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explain

“Quality is never an
accident it is always the
result of intelligent

effort”

Introduction
An overview of the project background, objectives and

methodology.
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Introduction

Project background and objectives

NWG is in the process of developing their PR24 business plan which will be underpinned by extensive
customer research and engagement. A draft plan is currently in development and will undergo

acceptability testing in 2023.

As part of an iterative process to develop and refine a plan which will be presented to customers in
acceptability testing, NWG has deployed the decision analytics solution Copperleaf to define a best
value plan based on a range of inputs. One of the inputs required by Copperleaf was customer

valuations for service improvements across all measures that will be included in the plan.

A research project was therefore required to derive customers valuations for all 24 measures that will
be included in the plan for Northumbrian Water and all 14 measures for Essex & Suffolk Water. The

measures included in the project included:
- Business Demand

- Mains Repairs

- Sewer Collapses

- Reduced number of blockages
- Water Quality - Taste & Odour
- Water Quality - Appearance

- Bathing Water Quality

- Pollutions Incidents (total)

- Serious pollution incidents

- Discharge permit compliance
- River Water Quality

- Storm Overflows
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Operational GHG

- Biodiversity

- Water Environments (Blue Spaces)

- Internal Flooding

- External Flooding

- Repeat Sewer Flooding

- Water Supply Interruptions 3 hrs

- Interruptions 12 hours

- Interruptions 1 - 3 hours

- Reduced unplanned outage

- Leakage

- PCC

- Visible Leak Repair Time

It was important to NWG that customers were able to consider all measures collectively, making trade
offs where needed and identifying those measures where they would like to see NWG be the most

ambitious.

It was also key that the methodology ensured the cognitive validity of results and that customers were
able to make informed choices and trade-offs without being overwhelmed with information and

choices.

The methodology taken to achieve these objectives is described in the following section.
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Methodology

Traditionally customer valuations for business planning are derived using stated preference
methodologies which use choice modelling, however these methodologies only allow respondents to
consider a limited number of measures (usually up to around 8) so this method would not meet the
objective of enabling respondents to consider all measures as a whole. In addition, this methodology
can be difficult for respondents to engage with given the need to make repeated choices about

different packages.

It was also recommended that the chosen methodology involve face to face research to enable
respondents to easily view all of the investments in one go without the restrictions of screen
dimensions. The face to face approach also enabled the exercise to be tactile bringing to life the

decisions that were being made and allowing respondents to easily “play around” with their choices.

On this basis a board game methodology was developed and 2,000 surveys completed via a series of

hall tests.

Hall tests

Hall tests were carried out in various locations across the North East, Essex and Suffolk. The hall tests
were set up as shown in the images below, with a researcher based at each table to run through the

activity with each respondent. Members of the public were invited to take part, after completing a

recruitment survey to ensure they were eligible and met the demographic requirements.




Copperleaf valuations
NWG
January 2023

The table below shows the locations of the hall tests:

Location ‘ Number of respondents
North East

- South Shields

- Durham

- Newcastle Upon Tyne
- Alnwick

- Darlington

- Bishop Auckland

- Hexham

1000

- Chelmsford
- Romford
- Southend on Sea

648

Suffolk

- Great Yarmouth

- Lowestoft 352

The board game concept built on ODI research NWG conducted during PR19. Respondents were
presented with large activity sheets detailing all the performance measures. For each measure there

was:

- Ashort description

- An indication of current performance and how this compared to the rest of the industry (where

possible)

- A potential future service level




Copperleaf valuations
NWG
January 2023

As shown in the image below, respondents were provided with a number of plastic coins representing
money they would pay over and above their current water/water and wastewater bill and asked to
allocate the coins across the measures to demonstrate how much they would be willing to pay to see

NWG achieve this service level.
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The exercise was unconstrained with respondents able to use as few or as many coins as they wished.
In Northumbrian Water areas, due to the greater number, measures were presented in themes. There

were four themes in total, with varying numbers of measures under each theme:

Asset Health Environment Wastewater Water

3 measures 9 measures 3 measures 9 measures

Respondents viewed the themes first and allocated coins to each theme. They then carried forward
the coins they had allocated to that theme and spread them across the individual measures.
Respondents could request more coins for each theme or return some if they needed to once they had
allocated coins to each measure. Throughout the process the researcher continually checked that

respondents were happy with their total, and they were able to make as many changes as they wanted.

Respondents were asked if they knew how much they paid per month or year for their water (and
wastewater) services. If the respondent was aware of their monthly bill, the researcher then calculated

the annual bill. If the respondent didn’t know how much their bill was, the researcher used the
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showcard below to identify a typical bill. This figure was then used to show how much their annual bill

would be once additions for each of the measures had been made.

ESSEX&SUFFOI.I(
WA'I'EII

= Metered
You have a water meter, so you pay for
the water you use.

2 G

Prefers showers to baths
Mo garden watering
Low use of washing machine/dist

[mad) A
% "&‘ bedroom house
2-4 people

Frequsnt showers and some hathg Large

rfl

use nf- pip 4+ bedroom house

h
- gular use of washing machine/di |

..... [mzz]

",-"‘ ; | : % (&)

4+ people 1‘

Frequent showers and baths i ll”“"'

Regular use of hosepipe and sprlnkler
g machine/dishwash m - Flat or two bedroom house

Wi

Heavy use of

*Rateabie values were decided by the Valuation Office and can be different for every home.
Rateable values were frazen in 1990, when council tax was introduced,
and they have stayed the same since

All activity sheets were printed on A2 ensuring all information could be easily viewed, with all

information shown at the same time. The activity sheets can be found in Appendices three and four.

Sample profile

Sampling was undertaken to ensure respondents were representative of the Northumbrian Water and
Essex and Suffolk Water customer base. The tables below show the demographics supplied by NWG
which sampling was based on. We also ensured that at least 25% of all respondents were either

financially vulnerable or had a health vulnerability.

