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Background and objectives

As part of the business planning process for PR24,

Wessex Water, Bristol Water and Bournemouth Water

are consulting with their customers on a number of

topics, including on social tariffs. Each company wishes
to eradicate water poverty across their region(s), with

the aim of no customer’s bill being more than 5% of

their disposable income.

Financial confidence

The extent to which
customers are confident they
will be able to afford their
water and other household

bills over the next 12 months.

Acceptability of the
principle of social tariffs
Measure the proportion of
customers who find the
principle of social tariffs
acceptable / unacceptable
and why.

To achieve this aim, it is likely to be necessary for each
company to increase its social tariff charge to

customers’ bills.

To understand customers’ willingness to contribute to
an increased cross subsidy, DJS research were
commissioned to undertake acceptability and
willingness to contribute research with customers to

explore and understand:

Acceptability of each water
company'’s proposed changes
to the social tariff

Inform customers about each
company’s plans for the future of
the schemes (partly) funded
through social tariffs, and
understand how acceptable or
unacceptable this is to
customers.

Willingness to contribute
Assess customers’ willingness to
contribute (WtC) to a social tariff
through their water bills, and the
amount that they would be
willing to contribute each month
as part of their bills to support
this.



Methodology

Quantitative interviews were conducted online (680) via panel and face to face (127) via Computer
Assisted Personal Interviews (CAPI). The CAPI interviews were conducted with customers who have
limited or no internet access to ensure a representation of offline participants in the research.

Interviews lasted 9 minutes on average, and respondents were shown a number of pieces of stimulus
during the interview (as shown throughout the report and in the appendix) to provide information
relating to the proposed social tariff and other elements of each company’s existing programmes and
schemes to support customers.

Quantitative fieldwork was conducted during April 2023

20 qualitative in-depth interviews were conducted on Teams/telephone with respondents from the
quantitative stage. The purpose of the in-depth interviews, was to explore customers’ reasons for their
willingness or unwillingness to contribute more to their water company’s social tariff. Interviews were
split by the amount they were willing to contribute, ranging from £0 to more than £2 per month.

Qualitative fieldwork was conducted during May/June 2023

Notes on this report:

To understand customers’ willingness to contribute (WtC) to the social tariff, a contingent valuation exercise was conducted.
Contingent valuation is used to establish the amount customers are willing to pay (if anything) towards a scheme/service.
Respondents were presented with a randomised starting price point and asked if they would or would not be willing to pay this
amount each month to contribute towards the social tariff. If customers answered 'no’ they were asked again at the next lowest

price point — repeated up to three times. If customers answered ‘yes’ they were asked at the next highest price point -

repeated up to three times. From this we established the maximum amount customers were willing to contribute based within 5
the range established in the previous questions, providing us with a final amount they were willing to contribute.
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Weighting

Quotas were set on water company, age, gender A further explanation of weighting and the

and SEG. weighting profiles can be found in Appendix 2 of
this document.

The total sample matches well with the local

profile in terms of age, gender and SEG.

However, within each of the 3 water company
areas we see some deviation from the local
profiles which have been corrected through
weighting.

A weight has been applied to the respondent
data to ensure profiles match in terms of age.
gender and SEG within the regions and therefore
reflect the views of a representative sample.

All data reported on in this report is weighted
data.



Sample: overall

The sample achieved overall is shown below, and the sample for each company on

the following slides.

Water provider

Social Grade

350 358
Male: 387 ABC1: 447 Yes: 422
99
] @ e[ G C2DE: 359 No: 353
Wessex Water Bristol Water Bournemouth
Water
Tiness and Disability* [l thnicity*  Age|
White: 717
18-34: 21
Yes: 253 8-3 0
Mixed / multiple ethnicity: 33
/ > A/ 35-54: 280
No: 525 Asian / Asian British: 24
55-74: 232
Note: question asked about self and others Black/African/Caribbean/
in the household: Do you or anyone in your .
Black British: 22 75+: 84

household have a long-term illness, health
problem or disability which limits their daily
activities or the work you can do?

Other ethnic group: 6

*remainder don’t know / prefer not to say. Please note: weighted sample profile shown.



000
Sample: Wessex Water

The sample achieved for Wessex Water is shown below.

Male: 168

@ Female: 182

ABC1: 193 Yes: 213
Wessex Water:

C2DE: 157 No: 123

Tliness and Disability | Ethnicity” | | Age |
White: 326
18-34: 91
Yes: 122
Mixed / multiple ethnicity: 10
/ > A/ 35-54: 133
No: 220 Asian / Asian British: 5
55-74: 92
Note: question asked about self and others Black/African/Caribbean/
in the household: Do you or anyone in your Black British: 4 75+: 34
household have a long-term illness, health ac L '
problem or disability which limits their daily
activities or the work you can do? Other ethnic group: 3
*remainder don't know / prefer not to say. Please note: weighted sample profile shown. As weighted data is ®

used, totals shown across individual companies might not match to the overall sample profile



Sample: Bristol Water

The sample achieved for Bristol Water is shown below.

Water provider @ Social Grade

Male: 171 ABC1: 197 Yes: 159
Bristol Water:
@ Female: 186 C2DE: 160 No: 185
iness and Disability* | Ethnicity*  Age
Vee: 105 White: 310 18-34: 93
Mixed / multiple ethnicity: 16
/ P y 35-54: 118
No: 241 Asian / Asian British: 13
55-74: 106

Note: question asked about self and others

Black/African/Caribbean
in the household: Do you or anyone in your ack/ can/Ca ean/

household have a long-term illness, health Black British: 13
problem or disability which limits their daily
activities or the work you can do? Other ethnic group: 2

*remainder don't know / prefer not to say. Please note: weighted sample profile shown. As weighted data is
used, totals shown across individual companies might not match to the overall sample profile

75+: 40



Sample: Bournemouth Water

The sample achieved for Bournemouth Water is shown below.

Water provider

Note: question asked about self and others
in the household: Do you or anyone in your
household have a long-term illness, health

problem or disability which limits their daily
activities or the work you can do?

Black/African/Caribbean/
Black British: 5

Other ethnic group: 1

*remainder don't know / prefer not to say. Please note: weighted sample profile shown. As weighted data is
used, totals shown across individual companies might not match to the overall sample profile

Social Grade | meter status* |
Male: 47 ABC1: 56 Yes: 50
Bournemouth
Water:
@ Female: 51 C2DE: 43 No: 45
iness and Disability* | Ethnicity*  Age
Ve 6 White: 81 18-34: 26
Mixed / multiple ethnicity: 6
/ P y 35-54: 29
No: 65 Asian / Asian British: 5
55-74: 34

75+: 10

10



Sample: In-depth interviews

Water provider

Bristol Water:

Willing to
contribute:

@ £0: 2

Upto£1:1

Up to £2: 2
£2+4: 3

o

Bournemouth
Water

Willing to
contribute:

£0: 1
Upto£1:1
Up to £2: 2
£2+:

o

Wessex
Water:

Willing to
contribute:

£0: 2 @

Up to £1: 3
Upto £2:1
£2+: 2

Overall

Willing to
contribute:

£0: 5
Upto £1:5
Upto £2: 5
£2+:5

11
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Executive summary

Headline finding:

Almost three-quarters are willing
to contribute towards additional
cross-subsidy for social tariffs for

the period 2025-30, however,
customers do express concerns
around the cost of living and bill
affordability both now and in the
future.

Key findings:

Over half of customers of each of Wessex
Water, Bristol Water and Bournemouth
Water would be willing

to contribute (WtC) at least an additional
£1.00 per month towards an additional
cross-subsidy for social tariffs each year
from 2025-30. The mean WtC is £1.50 per
month among Wessex Water customers,
£1.79 among Bristol Water customers and
£1.83 among Bournemouth Water
customers.

However, there are significant sub-group
differences, with older customers, and
those in lower SEG groups and with lower
household incomes typically having a lower
WtC threshold.

Household bills and the cost of living:

Around two-thirds (67%) of customers
feel confident they will be able to afford
their water bills over the next 12 months.
This is broadly in-line with perceived
affordability of council tax and
internet/broadband, but lower than mobile
phone (76% confident overall). As might
be expected, gas and electric bills are
where customers are least confident they
will be able to afford their bills — with over
a quarter (29%) not being confident they
will be able to afford.

Awareness of support services:

Over two-thirds say they have heard of
Priority Services. In addition, around one
in six (15%) say they are not aware but
would like to know more - rising to 23%
among Bournemouth Water customers.

Around three in five (59%) are aware of
financial support for customers who are
struggling to pay, with Bristol Water
customers being most likely to have
previously had support or currently be
receiving support (22%).

Perceptions of social tariffs:

Half (50%) agree with the principle of
contributing to support customers who
are struggling to pay, and just over a
quarter (27%) disagree. After being
informed of plans for increasing the
support on offer to customers from
2025-2030, 47% find the changes
acceptable, and 32% unacceptable.
Among customers who find it
unacceptable the main reasons focus on
wanting the company to do more / cut
profits to fund, feeling that it is not a
customer’s responsibility and a feeling
that it’s not affordable to pay more /
that bills are already too high.

Willingness to Contribute (WtC)

75% of Wessex Water customers, 72%
of Bristol Water customers and 77% of
Bournemouth Water customers are
willing to contribute towards additional
cross-subsidy for social tariffs. The mean
WtC among Wessex Water customers is
£1.50 per month, £1.79 for Bristol Water
customers, and £1.83 for Bournemouth
Water customers - suggesting broad
support for an enhanced social tariff
from 2025-2030.
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Over two-thirds (68%) are aware of priority

services at a total level

Awareness and usage of Sub group differences:

priority services

total sample

Total Wessex Bristol B'mth Customers who are in receipt of
Water (a) Water (b) Water (c) . . g P .
benefits are significantly more likely to
Yes - I have heard of them but do not need . be aware (at any level) than those who are
these services S 45% 38% 28% not (76% cf. 65%)
Yes - I have signed up to them 12% 9% 14% 14%
Customers who are confident in being
Eei I;aI zﬁ)éedgiaer(ajnOftﬁhﬁm’ may need them, 16% 14% 18% 21% able to afford their water bill are
uenav ything significantly more likely to be aware (at
No - but I would like to know more 15% 13% 15% 23%?° any level) than those who are not (72%
cf. 60%)
No - but I do not need them 14%% 17% 13% 11%
Don’t know 2% 2% 2% 3%

Higher socio economic group customers
(ABC1s) are more likely to have heard of
priority services than lower socio
economic group customers (C2DEs);
(72% cf. 64%)

Wessex Water customers are significantly more likely to have heard of priority
services but not need them than Bournemouth Water customers (45% cf 28%

respectively). Bournemouth Water customers are significantly more likely to have
not heard of priority services, but want to know more than Wessex Water
customers (23% cf. 13%). a/b/c: denotes significantly higher

(at 95% confidence level) than comparator

Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Data is weighted to facilitate comparison. Q01. Are you aware of any services offered by [WATER
COMPANY], to assist customers who need them, such as: Large print or braille bills / Bills in a language other than English for people who need them / Passwords to check that company callers are genuine
/ Extra help for customers if there is a burst water pipe, such as delivering bottled water to their door. You may know this additional support as ‘Priority Services’

15
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Just over two thirds (67%) are confident in being able

to afford their water bill over the next 12 months

Wessex Water customers are more likely to be confident in being able to afford their water bills over the next 12
months (73%) than either Bristol Water or Bournemouth Water customers (63% and 61%). Overall, customers

are least confident in being able to afford their energy bills (53%).
%0 confident

Confidence in being able to afford household Wessex  Bristol Bournemouth
bills over the next 12 months Total Water (a) Water (b) Water (c)

Mobile phone 38% 12% 5% 76% 79% 74% 75%

Internet / broadband 30% 37% 14% 9% 8% 67% 729,b 63% 67%

Water 299% 38% 15% 15% 67% 739%bc 63% 61%

Council tax 24%% 38% 15% 14%% Y 62% 63% 62% 58%

Energy (gas and electric) 21% 33% 18% 21% 8% 53% 549% 52% 549%

m Very confident ® Quite confident m Neither m Not very confident mNot at all confident m Not applicable a/b/c: denotes significantly higher (at 95% confidence level)

than comparator
Note: data labels <5% not shown

Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Data is weighted to facilitate comparison. Q02. Which of the following best describes how confident you
feel in being able to afford the following bills over the next 12 months; please answer on a scale of 1 to 5 where 1 is not at all confident and 5 is very confident? Please note that totals may not add up due to
rounding.

17
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The general increase in the cost of living is the key factor

for lack of confidence in being able to afford water bills
over the next 12 months

. w

..- en’t going up/lo

ng increases Wages ar ) .
RO income/no income security

“The cost of living is absolutely crippling me financially.” "My job is insecure.”
Male, 55-64, Wessex Water Female, 25-34, Bournemouth Water

Other codes include:

« Retired / relying on pension (4%)

« Other / something else (7%)

« Don’t know / prefer not to say (11%)

Base: all not confident they will be able to afford their water bill over the next 12 months (144). Data is weighted to facilitate comparison.
QO03. You said you are not confident that you will be able to afford your water bill over the next 12 months. Why do you say that?
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costotiiving

“I very rarely go on my online banking because I'm always worried

In the context of rising costs across the board, about what it’s going to say... there’s always more going out than

participants are concerned about their ability to coming in.”
(I;?I'I)e with the accumulation of their household Female, 35-44, household income £19k-£45k, not willing to pay
ills.
Some key themes:
Some bills have more than doubled
» Wage stagnation- outgoings increasing but income “Cost of living... my electricity and gas has just gone from £80 to £195- and
remaining the same. quite frankly, I don't know how I'm going to pay it.”

Female, 45-54, household income under £19k, willing to pay up to £1

+ Limited control over energy usage and food
consumption- even when you use/eat less, you pay

more.
Limited control

« Uncertainty over global events and their effect on "We’re paying more but we're using less”
the economy- e.g., war in Ukraine. Female, 18-24, household income over £45k, not willing to pay

19



Helping those who are
struggling to pay




Almost three in five (58%) are aware of support
for customers who are struggling to pay

Wessex Water and Bristol Water customers are significantly more likely to have had support in the past than
Bournemouth Water customers, and Bristol Water customers are more likely to be currently in receipt of support
than Wessex Water customers. Wessex Water customers are significantly more likely to be aware but not need it
than Bristol Water customers.

Awareness and usage of financial support

Wessex Water

Total (a) Bristol Water (b) B’mth Water (c)
Yes - I have had support with my bill in the past 11% 10%oc 13%oc 3%
Yes — I am currently receiving support with my bill 7% 5% 9902 6%
Yes - I am aware, may need this, but haven’t done anything 18% 16% 19% 20%
Yes - but I do not need it 23% 26%" 19% 27%
No - but I think I might need it 9% 7% 10% 11%
No - but I would like to know more 15% 149% 15% 17%
No - but I do not need it 15% 199%b 12% 13%
Don't know 2% 2% 2% 2%

a/b/c: denotes significantly higher (at 95% confidence level) than comparator

Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Data is weighted to facilitate comparison. Q04. And, were you aware that [WATER COMPANY] offer
support for customers who are struggling to pay their water bills?

21
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Of those previously or currently in receipt of support,

WaterSure and reduced bills through Assist or WaterCare
are the most common services received

Support services in receipt of /

previously in receipt of

Total Wessex Water (a) Bristol Water (b) B’'mth Water*
Bill cap scheme - WaterSure 33% 30% 34% 39%
Reduced bill - Assist / Reduced bill - WaterCare 30% 17% 36%:? 60%
Flexible payment plan 26% 29% 23% 28%
Debt support scheme - Restart 229% 16% 26% 18%
Discount for low-income pensioners 18% 16% 20% 18%
Water Direct (using benefit payments) 18% 18% 18% 20%
Payment breaks 8% 12% 6% 0%
Other (specify) 2% 4% 0% 0%
Don’t know / prefer not to say 7% 18%°P 1% 0%
a/b: denotes significantly higher *Caution: very low base size (10).
(at 95% confidence level) than comparator
Base: all respondents (143) / Wessex Water (53) / Bristol Water (80) / Bournemouth Water (10). Data is weighted to facilitate comparison. Q05. Which of the following support services were you 22

using/in receipt of?



Information for
participants

Respondent information

Before being asked about social tariffs, including their general
support or opposition and then their willingness to contribute,
respondents were shown the following information screen:

“All major water companies in England and Wales have
schemes to give lower bills to some customers who might
otherwise struggle to pay. These are called social tariff
schemes. In line with Government rules these schemes are
mostly funded by charging other households a bit more on
their bills.

This is what's also known as a cross-subsidy. There are a
number of examples of cross subsidies in day-to-day life.
For example, concessionary tickets for children or
pensioners to attractions (e.g. the cinema, theme parks
etc.). Another example is the price of a stamp which is the
same within the UK whatever distance the letter or parcel
travels. At different points in our lives, we are all likely to
have helped fund cross-subsidies, and to have received help
from them.

The image below gives you some more information about
social tariffs and cross-subsidies in the water sector, please
review this image before continuing.”
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Half agree with the principle of contributing

towards supporting customers struggling to pay

Agreement with the principle of contributing Significant sub-group differences (total sample)*

towards supporting customers struggling to pay...

% agree %o disagree

14% 14% Age
18-34 (a) 54%d 18%
m Completely agree m Slightly agree m Neither 35-54 (b) 51%¢ 29%
m Slightly disagree m Strongly disagree mDon't know 55-74 (c) 540/d 250,
75+ (d) 25% 55%

Aware of priority services
2 7 o/ Yes (@) 540/4b 22%
(0 No (b) 41% 39%
disagree with the
principle of

50%

agree with the
principle of

Confidence in water bill affordability

contributing contributing Confident (a)  57%? 23%
towards supporting towards supporting Not confident (b) 36% 41%
cus’gomers cust_omers Aware of financial support
struggling to pay struggling to pay
Yes (a) 55%: 23%
No (b) 43% 35%

a/b/c/d: denotes significantly higher (at 95% confidence level) than comparator on %
agree
*0Only sub-groups where significant differences occur are shown

Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Data is weighted to facilitate comparison. Q06. As a [WATER COMPANY] customer, to what extent do you
agree or disagree with the general principle of paying a contribution towards supporting customers who are struggling to pay their bill? Please answer on a scale of 1 to 5 where 1 is completely disagree and 5
is completely agree. their water bills?



000
Bristol Water customers are more likely to agree with the

general principle than Wessex Water customers

Agreement with the principle of contributing
towards supporting customers struggling to pay...

Total 50%
Wessex Water (a) 46%
Bristol Water (b) 129 13% 53%:?
Bournemouth Water (c) 12% 11% 529,
B Completely agree mSlightly agree mNeither mSlightly disagree m®Strongly disagree ®Don't know
Note: data labels <5% not shown
a/b/c/d: denotes significantly higher (at 95% confidence level) than comparator on % agree
Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Data is weighted to facilitate comparison. Q06. As a [WATER COMPANY] customer, to what extent do you 25

agree or disagree with the general principle of paying a contribution towards supporting customers who are struggling to pay their bill? Please answer on a scale of 1 to 5 where 1 is completely disagree and 5
is completely agree. their water bills?



Qualitative
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Conflicting feelings about contributing

A range of customers were consulted struggling yet subsidising
qualitatively in terms of their willingness to

contribute to social tariffs, and there were

some conflicting thoughts. “We're suffering, yet our bills have been increased to help someone else. It
makes no sense.”
Some feel a desire to contribute but are Female, 35-44, household income between £19k-£45k, not willing to pay

limited in their ability to do so, while others
feel conflicted about the fairness of the

schemes.
Working for no reward
Some key themes:

. People feel like they want to do good and help "My mum works full time. I'm a young girl, I work full time. My sister as well, but I
others, but are limited by their own financial feel that we're actually penalised, and I feel that it's not fair.”

resources Female, 18-24, household income over £45k, not willing to contribute

« There’s concern that a lot of those struggling . .- interests
(e.g. middle-income families) might be slipping Conflicting In

through the net

“You sort of weigh up how much you are finding that your money is running out by
the end of the month, with the desire to do some sort of good.”

« There'’s the potential for customers to be Male, 45-54, household income between £19k-£45k, willing to contribute
contributing to social tariffs when they should in more than £2
fact be on them themselves, due to a lack of
awareness
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Willingness to contribute




Informatlon fOI‘ STIMUI:US 28 = Note: full page
= = ﬁWﬂwﬂﬂl ll[ll’ AVA“AB‘[ stimulus shown
pa rtici pan ts el e s e in appendix

\Water Direct

Respondent information

Before being asked about social tariffs, including
their general support or opposition and then their
willingness to contribute to their water
company’s proposed social tariff, respondents
were shown various pieces of information and
stimulus as shown over the next three slides:
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Information for
participants

INFO4

“"When answering the next set of questions,
please be aware that over the next few years
many household costs may increase due to
inflation. These household costs include energy,
food and fuel prices. It is currently expected
that the rate of increase in prices will slow from
the middle of this year.

Your water bill may also be affected by how
much other costs increase each year such as the
company’s running costs e.g., energy, wages
etc, money invested to improve day to day water
services and long-term investments.”

INFO5

“In order to support more customers who are struggling to pay
through social tariffs in future, [WATER COMPANY] would need
to increase the contributions made by other customers to pay
for this. Customers already pay an amount on their bills as a
cross-subsidy to support those on a social tariff.

We'd now like to ask you about the additional amount you
would be willing to contribute - if anything - in order to make
the proposed changes to expand the nhumber of customers on
social tariff schemes.

Please also note that if [WATER COMPANY] want to help more
customers, or increase this discount in the future, they would
have to consult with customers again.
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Information for
participants

STIMULUS 4&5

THE EXiSTING SoGial
TARIEE SCHEME ...

Wessex Water

Please note: customer hillz
cumrently incluce a contritut nn
towa s suprorting rustomers
thrcugh sosial tariffs.

The current position
28,000 customers supported

£8.50 {£0.71 per month)
bill contribution

This inforrmation Celails Lhe
vorrent level of contricubon tu
sutal bariffs by sach costurraer
pe- vear.

Bristol Water

THE EXISTiNG SOCiAL
TARIEE SCUEME ..

Please note: custame- bills
currently include a contribution
Lowards supporlicg caslomers
Lhreugh sotid Lari s,

The current position
21,000 customers supported

£7.65 (£0.64 per month)
hill contribution

This infarmatian detzils the
current level of contr butic s to
social taniffs by cach customer
per year.
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000
Overall, around three quarters are willing to contribute at all,

and over half (54%) are willing to contribute £1 a month

i . Across the total sample, the average (mean)
willingness to contribute (per month) 54% WtC is £1.67 per month. The lower limit for
overall - WtC is £1.54 per month, and the upper limit
willing to £1.80%
contribute at

yZ LA least The median WtC amount is £1.00, meaning a

o £1 per majority (50.1%) are willing to contribute up to
willing to month that amount.

contribute

towards social

tariff 38%

There are significant differences in WtC across
different sample sub-groups, as shown on the
following slides.

willing to
contribute at
least
£2 per
*The upper and lower limits for WtC are value ranges
either side of the mean score where there is 95%
confidence that there would be no significant

20% 16% 150, difference in WtC / acceptability between those
values.

10%

0%
£0.25 50p £1 £1.50 £2 £2.50 £3 £3.50 £4 £4.50 £5 Total Sample

e All customers

Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS 31
TABLE BELOW] extra per month moving forward, in order to increase the number of customers helped on social tariff schemes?



000
Overall, around three quarters are willing to contribute at all,

and over half (54%) are willing to contribute £1 a month

. th): Wessex Water:
Wwillingness to contribute (per e ) 549/, + 75% willing to contribute at all
overall AL + 62% willing to contribute at least £0.50
willing to .« 529 willing to contribute at least £1.00
Cont|22§tt;e at - 339% willing to contribute at least £2.00
74%0 £1 per
willing to month
contribute Bristol Water:
towards social « 729% willing to contribute at all
tariff 389% * 61% willing to contribute at least £0.50

+ 549 willing to contribute at least £1.00
* 419% willing to contribute at least £2.00

willing to
contribute at
least
£2 per

Bournemouth Water:
« 77% willing to contribute at all
+ 71% willing to contribute at least £0.50

500 16% 15% BB 62% willing to contribute at least £1.00
¢ \ 0 + 38% willing to contribute at least £2.00

10%

0%
£0.25 50p £1 £1.50 £2 £2.50 £3 £3.50 £4 £4.50 £5 Total Sample

e All customers

Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS 32
TABLE BELOW] extra per month moving forward, in order to increase the number of customers helped on social tariff schemes?
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Willingness to Contribute (WtC): Wessex Water

ibute (per month): Across the sample for Wessex Water, the
willingness to contribute (P 520/ average (mean) WtC is £1.50 per month. The
Wessex Water o & lower limit for WtC is £1.32 per month, and the
covril“trilggteoat upper limit £1.68*
750/ least The median WtC amount is £1.00, meaning a
- £1 per majority (50.1%) are willing to contribute up to
willing to month that amount.
contribute
towards social
tariff 33% - _ _
willing to T_here are significant differences in WtC across
contriblite at different sample sub-groups, as shown on the
[ following slides.
£2 per
month *The upper and lower limits for WtC are value ranges
30% either side of the mean score where there is 95%
23% 22% 22% confidence that there would be no significant
20% 17% difference in WtC / acceptability between those
MOA) values.

10%

0%
£0.25 50p £1 £1.50 £2 £2.50 £3 £3.50 £4 £4.50 £5 Wessex Water

— Al Wessex Water customers

Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the 33
number of customers helped on social tariff schemes?



Willingness to Contribute (WtC): Wessex Water

Willingness to Contribute

Across the total Wessex Water sample, the average
(mean) WtC is £1.50 per month with a 95% confidence
interval of values between £1.32 and £1.68 (meaning
any difference in the tariff amount between those two
values is unlikely to result in any significant change in
WtC).

