


o N, o
1 B

PR19 Consultation Feedback

Monday 21st May

Prepared for Anglian Water

by incling 21.05.2018




incling

Agenda for today

OVERALL CUSTOMER RESPONSE

And priority areas

OUTCOME AREAS

And customer reaction to targets

BILLING SCENARIOS

And customer view on deferring and leakage

FEEDBACK LOOP

What do customers still want to know?




Overall reactions

And customer priority areas



incling-

Customer expectations .

Going into the consultation (and based on their current knowledge), customers
expect to hear about and be reassured that AW is addressing some key areas

BIG CHANGES AW IS
MAKING

v" How is AW addressing leakage and being more efficient

IMPACT ON
CUSTOMERS

v' What will the bill impact be on them?

v" How will AW be working towards educating the with water?

customer base on the need to reduce water v How is AW addressing the need for greater network

usage?’ capacity in the future?

v What big innovations and changes might start to on the environment?
appear around the home around water re-use? v" How is AW working with others to help reduce the cost

impact on customers?

Hopefully AW are going to have education top of the list, | am most interested in being introduced in more detail to
as everybody is worried about high bills, reducing their the positive ways Anglian Water is actively protecting the
usage and how to go about it. environment whilst saving customers money.

Tech Savvy

Eco Economiser




Do customers
support your 5-
year plan?




The short
answer, is YES!

v Reassured leakage / burst; investment is
being addressed, a top priority and concern for
customers that impacts them both in terms of
disruption, and overall cost to the business

v Confident AW is incorporating greater
environmental protection

v Confident AW is addressing the risks of droughts
and flooding

v Accept that overall the bill increases justify the
additional future proofing and safeguards for

customers
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Overall, the process has
reassured customers AW has
thoroughly planned for the

next 5 years




Customers have
acknowledged that it is
a balancing qct

BOUND BY REGULATION
Acknowledge that AW is ultimately operating within the

confines of what they can and must do :
| feel that | have learnt an awful lot about AW, the challenges it has now

and in the future and the ways / options it has to go forward. This also
helps me to understand why bills must go up and where the money is

BALANCING PROFIT WITH FAIRNESS being spent so as a communication exercise for me it provided greater

depth of knowledge.

Understand that AW has a duty to balance the books fairly Comfortable & caring

so that customers don’t consistently pay more towards

greater shareholder profits -

RESOURCE PRESSURE
With pressure from Government, and from Ofwat, AW

needs to demonstrate it is providing decent service
additional growth and potentially less water that without overcharging to pay ‘Fat Cats'.

Customers are informed about the pressures of

will require both infrastructure improvements as

Tech Savvy

well as great efficiencies




The process has highlighted
that perhaps AW has the
impossible challenge of never
being able to please everyone
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ADVANCED METERING

Suggests a shift towards more
compulsory metering and greater
access to data (for them and AW) to
make more informed decisions around

water usage

WATER GRID

A shift towards working with
other water companies and
greater sharing meets customer

expectation as a solution

What were some positives?

A few specific elements of the plan stood out as being particularly exciting - big
changes that have the potential to impact on AW’s business and customers

BATHING WATERS

An Increase In waterbodies

that will achieve better water
guality feels like a direct

benefit to them (with potential
for leisure enjoyment of

these)
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Choice areas

Where there is a choice around prioritising investment, customers place most importance on areas
that impact on water-waste, on them and the environment

Burst water
mains / sewer

Low
pressure &
asset
outages

Treatment

MOST LEAST

flooding &
collapse

compliance

IMPORTANT IMPORTANT

LESS WASTE & DISRUPTION IMPORTANT BUT EXPECTED LESS IMPACT ON THEM

A top priority and concern for customers Ensuring water is safe Is an expected aspect of what Aspects that feel lower risk and

that they feel impact them both in terms of AW should be doing — customers trust AW to determine  have minimal customer impact
disruption, and cost the appropriate level of action based on identified risk are less of a priority

| think sewage leakage Is a health hazard so needs to be dealt with as quickly as
possible. The treatment works meeting EA targets is nowhere near as important as
the rest, unless this is someone putting something really poisonous in the supply.

Comfortable & Caring
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Audience differences

Certain customer groups place greater importance on certain areas, while others
are more challenging of where money is going

) !Y; r Comfortable & Caring /
g Eco Economiser
- b
| believe the ideals as stated in the plan are
& =i B

commendable, but what really annoys me is
the fact that so much of the proposed extra
cash is to be allocated to smart meters. This
money would be much better spent on
Improving the infrastructure rather than lining
the pockets of the meter manufacturers.

Family First & Tech
Savvy

Water consumption can only be reduced so
far. We all need a certain volume of water
per day. However, giving customers tips on
how to minimise consumption should
continue.