Age

NW region ESW region
Age range No. % No. %
16-24 298,268 14% 176,370 12%
25-34 345,456 16% 238,343 17%
35-44 302,523 14% 237,617 17%
45-54 363,878 17% 247,137 17%
55-64 350,414 16% 209,122 15%
65-74 290,731 13% 175,667 12%
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75-84 167,249 8% 104,899 7%
85+ 64,392 3% 47,514 3%
TOTAL 2,182,911 100% 1,436,669 100%
Gender

Female 51%
Male 49%
SEG
Approx % of Approx % of
PP . Approx % of PP .
.. North East . Suffolk
Description . Essex Population .
Population Population
(2011)
(2011) (2011)
A Upper middle class
16.6% 22.5% 20.5%
B Middle class
c1 Lower middle class 29.6% 33.5% 30.2%
c2 Skilled working class 21.7% 22.5% 24.3%
D Working class
32.0% 21.4% 25.0%
Non-working

Once the research stage was complete, all data was checked and verified to ensure accuracy. This

involved looking for any incomplete or duplicate responses within the data and verifying 10% of data

input for accuracy.

All data was passed on to NWG in order for them to calculate the valuations required for Copperleaf,

therefore the results of this project are provided in a separate report from NWG. The profiling

information of all respondents can be found in this report in the next section.

10



“The best vision is

insight”

Respondent profile

An overview of the profile of respondents who

participated in the research.
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Respondent profile

The graphs below show the demographic profile of all respondents. Please note figures may not
always equal 100% due to rounding. In line with demographics of NWGs customers, there was a wide

spread of age groups included in the research.

Age group

17% 17%17% 17%

7%
16 16%
13% 14 139 13%
11%
8%
7%
I 3%

16-24 25-34 35-44 45-54 55-64 65-74 75-84 85+
NW (987) m ESW (945)

There was also an even split across genders, with slightly fewer male respondents in Essex and Suffolk

Water.

Gender

51%
50% 50%
’ ° 48%

1% 0% 0% 1%

Female Male Non-binary or other Prefer not to say

NW (987) W ESW (945)

12
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In both regions the socio-economic group with the highest number of participants was C1, followed by

c2.

SEG
30%
29%
23%
21% 22% 2%
15%
11% 12%
9%
3% 29
A B c1 ) D E
NW (987) mESW (942)

Looking at financial status, around a third of respondents across both areas said they struggled to pay

their bills sometimes or often.

Financial status

| never struggle to pay my household bills

| sometimes struggle to pay my household bills but | usually manage to keep
on top of it

| struggle to pay my household bills and | am often behind in with my
payments

| don't have responsibility for paying the household bills

Prefer not to say

| always struggle to pay my household bills and | am nearly always behind with
my payments

W ESW (944)

NW (987)

13
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41% of respondents in both regions were classed as having a vulnerability. Those identified as having

a vulnerability answered ‘yes’ to one or more of the following:
y Yy

- loranother member of my household is disabled or suffer(s) from a debilitating illness

- loranother member of my household have/has a learning difficulty

- loranother member of my household relies on water for medical reasons

- loranother member of my household is visually impaired (i.e. struggles to read even with glasses)

- lor another member of my household am/is over the age of 75 years old
- loranother member of my household speaks English as a second language
- loranother member of my household is deaf or hard of hearing

- loranother member of my household is a new parent

Vulnerability
56% 7%

41%  41%

, .

Vulnerability No vulnerability Prefer not to say

NW (987) mESW (945)
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Appendices

Supporting documentation can be found in this section.
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Appendices

Appendix 1 — Questionnaire

Copperleaf valuation recruitment questionnaire - NWG

Good morning/afterncon. My name is .... from Explain Market Research. I'm working on
behalf of Northumbrian Water who would like to invite their customers to take part in an
activity to share their views on their water and wastewater services. The activity is about
how much you value improvements to different aspects of the services Northumbrian
Water deliver.

This should take no longer than 20 minutes of your time and you will receive a £10 high
street voucher as a thank you for taking part.

Q1

Qz

Q3

Q4

Qs

ar

Qs

Would you be willing to spend up to 20 minutes to take part in this activity?

| (TSR ) & NG (CHOSE) eoooeoees oo (2
Are you a customer of Northumbrian Water?

Yes and | am solely or jointly responsible for paying my water bill (continue) ... (:)1

Yes and | pay my water bill as part of my rent {continue) ... O 2

Mo, because | do not currently pay a water bill but someone | live with does (thank and O 3

Lol T S OO PSPPSR OPN

None of the above (thank and ClOSE) ... et e O“

Which of the following age bands do you fit into? (Check quota)

1624 ... 45-54 ... O4 7584 ... 7

2534 o ()2 5564 (s B5F o ()8
3544 e ()3 B5-74 oo @L

Which gender do you identify with? (Check quota)

(= N g | Non-binary or other ......ooooooovereerereeeee )3
Female ... OZ Prefer not 1o Say ... 04

What is the occupation of the main wage earner in your household? {before retirement, if
retired)

Researcher to code SEG (Check quota)
O~a (O ct )

|:::| B |$| c2 |$| E

Interviewer name

Date of interview

16
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Introduction to activity |

First of all please watch this video. [RESEARCHER TO PLAY INTRO TO NW VIDEQ]

Qg Have you had any contact with Northumbrian Water in the last 12 months (other than
receiving your bill)?

YE5 oo O NO oo (2 DON't KNOW ....o..ooooecoe. (O3

Q10 On a scale of 0 to 10, where 0 is very dissatisfied and 10 is very satisfied, how satisfied are
you with Northumbrian Water?

o 1+ 2 3 4 &5 & F B 8 10 D
OOOOOOOOOOO%

Q11 If there was one thing you could improve about the service you receive from Northumbrian
Water, what would that be?

