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Overall Project Objectives -

To provide anin-depth understanding on two separate but linked issues: what customers want in terms of water efficiency services and

smart metering.

Supporting WRMP and longer
term strategy

To identify fundamentalconsumer
barriers to water saving—and
identify ways to overcome these.
Aswell as explore the motiv ations
and customer benefits for water
efficiency.

Get\s/aterFit

Refine current & future water
efficiency programmes

To explore how services (such as
Get Water Fit) are performing with
customers — and where new or
improv ed services could be
developed

9

Inform potential smart meter
roll out from 2025

To inform smart meter
implementation: approachesto
engaging customers; features
that could drive behaviour
change; and communication
needs
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Methodology: overview 3

Rapid evidence review of 25 sources

« Summary of what is known and where there are gaps

« COM-B analysis of barriers to water efficient behaviours
« Informing the following stages

February 2022

Qualitative behaviour change ftrial
« 20 households participated in a month-long process

March - April « 2 x45-60 minute in-depth interviews with a series of interim tasks involving water

2022 use reduction
« 10respondents participated in 2 x 20 minute follow-up workshops, including
Wessex Water
, Quantitative survey using Wessex Water’'s ‘Have your say’ panel
April 2022

* 12 minute survey
« 824 respondents

Qualitative behaviour change ftrial — extension of 3 months
« 8 households will continue as participants in the trial
* Primarily to understand how new behaviours are maintained

May-Aug 2022
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Current water use and
aftitudes
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Frequency of water-using activities

Nearly all panel members shower at home weekly or more, with ¢.4 in 10 doing so every day. Washing with a flannel is
also widely evident amongst our (older) panelists, but having a bath is now a rare event. Washing machines are used
more widely than dishwashers, although dishwashers more frequently.

® Once a day or more ®mMost days ®2-3 times aweek ®mWeekly = Fortnightly = Monthly = Less often / never / NA

weeky + |
® Have a shower at home 38% 19% 26% 7% A -
Wash at the sink with a flannel 38% 10% 8% 3% 39% -
PERSONALLY
Have a bath 7% 66% -
Have a shower other than at home S8/ 85% -
i Use the washing machine [ESHA 12% 51% 23% 58 2% -
Use the dishwasher 16% 10% 25% 8% 40% -
Water garden / outdoor plants  B4yA 19% 18% 10% 9% 38% -
8 Wash the car 14% 78% -

Q4a. About how often do you personally do each of the following? Q4b. About how often does your household (you or anyone else in your home) do the followinge - Q\\
Base: All panelists (824) blu ] é\‘\ marble



Showering versus washing with a flannel 8

Those who wash with a flannel tend to shower less often - although regular flannel washers do use the shower periodically
- at least once a week; they are not mutually exclusive modes of washing.

100%
Shower less than once ?20%
a week/ never 80%
" Shower once a week 70%
Il—s' 60%
> m Shower 2 or 3 times @ 50%
week
40%
= Shower most days 30%
20%
B Shower once a day or 10%
more
0%
Never (238) Once aweekor  Most days/ 2-3 Once a day or
less (123) times a week (152) more (311)
Frequency of washing at sink with a flannel
+
Q4a. About how often do you personally do each of the following? @ X

| . : :'\
Base: All panelists (824) b]u e é\‘\ ma,rble



Who practices water use behaviours more often?

Having daily showers is similarly common amongst most groups. Larger (busier) households are notably more likely to use
water-intensive appliances more often, along with those who make less conscious effort to save water.

Daily showers athome

Who?

* Indicatively youngest
people BUT we don't
have a robust sample
of 18-34s

Have a bath weekly or
more

Who?

Indicatively

«  Female

«  Stretchedand
Struggling

«  No watermeter

Wash at the sink with a
flannel daily

Who?

+  Olderie.>55

«  Perceive water
resources are limited

Showers out of home
(work, gym) weekly or
more

Who?

Indicatively

+ ABsocial grade

«  Have awatermeter

fr

Washing machine used
often (most days or more)

Who?

Larger households
Youngeri.e. <55

No water meter
Those who make less
effort tosave water

Wash the car monthly or
more

Wh

o?
Older i.e. >55
AB social grade
Those not worried
about water bill
Those who make less
effort tosave water
Family Focus segment

Dishwasher used often
(most days or more)

Who?

Larger households

Youngeri.e. <55

AB social grade

No water meter

+  Those who make less
effort tosave water

«  Family Focus segment

Water garden / outdoor
plants weekly or more

Who?
+  Those with vegetable
patch

S
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Impressions of water resources in region

A large proportion of the panel (4 in 10) don’t really know or have a firm view about the water resources situation in the
Wessex region. Of those who give a view, the balance is towards thinking water resource is plentiful. Only c. 1 in 6 think
water resource is limited. Does this general lack of concern about water resources lead to complacency in water use?

Q: The watersupplied tohomesand businesses comes from the rainwaterin natural underground st ores, reservoirs and rivers.
These watersources are also essential for wildlife and the local environment. How plentiful orlimited do you think these sources
of waterarein your region¢e

O ‘ . . - i O

Quite Neither Quite Very

Very
nor limited limited

plentiful plentiful

Don't know 11%

Similarly, qualitative respondents unaware of water resource challenges

+  No spontaneousreference to supply security during the trial
Generalinformation about population growth and climate impacts shown in workshops: participants know

about the general challenges but few hav elinked to personal water efficient behaviours

Q7. How plentiful or limited do you think these sources of water are in your region? bl %‘%\\ bl
Base: All panelists (824) ue marpile
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Underlying motives /

A dislike of waste and a desire to save money are more sitrongly held motivations than actively looking for new ways to
reduce environmental impact. Many don’t have any strong impressions about their water use relative to other people, or

the environmental damage of water abstraction.

mSfrongly agree ®Tendto agree ™ Neither agree nor disagree B Tend to disagree mStrongly disagree Don't know

I'm the sort of person who hates wasting
anything

I'm keen to find new ways on saving money
on utility bills

| often look for new ways to reduce my

impact on the environment 28% 47%

| feel that other households make less effort to
save water than mine

16% 15%

The amount of water taken from natural
sources is damaging local environments and 12% 8% 29 16%
wildlife

| don't remember Wessex Water teling me

much about how to save water 3%

% 13%

Q8. How much would you agree or disagree with the following statementse =
Base: All panelists (824) b]uera'\‘
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| feel other households make less effort to save water than mine

A fairly similar level of belief that ‘others are more to blame’ across all demographics.

