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Overview of all available reports

e Customers In Wales

» General Customers, Customers with High Engagement with the Waterways
& Customers from Faith & Cultural Groups

» Customers In health and wellbeing vulnerable circumstances
» Customers In financially vulnerable circumstances
» Customers who have suffered service failures

» Future Customers & Shared Bill Payers
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O 1 Key findings and overview

ritainThinks | Private and Confidentia



Introduction

« Severn Trent wants to ensure it continues to have a positive impact on all of its customers’ lives,
Including those deemed to be more vulnerable.

» As part of PR19, Severn Trent wants to engage with customers, understand their priorities and
deliver outcomes that matter to them in the long-term.

» Severn Trent commissioned independent research and strategy consultancy, BritainThinks, to
conduct qualitative research with a range of their customers to understand.:

* who these customers are, their needs and priorities as they relate to water

* their current views and experiences of Severn Trent, including core services - and, in the case of some
customers in Wales, their views of Dee Valley Water

* how well Severn Trent (and Dee Valley) are meeting their needs, and where they could do more to improve
their services

* This report focuses on 50 customers in Wales served by both Severn Trent and Dee Valley,

iIncluding five who are deemed to be financially vulnerable and 10 who have a long-term health
condition or disability.

* Reports for other audiences we spoke to as part of this research are provided separately.
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Overview of the research programme

Two-week online community
with 54 customers

v' What their priorities are in life

v" How they use and experience water
v' Spontaneous views of Severn Trent

O@O

7 deliberative workshops
with 96 customers living in
England and Wales

Views on the water cycle

What they think of your core services
Dealing with service failure

Priorities for improvement

80 face-to-face depth
Interviews with vulnerable
customers and those
experiencing service failure

What their priorities are in life

How they use and experience water
What they think of your core services
Priorities for improvement
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Research programme: rationale for approach

Why deliberative? Why an online community? Why depth interviews?

« Customers were taken on a ‘journey’

so that we could explore the things
that mattered most to them and their
priorities (both spontaneous and
then, again, when informed further
about Severn Trent/ Dee Valley
services).

Deliberative approaches allow us to
provide information and build
participants’ knowledge so they
can make informed decisions
about issues they may not have
previously considered... which
helped them to really engage with
the topic and give Severn Trent a
helpful steer.

The
spontaneous

The informed

customer
view

customer view

The best way to understand
customers was to immerse
ourselves in their lives, allowing us
to see first-hand what customers’
needs and priorities were, rather
than simply relying on reported
behavior.

The online community enabled us to
understand customers’ daily lives
and priorities, including how they
use water and frustrations and
challenges they face.

It also facilitated the setting of
participant tasks, with either written,
film or photographic responses,
which help to generate rich visual
outputs.

Vulnerable audiences, including
those with a health condition,
disablility or financial vulnerability,
may not be digitally enabled and so
are less able to take part in an online
community. They may also feel less
comfortable talking about their
experiences in a group setting.

Conducting depth interviews allowed
us to overcome these barriers and
also gain detailed, first-hand
understanding of these customers’
living situation and daily lives.

As depth interviews also allow for
detailed understanding of specific,
Individual circumstances and
situations, they were also used with
customers who had experienced
service failure.
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Overview of audiences we engaged with

EL)

12 x general customers

12 x customers with high engagement with the waterways

8 x future customers

23 x customers from faith and cultural groups

®
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Customers with financial vulnerabilities
(15x England, 5x Wales )

Customers with health & wellbeing

vulnerabilities (20x England, 10x Wales)

24 x customers who have experienced
service failure

6 x customers from faith and cultural

groups (hard-to-reach)

3 X Severn Trent customers in Wales
(Powys)

The focus of this report is :
on these Wales I
audiences !
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Customers in Wales: our approach

* BritainThinks conducted two deliberative workshops.
8 customers in North Powys on 25" October 2017, plus
three supplementary in-home depth interviews.
« 24 customers in Wrexham on 26" October 2017.

* 15 in-home depth interviews (up to 3 hours long) were
carried out across North Powys and Wrexham with
vulnerable audiences between the 18™" October and 14t

November 2017:

« 10 customers In health and wellbeing vulnerable
circumstances, to reflect a full range of health conditions.

* 5 customers In financially vulnerable circumstances.

Wrexham:

v' Deliberative workshop
with 24 participants

v’ 2 depth interviews with
customers in financially
vulnerable
circumstances

v' 6 depth interviews with
customers in health and
wellbeing vulnerable

circumstances

North Powys:

v' Deliberative workshop
with 8 participants + 3
supplementary depths

v' 3 depth interviews with
customers in financially
vulnerable
circumstances

v' 4 depth interviews with
customers in health and
wellbeing vulnerable

circumstances

 Itis important to note that qualitative research is illustrative, detailed and exploratory.
It offers insights into the perceptions, feelings and behaviours of people rather than
guantifiable conclusions from a statistically representative sample. Owing to the
small sample size and the purposive nature with which it was drawn, findings from
this research cannot be considered to be representative of the views of all Severn
Trent and Dee Valley customers.
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Who we spoke to...

General customers Customers in financially Customers in health and wellbeing

vulnerable circumstances vulnerable circumstances

« For all groups, a spread of demographic characteristics representative of the local area, including gender, age, ethnicity, socio-economic
grade, work status, household status (i.e. those with children living at home, those with children living away from home, and those with no
children) and housing tenure

 In addition, a spread of frequency of internet usage, and a mix of customers with and without water meters

- Some to have along-term illness or health |+ Help paying water bill: Mix of those A range of conditions that impact customers’ lives:

problem or impairment receiving help and those not . Visual disability and hearing disability

« Mix of urban / rural customers * In receipt of benefits: Mix of those in

receipt and not in receipt * Physical disability

* Mix of environmental engagement : : .
- Learning, concentrating or remembering

e Household income: All on low incomes disabilities
(defined according to size of household)

* Mental health problems

« Social or behavioural issues including Autism
and Asperger's Syndrome

« Long-term health problems, including diabetes,
cancer, epilepsy, arthritis and dementia

« Chronic kidney failure, needing dialysis

BritainThinks | Private and Confidential 10



An overview of the customers we spoke to — customers in Wales...

)

@ 19 x families 20 X empty nesters 11 x single/couple with no children
& 8 x 18-34 21 x 45-64 13 X 65+

19 x ABC1 31 xC2D

48 x White British 1 x White European 1 x Asian
O
(D

35 x village/small town 16 x village/small town

I

35 x general customers

] 10 x customers in health and wellbeing vulnerable circumstances

[

0
£ 5 x customers in financially vulnerable circumstances

@% 7x digitally disenfranchised customers

BritainThinks | Private and Confidential 11
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... and here are some of the customers we spoke to!

BritainThinks | Private and Confidential
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We used a deliberative approach to explore views and attitudes of
customers in Wales

« Customers were taken on a ‘journey’ so that we could explore the things that mattered

most to them and their priorities (both spontaneous and then, again, when informed further
about Severn Trent/Dee Valley services).

