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Specific research objectives

1

Lurguoise

To examine customer perceptions of the concept of rewards and penalties in general.

To explore customer perceptions of the idea of a company like Wessex Water receiving an
outperformance payment and/or an underperformance penalty for achieving/failing to meet targets.

To determine what should happen if Wessex Water should either meet or fail to meet targets in support
of customer priorities.

To evaluate which performance commitments are appropriate for an outperformance payment,
underperformance penalty or, purely a reputational impact.

To discover customer reactions to Wessex Waters’ view of which type of incentive is appropriate for
each performance commitment.

To probe customer reactions to a proportion of any outperformance payment being re-invested back
into the community via an independent charity.



Household and Non-household customer group make-up — Five customer groups

Group 1
Inland
Vulnerable customers
30to 55,SEG=DE
(struggling to pay and
disability)
Yeovil

Group 3
Inland
Household (younger)
Aged 25 to 45
SEG=BC1C2D
Warminster

Group 2 Group 4
Inland Inland
Household (cross-section) Household (older)
25 to 65 Aged 45 Plus
SEG=BC1C2D SEG=BC1C2D
Yeovil Warminster

Lurguoise

Group 5
Coastal
Non-household
Cross-section of Micro, Small
and Medium businesses
Mix of dependency on water
Weymouth
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Background to respondents and
attitudes



Knowledge of what Wessex Water do on the customers behalf is limited

= All customers were aware that their water and sewerage service is provided by
Wessex Water.

= Prior to attending the groups, customers also undertook an online homework
exercise.

= The answers demonstrate some misapprehensions...

— Just under half (44%) knew the number of customers catered for by Wessex Water — most
guessed a lower number.

— 8in 10 drink water from their tap.

— Just 1in 5 (22%) realised there were as many as 35,000km of sewer pipes.

— Only 52% believe showering and bathing uses the most water.

— 1976 was the last hosepipe, the majority think it was as recent as 2009 to 2012.

— 44% think that safeguarding drinking water quality is the area that Wessex spend the
most money on, just 4% think it is protecting rivers, lakes and estuaries .

— The average customer uses around 140 litres of water per day, group attendees believe
they use just 63% of that amount (<90 litres per person per day).

ONCOK ),




Attitudes towards Wessex Water

Lurguoise

= The majority of customers attending the groups believe that Wessex Water are ‘good value for money’.

= @as, electricity and council tax are often seen as the more expensive household bills.

= However, there is a minority who feel the current bill is expensive.

Small but vociferous group
Tend to feel that water industry
shouldn’t have been privatised
Usually have an older profile
and don’t want to pay any more
than they are now

A large group who are generally happy with Wessex
Water but don’t know that much about them

Some have concerns over the level of profits but
largely believe WW offer good value for money
Tend to be a cross-section of ages

A minority group who don’t like the idea of profits
being retained by companies, or money going to
shareholders — mixed age groups.

Tend to sit on the fence.

A group who are happy
with Wessex Water and
care about the
environment in particular

Tend to be younger, some
with families and happy
to pay a bit more than
they do now to see the
environment sustained




Customers are open to the idea of rewards and penalties in general

Lurguoise

The general terms of ‘rewards’ and ‘penalties’ were used initially and prior to discussing the
concept of outperformance payments and underperformance penalties.

Some general observations from the online
homework were as follows...

¥

e 8in 10 customers will tip for good service
in a pub/restaurant.

* While 9in 10 customers don’t receive
performance related pay, 8 in 10 believe it
is fair to receive a bonus where targets
are exceeded.

* This suggests that bonus payments to
individuals at least, are a reasonable idea.

Where it came to the principle of payment

by results...

¥

39% of customers agree in principle with
the concept (prior to the groups).

44% at this stage, were undecided.

Just 17% are against.

This suggests that with the right
information, the majority could be open
to the principle.
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Attitudes towards current performance and future targets are largely positive .

o . ‘They are top in a ‘It looks like they are
For the majority of customers, current performance is good lot of areas.’ doing a good job.’

‘They are looking to

=  With regards to the future, a similar pattern emerges... improve in more or W18y G )
less all of those. That achieve all of that,

is not a bad ambition.” it is pretty good.’

=  When probed whether customers felt if Wessex delivered the forecast performance, it would meet the bulk of customer
needs, then the overriding feeling is, yes.

= For most, the future targets are seen to stretch Wessex Water.