% of each group who strongly or tend to agree

Total (824) NN 47%

18-54 (192) I 477,
55+ (632) I 47%

AB (423) I 4%
C1C2(277) e 50%
DE (69%) n— 57,

Male (440) I 477
Female (374) I 437,

Meter (688) I 457,
No meter (177) IE—— 427

1 person (220) /57,
2 people (434) NN 45%
3+ people (168) NI 5%

Yes (206) I 47,
No (618) G 477

m Strongly agree

®m Tend to agree

B Neither nor

m Tend to disagree

W Strongly disagree

Don’'t know 15% ‘
Agree (119) I 507,
Disagree (682) NN 48%
Q8. | feel that other households make less effort to save water than mine. #:5\\
Base: All panelists (824) blueq.g\‘\ mar
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| feel other households make less effort to save water than mine

There are notable differences by segments on belief that they are ‘better than others’ when it comes to water use.
(Although indications ‘Responsible Citizens’ are more likely to be watering their vegetable patches than most others!)

m Strongly agree

®m Tend to agree

B Neither nor

m Tend to disagree

W Strongly disagree

Don't know

Q8. | feel that other households make less effort to save waterthan mine.
Base: All panelists (824)

% of each group who strongly or tend to agree

Total (824)

Responsible Citizens (224)

My World Cost Conscious (220)
Family Focus (169)

Closed World View (47**)
Young Disconnected (33**)
Stretched and Struggling (108)

Plentiful (369)
Neither nor (236)
Limited (130)
Don't know (89)

Hate waste (343)

Keen to save on utility bills (344)

Often look to reduce envtl impact (227)
Water extraction damaging envt (96)

I 47%

I 42%
IS 58%
I 317
I 51%
B 21%
I 31%

I 48%
I 49%
I 51%
N 34%

I—— 61%
I 56%
— 677
— 37

e
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Water efficiency:
barriers & motivations
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Consciously water efficient - Not consciously water efficient
Those who exhibit a number of water Those who are often not thinking about

saving behaviours for a variety of
reasons

Not keeping tap running when brushing teeth

Not always flushing the loo

Only filing up kettle the amount you need

Only putting on dishwasher/washing machine if full

Quick wash settings on dishwasher/washing machine

Not wanting to be wastefulin general

Encouraging ofthersin household to adopt these behaviours
Watering the garden with water butts

NS N N N N N N R

Showering instead of having regular baths

theirwaterusage behaviours for a
variety of reasons

Flushing the loo each time - habitual

Lots of washing (both clothes and dishes) due to busy
households with kids

Swimming pool/paddling pool/hot tub refilled frequently

Aware othersin household using lots but not thinking of
personal usage

Washing cars/motorhomes habitually
Regularly watering garden with hose

NB they don't see themselves as wast eful

Behaviour also varies within households

...of panelists in household of 2+
people say that othersin the home
either use more or less waterthan
them personally

+ Primarily theysay others in the household are using more

waterthan them (36%)

Thissuggests that our panelists (bill payers) may be more
conscious of saving water than partners / children who are
not paying bills

Othersin the home may be even more difficult foreach and
influence in terms of motivating andreminding tosave water

\_Q8. How much would you agree or disagree withthe following statements? * Base:more than one personin household (604)




Most panelists already think they are being ‘good’ with water

71% of the panel claim to make either ‘a great deal’ or ‘a fair amount’ of effort to save water (identical to the proportion in

the 2021-2 tracker). This suggests most don’t feel there is a pressing need to do more. Those who tell us they make less
effort are often hostage to habits, and less likely to have a meter (or be interested in one).

How much effort do you personally make to save water?

m A great deal

m Fair amount

mSome

B Nof much

28% —
None

Q5. How much effort do you personally make to save water
Base: All panelists (824)

/More likely to be making a great deal of effort:

* Those strongly agreeing they are: Environmentally proactive (57%); they hate
wasting anything (48%); keen to sav e on utility bills (45%).

» My World Cost Conscious segment — 45%

» DEsocial grade-41%

» Those worried about affording water bill — 40%

« Single person households — 40%

L More older than younger - 31% of 55+ vs.20% of under 555

Ve

\\

More likely to make some / not much / no effort:

» Those who ‘try to save water but end up going back to normal habits’ — 54%
« Those who do not already have a meter — 44%
» Those who are not interested in a smart meter — 46%

j
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Why are those who make an effort to save water doing so?

The top theme
spontaneously given by
members of the panel
for making effort to
save water is saving
money.

After this, ‘scarce
resources’,
‘environmental
concerns' and
‘reducing waste’ are all

similarly widely
mentioned.

Of the few who said
they made ‘not much
or no effort’ the
dominant reason was
that they don’t use
much water anyway.

Why do you make that amount of effort to save water? OPEN QUESTION

B Those making
a 'great dedal’
of effort (236)

B Those making
a fair amount
/ some effort
(558)

Save money/cost

Limited/scarce resource

Enviro concerns

Reduce waste

Social norm/responsibility

Supply/system concerns

Water meter

Ofther

22%
7%
18%
5%
3%
E
5%
' 3%
2%
17%

29%

4

44%
0%

15

“Keep bills down,
conserve waterasit is
a finiteresource.”
(Panelist)

“Mainly tosave
money especially as
bills are allincreasing.”

(Panelist)

“Waterisa precious
resource, and | hate
fowasteit. I'm also
conscious of itscost..”

(Panelist)

30 respondentssaid they made ‘not much or no effort’ to save
water, the main reason being that their wateruse is already low

Qéa/b/c. Why do you make <amount of> effort to save waterg OPEN QUESTION. CODES ABOVE ARE NETS OF CODED ANSW
Base: Those making a great deal of effort (236). Those making a fairamount or some effort (558)

marble



Cost of living crisis is already impacting day to day behaviour... but not water

saving behaviours

' Many dlready adapting their behaviours in light However, focus of the cost of living crisis is pa
_ _ of the cost of living crisis to keep costs down: around energy, petrol and food costs —water ./
, \ . . does not come into this ‘:/
- «  Generally being more conscious of energy and fuel ,
- usage +  People have a betterunderstanding of the reason for
, , price hikes around these costs as they'relinked to
* Tuming off lights when they leav e the room immediate factors such a Brexit, the pandemic and
- Turning off radiatorsin little used rooms the warin Ukraine
« Waling (if possible) instead of driving « Thereis also better knowledge of what households can
+ Turning down thermostat, being more frugal with heating doto dlleviate price shocksin these areas
* Wearing more layers or using hot water bottles * Water Saving dogs not po’rurglly come to mind as it's
T _ . . not associated with an inflating expense and most
*Evaluatingincome and outgoingslooking for savings aren’t used to cutting down on waterto save money
“We're not having the heating on as much as This datareflects the recent Ofwat report: Cost of living: Water customers’
we could or should. We now have to think expen'ences May 2022
about what is a necessary fripin the car due - 20% of bill payers are concerned about the cost of water compared
fo fuel cosfs, to 58% concerned about electricity costs and 61% concerned about

(Family, older children) gas/heating costs.