Protective Provincial /

Careful Budgeter
Family First

Comfortable & Caring

| feel water bills are already exorbitant and | have not seen
enough evidence in previous posts here to warrant any

Increases. The improvement offered are things that AW should
be doing as a business - i.e. paid for out of its profits not by
Increasing consumer bills. You can't just pass everything on to
us and expect us to accept it!

Protective Provincial
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Audience differences

Certain customer groups place greater importance on certain areas, while others
are more challenging of where money is going

Family First & Tech Comfortable & Caring &

Savvy

Eco Economiser

Customer groups that are younger, working, and with More overtly interested about the impact on the

young children are more interested in how AW will be environment and their local area, while being more

supporting them in the future. More interest and support critical around the notion of having to pay towards

around: aspects that aren't ‘core’ water functions:

v' Education programs that will help them and their

: - v' What environmental actions are being taken
children use less water and be more sensitive to Protective Provincial &

v What efficiencies and improvements are being

Careful Budgeter

the environment (e.qg. plastics, fatbergs etc.)

made

v Metering that may help them change their | | X More critical of customers having to pay towards
. Most vocal about customers having to ‘foot
behaviour | | | | initiatives that they don’t feel will impact them
L . the bill" and interested in hearing how AW

v Initiatives that will help them save water and (e.g. smart meters)

are making efficiencies to ease the financial
money

. . . Impact on customers
v Innovations and improvements in the water P

recycling and re-use space



For your biggest group of
customers, they just really
want to be given the tools to
know what to do...
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Outcome areas

And customer reactions to targets

15
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Performance areas reassure
that across all areas
iImprovements are being
made

SAFEGUARDING CUSTOMERS

v Full compliance with water quality and safety

v Anglian Water will continue to provide water in a drought

A SMALLER
FOOTPRINT

OUR PEOQPLE
FAIR CHARCES. HEALTHIER

FATIR RETURNS HAPPIER
SAFER

POSITIVE

INVESTING » TMPACT ON
FOR TOMORROW

COMMUNITIES

WATER 1S
OUR BUSINESS.
WE HANDLEWITH
CARE, AND wE
DON'T COST
THE EARTH

DELIGHTED
CUSTOMERS

It seems you have a culture of continuous improvement in
most of your activities. This is good and speaks volumes

NETWORK IMPROVEMENTS about the guality of your management and strategy.

v Aims around continued improvements to fix and improve network issues

v’ Largely aiming to fix more leaks, bursts and pollution incidents

NEW ENVIRONMENTAL AMBITIONS
v Bathing waters, WINEP and Natural Capital all feel like improvements
towards a more sustainable and conscious relationship with the

environment

Comfortable & Caring
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OUR PEOPLE
FAIR CHARCES, HEALTHIER,

FAIR RETURNS HAPPIER

SAFER

FOR TOMORROW COMMUNITIES

The key things customers s

|
. : OUR BUSTINESS
PE?IL}ENT WE HANDLE WITH
BUSINESS CARE, AND WE

WATER 1S

DON'T COST
THE EARTH

the decision making process €7V 1 r\C7y

Assessing the level of ambition

« Customers didn't always feel like they had expert enough knowledge
to determine whether a particular ambition was ‘stretching’

* The notion of a ‘deadband’ that acts as a buffer sometimes was

Interpreted as a reason not to need to meet the target

Creates questions they didn’t know they had

« Being introduced to very specific and technical aspects of AW'’s
business can result in customers feeling like they need to know even
more (e.qg. Iif water abstraction will be reduced, when and where will it

Increase?)

Predicting the future

 There seems to be a contradiction between less overall rainfall yet
Increased intensive periods of rainfall, yet working towards less
Incidents across all sewerage network. The big question is how will

this be achieved and is enough capacity being introduced?

| like the target but don't understand how more risk of
'peak rainfall intensity' leads to a performance level
that says there will be less incidents. The big question

IS How?

Protective Provincial




How vuilnerable
customers are supported
resonates with many...
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Vulnerability in focus .

