pay.

Talking to customers also helps water companies prioritise what to do first or what to do most of —
because they are not able to fund everything they would like to do or do all of the things that customers
might want them to do. The business plan and prices are then finalised by Ofwat in a process known as

the Price Review.
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The specific areas we’d like to talk to you about today are in relation to the services that Northumbrian
Water provides to vulnerable customers — for example those who need water for health reasons or

those who are financially vulnerable.
- Are you satisfied with the service you receive from Northumbrian Water? Why / why not?
- Do you feel you receive value for money from Northumbrian Water?

- From what you read in the pre-task, what areas in terms of water and wastewater services, matter

to you? Why?

- From what you read in the pre-task, in what areas do you feel improvement/investment is needed

most? Why?

Service needs/experiences (5 mins)

- Before we get into some discussion around some of the specific services provided by
Northumbrian Water and just so that we can understand your current situation, how do you feel

about your household finances currently?
- How do you feel about your household finances thinking about the future?
- What impact has the cost of living had on you and your household? How do you feel about this?

- Please can you describe your experience with Northumbrian Water? Have you ever experienced
any of their priority services? For example, this might be: additional financial support, bills in
another language, their password scheme which protects customers from scammers, water

delivered to you in an interruption etc., If so, what experience/s have you had?

- What are your expectations when it comes to Northumbrian Water? (interviewer probe for
whether they expect Northumbrian Water to do anything specifically to do with vulnerable/priority

services)

Services aimed at people with health/financial vulnerabilities

(20 mins)

In the pre — task you read about a number of extra support services that Northumbrian Water provides,

for example the Priority Services Register which helps to provide customers with extra support when
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they need it. This could be due to age, disability, mobility, illness, mental health, communication needs,

life changes (such as pregnancy) or if you have children under the age of five.

The pre — task also outlined Northumbrian Water’s proposals for extra support in their 2025 — 2030

business plan which is what we’d like to talk to you about today.

Tackling water poverty.

The first one was around tackling water poverty which is where a household spends more than 3% of

their household income on their water bill.

Northumbrian Water has set an ambitious goal to eliminate water poverty in their regions by 2030.

They will expand the financial support available to customers to achieve this.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyou think Northumbrian Water should prioritise tackling this area now, or further in the future?

Why?

- How do you think Northumbrian Water should tackle water poverty? Are there any changes you’d

make to this proposal?

Introducing new tariffs.

Northumbrian Water is also designing new tariffs to help with affordability. For example:

e Reducing standing charges for some customers to help single person households who use less
water to reduce their bills.

e A smart meter tariff which rewards customers who use their smart meter to monitor their
water use and make changes to reduce it.

e Capping bills for large households who have less control over how much water they use.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyou think Northumbrian Water should prioritise tackling this area now, or further in the future?

Why?
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- How do you think Northumbrian Water should tackle helping with affordability of bills? Are there

any changes you’d make to this proposal?

Expand partnerships to help reach out to all customers.

Northumbrian Water currently works with Citizen’s Advice, StepChange, Age UK and a range of other
charities that help by signposting customers to the extra support services or help with things like debt

advice.

Northumbrian Water will continue to work with these partners and find new opportunities too. For

example, working with warm space hubs and housing associations.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyou think Northumbrian Water should prioritise tackling this area now, or further in the future?

Why?

- How do you think Northumbrian Water should support customer to get the extra support they

need? Are there any changes you’d make to this proposal?

Building awareness of extra support.

Northumbrian Water will continue to raise awareness of their extra support services, such as those you
read about in the pre task. They will do this through a number of ways, for example through targeted

campaigns to those they know need help most.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyou think Northumbrian Water should prioritise tackling this area now, or further in the future?

Why?

- How do you think Northumbrian Water should raise awareness of extra support? Are there any

changes you’d make to this proposal?

Being easy to access via channels of customers’ choice.

This includes improving digital channels for those who prefer to communicate with them online. For

example through text messaging and notifications in their app.
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At the same time increasing opportunities for customers to have face to face conversations with

Northumbrian Water when that is preferred.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyou think Northumbrian Water should prioritise tackling this area now, or further in the future?

Why?

- How do you think Northumbrian Water should improve accessibility? Are there any changes you’d

make to this proposal?

Proposed business plan (10 mins)

At the end of the pre —task we sent you, we outlined Northumbrian Water’s overall proposed business

plan for 2025-2030.

- What did you think of this plan overall?

- Arethere any areas of the plan that you feel are a particular priority to you?

o

What?

Why?

Do the targets Northumbrian Water have outlined in this area go far enough, too far

or just right?

What did you think of this plan in terms of affordability? Is it affordable?

What did you think of this plan in terms of acceptability? Is it acceptable?

- Thinking about the plan overall:

o

o

What did you think of this plan in terms of affordability? Is it affordable? Why?

What did you think of this plan in terms of acceptability? Is it acceptable? Why?

Wrap up and post task (10 mins)

248



NW Limited
Acceptability Research Appendices
August 2023

Thanks for taking part in that discussion with me. I’'m now going to give you your post-task to complete,

please do so now to receive your full incentive. | can help you with this where needed.
- A member of the team will be in touch with your incentive, please can | take your details now?