Knowing how much you can save if you make small changes over the course of a year helps combatthe underwhelming low day to day

savings.This is especially frue when combined with energy saving statistics, where applicable.

blue™" marble



Attitudes to water use and water saving -

The biggest potential attitudinal barriers to using less water are that it is seen as essential to either shower or bathe daily to
be hygienic and that it's important to relax / enjoy the shower. Encouragingly, the majority disagree that saving water
doesn’t give a worthwhile saving on the water bill, underpinning that financial savings are motivating.

B Strongly agree B Tend to agree ™ Neither agree nor disagree ™ Tend to disagree B Strongly disagree Don't know

| try to think about my impact on the m
environment when | have a shower... 227 38% 237 127 A%
It's essential to have one shower or
bath a day to be hygienic 147 225 Vo7 2T gl m

enjoy having a shower 2% 30% 29% 19% 11% A

If's too expensive to get water-
efficient devices and appliances

PMANSAOOSOMATII 57 14% L dm 0% %
worthwhile saving on the water bill * 5% 147% 247 30% 227 5% @

5% 20% 33% 19% 9% 15% e

It's difficult to fit water saving devices
and appliances 4% 157 37% 20% 10% 15% e

| have a health condifion that means
| cannot reduce the amount of... 3% 6% 13% 13% 54% 11% G

| try fo save more water but end up
going back to my normal habits

Key: e Relates to Capability e Relates to Opportunity m Relates to Mofivation

Q12. How much would you agree or disagree with the following statementse =
Base: All panelists (824) * 'Saving water does not give a worthwhile saving on the water bill’ Base: those with a water meter (688) bluef;:;ﬁ\

% 11% 29% 37% 21% D% m

2
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Capability barriers 18

The biggest potential capability barriers to using less water is the reluctance (inability?) to go without the wellbeing
benefits of relaxing in the shower - with 4 in 10 agreeing.

Capability barriers (skills, ability) Supporting evidence from Quantitative survey

blue™ Imarble



The biggest potential opportunity barrier to using less water is the cost of installing water efficient devices. We also see that
larger, busy households lack the time to put their energy into reducing water use.

Lack of free water efficiency aids

Lack of concern about water cost

Lack of practical help/ideas/tips

Busy, erratic home life (lacking routines)

Practical barriers to instaling watersaving
devicese.qg. space for water buttsor their cost;
disruption or the thought of lower pressure or less
attractive fittings

25% : Agree: It's too expensive to get water-efficient devices and appliances

: 97\ Agree: Saving water does not give a worthwhile saving on the water bill (based on
¢ those on a meter)
~

16% Agree: Don’t remember Wessex telling me much about how to save water

Larger households and Family Focus segment use washing machine and dishwasher more
frequently; these groups are also less likely to make high conscious water saving effort

7% unlikely to install water efficient washing machine
10% unlikely to fit water butt

18% unlikely to fit Eco showerhead with low flow

42% unlikely to install rainwater harvesting

A
N
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Lack of knowledge about how much water
used/whetherthisis typical or not;

People don't know what ‘normal’ behaviour is

People don'tknow why it is important tosave
water

Lack understanding of enviro benefits

Need for hygiene and cleanliness

Lack understanding of possible £ savings

Nevutral or don’t know ‘I feel other households make less of an effort to save water
than mine’

Neutral / don’t know ‘The amount of water taken from natural sources is damaging
local environments and wildlife’

Nevutral / don’t know ‘How plentiful or limited do you think these sources of water
are in your region’

Disagree / neutral / don’t know: ‘l think about my impact on the environment when |
have a shower / bath’

Agree ‘It's essential to have daily shower/bath to be hygienic’

Nevutral / Don’t know ‘saving water does not give a worthwhile saving’ (based on
those on a meter)



Underlying motivations and barriers to water saving efforts.

Those who make less effort to save water are a litle more likely to agree that it's important for them to relax & enjoy
showers, and that they tend to fall back into normal habits of water use. Those who make greatest effort are more mindful
of environmental impact, and less likely to think that daily showers/baths are a necessity to be hygienic.

80%
70%
60%
50%
40%
30%
20%
10%

0%

— A great deal (236)

— A fair amount (348)

It's important for me
to relax and enjoy
having a shower

| try to think about my
impact on the
environment when |
have a shower or
bath

—Some / not much / none (240)

It's essential to have  It's too expensive to

one shower or bath a get water-efficient
day to be hygienic devices and
appliances

Q12. How much would you agree or disagree with the following statementse % who agree
Base: All panelists (824)

| try to save more

water but end up

going back to my
normal habits

It's difficult to fit water- | have a health
saving devices and condition that means
appliances | cannot reduce the

amount of water | use

%.

blue ®' marble



Behaviour change ftrial:
identifying behaviours to
promote
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Positives

Opportunity to do something
positive e.g. save money, save
resources

Appeal of free devicesto help as
many are unsure where to start

Very positive about the idea of
‘fit and forget’ devicesthat allow
them to change behaviourwith
minimal effort

Concerns

Feel ke there's nothingtosave
as they don't waste water

Will the family join in?

Don’'t want to make
compromises for limited benefit
to yourself

Concerns about hygiene esp.
fewer showers, not flushing loo

Worry about giving confusing or
contradictory instructionsto their
children

Don'twant to burden their
children with foo much info on
saving—don’'t want to give them
eco anxiety

Mixed response to the idea of adopting water saving behaviours

Negatives

General dislike for the yellow
mellow idea

Having to sacrifice specific things
e.g. water pressure,
cleanliness/hygiene

Having torush through thingscan
be stressful e.g. showers

For those who hav e medical
conditions it may be difficult to
cut down waterusage — helps
with their aiment e.g. arthritis

Some water usage behaviours
contribute to wellbeing e.g. long
showers or regular baths

SN
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The quant revealed that the majority of the panel are not taking a daily bath or shower ™

@

Have a shower at home Have a shower at home Have a bath at home

once a day or more 2-3 times a week or less once a day or more

We predict that in the qualitative fieldwork people were reluctant to admit to not showering/bathing every day

S
blue> marble



Attitudes towards waste don’t necessarily ring true when it comes to water behaviour

877

Agree that they’re the
sort of person who hates
wasting anything

However, we heard in the qualitative fieldwork that

many regularly carry out seemingly ‘wasteful’ water

usage behaviours without thinking about how much
they’re wasting

Once made aware, they're often more willing to
change that behaviour for the sake of being less
wasteful (alongside other stronger motivations such as
financial)