The median WtC amount is £1.00 per month, meaning
a majority (50.1%) are willing to contribute up to that
amount.

The tables to the right and on the following slides detail
the WtC for different sub-groups of interest within the
sample.

Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE

number of customers helped on social tariff schemes?

18-34 35-54 55-64 65+

(91) (133) (53) (74)
Mean WtC £1.92 £1.41 £1.66 £1.05
Median WtC £1.00 £1.00 £1.09 £0.30
Willing to contribute
at all 91% 69% 80% 64%
(value >£0)
Would pay at least
050 (F.’)/o‘)' 75% 54% 66% 57%
Would pay at least o o o o
£1 (%) 63% 49% 46% 48%
Would pay £2 or

47% 30% 38% 19%

more (%)

Younger customers (under 35) have a significantly
higher mean WtC than those aged 35-54 and 65+

FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

34
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Willingness to Contribute (WtC): Wessex Water

Male Female ABC1 C2DE
(168) (182) (193) (157)
Mean WtC £1.73 £1.29 Mean WtC £1.57 £1.42
Median WtC £1.00 £0.99 Median WtC £1.00 £1.00
Willing to contribute at all Willing to contribute at all
(Value >£0) 740/0 770/0 (Value >£0) 770/0 730/0
Would pay at least £0.50 (%) 64% 60% Would pay at least £0.50 (%) 64% 60%
Would pay at least £1 (%) 55% 499, Would pay at least £1 (%) 52%, 52%
Would pay £2 or more (%) 399% 299, Would pay £2 or more (%) 349, 329%,
There are no significant gender differences There are no significant differences by SEG
Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 35
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Willingness to Contribute (WtC): Wessex Water

Metered Unmetered "eZi;'l‘(a" £19k - £45k  £45k+
(213) (214) (72) (139) (89)
Mean WtC £1.67 £1.16 Mean WtC £1.03 £1.68 £1.73
Median WtC £1.00 £0.50 Median WtC £0.50 £0.80 £1.00
Willing to contribute at all Willing to contribute at all
(value >£0) 77% 70% (value >£0) 64% 75% 83%
Would pay at least £0.50 (%) 66% 549, Would pay at least £0.50 (%) 51% 599, 72%
Would pay at least £1 (%) 55% 46% Would pay at least £1 (%) 37% 499, 61%
Would pay £2 or more (%) 37% 24% Would pay £2 or more (%) 21% 38% 419,
Metered customers have a h|gher WtC than unmetered WtC varies by household income, with those with a household
customers. income of less than £19k having a significantly lower median WtC
than those with higher household incomes (£19k and above)
Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 36



Willingness to Contribute (WtC): Wessex Water

Support for the general principle of contributing Acceptability of asking customers to contribute to
towards those who are struggling to pay social tariff
Agree Neither Disagree Acceptable Neither Unacceptable
(161) (70) (111) (154) (65) (119)
Mean WtC £2.12 £1.33 £0.78 Mean WtC £2.29 £1.45 £0.61
Median WtC £1.50 £0.75 £0.09 Median WtC £2.00 £1.00 £0.00
Willing to contribute at all Willing to contribute at all
(vaIue >£0) 900/0 840/0 520/0 (Value >£0) 920/0 850/0 500/0
Woul . .
0ou d pay at least £0.50 28% 60% 43% V\éould pay at least £0.50 82% 66% 36%
(%) (%)
Would pay at least £1 (%) 68% 46% 34% Would pay at least £1 (%) 70% 549%, 28%
Would pay £2 or more (%) 50% 299%, 13% Would pay £2 or more (%) 52% 29% 12%

As might be expected, those who agree with the general principle Similarly, those who find it acceptable for Wessex Water to use

of paying a contribution towards supporting customers who are customer funding to increase financial support to customers
struggling to pay their bill, have a significantly higher WtC mean (after being informed of plans) have a significantly higher WtC
and median average than those who disagree. mean and median average than those who find it unacceptable.
Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 37
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Willingness to Contribute (WtC): Bristol Water

] th): Across the sample for Bristol Water, the
willingness to contribute (per mon ) 549/ average (mean) WtC is £1.79 per month. The
Bristol Water o L lower limit for WtC is £1.69 per month, and the
covril“tlrlilggtgoat upper limit £1.89*
729, £Ieast The median WtC amount is £1.00, meaning a
¢ 1 per majority (50.1%) are willing to contribute up to
willing to month that amount.

contribute
towards social
tariff 419
willing to
contribute at
least
£2 per
month *The upper and lower limits for WtC are value ranges

There are significant differences in WtC across
different sample sub-groups, as shown on the
following slides.

30% 26% either side of the mean score where there is 95%
23% Iy 199, confidence that there would be no significant
20% \ ° difference in WtC / acceptability between those
values.
10%

0%
£0.25 50p £1 £1.50 £2 £2.50 £3 £3.50 £4 £4.50 £5 Bristol Water

= A|| Bristol Water customers

Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the 38
number of customers helped on social tariff schemes?
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Willingness to Contribute (WtC): Bristol Water

Across the total Bristol Water sample, the average 18-34 35-54 55-64 65+
(mean) WtC is £1.79 per month with a 95% confidence (93) (118) (79) (68)
interval of values between £1.69 and £1.89 (meaning Mean WtC

: . : £2.11 £2.04 £2.06 £0.62
any difference in the tariff amount between those two
values is unlikely to result in any significant change in Median WtC £1.00 £1.50 £1.50 £0.00
WtC). Willing to contribute

I % % % %

The median WtC amount is £1.00 per month, meaning ?\t,jue >£0) 8% /8% 7% 4
a majority (50.1%) are willing to contribute up to that
amount. RO S 71% 68% 68% 28%
The tables to .the right and on the fqllowing in.de.s detail il (553 12 [ERE
the WtC for different sub-groups of interest within the £1 (%) 59% 63% 59% 26%
sample.

Would pay £2 or

more (%) 48% 49% 48% 12%

Under 65s have a significantly higher WtC than over
65s. Just over a third of over 65s would be willing to
contribute at all, resulting in a median WtC of £0.

Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the
number of customers helped on social tariff schemes? 39
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Willingness to Contribute (WtC): Bristol Water

Male Female ABC1 C2DE
(172) (186) (197) (161)
Mean WtC £1.93 £1.66 Mean WtC £2.02 £1.51
Median WtC £1.00 £1.00 Median WtC £1.00 £1.00
Willing to contribute at all Willing to contribute at all
(value >£0) 71% 73% (value >£0) 76% 66%
Would pay at least £0.50 (%) 63% 599, Would pay at least £0.50 (%) 65% 55%
Would pay at least £1 (%) 56% 53% Would pay at least £1 (%) 58% 50%
Would pay £2 or more (%) 459, 38% Would pay £2 or more (%) 46% 36%
There are no significant differences in WtC by gender among The mean and median WtC is higher for ABC1 customers than
Bristol Water customers. C2DEs, and a higher proportion are willing to contribute at all
(76% cf. 66%).
Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 40
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Willingness to Contribute (WtC): Bristol Water

Metered Unmetered "eZi;'l‘(a" £19k - £45k £45k+

(159) (185) (56) (112) (126)
Mean WtC £2.00 £1.60 Mean WtC £1.76 £1.90 £2.40
Median WtC £1.00 £0.55 Median WtC £1.00 £1.00 £2.00
Willing to contribute at all Willing to contribute at all
(value >£0) 80% 63% (value >£0) 82% 84% 78%
Would pay at least £0.50 (%) 67% 56% Would pay at least £0.50 (%) 62% 69% 73%
Would pay at least £1 (%) 60% 50% Would pay at least £1 (%) 549, 61% 67%
Would pay £2 or more (%) 45% 37% Would pay £2 or more (%) 38% 47% 54%

Although those with a higher household income (£45k+) have a
higher mean WtC than those with lower household incomes,
there is no significant difference in willingness to contribute

anything at all.

Metered customers have a higher mean WtC than unmetered
customers, and a higher proportion are willing to contribute at all

(80% cf. 63%).

Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the
41

number of customers helped on social tariff schemes?



Willingness to Contribute (WtC): Bristol Water

Support for the general principle of contributing Acceptability of asking customers to contribute to
towards those who are struggling to pay social tariff
Agree Neither Disagree Acceptable Neither Unacceptable
(189) (73) (88) (179) (57) (106)
Mean WtC £2.29 £1.53 £1.00 Mean WtC £2.42 £1.96 £0.68
Median WtC £2.00 £0.80 £0.00 Median WtC £2.00 £1.00 £0.00
Willing to contribute at all Willing to contribute at all
(vaIue >£0) 830/0 750/0 470/0 (Value >£0) 890/0 840/0 380/0
Woul . .
0ou d pay at least £0.50 23% 61% 3794 V\éould pay at least £0.50 29% 2204 270
(%) (%)
Would pay at least £1 (%) 69% 499, 30% Would pay at least £1 (%) 74, 56% 220/
Would pay £2 or more (%) 54% 35% 22% Would pay £2 or more (%) 57% 43% 14%

As might be expected, those who agree with the general principle Similarly, those who find it acceptable for Bristol Water to use

of paying a contribution towards supporting customers who are customer funding to increase financial support to customers
struggling to pay their bill have a significantly higher WtC mean (after being informed of plans) have a significantly higher WtC
and median average than those who disagree. mean and median average than those who find it unacceptable.
Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 42
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Willingness to Contribute (WtC):

Bournemouth Water

] t ( ar month)= Across the sample for Bournemouth Water,
willingness to contribute (P 62% the average (mean) WtC is £1.83 per month.
Bournemouth Water 24 The lower limit for WtC is £1.46 per month, and
willing to the upper limit £2.20*
contribute at
77% least The median WtC amount is £1.00, meaning a

¢ £1 per majority (50.1%) are willing to contribute up to
willing to month that amount.
contribute

towards social

tariff 38%

There are significant differences in WtC across
different sample sub-groups, as shown on the
following slides.

willing to
contribute at
least
£2 per
month *The upper and lower limits for WtC are value ranges
either side of the mean score where there is 95%
confidence that there would be no significant

20% W% difference in WtC / acceptability between those
values.

10%

0%
£0.25 50p £1 £1.50 £2 £2.50 £3 £3.50 £4 £4.50 £5 Bournemouth Water

= All Bornemouth Water customers

Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase 43
the number of customers helped on social tariff schemes?
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Willingness to Contribute (WtC):

Bournemouth Water

Across the total Bournemouth Water sample, the 18-34*  35-54*  55-64* 65+*
average (mean) WtC is £1.83 per month with a 95% (26) (29) (21) (24)
confidence interval of values between £1.46 and £2.20
(meaning any difference in the tariff amount between

those two values is unlikely to result in any significant Median WtC £2.00 £0.50 £3.00 £1.00
change in WtC).

Mean WtC £2.31 £1.20 £2.77 £1.25

Willing to contribute

I % % % %
The median WtC amount is £1.00 per month, meaning ?\t,jue >£0) se% 20 P /9%
a majority (50.1%) are willing to contribute up to that
amount. RO S 74% 56% 81% 79%
The tables to .the right and on the fqllowing in.de.s detail il (553 12 [ERE ) ) ) )
the WtC for different sub-groups of interest within the £1 (%) 63% 43% 76% 72%
sample.

Would pay £2 or
Throughout, please note the low base sizes of some more (%)
comparator groups. Where a group is marked with an _
asterisk (*) it signifies a low base size of less than 30. 18-34s and 55'64;(5 have a higher mean WtC than 35-
In such instances, data (and data comparisons) should 54s and over 65s*.
be treated with caution.

60% 21% 64% 14%

*Caution: low base size (<30)

Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase
the number of customers helped on social tariff schemes? 44
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Willingness to Contribute (WtC):

Bournemouth Water

Male Female ABC1 C2DE
(48) (51) (56) (43)
Mean WtC £1.98 £1.69 Mean WtC £1.78 £1.90
Median WtC £1.00 £1.00 Median WtC £1.00 £1.00
Willing to contribute at all Willing to contribute at all
(value >£0) 71% 83% (value >£0) 77% 78%
Would pay at least £0.50 (%) 69% 73% Would pay at least £0.50 (%) 69% 75%
Would pay at least £1 (%) 60% 65% Would pay at least £1 (%) 599, 66%
Would pay £2 or more (%) 419, 36% Would pay £2 or more (%) 37% 419,
Women are more likely to be willing to contribute than men, There is no significant difference in WtC across ABC1s and
however, a higher proportion of men have a WtC of £2+ than C2DEs.
women.
Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase
45

the number of customers helped on social tariff schemes?
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Willingness to Contribute (WtC):

Bournemouth Water

Metered Unmetered Lo e £10k- £45k  £45k+*
(50) (45) (23) (34) (24)
Mean WtC £1.72 £2.03 Mean WtC £1.94 £1.83 £2.51
Median WtC £1.00 £1.00 Median WtC £1.00 £1.00 £2.00
Willing to contribute at all Willing to contribute at all
(Value >£0) 720/0 820/0 (Value >£0) 750/0 680/0 930/0
Would pay at least £0.50 (%) 72% 70% Would pay at least £0.50 (%) 65% 65% 829,
Would pay at least £1 (%) 62% 63% Would pay at least £1 (%) 60% 52% 66%
Would pay £2 or more (%) 36% 419, Would pay £2 or more (%) 499%, 38% 58%
Unmetered customers have a slightly higher WtC than metered Those with an annual household income of £45k+ have a higher
customers. WtC than those with an annual household income below £45k.
*Caution: low base size (<30)
Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase

the number of customers helped on social tariff schemes? 46
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Willingness to Contribute (WtC):

Bournemouth Water

Support for the general principle of contributing Acceptability of asking customers to contribute to

towards those who are struggling to pay social tariff

Agree Neither* Disagree* Acceptable Neither* Unacceptable
(52) (24) (23) (47) (22) (30)
Mean WtC £2.57 £1.47 £0.58 Mean WtC £2.91 £1.15 £0.63
Median WtC £2.00 £1.00 £0.10 Median WtC £3.00 £1.00 £0.50
Willing to contribute at all Willing to contribute at all
(Value >£0) 870/0 770/0 560/0 (Value >£O) 900/0 720/0 610/0
Would t least £0.50 Would t least £0.50
sos d pay atleas 80% 77% 44% oov ¢ pay at leds 86% 67% 51%
(%) (%)
Would pay at least £1 (%) 71% 66% 40% Would pay at least £1 (%) 78% 57% 419,
Would pay £2 or more (%) 60% 27% 49, Would pay £2 or more (%) 65% 249, 8%

As might be expected, those who agree with the general principle Similarly, those who find it acceptable for Bournemouth Water to

of paying a contribution towards supporting customers who are use customer funding to increase financial support to customers
struggling to pay their bill have a higher WtC mean and median (after being informed of plans) have a significantly higher WtC
average than those who disagree. mean and median average than those who find it unacceptable.

*Caution: low base size (<30)

Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase 47
the number of customers helped on social tariff schemes?



Case Study 1: Willing to contribute £0

Emma is only supportive of social About Emma:
tariffs under certain circumstances
(such as disability) and feels that
work needs to be done to make
social tariffs fairer for everyone in
society before she would fully
support them.

« Emma is 18-24 and lives with
her mum and her sister.

» She has a full-time job, as do
her mum and sister, yet they
are struggling financially and
feel as though they are having

She feels that her family is to cut back on things they

using less, but paying more enjoy in order to make ends
meet.

. « Emma’s combined household
She feels that bills should be income is £45k+ .

reduced for everyone equally

» She does not feel as though
her family should be
supporting others when they
themselves are not receiving
any help.

Qualitative

"I think they need to make it fair for all
customers. It has to work for
everybody, not just one group or two
groups of people”

Bristol Water

“We are lucky that there are the three of us
that are all in full-time work. But obviously,
as for outgoings and things like water bills,
electric bills, we're noticing we're not able to
do the things that we used to enjoy like going
on holiday or just treating yourself to that
new T-shirt or trainers.”

Bristol Water
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Case Study 2: Willing to contribute up to £1

Brenda is currently on social tariffs
and is broadly in support of them due
to the financial relief she gains from
them.

She was unaware that the tariffs she
is on are subsidised by other
customers and she is now conscious
of the impact this has on others. She
feels bad that others might struggle
more for her to struggle less.

She feels that social tariffs
should be funded by
companies not customers

She feels that transparency is
key and customers should be
informed of how much they
contribute to social tariffs.

About Brenda:

Brenda is aged 45-54 and has
some chronic illnesses
including Crohn’s, depression
and anxiety.

Although she is in receipt of
disability PIP payments and
ESA, she is struggling to make
ends meet as they have not
increased in line with the cost
of living.

Brenda’s combined household
income is under £19k.

She would like to help others
as much as she can but has
limited resources to do so.

“I'm on benefits and disabled PIP

and ESA- and it has gone up, but

not in relation to what the actual
bills are.”

Wessex Water

“It's like robbing the rich to give to
the poor kind of thing.”

Wessex Water
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Case Study 3: Willing to contribute up to £2

Dean is supportive of social tariffs
and willing to contribute but About Dean
stresses that measures should be “With sort of like rent going up and all the

Faken to ensure that the system « Dean is 25-34 and lives with bills going up, it’s getting sort of a worry.
is not abused. his partner and 4-month-old But at the moment, it's manageable.

He only sees social tariffs as child. Bristol Water
acceptable when the recipient is

in need through no fault of their » He is currently managing to

own. pay the bills but is worried

about future increases and

the fact his wage isn't “You've got people that just don't want

He feels that SOCI_aI tariffs increasing in line with to work and are choosing to have an
are most appropriate for inflation. easy life, and it’s not acceptable for
utility bills since they are them... it’s for the people that can't
a necessity « His combined household work of their own accord.”
income is between £19k- Bristol Water
£45k.

He feels that the amount

paid by customers  He is more cautious with

spending and has changed his
habits to cope with the
increased cost of living.

towards social tariffs is
reasonable
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Case Study 4: Willing to contribute £2+

Dan is supportive of social tariffs
and feels that everyone that
needs support should be afforded
it.

About Dan:

« Dan is 25-34 and works full
He would be willing to contribute time.
a lot more money to social tariffs,
on the condition that companies « His combined household
were seen to be doing their part income is between £19k-
too. £45Kk.

« He feels lucky that he is
coping well financially and
wants to do whatever he can
to help others.

He feels that water is a

basic human need

« He recognises that life is a
lottery and feels that helping
others is in the everyone’s
best interests.

He feels that if everyone is

supported, society as a
whole benefits.

“I've been to school, I've been to
uni. I have good jobs. I have
savings. I can travel. I have

financial mobility, you know, I'm

fully able. I don't have any sort of

disability- so it just makes sense
to do it because in the end
sometimes it’s just a lottery.”

Wessex Water

“You hear stereotypical things like
people are lazy or sponging off.
It's not quite right, you know,
because sometimes it's just pure
luck or family friends or the circle
that you have. Certainly that's it.
So I would say it makes sense to
build a fairer society because if I
look after you, you're better off,
society gets better as a whole."

Wessex Water
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Almost half (47%) find the proposed increase to the

social tariff using customer funding acceptable

Overall acceptability of using customer funding to Significant sub-group differences (total sample)*

increase support for customers

% %
acceptable unacceptable
18% 16% 16% 4%

Age
B Completely acceptable m Slightly acceptable m Neither 18-34 (a) 52%° 23%
m Slightly unacceptable m Completely unacceptable mDon't know 35-54 (b) 7 170
55-74 (c) 48%¢ 32%
75+ (d) 34% 55%

SEG
ABC1 (a) 50%b> 31%
C2DE (b) 43% 33%

4 7 0/ 3 2 O/ Aware of Priority services

0 o Yes (a) 52% 27%
acceptable unacceptable No (b) 38% 43%

Confidence in water bill affordability

Confident (a) 52% 28%
Not confident (b) 35% 42%
Aware of financial support
a/b/c/d: denotes significantly higher (at 95% confidence level) Yes (a) 53% 27%
than comparator on % acceptable No (b) 41% 40%
*Only sub-groups where significant differences occur are shown
Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Data is weighted to facilitate comparison. Q11. Overall, based on all the information you have seen about 28

the changes to the social tariff, how acceptable do you think it is for [WATER COMPANY] to use customer funding to increase the support to customers?
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There is no significant difference in acceptability

across the three companies

Overall acceptability of using customer funding to

increase support for customers % acceptable

Total 47%
Wessex Water (a) 149/ 449,
Bristol Water (b) 18% 12% 50%
Bournemouth Water (c) 19% 299%° 22% 17% 13% 48%,
B Completely acceptable mSlightly acceptable mNeither mSlightly unacceptable mCompletely unacceptable mDon't know
Note: data labels <5% not shown
a/b/c/d: denotes significantly higher (at 95% confidence level)
than comparator on % acceptable
Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Data is weighted to facilitate comparison. Q11. Overall, based on all the information you have seen about 59

the changes to the social tariff, how acceptable do you think it is for [WATER COMPANY] to use customer funding to increase the support to customers?
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Reasons for finding the use of customer funding

to increase support to customers acceptable

h the scheme/it's a help the vulnerable and

Agree wit : We should !
good idea those struggling
"It gives existing customers a chance to support other “They provide a good service and this scheme would be helping
customers who may be struggling more than the existing those who are less fortunate.”
customers. It is completely acceptable to allow other people to Female, 75+, Wessex Water

help each other - as it should be for everything.”
Male, 18-24, Bristol Water

*Note: Among customers who find it acceptable

Other codes include: ;
for their water company to use customer

« Company should cut profits to fund this/water companies make funding to increase support to customers there
too much profit (10%)* are still some negative responses (shown to the
left) around the company needing to do more,
«  Not customers responsibility to help people (7%)* people already struggling and not being able to

fford bill i .
« Everyone needs help/is already struggling (10%)* arord biitinereases

+ People cannot afford bill increases/bills already high (7%)*

« Don't know (23%)
Note: only codes >4% shown.

Base: all respondents who consider it acceptable for [COMPANY] to use customer funding to increase the support to customers (383) / Wessex Water (154) / Bristol Water (179) / Bournemouth Water (47).
Data is weighted to facilitate comparison. Q12. Why do you find it...? 60
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Reasons for finding the use of customer funding

to increase support to customers unacceptable

ut profits to fund

dc :
Company shoul make too much profit

this/water companies

ponsibility to help people

14
It's not customers res

“"Wessex Water are a multi-billion pound company, they should
be able to help people. Everyone is struggling right now and the
company should be able to help much more than they do.”

Female, 18-24, Wessex Water

People cannot afford bill

increases/bills already high

"I am on a fixed income and people are struggling already. I .
cant afford any increases to my bills.”

Male, 75+, Bournemouth Water .

Base: all respondents who consider it unacceptable for [COMPANY] to use customer funding to increase the support to customers (252) / Wessex Water (119) / Bristol Water (106) / Bournemouth Water (30).

Data is weighted to facilitate comparison. Q12. Why do you find it...?

Other codes include:

Note: only codes >4% shown.

“Don't think it should be up to the public to help fund the
public. It should be up to the big companies or government who
make lots of money.”

Female, 25-34, Bournemouth Water
28%

Everyone needs help/is already struggling
(12%)

Funding should come from the Government
(7%)

Against the scheme in principle/just don't like
the scheme (7%)

Don’t know (12%)
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Feelings on social tariffs

Just over a third feel the social tariffs they were provided with information about are a good or fair idea.
However, there is some concern around water company contributions / profit, and whether help is properly
directed towards those who really need it.

Fee

lings towards social tariffs

Good / fair / helpful idea
Water company profits should cover this
Needs to go to the right people

Everyone is struggling, not just low income
families/should be available to more people

Good intention but unfair that some pay
more/less

Negative opinion of scheme

Wary of people who are not deserving
benefiting

Need more information

Not enough help / could do more to help
Not sure / Neutral

Don’t want to / can’t afford to contribute
Don't know

34%
8%
6%

5%

5%
4%
4%
3%
3%
3%
3%
27%

Note: only codes 3%+ shown

“They are the right thing to do, but if the water companies are

making excess profits the funding should come from there first.

I don't know if the water companies have share holders, but if

they do, let them pay towards the social funds too by reducing
dividends..”

Male, 35-44, Bristol Water

“I agree with helping pensioners and people with medical
conditions. I find it more difficult to accept for households with
3 or more children. I understand circumstances change, and
the cost of living increases has hit us all rather unexpectedly,
but I feel some consideration should have been given about
personal finances before making the decision to have 3 or more
children..”

Female, 35-44, Wessex Water

“I don't mind it. But they need to make sure that they are
asking the right customers for help..”

Female, 55-64, Bournemouth Water

Base: all respondents (808) / Wessex Water (350) / Bristol Water (358) / Bournemouth Water (99). Data is weighted to facilitate comparison. Q13. Based on what you have seen about the social tariffs in
place today. What are your feelings towards them in terms of the help they offer and to whom? Please provide as much detail as possible
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Conclusions

Although the majority (67%) of customers are confident they will be able to afford their water bills over the next 12 months,
confidence in being able to afford other bills is significantly lower, with over a quarter (29%) not being confident they will
be able to afford their energy bills.

As might be expected, the cost of living is a significant factor in uncertainty around bill affordability, with almost three-fifths of those who
are not confident they will be able to afford their water bill citing the cost of living as a factor when asked why. In addition, cost of living
and squeezed household finances are also frequently mentioned when considering the acceptability of plans to increase the support
available to customers between 2025 and 2030.

Over two thirds (68%) are aware of priority services, and almost three in five (58%) are aware of financial support. In
addition, 15% are unaware of priority services but would like to know more, and 9% are unaware of financial support but feel they might
need it. This points towards a customer base that is largely aware of their water company’s activity, and mindful of support services that
might be available to them.