 Deliberative approaches allow us to provide information and build participants’
knowledge so they can make informed decisions about issues they may not have

previously considered... which helped them to really engage with the topic and give Severn
Trent/Dee Valley a helpful steer.

The spontaneous The informed customer

customer view view

BritainThinks | Private and Confidential
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This was about taking your customers on a journey:
Gauging their spontaneous vs. informed views...

1. Roughly how many people does Dee Valley supply water to? W
L] unde
theSTW region? service, including: rtakes g Number of activitieg ;
2. Which of these areas is not A. 158,000 Outside of jig
B. 258,000 Educationaj yig; ©
Wales) sits
A. Welshpool, Powys { - ehire C. 358,000
sters
5. Cheltenham, GIOUCESE D. 458,000 Visitor sjte
C. Scunthorpe. Lincolnshire s O
0. They're all in the STW region — )
' o lying water services to €Servoir activis: »
" L es oo e e ctivites
| Tha STW SE = \ BrisaTrenks | Prosis s Condo i /’f

Helping Customers oyt - :

We are Supporting 139,
_ of our Customers vijg
abstracted from rivers, Social tariffs anq flexibl
d reservoirs so that it Payment schemes

sviding water that is good to drink

. STV treats water that is
groundwater sources an

is good to drink.

lves making sure that the water is

+ This invo L
s ts stringent drinking

safe to drink and mee
water standards.

,,,,,,,
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What was covered...

WORKSHOPS

Wrexham

You and your life: exploring customers’ lives and their
priorities and understanding the role water plays in this

Water in your world: spontaneous associations with
water - how customers think about it and how they use
it in their homes

What a water company does: getting spontaneous
thoughts, before sharing information on the water cycle
and Dee Valley (through a quiz)

Dee Valley core services: exploring these core
services

Dealing with Service Failure: presenting six
hypothetical service failure scenarios and gauging
customers’ expectations for how Dee Valley deals with
incidents

Dee Valley as a local company: gauging whether

customers see Dee Valley as a local company and why

this is important

North Powys

You and your life: exploring customers’ lives and
priorities and understanding the role water plays in
this

Water in your world: spontaneous associations
with water - how customers think about it and how
they use it in their homes

What a water company does: getting spontaneous
thoughts, before sharing information on the water

cycle and Severn Trent (through a quiz)

Severn Trent’s core services: exploring these
core services alongside additional activities and the
CSR programme

DEPTHS

You and your life: exploring customers’ lives and
priorities

Water in your world: spontaneous associations
with water - how customers think about it and how
they use it in their homes

Household’s water use: how the household uses
water

What a water company does: getting
spontaneous thoughts, before sharing information
on the water cycle

About Severn Trent/Dee Valley: sharing
information about Severn Trent/Dee Valley
services and capturing reactions

My experience: exploring experiences with
Severn Trent/Dee Valley

Customer specific feedback: getting specific
feedback related to financially vulnerable and
health and wellbeing vulnerable issues

BritainThinks | Private and Confidential
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Other Wales-specific guestions you asked us to explore...

Are there any key differences or similarities between English and customers in Wales?
Are there concerns about lead piping, and how would customers like this to be dealt with?

Do customers in Wrexham see Dee Valley as a local company? If so, what are the benefits?

What are the views and particular needs of those with financial and health and wellbeing
vulnerabilities? Is the support available to them adequate?

BritainThinks | Private and Confidential
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Key findings

Customers in Wales are satisfied with your service. Bills are seen to be reasonable, few have
experienced issues with your service, and where there have been issues you are seen to respond well.

Awareness of the full breadth of Severn Trent/Dee Valley activities, outside of the core service, Is
low. Customers think more should be done to communicate about the great services you offer.

The environment is more front-of-mind for customers in Wales - particularly those living in more rural
areas like Powys. Your work here is important. Customers also believe more can be done to promote
responsible water usage among the general public.

Customers want to hear more about the full range of support schemes and services they may be entitled
to — including support for vulnerable customers, and financial support for those struggling to pay their bills.

For customers in Wrexham, it's important that Dee Valley retains its feel as a local company, with a strong
focus on good customer service and a greater local presence.

BritainThinks | Private and Confidential
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Understanding the priorities of
02 customers in Wales
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“My son is my most important priority and
it's also important for me to make sure

Key priorities of customers in Wales

. . _ we have a cosy home - everything
An important part of the research involved assessing key customer revolves around him.”
priorities and where and how water fits in with these priorities. (Customer in a financially vulnerable

- Broadly the three audiences (general customers, financially vulnerable and : t
health and wellbeing vulnerable) had the same priorities. circumstance)

* Family and friends are spontaneously mentioned by most customers as

their most important priority. "I'have no long term plans - live for

today!...| have had several friends who

- Health and wellbeing also comes quite high up the list of priorities - have passed away suddenly and that
becoming more important over time, and particularly for older customers. also makes you think - ‘we've got to do

- The environment is a key consideration for this audience, particularly for s
those living in more rural areas where the natural environment plays more (General customer)
of a part in dalily life.

 Customers are concerned about future security — be it their education,
jobs, or finances — particularly in the uncertain current economic and
political climate.

“We're just trying to get on as best we
can... It's a very steady pace of life
here.”

« Other priorities revolve around quality of life more generally, like having (Customer in a health and wellbeing
time for hobbies, seeing friends, eating out and travelling. vulnerable circumstance)

BritainThinks | Private and Confidential 19



03 Water in your customers’ world
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Customers feel that water Is an essential part of their lives, but one
they rarely think about

“It’'s only when you lose water

- Water Is a low saliency Issue for your customers — but service that you realise how much
this shouldn't be seen as a problem. of a big deal it is, and how much
_ _ we rely on it.”
» Spontaneously, customers describe water as being very (General customer, Powys)

Important to them — “we can’t survive without it” — but it IS
something they rarely think about.

* This is due to the consistent supply of water, meaning that for “You can't get on without water,
most it has ‘never not been there’. it's an impossibility... We're one

* Furthermore, few customers engage with their water supply in of the few countries where you
the same way they do with the suppliers of other utilities, due can drink water straight from the
to the “lack of choice”. tap.”

(Customer In financially

. . vulnerable circumstance,
we got them thinking about the topic of water. Wrexham)

* However, we found customers to be really engaged when

BritainThinks | Private and Confidential 21



Customers’ associations with water focus on drinking, washing and
water in the natural environment

e t“ngaﬁhl'F; U “It'd affect me very much [not to have water]. | wouldn't be
Manhole cove‘r‘faé";rdenm 2 Ry TT— able to shower or flush the loo or any of those things.”
Drought g SuerSA“ve : :
cagtedwater Plgntstie “Swimming (Customer in a health and wellbeing vulnerable
Wm%ggg@ I - a Nin Ri \(l:e?(s)kmg circumstance, Wrexham)
a eSD rl n kI n Climate change
FIOOdS Kettle Kids ' Sunks gocean
F%;%'.’:,% |ea n tB athl 3 “I don’t drink water from the tap, it's horrible...the smell of
bleach...and the taste of it... the only thing it's good for is

dana
Sewage
SBI||SS h Owe F unorains cleaning the floor.”
ene Washing car

Whiskey Bmsm"g - b ' S“W'Va' Weather (General customer, Wrexham)
Best friend xvn%tgg grp‘)orts
Refreshing Prices

D .
Wa;j:f;':olnacjaf|n a”ge' Ith AP Feating “Generally we try to be careful with water because of the
" Coffee Eart, _Dishwasher environment - we don't overuse water - | think we're quite
Wate rmg plants careful.”
Tak%ﬂigdgegranted (Customer in a financially vulnerable circumstance,

Wrexham)
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Customers’ associations with water focus on drinking, washing and
water in the natural environment

“l drink it. | wash In it. Swim In it.