Thanks very much for taking part in our research today, we appreciate it.
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Appendix 16 — ESW - vulnerable in-

depth discussion guide

Introduction [5 minutes]

- Thank you for agreeing to take part in an interview. My name is X and | work for a company called
Explain, we're an independent tresearch agency and have been commissioned to help Essex &

Suffolk Water with this research.

- We want to talk to you so we can understand your thoughts and opinions about what matters to
you as a household customer of Essex & Suffolk Water and what you think of the business plan

that Essex & Suffolk Water is currently working on for 2025 —2030.

- There are no right or wrong answers in this, I'm just hoping to understand your thoughts and

opinions.
o MRS Guidelines - Right to refusal / anonymity

o Okay to record?
Response to pre task (5 mins)

INTERVIEWER NOTE — CHECK TO ENSURE RESPONDENT HAS COMPLETED PRE-TASK — THIS IS A
NECCESSITY FOR THIS INTERVIEW. PLEASE SHARE COPY WITH INTERVIEWEE DURING SESSION AS A

REMINDER/TO DRAW ON THROUGHOUT IF NEEDED.

Before the interview today you will have received a pre-task survey which included lots of information
about Essex & Suffolk Water, the business plan process and the proposed plan for 2025-2030. | just

want to start by checking in on how you found this.
- Isthere anything in the material you read which was difficult to understand?
- What surprised you most out of the things you have read?

- What would you most like to find out more about?
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- Has any of the information you have seen changed your opinion of your water company in any

way? How?

- Do you have any questions about anything you saw/read in the pre task? (INTERVIEWER NOTE —
IF YOU DO NOT KNOW THE RESPONSE, WE CAN COLLECT THEIR EMAIL ADDRESS/NUMBER AND
GET BACK TO THEM)

Recap of intro to Essex & Suffolk Water + awareness/experience

(5 mins)

Before we get into any more discussion, I’m just going to read out a reminder of who Essex & Suffolk

Water is and what services Essex & Suffolk Water provides.

Northumbrian Water Limited provides water only services in the South East of England, trading as Essex

& Suffolk Water. It provides water to 1.8 million people across 400,000 homes and 43,000 businesses.

It also provides water and wastewater services in in the North East of England, trading as Northumbrian

Water.

Water is taken from reservoirs (where it is collected and stored), rivers and groundwater sources. It is
treated at a water treatment works before it is delivered through a network of pipes to homes and

businesses.

Wastewater is then collected from properties via the sewerage network and treated at wastewater
treatment works to make it safe and clean enough to release back into rivers and the sea. This

wastewater service is provided for you by either Thames Water or Anglian Water.

Every five years, water companies develop a ‘business plan’ that sets out how they want to develop
their services, and the proposed cost to customers. As customers are not able to choose their water
company, water companies must give them a say about what they want from their services and the

price they pay.

Talking to customers also helps water companies prioritise what to do first or what to do most of —
because they are not able to fund everything they would like to do or do all of the things that customers
might want them to do. The business plan and prices are then finalised by Ofwat in a process known as

the Price Review.
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The specific areas we’d like to talk to you about today are in relation to the services that Essex & Suffolk

Water provides to vulnerable customers — for example those who need water for health reasons or

those who are financially vulnerable.

Are you satisfied with the service you receive from Essex & Suffolk Water? Why / why not?

Do you feel you receive value for money from Essex & Suffolk Water?

From what you read in the pre-task, what areas in terms of water and wastewater services, matter

to you? Why?

From what you read in the pre-task, in what areas do you feel improvement/investment is needed

most? Why?

Service needs/experiences (5 mins)

Before we get into some discussion around some of the specific services provided by Essex &
Suffolk Water and just so that we can understand your current situation, how do you feel about

your household finances currently?

How do you feel about your household finances thinking about the future?

What impact has the cost of living had on you and your household? How do you feel about this?

Please can you describe your experience with Essex & Suffolk Water? Have you ever experienced
any of their priority services? For example, this might be: additional financial support, bills in
another language, their password scheme which protects customers from scammers, water

delivered to you in an interruption etc., If so, what experience/s have you had?

What are your expectations when it comes to Essex & Suffolk Water? (interviewer probe for
whether they expect Essex & Suffolk Water to do anything specifically to do with vulnerable/priority

services)

Services aimed at people with health/financial vulnerabilities

(20 mins)

252



NW Limited
Acceptability Research Appendices
August 2023

In the pre —task you read about a number of extra support services that Essex & Suffolk Water provides,
for example the Priority Services Register which helps to provide customers with extra support when
they need it. This could be due to age, disability, mobility, illness, mental health, communication needs,

life changes (such as pregnancy) or if you have children under the age of five.

The pre — task also outlined Essex & Suffolk Water’s proposals for extra support in their 2025 — 2030

business plan which is what we’d like to talk to you about today.
Tackling water poverty.

The first one was around tackling water poverty which is where a household spends more than 3% of

their household income on their water bill.

Essex & Suffolk Water has set an ambitious goal to eliminate water poverty in their regions by 2030.

They will expand the financial support available to customers to achieve this.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyouthink Essex & Suffolk Water should prioritise tackling this area now, or further in the future?