The plan to support vulnerable customers is largely supported and reassures
customers that AW are committed to back initiatives that support others

SURFACING SUPPORT IS KEY IDENTIFYING IS THE CHALLENGE FLEXIBILITY IS KEY

v' Customers point to the barriers that vulnerable v Customers acknowledge that the big challenge v Acknowledging that not all vulnerable
customers will have in accessing and being IS identifying those who classify as vulnerable, customers have the same support needs
iInformed about support (i.e. no access to with not all necessarily knowing or wanting to and adjusting the type of support (e.g.
Internet, inability to access internet etc.). Identify as such. A multi pronged approach that whether financial, practical or educational)
Therefore the notion of working with uses data, a central register and partners with to each person is key to having a positive
organisations and to help customers become other organisation to identify those in needs and helpful impact
more aware of the help in the first place feels feels like an effective way to addressing the
like a priority challenge

| think that promoting support is the key | was particularly impressed with the ideas of A recent boiler failure in the cold weather - advice

to making it all work. Like most things, using data to identify possible vulnerable from gas company ‘Keep warm and give plenty of
there is a lot of support available but customers, as sometimes those in most need hot drinks’ - not the most practical advice for a

people are just unaware of it.

either don't realise the challenges, or are the kidney patient with a liquid allowance of 500mls per
sort of people who would not make a fuss. day. :=((

Tech Savvy Tech Savvy Tech Savvy
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Vulnerability in focus .

However some customers do question some aspects of the plan

FOCUSING ON A NUMBER

One of the main areas that customers do question
is the notion that not all ‘vulnerable’ customers
have been identified and that the plan seems to
set an arbitrary number of customers to have on

the ‘list’, rather than aiming to identify all

customers who may need support

If there are 1,000 vulnerable customers, then all
1,000 should be helped. | don't think you can
judge performance on the numbers helped and |
think that it is wrong to penalise or reward on
the basis of the number helped.

Tech Savvy

A NOBLE CAUSE

There is some resistance to the idea of a
company being incentivised based on good
performance in an area that should be part of
providing good service. The notion of being
rewarded/penalised on an arbitrary target of

vulnerable customers doesn't feel fair or logical

Why Is it necessary for such a worthwhile
endeavor to be subject to incentives? | would
have thought it was part and parcel of providing a
good service and only in extreme cases would
monetary penalties or 'outperformance payments'
be needed.

Eco Economiser

DRAWING A LINE

Some customers don’t support the idea of
concessionary tariffs and draw the line at giving
vulnerable customers financial flexibility, which is
largely seen to cross over into the role of government
— efforts from AW should be more about helping those

INn needs claim benefits / schemes they are entitled to

| am not sure that concessionary tariffs would
be acceptable to everyone - we should all live
within our means and even vulnerable people
have to learn the hard facts of life. Being
flexible on different payment plans, schedules
and helping people to maximise their income
benefits would be far more acceptable to the

majority. Tech Savvy
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Customers
support...

v'The right priority. Maintaining water
guality is an essential ambition; highly
resonant across customers. A core
concern that the target addresses.

v'Collaboration appeals. Aiming to
achieve O failure commitment by
working closely with farmers,
businesses, and stakeholders feels
like a good approach that is more
proactive than treatment alone.

| am happy with this target and do feel AW is moving in
the right direction. They have acknowledged farmer
use of pesticides and work closely with farmers to
reduce the risk of pollutants. This is remarkable
planning.

Comfortable & Caring

Water sampling should be carried out on all
areas and should be 100%.

Tech Savvy

Water sampling should be carried out on all
areas and should be 100%.

Tech Savvy

7 Questions
®  or concerns...

Customers want to see a clear link
between some of the successful
Initiatives i.e. help customers make the
link between the specific programmes
such a Slug It Out ands the progress
that has made.

Trusting farmers. A minority do
guestion how much industry can be
relied upon and therefore whether it is
overly ambitious (although the
deadband is likely to have included
room for this).

| like the idea mooted in previous Love Every Drop
information that AW can work with farmers to
encourage different ways of working, with less
pesticides and fertilisers to leach into the
waterways and water supply.

Protective Provincial

Is this where you are helping farmers use other
chemicals?

Tech Savvy

Some aspects you have limited control over,
polluters don't usually ask for permission!

Protective Provincial
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Customers
support...

©)

v'Resounding approval. Substantial
supply interruptions are something
people feel passionately about, and so
efforts to reduce these are met with
widespread approval.

v'Supports perceptions of AW already
having good performance around
disruption times.

v'Recognising the challenge. Customers
comprehend how much of an
Improvement this could be, and
recognise it will likely be a challenge,
but one that’s worthwhile.

Good that AW is aiming to do over twice as well
as 2020.

Protective Provincial

Seems an enormous improvement - hope it is
achievable .
Family First

All companies should strive to delight their
customers

Family First

, Questions
®  or concerns...

* ‘Top 25% of water companies’ is
seen as being potentially
misleading, with most customers
unsure of how many companies
there are to begin with and whether
this would impact on their average.

The ‘12 minute’ goal was largely
understood, but customers caution
this should always be explained as it
can seem off-putting on first glance

Are the aims achievable? Given the
performance goals are describes as
‘stretching’ people sometimes
guestion how achievable they are.