Next please watch this second video. [RESEARCHER TO PLAY VIDEO 2 - INTRO TO
HE PLAN]

Within the Northumbrian Water business plan there are 25 areas of performance that the
company will measure and report back to Ofwat on. Today we want to share the 25
measures with you and understand how much you would value improvements in each one.

Q12 Do you know how much you pay for your water and wastewater services per year?

9 Yes (Record below and go () No (Goto Q13)
to activities)

Q13 Do you know how much you pay for your water and wastewater services per month?
[Researcher to use this to calculate annual bill]

O Yes (Record below, and times by 12 to calculate annual bill, confirm this with the respondent then go
to the activities)

() No (Go to Q14)

Q14 Here are some typical bills for customers in the region. Which of these most closely
describes your circumstances? [SHOWCARD A]

O Metered - 1 to 2 people A typical bill for someone like you is £220 per year
O Metered - 2 to 4 people A typical bill for someone like you is £315 per year
.:::. Metered - 4 people plus Atypical bill for someone like you is £699 per year
O Unmetered - 3 to 4 bedroom house Atypical bill for someone like you is £417 per year
O Unmetered - 4 plus bedroom house Atypical bill for someone like you is £800 per year
C) Unmetered - flat or 2 bedroom house Atypical bill for someone like you is £321 per year

hroughout the activities we are about to go through, remember your current annual

bill/ or the hill for someone like you is £X per year.

17
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Q15 [On completion of all of the activities, the researcher to total up all of the coins spent and
note this value below)
Q16 You have allocated £X in total across the activities. Are you happy with this or would you
like to make some changes?
Hapoy.............. 1 Would like to 2
PRy O 30 3 (Y1 make changes. O Goto Q17
Q17 [If the respondent opts to make changes, record the revised amounts on each individual
sheet and record the new total in the box below once they are happy with it]
@18 Which of the following statements best describes your situation?
| never struggle to pay my household 01 | always struggle to pay my household
BllS e e bills and | am nearly always behind with O“
| sometimes struggle to pay my MY PAYMENES oot
household bills but | usually manage to Oz | don't have responsibility for paying the OS
keepontopof it .. household bills ...
| struggle to pay my household bills and | — 5 Prefer NOLIO SAY ..o..oooooeeoeeeeeee e O &
am often behind in with my payments ... h
Q19 Do any of the following apply to you
| or another member of my household is | or another member of my household O 05
disabled or suffer(s) from a debilitating Om amfis over the age of TS yearsold .........
MINESS .o | or another member of my household Ogs
| or another member of my household Oﬂg speaks English as a second language ...
have/has a learning difficulty .. | or another member of my household is O o7
| or another member of my household Om deaf or hard of hearing ...
relies on water for medical reasons ... | or another member of my household is Ogg
| or another member of my household is 8 NEW PArent ...
:::"Ylt':'ﬂ:;zdﬁf;f- struggles toread ()% None of these apply to me ... (o
WIN QIASSES) .........ccccciiciciiicicni e
¢ Prefer NotIo &Y ..o oL
Q20 Thank you for your answers. The answers you give will not be attributed to you personally.
For the purposes of this research, however, Explain Research may contact you to ask
about your experience when speaking with me today. Would you be happy for them to do
this?
Yes (CAPTURE NAME AND O No (thank and close) ........co..cccovrcveereee. )12
TELEPHONE NUMBER}) .......ccococine
Q21 Name
Q22 Telephone number

hank you for your time today! (ADMINISTER VOUCHER)

18
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Appendix 2 - Showcards

= Metered
You have a water meter, so you pay for
the water you use.

& =
1-2 people 14 | -

Prefers showers to baths
No garden watering
Low use of washi hine/di h

[ T3]
o2
2-4 people
Frequent showers and some baths
Occassional use of hosepipe

b hina/dich v

Regular use of

O o=,
e A=

Frequent showers and baths
Regular use of hosepipe and sprinkler

i o gich 1

Heavy use of

Metered
You have a water meter, so you pay for
the water you use.

1-2 people

Prefers showers to baths
No garden watering

Low use of washing machine/dishwasher

2-4 people
Frequent showers and some baths

Occassional use of hosepipe
Regular use of washing machine/dishwasher

4+ people O'I‘?I%‘“\‘ %

Frequent showers and baths
Regular use of hosepipe and sprinkler
Heavy use of washing machine/dishwasher

NORTHUMBRIAN
WATER (jyping walter

3-4
bedroom house

Large
4+ bedroom house

Flat or two bedroom house

*Rateable values were decided by the Valuation Office and can be different for every home.
Rateable values were frozen in 1990, when council tax was introduced,
and they have stayed the same since.

ESSEX&.SUFFOLK
WATER (j\1,

i

bedroom house

Large
4+ bedroom house

o

Flat or two bedroom house

“Rateable values were decided by the Valuation Office and can be different for every home.

Rateable values were frozen in 1990, when council tax was introduced,
and they have stayed the same since.

19
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Appendix 3 — Activity Sheets Northumbrian Water

ACTIVITY 1: VALUING IMPROVEMENTS TO THEMES
The 25 measures fall into four themes which we will ook at In a moment.

1 am going 1o give you some plastic coirs. | want you to imagine this is your own money, and in addition to what you already pay to Northumbrian Water for your water and wastewater services.

We are going to review the four themes below. | then want you to use you coins to demonstrate how much you woukd be willing to pay on top of your current annuasl bill for humbrian Water to imp sorvice in each of these areas. You can have as few or ax many coins as you like,
Remem|

ber this is in addition 10 your current water and wastewater bill which is [RESEARCHER TO REMIND] and your bill will alse increase by inflation. This is per year and would start from 2025

NORTHUMBRIAN

WATER (jnring walter

After this activity, we will then look at the messures within each theme. For any coins you have allocated to each theme, we will ask you how you would Sike to spend them across the that maney you L] iplied by all This means that the h inn Water is o to
Envest in these areas in their final business plan will be based on what they can charge all 1.3 million households.
ASSET HEALTH ENVIRONMENT WASTEWATER WATER

This is a theme of three measures that are all

This theme includes three measures related to

This theme includes nine measures all related to the

related to work Northurmbrian Water does to .
environmental impact of Northumbrian Water sewer flooding,

maintain and replace its assets to keep them in :
activities. The measures are:

good working order. A failure in the sewerage system, for example

« Investment to reduce the carbon footprint of the caused by a blockage can cause sewer flooding.