However, if a water saving behaviour requires a high
level of effort or sacrifice the desire to be less wasteful
is overruled

blue> marble



Once behaviour change was trialed, it was felt to be less daunting than expected

Initial reaction to adopting new water usage -

behaviours was met with trepidation: However, in reality most were pleasantly surprised at how
" easy it was to adaptto these new behaviours and
« Concerns that sacrifices would have to be made incorporate them into their day to day lives

« Interms of hygiene e.g. skipping showers or

flushing the loo less Often the anticipated ‘sacrifices’ didn'tfeel as such, and

peoplefound it's possible to get the same result as before
with less water e.g. a relaxing shower being cut down from
10 minutes to 4 minutes

* Interms of time e.g. collecting water to use
elsewhere

« Interms of effort e.g. collecting waterto use
elsewhere, activ ely thinking about wateruse
generally

« Changeinroutine can be disruptive to the household
esp. for those with children or guests \

“It hasbeen a bit of an eye
opener, especially how quickly our

« For some, behaviourssuch as reducing loo flushing

felt so glien thatthey were reluctantto even o’r’remp’r behaviour changed and how
them; in these scenarios, customers may need a bit quickly we adapted.”
more guidance and help to overcome the barriers (Couple, no kids)

" /
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..reduce the amount of water they use

Key barriers

* 'Only use what |
need'’

* The desire to use
lots of water for
mental wellbeing

 Unaware what to
do to save water

* Lack of practical
help/ideas/tips

* Need for hygiene
and cleanliness

« Need a rationale:
cost, environment
etc

washing themselves

Waysto overcome

* Need specific
instructions so
customers aware
of how toreduce
wateruse when
washing

* Messaging to
build awareness
and ‘norms’

We asked participants to...

...Iry and collect water that would normally
get wasted andreuse it elsewhere

>
=
o)
O
o
O
O

o
Q
=
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Q

Key barriers

e 'I'm doing all |
can’

¢ Unaware what to
do to save water

e Lack of concern
re water cost

* Lack of practical
help/ideas/tips

» Busy, erratic
home life

* Lack idea of
possible cost
savings

* Lack idea of how
much water
used/whether
typical or not

« Need for
rationale: cost,
environment etc

Ways to overcome

Better
understanding
of water wasted
when tap is left
running

Better
understanding
of reasons not to
waste water

Potential for
(branded) jug or
watering can as
practical means
forreuse

Specific
guidance: only
so much people
can do on their
own

>
=
o)
O
o
O
O

...to reduce the amountof times they
flushed the toilet

2
Q
=
9]
Q

Key barriers

‘I'm doing all |
can’

Unaware what
fo do to save
water

Lack of
concern re
water cost

Lack of
practical
help/ideas/tips

Lack idea of
possible cost
savings

Lack idea of
how much
water used

Need for
rationale: cost,
environment
etc

Ways to overcome

Familiarise with
'new’ behaviour

Better idea of how
much water
flushes use

Explain why saving
vialess flushing is
worth the
drawbacks

Cistern bag a
good option for
those unwilling to
adopt ‘mellow
yellow'

Educating that
‘mellow yellow' is
adopted by
others and
therefore not
unhygienic or
‘impolite’

—%
S
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Water use behaviours

28

The widest scope to promote and convert behaviour are reusing water used in the kitchen (e.g. for plants); turning off the
shower while lathering (although 1 in 4 are against this); 4 minute showers; and letting lawn go brown.

Already happening Scopeto grow Resistance to change

m Already doing

= Would be
prepared to

B Would not be
prepared to

m Nof
applicable
/unable

Don't know

Turn off the
tap while
brushing

teeth

19%

6%
4%

Only using Not washing Notrinsing Having very
washing  clothes after washing up short showers
machines  every wear under a some days
and running tap
dishwashers
with full load

6%

9%

Letting your Spendingno  Reusing Turning off
lown go more than water used in the shower
brown four minsin  the kitchen while
the shower  for plants lathering

&

Q10 Which of these are you already doing and which others, if any, would you be prepared to do, to reduce your use of water?
Base: All panellists (824) *Base all those with alawn (614)

Not flushing Not havinga  Using a
the toilet shower every flannel or
after every day sponge to
use wash at sink
b“:?‘
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Education around water volume has potential o encourage people to reassess their water usage behavioufs

Understanding volumes of water is generally very When presented with statistics around water

difficult volumes, many were shocked by the figures
+ Some choose to compare volumes with something they can * Learning that a 10-minute shower uses 148 litres (vs. 80 litres for
imagine e.g. 20 litres = 20 litre bottles of water a full bath) was impactful in encouraging behaviour change

and valuing each minute of time in the shower
+ Awareness of how much water is used for dayto day behaviours

is very limited — most hadn’t really thought about it « Slitrestoflush the toilet was divisive — for one flush doesn’t feel
like a lot but when thinking about how many flushes happen
+ Visible volumes (such as a full bath) are easier to fathom vs. per day it adds up to a huge amount

flowing water (e.g. a toilet flush)

* However, some generalisations are well-embedded: . .
Simple comparisons are the best way to help customers

* Running the tap when brushing your teeth uses ‘alot’ of wrap their head around water volumes and be more
water conscious of how much water they use day to day

* Abathuses alot more water than a shower There is also a desire to see water volumes alongside cost

« Using a dishwasher can use less water than doing the
washing up by hand

“It doesn't sound that much when you think of t he size of a bath
but 80 litresis a lot forjust one person.=!"
(Younger couple)

“Being able to compare different activitieslike bath vs. a shower
putswaterusage into perspective. But it 's still difficult torelate to
how much this would cost.”

(Student/shared house)

N
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We asked participants to reduce the amount of water they use washing themselves - either by reducing time spent

washing or number of washes

Effort or sacrifice required

Showers are habitual, so this feels like a sacrifice and big change for some
+  Especially asit’'srelated tohygiene
+ Used as a way towake yourself up, feel fresh (orin winter,towarm up)

« Ifbathsare taken for physical or mentalhealth, cutting them out feels like a
sacrifice; however reducing amount of water feels doable

Hard to know what ‘shorter’ is without away to measure

Ongoing effort —need to keep remembering todo it and easy toslip back to old
ways

Inreality, many felt it would be harder/more effort than it actually was
Harder for: sporty types; jobs with physical labour; long hair; shaving etc.