You may need to explain clearly the metric if
you have been without water for 24 hours and
see the 12 minutes you would be furious?

Family First

Probably will prove too ambitious based on
recent performance.

Protective Provincial

Can the figures be skewed by having more
customers in its area?

Tech Savvy
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Customers
support...

v'0% target is what customers want.
Eliminating severe restrictions is
applauded for being a bold ambition
that addresses and safeguards
customers against water cuts.

vt feels like an improvement in service
In the future and considers the needs
of customers.

Recognises it will not be easy but demonstrates
that you are doing everything possible to
ensure the target is met.

Comfortable and Caring

This is a brilliant target!
Tech Savvy

It is a big project to take an issue to 0% but a
very good target to have. That means
customers could put their trust into AW that
things will get better.

Protective Provincial

7 Questions
®  or concerns...

How it will be done? Some do
guestion whether an absolute zero
alm can be predicted when water
levels may not be known.

There may be a need to reassure
on HOW this will be achieved so
that it feels logical to customers—
IS It tied to increases Iin water
capacity where extra water is
being stored specifically during
the summer months?

A good target and would help achieve a loyal
customer following so long as they could see
improvements happening.

Protective Provincial

| am just not sure this is possible, who knows

how much water will be available in years to

come, we cant predict the weather
Comfortable & Caring

Is it necessary to aim for zero risk - few other
services would attempt this degree of security?

Comfortable & Caring
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Outcome: Investing for tomorrow
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Customers
support...

©)

v'Customers informed and reassured
around impact on them. Easy to
understand and customer-friendly
language strongly resonates.
Customers feel reassured that Anglian
Water are doing all they can to
minimise the impact felt by customers
In these instances.

v'Accept that AW are continuing to build
their understanding of disruptions and
ultimately reducing the impact on
customers through more research.

Customers not affected by the reduction in
capacity is the result of good planning and
management.

Eco Economiser

Outages are very disruptive to families. It's
great to hear that work is being done to
minimise outages.

Tech Savvy

2 We are undertaking a significant piecen%f ‘(’;’3:“ to
|~ ance a

erstand our current perform

t::rt!gpc)sal is to maintain our current level of

performance | the next

| am sure that whatever needs to be done to
achieve this, AW will commit to the whole process
of water treatment for future improvements to stop
failures and be able to log failures will happen.

Protective Provincial

7 Questions
®  or concerns...

* Lack of data seems difficult to
understand; customer question
why there isn’t any data from
previous years that could be used
Inform a baseline to improve from,
or why zero isn’t the aim?

‘Maintaining’ current level can be
interpreted as ‘standing still’ with
not aim of improvements —there
may be a need to reassure
customers about the minimal
Impact/ risk to them.

Sounds like standing still. Perhaps consider
maintain and improve on current performance
levels.

Comfortable & Caring

Fine, not bothered since you said it probably
won't impact me! But really this doesn't interest
me much. You're just going to maintain a level

of performance you don't know much about!
Comfortable & Caring

Should not the performance commitment level
be 0% chance of outage?

Comfortable & Caring
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Customers
support...

v'Active vs reactive. The notion of
actively seeking out problem areas
reassures and aligns with customer

expectations that AW shouldn’t adopt
a ‘wait and see’ approach.

v'Reassures around known risk.
Reassures customers that AW is
proactively addressing the needs of a
deteriorating network that is in need of
Investment.

v'A target that feels like an
Improvement.

Good - proactively seeking possible leakage

problems, rather than just waiting for them to
happen.

Protective Provincial

| particularly agree it is difficult to predict leaks
but the roll out of new infrastructure will
decrease this in the future.

Careful Budgeter

You need to be proactive rather than reactive. As
newer pipework goes in you should get fewer
failures, much of the existing pipework is ancient.

Comfortable & Caring

7 Questions
or concerns...

2020-2025 jump feels small. In context
of the shift from 5,093 to 4,800 in 2020,

the target of 4,720 by 2025 doesn'’t feel
as ambitious.

Inconsistency in the industry. A lack of
a consistent method that is

Implemented feels counterintuitive to
customers.

Customers acknowledge that weather
IS a variable factor, but also question
whether therefore this isn’t something

that can be planned for in advance
during cold months?

AW's improvement in PCL may well be greater than
the current industry average and | applaud that. But it
isn't clear HOW AW will reduce the PCL. And is it
sufficient to just repair the existing pipework? Or
should those ancient, frequently bursting pipes be

totally replaced with better ones that are less likely to
burst in the future?

Comfortable & Caring

Can the water industry not agree to a consistent
measure?