- Top of mind associations for customers include drinking, (Customer iﬁ]a;";‘;%t; ——
bathing, tollets, kettles, cooking, baths and showers. vulnerable Wrexham%
« On further probing, they are likely to consider other uses, such as

washing the car, watering the garden, using the washing machine
or cleaning the house.

“Especially in this area, it's a vast

farming area here and into Shropshire,

- Due to their relative proximity to nature and countryside, S0 you do think about water. On a nice
day you can see the cattle drinking

many customers think of water in an environmental tom the River Severn.”

context, mentioning beaches, rivers, lakes, ponds and (Customer in a health and wellbeing
wildlife; this was particularly the case for customers in Wales, vulnerable circumstance, Wrexham)
compared to other audiences.

L _ _ “I put that water is fun. Just thinking about
« Recreational activities are also likely to be mentioned the joy my children get when the paddling

spontaneously, including canoeing, swimming and surfing. pool comes out in summer. And also,

we’re surrounded by reservoirs around
here.”

(General customer, Powys)

- Some do also think of water in context of the water cycle
(reservoirs, drainage, sewage, pipes and infrastructure).

BritainThinks | Private and Confidential 23



How customers use water, In their own words...

* This exercise involved respondents reflecting on their

household’s daily water use Key findings
MY HOUSEHOLD’S
WATER ROUTINE
- Common uses of water:

0 O ol P « Showers and baths

* Washing hands
* Tollet
*  Washing up

MY HOUSEHOLT

O . Dishwasher
e e  Tea and coffee

«  Cooking

« Laundry

BritainThinks | Private and Confidential
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INDIVIDUAL PEN PORTRAIT: North Powys General Customer

Cath* is 53 and lives in Newtown with her partner and 14 year old son in a house they rent from
the Council. In her spare time she is a keen cyclist and enjoys outdoor activities (“If it’s sunny —
I'm camping”) — including with her grandchildren and younger son. Cath’s priorities are her family
and her job. She has no plans to change things, although would love to get a camper van and
tour around in it. Being active in outdoor pursuits means she is actively interested in the
environment and gets involved in local clean-up activities. Her view of Severn Trent is positive
— believing they have strong customer service, which she regards as meaning that Severn
Trent is able to rapidly solve problems when they arise.

One concern that Cath does have is with the bitter taste of the water. This seems to have gone
on for the past 12 months. It leaves a ring on her cups, and she needs to use sterilising tablets in
the washing up bowl to remove this. Her son drinks a lot of water, but won'’t drink the tap water,
due to the taste, so she needs to buy bottled water for him to drink.

Cath has a meter for both gas and electricity — she can see what devices are using energy and
has changed her behaviour as a result. Despite this she wouldn’t want a water meter —
because she feels that water is used quite a lot in the house — with washing up, showers and
baths and using the hose to clean the car and bikes and on the garden in summer. As a result
she is concerned that a water meter would result in an increase in her bills. This is not to say that
Cath isn’t careful with water, and she does try to ensure it is used carefully. Cath has always
been careful with avoiding any waste since childhood and thinks it is an important thing to teach
the younger generation. She Is also very careful about what goes down the toilet - a
neighbour’s flushing of wet wipes had led to a blockage on the street in the past. Cath has
a separate bin in the toilet to stop anything going down the loo.

The water cycle was of interest to Cath as she hadn’t initially considered that Severn Trent releases water back into rivers — and this is a place she
often is, playing with her grandchildren. It is reassuring to know that Severn Trent is cleaning it, and that in general Severn Trent does more than she
realised. Looking after the environment is important to her, and she sees it as Severn Trent’s job to take responsibility. She isn’t aware of what
activities Severn Trent is doing when it comes to the environment and feels that Severn Trent could do more to inform customers. However,
specifically around increasing biodiversity, Cath wonders if this is outside of Severn Trent’s role (“they’re there for the water, really”).

Where water has been cut off for maintenance, Severn Trent has written to let Cath know, giving them warning to store some water. She has no
concerns about water not being available. Communications have been by letter, which is her preferred option, although she isn’t averse to emails or
calls. Cath wasn’t aware of the 2015 water strategy around lead pipes, which was a bit of a concern for her — “if it got in our water, it’s
poisonous isn't it, lead?” She does want to know what Severn Trent is doing to remove the pipes, by sending her a letter explaining what is happening,
in what timescale, and what the implications are for their household. If there was a local meeting about this, she would probably attend.

“If any of us have problems with the
water, fair play to them, they are
here straight away and they solve it.”

“If you make a cup of tea and leave it
to stand...you can see the chlorine
building around the cup...it's metallic
when you drink it, so | try not to drink
too much tea here — | go to work and
drink it, because it tastes better.”

“l was brought up in the army, so it’s
been drummed into us [about]
wasting, and not only that, you’re
wasting the electric as well...I don’t
like waste.. just for the sake of
wasting it.”

“l spend a lot of time in the river —
especially with the grandkids. [And
Severn Trent make me feel alright]
because they’re cleaning it.”

BritainThinks | Private and Confidential
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INDIVIDUAL PEN PORTRAIT: North Powys General Customer

To stop taps being left on wasting
water and leading to a potential
flood, the sink is “blocked” with a
bowl of flowers

Cath* isn’t concerned
about the safety of her
water, but is frustrated by
the taste — and she
A water butt for L j believes that the chlorine is
the garden also i | leaving rings on her cups —
stops water being © A : T y so she needs to use
unnecessarily g | — sterilising tablets to clean
WESEL : E them
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There is limited evidence of pro-active water saving, beyond the
obvious... but, most are motivated by saving money, rather than the

environment

A very small number of
customers admit to ‘wasting
water’ by having baths instead of
showers, or leaving the tap running
whilst they brush their teeth. These
customers tend to feel it Is their
right to use as much water as they
need to as they are “paying for it”.

The majority of customers are not actively
saving water, but do take steps to not ‘waste’
water — i.e. by showering instead of taking
baths, making sure to turn the tap off when
brushing their teeth or not overly filling the
kettle. They may also have adopted water-
saving measures ‘by default’ such as having a
dual-flush toilet due to living in a newer
house.

N

Actively wasting water

A small number of customers are
actively saving water, by using water-
saving devices (often provided by Severn
Trent or Dee Valley) in showers and
toilets, by and other means (such as
outdoor water-butts). These customers
are more likely to have water meters (and
be financially motivated to save water),
although a number of these customers
are environmentally motivated too.