Gain

Opened eyes up to flannel washing — some for selves, some for kids

Many realising they can easily cut down shower time if they tried — most showers
can be done in 4 minutes

Less time in the shower means timein bed! Saves a bit more timein your
life/morning

Lathering, washing hair, shaved theirlegs with the shower off is a low effort change

Reduce personal washing time/amount

Key barriers Waysto overcome

'Only use whatIneed’

. mentality
Capability + The desire to use lots of
barriers water for mental Need clear and

specific instructions
(hacks?) so
customers aware of
what they can do to
reduce water

Lack of practical consumption when

help/ideas/tips washing
* Messaging to build

awareness and
‘norms’

(skills, ability) wellbeing
e Don't know what can do
fo save water

Need for hygiene and
cleanliness

Need for rationale: cost,
environment etc

Specific behaviourrecommendations work best here - if you're
not sure exactly whatto do it's much easier to ignore/avoid.
More rewarding to know you've achieved a specific goal.

blue™>marble



Assessment of the behaviour change trial — Reusing water

Effort or sacrifice required

We asked participants to ry and collect water that would normally get wasted (e.g. when waiting for tap to get hot/cold

or from tumble dryer) and reuse it elsewhere

Ongoing effort — need to consciously think about doing this

Physical element which is quite difficult to overcome; as water collection builds up
it becomes heavy and difficult fomove around and store, and large vessels often

don't fit under tap

A lot of people were unsure what touse it for
+  House plantsdon’t need much water
+  Not that helpfulin rainy weather
«  Need specific examples tohelp

Capability

barriers
(skills, ability)

Oftenremember when tapis already running, by the time you've found a vessel

it'stoo late

Gain

Good to keep kettle topped up
*  BUT end up always boiling a full kettle
Some found it easy to have a jug/watering can/bottle on hand tofill
nge using tumble dryer water —felt like a lot of water coming out of this: an easy

win

Reusing water

Key barriers

‘I'm doing alll can’
mentality

« Don't know what can do

fo save water

Lack of concern about
water cost

* Lack of practical

Motivation .
barriers

(desire,
obligation)

Reusing cooking water from pasta or vegetables — can be nutritious/has health

benefits

help/ideas/tips
Busy, erratic home life

Lack of understanding of
possible cost savings
Lack of understanding
about how much water
used/whether thisis
typical or not

Need for rationale: cost,
environment etc

Waysto overcome

Better understanding
of how much water
can be wasted when
tap is left running
Better understanding
of the reasons why it’s
important not to
waste water

* Might need some sort

of branded jug or
watering can fo help
encourage this
behaviour

* There is only so much

people can do on
theirown — need
specific guidance

)
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down”

Effort or sacrifice required

Divisive — afew were on board with trying this, but many were reluctant
“Yuck factor’ — for some this felt unpleasant/unhygienic
Concerns about it looking unsightly and making your toilet smell

Some faced a dilemma in that in contradicted what they were teaching their young
children whenit comes to toilet etiquette

Capability

barriers

Feels socially unacceptable if you hav e guests cominground — don’t want them to have (skills, ability)

to use an ‘unclean’ toilet

Worry about staining the toilet esp. those with limescale or hard water— compensating
with more bleach

Little effort for those who are already doing it — those at home a lot alone, those who have
kids who can’treach flush yet, those who don't flush at night to av oid waking up others

Gain

Quite arevelation for some —once they were doing it, wasn't as bad as they thought

Some found workarounds: doing it when they were home alone, communicating with
others who would use the toilet just after or keeping the toilet lid closed

Seeing or thinking about how much water you're saving every day (would be useful to
inform customers on how much water is used with each flush)

Made people more strict on using small flush on dual flush toilets

For some, gain (in terms of water saving) outweighed the effort/sacrifice required

Reducing flushing

Key barriers

‘I'm doing alll can’
mentality

Don't know what can do
to save water

Lack of concern about
water cost

Lack of practical
help/ideas/tips

Lack of understanding of
possible cost savings
Lack of understanding
about how much water
used

Need for rationale: cost,
environment etc

We asked participants to reduce the amount of times they flushed the toilet - “If it's yellow let it mellow, if it's brown flush it

Waysto overcome

Infroduction to
behaviour they
hadn’'t necessarily
though of before
Better understanding
of how much water
used when flushing
Explain why saving
water when flushingis
worth the drawbacks
Cistern bag a good
option for those who
are unwilling to
adopt ‘mellow
yellow' idea
Educating that thisis
a behaviour adopted
by others and
therefore not
unhygienic or
‘impolite’

—%
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Water saving interventions
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https://unsplash.com/@hasanalmasi?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
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Water saving actions 34

Greatest scope for the future is with having a visit from Wessex Water to fit free devices and advise on water saving, along
with using ‘Get Water Fit'. These will need to be promoted to build awareness and wider interest.

m Already done

E Intend to do

= Might do
m Unlikely
19%
13%
Don't know 4% 6% 7% 8%
Install a water butt * Install a water efficient Fit an Eco showerhead Have your water Use the online water Install a rainwater
washing machine with lower flow rate company visit your home  saving calculator Get harvesting system
to fit free devices WaterFit

Q11.Which of these have you already done, and which if any are you intending to do or might doin the future? 2
Base: All panellists (824). *Base: those with an outdoor space (786) b]ue:
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Overall response to Get Water Fit process was positive, but some elements caused

confusion

Application process
Generally felt to be a 5'
straightforward process, but a few *0-

questions were hard to answer —

NB: no existing awareness of Get Water Fit or ability to order free water saving devices

Overall, most found it easy to go through the questionnaire
Howev er some questions were harder to answer...

 Interms of behaviours:

If fluctuating numbersin HH e.g. kids coming back in
holidays, not sure how to answer

No mention of pet showers or water usage for pet

«  ‘'About yourhome' section:

‘How many showers do you hav e’ — confusion as to
whether this meant physical showers or showers taken

When asked about type of shower, not sure how to
answer if they have more than one shower at home

Shower types not obvious— not everyone aware of
what ‘mains pressure’ shower means

Data output I

Overall thiswas found to be !L jL

difficult to interpret

Data output was not easy to interpret
«  Key areas of confusion
« Units unclear (not obvious numberrefers to litres)
« Confusion as to whatit's trying to tell you
+  Below and abov e average - very ambiguous
«  Too many charts

Implications:
+  Reassessment of question wording to ensure that
questions are clear and not ambiguous
+ Refresh data page to be simpler and clearer — fewer
chartsand more direct conclusions for what the data is
showing
bluer@marble



In terms of Get Water Fit content, most were delighted with what they received *

Customers were pleased to get something for free, but were unsure who the kit was coming from

Ordering items

Easy enough to do but we
noticed some inconsistencies y e

Unclear where to click to order kit — different parts
you can click on to get to the water saving devices

+ Likely people will miss the link to get the gadgets

Sometimes customers were not offered items that we
knew they could use e.g. shower timer

Customers wanted the ability to order extra items e.g.
if they have multiple showers, they would lke to order
a shower head or regulator for each shower; or a
cistern bag for all toilets