Why?

- How do you think Essex & Suffolk Water should tackle water poverty? Are there any changes you’d

make to this proposal?

Introducing new tariffs.

Essex & Suffolk Water is also designing new tariffs to help with affordability. For example:

e Reducing standing charges for some customers to help single person households who use less
water to reduce their bills.

e A smart meter tariff which rewards customers who use their smart meter to monitor their
water use and make changes to reduce it.

e Capping bills for large households who have less control over how much water they use.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyouthink Essex & Suffolk Water should prioritise tackling this area now, or further in the future?

Why?
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- How do you think Essex & Suffolk Water should tackle helping with affordability of bills? Are there

any changes you’d make to this proposal?

Expand partnerships to help reach out to all customers.

Essex & Suffolk Water currently works with Citizen’s Advice, StepChange, Age UK and a range of other
charities that help by signposting customers to the extra support services or help with things like debt

advice.

Essex & Suffolk Water will continue to work with these partners and find new opportunities too. For

example, working with warm space hubs and housing associations.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyouthink Essex & Suffolk Water should prioritise tackling this area now, or further in the future?

Why?

- How do you think Essex & Suffolk Water should support customer to get the extra support they

need? Are there any changes you’d make to this proposal?

Building awareness of extra support.

Essex & Suffolk Water will continue to raise awareness of their extra support services, such as those you
read about in the pre task. They will do this through a number of ways, for example through targeted

campaigns to those they know need help most.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyou think Essex & Suffolk Water should prioritise tackling this area now, or further in the future?

Why?

- How do you think Essex & Suffolk Water should raise awareness of extra support? Are there any

changes you’d make to this proposal?

Being easy to access via channels of customers’ choice.

This includes improving digital channels for those who prefer to communicate with them online. For

example through text messaging and notifications in their app.
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At the same time increasing opportunities for customers to have face to face conversations with Essex

& Suffolk Water when that is preferred.

- How important is this to you? Why?

- What do you think of this as a goal? Does it go far enough/just right/too far? Why?

- Doyouthink Essex & Suffolk Water should prioritise tackling this area now, or further in the future?

Why?

- How do you think Essex & Suffolk Water should improve accessibility? Are there any changes you’d

make to this proposal?

Proposed business plan (10 mins)

At the end of the pre —task we sent you, we outlined Essex & Suffolk Water’s overall proposed business

plan for 2025-2030.

- What did you think of this plan overall?

- Arethere any areas of the plan that you feel are a particular priority to you?

o

What?

Why?

Do the targets Essex & Suffolk Water have outlined in this area go far enough, too far

or just right?

What did you think of this plan in terms of affordability? Is it affordable?

What did you think of this plan in terms of acceptability? Is it acceptable?

- Thinking about the plan overall:

o

o

What did you think of this plan in terms of affordability? Is it affordable?

What did you think of this plan in terms of acceptability? Is it acceptable?

Wrap up and post task (10 mins)
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Thanks for taking part in that discussion with me. I’'m now going to give you your post-task to complete,

please do so now to receive your full incentive. | can help you with this where needed.
- A member of the team will be in touch with your incentive, please can | take your details now?

Thanks very much for taking part in our research today, we appreciate it.
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Appendix 17 — NW - non household

customer in-depth discussion guide

Introduction [5 minutes]

- Thank you for agreeing to take part in an interview. My name is X and | work for a company called
Explain, we're an independent research agency and have been commissioned to help

Northumbrian Water with this research.

- We want to talk to you so we can understand your thoughts and opinions about what matters to
you as a business/non-household customer of Northumbrian Water and what you think of the
business plan that Northumbrian Water is currently working on for 2025 — 2030. The key thing is
that we want to hear your views as a non-household/business customer, so although
Northumbrian Water may also be your household water supplier please keep your ‘non-

household/business hat on’ for the interview.

- There are no right or wrong answers in this, I’'m just hoping to understand your thoughts and

opinions.
o MRS Guidelines - Right to refusal / anonymity

o Okay to record?

Response to pre task (5 mins)

INTERVIEWER NOTE — CHECK BEFORE CALLING TO ENSURE RESPONDENT HAS COMPLETED PRE TASK
— THIS IS A NECCESSITY FOR THIS INTERVIEW. IF NOT, PLEASE CONTACT TO PROMPT AND/OR
REARRANGE.

Before the interview today you will have received a pre-task survey which included lots of information
about Northumbrian Water, the business plan process and the proposed plan for 2025-2030. | just

want to start by checking in on how you found this.
- Isthere anything in the material you read which was difficult to understand?

- What surprised you most out of the things you have read?
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- What would you most like to find out more about?

- Has any of the information you have seen changed your opinion of your water/sewerage service

company in any way? How?

- Do you have any questions about anything you saw/read in the pre task? (INTERVIEWER NOTE —
IF YOU DO NOT KNOW THE RESPONSE, WE CAN COLLECT THEIR EMAIL ADDRESS AND GET BACK
TO THEM)

Recap of intro to Northumbrian Water + awareness/experience

(5 mins)

Before we get into any more discussion, I’'m just going to read out a reminder of who Northumbrian

Water is and what services Northumbrian Water provides.