Protective Provincial

This is difficult to predict, need to come up with some
investment in coming up with effective ways to stop
this happening in the 1st place and be frost/cold

avoidable. Tech Savvy




Customers 7 Questions
support... ® or concerns...

v Ambition delights. Setting ambitious How will ’advanced metering’ help
leak targets taps into customer detect leaks? Not all could make the
expectations around not settling for link between what ‘advanced
average and continuing to improve metering’ would be and how it
leakages. would help identify leaks? How is

vIndustry leading leakage rates is the data shared? Is this going to be
something to be proud of - continue to smart meters?
communicate this! Comparing to others feels like an
v'The notion of introducing more smart ‘excuse’ not to be ambitious. There
data to AW’s and customers’ IS a feeling that regardless of what

understanding of usage feels like a other’s are doing, AW should

step in the right direction. maintain its eyes on being
continually ambitious around leaks.

It is good to hear that AW is striving for even | don't understand how advanced meters for
better results! customers would help to spot water leakages? |
Protective Provincial would have thought that most water leakages
occur in clean water pipework and sewage
pipes not in but outside of your customers
properties.

Smiley face, well done keep it up! Protective Provincial

Eco Economiser

This is where all money should be spent, these

would enable you to see leakages quicker by AW needs to set its' own standards, even if
having up to date info from individual areas, and will they are much higher than its' peers.
create better and faster planning. This would also

be good if companies were also given smart meters Protective Provincial
Tech Savvy




Customers
support...

D

incling
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Protective Provincial

7 Questions
®  or concerns...

Almost perfect. The only negative
response to this initiative was that it's
aims are to meet the minimum target
and no additional actions beyond this
(e.g. working towards faster remedial
action if a non-compliance happens).
While a minority weren’t sure why
there could be a buffer of 98.6% if 99%
was ‘requirement’ from the EA.

Some customers raised questions
around how the severity of non-
compliance is measured, and what
systems are in place around traders?

Striving to achieve the maximum would be what
Is expected. So doing nothing extra?

Eco Economiser

How do you measure a failure? Is a small blip
measured the same as a catastrophic issue?

Family First

| had hoped that foolproof systems have been
put in place to ensure that contractors / traders
do not do this any more.

Protective Provincial
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Customers
support...

v'A credible commitment. Customers
feel reassured that AW are committed
to investing in old pipes feel that AW
sees this as a ‘main’ priority.

v'Best ever historical performance:
Feels exciting, and with this target
feeling more relatable, customers
support the need to put energy into
mains longevity and structure.

v'Accept that weather may impact on
performance.

It seems you have a culture of continuous
improvement in most of your activities. This is
good and speaks volumes about the quality of
your management and strategy.

Comfortable & Caring

Good idea to try and reduce by 10%.

Eco Economiser

Good- however ambitious AW is, it is necessary
to take into account unpredictable weather
phenomena.

Protective Provincial

7 Questions
®  or concerns...

Preventative rather than remedial?
Some question whether a preventative
strategy rather than reacting and
fixing mains, is a better way forward...
Or whether this is even possible?

Some do question the relationship
between a ‘stretching level’ but then
having a fairly large deadband buffer.

Good aim, but no information on what you are
doing to try and reduce number of burst mains.
Is it even possible to proactively reduce burst

main numbers? Protective Provincial

Is it older pipes that burst? Wouldn't a better
focus be to have a replacement programme?

Comfortable & Caring

What is the point of this? In part one you put a
target, and then in part 2, immediately say you
don't think you'll reach it

Tech Savvy
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Customers
support...

v'A good idea. People see the logic in
reducing singly supply systems, even
if it’s not quite as important as other
ISSues.

v'A solid plan. Customers appreciate
the forethought and planning on this
Issue, and a structured timeline makes
the ambition goals feel achievable.

Well that seems a very ambitious program so if
it is important (and | don't know if it is) then well
done, if it succeeds.

Comfortable & Caring

This sounds like a good target to aim for.

Comfortable & Caring

This seems like s good clear improvement
within a reasonable timeframe.

Tech Savvy

7 Questions
®  or concerns...

Not an immediate priority. A number of
people believe this was less of a
priority, as interruptions are seen as
very infrequent, and the money might
be better spend improving other things.

Taking money from bigger issues.
Some customers feel this issue is firmly
below other issues discussed in terms
of priority.

People struggle to understand the
nature of these single-supply systems,
and feel its priority is hard to judge
without more detalls.

| don't think it's much of a problem as it's not on
a frequent basis that the water would be cut off

Comfortable & Caring

With no knowledge of what system | am on and
having never been inconvenienced by this | am
unsure how important an issue this is.