L

Actively saving water

BritainThinks | Private and Confidential
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INDIVIDUAL PEN PORTRAIT: Mobility difficulty

David* is 65 and lives in Welshpool with his wife in a bungalow they rent from the Council.
They have lived in this house for five years, but he has always lived in the area, except when
he was in the merchant navy when he was much younger. He retired six months ago from his
job as a machine operative. David’s priorities are his family; his wife, sons, his daughter and
his four grandchildren. He would also like to lose weight and get a bit fitter. He thinks the most
important things for Severn Trent to do is to supply water, treat water and sewage, and to
store water in reservoirs for when it is needed.

Although they do not have any specific water saving devices and they do not have a water
meter, David and his wife are very careful with water, because they see it as a resource
that shouldn’t be wasted. They have a walk in shower and no bath, and they only have
showers two or three times a week. They have a washing machine in the kitchen, but they only
use it every one to two weeks. David only uses half a bow! of water when he washes up;
he says it’s not necessary to use more. They use washing up water on the plants to save
water, and David also collects rainwater in a bucket and uses that on the plants outside.
They have a tap and hosepipe outside, but only use this when it is really hot. They usually
drink orange squash rather than water, and make up bottles of squash and keep them in the
fridge.

David has a good knowledge of the water cycle, and has has been to the reservoirs and visitor sites at Clywedog and Lake Vyrnwy. He's
seen lots of activities going on at there too; people running, sailing, etc. He believes that people in this area, which is rural and dominated by
farmland, think about water more than people living in cities do, and are more likely to have been to the reservoirs.

They have had their water turned off a couple of times, but they had notifications from Severn Trent that this would happen. On one of the
occasions they were told that the water would be turned off for 12 hours, so they filled up the bath (this was in their previous house). They
have never had any problems with Severn Trent and David thinks that the bills are fair and the service is good value. He knew that
Severtl;l Trent h?d tadken away a lot of lead pipes in Welshpool years ago. He didn’t know there were any left in Wales, and was glad they
were being replaced.

David has mobility difficulties, diabetes and breathing difficulties, but as he can drive his car to the shops, he doesn't think he has any
specific needs that Severn Trent should understand or address at this point, although that may change in the future. He is happy for
Severn Trent to keep records, and thought that contacting people regularly is the only way to keep these up to date. He doesn't think he
needs to be on the Priority Services Register at the moment, but he was glad to know it was there in case they needed it in the future.

"We use water quite sparingly, just
as much as we need to use... Why
waste it? It’s hard to get in the first
place."

"Water is one thing | don’t mind
paying for one bit. They don’t
overcharge us for the good service
they do. Not like the other two [gas
and electricity], they charge an arm
and a leg."

BritainThinks | Private and Confidential

*Not participant’s real name
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They are very careful
with water — they save
washing up water to
use on the plants in
pots outside

They keep a supply
of orange squash
made up in the
fridge

INDIVIDUAL PEN PORTRAIT:

David* has always lived in the area
and has a keen awareness of the
surrounding countryside and
farmland. This is the view from the
front of his house

BritainThinks | Private and Confidential *Not participant’s real name

Mobility difficulty

They have a hosepipe
outside, but prefer to water
the plants with rainwater
collected in a bucket




04 Customers in Wales’ understanding

and experience of Severn Trent/Dee
Valley services

ritainThinks | P

rivate and Confidentia
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Spontaneously, customers express relatively high levels of
satisfaction and trust with Severn Trent and Dee Valley

Mean average: Mean average:

* This positive feeling was driven for the most
part by a lack of negative experiences with 4 out of 5 4 out of 5
custqmers’ water.serwce — with most feeling Satisfaction with Dee S aiileize e wiin SEvE
that it's a good thing to never hear from you. Valley overall* Trent overall*

» Customers who had experienced some kind Mean average: Mean average:
of service failure viewed the response of
Severn Trent/Dee Valley positively, mitigating 4 out of 5 4 out of 5
pot_entlal_ negative impacts on future Trusting In the drinking Trusting In the drinking
satisfaction and trust. water Dee Valley water Severn Trent

« Service failure experiences included leakage, provides* provides*
supply interruption and sewage incidents.

BritainThinks | Private and Confidential *Please note that mean scores provided are indicative rather than representative of this audience due to the small 31
sample size and the qualitative nature of the research. Base size = 32.



Prior to taking part in the research or being shown information on

the water cycle, customers had a low awareness of the role of water
a water company

» Top-of-mind associations with what a water company does relate primarily to providing
customers with clean drinking water.

* Few customers had thought in depth about the processes ‘behind the scenes’ which

are necessary to provide this service, but some had a vague idea of the work involved
IN maintenance, and dealing with sewage.

» Customers in Wrexham were aware that Dee Valley is only responsible for supplying
their water, and not dealing with sewerage.

“I don't really know - | probably did [learn] something about it at
school...it's something you take for granted, your water's in the tap...you

‘I don’t know how much they do [on the

environment]. I'm sure they think about it turn it on, you don't think about the process, how it gets there.”

(Customer in a financially vulnerable circumstance, Wrexham)

(General customer, Powys)
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After discussing their spontaneous expectations of a water
company, we showed participants a range of information about

Severn Trent and Dee Valley

ion? 1. Roughly how many people does Dee Valley supply water to?
[ i
2. Which of these areas is not in the STW red

A. 158,000

A. Welshpool, Powys (Wales]. 500
8. Cheltenham, Gloucestershire | |

C. Scunthorpe, Lincolnshire .

in the STW region cssaeos

D. They'e al r services to from the :‘:

the Midiands, supplying wate

e part of : the East Midlands- :
| The STW service gﬁ:ﬂﬁﬁﬁm@m and from mid-Wales to
| Bristol

f:vem Trent Water
re Service, includin

Ndertakeg a
o Number of activitiag Outside of its

1. Educat;
ationa] visits )?

Visitor sj tes

&

&

L

Reservoir activitieg

There are some activities that STW

decide to do or do more of andort 'S not obliged to do, but coulqd

—

is good to drink

Helping customers out
Providing water that

We are supporting 13%
of our customers via
social tariffs and flexible
payment schemes

is abstracted from rivers,

that -
+ STW treats water rvoirs so that it

groundwater Sources and rese
is good to drink.
+ This involves making sure '_that the watar is
safe to drink and meets stringent drinking
water standards.

S CSR programme

These could include:

In support of

JdWaterAid

lmproving skills in

Supportin
the STW region .

Customers' health
and wellbeing

Further action on the
environment

Improving access for
everyone
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Customers were pleasantly surprised by the scale and scope of
their water company’s operations

» Overall, the further information was positively “‘Wow they do a lot - especially
received considering what we pay - it puts it into
' perspective”
* The core services were received well and aligned (Customer in a health and wellbeing

with customers’ expectations vulnerable circumstance, Wrexham)

* The things that stood out were:

* The scale of their water provider’s responsibilities (for
Severn Trent customers in particular, the overall number _ _
of customers and size of region). “I'm surprised that they make a third of

-  For Severn Trent customers: their energy from renewables. It’s a

very high number.”
 The number of sewer blockages cleared each year.