Northumbrian Water's assets include things like
business

pipes, sewers, water treatment works and

« Investment to reduce the number of pollution Internal sewer flooding is flooding to the inside of a

sewerage treatment wiorks.

incidents caused by Northumbrian Water's property caused by sewage escaping from the

operations sewerage pipes, It can be caused by things like

Investment in this area reduces the number of : : .
« Investment to reduce how often wastewater is spilled blockages and heavy rainfall.

failures that occur. The measures are: . N
into seas and rivers during storms

* Improvements to river water quality External sewer flcoding is similar, but where the

* Reducing the number of water mains that burst . . :

9 « Improvements to bathing water quality floading occurs outside of a property, for example

* Reducing the number of sewers that collapse

« Investment to improve the amenities at rivers and in a garden, yard or driveway.

* Reducing the number of blockages that are
coastal waters

found in the sewer s " S .
€ « Investment to encourage biodiversity e.g. plants and Repeat flocding is where the same property is

wildlife at Northumbrian Water's sites flocded by sewage more than once In five years.

All of these areas can cause Interruptions to your

water or wastewater service as well as local impacts Investment in this area can reduce the number of

such as flooding or disruption to traffic. sewer flooding incidents that happen.

This theme includes nine measures that make sure

you always have the quality water that you need.

Some of these measures are about making sure we
have enough water for the future. For example

through:

* Reducing leakage from the water network and
fixing leaks quickly when they do happen
* Encouraging homes and businesses to be more

water efficient, and use less water

Some of these measures are about reducing the
number of times custormers experience an
interruption to their water supply and ensuring our

water treatment plants are in good working order.

There is also a measure about ensuring customer
drinking water is high quality in terms of taste,

smell and appearance.

— St et #TIE
VT - PRYTe PN

in total you have spent [RESEARCHER TO TOTAL| is that ckay? Or would you like to make any changes? [RESEARCMER TO RECORD INITIAL AND FINAL TOTAL)

20
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ACTIVITY 2: ASSET HEALTH

{Researcher to carry forward coins assigned to asset health in the previous exercise, Respondent able 1o request more coins if required )

NORTHUMBRIAN

WATER(wf,,g waler

P performances would compare to others In the industry, Mowever please note that this is an as other will atso

You allocated X to the asset health theme, | now want to understand how you wouwld allocate that money to each of the measures within the asset health theme. You can request more coins if you would Ske,
The measures are described in the table below. For each measure you can see 3 description and Northumbrian Water's current performance as well a5 an improved level of performance,
P their current performance with other water and wastewater companies and this information is included, Northumbrian Water has also predi how the |

For some of these s Nor Water can

be looking to improve services,

Title Reducing the number of water mains that Reducing the number of sewers that collapse Reducing the number of sewer blockages
burst

Description

- A water main is an underground pipe used for supplying water to Sewers can collapse due to their age or changes in ground movement Sewer blockages are typically caused when people flush items down
houses, businesses and other properties. Sometimes water mains or things like tree roots pushing their way into the pipe. A sewer the toilet which are not designed to be flushed or wash food and oil
burst. This could cause the surrounding area to flood, local hemes collapse can cause local flooding and lecal delays to traffic, due to down the sink, Amaongst other things blockages can be caused by,
and businesses to be without their water supply for a period of roadworks, while the sewer is fixed. sanitary products, tissues, condoms, cotton buds and fats, oil and
time and depending on where the burst is its repair can result in grease. This can build up in the sewer and cause a blockage. This
local delays to traffic, due to roadworks, while the water main is could mean you are unable to flush your toilet or that your bath or
fixed. sink would drain slowly.

"""", . 2,900 mains bursts per year, 260 sewer collapses per year. Northumbrian Water currently experience 1,991 blockages per year.
Northumbrian Water is better than average compared to the Northumbrian Water is better than average compared to the Northumbrian Water is better than average compared to the
industry. industry. industry.

How much would you be willing to for Northumbrian Water

Improved How much would you be willing to pay for Northumbrian Water to How much would you be willing to pay for Northumbrian Water y ng to pay

performance uce -

reduce the number of bursts to 2,500 per year? to reduce the number of collapses to 200 per year? to red the number of biockages to 9,000 per year?
X - : Northumbrian Water would continue to be better than average.
Northumbrian Water would be in the top 25% of companies. Northumbrian Water would be in the top 25% of companies. " verag

Total value

allocated

Totol value

after

revisions

[RESTARCHER TO CONFIRM MOW MUCH THE RESPONDENT HAS ALLOCATED TO GACH MEASURE| is that okay? Or would you like to make any changes? [RESEARCHER TO RECORD INITIAL AND FINAL TOTAL)

21



Copperleaf valuations
NWG
January 2023

NORTHUMBRIAN

WATERM waler

ACTIVITY 3: ENVIRONMENT

[Fessarcher ta camy farwand coins assigned to environiment in the previous sxercise. Respordent abile to request mane coing if required.]