Half (50%) agree with the principle of contributing towards customers who are struggling to pay. However, there are
significant generational differences in outlook, with older customers significantly less likely to support (in principle) than younger
customers.

When customers are asked to consider how much they would be willing to contribute to the social tariff in future (if
anything), around three-quarters would be willing to contribute in some form. However, significant differences between customer
groups are evident, with older customers again having a lower WtC threshold. Additionally, those from higher income households tend to
have a higher WtC.
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Recommendations and considerations

Despite the significant pressures many are feeling on their household finances, there is sufficient support to
indicate that a majority of customers are willing to contribute towards additional cross-subsidy for social tariffs

for the period 2025-30. The mean average WtC ranges from £1.50 among Wessex Water customers to £1.79 among Bristol
Water customers, and £1.83 for Bournemouth Water customers.

However, while the majority are willing to contribute, there is a significant concern about future household
finances and bill affordability — even among those in generally more favourable economic circumstances. With this
in mind, Wessex Water, Bristol Water and Bournemouth Water should be mindful that customers are (increasingly) vigilant
towards their month to month expenditure, and are likely to be resistant to significant bill increases that impact their ability to
spend elsewhere and absorb other rising costs such as food, rent and mortgages.

In addition, even among those who are supportive of the principle of social tariffs there remains some scepticism
about how it is operated and who is eligible. To this end, it will be important for Wessex Water, Bristol Water and
Bournemouth Water to continue to clearly communicate its eligibility criteria for social tariffs, and to demonstrate that support
is being provided to those who really need it. It is also important to communicate contributions made by the water companies
and their shareholders.

Those who are aware of Priority Services and/or financial support are more likely to find the proposals acceptable
than those who are unaware. Continuing to promote these services to as wide an audience as possible could help drive

acceptance and understanding of social tariffs.
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Customer classification

Total Wessex Water Bristol Water B'mth Water

Do you pay directly for your water and wastewater?
Yes 89% 93% 88% 79%
No, it is covered by my rent 7% 3% 9% 15%
I pay in another way 1% 1% 0% 4%
Don’t know 3% 3% 3 % 2%

Bill amount

Less than £100 (Less than £8 per month) 5% 7% 4% 3%
£101-£200 (£8 - £16 per month) 10% 13% 6% 12%
£201-£300 (£16.01 - £25 per month) 17% 16% 18% 16%
£301-£400 (£25.01 - £33 per month) 16% 13% 19% 14%
£401-£500 (£33.01 - £42 per month) 14% 14% 12% 18%
£501-£600 (£42.01 - £50 per month) 11% 10% 11% 16%
£601-£700 (£50.01 - £58 per month) 10% 8% 14% 6%
£701-£800 (£58.01 - £67 per month 5% 6% 4% 2%
£801 or more (£67.01 or more per month) 4% 4% 5% 3%
Don’t know 6% 6% 6% 6%
Prefer not to say 2% 4% 1% 2%
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Customer classification

Total Wessex Water Bristol Water B'mth Water
Working status

Work full time 46% 43% 49% 46%
Work part time 16% 18% 14% 19%

Self-employed 6% 6% 5% 5%

Unemployed / looking for work 4% 4% 2% 6%

Long term sick / disabled 4% 4% 5% 2%

Retired 17% 16% 19% 15%

Looking after home or family 4% 6% 3% 2%

Student 1% 1% 2% 3%

Other 0% 0% 0% 1%

Prefer not to say 2% 2% 1% 2%

Anyone in the household in receipt of benefits

Yes (self or others) 34% 36% 35% 26%

No 58% 60% 56% 63%

Prefer not to say 6% 4% 6% 10%

Don’t know 1% 0% 3% 1%
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Customer classification

Total Wessex Water Bristol Water B'mth Water
Household income
Less than £10,000 5% 5% 5% 5%
£10,001 - £13,000 5% 6% 4% 5%
£13,001 - £16,000 4% 5% 4% 2%
£16,001 - £19,000 6% 6% 3% 11%
£19,001 - £25,000 10% 10% 10% 11%
£25,001 - £29,000 9% 9% 9% 6%
£29,001 - £35,000 7% 10% 5% 5%
£35,001 - £45,000 10% 11% 7% 12%
£45,001 - £55,000 10% 8% 11% 9%
£55,001 - £65,000 7% 6% 9% 4%
£65,001 - £75,000 5% 4% 5% 6%
£75,001 - £85,000 2% 2% 3% 2%
£85,001 - £95,000 2% 1% 3% 2%
£95,001 - £105,000 2% 2% 1% 0%
£105,001 - £115,000 1% 1% 1% 1%
More than £115,000 1% 1% 2% 0%
Prefer not to say (do not read out) 16% 12% 18% 19%
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Customer classification

Total Wessex Water Bristol Water B'mth Water
Long-term illness, health problem or disability
Yes (self or others) 31% 35% 28% 29%
No 65% 63% 67% 65%
Prefer not to say 4% 2% 4% 6%
Iliness, health problem or disability require the
use of extra water (only asked to those who
say they or someone in their household has a
long-term illness, health problem or disability)
Yes 31% 31% 38% 13%
No 65% 65% 59% 84%
Prefer not to say 4% 4% 3% 3%

70



Explanation of

2

Appendix
weighting




Explanation of ‘weighting’

When we conduct research we speak to a sample of
customers and we use their responses as an estimate of
the views of all customers. We interview a wide range of
customers, from different regions, different ages and
different socio-economic groups. As far as possible, we aim
to interview a representative sample of customers so
that the profile of the sample matches the profile of

all customers but sometimes these profiles may have
differences.

Research sample

All customers

In order to mitigate
the effects of any
sample imbalances,
We use survey
weighting. This
makes sure that we
don’t over or under-
represent the views
of certain groups

of customer.

How does weighting work?

Suppose we spoke to 200 customers and found that
45% of this sample were ‘very satisfied’ — could we be
sure that 45% of all customers were very satisfied?

Suppose 150 of our sample were women (50% of whom
were very satisfied) and 50 were men (30% very satisfied)
making 45% very satisfied overall . BUT if we want a
representative sample with half men and half women
then we need to weight the sample so we have the
equivalent views of 100 men and 100 women. We
up-weight the views of the men (by doubling their
responses) and down-weight the views of women. The
weighted sample of 100 men and 100 women has 40%
very satisfied which reflects the views of all customers.

The advantages of using weighted data are that the
results more accurately represent the views of the

typical customer and we ensure the views of hard-to-reach
customers are still considered at an equal proportion
within the total sample.
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Explanation of ‘weighting

Quotas were set on water company, age, gender
and SEG.

The total sample matches well with the local
profile in terms of age, gender and SEG.

However, within each of the 3 areas we see some
deviation from the local profiles which are
corrected through weighting.

A RIM weight is applied to the respondent data
to ensure profiles match in terms of age. gender
and SEG within the regions and therefore reflect
the views of a representative sample.

The weights applied to the data collected are
checked through our best practice criteria.

The overall weighting efficiency of the Social
Tariff data is 94.9% - (efficiency runs from 0O to
100% - with 100% meaning that the sample
matched the population completely in all
measures - values above 70% mean that the
weighting is fit for purpose). The efficiency here
is above our cut off for fit for purpose.

 We also check that there are no extreme
weights >5 (the largest weight=2.3 so we
don’t have any extreme weights >5).

« We also require that the system has less than
5% of weights>3 and here we also have 0%
of weights >3.

« Finally, we require that the average weight
value for any outlier weight (over 2) is less
than 3. And here, the average of outlier
weights is 2.23 which is less than 3.

So, the weighting system meets all of our
requirements and is fit for purpose.
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Explanation of ‘weighting’

Table 1: Weighting by age

Age Sample Local
profile
All 18-34 26% 26% Overall, age is in line
35-42 16% 16% with the local profile
45-54 17% 17%
55-64 21% 19%
65+ 21% 22%
Wessex 18-34 27% 26% Wessex had fewer 55-
64 year olds than the
35-44 20% 18% local population
45-54 22% 20%
55-64 10% 15%
65+ 22% 21%
Bristol 18-34 24% 26% Bristol had a higher
proportion of 55-64
35-44 14% 16% year olds
45-54 13% 17%
55-64 32% 22%
65+ 18% 19%
Bournemouth 18-34 25% 26% Bournemouth in line
3544 10% 14% with the local profile
45-54 13% 15%
55-64 22% 21%
65+ 29% 24%

Table 2: Weighting by gender

Gender Sample Local profile
All Male 49% 48% Overall, gender is in line
Female S1% 5504 with the local profile
Wessex Male 38%| 48% Wessex had fewer men
Female 62%7 52%
Bristol Male 58%1 48% Bristol had a higher
Fermnale 42%] I proportion of women
Bournemouth Male 51% 48% Bournemouth in line with
the local profile

Table 3: Weighting by SEG

SEG Sample Local profile
All ABC1 61% 55% Overall, SEG is in line,
5 5 slightly higher proportion of
C2DE 39% 45% ABC1s but not significantly
SO
Wessex ABC1 61% 55% Wessex in line, slightly
CoDE 39% 25% higher proportion of ABC1s
Bristol ABC1 59% 55% Bristol in line, slightly
CoDE 1% 25% higher proportion of ABC1s
Bournemouth ABC1 68%1 55% Bournemouth significantly
higher proportion of ABCls
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Research guidance (I)

Ofwat have set out requirements for High Quality Research in their Customer Engagement Policy. All water company research and
engagement should follow best practice and lead to a meaningful understanding of what is important to customers and wider
stakeholders.

Useful and contextualised

This research was conducted to consult customers to ascertain how
much extra, if anything, they are prepared to pay on their water bill to
help pay the bills of struggling customers during the next 5-year period.

Fit for purpose

Pilot interviews were carried out prior to the full launch of fieldwork and
pilot interviews included additional questions to check customer
understanding of the materials and questions.

Ethical

This research was conducted by DJS Research who are a member of the
Market Research Society. Customers were reminded that they could be
open and honest in their views due to anonymity and DJS and Wessex
Water / Bristol Water / Bournemouth Water were subject to strict data
protection protocols.

Continual
Customer views will be directly fed into the plans for AMP8 which covers
the next five-year period (2025-2030).

Inclusive

A combination of online and in person CAPI interviews were conducted to
ensure that customers classed as digitally vulnerable and hard-to-reach
were included in the research.

Neutrally designed within the confines of the guidance
Every effort has been made to ensure that the research is neutral and
free from bias. Where there is the potential for bias, this has been
acknowledged in the report. Participants were encouraged to give their
open and honest views and reassurances were given that Wessex Water
/ Bristol Water / Bournemouth Water were open to hearing their honest
opinions and experiences.

Independently assured

All research was conducted by DJS, an independent market research
agency. Wessex Water / Bristol Water / Bournemouth Water reviewed all
research materials ahead of fieldwork and prior to the survey being
scripted and provided a check and challenge approach on the method
and findings.

Shared in full with others

The full final report and research materials will be shared internally with
Wessex Water/Bristol Water/Bournemouth Water colleagues along with
CCW.







EXAMPLES OF SOCIAL TARIFES FOR WATER Bill$

Reduced bill: Assist

Assist is available for customers
who are struggling to pay and need
a discount on their bill. The level of
discount can vary, but can be up to
90% off a customer’s bill.

Customers do not need to receive
means tested benefits to apply,

but an independent analysis of their

household finances is required.

If an application to Assist is successful,

bills are reduced to an amount the
customer can afford based on

an independent advisor's assessment

of affordability.

Bill cap scheme: WaterSure

WaterSure helps reduce water bills
if the household uses a lot of water
for reasons beyond their control
(e.g. households with 3+ children
or someone in the household has

a higher than average water usage
due to a certain medical condition).

Recipients must be in receipt of

a means tested benefit or tax credit
and be on a water meter. Bills are
capped in-line with the average
metered bill so customers don't pay
more for reasons they cannot help.

Discount for low
income pensioners

Discount for low income pensioners

is available for customers who are in
receipt of Pension Credit, or where

the state pension is the only source of
income for all adults in their household.

Customers can receive a discount
of around £60 on their water and/or
sewerage bill.

To receive the discount, customers
need to provide their date of birth and
a copy of evidence to show entitlement
to Pension Credit, or a copy of a bank
statement showing the state pension
as the only source of income.

Please note: customers who are not in receipt of support from a social tariff already pay more for their water services to fund the
cross subsidies. At the moment, Wessex Water supports around 28,000 customers on social tariffs in this area, which means out
of a customer’s yearly bill, £8.50 goes towards the cross-subsidy for social tariffs.
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EXAMPLES OF SOCIAL TARIFES FOR WATER Bill$

Reduced bill: Assist

Assist is available for customers
who are struggling to pay and need
a discount on their bill. The level of
discount can vary, but can be up to
90% off a customer’s bill.

Customers do not need to receive
means tested benefits to apply,

but an independent analysis of their

household finances is required.

If an application to Assist is successful,

bills are reduced to an amount the
customer can afford based on

an independent advisor's assessment

of affordability.

Bill cap scheme: WaterSure

WaterSure helps reduce water bills
if the household uses a lot of water
for reasons beyond their control
(e.g. households with 3+ children
or someone in the household has

a higher than average water usage
due to a certain medical condition).

Recipients must be in receipt of

a means tested benefit or tax credit
and be on a water meter. Bills are
capped in-line with the average
metered bill so customers don't pay
more for reasons they cannot help.

Discount for low
income pensioners

Discount for low income pensioners

is available for customers who are in
receipt of Pension Credit, or where

the state pension is the only source of
income for all adults in their household.

Customers can receive a discount
of around £60 on their water and/or
sewerage bill.

To receive the discount, customers
need to provide their date of birth and
a copy of evidence to show entitlement
to Pension Credit, or a copy of a bank
statement showing the state pension
as the only source of income.

Please note: customers who are not in receipt of support from a social tariff already pay more for their water services to fund the cross
subsidies. At the moment, Bristol Water and Wessex Water support around 21,000 customers on social tariffs in this area, which means
out of a customer’s yearly bill for their water supply and waste water, £7.65 goes towards the cross-subsidy for social tariffs.
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EXAMPLES OF SOCIAL TARIFES FOR WATER Bill$

Reduced bill: WaterCare (Bournemouth Water)

WaterCare is available for customers on a low income
in relation to the number of children and adults in

the household. Customers need to be in receipt of a
means tested benefit, and be on a meter or assessed
charges. WaterCare is made up of 5 bands, with
reductions in water bills ranging from 15% to 85%.

Reduced bill: Assist (Wessex Water)

Assist is available for customers who are struggling
to pay and need a discount on their waste water bill.
The level of discount can vary, but can be up to 90%
off a customer’s bill. Customers do not need to receive
means tested benefits to apply, but an independent
analysis of their household finances is required. If an
application to Assist is successful, bills are reduced

to an amount the customer can afford based on an
independent advisor's assessment of affordability.

Bill cap scheme: WaterSure

WaterSure helps reduce water bills if the household uses a lot of water for
reasons beyond their control (e.g. households with 3+ children or someone
in the household has a higher than average water usage due to a certain
medical condition). Recipients must be in receipt of a means tested benefit
or tax credit and be on a water meter. Bills are capped in-line with the average
metered bill so customers don't pay more for reasons they cannot help.

Discount for low income pensioners

Discount for low income pensioners is available for customers who are
in receipt of Pension Credit, or where the state pension is the only source
of income for all adults in the household.

Customers in receipt of the discount can receive a discount of around
£60 on their water and/or sewerage bill. To receive the discount,
customers need to provide their date of birth and a copy of evidence
to show entitlement to Pension Credit, or a copy of a bank statement
showing the state pension as the only source of income.

Please note: customers who are not in receipt of support from a social tariff already pay more for their water services to fund the cross
subsidies. At the moment, Bournemouth Water and Wessex Water support around 1,000 customers on social tariffs in this area, which
means out of a customer’s yearly bill for their water supply and waste water, £4.50 goes towards the cross-subsidy for social tariffs.
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ADDITIONAL WELP AVAILABLE

As well as the social tariff schemes, water companies offer
other support for customers who are struggling with their bills.

Debt support
scheme: Restart

This scheme is for customers
who have significant debt they
cannot repay.

Customers are asked to pay
what they can afford toward
their water charges in the first
year, and their debt is then

reduced by an equivalent amount.

In year two, if they continue
to make payments, the water
company will clear their
remaining debt.

Water Direct

Customers in receipt of
benefits can make payments
direct from their benefits.

Water Direct is available to
customers at least £50 in
arrears or with two failed
payments. Customers will
receive no action to recover
debt while on Water Direct.

Customers must provide details
of the benefits they receive
and proof of identification.

and catch ua én paymenm laten

Payment breaks

Short term payment breaks
for customers who need a
little longer to pay, or who

have experienced a change in
circumstances.




SUPPORT+ SERVICES PROVIDED BY WATER COMPANIES

In addition to the additional financial support provided, water companies also offer
a number of additional layers of support and help to customers and communities.
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Company funded support: Additional support

« Funding for the debt advice sector. and services
In 2022, around £400k was given to debt advice organisations. » Free water meters

» The Wessex Water Foundation. » Free water efficiency devices
Around £155k per year goes into grass roots community to help you save water and
projects to improve the lives of local people who are in energy in the home and garden
most need of support. Projects are typically in areas of and an online GetWaterFit tool

multiple deprivation or rural isolation, support people who
lack access to services, help people to manage or avoid
debt and take steps to build financial capability.

» Free in home water
efficiency visits

» Fixing leaky loos



SUPPORT+ SERVICES PROVIDED BY WATER COMPANIES

In addition to the additional financial support provided, water companies also offer
a number of additional layers of support and help to customers and communities.

Company funded support: Additional support

» Funding for the debt advice sector. and services

In 2022, around £450k was given to debt advice organisations.
» Free water meters

» The Wessex Water Foundation.

Around £155k per year goes into grass roots community projects to » Free water efficiency

improve the lives of local people who are in most need of support. devices to help you
Projects are typically in areas of multiple deprivation or rural isolation, save water and energy
support people who lack access to services, help people to manage in the home and garden

or avoid debt and take steps to build financial capability.

» Help with fixing leaks
« Bristol Water Social Contract.

Bristol Water supports a number of partners in the community to help
reach customers most in need through their Social Contract. This includes
a number of Hard to Reach projects with Charities in the region.

W
-
7]
~r
=
o
-~
™
q
—
=
o
~
]
q
v
c
©
=
<
S
=
m
v
"]
)
x
o
~r
]
q
—
[
]
n
~r
™
=
o
~r
™
-




SUPPORT+ SERVICES PROVIDED BY WATER COMPANIES

In addition to the additional financial support provided, water companies also offer
a number of additional layers of support and help to customers and communities.

Company funded support: Additional support

« Funding for the debt advice sector. and services

In 2022, around £400k was given to debt advice organisations.
» Free water meters

» The Wessex Water Foundation.

Around £155k per year goes into grass roots community projects to » Free water efficiency
improve the lives of local people who are in most need of support. devices to help you
Projects are typically in areas of multiple deprivation or rural isolation, save water and energy
support people who lack access to services, help people to manage in the home and garden

or avoid debt and take steps to build financial capability.

» Help with fixing leaks
» Bournemouth Water Neighbourhood Fund.

The Neighbourhood Fund is all about supporting our local community.
There will be £100,000-a-vyear funding available for neighbourhood
community groups which inspire physical activities, education, health
and wellbeing and deliver positive environmental outcomes.
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TUE EXISTiNG SOCiAl
TARIEE SCUEME ..

The current position
28,000 customers supported

£8.50 (£0.71 per month)
bill contribution

Please note: customer bills
currently include a contribution
towards supporting customers
through social tariffs.

This information details the
current level of contribution to
social tariffs by each customer
per year.
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TUE EXISTiNG SOCiAl
TARIEE SCUEME ..

The current position
21,000 customers supported

£7.65 (£0.64 per month)
bill contribution

Please note: customer bills
currently include a contribution
towards supporting customers
through social tariffs.

This information details the
current level of contribution to
social tariffs by each customer
per year.
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TUE EXISTiNG SOCiAl
TARIEE SCUEME ..

The current position
1,000 customers supported

£4.55 (£0.38 per month)
bill contribution

Please note: customer bills
currently include a contribution
towards supporting customers
through social tariffs.

This information details the
current level of contribution to
social tariffs by each customer
per year.
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MoW TUE SOGiAL TARIFF

SCUEME WOULD WORK...

Here are some examples of

how the expanded social tariff Example 1 Example 2

scheme would work in future. 7.000 14,000

The information relates to the additional customers supported additional customers supported
number of additional customers £6 (£0.50 per month) £12 (£1 per month)

that would be supported through bill contribution bill contribution

customer contributions through
social tariffs. At each level of

additional support outlined, Example 3 Example &4
a yearly contribution amount

is stated, alongside a per 28'5_-'90 "2'590
month figure. additional customers supported additional customers supported
£24 (£2 per month) £36 (£3 per month)

bill contribution bill contribution




Wow TUE SOGIAL TARIEE
SCUEME WOULD WORK...

Here are some examples of
how the expanded social tariff
scheme would work in future.

The information relates to the

number of additional customers
that would be supported through
customer contributions through

social tariffs. At each level of
additional support outlined,
a yearly contribution amount
is stated, alongside a per
month figure.

Bristol Water (water supply)/
Wessex Water (waste water)

Example 1

5,000
additional customers supported

£6 (£0.50 per month)
bill contribution

Example 3

21,000
additional customers supported

£24 (£2 per month)
bill contribution

Example 2

10,500
additional customers supported

£12 (£1 per month)
bill contribution

Example 4

31,000
additional customers supported

£36 (£3 per month)
bill contribution




Wow TUE SOGIAL TARIEE
SCUEME WOULD WORK...

Here are some examples of
how the expanded social tariff
scheme would work in future.

The information relates to the

number of additional customers
that would be supported through
customer contributions through

social tariffs. At each level of
additional support outlined,
a yearly contribution amount
is stated, alongside a per
month figure.

Bournemouth Water (water supply)/
Wessex Water (waste water)

Example 1

500
additional customers supported

£12 (£1 per month)
bill contribution

Example 3

1,500
additional customers supported

£36 (£3 per month)
bill contribution

- ,-__/
Example 2 S,

1,000
additional customers supported

£24 (£2 per month)
bill contribution
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| introduction

I I SCREENER QUESTIONS

ONLINE

This survey is being conducted on behalf of a group of water companies in England
- we will tell you who they are during the survey. They are locking to consult a
range of customers in order to understand their views about schemes to help
people who are struggling to afford their water and wastewater bills; otherwise
known as social tariffs.

This survey is being conducted by D15 Research, an independent market research
company that follows the Market Research Society rules. Your responses are
confidential and won't be attributed to you. Any personal information we ask for
is only for statistical purposes and will not be passed back to our client or third
parties for research, marketing or sales purposes, unless you give your express
permission.

The survey will talke around 10 minutes to complete,

CAPIL

My NamE iB.ocissrsserassrssascssasy @nd I am working for DJS Research Ltd, an
indapandant research consultancy.

We are undertaking this survey on behalf of [IF WESSEX: Wessex Water] / [IF
BRISTOL: Wessex Water and Bristol Water] / [IF BOURNEMOUTH: Bournemouth
Water and Wessex Water]. They are looking to consult a range of customers in
order to understand their views about schemes to help people who are struggling
to afford their water and wastewater bills; stherwise known as social tariffs.

The interview should take around 10 minutes and all of your answers will be
treated in the strictest confidence. The information gathered in this survey will not
be used for anything other than research purposes.

DJS Research is a member of the Market Research Society and complies Fully with
the Data Protection Act and the Market Research Society's code of conduct. This
ensures that your contact details are never passed on to any third parties without
your permission. All data is aggregated and treated as private and confidential.

Would you ba willing to take part?

INFO1.

Thank you for taking part im this survey. First of all, we just need to check that
we are speaking to a broad and representative range of customers.

Please click "Next’ to continue with the survey.
INFO PAGE

SOCAPL.

Base: CAPI only

How frequently do you access the internet?
CAFI: Read oul

SINGLE RESPONSE

Code Answer list Scripting Routing
MNotes
1 More than once a week Thank & Close
2 Less than once & wesk Continue
3 1 do not usea the intermet at all
Coatioue
B6 Don't know Thank & Close
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501.
Base: All respondents

Who is your water services provider?
Online: Please choose one answer only
CAFT: Do not read out

SINGLE CODE

Code | Answer list Scripting Notes | Routing

1 Wassax Water QUOTAS: Wassax

2 Bristal Water QUOTAS: Bristal
3 | Bournemouth Water QUOTAS:

Bournemauth

4 South West Water SCREEN OUT

3 Another water company SCREEN OUT
6 [We use a private SCREEN OUT

borehole/spring
B85S Dan't know SCREEM OUT

Online respondents only

Thank you. To let you know, this survey has been commissioned by [IF WESSEX
WATER. AT S01: Wessex Water] / [IF BRISTOL WATER AT S01: Bristol Water and
Wessex Water] / [IF BOURNEMOUTH WATER AT S01: Boumemouth Water and
Wessex Water]

502.
Base: All respondents

Are you responsible, either jointly or sclaly, for paying your household water and
wastewater bill?

Online: Please choose one answer only

CAPT: Do not read out

SINGLE CODE

Code  Answer list Scripting Notes Routing

1 Yes

Mo CLOSE

503.
Base: All respondents
Which of the following age groups do you fall into?

Online: Please choose one answer only
CAPI: Shew showcard 1

SINGLE CODE
Code | Answer list | Scripting Motes Routing
1 Under 18 CLOSE
3 18-24 QUOTA
3 25-34
4 35-44 QUOTA
5 45-54 QUOTA
5 55-64 QUOTA
7 £5-74 [ QUOTA
] 75+
BE Prefer not to say CLOSE
S504.
Base: All respondents
Plzase select the gender you most identify with.
Online: Please choose one answer only
CAPI: Show showcard 2
SINGLE CODE
 Code | Answer list Scripting Notes Routing
1 Male | QuoTa
2 Female QUOTA
3 Prefer to salidescribe as.. OPEN
(Flaase write in)
| B& Prefer not to say | CLOSE
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505.