_ _ (General customer, Powys)
* The proportion of Severn Trent's energy that is
generated by renewables.
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Customers’ informed views on Severn Trent and Dee Valley’s core
services (1/2)

"133 litres per person per day -
good grief. If you think about 133

Core service Dee Valley Severn Trent

litre bottles of water stacked next
to each other - that's a crazy

« Customers expected their water service to be constant and reliable in normal times, and for good

communication when there are supply interruptions. Generally, Dee Valley and Severn Trent were T

Distribution seen to meet these expectations, although a few customers commented on the disruption caused C N a health and
by roadworks and would welcome more information on planning for future infrastructure work. (Customer na S A
of water T | | wellbeing vulnerable
« Customers are pleased that lead piping is being replaced, but did not feel it was a hugely urgent circumstance, Wrexham)
concern,
« This is viewed as the most important core service. Customers expect their water company to o
provide a safe, clean and reliable source of water that tastes and smells good (without excessive : Ifit's Il G GIETE [supply
chlorination). interruption], that’s completely

understandable. But if it’s

Maintaining |- i | | ' |
alnta g Customers were generally happy that their water is clean and safe to drink and trust Severn Trent planned, I'd like more notice.”

water quality and Dee Valley to provide this service. Some did comment on the taste of their water, and their
concerns with levels of chlorine in their water supply, but this was by no means universal, nor was (General customer, Powys)
it a particular issue to Wales.

« Customers expected waste water to be taken away
safely and reliably, with no negative impacts on the
environment.

“The sewage just goes away. It’s
N/A reliable. No complaints.”

Waste water « Customers were happy with this element of the
service and felt that if there had been any issues,
they would have heard about them.

(General customer, Powys)
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Customers’ informed views on Severn Trent and Dee Valley’s core
services (2/2)

Core service Dee Valley Severn Trent

« Customers felt that it is very important to protect the environment for future
generations, and that their water providers should aim to avoid any adverse
Impacts on the environment. “I think they should be

Not ad | « There was support for water companies going above and beyond their statutory proactive on ,th's' Rather th.an
ot adversely responsibilities, as they were felt to have the size and stature to take action b Just saying we provide this
Impacting the P ’ 4 Y

) service’, they could be
_ themselves (and the bill impacts felt manageable). - 4
environment proactive and actually contact

« There is room for more information on your positive environmental impact, as the people who are struggling

well as the chemicals put in the water to treat it. to pay. | don’t know if they do
that or not, but it would be a

« Customers were broadly happy with the cost of their bills, but would like to see good idea.”
more of a breakdown within them to show where their money goes. (General Customer, Powys)

« There was little detailed knowledge of the targeted support on offer, but

Affordability for customers were surprised and pleased by the range of services available.
all « It was seen as important Severn Trent and Dee Valley are proactive in offering

targeted support to those who need it, rather than wait for customers to ask.
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Customers’ views on Severn Trent and Dee Valley’s additional
services

‘I think it’s a good thing. Kids

Additional

turn on the tap and run a bath

service Dee Valley Severn Trent to the top, and they need to
L : ) think about where their water
« Customers were very enthusiastic about these, and would welcome more information. Ty
- « The most important issues were good water saving behaviours, information to help avert sewer
Edu C_)a.tl onal misuse (not flushing the wrong things down the toilet), and promoting visitor sites and reservoirs. (General customer, Powys)
VISItS

« |t was seen as most important to focus on children (to teach good water habits for later life), but

there was also appetite for educational visits for adults. “It's good to make a play park -
it's bad to have unused spaces

- well done to Dee Valley.”

(Customer in a financially
vulnerable circumstance,
Wrexham)

« Many customers had visited a Severn Trent or Dee Valley owned visitor site or reservoir and
were positive about them (nice spot to relax, exercise, and spend time with family).

Visitor sites « There was a feeling that water companies should do more to promote their role in managing these (so
and reservoirs that customers could see where the money from their bills is going).

«  DVW customers were keen to have underused spaces turned over the local community.
« The possible bill impact of doing more was seen as acceptable.

« Customers had a vague idea that Severn Trent “For me, apprenticeships is the

might be doing some of these activities, but not highest priority...We don’t have

Corporate N/A specifics. All were well received, and there was much unemployment here, but
social licence for Severn Trent to be doing more or all we have very low wages

responsibility of them. because it's unskilled work.”
« Improving jobs and skills emerged as the top (General customer, Powys)

priority for any further action.
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Customers are particularly satisfied with Dee Valley as a local

company

. : "For me a local company is up the
Customers see Dee Valley as offering good value for N g e g
money and are pleasantly surprised by the services there are problems. It's quite
offered and the size of operation. important that the company is

local - it makes it more

- Local knowledge, of both the Wrexham area and the O,
water supply, is seen as a real benefit of Dee Valley’s <C”8tgvfgﬁge'?ng neath ere
service — and makes them more trustworthy. circumstance. Wrexham

« Customers like the fact Dee Valley is “just up the road”,
even if they haven't needed to contact them directly. s v s @ o e

« Customers feel a local company like Dee Valley provides customers and the area - you

customer service which better understands them. don't want to deal with someone
based on the other side of the

 Most customers have been to a reservolr or visitor site and country who doesn't have a clue.”
see a real benefit to Dee Valley turning underused (Customer in a financially

vulnerable circumstance,

spaces over to a local community. Wrexham
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. and there is an opportunity for Dee Valley to be taking this

further

* There Is an opportunity to make more of The Hatch — customers
are not aware of its services and would like more information
about how they can access it.

“Keep Dee Valley local to
the local people of

- Other customers felt there could be a greater local presence - for Wrexham.”
example, having a local area representative, a presence at (General customer,
local/community events and updating local websites like Wrexham)

Wrexham.com with information on services and upcoming works.

» Customers feel it Is important for a local company to play a part in Y TR To—
the local economy. a local place [you can go

- To this end, local contractors should be given local jobs - customers 10f assisencel s cared
might think less favourably of Dee Valley if this didn’t happen. € hatch, in Vvrexham.

(Customer In a financially
vulnerable circumstance,
Wrexham)

* Some customers are worried about the impact Severn Trent’s
acquisition of Dee Valley will have on them as customers — that
their service will become less personalised as customers of a larger
and “less local” water company, and that their bills may increase.
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05 Service fallure
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In Wrexham, Dee Valley customers were presented with six
hypothetical service failure incidents to discuss

What impact, if any, would this have on you and your

The scenario: '
family?

* Do Not Use Notice: customers cannot use water for i e ot e pipes ol e 1o 8

anyth I N g y I N Cl u d I N g fI us h I N g th e to I | et . withat ke What impact, if any, would this have on your community?

» While 5,000 customers got water back within
a few hours, the size and nature of the repair
— there was a 7ft piece of pipe blown away by

- Do Not Drink: customers are told they are not able to ool o e e s
drink the water from the tap. The response: st you | T Mo

incident?