o * to the ‘thame, | new want to understard how you would allccate that money to sach of the measures within the ermvircnment theme. You can reqguest more coins f you would e,
Thie measures are described in the fable below, For each measure youw can see 5 igrtian ard ian Water's current performance as well as an improved level of perfarmance,
For some of these measures Horthumbrian Water can compare their current performance with ciber water and wastewater panies ard this nf i s Marthurm brian Water has also predicted how the improved perfermances would compare to others in the industry. Howsver plesse nate that this i a5 other comp il alma
b kaoking to improve serdces,
: i Reducing the i i . . : : : i i
Title Improving the Reducing the ﬂr . Ensuring the R:?unn?‘twhe n_'-l!:rlber Managing river Improving rivers, Reducing the NW Using NW sites to
I g e of TuUmes 5 1 % i
quality of sea number of pollution | numbe “i‘r l:" treated wastewater heaviladil t"d water quality reservolirs and carbon footprint improve
incl and significan i eavily dilute % todi i
water at beaches incidents caused by " l‘_;' incident that is returned to wastewater into Fivers coastlines that the biodiversity
NwW pollution incidents rivers and seas is during b public can access
caused by NW sufficiently clean and seas during heavy
rainfall
Descripti Tha Ernviranmsnt Agency, ani of Polluticn indderds can oocur ak . — Wasknr take the Storm overflows act as satety Phosphons is naturaly containgd in The amaunt of irmmowsrnsnts Met zevm b5 about balancing the Momhimieian Weater can maki
of measure Hrthumbrian Wandrs ragulitors e e Wt rcidents caused by Horthumian WEETAWALET S Trom ames vahms in th sanrage sysem human weste: Horthumbrion Yater e L0 WETEr ENKEonMEnts armaunt of harmiul gresrhouss Imprpverments ba land that they
mmgnibars how clean ses waber i aperators, for esnmgls Wakar oreratir and busiresses and trest 750 Haarsy rainfall can causa the Fiairecrew PEL oF v e e UG such o rheere resenvoin and gases being put o the T L SO g ook versiTy.
Eary waar Thay Qive Uhi valar al » Sevenr blackages ar collapres thit it & chean ancu mwerage Bystem o reach il from wastewater when they clean | aastlirs thal the pubkc can abmmesphem with thoas being Bt sity s the varicty of plara
each beach, that i desigratsd as causing westERaber 1090 o s e e el s ] et izt refeased back imo rvers and ATy, I Chink Cirsics Frsivily tefare i i redwmsed buack inta the frra— [ T—— and anirnal life in 8 lasation
ey sl Lo swarn iy, & ratireg of river or stream . 15 Ehat han had & maior B diluted weastewater s spilled Eriinormant = to rive s o this sea
il b h 5
wcaliari, good, sufficient of pooe * Thengs qoing wrang at a persistent or sigrificars impact on threwsgh slorm euerlioras inla Improremenes could b rrads: mcrtrurrikian Witer boa keading This caulkd e dore, dor seampie,
amrteewinr preatrment vearke thep @ rrircen oy Thare pre sianciarcs Fiteed's aivd 505, Phaaphian e ravanal el e ard ta Faciities ard recrestion waiter and wastEwater Company ai by plantiFey wikdfkraans L oisale
S FCiHEN0s N o iMmpect or progeey: eI an e e 1o 100 masch in the waber can cause wildlile and Biodversity and tha reducing carban emissians from hatitats for bees, creating
the enwiranment than cthers mest in terrms of Fos clean this This it 1 i irtaimal and algan which inbarrupts the oraality of waker thair aparations and are hanigebiog Bauss, intaliog bat
vaRtar i estermal sswer flooding ervironment committed to recksing carbon hoises, aic.
fexstprierl. ind gresriauss gis
This & aka caused by farmans emiesions furthar.
dsrtilissr washing Inko rivers and
seai This Fuss a Bigger imaect than
phosphoous that enters the
wshewster muvinm o hurnan wesie
Current Sut of 54 beachi 56 poihution inci - 1 rnajoe o skgnificant pollution A avanags o X8 B [l Twa years] On average each sam ceefow - . 24km afwater sryonments kave | Sirce 2009020 Horthumionan Morthrminian YWaber shes look
« 25 ane aanedlent rckdmn per ymar compiiarce with standards =nils 22 timas par year, large amsunt of irvestment in this Bsian Fpeovad Waker has reduced the net carbon |l thes
* T goad Northumirsn Yater is In the top area in the last ¥ years Toalpeint va e kry e
= Tis sufficer: B8, o, e 15 industiy eading Morthumbrian Water isin the top Marthumbsan Water performance is Some siorm overfiows. neser spill apErations by 65%
# 1is poor ithis s Culencoss and 254 of parrparies, clos 19 induiry in line with the inchastry memrge,
thas s i e larg of MW eading. soethumbrian Waner is in the top
control] 5% of campanies, close o indueng
Harthiumbrian Water is in the top aading.
5% of compankas
improved How maich would you be willing M mich would you be willing Howe ruch weould you be willing Hsir el wheuld you b wiling Hew much wauld you be willing How rruch weould you be willing How misch weald you be willing Herw much would yeu be willing How much wewld you be willing
performance ba pay for Hamtbumibrien Witer ba to pay for Morthurmbrisn Water to to pay for Morthumibrian Water ta o pay for Morthamisrian Water 1o to pay for Mormbumbrian Water to v pay for Honkumibiies Wates 1o o pay for Morthumbean Water o | 1o pay to reduce Morthumbeian T ey’ P Morthusnbelan Water 1o
Ieprowe Descbes so that 30 out of roducs this bo 24 inciders per reduce majer and mgnificans b ¥00% compliant with reduce siorm cunrficws o an reduce their impact on impreve ancther 252km of witer | Wister's carbon footprink fram sncoursge bicdierity at their
34 are rated sn sxcelienE? year? peodlistion imcidents o Taret standards? average of 17 GiMes per yoar. phosphorus released inte rivers enviranments? thetir Operalsons to net 2o by sitis a5 demonstrated below?
and seas by IEHT wIATT
Horitwmiarian sWater performance Fior T i fian WaEer pamfcemantd Memhumbrian Water paforirara Momhimbrian Wanse palermansa Thia veuld allere: Mombmbrian Mt ian Watar paraminc
waraled vl il 1 industny ading. waukd be industry kadng wioniid bz indusany leading, wwoaid b Industry leading. \Water £ meet the rational tanget, weoukd be | ndusiry keading and
in e it Sha met of B inchaatry, ahand of the government target
Totol value
allocated
Totol valee
after
revisions

|ﬂ‘“lﬂt“:ﬂ TO CONFIRS HOW MUCH THE RESPONDENT HAS ALLOCATED TO BACH M'ﬂu“l iw gt cicayT Or wauld you like to make any changes? |n|zu.m:||:n TO RECOSD IMITIAL AND FIRGL Tﬂ'l'lL]
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NORTHUMBRIAN