Hose gun was offered to those without an outdoor
tap

Firstimpressions %‘

Generally positive feedback on

the box contents Free Products

Generally delighted: exciting whenit arrivesand
customers were keen to get started

Some items completely unfamiliar (tfo some) e.g. cistern
bag (butinstructions were clear enough)

Some feedback that the wait time for delivery was
quite long (1 week+)

Some had items arriv e at different times, but were not
informed

+ E.g.shower timer coming in a box on its own,
which felt a bit wasteful from a packaging
perspective

One mention of kit arrivingin split jiffy bag which
caused a mess
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Assessment of Get Water Fit devices — shower devices

Shower head

v" No complaints about look or
aesthetic

v For most, reduction in pressure was
minimal and still a decent
showerhead

v For those with an old showerhead or
a showerhead cov eredin limescale,
this was an improv ement!

x  Howev erfor some, esp. those with
power shower, the reduced pressure
was noticeable and made it tricky
to do certain things

% Noftideal for those with long/thick
hair when washing

% Difficult to wash dog/pets with lower
pressure

Shower regulator

v Onceinstalled, was a great device

v Changein pressure wasn't
notficeable and a good ‘fit and
forget’ product

% Bit fricky to install for some,
especially if pipework is hidden
behind tiles

-~

wife'sdad todoit (he's a plumber) but
once it wasin | didn't notice a difference.”
(Couple, younger)

“This was a bit tricky toinstall, hadto get my

~

/

—

Shower timer

v Easy to use and an easy win
v Helps people keep shower down to

4 minutes or faiing that reminds
people to be more conscious of the
amount of time takenin the shower

Holds you accountable for the
amount of time you spend
showering

Some feedback that the timer was

poor quality/cheap and didn’t stick
properly

No alert for when 4 minutes was up

and difficult to monitor how much
you've gone overtime

S
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Leaky loo strips

v" For some, this was easy to use and install

v Ability to order multiple is good — one for
each tollet in yourhouse

v A few participants found that their toilets
were leaking and were pleased that the
strips enable to identify this

x  Some were confused and weren't sure
how they worked — need clearer
instructions to explain that you're meant to
leav e the strip without flushing

x A few claimed the strip disappeared

Assessment of Get Water Fit devices - toilet devices

Cistern bag

‘Fit and forget’ no effort fo continue use
once it's installed

For most, didn’t reduce flush too much to
the point where you'd need to flush twice

Relatively easy to install

Some hav e used other types of cistern
bags before and felt this was a little
clunkier to putin place

For some, flush reduction was noticeable
and double flushing was required which
defeats the point

Should be sent one for each toilet, similar
to the leaky loo strips

NB: one person flushed needlessly to check it
was working...

S
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Assessment of Get Water Fit devices — miscellaneous

Tap insert

v Some managed to fit this relativ ely
easily and didn’t notice much
difference - which was positive

x  Othersstruggled with installation,
and found it a little fiddly

x  Some were unable to fit it at all as
either the type of tap wasn't
compatible or the scale build up on
their tap prevented the device from
fitting properly

Hose gun

v Many were delighted at being
offered this and thoughtit would be
a welcome improv ement to just
using the hose or an old attachment

x A few complained of poor quality,
having difficulty fittihg on hose
properly

x Onewassent the hose guneven
though they didn’t have an outdoor
tap - triggered them to purchase a
hosepipe to connect to kitchen sink
and therefore encourage water
usage!

NB: weather during fieldwork was
rainy/cold so use of this device was
limited

v

v

Cornflower grow kit

Generally, v ery positive feedback
on this

Lots of feedback that grandkids
enjoyed using the kit and now they
were seeing the seeds sprouting

Positiv e feedback on the watering
head attachment for water bottles

One HH found the soil discs difficult
to use and rev erted to her own pots
- then found the seeds never
germinated

Slightly unclear as to why this was
included in water savingkit?

S
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Uninformed interest in a smart water meter

Uninformed interest in smart water meters is reasonable amongst the panel - 4 in 10 are interested. There’s more
enthusiasm amongst those keen to save on utility bills, the environmentally conscious, and younger customers. However,
half of those who do not already have a meter are not interested in a smart meter - resistance to be overcome.

m Strongly agree More enthusiastic about smart meters:

« Those who look to reduce their environmentalimpact-57%
43% « Those keen to save on utility bills— 54%

« 18-54s- 50%
* Those who already have a meter-47%

®m Tend to agree

B Neither nor - K /
m Tend to disagree
4 Not enthusiastic about smart meters )
m Strongly disagree + Those who do not already have a meter — 50%
25% * Those who shower less than once a week — 40%
« Those who make less effort to savewater—39%
Don’t know - \_ « Family Focus segment -37% )
Uninformed

Q8. How much would you agree or disagree with the following statementse I'd be interested in having a smart water meter (a meter that letsyou see yourhousehold’s - ::-\\
wateruse on a regular basis). Base: All panelists (824) blue’é\\ marb[e



Why they are interested in a smart water meter - spontaneous

Of those interested in a smart water meter, aside from the functional benefit of being able to monitor water use, the main
themes mentioned were to reduce use / waste, save money, and (for a smaller minority) to identify leaks.

“Betterinsight to usage patterns -
understand how much water activities
use, e.g. | have no idea how much
watermywashing machine uses..”

(Panelist)

Why agree ‘I'd be interested’?

Reduce usage/waste - 31%
Save money/cost - 17% /J\ . . /A\
Y % “I'd certainlybe interestedin usmg\ “Interesting to see how \

“Lowering usage and
keeping water bill
lower.”
(Panelist)

asmart meterand being able to much wateris being used
Identify leaks I 7% know my daily average and see and when and also
what I've done differentlyto potentiallyflag up any
increase or decrease usage.” leaks.”
Already own a smart water meter I 3% \ (Student/shared house) j \ (Panelist) j

Easier than manual readings I 3% ®Those /A\
interested in /mee how much ) “If you can see how much )

Enviromental concerns | 1% ??5?1? meter water different you're using and see it going
appliancesuse and tryto up visually, yog’re more likely

Oth encourage my partnerto fo be conscious and act

o | 2% save water!” upon that information.”

\ (Panelist) j \ (Older family) j

Q9a Whatwould the benefits be [of having a smart meter]2 Base: All those interested in having a smart meter(354) ;
Q%b/c Why [are you not interested/neutral abouthaving a smart meter]2 Base: All those not interested (204)/ neutral (193) b]ue:

LA

%.
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Why they are not interested in a smart water meter - spontaneous

Those less interested often felt it would bring no benefit in water saving, or that they simply would not use a smart meter.