« Deliveries of bottled water were arranged to two
| i i firs ning at 4pm an | f o ———
ganirs’ pointz In town, with tha Tirat opaning at 4pm | How, if at all, would you want Dee Valley Water to

« Large Supply Interruption: a large number of Be SRy, e were tor oponed o as |

it became clear that customers were finding the

customers have no water supply. Wt i

* Vulnerable customers were contacted proactively and
had bottled water delivered to their door.

+ Dee Valley engineers worked to return water supph-*=
thousands of customers, but at lower pressures t

* Pipe Burst: customers are left with no access to

fwio.

l + Dee Valley paid compensation of £25 to all custor . | - my
Wa.ter afte r a. pl pe b u rStS . who had been affected (roughly equivalent to a The scenario: ::Tr:::;gﬂmct. if any, would this have on you and your
month's water and wastewater bill).
* Throughout, Dee 1""‘:‘”'33" Water communicated will| . gng of the main pipes bringing water to a
customers in the following ways local town ruptured in the early hours of a

- Leakage: customers experience a leak on their " Toxt messages were et customers moble | Sunday moring leaving 2000 ausomers |

had numbears) without water.
0 ro e rt *  Regularly updaied the website f"'th details abn: « While 5,000 customers got water back within
. affected areas, as well as updaling social medii| ¢ ST ) ; _
accounts {8 few hours, the size and nature of the repair
Spoke regularly with local media, earrying out 170 there was a Tft piece of pipe blown away by

interviews the force of the failure — meant that supplies
¥ weren't returned to normal until the What response, if any, would you expect from Dea Valley

- Low Pressure: customers are unable to take a * Wodnosay atoroon
shower because there Is not enough water coming out | ~
of the shower head, or water trickles through from the !i*::;,::zz:;i-,_.*,s:’::,:;:,:f:;*:::,‘;zf;zﬂ;,:f:;”'*°

tap. |
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Service failure: impact and expectations

» The degree to which customers felt they might have been impacted by service failure
depended on the type of service failure.

« Service failure types, including Do Not Use, Do Not Drink, Large Supply Interruption are seen as
having the most substantial negative impact.

* In terms of customer expectations in the face of service failure, there are several findings
common across the different types of service failure tested, including:
*  Prompt reaction and apology.
« Transparent timeframes for fixing this issue.
* Regular updates.
* Clear and immediate information.

* The main difference between small-scale and large-scale incidents is the type of
communication expected and deemed most appropriate.

* For large-scale incidents this includes: local news alert, social media, radio, TV, tannoy system alerts,
partnership working with local services.

 For small-scale incidents this includes: social media, texts, emails, calls.

BritainThinks | Private and Confidential
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Having looked at these service failures, customers developed three
key principles for Severn Trent/Dee Valley when dealing with
service failure incidents

1. Resolve issues as quickly as possible

> Communicate with customers about what action you are taking — with
regular updates throughout

3. Offer more support to customers, where needed

BritainThinks | Private and Confidential
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Service failure: what went well and areas of improvement

» Overall, it was felt that service failure incidents were dealt with positively and proactively,
by Severn Trent/Dee Valley and customers were broadly impressed.

* The main areas of improvement revolve around communication, response time and
taillored responses.

COMMUNICATION RESPONSE TIME TAILORED RESPONSE

. Tailored communication and * Where possible, mmediate 7 CUBEIMETS WE I SEe Wil
communication through customers’ response was preferred, and tlinsiElole CUSIDIMENs eIt L
preferred contact method was seen certain wait times (e.g. 12 hours GELE @ [ SUEll CF SElfius el
o e TaE e UEhiE, ETfcE for bottled water) were deemed to and are appropriately cared for.
and cost-effective. be too long.

 Customers also expected to see
more communication through social
media channels, local news

channels, text messages and signs They should have been there eatrlier’.
C e : (General customer, Wrexham)
at the individual sites.

“Elderly, vulnerable people should have
been called.”

(General customer, Wrexham)
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Individual service failure: impact and expectations

IMPACT Incident - specific EXPECTATIONS General

Major negative impact — unable to carry out
essential daily activities

Prompt reaction and
Bottled water

ight i ' : apolo
Do Not Use Might involve needing to s_tay elsewhere Refund/compensation for water pology
Increased cost due to buying water
Early school closure
Businesses affected Transparent timeframe for
fixing the issue
Do Not Drink Increased cost due to buying water
General inconvenience Bottled water
Regular updates
Alternative routes and delayed journey Appropriate diversions & planning
Larae suppl General temporary frustration Compensation for local businesses : e
.ntgrr tppny L ocal businesses affected Overnight works where possible !mmedlqte notification and
Interruptio Long-term positive benefits: improved service and Advance notification el
lower risk flooding Water trucks (where needed _
Large scale incidents:
, : local news alert, social
Alternative routes and delayed journey . - ) _ ’
Leakage Public safety endangered Assessment of responsibility/damage media, radio, TV,
Tannoy system alerts,

partnership working
with local services
Small scale incidents:
social media, texts,
emails, calls

Longer showers and low-level inconvenience
Bigger impact on Dialysis patients and emergency * Prompt investigation
services

Low Pressure

Low-level inconvenience

Pipe Burst

Bigger impact on Dialysis patients and emergency « Alternative sources of water
services
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Individual service failure: what was done well and areas for
Improvement

INCIDENT IMPROVEMENT
Do Not Use « Ensuring vulnerable customers are taken into
Customers identified some consideration "There doesn't
e : seem to be any
specific areas of improvement e S My
: indivsi ' _ *  Quicker provision of bottled water - 12 hours too signs up.”
| reI_atmg to individual service 5, Not Drink 2 (Genoral eustomer.
faillure incidents. These areas of Wrexham)

Improvement broadly revolve
around time of response, type
of communication and
compensation

Large Supply « More protection of businesses
interruption « Asking customers’ preferred method of contact

"It took too long to
Increased communication and regular updates Investigate and too
long to start fixing
the issue.”
(General customer,
Wrexham)

Leakage

“They should let us know when water : : .
: * Quicker overall resolution — 24 hours to get in
gets turned off so we can fill up on water Low Pressure touch too long

before hand”
(General customer, Wrexham)

: « Compensation relative to length of service
Plpe Burst Interruption

More road signs
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O 6 Priorities for improvement
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Prioritising services: Hierarchy of need

» Customers are broadly very happy with the service Severn Trent and Dee Valley provide them. In
line with our findings in England, the priorities of customers in Wales reinforce the existing

hierarchy of needs:

Customers have very limited experience
of service failure, although are positive
about their experiences when they do.

However, customer service and problem

resolution is seen as an important part of
the service a water company offers. For

Dee Valley customers, having a local

water company was an additional benefit.

Providing core services is critically
important to customers, and experiences
are almost uniformly positive. A minority

of customers had concerns about the
chlorination of water for drinking.

Selffulfilment needs

(Provision of services that facilitate wider fulfilment — from CSR,
biodiversity to recreation sites)

Psychological needs
(esteem — independence)

(Provision of customer services, problem resolution and also those services
that empower customers (e.g. support and how we treat people))

Basic needs

(Provision of core services such as safe drinking water,
removing waste and meeting environmental requirements. The
are hygiene factors)

The communications customers receive
from Severn Trent and Dee Valley
generally relate to bills, which customers
are happy with. However, they are also
keen to receive more information about
saving water, as well as the full range of
support and services Severn Trent and
Dee Valley offer.