Keeping customers informed about Wessex Waters’ performance is expected, but at a turguoise
high level

= Most customers want to be kept informed on how Wessex Water are performing against the targets for the performance
commitments.
— This would aid ‘transparency’.

= Customers want a ‘high level’ overview of how Wessex is performing.

= A number mention the simple pie charts used to show how council tax money is being spent (If not provided already).

28% 9%
Adult and social care Environment
22% 4%

Children’s services Culture / Parks /
Libraries
7% .
Corporate items 6 /u
{like pension funding) Planning and
regeneration

1%
Education 14 u/::
{other than schools) Running the council
1% 6%

Customer services

@ Emergency provision



Keeping customers informed about Wessex Waters’ performance once a year is
enough

= For the majority of customers, receiving updates once a year is enough.

“To be honest, are we
really going to read

‘You don’t want to be
bombarded with all

as much detail as o .
this information.’

that?’

= There are a small number who want updates every six months, or even quarterly.

= One thing common to a number of groups was to get information updates that are local to customers.

= Most customers admit that they rarely read any additional information or leaflets sent with their bill.
— The obvious place would be to print this is on the bill, or on the reverse side.
— If Wessex produce an annual customer newspaper/newsletter, this may also be appropriate.

= Younger customers tend to be the group who would favour email updates.

ONCOK ),
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Performance commitments



i Eurquoises
Why do customers allocate performance commitments to each type of performance payment? -UrgQUoi=e

OUTPERFORMANCE
AND/OR UNDERPERFORMANCE OUTPERFORMANCE P UTATIONAL ONLY
UNDERPERFORMANCE PENALTY ONLY PAYMENT ONLY

These are the performance This is the basic service, the These performance Should

commitments that form part and commitments are and should not get
of , should only incur a penalty. an additional payment or
there is if they are penalty.

and improved.

a bit more for.

12
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Why do customers allocate performance commitments to the different pots? .

Why Outperformance Payments and/or Underperformance Why an Underperformance Penalty Only?
Penalties?

‘These are the basic service with room to ‘A fair minimum you don’t expect to drop
improve.’ below.”

= ‘Those are the ones we are willing to pay more. There is a = ‘So this is the one where everyone here thought that was

lot of environmental stuff we are doing but here is some kind of the fair minimum. We expected that is what
extra stuff we felt was going above and beyond.’ should be provided and if they don’t, they should be
penalised.’

= ‘These are what we expect them to deliver but we don’t
mind paying if they outperform. But they should pay a = ‘We think this is what is expected. So if they don’t meet
penalty if they don’t achieve.” them, they should get a penalty.’

= ‘There has to be a bit of give and take. They are a = ‘These are more about maintaining standards, the basic
benchmark then if you get above or below depend on requirements.’

whether you get more money or less.’

@ 13



Why do customers allocate performance commitments to the different pots?

Why an Outperformance Payment Only?
‘These are difficult to monitor or foresee.’

= ‘We’re prepared to pay more because we think some of
these, like flooding, we think these are things that they
cannot foresee, necessarily. They are freak events they
can’t predict.”

= ‘These are things we value and want to see improvements

4

in.

ONC©)
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Why Reputational Only?
‘You should just be doing those anyway.’

= ‘We had quite a lot on reputation. We felt that quite a lot
of that stuff they should just be doing as a company.’

= ‘These are the ones they just should be doing and
shouldn’t get a penalty or reward.’

= These are the ones that are good for feedback. As in
people will take offence if they don’t do certain things.’

14
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Allocating environmental performance commitments to performance payments..... .

Outcome or Priority Performance Customer definition Outperformance Underperformance Outperformance Reputational Only
Area Commitment Payment or Penalty Only Payment only
Underperformance

Environment Penalty

Customer | Wessex | Customer | Wessex | Customer | Wessex | Customer | Wessex
Water Water Water Water
Treatment works Ensuring our treatment works o
compliance return wastewater back to the A
environment meeting the w
=T
L J

allowed levels.

Wastewater Minimising events that pollute

pollution incidents the water environment, e.g. by
— category 1-3 untreated sewage leaking from
sewers.
Abstraction Reducing the amount of water ()
incentive we take from environmentally
mechanism sensitive sites.
(Mere)
Natural capital: Improving habitats for plants ®

improve Sites of and wildlife on the SSSI land we
Special Scientific own.
Interest (SSSI
sites)

Reducing the amount of
Greenhouse gas greenhouse gas our activities
emissions create.

: A R
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Allocating environmental performance commitments to performance payments.....