/“A\ , \ /A\ \ Why disagree ‘I'd be interested’
Do you reallyneed one¢ You're “I wouldn't take any notice

going tohave a cup of teaor

: } of it (Idon't inthe case of .
coffee if you wqm‘ it anyway. Can my gas/electricitymeter] as Not needed/wouldn't use - 24%
have a detrimental effect : fi ! . . .
wat ching it ticking up. With I'm con 'ldem‘ | know which Bring no benefit / will not reduce water - 21%
) activities use most water usage °

everything that’s going on you've anyway.”
got toget on with life as well.* (Pcnelis;r) Dislike/distrust - 20%
(Younger couple) J K J

Can manage consumption without - 19%

Higher long term cost/bills - 15% r:;:ic;,::dhtshg n‘i:s*
“l use the bare minimum asit is, “Call me old school buf\ Lifestyle/housing limitations . 7%
and feel like | couldn’t save any we have an Alexa ;:md
more waterifltried. Having a when we're on our phones Cost of installation . 6%
smart watermeter that uses Sl e Pl clseun ® Those not
electricityisjust one more thing| something an ad comes Don't want fo constantly manage usage I 4% interested in
| will h(;ve f%p%/ for'dh;lthdrﬂ up. People are listening smart meter (204)
argérhousenola an ought | into our private Already own a water meter I 1%
wasn’t saving enough water from e T L
being V,VC’ST edImay feel used tothat.” Smart Water meter would use energy I 1%
differently...

\ (Panelist) j \ (Older couple) /

Q%a What would the benefits be [of having a smart meter]2 Base: All those interested in having a smart meter(354) #1\\
Q%b/c Why [are you not interested/neutral abouthaving a smart meter]2 Base: All those not interested (204)/ neutral (193) blue’(-_i_.:\,\ mar

ble



More informed interest in having a smart water meter i

After being more informed about a smart water meter, the proportion of the panel interested rises slightly to just over half.
1 in 4 actively disagree they would be interested, even after seeing more info - clear resistance amongst some.

Smart water meters collect water usage information for

A smart water meter (a meter households regularly (hourly, daily, weekly, or monthly). The
that lets you see your information s visible to customers through an app, website or
household’s wateruse on a an in-home device so they can see how much waterthey are
regular basis) using and any changes in the usage. This can help to find ways

to save water, manage bills more accurately and spot leaks.

m Strongly agree

m Tend to agree 437 51%

m Neither nor

® Tend to disagree

m Strongly disagree

Don't know

9% 5%
Uninformed Informed (after full description)

Q8. How much would you agree or disagree I'd be interested in having a smart water meter (a meter that lets you see your household’s water use on aregular =
basis); Q13. [AFTER SEEING FULL DESCRIPTION] How much would you agree or disagree with the statement ‘I'd be interested in having a smart water meter’'2 Base: b] ’F‘;ﬁ\
All panelists (824) ue

2
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Top motivations to read a smart meter display (after being more informed)

When prompted with a list of reasons, saving money is number one for reading a smart meter. This is followed by
identifying leaks - not a top-of-mind benefit, but becoming important when people learn more about them. Saving
money on associated energy bills is also high on the list, above environmental benefits.

Higher for:
. , ( - DE social grade - 72%
soungmoney onyourwoter 1 | NN < | . Womy about oifording bil - 70%

«  ‘MyWorld Cost Conscious’ segment — 68%

ldentifying leaks within your property 43%

-

Saving money on your energy bill by - 30% «  Worry about affording bill — 40%
reducing hot water use ° « Stretched and Struggling’ — 40%
.
Conserving natural resources - 28%
Helping the local environment and - 23%
biodiversity °
Playing your part to make sure there is - 21%
enough water for everyone in the future °
Helping reduce energy use and CO2 - 18%
emissions °
Gaining rewards for reducing your water - 15%
use or continued low water use °
None of these - 13% :l + Those not interestedin smart water meter— 34%

Seeing how your water use compares to . 8%
other similar households in your area °

Q16 Whichifany, ofthe above, would motivate you toread a smart meter display to help you manage your wateruse? Please choog up to three. =
Base: Al panelists (824) blue™
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Combining possible energy savings and water savings has the potential o be highly impaciful =

In the qualitative workshops, we presented

customers with potential savings they could make Seeing the potential cost saving that could be
on their energy and water bills over the course of a made by making relatively small changes
year if they were to change their behaviours was met with surprise and shock

Statistics that highlight how quickly cost
savings add up are successful in motivating
and encouraging small but impactful
behaviour change

Of panellists would be motivated to read a smart
meter display if it would help them to save money
on their energy bill by reducing hot water use (the
third strongest motivation)

NB: specific statistics shown in the stimulus have been revised and reviewed since fieldwork (statistics forreducing shower time are: £650 a year (gas heated) and £1450 a ﬁ%
year (electricity heated) blue® marble



Attitudes towards smart meters are generally positive

Pros Cons
+  Cansaveyou money as you only pay for exactly
what you use andreadings are more accuratfe - For some, smart meters can feel a bit inv asive and
- Savesyou having toregularly read a meter/submit ‘big brother’
readings to your supplier - Othersthink havingso much data on their usage
- Motivatesyou to sav e (energy/water) would lead them to ov er-analyse and be stressed

+  Those who are keen on saving are keen to abouttheir usage

understand where they can cut costs - Concerns about safety of smart meters —

. microwayv es/harmful/carcinogenic
* Inferestingtolearn more about yourusage and how

much you use doing certain activities; this is * Concernsthat vulnerable people may feel forced fo
unfamiliar territory and ev en basic information is reduce their usage e.g. keep heating off or use less
useful water if they can see the money they're spending

- Customers don't think about how this could help with *  Especially pertinent for wateras it's a matter of
leakage without being prompted — but when hygiene and wellbeing

understood this can be motiv ating

bluef@marble



Customers are very interested to know more about
how much water they're using:

« It'sunfamiliar territory for most; even for those who
exhibited some water saving behaviours, water
usage in volumesisn’t well understood

*  Most were unable to make an approximate guess as
to how much their household uses on av erage each
day

We presented average daily usage per household
to participants, based on historic meter reads:

*  Most were shocked to hear how much they used
each day and said that it seemed like a lot of water

*  However, customers were still unsure how their usage
might compare to average usage; eventhough it
sounds like a lot they're unsureif it's more or less than
other people

We found that revealing PCC was very powerful

* Many asked what av erage usage was so that they
could compare it to their usage... specifically
comparing with similar HHs is helpful

* When we explained that average PCC was around
140-150L per day, customers calculated how that
compared to their household

+  Knowing it was below average immediately provided
a sense of relief, knowing it was above fuelled
motivation