Northumbrian Water Limited provides water and sewerage services to 2.7 million people in the North
East of England, trading as Northumbrian Water. It provides those services to 1.1 million homes and

67,000 business.
They also operate in the South East as “Essex & Suffolk Water”, where they provide water only services.

They are responsible for getting clean, clear drinking water that tastes good to your tap. To do this,
they take water from rivers, reservoirs and underground into water treatment works where the water

is treated to make it safe for drinking.

They also take away wastewater through their sewer network, treat it to make it safe and clean enough
to release into the environment and then feed the cleaned water back into rivers and the sea. The sludge

remaining after the wastewater treatment process is recycled as fertiliser or used to generate energy.

As a reminder, businesses, charities and public sector organisations in England can shop around for
their water retailer. This works like other open utility markets (such as electricity and gas). Retail
suppliers buy the physical supply of water and removal of wastewater and then they sell these services

to non-household customers.
You may not be a retail customer of Northumbrian Water, but you are a wholesale customer.
- Isthere any of this information that you did not know previously? If so, what?

- From what you read in the pre-task, what areas in terms of water and wastewater services, matter

to your business most? Why?
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- From what you read in the pre-task, in what areas do you feel improvement/investment is needed

most? Why?
- Please can you describe your experience with Northumbrian Water, as a business customer?
- What was your last interaction with Northumbrian Water?
- How do you feel about Northumbrian Water as a company? Positive, negative? Why?

- How do you feel about Northumbrian Water in terms of value for money for your wholesale water

and wastewater services?

INTERVIEWER NOTE — CHECK THEIR INDIVIDUAL RESPONSE TO PRE TASK TO GUIDE THE FOLLOWING
CONVERSATION.

Long term picture (5 mins)

Before we consider the business plan that Northumbrian Water is proposing for 2025-2030, we’re

going to take a step back and think about the wider, longer term picture.

When thinking about the future, there are a lot of wider challenges that we face globally and there is a
lot of uncertainty around how a number of issues will impact upon us. To plan for these longer term

future challenges, Northumbrian Water have been developing a Long Term Delivery Strategy (LTDS).

To deliver on this strategy, Northumbrian Water would need to make significant investment, which

would require money from customers through increased bills.

Northumbrian Water have some choices to make as when they make this investment and impact
customer bills. They could do all the investment quickly or could wait and push some things back to

2030 and beyond. This is called phasing.

Northumbrian Water’s long term delivery strategy aims are:
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- What do you think of these goals? Do they go far enough? Too far? Just right?

- Which of these do you think Northumbrian Water should prioritise?

Temperature check — finances in an uncertain economy (5 mins)

We want to understand how you and your organisation feel about the current economy and how your

organisation sits in this.
- How positive or negative is your organisation feeling about finances at the moment?
- Andin the future?

Thank you.

Shorter term picture — proposed plan (20 mins)

For the final section of our discussion, we’re going to focus on the shorter-term picture. In the pre-task
you will have seen a number of graphs which demonstrated Northumbrian Water’s performance on a

number of areas both over time and in comparison, to other water and wastewater companies.

You’ll have also seen that in Northumbrian Water’s proposed business plan, five investment areas that
were mentioned, some areas are ‘must’ do areas of investment and others are discretionary. We’re

going to now look at these areas in a bit more detail.
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Metering, water efficiency and leakage.

This investment is to do with ensuring there is enough water available in the future by helping

homes/businesses to use less and reduce leakage. Northumbrian Water plans to:

e Go further on reducing the water lost from their network through leakage

e Allow customers to choose to have a smart water meter

e Provide a range of free support and advice to household and business customers on water efficiency

The government has set targets for water companies to reduce leakage by 50% by 2050. Therefore
Northumbrian Water can choose how much of this work they complete between 2025 and 2030. They
can either do nothing in 2025-2030 and push all the work back (meaning no bill impact), they can do
what is needed to stay on track for the 2050 target (increase of around 4.30% on bills by 2030, this is
what is in their plan) or they can do more now and get ahead of the target (impact on cost would
depend how much extra they do). By doing nothing there would be an increased risk of needing new

water supplies and being forced to take too much water from rivers to supply customers.

We'd like to know...

- Do you think this target goes far enough/too far/just right?

- What do you think of how this target will be met? Does the approach reflect how you would like

Northumbrian Water to go about this?

- What do you think of the proposed bill change?

- What do you think of each phasing option? (note for moderator — explore preferred phasing
options and service level choices, in the context of how these affect proposed bills, how different

phasing affects service)
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- What is your preferred phasing option from the perspective of your business needs?

- How acceptable is this to you and your business? Why?

- How affordable is this to you and your business? Why?

Storm overflows.