Performance
Commitment

Outcome or Priority
Area

Environment

Working with
community to
improve bathing
water experience

Working with
catchment
partners to
improve natural
capital

Satisfactory sludge
disposal

Reduce frequent
spilling overflows
(non-WINEP)

Km of river
improved — (non-
WINEP)

§a§
LE

%mrqum

Customer definition

Outperformance
Payment or
Underperformance

Underperformance
Penalty Only

Outperformance
Payment only

Reputational Only

Penalt

Customer | Wessex | Customer | Wessex | Customer | Wessex | Customer | Wessex

Water Water Water Water
‘&
1.

Supporting or creating
community projects at
beaches to improve the
experience of beach users.

Doing projects with partners
that have wider benefits to
the natural environment as
well as protecting our water
supplies and local rivers.
Safely disposing of the solids
that are left at the end of
the waste treatment
process.

&
NN
Improving the
environment by reducing
the number of overflows
that frequently spill
sewage into rivers and the
sea.

Improving river quality by
reducing the amount of
unwanted nutrients.

=Ne =N =N

ERV)
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Performance payments



The concept of payment
by results/performance
payments is acceptable

All customers have an
expectation that Wessex
Water will be/is being held
to account.

When customers were
asked about the concept
of payment by results, the
majority are open to this.

‘—

The above was consistent
across the majority of
groups, including the
vulnerable customers.

—

Naturally, there are a
number of customers who
do not want to see any
increase in the bills.

Lurguoise

e ‘| think any utility or company that you’re buying
services from should be held to account.’
e ‘Especially, when you don’t have a choice’.

¢ ‘Nothing is free in life, so if you want improvement,
someone’s got to pay for it and it’s going to come from
the customers.’

* ‘You don’t mind if they say we have exceeded these
targets and we are investing the additional funds here.’

® These are typically older age customers, less positive
about Wessex Water and don’t believe in privatisation
of the water industry.
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Most found the levels of the bill increase/reduction smaller than expected .

=  We spontaneously probed customers on how much they expected the bills to go up, or down.

— Naturally, most customers focus on any potential increase.

= But a number were prepared to pay/expected a bigger increase. Typically these were younger (but not all)
respondents...

— ‘I suppose | would pay up to £50 more a year.”
— ‘“Around £30 more.’

=  Most customers (including the vulnerable group) were surprised at the proposed levels of bill increase/decrease...
— ‘I know we don’t earn much, but | don’t think we will miss a few pence a week.’

= For the majority, these increase and decreases, were...
— ’Not very much.’
— ‘I thought it would be more. Are these per month, or per year?’
— ‘That doesn’t seem very much.’

= Customers did not really comment on the different levels of increase/decrease, as the individual levels of
increase/reduction were small. But, as one male respondent said...

— ‘£9, £18 and £27 makes more sense than £9, £18 and £30, as that helps my OCD nature.’

ONCOK ),
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Attitudes towards the proposed levels of performance payments .

= The attitudinal differences highlighted earlier largely account for the differing attitudes towards performance payments.
=  Most customers believe that Wessex Water are currently ‘good value for money’.

= A small number feel the current bill is expensive; these tend to be older customers who disagree with the privatisation
of the water industry.

A large group who are generally happy with Wessex
Water but don’t know that much about them

Some have concerns over how the performance
payments would be used

Open to paying a bit more but largely believe WW
provide good value for money

Cross-section of ages

A minority group who don’t like the idea of profits

! being retained by companies, or money going to ! h h th
Small but vociferous group : shareholders — mixed age groups. : A group who are happy wit

Tend to feel that water industry Tend to sit on the fence. Wef,sex Water and care about the
shouldn’t have been privatised | Some could be persuaded to pay more but would | environment in particular

Usually have an older profile | need guarantees. | Tend to be younger, some with
and don’t want to pay any more : : families, and happy to pay a bit
than they are now more than they do now to see

improvement in the areas they
value.




Lurguoise

Most customers interviewed are open to paying a bit more to fund areas that they
deem important and value

i.e. they are open to a degree of payment by results.

There are a number of key watch words that customers want to hear from OFWAT
and Wessex Water in particular, as to how any outperformance payments are
spent...

Reassurances Transparency Guarantees

What makes

For the large group of customers who are broadly happy with Wessex and prepared
performance payments to pay a bit extra, but who are sceptical of the money just going to company profits
acceptable to and bonuses, they want...

CuU Stome rs? A reassurance/guarantee.