«  For those whose av erage usage went down during the
fieldwork period, seeing the drop in litres was v ery
motiv ating

NB: not ev eryone saw a reductionin their average use
despite best efforts (this could be due to the method of
data collection in this project)

« This has potential to demoralise customers who have
worked hard but are not seeing any benefit —we will
explore this furtherin the next wave

3

3

blue’@\‘marble



Data frequency

Not something customers would need to monitor
regularly

Would like to have data on daily costs and how
they fluctuate to look at when they get a chance

Useful to see a comparison with av erage use
across the region (esp. comparing similar
household setups)

Would be interesting to see how usage changes
ov er fime too — perhapsstored on an account
somewhere for you to look at when conv enient

What do customers want from smart meters - in practice

Data details

Having detailed data on usage down to day and
houris appealing

Ability to set caps and usage alerts appeals,
specifically for those who are serious about saving
(both water and cost)

Not only is it interesting to see, but also helps
customers pinpoint exactly what they were doing
during spikes in usage

‘Smart’ data that shows percentage water use on

specific activities sparksinterest; butimportant for
customers to know that thisis vaguely accurate

“Would want to be able to check it online and see
monthlyusage and when you use the most water —
which days and which monthsetc.”

(Family, older children)

blue> marble



Smart meters - alerts and comms

Alerts and comms + Themajority would want alerts with some regularity — especially those already interestedin smart

meters
+  Thought thiswasreally good idea that would

be helpful +  Those who would ‘never’ want alerts are those who are less interested in smart metering; a core of c.

1in 5 customers who will not engage with smart meterdata.
+ Can help toalert people if theirusage has

gone up —may not notice or think about it Daily I 6% 1 « Those interestedin smart meter— 61%
- Greatif it could help detect leaks as these Weekly + Those who perceive waterresources are
are difficult to find YOUI'SGH: Every few days . 7% or more: limited — 48%
36% + Those who oftenlook toreduce
¢ For those who are worried about Weekly - 23% | environmentalimpact - 47%

security/privacy this feels a bit too much still

+ Makes sense for these alerts to come via text Every 2-3 weeks I 3%
in case it'san emergency —need to hear
about it instantly Monthly - 15%

+  Phone call seems unnecessary and would Every 2-3 months I 2%
likely not answer
Only when a change in water use - 18%

4 “Interesting.. It could be something you ) Never - 17% :l [ .ThTﬁ;esen %gzroeéﬁdh'gf ren gr:nrgfe;rei 2;:%% ]
look at when you sign up, like ‘turn on
smart detection forleaks’ and then it Don't know . 8%
asks for how you'd prefertobe
contacted?”
(Student house) Y Q15 With asmart water meter you could have texts or notifications on your mobile phone fo prompt you fo have a
\‘ look at your water use information. How often would you want to be prompted? Base: All panelists (824)

The qualitative fieldwork revealed that customers would like the flexibility to adjust their preferred settings

=N
S
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Smart meters - preferred data channel

Data channel

Makes sense tohave thisinformation
stored on your online account if you have
one

A few would like toavoid a plug in device
as it'sjust another piece of clutterinthe
house that willlikely be ignored

Most would be comfortable havinginfo
through an app

BUT want fohave a choice of channel -
app, email, plugin, letter

4 )

“Would be good tosee your usage
on a table or graph or something,
like they have on the health apps.”
(Family, younger children)
/

+ When asked which one would be their preferred channel, there’s a mix of answers: It depends on
demographics and theirinterest in having a smart meter

A device in your kitchen/ living room - 25% * Those wh?n?(;ﬁlrr:;ree;eers Teﬂ'; havinga
- o

=Y +  Family Focus segment - 33%

=5 ( - Younger age groups (<55) — 42%
App on your mobile phone 23% +  Household has 3+ people - 37%
Online/website using your computer or tablet .

Emails . 15% :I [ « Olderage groups (55+) - 18% ]

Other I 4%

Don't know l 13%

Q14 Which one of the following would be your preferred way of seeing information about your household’s water
use? Base: All panelists (824)
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Minimum saving to make it worthwhile to read a smart water meter display

Some polarisation on how much of a saving would make reading a smart meter display worthwhile. Notably those who
are worried about paying their bill are in need of a substantial saving — a small saving will not make enough difference for

many.

motivated by other reasons + Those who often look toreduce environmentalimpact — 43%
+ Thoseinterestedin a smart water meter—40%

Higher for:
No saving needed - | would be _ 277:' «  Responsible Citizens — 45%
(o)

£1-5 l 2%

£6-10 I 2%

£11-20 . 5%
£21-30 - 9%
£31-50 - 12%

£51-75 - 10% Over£50: . Dvc\>/ not hgvefa zot;rmi’r.”er—s{li;%
«  Worry about affording bill - 31%
More than £75 - e 20% «  Not interestedin smart watermeter— 31%

Don't know - 13%

Q17 Whatisthe minimum annual saving on your water bill that would make it worthwhile for you toread a smart water meter display to help manage your water use? #12\"“\\
Base: All panelists (824) blu e@ marble



Conclusions &
recommendations
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https://unsplash.com/@hasanalmasi?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/s/photos/drop?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

Major mindset shift will be required to trigger water use reduction

®

Use behavioural economics to develop campaigns and personal (meter) information
to effect change

Most people think they are
already making an effort to save
water... or believe others are
doing less than they are

Use Social norms:

* Motivate customers to take water saving seriously by providing comparisons with
neighbours, similar households etc. (e.g. daily showers may not be the norm)

« Help to ease worries by opening up the conversation around good hygiene in the
bathroom; customers need reassurance that water saving behaviours are both
hygienic but also socially acceptable

Cost is a sirong driver to adopt
new behaviours but water costs
relatively low priority

Develop compelling messaging around cost savings:

« To make behaviour change more worthwhile group together energy and water
costs when showing examples of small changesin behaviourthat canlead to
impactful savings

People lack the know-how to
save water

Create campaigns around plugging information gaps:
* Hacks: tricks and tips (e.g. reuse ideas, use the dishwasher instead of washing up)
» Fun stuff: especially for busy, high usage households with children

People are disconnected from
how much they use (and why it
matters)

Develop meaningful ways to talk about volume:

« Thisis a mental gap yet can haverealimpact. Visualising v olume, especially
around behavioursthatinv olve flowing water needs simple comparisons (NB a
suggested focus for the final stage)
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Smart meters are integral to water efficiency sirategies — but only if consumers see

the benefits

®

Response to smart meters is
quite muted

Smart meters are an enabler for behavioural campaigns and interventions:
data will bring to life how water is used

Promote benefits of smart meters

Use to connect consumers with where they use water (inefficiently)

Provide detailed data thatis easy to understand and visually appealing

S
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