Eco Economiser

The cost of this work must be huge. | think it's better

to spend money on making sure that existing

infrastructure is as reliable as it can possibly be.
Tech Savvy
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Customers
support...

v'Plenty to be proud of. People feel
Anglian Water is doing well, and are
supportive of the prior ‘significant
improvements’, as well as the
‘amazing’ 0.59 properties per 10,000
statistic.

v'A low number overall. In context, only
106 properties feels quite low.

Great to see that such significant improvements
have been made already.

Tech Savvy

The statistic sounds amazing!!!

Eco Economiser

Living with low pressure is frustrating | can tell
you that much from experience because our
home has consistent low pressure... so this aim

IS very agreeable. . . .
yag Protective Provincial

7 Questions
®  or concerns...

Clarity over why less can’t be
achieved. Customers agree that low
pressure is frusirating, but they aren’t
sure from the PCL why more can’t be
done - bringing to light the complex
nature of addressing all properties will
help clarify to customers that this is an
ambitious target.

What was it in 20057

Eco Economiser

Great that more customers will have good
pressure but it seems crazy that anyone is
suffering with this. But | don't know why some

customers do and others don't.
Eco Economiser

| do not understand the complications that
having to correct the low pressure issues but it
must be difficult because of only a small

Improvement. Protective Provincial
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Customers
support...

v Future-facing sustainability. Not only
shows keen awareness of issues of
demand and climate change in the
local area, AW proposes solutions to
minimise their impact.

v Avoiding in principle sounds good.
Although customers weren’t able to
assess whether the volumes of water
were good or not, they do accept that
reducing abstraction to minimise
Impact is the right thing to do.

An excellent goal which fully supports our future
environment...A challenging target, but very

worthwhile if it is achieved.
Comfortable and Caring

This sounds like a good idea so long as companies
can run without loss by working out ways of working
around taking water at key times.

Tech Savvy

This what we would all like to see, if it can be
achieved!

Eco Economiser

7 Questions
®  or concerns...

Pressure on the other measures. The
biggest question customers have is
the extent to which this will rely on
other measures:

e Are there non-sensitive sites where
abstraction will be increased?

« |Is water transfer part of the
solution?

Will it not also mean AW has to arrange
transfers of water from less sensitive sites?

Comfortable and Caring

Don't know enough about this to comment.
Would water be abstracted and stored when it's
available to abundance?

Tech Savvy

Don't know enough about this to comment.
Would water be abstracted and stored when it's
available to abundance?

Tech Savvy
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Customers
support...

v Important in the eyes of customer.
Flooding that may affect them (in home
particularly) is key to address - feel
reassured this is being addressed.

v'Reduction down by ~400 incidents
feels like an improvement, although
not a large decrease, customers trust
AW to be making the improvements
required.

A good intention — definitely needs to be
addressed.

Comfortable and Caring

You need to plan for future climate impacts ,but
at the same time reduce foul flooding.

Protective Provincial

This is only a very slight decrease in incidents,
but presumably those modelling performance
know what they are doing!

Family First

7 Questions
®  or concerns...

Greater risk vs less incidents? The
key point of confusion for customers
Is around HOW a lower number of
Incidents will be achieved if there is
great risk of intense rainfall —there is
a need to explain WHAT AW is
iInvesting in and HOW this will help
towards improving the number of
Incidents (is this about improvements
In the network?)

Is the target too stretching given the
predicted intensive rainfall?

AW is moving in the right direction by coping with an
increased number of sewage flooding incidents but
they should be also be able to accommodate a small
increase in peak rainfall intensity.

Eco Economiser

How does increased risk of more rain equal
less incidents of flooding? What exactly is AW
doing?

Protective Provincial

Given that the EA are predicting 5 -10% increase in
peak rainfall would it not be sensible to aim for a
lower more achievable target rather than possibly

in rselv fail?
setting yourselves up to fa Tech Sa
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Customers
support...

v'355 feels like a suitable target. From
their understanding the proposed
reduction is seen by many as a good
Improvement since 2020.

v'Feels like like an areas that may have
a negative impact on customers and
therefore feels important to address.

This is almost 25%, a big improvement.

Eco Economiser

A reduction of this much is great.

Family First

Nit a nice problem so good to see a more
challenging target.

Protective Provincial

7 Questions
"  or concerns...

* Delighted? Some confusion as to why
this is about ‘delighting’ customers, to
not be flooding feels like an
expectation so jars slightly with the
outcome area.

Who is involved? Some customers
interpreted ‘internal’ as problem
happening on their properties —is this
about customer education or network
Improvements?

« Is it 355 incidents per year?

'‘Delighted' isn't the right word here! We don't
expect internal sewer flooding and would be
disgusted if it happened. It not happening though
isn't 'delighted'!