Storm overflows act as relief valves when the sewerage system is at risk of being overwhelmed, for
example during heavy rainfall when a lot of rain water runs into the sewerage system in a short space
of time. Northumbrian Water will invest in new solutions to reduce the reliance on storm overflows

going forward for example by:

e Diverting excess water to reduce the chance of flooding

e Use natural solutions to reduce the amount of water going into sewers.

e  Use concrete tanks to store excess water.

e Surface water separation. This basically involves rebuilding the pipework so that the

wastewater and rainwater are in separate pipes

The Government has set a target for tackling storm overflows — all must be improved by 2050. By 2035
Northumbrian Water must improve all storm overflows which could affect a bathing water, and 75% of
those which could affect high priority nature sites. They could do only what is needed (increase of
around 5.80% on bills), they could do a bit more to tackle more bathing waters (an increase of a further
3.4% in addition to the 5.80% on bills, this is in their proposed plan) or they could go even further. By
doing the minimum needed, Northumbrian Water would need to exclude more difficult storm overflows

which means fewer improvements at bathing waters.

We'd like to know...

- Do you think this target goes far enough/too far/just right?

- What do you think of how this target will be met? Does the approach reflect how you would like

Northumbrian Water to go about this?

- What do you think of the proposed bill change?

- What do you think of each phasing option? (note for moderator — explore preferred phasing
options and service level choices, in the context of how these affect proposed bills, how different

phasing affects service)

- What is your preferred phasing option from the perspective of your business needs?
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- How acceptable is this to you and your business? Why?

- How affordable is this to you and your business? Why?

Improvements to asset health.

Northumbrian Water has lots of assets that were built in roughly the same time period. 9% of
Northumbrian Water’s assets are in need of repair or replacement. The solution here is to replace this

ageing and failing assets.

Northumbrian Water has some options as to how they could tackle this. They could do nothing over and
above usual expenditure between 2025-2030 (no bill increase), they could do what is needed in order
to maintain service levels until 2030 (an increase of 1.70% on bills by 2030, this is in their proposed plan)
or they could invest more now to tackle potential future problems. By doing nothing, there is a risk of

more pollution incidents, more supply interruptions and deteriorating water quality.

We'd like to know...

- Do you think this target goes far enough/too far/just right?

- What do you think of how this target will be met? Does the approach reflect how you would like

Northumbrian Water to go about this?

- What do you think of the proposed bill change?

- What do you think of each phasing option? (note for moderator — explore preferred phasing
options and service level choices, in the context of how these affect proposed bills, how different

phasing affects service)

- What is your preferred phasing option from the perspective of your business needs?

- How acceptable is this to you and your business? Why?

- How affordable is this to you and your business? Why?

Regional flooding.

This involves working with north east local authorities and the Environment Agency to reduce the risk
of all types of flooding across the region. Northumbrian Water would like to deliver an additional 60

projects between 2025 and 2030 to jointly tackle flooding and reduce the risk for customers.

263



NW Limited
Acceptability Research Appendices
August 2023

Northumbrian Water has some options as to how they could tackle this. They could do nothing between
2025-2030 (no bill impact) or they could work with local authorities and the Environment Agency to
tackle flooding issues across our region together (an increase of 0.60% on bills by 2030, this is in their

proposed plan). By doing nothing, properties and business will still be affected by sewer flooding.

We'd like to know...

- Do you think this target goes far enough/too far/just right?

- What do you think of how this target will be met? Does the approach reflect how you would like

Northumbrian Water to go about this?

- What do you think of the proposed bill change?

- What do you think of each phasing option? (note for moderator — explore preferred phasing
options and service level choices, in the context of how these affect proposed bills, how different

phasing affects service)

- What is your preferred phasing option from the perspective of your business needs?

- How acceptable is this to you and your business? Why?

- How affordable is this to you and your business? Why?

Resilience — climate change adaptation.

This is about protecting water and wastewater treatment works from severe weather and other risks
brought about by climate change to avoid interruptions to service. Northumbrian Water plan to protect
water and sewage treatment facilities from flooding, to help prevent these being inaccessible or

stopping working.

Northumbrian Water has some options as to the pace they take to address these. They could do nothing
between 2025-2030 (no impact on bills), they could make the investment they would like to (an increase
in bills by 1.60% by 2030, this is in their proposed plan), or they could go further and tackle more
potential risks. By doing nothing the risks are: more supply interruptions, more pollution incidents and

issues with water quality.
We'd like to know...

- Do you think this target goes far enough/too far/just right?
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- What do you think of how this target will be met? Does the approach reflect how you would like

Northumbrian Water to go about this?
- What do you think of the proposed bill change?

- What do you think of each phasing option? (note for moderator — explore preferred phasing
options and service level choices, in the context of how these affect proposed bills, how different

phasing affects service)
- What is your preferred phasing option from the perspective of your business needs?
- How acceptable is this to you and your business? Why?

- How affordable is this to you and your business? Why?

Must do vs proposed plan (10 mins)

In the pre-task you will have seen a summary of Northumbrian Water’s proposed business plan for
2025-2030. As mentioned throughout the discussion today, they have options in terms of when they
can invest in certain areas. I’'m now going to share a summary of the ‘must do’ plan and the ‘proposed’

plan.

MODERATOR SHARE SCREEN OF MUST DO AND PROPOSED PLAN.
The ‘must do’ plan only includes those investments that are statutory.
So what are the key differences?

Storm overflows — in the must do plan, Northumbrian Water will only make the minimum investment
in 2025-30, pushing back as much investment as possible until after 2030 and choosing the cheapest
options for tackling storm overflows. In the proposed plan, however, Northumbrian Water would
tackle more storm overflows into bathing water now, rather than delaying these until after 2030. More

green solutions are also included only in the proposed plan.