This reassurance is what will make outperformance payments
palatable.
They want this money ‘ring-fenced’.

There is also a much smaller degree of concern that the underperformance penalty
should not be so punitive that Wessex are not able to get the basic service right.




: : Lurguoise
Perceptions of of the 20% re-investment of any outperformance payment .

A number of people who were initially cynical were reassured by the reinvestment back into communities...
— ‘That would make me happier.’
— If it helps communities, that is good.’

= However, a number of people within the groups are more sceptical of the use of charities per se.
— ‘Charities are over used these days.’
— ‘I would rather an independent body such as OFWAT supervised the reinvestment.’

= A small minority felt that the 20% reinvestment was just a manoeuvre by the company...
— ‘They are just trying to sweeten the pill.’

= The use of charities alone will not make payments by results acceptable.
— ‘I don’t mind paying more as long as it’s going into investment and not into profit.’
— ‘There you go the clarity we want, that it is going in the right direction.’

= Consistent with the group who were anti paying any more, there are some who don’t want to see money going back
into the community either...

— ‘Why should I help those who can’t sort their own finances!’

ONCOK ),
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Conclusions and
recommendations



Conclusions

Lurguoise

The qualitative sample represented a cross-section of Wessex
Waters’ customer base.

While most customers have a positive perception of Wessex
Water, there is a lack of any real depth of knowledge.

Perceptions of Wessex Water are driven by a number of
attitudinal groups.

Most people are open to the idea of rewards and penalties in
general.

Customers are largely happy with how Wessex Water are
currently performing, the targets through to 2025 and believe
the targets are stretching enough.

Customers do want to be kept informed of how Wessex Water is
performing against current and future targets at a high level just
once a year.

On the basis of this qualitative study, the concept of payment by
results would be supported by most customers.

24



Conclusions

Lurguoise

However, customers want reassurance of how any outperformance
payment is going to be used.

What makes this concept palatable is if customers know exactly how the
money is being used — it is ring-fenced.

Customer attitudes towards performance payments are largely driven by
their attitudes towards Wessex Water.

Customers allocate performance commitments to the different pots for
clear reasons — expectations of a minimum service, what the company
should be doing, etc.

Customers are ok with the levels of performance payments
(increase/decrease). They are not really commented upon as the levels,
£9, £18 and £30 are smaller than a number are prepared to pay.

The reinvestment of a proportion of the outperformance payment is
appealing to a number of customers, even amongst those sceptical of
retained profits.

But it is not the clincher.

26
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Recommendations 9

This study was qualitative in nature and that it may be prudent to test the findings from this in a quantitative manner.

= Customers are generally OK with the different levels of performance payments. If customers can be reassured that the
money obtained from any outperformance payments will be spent in areas deemed important, most would be happy
with an element of payments by results.

=  While customers do expect to be kept informed of how Wessex Water is performing at a high level, once a year would
be sufficient.

= The re-investment of an element of the outperformance payment is helpful, but it is not the clincher as to what makes
performance payments acceptable, ring-fencing the money is.

= Positioning of any communication around the outperformance payments will be a key element.

@ 26
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Turquoise Thinking Limited, 3 Liberty Court, Roundswell Business Park, Barnstaple, Devon, EX31 3FD | +44 (0)1271 337100 | info@thinkturquoise.com | www.thinkturquoise.com

CHANGING THE WORLD THROUGH 30 YEARS OF MARKET RESEARCH

Years Colourful Taking a Holistic Diverse Sector Partnering not
Experience Approach Coverage Dictating
Helping clients around the Turning black and white Gathering unbeatable Connecting on a level you
world to think turquoise for 30 research into full colour experience in every sector won't experience with any
years. understanding. imaginable. other agency.
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Allocating resilient service performance commitments to performance payments.....

Performance
Commitment

Outcome or Priority
Area

Resilient
Services

Water supply
interruptions

Risk of severe
restrictionsin a
drought

Risk of sewer
flooding in a
storm

Water main bursts

i
L

§

Lurguois

Outperformance Reputational Only

Payment only

Underperformance
Penalty Only

Outperformance
Payment or
Underperformance

Customer definition

Penalty

Customer | Wessex | Customer | Wessex | Customer | Wessex | Customer | Wessex

Water Water Water Water
Minimising interruptions to ®
customers water supply. A w

Ensuring that people don’t
experience severe water supply
restrictions (e.g. standpipes) in
extreme droughts.

Ensuring people do not get
flooded by sewage in serious
storms.