Family First

Why use internal here - makes me think it only
occurs in customers homes not in the street or
gardens or worse storm overflows into water

courses.
Tech Savvy

Per year ??7? Or up until 20207?
Tech Savvy
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Customers
support...

v'People appreciate forward-planning.
Customers appreciate the efforts to
anticipate future problems, and on a
general level support Anglian Water’s
Initiative to make assessments and
plan for future changes and increase in
population.

Network improvements will make the business
more resilient,

Eco Economiser

| think it's essential to reduce flooding risks.
Particularly for isolated people and vulnerable
people.

Tech Savvy

Important to forward plan.

Protective Provincial

) Questions
" or concemns...

‘Maintaining’ and ‘current level’ don’t
feel proactive enough. It wasn’t clear
to all customers why the risk wasn’t
being reduced given the potential
Increase in intense rainfall —there
may be a need to explain more
specifically what percentage of
customers are at risk, and that this
percentage is being maintained by
specific infrastructure additions.

There is an expectation to hear that
developers are also contributing to
the cost.

If you are trying to maintain how is this an
Improvement ?!

Tech Savvy

No better or worse. Sounds like it's a struggle
just to maintain rather than improve.

Family First

The additional cost of safeguarding the

complete network by adding these connections

should be borne by the developers.
Comfortable & Caring
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Customers
support...

v'Carbon nevutral by 2050: A mission to
be cleaner a significant goal and
worthwhile challenge which feels
achievable.

v'Capital carbon aim, 60% reduction:
feels ambitious and challenging.

v Innovations and collaboration feels
like AW are making efficiencies in the
ways they work with others.

This seems like a reasonable aspiration and
one that is important to toward towards.

Comfortable and Caring

What day to day activities cause this? Are there
examples?

Comfortable & Caring

It is important to work with other involved
companies and agencies to achieve this.

Comfortable & Caring

7 Questions
®  or concerns...

Operational carbon aim, 10%
reduction: difficult for customers to
gauge whether 10% reduction is
good or not, there is a need for more
insight into WHAT changes AW will be
making over the next 5 years.

What are the ‘day to day’ activities
that impact on carbon emissions and
what is being done about these?

What day to day activities cause this? Are there
examples?

Family First

10% of what - meaningless figures giving no
feel as to what it means...

Tech Savvy

Giving a reduction figure without background
information is just "pie in the sky" and
meaningless.

Tech Savvy
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Q Customers
support...

v Down to 416 incidents feels like a step

in the right direction.

v’ Most accept the challenges of
working with a newly acquired pipe
network and the fact that this will
impact on the collapse rates
experienced.

| do get this point, that AW can't be blamed for
the state of sewers they have only just taken
over. Fair point, well made.

Eco Economiser

Continuing investment is essential to ensure
constant progression.

Tech Savvy

Probably measuring past performance and
improving is the only valid way.

Family First

7 Questions
®  or concerns...

* ‘100’ deadband ’'buffer’ feels high as
roughly 25% of the target.

- Difficult to get a sense of the exient to
which the target is ‘stretching’ due to
‘limited comparative data’ and
unknowns around the new network
(which also may be skewing previous
data?)

Customers question why Anglian Water
ook on the new network in the first
place and what incentives/support
was given to AW for 'taking on’ the
additional sewer network.

If data on private sewers taken over is going to
skew the data, why not report on these
separately? Then the target for 2025 could be

more challenging. Tech Savvy

So a 25% get out of jail free card? Seems
excessive.

Eco Economiser

Why didn't you insist on them being repaired by
the previous owners before you adopted them
instead of passing those costs onto we

customers? . . .
Protective Provincial
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Customers
support...

v' Meets customer expectations.
Measuring customer satisfaction is
an expectation and therefore a clear
goal to delivering ‘excellent’
customers service feels like what
they would expect form Anglian
Water (as well as most large
companies).

v Impartial and collaborative.
Involvement of Ofwat feels impartial
and reassures that this come from an
Independent measure. Feels like a
two-way relationship with developers
where it’s important to work together
to achieve properly planned
Infrastructure changed in order for
supply to meet demand (while some
do question why developer
‘satisfaction’ is required).

Very important AW need to make sure that
companies and supply and demand is covered
when new properties are being built.

Tech Savvy

7 Questions
®  or concerns...

How is ‘excellent’ measured?
Customers point to the qualitative
nature of excellent as the key measure
and question on what basis it will be
measured.

League tables. Not all customers are
In favour of league table style
comparisons, for a few reasons:

* Don’t buy into the notion of creating
competition between water
companies

Don’t feel they are fully
representative of performance

All areas are unique and therefore
satisfaction will be dependent on
their water scenarios

Excellent is not quantifiable - how do you
measure 'Excellent Customer Service'?