Additional investment to tackle regional flooding is not included in the must do plan.

Additional investment in resilience to adapt to climate change is not included in the must do plan.
The overall bill impact of the must do plan is an increase of 23.60%.

The overall bill impact of the proposed plan is an increase of 29.90%.
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- What do you think of the must do plan in terms of acceptability?
- What do you think of the must do plan in terms of affordability?
- What do you think of the proposed plan in terms of acceptability?

- What do you think of the proposed plan in terms of affordability?
Wrap up and post task (5 mins)

Finally, we’d like to show you an example of how Northumbrian Water’s proposed bill will impact your
current bill. Please note this is just a prediction and is a ball park guide — once inflation and actual
rewards and penalties are built in, your bill is likely to be a bit different. You will see this again in your
post-task. (INTERVIEWER NOTE — USE GRAPHS TO SHARE THEIR CURRENT BILL AMOUNT AND SHOW
ON SCREEN OR TALK THEM THROUGH IT)

- Now that you have seen this, how do you feel about this in terms of affordability? And

acceptability?

Thanks for taking part in that discussion with me. I’'m now going to send you your post-task to

complete, please do so in the next few days to receive your full incentive.
- A member of the team will be in touch with your incentive, please can | take your details now?

Thanks very much for taking part in our research today, we appreciate it.
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Appendix 18 — ESW — non

household customer in-depth

discussion guide

Introduction [5 minutes]

Thank you for agreeing to take part in an interview. My name is X and | work for a company called
Explain, we're an independent research agency and have been commissioned to help Essex &

Suffolk Water with this research.

We want to talk to you so we can understand your thoughts and opinions about what matters to
you as a business/non-household customer of Essex & Suffolk Water and what you think of the
business plan that Essex & Suffolk Water is currently working on for 2025 — 2030. The key thing is
that we want to hear your views as a non-household/business customer, so although Essex &
Suffolk Water may also be your household water supplier please keep your ‘non-

household/business hat on’ for the interview.

There are no right or wrong answers in this, I’'m just hoping to understand your thoughts and

opinions.

o MRS Guidelines - Right to refusal / anonymity

o Okay to record?

Response to pre task (5 mins)

INTERVIEWER NOTE — CHECK BEFORE CALLING TO ENSURE RESPONDENT HAS COMPLETED PRE TASK

— THIS IS A NECCESSITY FOR THIS INTERVIEW. IF NOT, PLEASE CONTACT TO PROMPT AND/OR

REARRANGE.

Before the interview today you will have received a pre-task survey which included lots of information

about Essex & Suffolk Water, the business plan process and the proposed plan for 2025-2030. | just

want to start by checking in on how you found this.
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- Is there anything in the material you read which was difficult to understand?
- What surprised you most out of the things you have read?
- What would you most like to find out more about?

- Has any of the information you have seen changed your opinion of your water company in any

way? How?

- Do you have any questions about anything you saw/read in the pre task? (INTERVIEWER NOTE —
IF YOU DO NOT KNOW THE RESPONSE, WE CAN COLLECT THEIR EMAIL ADDRESS AND GET BACK
TO THEM)

Recap of intro to Essex & Suffolk Water + awareness/experience

(5 mins)

Before we get into any more discussion, I’m just going to read out a reminder of who Essex & Suffolk

Water is and what services Essex & Suffolk Water provides.

Northumbrian Water Limited provides water only services in the South East of England, trading as Essex

& Suffolk Water. It provides water to 1.8 million people across 400,000 homes and 43,000 businesses.

It also provides water and wastewater services in in the North East of England, trading as Northumbrian

Water.

Water is taken from reservoirs (where it is collected and stored), rivers and groundwater sources. It is
treated at a water treatment works before it is delivered through a network of pipes to homes and

businesses.

Wastewater is then collected from properties via the sewerage network and treated at wastewater
treatment works to make it safe and clean enough to release back into rivers and the sea. This

wastewater service is provided for you by either Thames Water or Anglian Water.

As a reminder, businesses, charities and public sector organisations in England can shop around for
their water retailer. This works like other open utility markets (such as electricity and gas). Retail
suppliers buy the physical supply of water and removal of wastewater and then they sell these services

to non-household customers.

You may not be a retail customer of Essex & Suffolk Water, but you are a wholesale customer.
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- Isthere any of this information that you did not know previously? If so, what?

- From what you read in the pre-task, what areas in terms of water services, matter to your business

most? Why?

- From what you read in the pre-task, in what areas do you feel improvement/investment is needed

most? Why?
- Please can you describe your experience with Essex & Suffolk Water, as a business customer?
- What was your last interaction with Essex & Suffolk Water?
- How do you feel about Essex & Suffolk Water as a company? Positive, negative? Why?
- How do you feel about Essex & Suffolk Water in terms of value for money for your water services?

INTERVIEWER NOTE — CHECK THEIR INDIVIDUAL RESPONSE TO PRE TASK TO GUIDE THE FOLLOWING
CONVERSATION.

Long term picture (5 mins)

Before we consider the business plan that Essex & Suffolk Water is proposing for 2025-2030, we're

going to take a step back and think about the wider, longer term picture.