WATER(;M',‘H waler

ACTIVITY 4: WASTEWATER

[Researcher to carry forward coins gned to in the p . Respondent able to request mare coins ¥ requared. ]

You X to the theme, | now want to understand how you would allccate that money 1o each of the within the theme. You can request more colns if you would like,

The measures are described in the table below. For each measure you can see a ription and Water's current performance as well as an imp level of per

For some of these fan Water can their performance with other water and panies and this ion s Incl Nor Water has also predicted how the imp! per

be looking to improve services.

pare to others in the industry. However please note that this is an esti a3 other s will also

Title Reducing sewer flooding inside customer
properties

Reducing sewer flooding on the outside of customer
properties

Reducing the number of properties that
experience sewer flooding more than once

performance | 260 incidents per year.
Northumbrian Water performance is better than average

for the industry,

3000 incidents per year
Northumbrian Water performance is worse than average

for the industry.

Description

S—— Internal sewer flooding is flooding to the inside of a External sewer flooding is where the flooding occurs outside Repeat flooding is where the same property is flooded
property caused by sewage escaping from the of a property, for example in a garden, yard or driveway. internally by sewage more than once in five years
sewerage pipes. It can be caused by things like
bleckages and heavy rainfall,

Current

23 properties per year

Improved
performance | How much would you be willing to pay for

Northumbrian Water to reduce this to 160 incidents per
year?
Northumbrian Water performance would be in the top

25% of the industry.

How much would you be willing to pay for
Northumbrian Water to reduce this to 2400 incidents
per year?

Northumbrian Water performance would move towards

the average performance of the industry.

How much would you be willing to pay for
Northumbrian Water to reduce this to 15 properties per
year?

Total value
allocated

Total value
after

[RESEARCHMER TO CONFIRM HOW MUCH THE RESPONDENT HAS ALLOCATED TO EACH MEASURT]| is that okay? Or would you like to make any changes? [RESEARCHER TO RECORD INITIAL AND FINAL TOTAL)
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ACTIVITY 5: WATER

NORTHUMBRIAN

[Researcher to carry forward coins assigned to water in the p able to req more coins # required.] WATER ‘ - . '! ; W
You allocated X to the water theme. | now want to understand how you would allocate that money to each of the measures within the water theme, You can request more coins # you would like.
The measures are described in the table below, For each measure you can see 3 description and Northumbrian Water's per as well a5 an Impr level of p

For some of these measures Northumbrian Water can pare their P ‘with other water and and this i jon is & hy ian Water has also preds how the imp pe would ware to athers in the industry, Mowever piease note that this is an esth as ather P will also

be lcoking to imprave services.

Titte Improving the Reducing leakage Repairing visible Reducing water Reducing water Reducing the number Reducing the Water efficiency in | Water efficiency in
taste, smell and from the water leaks quicker supply supply interruptions of properties that chance of a fault at | homes businesses
appearance of network interruptions that m:::;mm* .“r'm":.' - ;::' awater treatment
drinking water :t over three R < et 1 s3zo0h

urs O

of measure

This Messure Is sbout custamar
satsfaction with the taste, smell
and appesrance of drnkirg

R (O

A proportion of the water that
passes througn Northumbnan
Water pipes and retwork is lost to

loakaage

This & about the tme it takes to
fox 3 keak that has been reparted

by & customesr

Customal water suppiies can
be Interrupted for a number

of reasons

Ofwat asks Northumbrian
Water 10 measure the
number of iInterruptions that

Lot three Bours or more

Although Chwat asks
Nerthumbrian Water to focus
o6 Inzerruptions kengar than
three hours, they ako feel it &
Important to reduce water
Inderr uERions that [ast betwesn

1and I hours

Cccasonally there may be a
major Incicent Thal Causes wales
Supplias 1o be interrupted far

aver 12 hours

When Narthumbran Wator is
unrexpectedly unable to
produce water from one of
thair water Leatrmen wirks

because of & rault

This is measured by the % of
time that is lost dunng the

fault

In the lazt theee years, fauks
of this nature have not
IMPBACTed On CLUSIOMes water

supplies

Northurmenan Water needs to
reduca the amount af watar
uged by customerns 1o make
sure we always have enough
wates ond Lo reduce imgact on

the ermdrenment

Northurmiorian Water can help
custorners to reduce the
SMSuUnt of wales Thery uss bry
sharing advice, prondding
support to choose water
efficient white goods,
retrofiting devices