——— v
;‘

Reducing how often our water
mains burst.

P
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Allocating resilient service performance commitments to performance payments.....

Outcome or Priority | Performance Customer Outperformance Underperformance | Outperformance Reputational Only
Area Commitment Definition Payment or Penalty Only Payment only
Underperformance

Resilient Penalty

Services

Customer Wessex | Customer | Wessex | Customer| Wessex [ Customer | Wessex
Water Water Water Water
Unplanned outage Reducing how often our water
treatment works have to be |
. [/
taken out of service ‘
unexpectedly.
D

Sewer collapses Reducing how often we have
to repair a sewer because it

@ ’,
has collapsed. ‘
NN

Restrictions on Ensuring we don’t have to
water use enforce a hosepipe ban. @
(hosepipe bans)

P
=3
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Allocating usage efficiency performance commitments to performance payments..... .

Outcome or Priority Performance Customer definition Outperformance Underperformance Outperformance Reputational Only

Area Commitment Payment or Penalty Only Payment only
Underperformance

Efficient use of Penalty

Water Customer | Wessex | Customer | Wessex | Customer| Wessex | Customer | Wessex
Water Water Water Water
4 D

Volume of water Reducing the amount of water
leaked that leaks from pipes in our
region.

Volume of water Reducing the average amount of
used per person water used by each personin a

day. ‘n‘
Customer Fixing leaks that are reported by
reported leaks customers within a day. q ]

fixed within a day

Volume of water Helping customers reduce the

saved by water amount of water they use. @
efficiency
promotion

@ 30
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Allocating excellent drinking water performance commitments to performance burguols
payments.....

Outcome or Priority Performance Customer definition Outperformance Underperformance Outperformance Reputational Only

Area Commitment Payment or Penalty Only Payment only

Underperformance
Excellent Penalty
Drinki Wat Customer | Wessex [ Customer | Wessex | Customer | Wessex | Customer | Wessex
Finking ater Water Water Water Water
Compliance risk Providing excellent quality ®
index (CRI) drinking water. A
w ——
Water quality Reducing the number of times [ ]
customer contacts customers contact us about the
(appearance) appearance of their tap water.
' Tackling water Working with customers to @
quality at home improve the quality of water in
and in the work their property.
. place
L Lead Replacing lead pipes to q
communication safeguard water quality.

service pipes
replaced (Wessex
Water assets)

Event risk index Improving the quality of the
(ERI) water we provide to customers.

@ 31
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Allocating sewer flooding performance commitments to performance payments.....

Outcome or Priority Performance Customer definition Outperformance Underperformance Outperformance Reputational Only
Area Commitment Payment or Penalty Only Payment only
Underperformance
Minimise Penalty
Sewer Customer | Wessex [ Customer | Wessex | Customer | Wessex | Customer | Wessex
Flooding Water Water Water Water
Customer Minimising the number of times
property sewer sewage floods into customers’

flooding (internal) homes.

Customer Minimising the number of times

property sewer sewage floods outside

flooding (external) customers’ homes (e.g. in roads,
gardens and fields).

T
T

&
&

Sewer flooding Managing the overall risk of < >

resilience risk sewer flooding. A
[

North Bristol Delivering one of our major ®

Sewer Scheme — projects — a big new sewer in

Trym catchment the north of Bristol

P
=3
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Allocating community engagement performance commitments to performance Lurguois
payments.....reputational only

Outcome or Priority | Performance Customer Outperformance Underperformance | Outperformance Reputational Only
Area Commitment Definition Payment or Penalty Only Payment only
Underperformance

Engaged Penalty

Community

Customer Wessex | Customer | Wessex | Customer| Wessex | Customer | Wessex
Water Water Water Water

Numbers of Identifying customers in

customers on the  vulnerable circumstances and [/

Priority Services understanding their needs. ‘

Register P~

Delivering for Ensuring our service are

customers in accessible and available to ) ’
vulnerable everyone, especially those in

circumstances/acc vulnerable circumstances. ‘
essible w e

communications

Number of Engaging children / students
children / to teach them about the
students engaged  water environment.

!
— [
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Allocating customer service performance commitments to performance payments..... .

Outcome or Priority | Performance Customer Outperformance Underperformance | Outperformance Reputational Only
Area Commitment Definition Payment or Penalty Only Payment only
Underperformance

Excellent Penalty
Customer

Service

Customer Wessex | Customer | Wessex | Customer| Wessex [ Customer | Wessex
Water Water Water Water

Customer Delivering excellent customer

measure of service to household D
experience (C- customers.

