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    Business plan section    Supporting document 

 Board vision and executive summary 

1 Engaging customers 

1.1 Summary of research findings 

1.2 Communications strategy 

1.3 Customer participation and behavioural 

engagement strategy 

2 Addressing affordability and vulnerability 

3 Delivering outcomes for customers 

4 Securing long term resilience 

5 Markets & innovation: wholesale  

6 Markets & innovation: open systems & DPC 

7 Markets & innovation: retail 

8 Securing cost efficiency 

9 Aligning risk and return 

10 Financeability 

11 Accounting for past delivery 

12 Securing trust, confidence and assurance 

13 Data tables and supporting commentaries 
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1) Introduction 

In order to achieve the widest possible reach for our engagement, we include questionnaires 

in our Wessex Water magazine, for customers to post back (using freepost) or complete 

online. The magazine is distributed to almost all households in the Wessex Water region. 

This document outlines the questionnaires used and the responses given. 

We developed a Facebook chatbot as an innovative and emotionally engaging way to 

present our acceptability testing questionnaire to an online audience.  The results of this are 

included in this document.  
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2) Wessex Water magazine surveys 

2.1  Summer 2016 
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Results: Total sample 3213 (1,471 online, 1,742 postal) 

These results were incorporated into the SDS research findings. 

 

 

most 
important 

least 
important difference   

B Helping you to save water 
and money 46% 18% 28%   
D Reducing the amount of 
water that leaks from pipes 45% 11% 34%   
I Reducing the chance of 
sewage flooding into 
properties and on to land 34% 11% 23%   
A Improving the taste and 
appearance of water 33% 36% -2%   
F Ensuring the sea is cleaner 31% 23% 8%   
G Improving river habitats 28% 18% 9%   
C Reducing the chance of your 
water supply being interrupted 23% 28% -5%   

K Ensuring Wessex Water’s 
services are reliable even when 
extreme weather events occur 20% 33% -13%   
J Wessex Water taking on a 
greater role in flood 
prevention 17% 32% -15%   
H Providing more help and 
financial assistance for 
customers that need it most 13% 40% -27%   
E Reducing Wessex Water’s 
carbon footprint 9% 44% -34%   

      
Household customer 3137     
Business customer 17     
Employee 4     
none of these 5     

      

  

Q12_1 - is 
an expert 
at what it 
does 

Q12_2 - 
cares about 
its 
customers 

Q12_3 - 
delivers on 
its  
promises 

Q12_4 - 
plays an 
active role in 
the 
community 

Q12_5 - 
plays a key 
role in 
protecting 
the 
environment 

Strongly agree 44% 34% 24% 23% 32% 

Tend to agree 44% 48% 44% 41% 45% 

Neither/nor 7% 13% 19% 21% 13% 

Tend to disagree 0% 1% 1% 4% 2% 

Strongly disagree 0% 1% 0% 1% 0% 

Don't know/no opinion 4% 3% 11% 11% 8% 
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2.2 Winter 2017 
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Results (1505 responses, 1,204 paper and 301 online) 

Which of these bill options would you prefer in the future?  
A bill stays the same, services improve a small amount 583 39% 

B bill reduces by £2 a month, services stay the same 265 18% 

C bill increases by £2 a month, services improve a lot 626 42% 

D bill falls by £5 a month but services get worse 13 1% 

TOTAL 1487 100% 

   

How should your bills vary over a seven year period?   

A prices change based on how much work we have to do, 
so bills might go up one year and down the next 244 17% 

B prices go down in the first year, but then go up above 
inflation in the following years 29 2% 

C prices change in line with inflation so that changes 
aren't as big from one year to the next 1191 81% 

TOTAL 1464 100% 
 

Open-ended question responses: 
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2.3 Summer 2018: 

Acceptability of the business plan: 

 
 

Results: 
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Acceptability of our vision: 

 
 

Results: 
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3. Facebook chatbot survey 

We ran a Facebook chatbot for a week in July 2018 as an innovative and engaging way of 

testing our plan with our customers. 316 customers took part in the chatbot. 

 

Through the chatbot we presented an overview of each area of the plan, and then asked the 

customer how they felt about our plans. 

