NWG
living waker

EO032

ADDITIONAL/FINANCIAL
SUPPORT TRACKING
RESEARCH

Q2 2022/23 RESULTS

2222222222



CONTENTS

* Introduction

« Tracking and YTD results

« Overall satisfaction

« NPS

« Supplied all the information wanted to feel informed
« Other support suggestions

* Progress towards performance commitment targets



ADDITIONAL/FINANCIAL SUPPORT TRACKING - Q2 2022/23
INTRODUCTION

This research programme is a quarterly tracker among household customers registered for additional
support, or on the SupportPlus or WaterSure schemes for financial support

» Carried out by phone
« 500 interviews per quarter
« Data provided by NWG to Trinity McQueen
and TPS screened before use
« Quotas set to achieve: Total additional
« 50:50 Additional:Financial Total financial
*  Within each of those NW:ESW in
proportion to the spread of the user base
* Q2 fieldwork dates: 24 August to 7 September WaterSure
* Average interview length: 5 minutes
* Quarterly dates have been changed to reflect a
regulatory year throughout this report

Schemes Interviews

SupportPlus




ADDITIONAL/FINANCIAL TRACKING - Q2 2022/23
TRACKING AND YTD RESULTS

ADDITIONAL SUPPORT TRACKER SURVEY

1 4 1 2020/21 | 2021/22 | 202223
(REGULATORY YEAR) moznuzz monl,,rzzz monl,?zz mgnuzz m‘:gm mozlzﬂm - Tntil Totil Tntil -
PERFORMANCE COMMITMENT - 8.7
OVERALL SATISFACTION
NWG 8.7 8.8 87 85 86 85 01 87 87 86 01 8.6 87
NW 8.9 8.6 86 83 88 86 02 88 8.6 87 +0.1 87 88
ESW 8.6 8.9 87 85 82 84 402 85 87 83 04 84 85
NPS
NWG 65.4 63.4 57.0 61.8 58.1 689 | +10.8 - 619 63.5 416 454 545
NW 67.0 549 542 57.4 617 70.7 49.0 - 58.4 66.2 478 532 577
ESW 64.2 9.1 59.0 64.9 519 659 | +140 - 643 58.9 54 als 513
RECEIVED INFORMATION WANTED TO FEEL INFORMED
NWG 70% 9% 72% 67% 65% 68% 3% - 70% 67% 3% 82% 6%
NW 74% 65% 59% 67% 70% 63% 7% - 59% 67% 2% a3% 84%
ESW 68% 72% 75% 67% 57% 75% 18% - 71% 66% 5% - 88%

Overall satisfaction for additional support services is

similar to what we see in our Domestic and
FINANCIAL SUPPORT TRACKER SURVEY

[REGULATORY YEAR] Qrrl a2 Qw3 a4 Qul  aw o 2000/21 | 202122 | 202228 | Transactional NPS research programmes, whereas

PERFORMANCE COMMITMENT-5.7 [ e o e e i et Total | Tatal | Tatal financial support service satisfaction is much higher
'OVERALL SATISFACTION
NWG 93 92 92 81 93 92 =2 93 92 93 g Both additional and financial support NPS scores
nw 54 | 50 | 93 | 89 | 92 | 92 | 03 54 | 52 | 92 L 20 demonstrate that when we have contact/interaction
ESW 9.2 9.3 9.2 5.2 9.4 9.1 -0.3 9.1 9.2 9.3 +0.1 . .
— with customers that they are more likely to score
NWG Bl | 728 | 766 | 708 | 795 | 778 | 17 - 756 | 787 | 432 higher compared to other tracking programmes (for
NW 85.6 65.0 75.0 67.2 77.8 724 -5.4 - 73.2 75.1 +19 the domestic programme customers are ChOSen at
ESW 78.5 79.8 78.1 742 82.2 86.2 +4.0 - 777 842 +6.6 random and are |eSS ||ke|y to haVe contact apart
RECEIVED INFORMATION WANTED TO FEEL INFORMED .. . .
NWG 81% 77% 77% 78% 78% 80% 2% - 78% 79% 1% from receiving their bill)
NW 83% 73% 82% T7% 79% 81% 2% - 79% 80% 1%
Esw 79% | BI% | 72% | V9% | 5% | 7B% = - 7a% | vi% IR Additional support service customers are less likely

to feel they've received all the information wanted to
feel informed, more so in ESW