Base: All respondents

Which of the following best describes the main income sarner's occupation in
your household? (If the main income earner is now retired, please select the
category that best reflects their occupation before they retired. ).

Online: Please choose one answer anly

CAFPI: Show showcard 3

SINGLE RESPONSE

| Code | Answear list Scripting Notes Rowuting
1 Higher managerial, QUOTA |
administrative or professional
2 Intermediate managerial,
administrative or professional
3 Supervisory or clerical and
junior managerial,
| administrative or professional
4 Skilled manual worker QUOTA
5 Semi or unskilled manual
| worker
& Casual worker, or dependant
| on state welfare |
86 Prefer not to say CLOSE

S06.
Base: All respondents

Do you have a water meter?

Online: Please choose one answer only
CAFT: Do not read out

SINGLE CODE

Code | Answer list Scripting Notes | Routing
1 Yas QUOTA
z No QUOTA

| 85 Don't know QUOTA

IF PARTICPANT IS SCREENED OUT:
INFOZ. CAPTI ONLY

Thank you for your time. Today we're looking to speak to a broad and
representative range of [IF WESSEX WATER AT S501: Wessex Water] / [IF
BRISTOL WATER AT S01: Bristol Water and Wessex Water] / [IF BOURNEMOUTH
WATER AT S01: Bournemouth Water and Wassex Water] customars and,
unfortunataly, wa have already surveyed a numbar of paople in your
circumstances.

| Priority Sarvices

Qo1.

Base: All respondents

Are you aware of any services offered by [IF WESSEX WATER AT 501: Wessex
Water] / [IF BRISTOL WATER AT 501: Bristol Water and Wessex Water] / [IF
BOURNEMOUTH WATER AT 501: Bournemouth Water and Wessex Water], to
assist cusbomers who need them, such as:

* Large print or braille bills

+ Bills in a language other than English for people who need them

+ Passwords to check that company callers are genuine

+ Extra help for customers if there is a burst water pipe, such as delivering
bottled water to their door

You may know this additional support as "Priority Services'.
INTERVIEWER: DO NOT READ OUT. SINGLE CODE. PROBE TO PRECODE.
SINGLE RESPONSE

Code | Answer list Scripting notes Routing

i | Wes — T have heard of them but do not
need these services

2 Yas = I have signed up to them

3 Yes - I have heard of them, may need

them, but haven't done anything
4 | 'Na - but T would Tlke ta knaw mare
5 No = but I do not need them
85 | Don't know
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| Household bills |

The next set of questions are about household bills.
Qo2.
Base: All respondents

Which of tha following bast describas how confident you feal in being able to
afford the following bills over the next 12 months; please answer on a scale of 1
to 5 where 1 iz not &t sll confident and 5 iz very confident?

Online; Please choose one answer only per statement
CAFPI: Show showcard 4
SINGLE CODE PER. STATEMENT. ROTATE STATEMENT LIST

Code  Answer list
1 |1 - Mot at all eonfident
| 2 | 2 - Not very confident
3 3 - Neither/nor
4 "4 - Quite confident
5 5 - Very confident
| B7 | Mot applicable

Imgﬂmlﬁmﬁng

' Code | Statement list list | Scripting Notes | Routing

1 | Watar bill |

2 Energy bill (gas and electric)
| 3 | Mobile phone bill

4 Council =x

5 | Internat / broadband bill

Qo3.
Base: all code 1/2 (not confident) at Q02_1 (water bill)

You said you are not confident that you will be able to afford your water bill over
the next 12 months. Why do you say that?

Online; please provide as much detail as possible

CAPI: probe fully
OPEN RESPONSE

Code  Answer list
| BS | Don't lknow

: wwting . —

| Helping those struggling to pay water and wastewater bills |

Qo4.
Base: All respondents

And, were you aware that [IF WESSEX WATER AT S01: Wessex Water] / [IF
BRISTOL WATER AT S01: Bristol Water and Wessex Water] / [IF BOURNEMOUTH
WATER AT S01: Bourmemouth Water and Wessex Water] offer support for
customers who are struggling to pay their water bills?

Online: Please choose one answer only
CAPI: Ask for yes / no, then code as applicable
SINGLE CODE

| Code | Answer list

1 Yes = I have had support with my
bill in the past
2 Yes = I am currently receiving
support with my bill
¥Yes = [ am aware, may need this,
but haven't done anything
Yes = but I do not need it
Mo — but I think I might need it
Mo = but T would like to know more
No — but I do not need it |

| Scripting notes | Routing

il

S || CA B

|85 Don't know

10
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QOS.
Base: All code 1 or 2 at Q04

Which of the following support services [IF CODE 1 AT Q04: were you using / in
receipt of?] / [IF CODE 2 AT Q04: are you using / in receipt of]?

Online: Please select all that apply
CAPI: Ask for yes / no, then code as applicable

MULTI CODE
Code | Answer list [ Scripting notes | Routing
i [IF WESSEX / BRISTOL: Reduced | If Wessex / Bristol
bill - Assist] [IF BOURNEMOUTH: at S01 show
Reduced bill - WatarCacal | Reduced bill - Assist
| OR if Bournemouth
| at S01 show
| Reduced bill -
2 8l cap scheme - ‘
3 | Debt support scheme - Restart ]
Ky Discount for low-income
pensioners
5 | Flexible payment plan |
6 ‘Water Direct (using benefit | | M
yments
7 Eg:yment I)wnks
80 Other (specify) | OPEN
8s Don't know
86 Prefer not to say

INFO2

All major water companies in England and Wales have schemes to give lower bills
to some customers who might otherwise struggle to pay. These are called social
tariff schemes. In line with Government rules these schemes are mostly funded by
charging other households a bit more on their bills.

This is what's also known as a cross-subsidy. There are a number of examples of
cross subsidies in day-to-day life. For example, concessionary tickets for children
or pensioners to attractions (g.g, the cinema, theme parks etc.). Another example
is the price of a stamp which is the same within the UK whatever distance the letter
or parcel travels, At different points in our lives, we are all likely to have helped
fund cross-subsidies, and to have received help from them.

The image below gives you some more information about social tariffs and cross-
subsidies in the water sector, pleass review this image before continuing.

1

INSERT STIMULUS 1

QO6.

Base: All respondents

As a [IF WESSEX WATER AT S01: Wassex Water] / [IF BRISTOL WATER AT S01:
Bristol Water and Wessex Water] / [IF BOURNEMOUTH WATER AT S01:
Bourmnemouth Water and W Water] custo + to what extent do you agree or
disagree with the general principle of paying a contribution towards supporting
customers who are struggling to pay their bill? Please answer on 2 scale of 1 to 5
where 1 is completely disagree and 5 is completely agree.

Online: Please choose one answer only

CAPI: Show showcard 5

Code i Answer list Scripting Notes | Routing
; 1 - Completely disagree
| 2 - Slightly disagree
| 3 - Neither agree/nor disagree
4 ] 4 - Slightly agree
_g__ ,‘5 Completely agree _ : 4

Don't know

[IF WESSEX WATER AT S01: Wessex Water] / [IF BRISTOL WATER AT S01: Bristol
Water and Wessex Water] / [IF BOURNEMOUTH WATER AT S01: Bournemouth
Water and Wessex Water] want to eradicate water poverty in the region.

[IF WESSEX WATER AT S01: Wessex Water] / [IF BRISTOL WATER AT S01: Bristol
Water and Wessex Water] / [IF BOURNEMOUTH WATER AT S01: Bournemouth
Water and Wessex Water] anticipate that more customers may find themselves in
financial difficulty as the cost-of-living Increases and would like to respond by
providing help for more customers, now and into the future.

INSERT STIMULUS 2 and 3

12




When answering the next set of questions, please be aware that over the next few
years many household costs may increase due to inflation. These household costs
include energy, food and fuel prices. It is currently expected that the rate of
increase in prices will slow from the middle of this year,

Your water bill may also be affected by how much other costs increase each year
such as the company’s running costs e.g., energy, wages etc, money Invested to
improve day to day water services and long-term investments.

| HOW THE SCHEME WOULD WORK |

INFOS.

In order to support more customers who are struggling to pay through social tariffs
in future, [IF WESSEX WATER AT S01: Wessex Water] / [IF BRISTOL WATER AT
S01: Bristol Water and Wessex Water] / [IF BOURNEMOUTH WATER AT S01:
Boumemouth Water and Wessex Water] would need to increase the contributions
made by other customers to pay for this, Customers already pay an amount on
their bills as a cross-subsidy to support those on a social tariff.

INSERT STIMULUS 4&5 - Current and future contributions

We'd now like to ask you about the additional amount you would be willing to
contribute - i anything - in order to make the proposad changes to expand the
number of customers on social tariff schemes.

Please also note that if [IF WESSEX WATER AT S01: Wessex Water] / [IF
BRISTOL WATER AT S01: Bristol Water and Wessaex Water] / [IF BOURNEMOUTH
WATER AT S01: Bournemouth Water and Wessex Water] want to help more
customers, or increase this discount in the future, they would have to consult with
custamers again.

Please click "Next’ to continue with the survey.

13

wor 000

Base: All respondents

Would you be willing to contribute [INSERT RANDOM FIGURE HERE............
FROM STARTING POINTS TABLE BELOW] extra per month moving forward,
in order to increase the r ber of cust % helped on social tanff schemes?

Online: Please choose one answer only
CAPI: Do not read out
SINGLE CODE
 Code | Answer list | Scripting Notes | Routing
1 Yes |
12 No |
DP NOTE: IF 'YES' RESPONSE TO QO07, REPEAT QUESTION USING CONTINGENT
VALUATION SPREADSHEET UNTIL RESPONDENT EITHER ANSWERS NO OR YES 3
TIMES.

IF 'NO’ RESPONSE TO Q07, REPEAT QUESTION AND DECREASE IN Xxn,
INCREMENTS UNTIL RESPONDENT ANSWERS YES OR NO 3 TIMES.

RANDOMISE STARTING POINT EVERY INTERVIEW

IF RESPONDENT SELECTS YES 3 TIMES, ASK THEM WHAT THE MAXIMUM THEY
WOULD BE WILLING TO CONTRIBUTE PER YEAR IS: SEE Q8

IF RESPONDENT SAYS NO 3 TIMES OR SAYS NO TO [LOWEST AMOUNT), ASK
THEM WHAT WOULD THE MAXIMUM YOU WOQULD BE WILLNG TO CONTRIBUTE
PER MONTH BE, IF ANYTHING: SEE Q9
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Qos.

Base: All respondents whe reach a maximum or minimum in bidding
process at Q7F

We understand that you would not be willing/would be willing to contribute [pull
through last amount from Q7] per month towards the proposed changes to the
social tariff. What is the maximum additional amount per month you would be
willing to contribute?

Online: Please enter the amount you would be willing to pay in the box below.
CAPI: Get value from customer and enter in the box below.

OPEN TEXT RESPONSE WITH LOGIC FUNCIONS FOR MONETARY
AMOUNTS.

Code | Answer list | Scripting notes | Reuting
a5 Don't know (de noet read out) -

Quoo.

Basa: All respondents who have not reached a maximum or minimum
amount

We understand that you would be willing to contribute [pull through last amount
from Q7] per month towards the proposed changes to the social tariff but not
as much as [pull through last amount said "neo’ to]. What is the maximum
additional amount per moenth you would be willing to contribute?

Online: Flease enter the additional amount you would be willing to pay in the box
balow,
CAPI: Gat value from custemaer and enter in the box balow.

OPEN TEXT RESPONSE WITH LOGIC FUNCIONS FOR MONETARY
AMOUNTS.

Code | Answer list

. | Scripting notes | Routing
85 | Don't know {de not read out) - |

13

Q10.

Base: All respondents who give valid numeric answer at Q08 or Q00
(Q08_1>=0 OR Q09_13>=0).

If zero: You said that you aren’t willing to contribute anything towards the
proposed changes to the social tariff. In as much detail as possible, please tell us
why you say that.

If an amount is stated: You've said that you would be willing to contribute

[insert stated amount] per month. In as much detail as possible, please tell us
why you say that,

Online: Please Include as much detail as possible.
CAPI: Probe fully.

OPEN TEXT RESPONSE.

Code  Answer list
BS Dan't know (de not read sut)

| Scripting notes " Routing

anBefChack-
Base: Online survey only

If today is Monday, tomorrow must be__?

SINGLE RESPONSE, ORDERED. SCREEM OUT FOR QUALITY PURPOSES IF CODE
3 15 NOT SELECTED

Code | Answer list | Scripting | Routing
notes

1 Sunday SCREEN OUT

2 | Friday | SCREEN OUT |
3 Tuesday | PROCEED

4 | Monday | | SCREEN QUT
5 | Wednesday 1 SCREEN OUT |
3 Saturday SCHEEN OUT

7 | Thursday | | SCREEN OUT |

98
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Q11.

Ovarall, based on all the information you have sean about the changes to the social
tariff, how acceptable do you think it is for [IF WESSEX WATER AT S01: Wessex
Water] / [IF BRISTOL WATER AT S01: Bristol Water and Wessex Water] / [IF
BOURNEMOUTH WATER AT 501: Bournemouth Water and Wessex Water] to use
customer funding to increase the support to customers?

Please answer on a scale of 1 to 5 where 1 is completely unacceptable and 5 is
completely acceptable.

Flease choose one answer only
CAPI: Show showcard 7
@JNGLE CODE

Code  Answer list Scripting Notes Routing
1 | 1- Completely unacceptable |
2 2 - Slightly unacceptable
] "3 - Neither acceptable/nor
unacceptable

4 4 - Slightly acceptable
5 | 5 - Completely acceptable
B85 | Don't know

Q12.
Basa: All respondents who coded 1-5 at Q11

_IHSERT ANSWER FROM Q117

Online: Plaase include as much delail as possible.
CAPI: Probe fully.

OPEN RESPONSE

Code | Answer list Scripting Routing

|85 | Don't know

17

Qo13.
Base: All respondents

Based on what you have seen about the social tariffs in place today. What are your
feelings towards them in terms of the help they offer and to whom? Please provide
as much detail as possible

OPEM RESPONSE

| Code | Answer list
[85 [ Don know | | |

Pl & P2 TO BE REMOVED AFTER COGNITIVE INTERVIEWS
Pi.
Base: All respondents

Wa are interested to know how easy you found all the information and questions in
this survey. Please indicate this below.

Online: Please choose one answer only
CAFI: Do not read cut

SINGLE CODE
Code Answer list Scripting Routing
MNotes
i Very easy to understand
2 Quite easy to understand
3 Quite difficult to understand
4 Very difficult to understand
85 Don't know

18

| Scripting Notes  Routing |
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P2,
Base: All respondents coding P1_3-4

Do you have any questions or suggestions on what you have read today that you
would like further clarification on? Please provide as much information on this in
the box balow.

Online: Please include as much detail as possible.
CAFI: Probe fully.

OPEN RESPONSE

Code | Answer list Scripting notes
BS Mo. I have no questions. -

Routing

[ AND FINALLY...

We'd now like to find out a little more about you.

The following questions help [IF WESSEX WATER AT S01: Wessex Water] /
[IF BRISTOL WATER, AT S01: Bristol Water and Wessex Water] / [IF
BOURNEMOUTH WATER AT 5011 Bournemouth Water and Wessex Water] to
understand how views vary beltween people in different circumstances.

Please click 'Next’ to continue with the survey.

Cco1.
Base: All respondents

Do you pay [IF WESSEX WATER AT S01: Wessex Water] / [IF BRISTOL WATER
AT 501: Bristol Water and Wessex Water] / [IF BOURNEMOUTH WATER AT S01:
Bournemouth Water and Wessex Water] directly for your water and wastewater?

Online: Please choose one answer anly
CAPI: Read cut

SINGLE CODE

Code  Answer list

1 Yeas

2 Mo, it is covered by my rent
B0 I pay in another way (specify) OPEN
BS Don't knew

Scripting Motes | Routing
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Coz.
Base: ASK IF CO1=1

How much do you pay [IF WESSEX WATER AT 501: Wessex Water] / [IF
BRISTOL WATER AT 501: Bristol Water and Wessax Water] / [TF BOURNEMOUTH
WATER AT S501: Bournemouth Water and Wessex Water] each year for your
water snd wasbewaber services?

Online: Please cheose ane answer anly

CAPI: Show showcard &

SINGLE CODE
Code  Answer list Scripting Notes Routing |
1 Less than £100 (Less than £8 per
| | month}
E £101-£200 (£8 - £16 per month)
3 | £201-£300 (£16.01 - £25 per
| maonth)
4 | £201-£400 (£25.01 - £33 per
| month)
3 £401-£500 (£33.01 - £42 per
| month}) |
& £501-£600 (£42.01 - £50 per
| month) |
7 £601-£700 (£50.01 - £38 per
| month) |
B £701-£B00 (£58.01 - £67 per
| month |
] £801 or more (£67.01 or more per
month)
B85 Don't know
86 | Prefer not to say
Co3.
Base: All respondents
Which of the following best describes your current working status?
Online: Please choose one answer only
CAPI: Show showcard 9
SINGLE CODE OHNLY
Code Answer list Scripling notes Routing

1 Wark full time

(30 hours or more per week)

2 Work part time

(wpes 30 hours per week)

3 Self-employed

100
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4 Unemployed [ looking for work
5 Long term sick [ disabled
& Retired
7 Looking after home or family
B Student
BO | Other (please write in) OPEN
BE Prefer not ko say
CD4.

Base: All respondents

Does anyone in your household currently receive any of the following benefits?

Online: Flease choose all that apply
CAPI: Shew showeard 10

MULTI CODE
Code Answer list Scripting Notes | Routing
i Housing banafit
2 Jobseekers allowance
3 Working tax credits
4 Child tax credits
5 Employment and Support
Allowance/Incapacity benafit
& Pension Credit
7 Universal Credit
B Disability fiving
allowance/Personal
Independance Paymants
9 Income support
10 Attendance allowance
11 Carers allowance
B7 Mone of these EXCLUSIVE
BS Don't kinow EXCLUSIVE
B& Prefer mot to say EXCLUSIVE

21

C05.

Base: All respondents

Including yourself, how many adults aged 1B and over are there in your
household?

Online: Insert the number of peaple aged over 18 in your household in the box

below.

CAFI: Insert number of people aged over 18 in the household in the bax below.

SINGLE RESPONSE.

Code  Answer list Scripting notes Routing
1 NUMERIC. MAX 10.

| 86 Prefer not to say

Co6.

Base: All respondents

And, do you have any dependent children (under 18) living at home with you?

Online: Flease choose one answer only
CAPI: Do not read out

SINGLE RESPONSE.

Code

Answer list

Scripting notes

¥es - dependent children {under 18 in
the household)

F]

Mo — dependent children under 18 in
the househald

86

Prefer not to say
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co7.
Base: Code 1 [yes) at CO6

How many children do you have living at home with you in the following age
ranges?

Online: Please include the number of dependent children in each of the age
ranges below. For any that are not applicable, please enter '0".

CAFI: Cade all that apply. Prompt as necessary. For any that are not applicable,
please enter "0°.

MULTI RESPONSE - NUMERIC.

Code Answer list Scripting notes Routing
1 | Yes - pre-school age [not vet started | NUMERIC
primary schoal)
2 Yes - primary school age MUMERIC
3 Yes - secondary school age MWUMERIC
4 Yes - post secondary school age NUMERIC
[pest GCSEs)
coa.

Base: All respondents

Could you tell me which of the following ANNUAL income bands your household
falls into? Please take account of the income of all those in the household
(before tax and national insurance) and include any pensions, benefits, or extra
earnings.

Online: Please choose one answer only

CAPI: Show showcard 11

SINGLE CODE

Code Answer list Scripting notes Routing
T | Less than £10,000
F] £10,001 - £13,000
3 £13,001 - £16,000
| | E16,001 - £19,000
5 £19,001 - £25,000
3 £25,001 - £29,000
|7 | 29,001 - £35,000
'8 | £35,001 - £45,000
E] £45,001 - £55,000
10 £55,001 - £65,000
'11 | £65,001 - £75,000
1z £75,001 - £85,000
12 £85,001 - £95,000
14 | £95,001 - £105,000

23

15 £105,001 - £115,000

|16 | More than £115,000
BE Prefer not to say {do not read out)

The following gquestions help [IF WESSEX WATER AT S01: Wessex Water] /
[IF BRISTOL WATER AT S01: Bristol Water and Wessex Water] / [IF
BOURNEMOUTH WATER AT S01: Bournemouth Water and Wessax Water] to
ensure that their research is accessible and inclusive for all their
customers.

co9.

Base: All respondents
How would you describe your ethnicity?

Online: Please choose one answer only
CAPI: Show showcard 12
SINGLE CODE

| Code | Answer list
i ‘White [this includes English, wWelsh,
Scottish, Morthem Irish, Bricish, Irish and
any other Whits background)

Scripting notes  Routing

2 Mixed/Multiple [this indudes White and
Black Caribbean, White snd Black African,
‘White and Asian and any other
mixed/multiple ethnic background)

3 Asian/Asian British [this indudes Indian,
Pakistani, Bangladeshi, Chinese and any

athar Asian ba und}

4 Black/Africa n?EariEbeanfﬁladc British (this
includes African, Caribbean and any other
Black/African/Caribbean background)

|80 | Qrher ethnic group

 B& | Prefer not to say
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Co10.

Basa: All respondents
Do you or anyona in your household have a long-term illness. health problem or
disability which limits their daily activities or the work you can do?

Online: Please choose ane answer only
CAFI: Do not read out
SINGLE CODE

Code Answer list

1 Yas

F Mo

86 | Prefer not to say

Scripting Motes  Routing

co11.

Base: ASK IF CODE 1 AT CO10
And does this require tham to use extra water?

Online: Please choose one answer enly
CAFI: Do not read out
SINGLE CODE

Code Answer list

1 Yas

z | he

86 | Prefer not to say

Scripting Notes Routing

Co12.

Base: All respondents

Depending on the results of this survey we may want to recontact some
customaers to conduct telephone interview lasting 20 minutes about some of their
answers. We'd pay respondents £35. Would you be happy to be contacted?
Online: Please choose one answer only

CAPI: Do not read out

SINGLE CODE

Code Answer list
i | Yes
2 Ne

Scripting Notes  Routing
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co13

Basa: CAPI respondents only

Would it ba OK if D)5 Research re-contacted you if we have a need to further
clarify any of the responses you have given in this survey today?

CAFPI: Do not read out

SINGLE CODE

Code | Answer list Scripting Notes | Routing

1 Yas (VERIFY CONTACT
DETAILS AT END OF SURVEY)
2 No

85 Dan't knew (de not read cut)

€14. If yes at €10 or goBES. (C13/1)

Base: All respondents

Thank you for agresing to be recontacted. Depending on the level of interest we
cannot guarantee that everyone who expresses an interest will be contacted, In
the space below, please provide your preferred contact details

Online: Please enter your name, email address and telephone number in the
boxes below.

CAPI: De not read out

SINGLE CODE
Code | Answer list Scripting Notes Routing
1 Nama | OPEN
2 Email address | OPEN
3 Telephone number (jgg STD OPEN
Code)
Co15.

Base: All online

Thank you for taking part in this survey. If you would like more information
about the support available to customers please visit [IF WESSEX WATER AT
S501: https://werw.wessexwater.co.ukyour-account/help-paying] / [IF BRISTOL
WATER AT S01: https:/fvww.bristolwater.co.uk/home/account-and-
services/bills-and-payments/get-help-with-paying-your-bill] / [IF
BOURNEMOUTH WATER AT S501:

hitps:// v, bourmemouthwater. co.uk/bills/need-help-paying-your-bill/)
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000
Base: All CAPI

Thank you for taking part in this survey., Would you like more information about
the help available to customers with their bills?

CAPI: If yes, please hand out leaflet with details of how to contact

SINGLE CODE

Code Answer list Scripting Notes | Rowting
1 Yes

2 No Thank & Close

| EMD OF suRVEY

ONLINE ONLY: You've now reached the end of the survey - thank you very much
for your time.
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8943 Wessex Water/Bristol

Water/Bournemouth Water research
Follow up Depth Discussion Guide (30 mins)
Version 1
n ; 7 mins

Brief
explanation of
the purpose of
the research

Moderator to explain the nature of the research.

I work for a company called DIS Research, we are an independent market research
company and today we are worling on behalf of [FROM SAMPLE: Wessex Water / Bristol
Water / Bournemouth Water)

ing on from your participation in an online survey about [FROM SAMPLE: Wessax
Watar’s / Briztol Water's / Boumemouth Water’s] plans for social tariffs for customers in
the period 2025-2030, we would like to conduct some follow up research with customers to
understand more about your current circumstances, and your associated opinions and
attitudes towards social tanffs for water customers.

Modarator to © respondents about confidentiality / GDPR compliance.

Feedback will be summarised into & report along with other ressarch, we won't pass
names/specific details of who we have spoken to back to our client.

Thare are no right and wrong answers: we are Just Interasted In your views, opinions and
ideas.

Beief explanation about audio/video recording information = we may use anonymised
quotes &/or video clips in our report to illustrate the research findings for our client, but
these will not be attributed to you personally.

Moderator to invite respondent(s) to introduce themnselves.
I'd first of all ke to spand some time understanding more about you. .

Tell me a bit about yourself; who you live with; working status; hobbies
What are your main concerns in life at the moment?

How are you feslng about your household finances currently and what’s coming in versus
what:mgongax?[nooennoax rafer to rasponse from quant in relation to
affordability of water bills, g.g, in the survey you toock part in you mentioned that you are
[CONFIDENCE LEVEL] in being able to afford your water bills over the next 12 months, Is
that still the case?]