Guch a5 water afficient shawer
neads and repainng Baking

todees, otc

Narthumbnan Water needs to
regduce The armount of water
wsed by Dusingsses, mcluding
In schooks and coonmunity

bulldngs

Northumbrian Water can help
DUSNESEES reduUce Water LEe
theough advieing on the design
of buidings. fixtures and

fITLINgs Lo Maximiss wates

afficency and prodding daaa

oo water consumption

4 500 automees cortect

Narthumbean Water avery yeal

150 magalnres per day are kst to

akage Trera are arcund 25

® takew an wewroge of 67 gays to fix

The avernge that sach property is off

S0Pty POE ySar Owr Tvoe hourk 6 &

The srverage time par proparty off

wpply for betvseen one arvd three

255 proper s DT YT HXEET NOIEH A0

incerupeion lasting more than 2

Acrass a yeor, 2 54% of prooucton

Do is st

Cumtorrwrs ush araund SR ivecof

WALer PO parson por day. It takes

Northumbnian Water & already

ProOVNg 33vioe O Dusineyse In

Narthumbcan Water performance
wondt be 1 the top 2% of the

ndustry

Northum@nan Water paformance
would be in the top 25% of the

Inchsstry

Narthumbean Water performance

would be industry leading

wrukd o in loe weh industry

average

Rorthumtnan Water wousd
CONTIre ta be balow industry
Jverage becyuse we cxpact all other

COMEarTes 1O Irgrone tod

BRI IEI W¥ S L0 T T, meguitres of warer in an Ctympnc i minutes and 25 seconds hours 57 minutas 1S seconds hours #round 80 Ikres of woter to il a bath ' | chis area,
OF SOPQFANCS of Their Lad wildr sy poal S that is 52 Nerthumbrlon Wistee porformancs s |TU0
MmNy pook Northumbian Water parformance & et than avwerage
Narthurmbean Water performance better than maomge Narthumbeian Wster performance is
' I the top 25% of the Inckistry, Nerthumbiian Water performance DRALINe Sy enas
1510 Ine weh the Ingustry sverage
Improved How much would you be wiling How much would you be willing How much would you be willing Maw much would you be willing How much would you be willing How much would you be willing Mow much would you be willing Mow much would you be willing How much would you be willing
performance 1o pay to improve wates quality to to pay to reduce leakage to 100 o pay to reduce average leak 10 pay to reduce the average tme to pay 10 reduce the average time | 10 pay to reduce interruptions 10 pay to reduce production time to pay for Northumbrian Water to | 1o pay for Northumbrian Water
#n tumn reduce the rumber of moga litres per day? So that repair time to 3.5 days? per property off supply over three per propecty off supply between 1 over 12 hours to 150 properties per lost to %7 SUPPOrt CUstomers 1o reduce to 10 support their business
customer contacts to 3,800, wousd be 40 swimming pools. hours, to 2 minutes 30 seconds? und $ hours, to 6 mirutes 0 yoar? 130 Kirras per person per day? to reduce for
seconds? MNocrthumbian Water perfarmance water by Y%7

Total value

Total value

[RESEARCMER TO CONFIRM MO'W MUCH THE RESPONDENT HAS ALLOCATED TO BACH MEASURE] is that okay? Or would you like to make any changes? [RESEARCHER TO RECORD INITIAL AND FINAL TOTAL)
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Appendix 4 — Activity Sheets Essex & Suffolk Water

ACTIVITY SHEET (1 0f 2)

1 am going to give you some plastic coins, | want you to imagine this is your own manaey, and in addition to what you already pay to Essox & Suffolk Water for your water services,
We are going to review the 16 measures below, | then want you to use your ©oins to demonstrate how much you would be willing to pay on top of your current annual bill tor Essex & Suffolic Water to improve secvice in each of these areas, You can have as few or a5 many colns as you liie. This is per year and would start from 2025

that

meney you all Is i by all Essex & Suffoli Water customers. This means that the amount Essex & Suffolk Water Is avallable to invest in these areas in thelr final business plan will be based on what they can charge all 800,000 howsebolds,

The measures are described in the table below, Far each measure you can see a description and Essex & Suffolk Water's current performance as well a5 an improved level of performance,

For some of these measures Essex & Suffolk Water can P their current

imprave services.

and this Is

with other water

would wpare to others in the industry. However please note that this Is an estimate as ather companies will also be locking to

Essex & Sutfclic Water has also predicted how the imp pe

Remember this is in addition to your current water bill which is [RESEARCHER TO REMIND] and your bl will also increase by inflation. You also pay a wastewater bill to Anglian Water or Thames Water,

Title

Iimproving the taste, smell
and appearance of
drinking water

Reducing leakage from
the water network

Repairing visible leaks
quicker

Reducing water supply
interruptions that last
over three hours

Reducing water supply
interruptions that last between

one and three hours

Reducing the number of
properties that experiencea
water interruption that lasts

more than 12 hours

Reducing the chanceof a
fault at a water treatment

works

Description
of measure

This measure is about customer
satisfaction with the taste, smell

and appearance of drinking water

A proportion of the water that
passes through Essex & Suffolk
Water pipes and network is lost to

leakage

This is about the time it takes 1o fix
a leak that has been reported by 3

customer.

Customer water supplies can be

interrupted for a number of reasons.

Ofwat asks Essex & Suffolk Water to
measure the number of
interruptions that iast three hours or

more.

Although Ofwat asks Essex & Suffolk
Water to focus on interruptions
longer than three hours, they also
feel it is importan: to reduce water
interruptions that last between 1 and

3 hours.

Occasionally there may be a major
Incident that causes water supplies

1o be interrupted for over 12 hours,

This is when Essex & Suffolk Water
5 unexpectedly unable 1o produce
water from one of their water

treatment works because of a fault,

This is measured by the % of time

that is lost during the fault.

In the last three years, faults of this
nature have not iImpacted on

customer water supplies.

4,300 customers contact Essex &
Suffolk Water every year about an
Issue with the taste, smell or

appearance of their tap water

Essox & Suffolk Water performance

is In the top 25% of the industry.

59 meqgalitres per day are lost to
leakage. There are around 2.5
megalitres of water in an Olymplc
swirnming pool. So that is 24

Swimming poois.

Essex & Suffolk Water performance

is in line with the industry average.

It takes an average of 6.7 days to fix

3 leak

The average that each property s off
supply per year over three hours is 4

minutes and 25 seconds.

Essex & Suffolk Water performance Is

better than average.