ADDITIONAL/FINANCIAL TRACKING - Q2 2022/23
OVERALL SATISFACTION

B Additional support (250) M Financial support (250)
65%

43%
13%
9% 9% °12% % %
me s 2w 2o
Bles _ == [r— _
1 8

16%

2%

0 9 7 6 5 4 3 2 DK/Refused
Mean scores:
Additional support Financial support SupportPlus WaterSure
Total (250) 8.5 Total (250) 9.2 Total (185) 9.2 Total (65) 9.2
NW (154) 8.6 NW (154) 9.2 NW (114) 9.2 NW (40) 9.2
ESW (96) 8.4 ESW (96) 9.1 ESW (71) 9.0 ESW (25) 9.1




ADDITIONAL/FINANCIAL TRACKING - Q2 2022/23

REASONS FOR SATISFACTION SCORES

Additional support (250)

* Don’t know/no real dealings as yet/never had to
use (32%)

* No problems/never had a problem (27%)

« Satisfied/happy with them/been good to me (8%)

* Helpful/supportive (7%)

* No supply problems (6%)

» Good service/customer service (6%)

» Good/great scheme/idea — beneficial (6%)

* Friendly/polite/good staff (5%)

* Quick to respond/resolve issues (5%)

* Alert customers re: issues/work/ supply
problems/updates (5%)

» Reassuring to have/offers what we need (5%)

* Fact they have/will supply bottled water so never
without (4%)

» Good/do a good job (4%)

* Expensive/keep putting the price up (4%)

» Poor/no communication (4%)

Financial support (250)

* No problems/never had a problem (21%)

* Helpful/supportive (21%)

» Get a reduction/capped bills/save money (20%)

» Good/great scheme/idea — beneficial (14%)

« Satisfied/happy with them/been good to me
(10%)

» Good service/customer service (6%)

» Don’t know enough/no real dealings as yet/never
had to use (6%)

* Quick to respond/resolve issues (5%)

» Easy to apply/set up (4%)

» Explain well/informative/offer advice etc (4%)
* No supply problems (4%)

* Expensive/keep putting the price up (4%)




ADDITIONAL/FINANCIAL TRACKING - Q2 2022/23
OVERALL SATISFACTION WITH THE SERVICES PROVIDED - TRACKING

82 ADDITIONAL SUPPORT

8.8
8.7 Compared to Q1.:
8.6

8.5 * NWG-0.1
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ADDITIONAL/FINANCIAL TRACKING - Q2 2022/23
NPS

ADDITIONAL SUPPORT

Compared to Q1:

* NWG +10.8
* NW +9.0
65.4|167.0|64.2 63.4 e 69.1 57.0|54 2(59.0 61.8(57 4 68.9(70.7 5.9 « ESW +14.0
FINANCIAL SUPPORT
. NWG-1.7
- NW-5.4
. ESW+4

ol R

Q1 '21/22 Q2 '21/22 Q3 '21/22 Q4 '21/22 Q1 '22/23 Q2 '22/23
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ADDITIONAL/FINANCIAL TRACKING - Q2 2022/23
SUPPLIED ALL THE INFORMATION WANTED TO FEEL INFORMED

ADDITIONAL SUPPORT

75%
72% ?
69% 67% | 67% | 67% 65% 7%

FINANCIAL SUPPORT

(]

Compared to Q1:

* NWG+3%
* NW-7%
« ESW +18%

* NWG+2%
* NW +2%
e ESW +3%

81% | 83% | 990

‘%%%\

Q1 '21/22 Q2 '21/22 Q3 '21/22 Q4 '21/22 Q1 '22/23 Q2 '22/23
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ADDITIONAL/FINANCIAL TRACKING - Q2 2022/23
OTHER SUPPORT SUGGESTIONS

10

Any suggestions (94)

None/don’t know (406)

Cheaper/lower the price/more affordable (28)

More information on what is offered/included (13)

Improve communications/regular contact etc (7)

Improve communication/regular contact (7)

Elt))ntinue/give extra support to those in need of financial/advice etc
6

 Offer the option to have a meter or not (4)

» Advertise more/make customers aware (3)

» Improve online services/website (3)

» Ask customers their preferred method of communications (3)

» More financial support for those who don’t qualify but are struggling

(3)




ADDITIONAL/FINANCIAL TRACKING - Q2 2022/23
PROGRESS TOWARDS PERFORMANCE COMMITMENT TARGETS

mmm Additional support e=@==Target
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