= How has your outlook of your fi changed over the past & to 12 months or
30? Better? Worse? How so?
o [IF CUSTOMER HAS CONCERNS] Which bills or expenses are of most concern/have

Impacted you most?

(I1) Re-cap on social tanffs £ mins

social tariffs

Thank you for your responses so far. I'd now like to move on to talk about social tariffs and
cross-subsidies, In your own words, could you briefly tell me a bit about your understanding of
what social tariffs and cross-subsidies are? (MODERATOR: If necessary, stress that there are
no right or wrong answers)

MODERATOR, IF REQUIRED, READ OUT:

All major water companies in and Wales have schemes to
n.nhf.sm who m#dmw:wmw
mmmbﬂum“mwhnddmwdherhwxho&aﬁ
more on their bills,

This 1= what's also known as a cross-subsidy. There are a number of examples of cross
:uhsldulndayb—dlyllh For example, concessionary tickets for children or pensioners to
sttract (g8 the a theme paris etc.). Another example is the price of a stamp which
is the same within the UK whatever distance the letter or parcel travels, At different points in
our lives, we are sl likely to have helped fund cross-subsidies, and to have received help from
them.

Before you took part in the survey on behalf of [FROM SAMPLE: Wessex Water / Bristol Water /
Boumemouth Water], wers you aware of the support svailable to customers who are struggling
to pay their bills? IF S0: what were you aware of 7 How did you become aware of it7?

+ Generally spaaking, to what axtent do you rt the princple of sodal tarniffs and
m-nhdm?hﬁnmww:/awdiﬁmmmwwﬁsau
not appropriate? (PROBE ON WHAT ANY WHY). And, any areas where you think socal

tariffs and cross-subsidies are particularly beneficial? (PROBE ON WHAT AND WHY)

1'd now like to spend a minute or 0 going over some of the information you were presentad
with in the onfine survey you compliataed.

MODERATOR: 1
phone read out info on sl

MODERATOR: Show or read out from slide (using the relevant water company pack - g, #
Weszex Water show / read out from Wessex Water slide):

* SLUDE 1 examples of social tariffs for water bills

* SLIDE 4 the existing social tariff scheme

* Having reviewead this information agan,howdoywbdaboﬂhww&xs
currantly in place for [FROM SAMPLE: Wessax Watar / Bristol Water / Bournemouth
Water]? PROBE ON:

o  Number of custormers supported (is & too many, not enough or ahout right). Why?

o Eligibilty criteria (does it Include the nght peopie? Are there any groups that are
included but shouldn't be? Any groups that aren't induded but should be?)

over Zoom [ Teams show slide. If conducting over the

o A i paid by customers (is it too much, not encugh or ghost right?). Why?
o Level of support for customers in recelpt of social tanffs (is it too much, not enough
or abou; right?)

*  To what extent do you support or oppose for [FROM SAMPLE: Wessax Water / Bristol Water
/ Bournamouth Water] including a charge in bills to contribute towards supporting
customers through social tanffs?

o Why do you say that? {PROBE FULLY)

s IF FULLY SUP () if a would make more

106



social tanff on your water bill? (PROBE ON: communication / information / detail on
whao is supported / safeguards in place to avoud abuse of the scheme(s) etc.)

(111) Social tariffs 2025-2030 12 mins

Still thinking about social tariffs, !'dﬂabspendmﬁmmﬂiﬁ\gabod&f&)ﬂ
SAMPLE: Wessex Water's / Bristol Water's / Bournemouth Woter's] future plans for supporting

"

< s who are struggling to afford their water bills through a social tariff

MODERATOR: If conducting over Zoom/Teams show slide. If conducting over the
phone read out info on shide.

MODERATOR: Show or read out from shde (using the relevant water company pack - g, if
Wassax Water show / read out from Wessex Water slide):
« SLIDE 5 how the social tarif scheme would work

MODERATOR: For next section refer to YR figure from sample

When responding to the
to the social tariff] /
per month to the sodial tanff]

sudyounrmm.munabemlnobmmm
would be valling to contribute W2 amount from sample

o IFWTP is £0: why wouldn't you be willing to contribute anything to the scaal tanff?
PROBE ON:

e To what extent do your own financal circumstances affect your

© Aret’m-nyomhnmmwhdlyoumddbem‘lmbowﬁibu&’lfso;
What/when?

o  What, if amything could [FROM SAMPLE: Wessex Water / Bristol Water /
Bournemouth Water] do to make you more liksly to be willing to contribute
sumﬂlnatoasodaluﬂﬂlnhﬁn’mﬁm

Nead to iImprove other areas of service first (gq. water quality,
customar senvice atc)

* Lack of trust in [FROM SAMPLE: Wessex Water / Bristol Water
Bournemouth Water] generally... anything they could do to build /
develop trust?

*  Lack of knowledge on what bills contribute to

«  More investment / money should come from [FROM SAMPLE: Wessex
Water / Bristol Water / Boumemouth Water] before they ask cust -
to contribute

* The groups / people that the social tanffs are targeting / supporting
aren’t nght. Help should be focused elsewhers / on other groups

. why would you be willing to contribute up to YR amount from
sa par to the social tariff?

< Doynunwodhprmaphafmlhﬂ':gcnenﬂy?lf%;wh do you
support social tariffs in principle? Any cir sta which haven't been
mentioned previously when you wouldn’t be willing to contribute? (MODERATOR
PROBE FULLY)

o To what extent do your own financial circumstances affect your response?

o What, If anything could [FROM SAMPLE: Wessex Water / Bristol Water /
Boumemouth Water] do to make you more likely to be willing to contnbute
more to a social tariff in future? PROBE ON:

* MNoad to i arcas of p

first (g.g, wator

customer sarvice etc)
* More information/knowledge of what bills contribute to

*  More investmant / money should come from FROM SAMPLE: Waszax
Water / Bristcl Water / Bourneamouth Water] before they ask =
to contribute

*  The groups / people that the social tariffs are targeting / supporting
aren’t right. Help should be focused elsewhere / on other groups

As 3 customer, how important Is it for you to know / be aware of the amount you are
to sockal tanffs in your water bills? Please answer on a scale of 1-5 where 1 Is not
important at all and S is extremely important?
*  Why do you say that?

What else, if anything, would you like to hear / know from [FROM SAMPLE: Wessex Water /
Bristol Water / Bournemouth Water] in relation to social tariffs? Where / how should they
deliver this information?

(1V) Experionce and perceptions of water supplier. 5 mins

water supplier

For the final section, X'diloemspmdobi!ofumtaldmm”urmcem
perception of [FROM SAMPLE: Wessex Water / Bristol Water / Bournemouth Water]

¢ What are your main expectations of [FROM SAMPLE: Wessex Water / Brstol Water /
Bournemouth Water] as your water provider?
o IF NEEDED: e.g., Service, reliabilty, value for money, environment
«  What experience do you have of them?
s Iz there anything about the service [FROM SAMPLE: Wessex Water / Bristol Water /
Bour sth Water] provides that you would like to see them improve?
*  How would you describe your relstionship with [FROM SAMPLE: Wessex Water / Bristol
Water / Bournemouth Water]?
« Do you fesl kke a valued customer of [FROM SAMPLE: Wessex Water / Bristol Water /
Bournemouth Water]?
o Why/why not?
¢  What words would you use to describa how you feal about [FROM SAMPLE: Wessex
Water / Bristal Water / Bournemouth Waker]?
« And how would you rate the value for money you receive for your water services
provided by [FROM SAMPLE: W Water / Bristol Water / B sth Water]?
Please do this on a scale from 1-10 with 1 being the lowest value for money and 10 the

o Why did you give this rating?

Any final questions

Thank & Close. Remind participant they will receive their “thank you' for taking part

within 1 working week (£35 gifipay voucher to be sent via amail)
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Background and objectives

As part of the business planning process for PR24,

Wessex Water, Bristol Water and Bournemouth Water

are consulting with their customers on a number of

topics, including on social tariffs. Each company wishes
to eradicate water poverty across their region(s), with

the aim of no customer’s bill being more than 5% of

their disposable income.

Financial confidence

The extent to which
customers are confident they
will be able to afford their
water and other household

bills over the next 12 months.

Acceptability of the
principle of social tariffs
Measure the proportion of
customers who find the
principle of social tariffs
acceptable / unacceptable
and why.

This document reports on Wessex Water only.

To achieve this aim, it is likely to be necessary for each
company to increase its social tariff charge to

customers’ bills.

To understand customers’ willingness to contribute to
an increased cross subsidy, DJS research were
commissioned to undertake acceptability and
willingness to contribute research with customers to

explore and understand:

Acceptability of each water
company'’s proposed changes
to the social tariff

Inform customers about each
company’s plans for the future of
the schemes (partly) funded
through social tariffs, and
understand how acceptable or
unacceptable this is to
customers.

Willingness to contribute
Assess customers’ willingness to
contribute (WtC) to a social tariff
through their water bills, and the
amount that they would be
willing to contribute each month
as part of their bills to support
this.



Methodology

Fieldwork

Interviews were conducted online (300) via panel and face to face (50) via Computer Assisted
Personal Interview (CAPI). The CAPI interviews were conducted with customers who have limited or
no internet access to ensure a representation of offline participants in the research.

Interviews lasted 9 minutes on average, and respondents were shown a number of pieces of stimulus
during the interview (as shown throughout the report and in the appendix) to provide information
relating to the proposed social tariff and other elements of the company’s existing programmes and
schemes to support customers.

Fieldwork was conducted during April 2023

Notes on this report:

To understand customers’ willingness to contribute (WtC) to the social tariff, a contingent valuation exercise was conducted.
Contingent valuation is used to establish the amount customers are willing to pay (if anything) towards a scheme/service.
Respondents were presented with a randomised starting price point and asked if they would or would not be willing to pay this
amount each month to contribute towards the social tariff. If customers answered 'no’ they were asked again at the next lowest
price point — repeated up to three times. If customers answered ‘yes’ they were asked at the next highest price point -
repeated up to three times. From this we established the maximum amount customers were willing to contribute based within
the range established in the previous questions, providing us with a final amount they were willing to contribute.

Within the sample we see some deviation from the local profile in terms of age, gender and SEG which have been corrected
through weighting. A weight has been applied to the respondent data to ensure profiles match in terms of age. gender and SEG
within the region and therefore reflect the views of a representative sample. The data reported on in this report is weighted
data.
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Sample: Wessex Water

The sample achieved for Wessex Water is shown below.

Male: 168

@ Female: 182

ABC1: 193 Yes: 213
Wessex Water:

C2DE: 157 No: 123

Iliness and Disability m @
White: 326
Yes: 122 18-34: 91
Mixed / multiple ethnicity: 10
/ > A/ 35-54: 133
No: 220 Asian / Asian British: 5
55-74: 92
Note: question asked about self and others Black/African/Caribbean/
in the household: Do you or anyone in your Black British: 75+: 34
household have a long-term illness, health ac ritish: 4 '
problem or disability which limits their daily
activities or the work you can do? Other ethnic group: 3

*remainder don’t know / prefer not to say
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Over two-thirds (68%) are aware of Priority

Services — with awareness highest among
younger customers

Awareness and usage of Sub group differences:

priority services

Over 75s are least likely to be aware of
Wessex Priority Services (38%). Three quarters
Water (75%) of 18-34s and 35-54s are aware,
and three fifths (62%) of 55-64s

Yes - I have heard of them but do not need these

. 45%
services
Yes - I have signed up to them 9% Those who are aware of financial

support are also more likely to be aware
Yes - I have heard of them, may need them, but 14% of Priority Services than those who are
haven’t done anything not aware of financial support
No - but I would like to know more 13% (82% cf. 49%)
No - but I do not need them 17%
o .

Don’t know 20 Just 429% of those whose working

status is long term sick or disabled are
aware of Priority Services*

*Caution: very low base size (<20)

Base: Wessex Water (350) QO01. Are you aware of any services offered by [WATER COMPANY], to assist customers who need them, such as: Large print or braille bills / Bills in a
language other than English for people who need them / Passwords to check that company callers are genuine / Extra help for customers if there is a burst water pipe, such as
delivering bottled water to their door. You may know this additional support as ‘Priority Services’
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Customers are most confident in being able to afford
their mobile phone bill, and least confident with their
energy bill (29% not confident)

Confidence in being able to afford household

bills over the next 12 months

Mobile phone 11% 5%

Water 13% 0%

Internet / broadband 8%

Council tax

Energy (gas and electric) 20% 34% 17% 22% 7%

mVery confident

Note: data labels <5% not shown

Base: Wessex Water (350) Q02. Which of the following best describes how confident you feel in being able to afford the following bills over the next 12 months; please answer on a scale of 1 to 5 where 1 is 10

not at all confident and 5 is very confident?
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Over half (57%) are aware of financial support,

with 55-74s being most likely to be aware

Awareness and usage of

financial support Sub group differences:

Wessex Water

Over 75s are least likely to be aware of
financial support (31%), while 55-74s

Yes - I have had support with my bill in the past 10% are most likely to be aware (66%). 60%
of 18-34s and 56% of 35-54s are aware

Yes — I am currently receiving support with my bill 5%
Yes — I am aware, may need this, but haven’t done anything 16% Those who are aware °f_P"i°"itV
Services are also more likely to be
Yes - but I do not need it 26% aware of financial support than those
who are not aware (69% cf. 32%)
No - but I think I might need it 7%
No - but I would like to know more 149%
No - but I do not need it 19%
Don't know 2%
Base: Wessex Water (350). Q04. And, were you aware that [WATER COMPANY] offer support for customers who are struggling 12

to pay their water bills?
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Of those currently in receipt of or previously in receipt of

financial support, WaterSure and flexible payment plans
are the most frequent sources of support

Support services in receipt of /

previously in receipt of

Wessex Water

Bill cap scheme - WaterSure 30%

Flexible payment plan 29%

Water Direct (using benefit payments) 18%

Reduced bill - Assist 17%

Debt support scheme - Restart 16%

Discount for low-income pensioners 16%

Payment breaks 129%

Other (specify) 4%

Don’t know / prefer not to say 18%
Base: Wessex Water (54). Q06. And, were you aware that [WATER COMPANY] offer support for customers who are struggling 13

to pay their water bills? 53



Information for
participants

Respondent information

Before being asked about social tariffs, including their general
support or opposition and then their willingness to contribute
respondents were shown the following information screen:

“All major water companies in England and Wales have
schemes to give lower bills to some customers who might
otherwise struggle to pay. These are called social tariff
schemes. In line with Government rules these schemes are
mostly funded by charging other households a bit more on
their bills.

This is what's also known as a cross-subsidy. There are a
number of examples of cross subsidies in day-to-day life.
For example, concessionary tickets for children or
pensioners to attractions (e.g. the cinema, theme parks
etc.). Another example is the price of a stamp which is the
same within the UK whatever distance the letter or parcel
travels. At different points in our lives, we are all likely to
have helped fund cross-subsidies, and to have received help
from them.

The image below gives you some more information about
social tariffs and cross-subsidies in the water sector, please
review this image before continuing.”

STIMULUS 1

EXAMPLES OF SOCTAL TARIFES FoR WATER Bill$

Reduced bill: Assist

Assist is available for customers
who are struggling to pay and need
a discount on their bill. The level of
discount can vary, but can be up to
90% off a customer’s bill.

Customers do not need to receive
means tested benefits to apply,

but an independent analysis of their
household finances is required.

If an application to Assist is successful,

bills are reduced to an amount the
customer can afford based on

an independent advisor's assessment
of affordability.

Bill cap scheme: WaterSure

WaterSure helps reduce water bills
if the household uses a lot of water
for reasons beyond their control
(e.g. households with 3+ children
or someone in the household has

a higher than average water usage
due to a certain medical condition).

Recipients must be in receipt of

a means tested benefit or tax credit
and be on a water meter. Bills are
capped in-line with the average
metered bill so customers don't pay
more for reasons they cannot help.

Note: full page stimulus shown in appendix

Discount for low
income pensioners

Discount for low income pensioners

is available for customers who are in
receipt of Pension Credit, or where

the state pension is the only source of
income for all adults in their household.

Customers can receive a discount
of around £60 on their water and/or
sewerage bill.

To receive the discount, customers
need to provide their date of birth and
a copy of evidence to show entitlement
to Pension Credit, or a copy of a bank
statement showing the state pension
as the only source of income.

Please note: customers who are not in receipt of support from a social tariff already pay more for their water services to fund the
cross subsidies. At the moment, Wessex Water supports around 28,000 customers on social tariffs in this area, which means out
of a customer’s yearly bill, £8.50 goes towards the cross-subsidy for social tariffs.

1938\ X35S3\\
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Just under half agree with the principle of contributing

towards supporting customers struggling to pay

Agreement with the principle of contributing Significant sub-group differences

towards supporting customers struggling to pay...

Over 75s are significantly less likely to agree with the
principle than all other age groups (75+, 23% agree; 18-34 and

20% 55-74, 49% agree; 35-54, 47% agree)

] Cqmplete_ly agree Slightly agree ® Neither
m Slightly disagree m Strongly disagree m Don't know Those aware of Priority Services are more likely to agree than
those who are unaware (50% cf. 37%)

46 0/0 3 2 0/0 Those confident in being able to afford their water bill over
the next 12 months more likely to agree than those who are
agree with the disagree with the not confident (51% cf. 30%)
principle of principle of
contributing contributing
towards supporting towards supporting ) ) )
customers customers Those aware of financial support are more likely to agree
struggling to pay struggling to pay than those who are unaware (52% cf. 38%)

Base: Wessex Water (350) Q06. As a [WATER COMPANY] customer, to what extent do you agree or disagree with the general principle of paying a contribution towards supporting customers who are 15

struggling to pay their bill? Please answer on a scale of 1 to 5 where 1 is completely disagree and 5 is completely agree. their water bills?
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Information for STIMULUS 283 .
participants ADDITIONAL HELP AVAILABLE ®

As well as the social tariff schemes, water companies offer Q
other support for customers who are struggling with their bills.

Respondent information Dehbt supgort Water Direct Flexible payment plan

. . . . . scheme: Restart Cust [ ipt of Customers can pay less on their
Before being asked about social tariffs, including e e et benelits can make payments bils for an agreed priod of time
their general support or opposition and then their who have significant deb they st el e e
willingness to contribute to their water A Clatomers atleast £50.n
company’s proposed social tariff, respondents what they can afford toward Sl Payment bredis

. . . . their water ch in the first . s

were shown various pieces of information and yeat,and their Gebt s then receie nojacton forecouer il el

reduced by an equivalent amount. little longer to pay, or who

have experienced a change in
circumstances.

stimulus as shown over the next three slides:

Customers must provide details
of the benefits they receive

I N Fo3 company will clear their and proof of identification.
remaining debt.

In year two, if they continue
to make payments, the water

“[WATER COMPANY] want to eradicate

water poverty in the region.
SUPPORT+ SERVICES PROVIDED BY WATER COMPANIES

[WATER COMPANY] anticipate that more

- - - - In addition to the additional financial support provided, water companies also offer
CUStomers may fl nd themselves in fl na nC|a| anumber of additional layers of support and help to customers and communities.
difficulty as the cost-of-living increases and

1938 J\\ X3S\

would like to respond by providing help for SompanyituncedSuppRIt Ad:'tlon_a' support
. ”” = Funding for the debt advice sector. SEILRSEIMICES
more customers, now and into the future. In 2022, around £400k was given to debt advice organisations. « Free water meters
» The Wessex Water Foundation. = Free water efficiency devices
Around £155k per year goes into grass roots community to help you save water and
projects to improve the lives of local people who are in energy in the home and garden
most need of support. Projects are typically in areas of and an online GetWaterfFit tool

multiple deprivation or rural isolation, support people who
lack access to services, help people to manage or avoid
debt and take steps to build financial capability.

= Free in home water
efficiency visits

» Fixing leaky loos

(3)

Note: full page stimulus shown in appendix




Information for
participants

INFO4

“"When answering the next set of questions,
please be aware that over the next few years
many household costs may increase due to
inflation. These household costs include energy,
food and fuel prices. It is currently expected
that the rate of increase in prices will slow from
the middle of this year.

Your water bill may also be affected by how
much other costs increase each year such as the
company’s running costs e.g., energy, wages
etc, money invested to improve day to day water
services and long-term investments.”

INFO5

“In order to support more customers who are struggling to pay
through social tariffs in future, [WATER COMPANY] would need
to increase the contributions made by other customers to pay
for this. Customers already pay an amount on their bills as a
cross-subsidy to support those on a social tariff.

We'd now like to ask you about the additional amount you
would be willing to contribute - if anything - in order to make
the proposed changes to expand the nhumber of customers on
social tariff schemes.

Please also note that if [WATER COMPANY] want to help more
customers, or increase this discount in the future, they would
have to consult with customers again.

18



Information for

participants
STIMULUS 4&5

TUE EXISTiNG SOCiAL
TARIEE SCUEME ...

The current position
28,000 customers supported

£8.50 (£0.71 per month)
bill contribution

Please note: customer bills
currently include a contribution
towards supporting customers
through social tariffs.

This information details the
current level of contribution to
social tariffs by each customer
per year.

*Note: full page stimulus shown in appendix 1

=3
[
e
=
=
@

W THE SOCIAL TARIFF

SCUEME WOULD WORK...

Here are some examples of
how the expanded social tariff
scheme would work in future.

The information relates to the
number of additional customers
that would be supported through
customer contributions through
social tariffs. At each level of
additional support outlined,

a yearly contribution amount

is stated, alongside a per

month figure.

Example 1

7,000
additional customers supported

£6 (£0.50 per month)
bill contribution

Example 3

28,500
additional customers supported

£24 (£2 per month)
bill contribution

Example 2

14,000
additional customers supported

£12 (£1 per month)
bill contribution

Example 4

42,500
additional customers supported

£36 (£3 per month)

bill contribution o

19
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Willingness to Contribute (WtC): Wessex Water

ibute (per month): Across the sample for Wessex Water, the
willingness to contribute (P 520/ average (mean) WtC is £1.50 per month. The
Wessex Water o & lower limit for WtC is £1.32 per month, and the
covril“trilggteoat upper limit £1.68*
750/ least The median WtC amount is £1.00, meaning a
- £1 per majority (50.1%) are willing to contribute up to
willing to month that amount.
contribute
towards social
tariff 33% - _ _
willing to T_here are significant differences in WtC across
contriblite at different sample sub-groups, as shown on the
[ following slides.
£2 per
month *The upper and lower limits for WtC are value ranges
30% either side of the mean score where there is 95%
23% 22% 22% confidence that there would be no significant
20% 17% difference in WtC / acceptability between those
MOA) values.

10%

0%
£0.25 50p £1 £1.50 £2 £2.50 £3 £3.50 £4 £4.50 £5 Wessex Water

— Al Wessex Water customers

Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the 20
number of customers helped on social tariff schemes?
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Willingness to Contribute (WtC): Wessex Water

Across the total Wessex Water sample, the average 18-34 35-54 55-64 65+
(mean) WtC is £1.50 per month with a 95% confidence (91) (133) (53) (74)
interval of values between £1.32 and £1.68 (meaning Mean WtC

: . . £1.92 £1.41 £1.66 £1.05
any difference in the tariff amount between those two
values is unlikely to result in any significant change in Median WtC £1.00 £1.00 £1.09 £0.30
WtC). Willing to contribute

” 00 00 00 00

The median WtC amount is £1.00 per month, meaning ?\t,jue >£0) L o9 80 o
a majority (50.1%) are willing to contribute up to that
amount. RO S 75% 54% 66% 57%
The tables to .the right and on the fqllowing in.de.s detail il (553 12 [ERE
the WtC for different sub-groups of interest within the £1 (%) 63% 49% 46% 48%
sample.