There are no issues with the billing
process. Customers see Severn Trent
and Dee Valley as offering good value
for money, although some would like

additional information about support they
may be eligible for.

BritainThinks | Private and Confidential

48



Differences between customers in Wales and England

* The environment is more front-of-mind for customers in Wales - particularly those living in more

rural areas like Powys.
- Customers place high value on Wales’s natural assets, seeing them as an important and cherished local resource.

« Customers are keen to know more about Severn Trent and Dee Valley’s positive impact on the environment
... and what water-saving behaviours customers could adopt to be as environmentally-friendly as possible.

* Many of the customers we spoke to had visited a reservoir or visitor site; they value the role you
play providing visitor sites and amenities.

« Water is seen as an important resource for Wales, and one that needs protecting — and customers

would like greater transparency about where their water goes and who uses it.
 In particular, there were guestions raised about the export of water from Wales to England.

‘I would like them [Severn Trent] to do more with

“I'd be willing to spend a bit more If it was going to promote
renewables and solar power. Maybe put solar panels on

biodiversity.”

the sides of the sloping dam walls, if that's possible ?”

(General customer, Powys) (General customer, Wrexham)
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Customers in Wales’ views on lead piping

In 2015 the Welsh Government published a water strategy for Wales, which included working towards removing all lead water
pipes in Wales. We wanted to understand what customers thought about the removal of lead piping.

« There was some awareness of the issue of lead water piping, but this tended to be vague and was rarely linked
to Severn Trent.

- Customers are not overly concerned about the presence of lead pipes, but are pleased they are being
removed.

- However, they do think it is important this work Is done as there Is a perception lead pipes in the system do have
an impact on health and are “poisonous”.

« Customers expect lead pipes to be replaced, if they haven’t been already — although they want advance notice
of works and an idea of the disruption caused, and information on what they are being replaced with.

“On the one hand I’'m not that keen to have lead in
children, but on the other I’'m not sure it should be
something Severn Trent should be doing. It should be

"l think It's a good thing to get rid of lead piping. Lead is
a metal | don't trust at all.”

(Customer in a financially vulnerable circumstance,
Wrexham)

the Welsh Government.”
(General customer, Powys)
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Dee Valley as a local company

- Wrexham customers feel that Dee Valley Is a good local company — and that it is
Important it stays local, maintaining its current identity.

- Some customers questioned whether Severn Trent’s acquisition of Dee Valley will "Very happy it's on the
mean their service becomes less personalised doorstep and you can go

o In and see them - it makes
e ... orthat their bills may go up. Wiediai & BEiar e

. : : : : (Customer in a financially
Good customer service, including face to face contact, is seen to embody the vulnerable circumstance.

local company spirit. Wrexham)

* There Is an opportunity to make more of The Hatch — customers are not aware of its
services and would like more information about how they can access it.

- Some customers felt there could be more a greater local presence (e.g. Dee Valley BRZECKIIZEITS{NIFIEE

attending local community events and updating local websites with information). away from the River Dee

and we know a lot about
- It is seen as important that a local company plays a part in the local economy, it...it's nice that it's so local.”
and customers feel hiring and contracting decisions should reflect this. (CUStomenInainancialy

vulnerable circumstance,

Wrexham)

- Most customers have been to a local reservoir or visitor site and see a real
benefit in Dee Valley turning unused spaces over to a local community.
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Vulnerable customers (1/2) —those with along
term illness or health condition

* For the most part, these customers do not see themselves as having specific "I'd be surprised,
needs — nor do they want to be treated ‘differently’. because it's not the sort
- Itis important to balance raising awareness of the services and support available to of thing you expect from
these customers, without appearing overly intrusive or condescending. a water company, | never
knew they supplied the
- There is limited knowledge of the support services available (including the help that they do.”

Priority Services Register), and who is entitled to them - customers are (Customer in & health
frustrated by this. and wellbeing vulnerable

* More pro-active promotion of the PSR is needed — matched with a broader

circumstance, Powys)

consideration as to who should be captured by this. ‘“My gas and electric
_ N provider send bills in
- Communication with this group needs to account for their specific needs — large print - it would be

which do differ. useful if Dee Valley could

do the same.”
(Customer in a health
and wellbeing vulnerable
circumstance, Wrexham)

 Focus on more taillored communications and different formats for this audience,
depending on specific health needs — and where they already exist, promote them
further.

For example, large print or over the phone rather than online.
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INDIVIDUAL PEN PORTRAIT: Dialysis and multiple health

conditions

Liam* is a 36 year old former day-care nursery manager, who is on dialysis, has an ileostomy
and is partially sighted. He has had Type 1 diabetes since he was 26 years old, has been on
and off dialysis for five years. He had his ileostomy surgery one month ago. Liam has lived in
Wrexham all his life and currently divides his time between his flat and his girlfriend's home.
They both have children from previous relationships, and between them they have three

children.

Liam currently undergoes dialysis treatment three times a week which leaves him very tired,
but in his spare time he enjoys spending time with the children and studying for a children’s
psychology course at the Open University. Liam is currently unemployed, but he hopes that
one day his health will improve and that he will be able to return to work and provide a
comfortable life for his children.

Liam uses water for many daily tasks and activities, including washing, cleaning, toilet flushing,
drinking and cooking. Liam also uses water for his dialysis treatment, which currently takes
place at the hospital, and he also uses water to clean his ileostomy wound and bag and

take his medication. He tends to use more water in the winter for hot baths and hot drinks, as

his health problems mean that he tends to get cold very quickly.

However, Liam is very careful with water. He has a water meter, has a separate bin, a dual flush, water saving shower-
head, a rain water butt and fat collecting pots. The main reason for being careful with water is to keep the costs down, as

Liam is currently unable to work.

Liam has always been a Dee Valley customer and has been very happy with the service he has received. At one point he
thought he was paying too much for his water bill and he phoned Dee Valley to get a water meter installed. They were really
friendly on the phone, they were efficient and got everything sorted right away. Liam is also aware that having no access to
water would have an immediate life-threatening impact on him, and he would be very happy for Dee Valley to customise the
service he receives based on his health needs, by keeping records of his health vulnerabilities, accommodating his
health needs in case of emergencies and sending bills in large print due to his poor vision.

“Not having water would
have massive impact on
my health issues - | need
water for dialysis, for my
medication, to clean my
lleostomy and the
lleostomy bag, and to
drink.”

"It's great that the PSR
flags the issue right away -
Dee Valley can act better
If they know there is a
vulnerable person who
needs help."