The average time per property off
supply for between one and three

hours Is 7 minutes 15 seconds

235 properties per year experence
an interruption fasting more than 12

hours

ACross a year, 2.54% of production

tirme is lost

Essex & Suffolk Water performance

5 lower than average

How much would you be willing to
pay to Improve water quality to in
turn reduce the number of
customer contacts to 3,8007

Essex & Suffolk Water performance
would be In the top 25% of the

industry.

How much would you be willing to
pay to reduce leakage to 46 mega
litres per day? So that would be 18
swimming pools.

Essex & Suffalk Water performance
would be in the top 25% of the

industry.

How much would you be willing
to pay to reduce average leak
repalir time to 3.5 days?

How much would you be willing to
pay to reduce the average time per

property off supply over three
hours, to 2 minutes 30 seconds?

Essex & Suffolk Water perfermance

would be industry leading

How much would you be willing to

pay to reduce the average time per
property off supply between 1and 3
hours, to 6 minutes 30 seconds?

How much would you be willing to
pay to reduce interruptions over 12
hours to 150 properties per year?

How much would you be willing
to pay to reduce production time
lost to 19%?

Essex & Suffolk Water performance
would be in line with industry

average

Total valuve

Total valve
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ACTIVITY SHEET (2 of 2)

Reducing the number of & 2 . i i i ic i Water efficiency in
Title o ::d o yr=sgmad Improving rivers, Reducing the ESW carbon Using ESW sites to improve | Reducing the number of Water efficiency in homes e Y
M 2 s $
ber reservoirs and coastiines footprint blodiversity water mains that burst usinesses
pollution incidents caused z
that the publiccan access
by ESW
These are 5pills and other poliution The amount of improvements Net zero is about balancing the Essex & Suffolk Water can make A weater main is an underground Essex & Suffoik Water needs to Essex & Suffolk Water needs to
of measure = - i o g e oy g rr o B S
warits that five hiad @ major; made to water environments such [ amount of harmful greenhouse improvements to land that they pipe usad for supplying water to reduce theamount of waterused oy | L o water used
persistent or significant impact on as rivers, resenvoirs and coastiines gases being put Into the atmesphere | own to encourage biodiversity. Pouses businesses and other CUStOrmers to make sure we always bi businesses; Induding In schools
t W g T e or y B . o ot ate water
the environment. people or property that the public can access. with those being taken out Biodwersity is the variety of plant Properties. Sometimes water mains have enough water and to reduce and community buildings
and animal life in 3 location burst, This could cause the impact on the environment.
These pollution incidents can occur
po Improvements could be madeto | Essex & Suffolk Water is a leading RarouncinyaEato food, oes Essex & Suffolk Water can help
as a result of ESW operations For . " sinesses . s, ) 1
SEEEpS facilities and recreation, vaildlife vater and wastewater company at This could be done, for exarmple, by homes and businesses to be Eszex & Suffelk Water can heip businesses reduce water use
example, if a mains burst ran into a 4 N R - - n
P and biodiversity and the quality of reducing carbon emissions from planting wildflowers to create vathout their water supply for a customers to reduce the amount of through advising o the design of
river this would release drinking . ; - rat ik v i 3
water their operations and are committed habitats foe bees, creating pericd of time and depending on vaater they use by shaning advice, buildings. fixtures and fittings to
wiatar into the environmant the . " W 3 3
to reducing carbon foetprint and hedgehog houses, installing bat where the burst & Its repair can providing support to choosae water FAodrvike wakoraRclency and
Drinking water Is treated vath 2 < 8O trs 3 i = ret 3
areenhouse gas emissions further, houses. etc result in local delays to traffic, due efficiont white goods, retrofitting ciinAding data on Water
chicrine and this.can havea to roadworks, while the water main | devices
negative impact on fish and other CROBATRYRN
e . ; is fixed such as water efficient showaer heads
animal and plant life, and repairing leaking tollets, ete.
Current 1 major or significant 248K of water envircnments Since 2012-20 Essex & Suffolk Water Essex & Suffolk Water sites lcok like | There are currently an average of Customsrs usa around 157.8 litres of Essex & Suffolk Water is already
performance ' v
pallution incident per year have been improved has reduced the net carbon footprint | this: 2500 mains bursts per year waater per person per day. It takes providing advice to businesses in this
caused by their operations by 65% Essex & Suffolk Water is better than around BOTrres of wiatarto fill & Bath area,
Essex & Suffolk Water is in average compared to the industry b
the top 25% of companies,
R . Eszex & Suffolk Water performance is
close to industry keading
belowy the industry average.
tmproved How much would you be willing to | How much you would be willing How much you would be willing to | How much you would be willing to How much you would be willing to | How much would you be willing to How much would you be willing to
performance Suff
pay for Essex & Suffolk Waterto | to pay for Essex & Suffolk Water | Pay to reduce Essex & Suffolk sk ek chhd pay for Essex & Suffolk Waterto | Pay for Essex & Suffolk Water to pay for Essex & Suffolk Water to
- encourage biodiversity at their sites as
reduce major and significant to improve another 252km of Water's carbon footprint from 2 L reduce the number of bursts to support customers to reduce to 130 support their business customers
emonstrated below?
poliution incidents to zero? water environments? their operations to net zero by 2,500 per year? litres per person per day? to reduce demand for water by
o ' % O v, C 3
20272 Nerthumbrian Water would be in Essex & Suffol Water would continue 9%7
Essex & Suffolk Water performance Essex & Suffolk Water performance the top 25% of companies. i by belowindusuy sversom beceuse
would be industry leading would be industry leading and we expect all other companies to
ahead of the government target. impeove too
Total value
allocated
Total valve
after
revisions

[RESEARCMER TO CONFIRM HOW MUCH THE RESPONDENT HAS ALLOCATED TO EACH MEASURE] is that okay? Or would you like to make any changes? [RESEARCHER TO RECORD INITIAL AND FINAL TOTAL)
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