- When thinking about the future, there are a lot of wider challenges that we face globally and there
is a lot of uncertainty around how a number of issues will impact upon us. To plan for these longer
term future challenges, Essex & Suffolk Water have been developing a Long Term Delivery Strategy

(LTDS).

To deliver on this strategy, Essex & Suffolk Water would need to make significant investment, which

would require money from customers through increased bills.

Essex & Suffolk Water have some choices to make as when they make this investment and impact
customer bills. They could do all the investment quickly or could wait and push some things back to

2030 and beyond. This is called phasing.

Essex & Suffolk Water’s long term delivery strategy aims are:
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- What do you think of these goals? Do these targets go far enough? Too far? Just right?

- Which of these do you think Essex & Suffolk Water should prioritise?

Temperature check — finances in an uncertain economy (5 mins)

We want to understand how you and your organisation feel about the current economy and how your

organisation sits in this.
- How positive or negative is your organisation feeling about finances at the moment?

- Andin the future?

Shorter term picture — proposed plan (20 mins)

For the final section of our discussion, we’re going to focus on the shorter-term picture. In the pre-task
you will have seen a number of graphs which demonstrated Essex & Suffolk Water’s performance on a

number of areas both over time and in comparison, to other water companies.

You’ll have also seen that in Essex & Suffolk Water’s proposed business plan, four investment areas that
were mentioned, some areas are ‘must’ do areas of investment and others are discretionary. We’re

going to now look at these areas in a bit more detail.
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Metering, water efficiency and leakage.

This investment is to do with ensuring there is enough water available in the future by helping

homes/businesses to use less and reduce leakage. Northumbrian Water plans to:

e Go further on reducing the water lost from their network through leakage

e Introduce compulsory smart water meters

e Provide a range of free support and advice to household and business customers on water efficiency

The government has set targets for water companies to reduce leakage by 50% by 2050. Therefore
Northumbrian Water can choose how much of this work they complete between 2025 and 2030. They
can either do nothing in 2025-2030 and push all the work back (meaning no bill impact), they can do
what is needed to stay on track for the 2050 target (an increase of around 7.90% on bills by 2030, this
is what is in their plan) or they can do more now and get ahead of the target (impact on cost would
depend how much extra they do). By doing nothing there would be an increased risk of needing new

water supplies and being forced to take too much water from rivers to supply customers.

We'd like to know...

- Do you think this target goes far enough/too far/just right?

- What do you think of how this target will be met? Does the approach reflect how you would like

Essex & Suffolk Water to go about this?

- What do you think of the proposed bill change?

- What do you think of each phasing option? (note for moderator — explore preferred phasing
options and service level choices, in the context of how these affect proposed bills, how different

phasing affects service)
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- Whatis your preferred phasing option from the perspective of your business needs?

- How acceptable is this to you and your business? Why?

- How affordable is this to you and your business? Why?

Improvements to asset health.

Essex & Suffolk Water has lots of assets that were built in roughly the same time period. 9% of Essex &
Suffolk Water’s assets are in need of repair or replacement. The solution here is to replace this ageing

and failing assets.

Northumbrian Water has some options as to how they could tackle this. They could do nothing over and
above usual expenditure between 2025-2030 (no bill impact), they could do what is needed in order to
maintain service levels until 2030 (an increase of around 2.2% on bills by 2030, this is in their proposed
plan) or they could invest more now to tackle potential future problems. By doing nothing, there is a

risk of more supply interruptions and deteriorating water quality.

We'd like to know...

- Do you think this target goes far enough/too far/just right?

- What do you think of how this target will be met? Does the approach reflect how you would like

Essex & Suffolk Water to go about this?

- What do you think of the proposed bill change?

- What do you think of each phasing option? (note for moderator — explore preferred phasing
options and service level choices, in the context of how these affect proposed bills, how different

phasing affects service)

- What is your preferred phasing option from the perspective of your business needs?

- How acceptable is this to you and your business? Why?

- How affordable is this to you and your business? Why?

Water supply options.

Essex & Suffolk Water’s plans over the long term are to make sure there is sufficient water to meet
demand. Their modelling has shown investment in new water supplies is needed. This includes schemes

to recycle water and build new storage reservoirs.
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Essex & Suffolk Water has some options as to how they could tackle this. They could do nothing and
push everything back (no bill impact by 2030), they could make the investment that they must do (an
increase of around 9.1% on bills by 2030) or they could do more now and get ahead of target (the cost
would depend how much extra they did). The risks associated with doing nothing are an increased risk
of interruption to supply and damage caused by taking too much water from rivers and increased

leakage.

We'd like to know...

- Do you think this target goes far enough/too far/just right?

- What do you think of how this target will be met? Does the approach reflect how you would like

Essex & Suffolk Water to go about this?

- What do you think of the proposed bill change?

- What do you think of each phasing option? (note for moderator — explore preferred phasing
options and service level choices, in the context of how these affect proposed bills, how different

phasing affects service)

- What is your preferred phasing option from the perspective of your business needs?

- How acceptable is this to you and your business? Why?

- How affordable is this to you and your business? Why?

Resilience — climate change adaptation.