Would pay £2 or

more (%) 47% 30% 38% 19%

Younger customers (under 35) have a significantly
higher mean WtC than those aged 35-54 and 65+

Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the
number of customers helped on social tariff schemes? 21
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Willingness to Contribute (WtC): Wessex Water

Male Female ABC1 C2DE
(168) (182) (193) (157)
Mean WtC £1.73 £1.29 Mean WtC £1.57 £1.42
Median WtC £1.00 £0.99 Median WtC £1.00 £1.00
Willing to contribute at all Willing to contribute at all
(Value >£0) 740/0 770/0 (Value >£0) 770/0 730/0
Would pay at least £0.50 (%) 64% 60% Would pay at least £0.50 (%) 64% 60%
Would pay at least £1 (%) 55% 499, Would pay at least £1 (%) 52%, 52%
Would pay £2 or more (%) 399% 299, Would pay £2 or more (%) 349, 329%,
There are no significant gender differences There are no significant differences by SEG
Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 22



000
Willingness to Contribute (WtC): Wessex Water

Metered Unmetered "eZi;'l‘(a" £19k - £45k  £45k+
(213) (214) (72) (139) (89)
Mean WtC £1.67 £1.16 Mean WtC £1.03 £1.68 £1.73
Median WtC £1.00 £0.50 Median WtC £0.50 £0.80 £1.00
Willing to contribute at all Willing to contribute at all
(value >£0) 77% 70% (value >£0) 64% 75% 83%
Would pay at least £0.50 (%) 66% 549, Would pay at least £0.50 (%) 51% 599, 72%
Would pay at least £1 (%) 55% 46% Would pay at least £1 (%) 37% 499, 61%
Would pay £2 or more (%) 37% 24% Would pay £2 or more (%) 21% 38% 419,
Metered customers have a h|gher WtC than unmetered WtC varies by household income, with those with a household
customers. income of less than £19k having a significantly lower median WtC
than those with higher household incomes (£19k and above)
Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 23



Willingness to Contribute (WtC): Wessex Water

Support for the general principle of contributing Acceptability of asking customers to contribute to
towards those who are struggling to pay social tariff
Agree Neither Disagree Acceptable Neither Unacceptable
(161) (70) (111) (154) (65) (119)
Mean WtC £2.12 £1.33 £0.78 Mean WtC £2.29 £1.45 £0.61
Median WtC £1.50 £0.75 £0.09 Median WtC £2.00 £1.00 £0.00
Willing to contribute at all Willing to contribute at all
(vaIue >£0) 900/0 840/0 520/0 (Value >£0) 920/0 850/0 500/0
Woul . .
0ou d pay at least £0.50 28% 60% 43% V\éould pay at least £0.50 82% 66% 36%
(%) (%)
Would pay at least £1 (%) 68% 46% 34% Would pay at least £1 (%) 70% 549%, 28%
Would pay £2 or more (%) 50% 299%, 13% Would pay £2 or more (%) 52% 29% 12%

As might be expected, those who agree with the general principle Similarly, those who find it acceptable for Wessex Water to use

of paying a contribution towards supporting customers who are customer funding to increase financial support to customers
struggling to pay their bill, have a significantly higher WtC mean (after being informed of plans) have a significantly higher WtC
and median average than those who disagree. mean and median average than those who find it unacceptable.
Base: Wessex Water (350) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 24
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Almost half (449%) find the proposed increase to the
social tariff using customer funding acceptable

Overall acceptability of using customer funding to Significant sub-group differences

increase support for customers

18-34s are significantly more likely to find the proposals
acceptable than 35-54s (54% cf. 38%). Acceptability among 55-

(o) (o) (1)
18% 15% 4% 74s is 44% and 75+, 43%.
B Completely acceptable m Slightly acceptable m Neither
" Slightly unacceptable ™ Completely unacceptable ® Don't know Those confident in being able to afford their water bill over

the next 12 months more likely find the proposals acceptable
than those who are not confident (50% cf. 26%)

44% 34%

acceptable unacceptable

Base: Wessex Water (350). Q11. Overall, based on all the information you have seen about the changes to the social tariff, how acceptable do you think it is for [WATER COMPANY] to use customer funding to
increase the support to customers?
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Conclusions

Although the majority (73%) of customers are confident they will be able to afford their water bills over the next 12 months,
confidence in being able to afford other bills is significantly lower, with almost a third (29%) not being confident they will be
able to afford their energy bills.

Over two thirds (68%) are aware of priority services, and over half (57%) are aware of financial support. In addition, 13% are
unaware of priority services but would like to know more, and 7% are unaware of financial support but feel they might need it. However,
for Priority Services, less than half (42%) whose working status is long term sick or disabled are aware of Priority Services suggesting
there may still be some key gaps in awareness (although the low base size of this sub-group - <20 - should be noted and data treated
with caution). Conversely, 70% of those on benefits are aware of the financial support Wessex Water offers.

Just under half (46%) agree with the principle of contributing towards customers who are struggling to pay. However, there
are significant generational differences in outlook, with older customers significantly less likely to support (in principle) than younger
customers. Additionally, those aware of Priority Services and/or financial support are more likely to agree than those who are unaware.

When customers are asked to consider how much they would be willing to contribute to the social tariff in the future (if
anything), three-quarters (75%) would be willing to contribute in some form. However, significant differences between customer
groups are evident, with older customers having a lower WtC threshold. Additionally, metered customers and those from higher income

households tend to have a higher WtC.

28



Recommendations and considerations

Despite the significant pressures many are feeling on their household finances, there is sufficient support
to indicate that a majority of customers are willing to contribute towards additional cross-subsidy for

social tariffs for the period 2025-30. The mean average WtC is £1.50 with an upper limit of £1.68 and a lower limit
of £1.32 where there is a 95% confidence that WtC would not change significantly.

However, while the majority are willing to contribute, there is a significant concern about future
household finances and bill affordability - even among those in generally more favourable economic
circumstances. With this in mind, Wessex Water should be mindful that customers are (increasingly) vigilant towards
their month to month expenditure, and are likely to be resistant to significant bill increases that impact their ability to
spend elsewhere and absorb other rising costs such as food, rent and mortgages.

In addition, even among those who are supportive of the principle of social tariffs there remains some
scepticism about how it is operated and who is eligible. A significant minority also question why Wessex
Water need to ask for a cross subsidy and can’t fund it all. To this end, it will be important for Wessex Water to
continue to clearly communicate its eligibility criteria for social tariffs, and to demonstrate that support is being
provided to those who really need it.

Metered customers have a higher WtC than unmetered customers. Continuing to promote metering and its
associated benefits with the aim of increasing the number of metered households could work to drive acceptability and
WtC in future.
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Customer classification

Wessex Water

Do you pay directly for your water and wastewater?

Bill amount

Yes
No, it is covered by my rent
I pay in another way

Don‘t know

Less than £100 (Less than £8 per month)
£101-£200 (£8 - £16 per month)
£201-£300 (£16.01 - £25 per month)
£301-£400 (£25.01 - £33 per month)
£401-£500 (£33.01 - £42 per month)
£501-£600 (£42.01 - £50 per month)
£601-£700 (£50.01 - £58 per month)
£701-£800 (£58.01 - £67 per month

£801 or more (£67.01 or more per month)
Don't know

Prefer not to say

93%
3%
1%

3%

7%
13%
16%
13%
14%
10%

8%

6%
4%

6%
4%

31
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Customer classification

Wessex Water

Working status

Work full time 43%
Work part time 18%
Self-employed 6%
Unemployed / looking for work 4%
Long term sick / disabled 4%
Retired 16%
Looking after home or family 6%
Student 1%
Other 0%
Prefer not to say 2%
Anyone in the household in receipt of benefits
Yes (self or others) 36%
No 60%
Prefer not to say 4%
Don’t know 0%

32



Customer classification

Wessex Water

Household income

Less than £10,000
£10,001 - £13,000
£13,001 - £16,000
£16,001 - £19,000
£19,001 - £25,000
£25,001 - £29,000
£29,001 - £35,000
£35,001 - £45,000
£45,001 - £55,000
£55,001 - £65,000
£65,001 - £75,000
£75,001 - £85,000
£85,001 - £95,000
£95,001 - £105,000

£105,001 - £115,000
More than £115,000

Prefer not to say (do not read out)

5%
6%
5%
6%
10%
9%
10%
11%
8%
6%
4%
2%
1%
2%
1%
1%
12%

33



— : 000
Customer classification

Wessex Water

Long-term illness, health problem or disability

Yes (self or others) 35%
No 63%
Prefer not to say 2%

Iliness, health problem or disability require the
use of extra water (only asked to those who
say they or someone in their household has a
long-term illness, health problem or disability)

Yes 31%
No 65%
Prefer not to say 4%
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Research guidance (I)

Ofwat have set out requirements for High Quality Research in their Customer Engagement Policy. All water company research and
engagement should follow best practice and lead to a meaningful understanding of what is important to customers and wider
stakeholders.

Useful and contextualised

This research was conducted to consult customers to ascertain how
much extra, if anything, they are prepared to pay on their water bill to
help pay the bills of struggling customers during the next 5-year period.

Fit for purpose

This project followed the same methodology to that of the social tariff
cross subsidy research conducted by DJS Research on behalf of other
water companies in 2018 and 2022. Pilot interviews were carried out
prior to the full launch of fieldwork and pilot interviews included
additional questions to check customer understanding of the materials
and questions.

Ethical

This research was conducted by DJS Research who are a member of the
Market Research Society. Customers were reminded that they could be
open and honest in their views due to anonymity and DJS and Wessex
Water / Bristol Water / Bournemouth Water were subject to strict data
protection protocols.

Continual
Customer views will be directly fed into the plans for AMP8 which covers
the next five-year period (2025-2030).

Inclusive

A combination of online and in person CAPI interviews were conducted to
ensure that customers classed as digitally vulnerable and hard-to-reach
customers were included in the research.

Neutrally designed within the confines of the guidance
Every effort has been made to ensure that the research is neutral and
free from bias. Where there is the potential for bias, this has been
acknowledged in the report. Participants were encouraged to give their
open and honest views and reassurances were given that Wessex Water
/ Bristol Water / Bournemouth Water were open to hearing their honest
opinions and experiences.

Independently assured

All research was conducted by DJS, an independent market research
agency. Wessex Water / Bristol Water / Bournemouth Water reviewed all
research materials ahead of fieldwork and prior to the survey being
scripted and provided a check and challenge approach on the method
and findings.

Shared in full with others
The full final report and research materials will be shared internally with
Severn Trent colleagues along with CCW.
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EXAMPLES OF SOCIAL TARIFES FOR WATER Bill$

Reduced bill: Assist

Assist is available for customers
who are struggling to pay and need
a discount on their bill. The level of
discount can vary, but can be up to
90% off a customer’s bill.

Customers do not need to receive
means tested benefits to apply,

but an independent analysis of their

household finances is required.

If an application to Assist is successful,

bills are reduced to an amount the
customer can afford based on

an independent advisor's assessment

of affordability.

Bill cap scheme: WaterSure

WaterSure helps reduce water bills
if the household uses a lot of water
for reasons beyond their control
(e.g. households with 3+ children
or someone in the household has

a higher than average water usage
due to a certain medical condition).

Recipients must be in receipt of

a means tested benefit or tax credit
and be on a water meter. Bills are
capped in-line with the average
metered bill so customers don't pay
more for reasons they cannot help.

Discount for low
income pensioners

Discount for low income pensioners

is available for customers who are in
receipt of Pension Credit, or where

the state pension is the only source of
income for all adults in their household.

Customers can receive a discount
of around £60 on their water and/or
sewerage bill.

To receive the discount, customers
need to provide their date of birth and
a copy of evidence to show entitlement
to Pension Credit, or a copy of a bank
statement showing the state pension
as the only source of income.

Please note: customers who are not in receipt of support from a social tariff already pay more for their water services to fund the
cross subsidies. At the moment, Wessex Water supports around 28,000 customers on social tariffs in this area, which means out
of a customer’s yearly bill, £8.50 goes towards the cross-subsidy for social tariffs.
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ADDITIONAL WELP AVAILABLE

As well as the social tariff schemes, water companies offer
other support for customers who are struggling with their bills.

©
=0

Debt support
scheme: Restart

This scheme is for customers
who have significant debt they
cannot repay.

Customers are asked to pay
what they can afford toward
their water charges in the first
year, and their debt is then

reduced by an equivalent amount.

In year two, if they continue
to make payments, the water
company will clear their
remaining debt.

Water Direct

Customers in receipt of
benefits can make payments
direct from their benefits.

\Water Direct is available to
customers at least £50 Iin
arrears or with two failed
payments. Customers will
receive no action to recover
debt while on Water Direct.

Customers must provide details
of the benefits they receive
and proof of identification.

Flexible payment plan

Customers can pay less on their
bills for an agreed period of time
and catch up on payments later.

Payment breaks

Short term payment breaks
for customers who need a
little longer to pay, or who

have experienced a change in
circumstances.




SUPPORT+ SERVICES PROVIDED BY WATER COMPANIES

In addition to the additional financial support provided, water companies also offer
a number of additional layers of support and help to customers and communities.

=
M
0
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Company funded support: Additional support

» Funding for the debt advice sector. and services
In 2022, around £400k was given to debt advice organisations. » Free water meters

» The Wessex Water Foundation. « Free water efficiency devices
Around £ 155k per year goes into grass roots community to help you save water and
projects to improve the lives of local people who are in energy in the home and garden
most need of support. Projects are typically in areas of and an online GetWaterFit tool

multiple deprivation or rural isolation, support people who
lack access to services, help people to manage or avoid
debt and take steps to build financial capability.

» Free in home water
efficiency visits

= Fixing leaky loos



TUE EXiSTING S0GiAL
TARIEE SCHEME...

The current position
28,000 customers supported

£8.50 (£0.71 per month)
bill contribution

Please note: customer bills
currently include a contribution
towards supporting customers
through social tariffs.

This information details the
current level of contribution to
social tariffs by each customer
per year.
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MoW TUE SOGiAL TARIFF

SCUEME WOULD WORK...

Here are some examples of

how the expanded social tariff Example 1 Example 2

scheme would work in future. 7.000 14,000

The information relates to the additional customers supported additional customers supported
number of additional customers £6 (£0.50 per month) £12 (£1 per month)

that would be supported through bill contribution bill contribution

customer contributions through
social tariffs. At each level of

additional support outlined, Example 3 Example 4
a yearly contribution amount
Is stated, alongside a per 28'590 “2'590
additional customers supported additional customers supported

month figure.

£24 (£2 per month) £36 (£3 per month)
bill contribution bill contribution
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Background and objectives

As part of the business planning process for PR24,

Wessex Water, Bristol Water and Bournemouth Water

are consulting with their customers on a number of

topics, including on social tariffs. Each company wishes
to eradicate water poverty across their region(s), with

the aim of no customer’s bill being more than 5% of

their disposable income.

Financial confidence

The extent to which
customers are confident they
will be able to afford their
water and other household

bills over the next 12 months.

Acceptability of the
principle of social tariffs
Measure the proportion of
customers who find the
principle of social tariffs
acceptable / unacceptable
and why.

This document reports on Bristol Water only.

To achieve this aim, it is likely to be necessary for
Bristol Water to increase its social tariff charge to

customers’ bills.

To understand customers’ willingness to contribute to
an increased cross subsidy, DJS research were
commissioned to undertake acceptability and
willingness to contribute research with customers to

explore and understand:

Acceptability of each water
company'’s proposed changes
to the social tariff

Inform customers about each
company’s plans for the future of
the schemes (partly) funded
through social tariffs, and
understand how acceptable or
unacceptable this is to
customers.

Willingness to contribute
Assess customers’ willingness to
contribute (WtC) to a social tariff
through their water bills, and the
amount that they would be
willing to contribute each month
as part of their bills to support
this.



Methodology

Fieldwork

Interviews were conducted online (300) via panel and face to face (58) via Computer Assisted
Personal Interview (CAPI). The CAPI interviews were conducted with customers who have limited or
no internet access to ensure a representation of offline participants in the research.

Interviews lasted 9 minutes on average, and respondents were shown a number of pieces of stimulus
during the interview (as shown throughout the report and in the appendix) to provide information
relating to the proposed social tariff and other elements of the company’s existing programmes and
schemes to support customers.

Fieldwork was conducted during April 2023

Notes on this report:

To understand customers’ willingness to contribute (WtC) to the social tariff, a contingent valuation exercise was conducted.
Contingent valuation is used to establish the amount customers are willing to pay (if anything) towards a scheme/service.
Respondents were presented with a randomised starting price point and asked if they would or would not be willing to pay this
amount each month to contribute towards the social tariff. If customers answered 'no’ they were asked again at the next lowest
price point — repeated up to three times. If customers answered ‘yes’ they were asked at the next highest price point -
repeated up to three times. From this we established the maximum amount customers were willing to contribute based within
the range established in the previous questions, providing us with a final amount they were willing to contribute.

Within the sample we see some deviation from the local profile in terms of age, gender and SEG which have been corrected

through weighting. A weight has been applied to the respondent data to ensure profiles match in terms of age. gender and SEG
within the region and therefore reflect the views of a representative sample. The data reported on in this report is weighted

data. .



Sample: Bristol Water

The sample achieved for Bristol Water is shown below.

Water provider

Social Grade

Male: 171 ABC1: 197 Yes: 159
Bristol Water:
@ o U C2DE: 160 No: 185
fiiness and isability* [ ethnicity*  Age
White: 310 .
Yes: 102 18-34: 93
Mixed / multiple ethnicity: 16
/ > A/ 35-54: 118
No: 241 Asian / Asian British: 13
55-74: 106
Note: question asked about self and others Black/African/Caribbean/
in the household: Do you or anyone in your -
Black British: 13 75+: 40

household have a long-term illness, health
problem or disability which limits their daily
activities or the work you can do?

*remainder don’t know / prefer not to say

Other ethnic group: 2
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Over two-thirds (69%) are aware of Priority

Services — with awareness highest among
younger customers

Awareness and usage of Sub group differences:

priority services

Over 75s are least likely to be aware of

Bristol Priority Services (35%). Three quarters
Water (75%) of 18-34s and four fifths (81%) of
- 35-54s are aware, and over two thirds
Yes - I have heard of them but do not need these 38% (66%) of 55-64s
services
Yes - I have signed up to them 14%
ABC1s more likely to be aware than

Yes - I have heard _of them, may need them, but 18% C2DEs (75% cf. 63%) - however ABCl1s
haven’t done anything more likely to be aware of but not need the
No - but I would like to know more 15% services than C2DEs (45% cf. 30%)
No — but I do not need them 13%

74% of those who have someone in the
Don’t know 2% household with an illness or disability
which requires the use of additional
water are aware of Priority Services

Base: Bristol Water (358) QO01. Are you aware of any services offered by [WATER COMPANY], to assist customers who need them, such as: Large print or braille bills / Bills in a
language other than English for people who need them / Passwords to check that company callers are genuine / Extra help for customers if there is a burst water pipe, such as
delivering bottled water to their door. You may know this additional support as ‘Priority Services’



Household bills




Customers are most confident in being able to afford
their mobile phone bill, and least confident with their
energy bill (29% not confident)

Confidence in being able to afford household

bills over the next 12 months

Mobile phone 129% 5% 8%

Water 27% 16% 1%

Internet / broadband 289% 9% 13%

Council tax 249, 16% 6%

Energy (gas and electric) 21% 31% 19% 20% 8%

m Very confident m Quite confident m Neither m Not very confident m Not at all confident m Not applicable

Note: data labels <5% not shown

Base: Bristol Water (358) Q02. Which of the following best describes how confident you feel in being able to afford the following bills over the next 12 months; please answer on a scale of 1 to 5 where 1 is 10
not at all confident and 5 is very confident?



Helping those who are
struggling to pay




Three-fifths (60%) are aware of financial support, however,
those who are not confident in the affordability of their water
bill are less likely to be aware than those who are confident

Awareness and usage of

financial support Sub group differences:

Bristol Water

Over 75s are least likely to be aware of
financial support (43%), while 55-74s

Yes - I have had support with my bill in the past 13% and 35-54s are most likely to be aware

(63% and 64%). 59% of 18-34s are
. : . aware

Yes — I am currently receiving support with my bill 9%

Yes — I am aware, may need this, but haven’t done anything 19% THEEE T e BT o Frteren

Yes — but I do not need it 19% Services are also more likely to be
aware of financial support than those

No - but I think I might need it 10% who are not aware (71% cf. 37%)

No - but I would like to know more 15%

. Those who are confident they will be
— 0,

e = S L e el AEEE Lol able to afford their water bill over the

Don’t know 20/ next 12 months are more likely to be
aware than those who are not confident
(67% cf. 42%)

Base: Bristol Water (358). Q04. And, were you aware that [WATER COMPANY] offer support for customers who are struggling 12

to pay their water bills?
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Of those currently in receipt of or previously in receipt of

financial support, Assist and WaterSure are the most
frequent sources of support

Support services in receipt of /

previously in receipt of

Bristol Water

Reduced bill — Assist 38%

Bill cap scheme - WaterSure 34%

Debt support scheme - Restart 26%

Flexible payment plan 23%

Discount for low-income pensioners 20%

Water Direct (using benefit payments) 18%

Payment breaks 6%

Other (specify) 0%

Don’t know / prefer not to say 0%
Base: Bristol Water (77).Weighted base QO05. And, were you aware that [WATER COMPANY] offer support for customers who 13

are struggling to pay their water bills?



Information for
participants

Respondent information

Before being asked about social tariffs, including their general
support or opposition and then their willingness to contribute
respondents were shown the following information screen:

“All major water companies in England and Wales have
schemes to give lower bills to some customers who might
otherwise struggle to pay. These are called social tariff
schemes. In line with Government rules these schemes are
mostly funded by charging other households a bit more on
their bills.

This is what's also known as a cross-subsidy. There are a
number of examples of cross subsidies in day-to-day life.
For example, concessionary tickets for children or
pensioners to attractions (e.g. the cinema, theme parks
etc.). Another example is the price of a stamp which is the
same within the UK whatever distance the letter or parcel
travels. At different points in our lives, we are all likely to
have helped fund cross-subsidies, and to have received help
from them.

The image below gives you some more information about
social tariffs and cross-subsidies in the water sector, please
review this image before continuing.”

STIMULUS 1

EXAMPLES OF SOCiAL TARIFES FOR WATER Bill$

Reduced bill: Assist

Assist is available for customers
who are struggling to pay and need
a discount on their bill. The level of
discount can vary, but can be up to
90% off a customer’s bill.

Customers do not need to receive
means tested benefits to apply,

but an independent analysis of their
household finances is required.

If an application to Assist is successful,

bills are reduced to an amount the
customer can afford based on

an independent advisor's assessment
of affordability.

Bill cap scheme: WaterSure

WaterSure helps reduce water bills
if the household uses a lot of water
for reasons beyond their control
(e.g. households with 3+ children
or someone in the household has

a higher than average water usage
due to a certain medical condition).

Recipients must be in receipt of

a means tested benefit or tax credit
and be on a water meter. Bills are
capped in-line with the average
metered bill so customers don't pay
more for reasons they cannot help.

Note: full page stimulus shown in appendix

Discount for low
income pensioners

Discount for low income pensioners

is available for customers who are in
receipt of Pension Credit, or where

the state pension is the only source of
income for all adults in their household.

Customers can receive a discount
of around £60 on their water and/or
sewerage bill.

To receive the discount, customers
need to provide their date of birth and
a copy of evidence to show entitlement
to Pension Credit, or a copy of a bank
statement showing the state pension
as the only source of income.

Please note: customers who are not in receipt of support from a social tariff already pay more for their water services to fund the cross
subsidies. At the moment, Bristol Water and Wessex Water support around 21,000 customers on social tariffs in this area, which means
out of a customer's yearly bill for their water supply and waste water, £7.65 goes towards the cross-subsidy for social tariffs.

(133em 335EM) 13BN\ Xassaj\\/(Aiddns 1a3em) 133 |03S1Ig
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Just over half agree with the principle of contributing

towards supporting customers struggling to pay

Agreement with the principle of contributing Significant sub-group differences

towards supporting customers struggling to pay...

Over 75s are significantly less likely to agree with the
principle than all other age groups (75+, 24% agree; 18-34,

20% 12% 13% 54%; 35-54, 57%; 55-74, 57%)
| Cqmplete_ly agree m Slightly agree ® Neither
m Slightly disagree m Strongly disagree m Don't know Those aware of Priority Services are more likely to agree than

those who are unaware (57% cf. 44%)

5 3 0/0 2 5 O/o Those confident in being able to afford their water bill over

the next 12 months more likely to agree than those who are

agree with the disagree with the not confident (62% cf. 39%)
principle of principle of

contributing contributing

towards supporting towards supporting ) ) )
customers customers Those aware of financial support are more likely to agree

Base: Bristol Water (358) Q06. As a [WATER COMPANY] customer, to what extent do you agree or disagree with the general principle of paying a contribution towards supporting customers who are struggling 15

to pay their bill? Please answer on a scale of 1 to 5 where 1 is completely disagree and 5 is completely agree. their water bills?
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Willingness to contribute




Information for
participants

Respondent information

Before being asked about social tariffs, including
their general support or opposition and then their
willingness to contribute to their water
company’s proposed social tariff, respondents
were shown various pieces of information and
stimulus as shown over the next three slides:

INFO3

“[WATER COMPANY] want to eradicate
water poverty in the region.

[WATER COMPANY] anticipate that more
customers may find themselves in financial
difficulty as the cost-of-living increases and
would like to respond by providing help for
more customers, nhow and into the future.”

STIMULUS 2&3

ADDITiONAL LELP AVATLABLE

As well as the social tariff schemes, water companies offer
other support for customers who are struggling with their bills.

Debt support Water Direct

scheme: Restart Customers in receipt of
benefits can make payments

This scheme is for customers
direct from their benefits.

who have significant debt they
cannot repay. Water Direct is available to
customers at least £50 in
arrears or with two failed
payments. Customers will
receive no action to recover
debt while on Water Direct.

Customers are asked to pay

what they can afford toward
their water charges in the first
year, and their debt is then
reduced by an equivalent amount.

Payment breaks

Short term payment breaks
for customers who need a
little longer to pay, or who
have experienced a change in
circumstances.

Customers must provide details
of the benefits they receive
and proof of identification.

In year two, if they continue
to make payments, the water
company will clear their
remaining debt.

SUPPORT+ SERVIiCES PROVIDED BY WATER COMPANIES

In addition to the additional financial support provided, water companies also offer
a number of additional layers of support and help to customers and communities.

Company funded support: Additional support

» Funding for the debt advice sector. and services

In 2022, around £450k was given to debt advice organisations.
= Free water meters

» The Wessex Water Foundation.

Around £155k per year goes into grass roots community projects to » Free water efficiency

improve the lives of local people who are in most need of support. devices to help you
Projects are typically in areas of multiple deprivation or rural isolation, save water and energy
support people who lack access to services, help people to manage in the home and garden

or avoid debt and take steps to build financial capability.
= Help with fixing leaks
= Bristol Water Social Contract.
Bristol Water supports a number of partners in the community to help
reach customers most in need through their Social Contract. This includes
a number of Hard to Reach projects with Charities in the region.

Note: full page stimulus shown in appendix

(423eM 335eM) 1938\ X3sSaj\\/(Ajddns Ja3em) Ja3e/\) |03SIIE
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Information for
participants

INFO4

“"When answering the next set of questions,
please be aware that over the next few years
many household costs may increase due to
inflation. These household costs include energy,
food and fuel prices. It is currently expected
that the rate of increase in prices will slow from
the middle of this year.

Your water bill may also be affected by how
much other costs increase each year such as the
company’s running costs e.g., energy, wages
etc, money invested to improve day to day water
services and long-term investments.”