BritainThinks | Private and Confidential *Not participant’s real name
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INDIVIDUAL PEN PORTRAIT: Dialysis and multiple health
conditions

‘.‘{';.) ln,g.-

Liam keeps all of his
medication and ileostomy
supplies in the bathroom

where he does his cleaning
and treatment of his
ileostomy

S (A

The bathroom is fitted
with special aids for
better access and
mobility in the bathroom

Liam is careful with
water when doing
the dishes

As well as a dual flush and

a rain water butt, Liam also

has a water-saving shower

head — he doesn’t want to

spend more than he needs
to on water
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Vulnerable customers (2/2) —those Iin a financially
vulnerable circumstance

- While they acknowledge Severn Trent and Dee Valley bills present good value, “There are lots of reasons
Increased focus on water affordability is a priority for this groups. why someone might be
« These customers are more likely to be incentivised to save water where they see it unable to pay the bill - |
can save them money. don’t know if you get cut off
- There is little to no awareness of financial support services offered by Severn or not actually - it would be
Trent/Dee Valley nice to know if you didn't.”
* More communication and clarity on the financial support services offered to this group is (CUEieme nd IEIIEE
needed vulnerable circumstance,

Wrexham)

* While they may need (and welcome) financial support, these customers don’t want
to be made to feel ‘different’ to other customers.

«  Careful communication and inclusive language Is needed when sharing information on
financial support.

“Didn't know anything about
the services or help that is
available - but this is great -
there seems to something

- Some feel restricted introducing water saving measures due to their living here to me.”
circumstances (e.g. not being able to install a shower rather than a bath due to (Customer in a financially
living Iin social or rented housing). vulnerable circumstance,

- Further investigation into how these particular customers could be supported may be Wrexham)

warranted.
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INDIVIDUAL PEN PORTRAIT: Young mum of two children

Niamh is a 22-year old mother of two children, aged five and one. She lives in Powys with her

partner and their dog. In the past, she juggled part-time work at nearby supermarket with studying
at her local college, but has been a full-time homemaker since the birth of her first child. One day
she hopes to go back to studying, and eventually her dream is to become a mental health support “I do think money makes you

worker or midwife. Niamh has struggled with mental health problems for a long time, and when . i
they were at their worst she fell heavily into debt. happier. It just takes the
stress away.”

Niamh continues to struggle with the household finances and is currently 18 months behind on
her water bill. She prioritises her other bills (particularly the gas and electrical bills) over her water
bill because of a perception that her water supply is less likely to be cut off. “It is one of those bills
they can’t take off me. But it does make me feel guilty: I’d like to be on top of it!”

Niamh uses water for the essentials — cooking, washing and cleaning for herself, her two children
and the family dog. She and her partner also rely heavily on their water supply for leisure

“IMy water service] has been

activities. They have a paddling pool in the garden which the children love to use in the summer, : ’
and a tropical fish tank in the living room (which needs to be regularly cleaned out and refilled with comp Ietely 7_‘/ne. I've never
had to go without water...I

fresh water).
Environmental issues and sustainable water use are important to Niamh, and she is pleased at the extent of Severn Trent’s activities in this think they’ve been so

area. “It’s a positive,” she says. “They’re obviously thinking about different lifestyles and the environment”. One way that she conserves lenient.”
water is by taking showers every other day rather than daily, although this is largely because of cost rather than environmental reasons.

In addition to reliably supplying safe water, Niamh thinks that Severn Trent should prioritise environmental sustainability and providing
support for customers who can'’t afford to pay the bills. Personally, she is very satisfied with the service she has received from Severn
Trent, and thinks they have been sympathetic and understanding about her problems paying her water bill. However, she has friends who have
experienced service failure in the past, and felt that Severn Trent could have been quicker and more responsive to deal with the problem. i
*Please note: photos for this

Although Niamh has been informed about the Water Direct scheme in the past, she was surprised and impressed to find out about the range of :
support that Severn Trent offers to financially vulnerable customers, and thinks that these schemes should be promoted more energetically. respondent are unavailable
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Conclusions

» Severn Trent and Dee Valley should be encouraged by the insight generated from customers in
Wales — they are positive about the services they receive, and think you provide good value
for money.

- Awareness of the water cycle and the full breadth of Severn Trent/Dee Valley's activities,
outside of the core service, is low. Customers are happy to let you - and trust you - get on with
the job.

- Customers are impressed at the scale of your operation, and think you should do more to
promote your services.

» They also value the role you play in protecting the environment and providing visitor sites and
amenities.

» Severn Trent and Dee Valley are seen to deal well with any service failures that arise.

 The findings reinforce the importance of resolving issues as quickly as possible, communicating with
customers about what action you are taking, and offering support to customers, particularly those deemed
to be more vulnerable.
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Conclusions

« Some of your customers are already taking active steps to actively save water - but there is

clearly appetite to do more of this, and to receive more information on how to go about it.

- There is a clear role for Severn Trent and Dee Valley to better educate customers and help them be more
water-conscious.

* For the most part, the most effective motivator would be saving money.

» Customers want to hear more about the full range of support schemes and services
they may be entitled to — including support for vulnerable customers (the old and young,
those struggling with bills and those with health and wellbeing vulnerabillities).

* For Wrexham customers, it's important that Dee Valley retains its feel as a local
company, with a strong focus on good customer service and a greater local presence.
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Prioritising services: Hierarchy of need, reflecting all audiences

All customers are generally satisfied when it comes to customer
service and problem resolution.

« For financially vulnerable, future customers/shared bill payers
and general customers this was a less important priority.

» General customers, health and wellbeing customers, and
customers in Wales had limited experiences of service failure, but
were positive about Severn Trent’s response.

* customers in Wales were particularly satisfied with customer
service and saw Dee Valley being a local company as an
important element of what makes great customer service.

« Service failure customers were broadly positive about their

Self-fulfilment needs

(Provision of services that facilitate wider fulfilment —
from CSR, biodiversity to recreation sites)

When it comes to communications and CSR,
customers’ main communication from Severn Trent

relates to bills only, which they are broadly happy with.

« However, customers would like to receive more
information about the support services which are
offered by Severn Trent to vulnerable customers to
which they may be entitled.

* Only future customers would not want to receive
extra information and do not think Severn Trent
needs to communicate more widely on the support
available for vulnerable customers.

experiences, but would like quicker and more frequent

communication during incidents. When it comes to billing and fair pricing, customers are

generally happy and don’t have any issues.

» For general customers, health and wellbeing vulnerable
customers and service failure customers, bills were lower
priority: they feel their bills are affordable and represent
good value for money.

Psychological needs
(esteem — independence)

(Provision of customer services, problem resolution and also
those/services that empower customers (e.g. support and how we

The provision of core services is seen as critically
important and highest priority for all customers.

» All customers’ experience of receiving this core service

was generally very positive. treat people)) : " : :
* customers in Wales wanted additional information around
financial support they would be eligible for.
« However, amongst general customers, health and Basi g
wellbeing vulnerable customers and service failure w asu; NIl " . : . _ _
(Provision of core services such as safe drinking « Pricing was a high priority for financially vulnerable

customers it was felt more could be done to educate to
customers about the water cycle, saving water and
preventing sewer blockages.

water, removing waste and meeting environmental

_ _ customers who also wanted increased transparency
requirements. These are hygiene factors)

around water meters and available financial support, as
well as greater flexibility around paying the bills.
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