MeX)

Developer Delivering excellent service to ’ o
Services measure  house builders.
of experience (D-

MeX) T o o)

O, y
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Allocating affordable bills performance commitments to performance payments..... .

Outcome or Priority Performance Customer definition Outperformance Underperformance Outperformance Reputational Only
Area Commitment Payment or Penalty Only Payment only
Underperformance

Affordable Penalty

Bi"S Customer | Wessex | Customer | Wessex | Customer | Wessex | Customer | Wessex
Water Water Water Water
Total bill reduction Reducing bills to help customers

to customers on that can’t afford them.
social tariffs per

10,000

households

Application for Working with partners to help
assistance people who are in financial
received by the difficulty.

independent

advice sector /
third parties

Void sites Reducing the number of
properties that are receiving our
services, but not being billed.

Gap sites Reducing the number of
properties that are receiving our
services, but we don’t know
about it.

@ End
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Wessex Water Performance Payments

Topic Guide April 2018 V1A

Section 1 — Introduction 18:15/20:00 2-3 mins

Hand out Stimulus A as respondents arrive for the group — Simplified clean and waste
water process.

= Introduce Turquoise

= Introduce oneself and objectives of the discussion: set the scene; reason for discussion
=  Explain Wessex Water/observer attendance

=  Explain MRS code of conduct and rights to anonymity

=  Explain audio recording and video

=  Respondents to introduce themselves — names, hobbies/job role, etc.

=  Explain purpose and format of discussion

Section 2 — Background 18:18/20:03

Ok we would like to speak to you about the water and waste water services you receive...

Did you know what Wessex Water does on your behalf?

= Did anything surprise you within the information (stimulus A)?
e What if anything had you not considered?

= How significant a part of your life is the water that comes out of your taps?
= Generally, what are your perceptions of Wessex Water?
= Have you had any dealings with Wessex Water?

e What was the experience like?

Section 3 — Incentives and penalties in general 18:23/20:08 10-15 mins

= In your online exercise, we asked your views on a number of different scenarios of how
you could be dealt with in different circumstances...
e XX% would tip for good service
e XX% would send a dish back that wasn’t cooked or palatable
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e XX% would negotiate a bonus for a builder completing a project early and penalties
for late delivery

e XX% receive performance bonuses/performance related pay for their work

e XX% are in favour of paying on the basis of performance

Can you think of any examples of incentives and/or penalties that companies use for their

customers?
e Probe
o What companies?

o What do they offer?
o Are the incentives/penalties about the company or the customer?
o What do you think about these, are they good/bad? Why/why not?

What are your thoughts in general on incentives and penalties being used for companies
in order to ensure that they meet their targets/do what they say they will do?
e Good thing / Bad thing?
o Why is that?

What do you believe are the benefits of incentivising or penalising companies?
What do you believe are the drawbacks of incentivising or penalising companies?

What type of companies do you believe it is appropriate for

e Probe
o High Street retailers
o Banks
o Travel
o Energy/Utilities

Just as a matter of principle, do you believe Wessex Water should be held accountable for
doing what they say they will do on behalf of customers?

e Yes/no?

e Why/why not?

If no, how else would you want to hold Wessex Water accountable for their actions?

If yes, how do you think this might work? Could you give me an example?

Do you think that Wessex Water is currently incentivised or penalised based on it’s
performance?



Lurquoise

= Do you think it would be appropriate to incentivise or penalise Wessex Water for their
performance? E.g. like those who get performance related salaries
e  Why/ Why not?

Section 4 — Current and Future Performance Commitments 10-15 mins

18:38/20:23

SHOW STIMULUS B - CURRENT PERFORMANCE AND FUTURE TARGET FOR EACH
PERFORMANCE COMMITMENT. PLEASE TAKE 5 MINUTES TO READ THROUGH THESE.

= What do you think about how Wessex are currently performing (current comparative
performance)?

e  Why/ Why not?

e Arethere any that you are surprised by?
o Why/why not?

e Are there any for which you would have liked to have seen a better current

performance?

o Why/why not?

= Do you think that Wessex are stretching themselves enough on each of these in terms of
what they are forecasting to achieve over the period of 2020 to 2025?
e  Why/ Why not?
e Which ones, if any are you disappointed by?
e Which ones, if any are you pleased with?

= If Wessex Water met all of those targets across 2020 to 2025, 