INFO5

“In order to support more customers who are struggling to pay
through social tariffs in future, [WATER COMPANY] would need
to increase the contributions made by other customers to pay
for this. Customers already pay an amount on their bills as a
cross-subsidy to support those on a social tariff.

We'd now like to ask you about the additional amount you
would be willing to contribute - if anything - in order to make
the proposed changes to expand the nhumber of customers on
social tariff schemes.

Please also note that if [WATER COMPANY] want to help more
customers, or increase this discount in the future, they would
have to consult with customers again.

18
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Information for

participants
STIMULUS 4&5

TUE EXISTiNG SoCil
TAREE SCHEME ..

oW THE SOGIAL TARIFF
SOUEME WOULD WORK...

Here are some examples of

Please note: customer bills how the expanded social tariff Example 1 Example 2
Sas : o h Id work in future.

The current position currently include a contribution Scheme wouldworkin future 5,000 10,500

f— supporting tifstoniers The information relates to the additional customers supported additional customers supported
21.000 customers supported ; . number of additional customers £6 (£0.50 per month) £12 (£1 per month)

" PP through social tariffs. that would be supported through bill contribution bill contribution
" . : customer contributions through

£7.65 (£06L|' PEI’ month) This information details the social tariffs. At each level of

current level of contribution to
social tariffs by each customer
per year.

additional support outlined, Example 3 Example 4
a yearly contribution amount
21,000 31,000

is stated, alongside a per i -~
month figure. additional customers supported additional customers supported
£24 (£2 per month) £36 (£3 per month)

bill contribution bill contribution e

bill contribution

(423em 335BM) 4338\ X3sSa\\/(Ajddns 1a3em) Jajep [03s1g

*Note: full page stimulus shown in appendix 1 19
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Willingness to Contribute (WtC): Bristol Water

] th): Across the sample for Bristol Water, the
willingness to contribute (per mon ) 549/ average (mean) WtC is £1.79 per month. The
Bristol Water o L lower limit for WtC is £1.69 per month, and the
covril“tlrlilggtgoat upper limit £1.89*
729, £Ieast The median WtC amount is £1.00, meaning a
¢ 1 per majority (50.1%) are willing to contribute up to
willing to month that amount.

contribute
towards social
tariff 419
willing to
contribute at
least
£2 per
month *The upper and lower limits for WtC are value ranges

There are significant differences in WtC across
different sample sub-groups, as shown on the
following slides.

30% 26% either side of the mean score where there is 95%
23% Iy 199, confidence that there would be no significant
20% \ ° difference in WtC / acceptability between those
values.
10%

0%
£0.25 50p £1 £1.50 £2 £2.50 £3 £3.50 £4 £4.50 £5 Bristol Water

= A|| Bristol Water customers

Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the 20
number of customers helped on social tariff schemes?
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Willingness to Contribute (WtC): Bristol Water

Across the total Bristol Water sample, the average 18-34 35-54 55-64 65+
(mean) WtC is £1.79 per month with a 95% confidence (93) (118) (79) (68)
interval of values between £1.69 and £1.89 (meaning Mean WtC

: . : £2.11 £2.04 £2.06 £0.62
any difference in the tariff amount between those two
values is unlikely to result in any significant change in Median WtC £1.00 £1.50 £1.50 £0.00
WtC). Willing to contribute

I % % % %

The median WtC amount is £1.00 per month, meaning ?\t,jue >£0) 8% /8% 7% 4
a majority (50.1%) are willing to contribute up to that
amount. RO S 71% 68% 68% 28%
The tables to .the right and on the fqllowing in.de.s detail il (553 12 [ERE
the WtC for different sub-groups of interest within the £1 (%) 59% 63% 59% 26%
sample.

Would pay £2 or

more (%) 48% 49% 48% 12%

Under 65s have a significantly higher WtC than over
65s. Just over a third of over 65s would be willing to
contribute at all, resulting in a median WtC of £0.

Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the
number of customers helped on social tariff schemes? 21
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Willingness to Contribute (WtC): Bristol Water

Male Female ABC1 C2DE
(172) (186) (197) (161)
Mean WtC £1.93 £1.66 Mean WtC £2.02 £1.51
Median WtC £1.00 £1.00 Median WtC £1.00 £1.00
Willing to contribute at all Willing to contribute at all
(value >£0) 71% 73% (value >£0) 76% 66%
Would pay at least £0.50 (%) 63% 599, Would pay at least £0.50 (%) 65% 55%
Would pay at least £1 (%) 56% 53% Would pay at least £1 (%) 58% 50%
Would pay £2 or more (%) 459, 38% Would pay £2 or more (%) 46% 36%
There are no significant differences in WtC by gender among The mean and median WtC is higher for ABC1 customers than
Bristol Water customers. C2DEs, and a higher proportion are willing to contribute at all
(76% cf. 66%).
Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 22



Willingness to Contribute (WtC): Bristol Water

Metered Unmetered "eZi;'l‘(a" £19k - £45k £45k+

(159) (185) (56) (112) (126)
Mean WtC £2.00 £1.60 Mean WtC £1.76 £1.90 £2.40
Median WtC £1.00 £0.55 Median WtC £1.00 £1.00 £2.00
Willing to contribute at all Willing to contribute at all
(value >£0) 80% 63% (value >£0) 82% 84% 78%
Would pay at least £0.50 (%) 67% 56% Would pay at least £0.50 (%) 62% 69% 73%
Would pay at least £1 (%) 60% 50% Would pay at least £1 (%) 549, 61% 67%
Would pay £2 or more (%) 45% 37% Would pay £2 or more (%) 38% 47% 54%

Although those with a higher household income (£45k+) have a
higher mean WtC than those with lower household incomes,
there is no significant difference in willingness to contribute

anything at all.

Metered customers have a higher mean WtC than unmetered
customers, and a higher proportion are willing to contribute at all

(80% cf. 63%).

Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the
23

number of customers helped on social tariff schemes?



Willingness to Contribute (WtC): Bristol Water

Support for the general principle of contributing Acceptability of asking customers to contribute to
towards those who are struggling to pay social tariff
Agree Neither Disagree Acceptable Neither Unacceptable
(189) (73) (88) (179) (57) (106)
Mean WtC £2.29 £1.53 £1.00 Mean WtC £2.42 £1.96 £0.68
Median WtC £2.00 £0.80 £0.00 Median WtC £2.00 £1.00 £0.00
Willing to contribute at all Willing to contribute at all
(vaIue >£0) 830/0 750/0 470/0 (Value >£0) 890/0 840/0 380/0
Woul . .
0ou d pay at least £0.50 23% 61% 3794 V\éould pay at least £0.50 29% 2204 270
(%) (%)
Would pay at least £1 (%) 69% 499, 30% Would pay at least £1 (%) 74, 56% 220/
Would pay £2 or more (%) 54% 35% 22% Would pay £2 or more (%) 57% 43% 14%

As might be expected, those who agree with the general principle Similarly, those who find it acceptable for Bristol Water to use

of paying a contribution towards supporting customers who are customer funding to increase financial support to customers
struggling to pay their bill have a significantly higher WtC mean (after being informed of plans) have a significantly higher WtC
and median average than those who disagree. mean and median average than those who find it unacceptable.
Base: Bristol Water (358) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase the

number of customers helped on social tariff schemes? 24
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Half (50%) find the proposed increase to the social

tariff using customer funding acceptable

Overall acceptability of using customer funding to Significant sub-group differences

increase support for customers

35-54s (58%) and 55-74s (50%) are significantly more likely
to find the proposals acceptable than over 75s (30%).

18% 16% 12% 17% Acceptability among 18-34s, 49%.

B Completely acceptable Slightly acceptable m Neither

m Slightly unacceptable m Completely unacceptable ®Don't know Those aware of Priority Services are more likely to find the
proposals acceptable than those who are unaware

(56% cf. 40%)

Those aware of financial support are more likely to find the
o proposals acceptable than those who are unaware (56% cf.
30% 42%)

50%

acceptable unacceptable

Base: Bristol Water (358). Q11. Overall, based on all the information you have seen about the changes to the social tariff, how acceptable do you think it is for [WATER COMPANY] to use customer funding to 26
increase the support to customers?
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Conclusions

Although the majority (63%) of customers are confident they will be able to afford their water bills over the next 12 months,
confidence in being able to afford other bills is significantly lower, with over a quarter (28%) not being confident they will
be able to afford their energy bills.

Over two thirds (70%) are aware of priority services, and three in five (60%) are aware of financial support. In addition, 15%
are unaware of priority services but would like to know more, and 10% are unaware of financial support but feel they might need it.
However, for financial support, those who are not confident they will be able to afford their water bill over the next 12 months are less
likely to be aware than those who are confident (42% cf. 67%), suggesting there may still be some gaps in awareness among customers
who are more likely to be in need of such services either now or in the future.

Half (50%) agree with the principle of contributing towards customers who are struggling to pay. However, there are
significant generational differences in outlook, with older customers significantly less likely to support (in principle) than younger
customers. Additionally, those aware of Priority Services and/or financial support are more likely to agree than those who are unaware.

When customers are asked to consider how much they would be willing to contribute to the social tariff in future (if anything), almost
three-quarters (72%) would be willing to contribute in some form. However, significant differences between customer groups are evident,
with older customers again having a lower WtC threshold. Additionally, metered customers and those from higher socio economic groups
(ABC1) tend to have a higher WtC.

28



Recommendations and considerations

Despite the significant pressures many are feeling on their household finances, there is sufficient support
to indicate that a majority of customers are willing to contribute towards additional cross-subsidy for

social tariffs for the period 2025-30. The mean average WtC is £1.79 with an upper limit of £1.89 and a lower limit
of £1.69 where there is a 95% confidence that WtC would not change significantly.

However, while the majority are willing to contribute, there is a significant concern about future
household finances and bill affordability - even among those in generally more favourable economic
circumstances. With this in mind, Bristol Water should be mindful that customers are (increasingly) vigilant towards
their month to month expenditure, and are likely to be resistant to significant bill increases that impact their ability to
spend elsewhere and absorb other rising costs such as food, rent and mortgages.

In addition, even among those who are supportive of the principle of social tariffs there remains some
scepticism about how it is operated and who is eligible. To this end, it will be important for Bristol Water to
continue to clearly communicate its eligibility criteria for social tariffs, and to demonstrate that support is being
provided to those who really need it.

Metered customers have a higher WtC than unmetered customers. Continuing to promote metering and its
associated benefits with the aim of increasing the number of metered households could work to drive acceptability and
WtC in future.
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Customer classification

Bristol Water

Do you pay directly for your water and wastewater?

Bill amount

Yes
No, it is covered by my rent
I pay in another way

Don‘t know

Less than £100 (Less than £8 per month)
£101-£200 (£8 - £16 per month)
£201-£300 (£16.01 - £25 per month)
£301-£400 (£25.01 - £33 per month)
£401-£500 (£33.01 - £42 per month)
£501-£600 (£42.01 - £50 per month)
£601-£700 (£50.01 - £58 per month)
£701-£800 (£58.01 - £67 per month

£801 or more (£67.01 or more per month)
Don't know

Prefer not to say

88%
9%
0%
3 %

4%
6%
18%
19%
12%
11%
14%
4%
5%
6%
1%
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Customer classification

Bristol Water

Working status

Work full time 49%
Work part time 14%
Self-employed 5%
Unemployed / looking for work 2%
Long term sick / disabled 5%
Retired 19%
Looking after home or family 3%
Student 2%
Other 0%
Prefer not to say 1%
Anyone in the household in receipt of benefits
Yes (self or others) 35%
No 56%
Prefer not to say 6%
Don’t know 3%
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Customer classification

Bristol Water

Household income

Less than £10,000
£10,001 - £13,000
£13,001 - £16,000
£16,001 - £19,000
£19,001 - £25,000
£25,001 - £29,000
£29,001 - £35,000
£35,001 - £45,000
£45,001 - £55,000
£55,001 - £65,000
£65,001 - £75,000
£75,001 - £85,000
£85,001 - £95,000
£95,001 - £105,000

£105,001 - £115,000

More than £115,000

Prefer not to say (do not read out)

5%
4%
4%
3%
10%
9%
5%
7%
11%
9%
5%
3%
3%
1%
1%
2%
18%
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Customer classification

Bristol Water

Long-term illness, health problem or disability

Yes (self or others) 28%
No 67%
Prefer not to say 4%

Iliness, health problem or disability require the
use of extra water (only asked to those who
say they or someone in their household has a
long-term illness, health problem or disability)

Yes 38%
No 59%
Prefer not to say 3%
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Research guidance (I)

Ofwat have set out requirements for High Quality Research in their Customer Engagement Policy. All water company research and
engagement should follow best practice and lead to a meaningful understanding of what is important to customers and wider
stakeholders.

Useful and contextualised

This research was conducted to consult customers to ascertain how
much extra, if anything, they are prepared to pay on their water bill to
help pay the bills of struggling customers during the next 5-year period.

Fit for purpose

This project followed the same methodology to that of the social tariff
cross subsidy research conducted by DJS Research on behalf of other
water companies in 2018 and 2022. Pilot interviews were carried out
prior to the full launch of fieldwork and pilot interviews included
additional questions to check customer understanding of the materials
and questions.

Ethical

This research was conducted by DJS Research who are a member of the
Market Research Society. Customers were reminded that they could be
open and honest in their views due to anonymity and DJS and Wessex
Water / Bristol Water / Bournemouth Water were subject to strict data
protection protocols.

Continual
Customer views will be directly fed into the plans for AMP8 which covers
the next five-year period (2025-2030).

Inclusive

A combination of online and in person CAPI interviews were conducted to
ensure that customers classed as digitally vulnerable and hard-to-reach
customers were included in the research.

Neutrally designed within the confines of the guidance
Every effort has been made to ensure that the research is neutral and
free from bias. Where there is the potential for bias, this has been
acknowledged in the report. Participants were encouraged to give their
open and honest views and reassurances were given that Wessex Water
/ Bristol Water / Bournemouth Water were open to hearing their honest
opinions and experiences.

Independently assured

All research was conducted by DJS, an independent market research
agency. Wessex Water / Bristol Water / Bournemouth Water reviewed all
research materials ahead of fieldwork and prior to the survey being
scripted and provided a check and challenge approach on the method
and findings.

Shared in full with others
The full final report and research materials will be shared internally with
Severn Trent colleagues along with CCW.
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EXAMPLES OF SOCIAL TARIFES FOR WATER Bill$

Reduced bill: Assist

Assist is available for customers
who are struggling to pay and need
a discount on their bill. The level of
discount can vary, but can be up to
90% off a customer’s bill.

Customers do not need to receive
means tested benefits to apply,

but an independent analysis of their

household finances is required.

If an application to Assist is successful,

bills are reduced to an amount the
customer can afford based on

an independent advisor's assessment

of affordability.

Bill cap scheme: WaterSure

WaterSure helps reduce water bills
if the household uses a lot of water
for reasons beyond their control
(e.g. households with 3+ children
or someone in the household has

a higher than average water usage
due to a certain medical condition).

Recipients must be in receipt of

a means tested benefit or tax credit
and be on a water meter. Bills are
capped in-line with the average
metered bill so customers don't pay
more for reasons they cannot help.

Discount for low
income pensioners

Discount for low income pensioners

is available for customers who are in
receipt of Pension Credit, or where

the state pension is the only source of
income for all adults in their household.

Customers can receive a discount
of around £60 on their water and/or
sewerage bill.

To receive the discount, customers
need to provide their date of birth and
a copy of evidence to show entitlement
to Pension Credit, or a copy of a bank
statement showing the state pension
as the only source of income.

Please note: customers who are not in receipt of support from a social tariff already pay more for their water services to fund the cross
subsidies. At the moment, Bristol Water and Wessex Water support around 21,000 customers on social tariffs in this area, which means
out of a customer’s yearly bill for their water supply and waste water, £7.65 goes towards the cross-subsidy for social tariffs.
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ADDITIONAL WELP AVAILABLE

As well as the social tariff schemes, water companies offer
other support for customers who are struggling with their bills.

©
=0

Debt support
scheme: Restart

This scheme is for customers
who have significant debt they
cannot repay.

Customers are asked to pay
what they can afford toward
their water charges in the first
year, and their debt is then

reduced by an equivalent amount.

In year two, if they continue
to make payments, the water
company will clear their
remaining debt.

Water Direct

Customers in receipt of
benefits can make payments
direct from their benefits.

\Water Direct is available to
customers at least £50 Iin
arrears or with two failed
payments. Customers will
receive no action to recover
debt while on Water Direct.

Customers must provide details
of the benefits they receive
and proof of identification.

Flexible payment plan

Customers can pay less on their
bills for an agreed period of time
and catch up on payments later.

Payment breaks

Short term payment breaks
for customers who need a
little longer to pay, or who

have experienced a change in
circumstances.




SUPPORT+ SERVICES PROVIDED BY WATER COMPANIES

In addition to the additional financial support provided, water companies also offer
a number of additional layers of support and help to customers and communities.

Company funded support: Additional support

« Funding for the debt advice sector. and services

In 2022, around £450k was given to debt advice organisations.
» Free water meters

» The Wessex Water Foundation.

Around £155k per year goes into grass roots community projects to » Free water efficiency

improve the lives of local people who are in most need of support. devices to help you
Projects are typically in areas of multiple deprivation or rural isolation, save water and energy
support people who lack access to services, help people to manage in the home and garden

or avoid debt and take steps to build financial capability.

» Help with fixing leaks
» Bristol Water Social Contract.

Bristol Water supports a number of partners in the community to help
reach customers most in need through their Social Contract. This includes
a number of Hard to Reach projects with Charities in the region.
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TUE EXiSTING S0GiAL
TARIEE SCHEME...

Please note: customer bills

The current POSitiOI’\ currently include a contribution
towards supporting customers

21,000 customers supported through social tariffs.

£7.65 (£0.64 per month) This information details the

current level of contribution to
social tariffs by each customer
per year.

bill contribution
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oW TUE SOCIAL TARift
SCUEME WOULD WORK....

Here are some examples of
how the expanded social tariff
scheme would work in future.

The information relates to the

number of additional customers
that would be supported through
customer contributions through

social tariffs. At each level of
additional support outlined,
a yearly contribution amount
Is stated, alongside a per
month figure.

Bristol Water (water supply)/
Wessex Water (waste water)

Example 1

5,000
additional customers supported

£6 (£0.50 per month)
bill contribution

Example 3

21,000
additional customers supported

£24 (£2 per month)
bill contribution

10,500
additional customers supported

£12 (£1 per month)
bill contribution

Example 4

31,000
additional customers supported

£36 (£3 per month)
bill contribution
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Background and objectives

As part of the business planning process for PR24,

Wessex Water, Bristol Water and Bournemouth Water

are consulting with their customers on a number of

topics, including on social tariffs. Each company wishes
to eradicate water poverty across their region(s), with

the aim of no customer’s bill being more than 5% of

their disposable income.

Financial confidence

The extent to which
customers are confident they
will be able to afford their
water and other household

bills over the next 12 months.

Acceptability of the
principle of social tariffs
Measure the proportion of
customers who find the
principle of social tariffs
acceptable / unacceptable
and why.

This document reports on Bournemouth Water only.

To achieve this aim, it is likely to be necessary for
Bournemouth Water to increase its social tariff charge

to customers’ bills.

To understand customers’ willingness to contribute to
an increased cross subsidy, DJS research were
commissioned to undertake acceptability and
willingness to contribute research with customers to

explore and understand:

Acceptability of each water
company'’s proposed changes
to the social tariff

Inform customers about each
company’s plans for the future of
the schemes (partly) funded
through social tariffs, and
understand how acceptable or
unacceptable this is to
customers.

Willingness to contribute
Assess customers’ willingness to
contribute (WtC) to a social tariff
through their water bills, and the
amount that they would be
willing to contribute each month
as part of their bills to support
this.



Methodology

Fieldwork

Interviews were conducted online (80) via panel and face to face (19) via Computer Assisted Personal
Interview (CAPI). The CAPI interviews were conducted with customers who have limited or no internet
access to ensure a representation of offline participants in the research.

Interviews lasted 9 minutes on average, and respondents were shown a number of pieces of stimulus
during the interview (as shown throughout the report and in the appendix) to provide information
relating to the proposed social tariff and other elements of the company’s existing programmes and
schemes to support customers.

Fieldwork was conducted during April 2023

Notes on this report:

To understand customers’ willingness to contribute (WtC) to the social tariff, a contingent valuation exercise was conducted.
Contingent valuation is used to establish the amount customers are willing to pay (if anything) towards a scheme/service.
Respondents were presented with a randomised starting price point and asked if they would or would not be willing to pay this
amount each month to contribute towards the social tariff. If customers answered 'no’ they were asked again at the next lowest
price point — repeated up to three times. If customers answered ‘yes’ they were asked at the next highest price point -
repeated up to three times. From this we established the maximum amount customers were willing to contribute based within
the range established in the previous questions, providing us with a final amount they were willing to contribute.

Within the sample we see some deviation from the local profile in terms of age, gender and SEG which have been corrected

through weighting. A weight has been applied to the respondent data to ensure profiles match in terms of age. gender and SEG
within the region and therefore reflect the views of a representative sample. The data reported on in this report is weighted

data. .



Sample: Bournemouth Water

The sample achieved for Bournemouth Water is shown below.

Water provider @ Social Grade w
Male: 47 ABC1: 56 Yes: 50
Bournemouth
Water:
@ Female: 51 A2 AE No: 45
Iliness and Disability* m m
White: 81
18-34: 26
Yes: 29
Mi Itiple ethnicity:
ixed / multiple ethnicity: 6 35-54: 29
No: 65 Asian / Asian British: 5
55-74: 34
Note: question asked about self and others Black/African/Caribbean/
in the household: Do you or anyone in your Black British: 5 75+: 10

household have a long-term illness, health
problem or disability which limits their daily
activities or the work you can do?

*remainder don’t know / prefer not to say

Other ethnic group: 1
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Over three-fifths (62%) are aware of Priority
Services — with awareness highest among
younger customers

Awareness and usage of Sub group differences:

priority services

Over 75s are least likely to be aware of

Bournemouth Priority Services (32%). Awareness
Water among 18-34s (79%), and 35-54s (62%)
is significantly higher than over 75s.
Yes - T have heard of them but do not need these 27% Awareness among 55-74s is 59%
services
Yes - I have signed up to them 14%
Awareness among those who are aware
Yes - I have heard of them, may need them, but 21% of financial support is higher than those
haven’t done anything who are not aware (73% cf. 51%)
No - but I would like to know more 23%
No - but I do not need them 11% *Caution: note low base sizes for age group
, comparisons (base size <30. Treat data with
Don't know 3%

caution)

Base: Bournemouth Water (99) QO01. Are you aware of any services offered by [WATER COMPANY], to assist customers who need them, such as: Large print or braille bills / Bills
in a language other than English for people who need them / Passwords to check that company callers are genuine / Extra help for customers if there is a burst water pipe, such as
delivering bottled water to their door. You may know this additional support as ‘Priority Services’



Household bills




Customers are most confident in being able to afford
their mobile phone bill, and least confident with their
energy bill (30% not confident)

Confidence in being able to afford household

bills over the next 12 months

Mobile phone 269%

Internet / broadband 249, 429%

Water 249 37%

Council tax 249, 349%

Energy (gas and electric) 22% 32% 15% 22% 9%

m Very confident m Quite confident m Neither m Not very confident m Not at all confident m Not applicable

Note: data labels <5% not shown

Base: Bournemouth Water (99) Q02. Which of the following best describes how confident you feel in being able to afford the following bills over the next 12 months; please answer on a scale of 1 to 5 where 10

1 is not at all confident and 5 is very confident?



Helping those who are
struggling to pay




Less than three-fifths (56%) are aware of financial support,
however, those who are not confident in the affordability of their
water bill are less likely to be aware than those who are confident

Awareness and usage of

financial support Sub group differences:

Bournemouth
Water Over 75s are least likely to be aware of
financial support (32%), while 18-34s
— (o) H
Yes - I have had support with my bill in the past 3% ;:da\?vzr5e455:(-;22;t2f6§;ié:;eaTeo::vI:::Iy ke
Yes — I am currently receiving support with my bill 6%
. . Th h f Priori
Yes - I am aware, may need this, but haven’t done anything 20% Se::iie"; ac:-:ﬁsiwni::‘:ﬁk:lgrtltt)ybe
, aware of financial support than those
Yes - but I do not need it 27% who are not aware (66% cf. 44%)
No - but I think I might need it 11%
_ *Caution: note low base sizes for age group
No - but I would like to know more 17% comparisons (base size <30. Treat data with
. caution)
No - but I do not need it 13%
Don't know 2%
Base: Bournemouth Water (99). Q04. And, were you aware that [WATER COMPANY] offer support for customers who are 12

struggling to pay their water bills?
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Of those currently in receipt of or previously in receipt of

financial support, WaterCare and WaterSure are the most
frequent sources of support

Support services in receipt of /

previously in receipt of*

Bournemouth
Water
Reduced bill - WaterCare 60%
Bill cap scheme - WaterSure 39%
Flexible payment plan 28%
Water Direct (using benefit payments) 20%
Debt support scheme - Restart 18%
Discount for low-income pensioners 18%
Payment breaks 0%
Other (specify) 0%
Don’t know / prefer not to say 0%
*Caution: very low base size (9).
Base: Bournemouth Water (9). Q04. And, were you aware that [WATER COMPANY] offer support for customers who are 13

struggling to pay their water bills?