This is to do with protecting water treatment works from severe weather and other risks brought about
by climate change to avoid interruptions to service. Essex & Suffolk Water plan to protect water

treatment facilities from flooding, to help prevent these being inaccessible or stopping working.

Essex & Suffolk Water has some options as to the pace they take to address these. They could do nothing
between 2025-2030 (no impact on bills by 2030), they could make the investment they would like to
(increase of around 1.9% on bills by 2030, this is in their proposed plan), or they could go further and
tackle more potential risks. By doing nothing the risks are: more supply interruptions and issues with

water quality.

We'd like to know...

- Do you think this target goes far enough/too far/just right?
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- What do you think of how this target will be met? Does the approach reflect how you would like

Essex & Suffolk Water to go about this?
- What do you think of the proposed bill change?

- What do you think of each phasing option? (note for moderator — explore preferred phasing
options and service level choices, in the context of how these affect proposed bills, how different

phasing affects service)
- What is your preferred phasing option from the perspective of your business needs?
- How acceptable is this to you and your business? Why?

- How affordable is this to you and your business? Why?

Must do vs proposed plan (10 mins)

In the pre-task you will have seen a summary of Essex & Suffolk Water’s proposed business plan for
2025-2030. As mentioned throughout the discussion today, they have options in terms of when they
can invest in certain areas. I’'m now going to share a summary of the ‘must do’ plan and the ‘proposed’

plan.

MODERATOR SHARE SCREEN OF MUST DO AND PROPOSED PLAN.

The ‘must do’ plan only includes those investments that are statutory.

So what are the key differences?

Additional investment in resilience to adapt to climate change is not included in the must do plan.
The overall bill impact of the must do plan is an increase of 21.20%.

The overall bill impact of the proposed plan is an increase of 23.50%.

- What do you think of the must do plan in terms of acceptability?

- What do you think of the must do plan in terms of affordability?

- What do you think of the proposed plan in terms of acceptability?

- What do you think of the proposed plan in terms of affordability?

Wrap up and post task (5 mins)
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Finally, we’d like to show you an example of how Essex & Suffolk Water’s proposed plan will impact
your current bill. Please note this is just a prediction and is a ball park guide — once inflation and actual
rewards and penalties are built in, your bill is likely to be a bit different. You will see this again in your
post-task. (INTERVIEWER NOTE — USE GRAPHS TO SHARE THEIR CURRENT BILL AMOUNT AND SHOW
ON SCREEN OR TALK THEM THROUGH IT)

Remember your wastewater wholesaler is Anglian Water or Thames Water, and their charges for those

services are not shown in the amounts shown today.

It is likely that the wastewater wholesaler charges will also increase from 2025 due to other statutory

obligations, regulations related to wastewater services or other improvements they propose to make.

Anglian Water have told us that they expect their average 2023 wastewater household customer bill

to increase by around 10% by 2030.

Thames Water have told us that they expect their average 2023 wastewater household customer bill

to increase by around 27.5% by 2030.

- How do you feel about this in terms of affordability? And acceptability?

Thanks for taking part in that discussion with me. I’'m now going to send you your post-task to

complete, please do so in the next few days to receive your full incentive.

- A member of the team will be in touch with your incentive, please can | take your details now?

Thanks very much for taking part in our research today, we appreciate it.
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Appendix 19 — post task survey -
NW/ESW - household/non-

household

Please note Northumbrian Water and Essex & Suffolk post-task surveys were the same other than the

change of name.
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Appendix 20 — post task survey —
NW/ESW - futures
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Appendix 21 — post task survey —
NW/ESW - vulnerable
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Appendix 22 — Pre-task video
Transcripts — NW

Video 1 — The Water Industry
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Video 2 — Business Plan Process
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Video 3 — The Services NW Provides
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Northumbrian Water's Purpose is:

Caring for the essential needs of our communities and environment, now and
for generations to come.

We do this by providing reliable and affordable water and wastewater services
for our customers. We make a positive difference by operating efficiently and
investing prudently, to maintain a sustainable and resilient business.

Here are some of the ways it does this:

NW
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Video 4 — How a Water Company’s Performance
is Monitored
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We are now going to show you how well your water
and sewerage company is doing on some of their

performance commitments, compared to other water
companies in England and Wales.
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These performance commitments are a snapshot out of
the wide range of services companies provide. We are
showing these examples as customers have told us they

are particularly important to them.
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Appendix 23 - Video Transcripts —
ESW

Video 1 — The Water Industry
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Video 2 — Business Plan Process
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Video 3 — The service ESW provides
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Essex & Suffolk Water's Purpose is:

Caring for the essential needs of our communities and environment, now and
for generations to come.

We do this by providing reliable and affordable water and wastewater services
for our customers. We make a positive difference by operating efficiently and
investing prudently, to maintain a sustainable and resilient business.

Here are some of the ways it does this:
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Video 4 — How a Water Company’s Performance
is Monitored
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We are now going to show you how well your water
and sewerage company is doing on some of their
performance commitments, compared to other water
companies in England and Wales.

These performance commitments are a snapshot out of
the wide range of services companies provide. We are
showing these examples as customers have told us they

are particularly important to them.
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