 

Here are some examples of parts of the conversation: 
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Here is how customers responded: 

 

 Sewage 

flooding 

(309) 

Drinking 

water 

quality 

(308) 

Environment 

(310) 

Partnering 

with you 

(308) 

Future 

proofing 

(308) 

Excellent 

service 

(314) 

Efficient 

use of 

water 

(314) 

Affordable 

bills 

(316) 

 

97% 96% 96% 96% 95% 95% 92% 87% 

 

3% 4% 3% 3% 45% 5% 6% 11% 

 

0% 0% 1% 1% 0% *% 2% 2% 
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We then asked 3 further questions and customers were asked to say how they felt about each 

on a 5-point emoji scale. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Here is how customers responded: 

 

Response How do you feel 

about our proposed 

plan? 

(287) 

Do you find the plan 

affordable or 

unaffordable? Tell 

us how you feel. 

(272) 

How would you 

rate our plan in 

terms of VFM? 

(268) 

 

72% 48% 42% 

 

21% 29% 36% 

 

5% 17% 19% 

 

2% 3% 1% 

 

1% 2% 3% 
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Appendix:  Final chatbot questionnaire content 

 

Hello, Tom. Would you like to learn a bit more about our plans for the future? 

By simply telling us what you think you have the chance to win £500 worth of shopping 

vouchers. 

Don't worry it won't take much of your time and we promise to keep your feedback both 

anonymous and confidential. 

(Just click on one of the options below...) 
Tom 

OK, let's do it  

 
Thanks! Here's what we're planning to do… 

Affordable bills 

1/8 

We'll make sure our bills won't rise more than inflation 

and 85,000 low income customers will get a reduced bill 
Tom 

Unsure  

 
Efficient use of water 

2/8 

We'll cut the amount of water that leaks by 15% 

help 100,000 customers use less water 

but we won't stop you using a hosepipe 
Tom 

Unsure  

 
Excellent service 

3/8 

We'll be in the top 50 companies for service in the UK 

expand our online services to make life easier for you 

answer the phone with a real person 

and increase support for people in vulnerable circumstances 
Tom 

Bad 🙁 

 
Environment 

4/8 

We'll stay at the top for environmental performance 

improve 480 miles of local rivers 

and improve habitats for plants and wildlife 
Tom 

Good  

 
Just a couple more to go 
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Sewage flooding 

5/8 

We'll keep being the best at stopping sewage flooding properties 

invest in bigger sewers 

and work with customers to raise awareness on what you can safely flush 
Tom 

Unsure  

 
Excellent drinking water 

6/8 

We're a leading company for water quality but we want to be the best 

We'll replace three times as many lead pipes 

and we'll work with farmers to protect our sources of water 
Tom 

Unsure  

 
Future proofing our services 

7/8 

We'll minimise any breaks in your supply 

keep investing to protect against flood and drought 

and keep investing in cyber security 
Tom 

Unsure  

 
Partnering with you 

8/8 

We want you to help us achieve the things above 

We'll make that as easy as possible for you, for example, by giving you free water saving 

devices 

and we'll also teach tens of thousands of school children about the water environment 
Tom 

Unsure  

 
Now you've heard our plans, tell us what you think 

How do you feel about our proposed plan? 
Tom 

 

 
Do you find the plan affordable or unaffordable? Tell us how you feel. 
Tom 

 

 
How would you rate Wessex Water's proposed plan in terms of value for money? 
Tom 
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🙁 

 
Thanks, Tom, for that feedback. It will really help us. Is there anything you want to tell us 

about our proposed plan? If there is, please just type it in below. 
Tom 

Test feedback or no thanks 

 
We'd like to enter you into a competition for a chance to win £500 worth of shopping vouchers. 

Don't worry if you'd rather not enter the competition, we will still use the feedback you've 

provided. 

 
If you want to enter simply provide us with your email address below so we can contact you if 

you are the lucky winner. Don't worry we won't be using your email address for any other 

purpose. By giving us your email address you are agreeing that we can contact you if you are 

the winner. Find out more on how we use personal data at the link below: 

Privacy Policy 
Tom 

test@test.com or no thanks 

 
Thanks again. 

Would you like to restart the survey, or send a question or comment to our team? 

 
 

 

https://l.facebook.com/l.php?u=https%3A%2F%2Fwww.wessexwater.co.uk%2FPrivacy-policy%2F&h=ATP5MJ6SSfd69RbD0aso0tZKN13-BikTkPp0HnKk3RajJU_hTvD03RTZhxql4FjOyfZTAjxujxNgwgOI7NQBI7hPP7BUmhllE2A4oLKSeBookC8itG8oEZNPctWlMIwI
mailto:test@test.com