STIMULUS 1

Information for
participants EXAMPLES OF SOCiAL TARIFES FoR WATER Bill$
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Reduced bill: WaterCare (Bournemouth Water) Bill cap scheme: WaterSure 5
-
- - WaterCare is available for customers on a low income WaterSure helps reduce water bills if the household uses a lot of water for 2
Res o n d e n t I n fo r m a t I o n in relation to the number of children and adults in reasons beyond their control (e.g. households with 3+ children or someone =
p the household. Customers need to be in receipt of a in the household has a higher than average water usage due to a certain %
. . . . . . means tested benefit, and be on a meter or assessed medical condition). Recipients must be in receipt of a means tested benefit 2
BefO re belng aSked d bO Ut SOClaI ta I’IffS, |nCI Ud | ng thel r general charges. WaterCare is made up of 5 bands, with or tax credit and be on a water meter. Bills are capped in-line with the average 2
- . iy . reductions in water bills ranging from 15% to 85%. metered bill so customers don't pay more for reasons they cannot help. g_
support or opposition and then their willingness to contribute £
. . . s
. M
respondents were shown the following information screen: T —— T
w fSSiSt is advailaléle fd‘?" cust(gme;ivyho a"g Strutgg”lg'lgl Discount for low income pensioners is available for customers who are ;
- H H 0 pay and need a discount on their waste water bill. i ipt of Pension Credit, here th ion is the onl 5
A" ma]OI‘ water Compa nies in England and Wa |e5 have The level of discount can vary, but can be up to 90% g}?ﬁiiﬁt&c’foriﬂﬂgmtﬁn 'tthgrh‘g'uséﬁ;de. stale pensions e anly solrce o}
h t i I b i I I t t h i ht off acustamer < bill.lCustomers et peed bt Customers in receipt of the discount can receive a discount of around 5
SC e m es o g Ive owe r 1 S o so m e C u S o m e rs w o mi g ;Z?;:ist%sftfr?e?reﬁsggzhtg|gr:=ﬁ1h§n‘2l;t5?: r'ggﬁﬁggﬂﬂa £60 on their water and/or sewerage bill. To receive the discount, E
H H H lication to Assist i ful, bill duced customers need to provide their date of birth and a copy of evidence o
Oth erwise Stl‘u g g I e tO pay . Th ese are ca I I ed SOocCia I ta I‘Iff :ggrllcaar:‘%r:mc; ths:n(su:osrﬁcei(-:‘csasnuaff0|rdsg:£§ ot;cgn to show entitlement to Pension Credit, or a copy of a bank statement H
= = independent advisor's assessment of affordability. showing the state pension as the only source of income. 2
schemes. In line with Government rules these schemes are =

mOStly fu ndEd by Cha I‘ging other househOIdS a bit more on Please note: customers who are not in receipt of support from a social tariff already pay more for their water services to fund the cross

subsidies. At the moment, Bournemouth Water and Wessex Water support around 1,000 customers on social tariffs in this area, which

t h ei r bi I I s means out of a customer's yearly bill for their water supply and waste water, £4.50 goes towards the cross-subsidy for social tariffs.
L]

This is what's also known as a cross-subsidy. There are a
number of examples of cross subsidies in day-to-day life.
For example, concessionary tickets for children or
pensioners to attractions (e.g. the cinema, theme parks
etc.). Another example is the price of a stamp which is the
same within the UK whatever distance the letter or parcel
travels. At different points in our lives, we are all likely to
have helped fund cross-subsidies, and to have received help
from them.

Note: full page stimulus shown in appendix

The image below gives you some more information about
social tariffs and cross-subsidies in the water sector, please
review this image before continuing.” 14
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Just over half agree with the principle of contributing

towards supporting customers struggling to pay

Agreement with the principle of contributing Significant sub-group differences*

towards supporting customers struggling to pay...

Over 75s are significantly less likely to agree with the
principle than all 18-34s (75+, 31% agree; 18-34, 66%; 35-54,
12% 11% 43%; 55-74, 56%)

m Completely agree m Slightly agree ® Neither

m Slightly disagree m Strongly disagree ~ ®mDon't know Those confident in being able to afford their water bill over
the next 12 months more likely to agree than those who are
not confident (63% cf. 37%)

5 20/0 230/0 *Caution: note low base sizes for age group comparisons

agree with the disagree with the (base size <30. Treat data with caution)
principle of principle of

contributing contributing
towards supporting towards supporting
customers customers
struggling to pay struggling to pay

Base: Bournemouth Water (99) Q06. As a [WATER COMPANY] customer, to what extent do you agree or disagree with the general principle of paying a contribution towards supporting customers who are 15

struggling to pay their bill? Please answer on a scale of 1 to 5 where 1 is completely disagree and 5 is completely agree. their water bills?
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Information for
participants

Respondent information

Before being asked about social tariffs, including
their general support or opposition and then their
willingness to contribute to their water
company’s proposed social tariff, respondents
were shown various pieces of information and
stimulus as shown over the next three slides:

INFO3

“[WATER COMPANY] want to eradicate
water poverty in the region.

[WATER COMPANY] anticipate that more
customers may find themselves in financial
difficulty as the cost-of-living increases and
would like to respond by providing help for
more customers, nhow and into the future.”

STIMULUS 2&3

ADDITiONAL HELP AVAILABLE

As well as the social tariff schemes, water companies offer
other support for customers who are struggling with their bills.

Water Direct

Customers in receipt of
benefits can make payments
direct from their benefits.

Debt support
scheme: Restart

This scheme is for customers
who have significant debt they
cannot repay. Water Direct is available to
customers at least £50 in
arrears or with two failed
payments. Customers will
receive no action to recover
debt while on Water Direct.

Customers are asked to pay

what they can afford toward
their water charges in the first
year, and their debt is then
reduced by an equivalent amount.

Customers must provide details
of the benefits they receive
and proof of identification.

In year two, if they continue
to make payments, the water
company will clear their
remaining debt.

SUPPORT+ SERVICES PROVIDED BY WATER COMPANIES

In addition to the additional financial support provided, water companies also offer
a number of additional layers of support and help to customers and communities.

Company funded support:

= Funding for the debt advice sector.
In 2022, around £400k was given to debt advice organisations.

= The Wessex Water Foundation.
Around £155k per year goes into grass roots community projects to
improve the lives of local people who are in most need of support.
Projects are typically in areas of multiple deprivation or rural isolation,
support people who lack access to services, help people to manage
or avoid debt and take steps to build financial capability.

= Bournemouth Water Neighbourhood Fund.
The Neighbourhood Fund is all about supporting our local community.
There will be £100,000-a-year funding available for neighbourhood
community groups which inspire physical activities, education, health
and wellbeing and deliver positive environmental outcomes.

Note: full page stimulus shown in appendix

Flexible payment plan
Customers can pay less on their
bills for an agreed period of time
and catch up on payments later.

Payment breaks

Short term payment breaks
for customers who need a
little longer to pay, or who

have experienced a change in
circumstances.

Additional support
and services
= Free water meters

= Free water efficiency
devices to help you
save water and energy
in the home and garden

= Help with fixing leaks

(133em 33sem) Ja3ep\ Xassap/(Ajddns ia3em) Ja3ep yinowauinog
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Information for
participants

INFO4

“"When answering the next set of questions,
please be aware that over the next few years
many household costs may increase due to
inflation. These household costs include energy,
food and fuel prices. It is currently expected
that the rate of increase in prices will slow from
the middle of this year.

Your water bill may also be affected by how
much other costs increase each year such as the
company’s running costs e.g., energy, wages
etc, money invested to improve day to day water
services and long-term investments.”

INFO5

“In order to support more customers who are struggling to pay
through social tariffs in future, [WATER COMPANY] would need
to increase the contributions made by other customers to pay
for this. Customers already pay an amount on their bills as a
cross-subsidy to support those on a social tariff.

We'd now like to ask you about the additional amount you
would be willing to contribute - if anything - in order to make
the proposed changes to expand the nhumber of customers on
social tariff schemes.

Please also note that if [WATER COMPANY] want to help more
customers, or increase this discount in the future, they would
have to consult with customers again.

18



Information for

participants
STIMULUS 4&5

TUE EXiSTiNG SOCIAL
TARIFF SCHUEME...

The current position
1,000 customers supported

£4.55 (£0.38 per month)
bill contribution

*Note: full page stimulus shown in appendix

Please note: customer bills
currently include a contribution
towards supporting customers
through social tariffs.

This information details the
current level of contribution to
social tariffs by each customer
per year.

-]
)
c
5
5
D
3
°
=
=
=
o
=
o
=
=
H
o
=
o
f
w
=
°
=1
=
s
©
n
0
o
x
o
=
o
i
=
£
o
7]
a
0
H
]
=
o
=4

Bournemouth Water (water supply)/
“ow Iu[ SOciAl TARirr Wessex Water (waste water)

SCUEME WOULD WORK...

Here are some examples of
how the expanded social tariff
scheme would work in future.

The information relates to the
number of additional customers
that would be supported through
customer contributions through
social tariffs. At each level of
additional support outlined,

a yearly contribution amount

is stated, alongside a per

month figure.

Example 1

500
additional customers supported

£12 (£1 per month)
bill contribution

Example 3

1,500
additional customers supported

£36 (£3 per month)
bill contribution

Example 2

1,000
additional customers supported

£24 (£2 per month)
bill contribution

19
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Willingness to Contribute (WtC):

Bournemouth Water

] t ( ar month)= Across the sample for Bournemouth Water,
willingness to contribute (P 62% the average (mean) WtC is £1.83 per month.
Bournemouth Water 24 The lower limit for WtC is £1.46 per month, and
willing to the upper limit £2.20*
contribute at
77% least The median WtC amount is £1.00, meaning a

¢ £1 per majority (50.1%) are willing to contribute up to
willing to month that amount.
contribute

towards social

tariff 38%

There are significant differences in WtC across
different sample sub-groups, as shown on the
following slides.

willing to
contribute at
least
£2 per
month *The upper and lower limits for WtC are value ranges
either side of the mean score where there is 95%
confidence that there would be no significant

20% W% difference in WtC / acceptability between those
values.

10%

0%
£0.25 50p £1 £1.50 £2 £2.50 £3 £3.50 £4 £4.50 £5 Bournemouth Water

= All Bornemouth Water customers

Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase 20
the number of customers helped on social tariff schemes?
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Willingness to Contribute (WtC):

Bournemouth Water

Across the total Bournemouth Water sample, the 18-34*  35-54*  55-64* 65+*
average (mean) WtC is £1.83 per month with a 95% (26) (29) (21) (24)
confidence interval of values between £1.46 and £2.20
(meaning any difference in the tariff amount between

those two values is unlikely to result in any significant Median WtC £2.00 £0.50 £3.00 £1.00
change in WtC).

Mean WtC £2.31 £1.20 £2.77 £1.25

Willing to contribute

I % % % %
The median WtC amount is £1.00 per month, meaning ?\t,jue >£0) se% 20 P /9%
a majority (50.1%) are willing to contribute up to that
amount. RO S 74% 56% 81% 79%
The tables to .the right and on the fqllowing in.de.s detail il (553 12 [ERE ) ) ) )
the WtC for different sub-groups of interest within the £1 (%) 63% 43% 76% 72%
sample.

Would pay £2 or
Throughout, please note the low base sizes of some more (%)
comparator groups. Where a group is marked with an _
asterisk (*) it signifies a low base size of less than 30. 18-34s and 55'64;(5 have a higher mean WtC than 35-
In such instances, data (and data comparisons) should 54s and over 65s*.
be treated with caution.

60% 21% 64% 14%

*Caution: low base size (<30)

Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase
the number of customers helped on social tariff schemes? 21
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Willingness to Contribute (WtC):

Bournemouth Water

Male Female ABC1 C2DE
(48) (51) (56) (43)
Mean WtC £1.98 £1.69 Mean WtC £1.78 £1.90
Median WtC £1.00 £1.00 Median WtC £1.00 £1.00
Willing to contribute at all Willing to contribute at all
(value >£0) 71% 83% (value >£0) 77% 78%
Would pay at least £0.50 (%) 69% 73% Would pay at least £0.50 (%) 69% 75%
Would pay at least £1 (%) 60% 65% Would pay at least £1 (%) 599, 66%
Would pay £2 or more (%) 419, 36% Would pay £2 or more (%) 37% 419,
Women are more likely to be willing to contribute than men, There is no significant difference in WtC across ABC1s and
however, a higher proportion of men have a WtC of £2+ than C2DEs.
women.
Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase

the number of customers helped on social tariff schemes? 22
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Willingness to Contribute (WtC):

Bournemouth Water

Metered Unmetered Lo e £10k- £45k  £45k+*
(50) (45) (23) (34) (24)
Mean WtC £1.72 £2.03 Mean WtC £1.94 £1.83 £2.51
Median WtC £1.00 £1.00 Median WtC £1.00 £1.00 £2.00
Willing to contribute at all Willing to contribute at all
(Value >£0) 720/0 820/0 (Value >£0) 750/0 680/0 930/0
Would pay at least £0.50 (%) 72% 70% Would pay at least £0.50 (%) 65% 65% 829,
Would pay at least £1 (%) 62% 63% Would pay at least £1 (%) 60% 52% 66%
Would pay £2 or more (%) 36% 419, Would pay £2 or more (%) 499%, 38% 58%
Unmetered customers have a slightly higher WtC than metered Those with an annual household income of £45k+ have a higher
customers. WtC than those with an annual household income below £45k.
*Caution: low base size (<30)
Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase

the number of customers helped on social tariff schemes? 23
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Willingness to Contribute (WtC):

Bournemouth Water

Support for the general principle of contributing Acceptability of asking customers to contribute to

towards those who are struggling to pay social tariff

Agree Neither* Disagree* Acceptable Neither* Unacceptable
(52) (24) (23) (47) (22) (30)
Mean WtC £2.57 £1.47 £0.58 Mean WtC £2.91 £1.15 £0.63
Median WtC £2.00 £1.00 £0.10 Median WtC £3.00 £1.00 £0.50
Willing to contribute at all Willing to contribute at all
(Value >£0) 870/0 770/0 560/0 (Value >£O) 900/0 720/0 610/0
Would t least £0.50 Would t least £0.50
sos d pay atleas 80% 77% 44% oov ¢ pay at leds 86% 67% 51%
(%) (%)
Would pay at least £1 (%) 71% 66% 40% Would pay at least £1 (%) 78% 57% 419,
Would pay £2 or more (%) 60% 27% 49, Would pay £2 or more (%) 65% 249, 8%

As might be expected, those who agree with the general principle Similarly, those who find it acceptable for Bournemouth Water to

of paying a contribution towards supporting customers who are use customer funding to increase financial support to customers
struggling to pay their bill have a higher WtC mean and median (after being informed of plans) have a significantly higher WtC
average than those who disagree. mean and median average than those who find it unacceptable.

*Caution: low base size (<30)

Base: Bournemouth Water (99) Q07. Would you be willing to contribute [INSERT RANDOM FIGURE HERE............ FROM STARTING POINTS TABLE BELOW] extra per month moving forward, in order to increase 24
the number of customers helped on social tariff schemes?
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Acceptabil



Almost half (48%) find the proposed increase to the
social tariff using customer funding acceptable

Overall acceptability of using customer funding to Significant sub-group differences

increase support for customers

18-34s (60%) and 55-74s (53%) are significantly more likely
to find the proposals acceptable than over 75s (18%).

0 o o 0 0
19% 29% 22% 17% 13% Acceptability among 35-54s, 40%.
m Completely acceptable m Slightly acceptable m Neither
m Slightly unacceptable m Completely unacceptable mDon't know *Caution: note low base sizes for age group comparisons (base size <30.

Treat data with caution)

4890 30%

acceptable unacceptable

Base: Bournemouth Water (99). Q11. Overall, based on all the information you have seen about the changes to the social tariff, how acceptable do you think it is for [WATER COMPANY] to use customer
funding to increase the support to customers?

26
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Conclusions

Although the majority (61%) of customers are confident they will be able to afford their water bills over the next 12 months,
confidence in being able to afford other bills is lower, with almost a third (31%) not being confident they will be able to
afford their energy bills.

Over three in five (62%) are aware of priority services, and three in five (56%) are aware of financial support. In addition,
23% are unaware of priority services but would like to know more, and 11% are unaware of financial support but feel they might need it.

Just over half (52%) agree with the principle of contributing towards customers who are struggling to pay. However, there are
generational differences in outlook, with older customers significantly less likely to support (in principle) than younger customers.
Additionally, those who are confident they will be able to afford their water bill over the next 12 months are more likely to agree than
those who are not confident (63% cf. 37%).

When customers are asked to consider how much they would be willing to contribute to the social tariff in future (if anything), over three-
quarters (77%) would be willing to contribute in some form. However, differences between customer groups are evident, with older
customers again having a lower WtC threshold.

28



Recommendations and considerations

Despite the significant pressures many are feeling on their household finances, there is sufficient support
to indicate that a majority of customers are willing to contribute towards additional cross-subsidy for

social tariffs for the period 2025-30. The mean average WtC is £1.86 with an upper limit of £2.20 and a lower limit
of £1.46 where there is a 95% confidence that WtC would not change significantly.

However, while the majority are willing to contribute, there is a significant concern about future
household finances and bill affordability - even among those in generally more favourable economic
circumstances. With this in mind, Bournemouth Water should be mindful that customers are (increasingly) vigilant
towards their month to month expenditure, and are likely to be resistant to significant bill increases that impact their
ability to spend elsewhere and absorb other rising costs such as food, rent and mortgages.

In addition, even among those who are supportive of the principle of social tariffs there remains some
scepticism about how it is operated and who is eligible. To this end, it will be important for Bournemouth Water
to continue to clearly communicate its eligibility criteria for social tariffs, and to demonstrate that support is being
provided to those who really need it.
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Customer classification

Bournemouth
Water

Do you pay directly for your water and wastewater?
Yes 79%
No, it is covered by my rent 15%
I pay in another way 4%
Don’t know 2%

Bill amount

Less than £100 (Less than £8 per month) 3%
£101-£200 (£8 - £16 per month) 12%
£201-£300 (£16.01 - £25 per month) 16%
£301-£400 (£25.01 - £33 per month) 14%
£401-£500 (£33.01 - £42 per month) 18%
£501-£600 (£42.01 - £50 per month) 16%
£601-£700 (£50.01 - £58 per month) 6%
£701-£800 (£58.01 - £67 per month 2%
£801 or more (£67.01 or more per month) 3%
Don’t know 6%
Prefer not to say 2%
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Customer classification

Bournemouth
Water
Working status
Work full time 46%
Work part time 19%
Self-employed 5%
Unemployed / looking for work 6%
Long term sick / disabled 2%
Retired 15%
Looking after home or family 2%
Student 3%
Other 1%
Prefer not to say 2%
Anyone in the household in receipt of benefits
Yes (self or others) 26%
No 63%
Prefer not to say 10%
Don’t know 1%
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Customer classification

Bournemouth
Water

Household income

Less than £10,000
£10,001 - £13,000
£13,001 - £16,000
£16,001 - £19,000
£19,001 - £25,000
£25,001 - £29,000
£29,001 - £35,000
£35,001 - £45,000
£45,001 - £55,000
£55,001 - £65,000
£65,001 - £75,000
£75,001 - £85,000
£85,001 - £95,000
£95,001 - £105,000

£105,001 - £115,000
More than £115,000

Prefer not to say (do not read out)

5%
5%
2%
11%
11%
6%
5%
12%
9%
4%
6%
2%
2%
0%
1%
0%
19%
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Customer classification

Bournemouth
Water
Long-term illness, health problem or disability
Yes (self or others) 29%
No 65%
Prefer not to say 6%
Iliness, health problem or disability require the
use of extra water (only asked to those who
say they or someone in their household has a
long-term illness, health problem or disability)
Yes 13%
No 84%

Prefer not to say

3%
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Research guidance (I)

Ofwat have set out requirements for High Quality Research in their Customer Engagement Policy. All water company research and
engagement should follow best practice and lead to a meaningful understanding of what is important to customers and wider
stakeholders.

Useful and contextualised

This research was conducted to consult customers to ascertain how
much extra, if anything, they are prepared to pay on their water bill to
help pay the bills of struggling customers during the next 5-year period.

Fit for purpose

This project followed the same methodology to that of the social tariff
cross subsidy research conducted by DJS Research on behalf of other
water companies in 2018 and 2022. Pilot interviews were carried out
prior to the full launch of fieldwork and pilot interviews included
additional questions to check customer understanding of the materials
and questions.

Ethical

This research was conducted by DJS Research who are a member of the
Market Research Society. Customers were reminded that they could be
open and honest in their views due to anonymity and DJS and Wessex
Water / Bristol Water / Bournemouth Water were subject to strict data
protection protocols.

Continual
Customer views will be directly fed into the plans for AMP8 which covers
the next five-year period (2025-2030).

Inclusive

A combination of online and in person CAPI interviews were conducted to
ensure that customers classed as digitally vulnerable and hard-to-reach
customers were included in the research.

Neutrally designed within the confines of the guidance
Every effort has been made to ensure that the research is neutral and
free from bias. Where there is the potential for bias, this has been
acknowledged in the report. Participants were encouraged to give their
open and honest views and reassurances were given that Wessex Water
/ Bristol Water / Bournemouth Water were open to hearing their honest
opinions and experiences.

Independently assured

All research was conducted by DJS, an independent market research
agency. Wessex Water / Bristol Water / Bournemouth Water reviewed all
research materials ahead of fieldwork and prior to the survey being
scripted and provided a check and challenge approach on the method
and findings.

Shared in full with others
The full final report and research materials will be shared internally with
Severn Trent colleagues along with CCW.
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EXAMPLES OF SOCIAL TARIFES FOR WATER Bill$

Reduced bill: WaterCare (Bournemouth Water)

WaterCare is available for customers on a low income
in relation to the number of children and adults in

the household. Customers need to be in receipt of a
means tested benefit, and be on a meter or assessed
charges. WaterCare is made up of 5 bands, with
reductions in water bills ranging from 15% to 85%.

Reduced bill: Assist (Wessex Water)

Assist is available for customers who are struggling
to pay and need a discount on their waste water bill.
The level of discount can vary, but can be up to 90%
off a customer’s bill. Customers do not need to receive
means tested benefits to apply, but an independent
analysis of their household finances is required. If an
application to Assist is successful, bills are reduced

to an amount the customer can afford based on an
independent advisor's assessment of affordability.

Bill cap scheme: WaterSure

WaterSure helps reduce water bills if the household uses a lot of water for
reasons beyond their control (e.g. households with 3+ children or someone
in the household has a higher than average water usage due to a certain
medical condition). Recipients must be in receipt of a means tested benefit
or tax credit and be on a water meter. Bills are capped in-line with the average
metered bill so customers don't pay more for reasons they cannot help.

Discount for low income pensioners

Discount for low income pensioners is available for customers who are
in receipt of Pension Credit, or where the state pension is the only source
of income for all adults in the household.

Customers in receipt of the discount can receive a discount of around
£60 on their water and/or sewerage bill. To receive the discount,
customers need to provide their date of birth and a copy of evidence
to show entitlement to Pension Credit, or a copy of a bank statement
showing the state pension as the only source of income.

Please note: customers who are not in receipt of support from a social tariff already pay more for their water services to fund the cross
subsidies. At the moment, Bournemouth Water and Wessex Water support around 1,000 customers on social tariffs in this area, which
means out of a customer’s yearly bill for their water supply and waste water, £4.50 goes towards the cross-subsidy for social tariffs.
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ADDITIONAL WELP AVAILABLE

As well as the social tariff schemes, water companies offer
other support for customers who are struggling with their bills.

©
=0

Debt support
scheme: Restart

This scheme is for customers
who have significant debt they
cannot repay.

Customers are asked to pay
what they can afford toward
their water charges in the first
year, and their debt is then

reduced by an equivalent amount.

In year two, if they continue
to make payments, the water
company will clear their
remaining debt.

Water Direct

Customers in receipt of
benefits can make payments
direct from their benefits.

\Water Direct is available to
customers at least £50 Iin
arrears or with two failed
payments. Customers will
receive no action to recover
debt while on Water Direct.

Customers must provide details
of the benefits they receive
and proof of identification.

Flexible payment plan

Customers can pay less on their
bills for an agreed period of time
and catch up on payments later.

Payment breaks

Short term payment breaks
for customers who need a
little longer to pay, or who

have experienced a change in
circumstances.




SUPPORT+ SERVICES PROVIDED BY WATER COMPANIES

In addition to the additional financial support provided, water companies also offer
a number of additional layers of support and help to customers and communities.

Company funded support: Additional support

« Funding for the debt advice sector. and services

In 2022, around £400k was given to debt advice organisations.
» Free water meters

» The Wessex Water Foundation.

Around £155k per year goes into grass roots community projects to » Free water efficiency
improve the lives of local people who are in most need of support. devices to help you
Projects are typically in areas of multiple deprivation or rural isolation, save water and energy

support people who lack access to services, help people to manage

. Ce i t in the home and garden
or avoid debt and take steps to build financial capability.

» Help with fixing leaks
» Bournemouth Water Neighbourhood Fund.

The Neighbourhood Fund is all about supporting our local community.
There will be £100,000-a-year funding available for neighbourhood
community groups which inspire physical activities, education, health
and wellbeing and deliver positive environmental outcomes.
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TUE EXiSTING S0GiAL
TARIEE SCHEME...

The current position
1,000 customers supported

£4.55 (£0.38 per month)
bill contribution

Please note: customer bills
currently include a contribution
towards supporting customers
through social tariffs.

This information details the
current level of contribution to
social tariffs by each customer
per year.
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oW TUE SOCIAL TARift
SCUEME WOULD WORK....

Here are some examples of
how the expanded social tariff
scheme would work in future.

The information relates to the
number of additional customers
that would be supported through
customer contributions through
social tariffs. At each level of
additional support outlined,

a yearly contribution amount

s stated, alongside a per

month figure.

Bournemouth Water (water supply)/
Wessex Water (waste water)

Example 1

500
additional customers supported

£12 (£1 per month)
bill contribution

Example 3

1,500
additional customers supported

£36 (£3 per month)
bill contribution

1,000
additional customers supported

£24 (£2 per month)
bill contribution
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