Comfortable and Caring

How can customer experiences be compared?
Customers in an area with little to no risk of
water shortages will have different reaction to
those who are in an area with shortages.

Eco Economiser
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Customers
support...

v'Overwhelming support for
environmental responsibility. The
majority of customers asked felt
strongly that taking care of the
environment is important and

monitoring the company’s impact was
worthwhile.

| think it is important to measure what impact
Anglian Water is having on the environment..

Careful Budgeter

Yes - the environment is so important, and most
important in the grand scheme of things.

Eco Economiser

This is good but as stated is has to be a 'wait and
see' strategy.

Comfortable and Caring

< Questions
" or concerns...

Not all effects are equal. Some
customers highlight that when
monitoring ‘good’ and ‘bad’ effects on
the environment, it’s also important to
accurately measure the scale of these
impacts, not just the ‘number score’.

Checking the balance. While most
customers support environmental
Initiatives, some caution this shouldn’t
be done at the expense of services or
assets, e.g. treatment plants that are
needed.

Exactly it us an ill defined concept. Sceptics will point
out that a positive and a negative don't always balance
each other or count the same. This needs further work
and development..

Tech Savvy

Understood. However, water treatment works
are needed as well so concentration should be
on necessary provision alongside least negative
impact.

Eco Economiser
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Customers
support...

v'A supported initiative. Many
customers see the value In this
proposal — a positive impact on their
local environment and customer’s
enjoyment of the area.

7 Questions
®  or concerns...

What about the other 17. People feel
that 17 beaches not up to standard is
still a fairly large amount, and would
like to know more about the plans for
those.

Farmer frustrations. Some customers
are quick to suggest the ‘third parties’
who impact the status of these
beaches should suffer fines or other

Qur pro

posed peﬁorma

performance com
g wa

mitment

ters at attaining exce

of our control we are per of
beaches set @

i llent statu

t the num

if achieved by 2020.
Comfortable and Caring

This Improvement is good

Comfortable and Caring

There are other areas that are more crucially

important. | still, however, believe this to be a

very important aim that needs to be attended to.
Eco Economiser

. 1 ters
come: Fl +v of bathing wa@ : o ,
Oout - Jesignates th q\;a:rt\\é :equ'll'es usto penalties, rather than it being AW’s
The Environme\f":?‘agg quality over f‘:‘urr:::rsetting all of our ?2‘:‘;‘:29 responsibly alone
a , t sche ctions O
based on th f improvemen : to the @
ange of imp ible due e
unc‘l;';g(:: éxcegl\ent statuS;'-iir’r“ot:\?esfnents are a‘;";:‘\( ?;‘\\,,s:gmer bills
wa rs. Larg impa
arties €.9. fa‘;gmensi\le and could have an imp | am pleased and surprised that so many are What about the other 17? A comment would be
prohib'ltwew expe already excellent status, another 5 will be great useful.

Tech Savvy

Fine the farmers etc or control their actions in
some way!

Protective Provincial

I’m more concerned about the details of the
remaining 17 that don't come up to
scratch...why don't they, and how did they get

hat way? .
that way Eco Economiser
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Customers
support...

v'Helping those in need is paramount.

Customer service is always important,
but seeing efforts made to support
those who need it most was widely
approved of.

v'Realistic goals. With a ‘good’ rating

being so difficult to get, many people
appreciate the realistic expectations
set for the qualitative assessment
(although some do question the
relevance of ‘energy industry’ as a
comparison).

The company are being respectful and inclusive
which is always a positive.

Tech Savvy

| think this is a realistic goal to try and achieve.

Tech Savvy

Achievable target

Family First

7 Questions
®  or concerns...

 Who is/isn’t vulnerable. Having more

than ~10 times more vulnerable
customers on the PSR in the space of 5
years leaves people with questions as
to why they weren’t recognised as
vulnerable already.

Supporting all? Some customers
weren't sure why the aim was simply
to increase the number of identified
customers - does this also include
supplying an improved service for
those newly identified on the list?

15% of customers vulnerable? Seems a high
percentage, has the current bar been set too
high and vulnerability is currently under

reported ? ]
Eco Economiser

That's not really a goal though, you just say you expect
to have 35,000 customers. Is the goal to be able to
deal effectively with those 35,000 people in terms of
the resources you have? Or to check on them?.

Comfortable and Caring

Not as clear what this assessment is or how it is
to be applied..

Eco Economiser
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Customers
support...

v'Protecting the environment is key, but

not to be done alone. Customers see
the environment as a precious
commodity that needs, and deserves,
to be safeqguarded for future
generations.

v'Collaborating with EA and Natural
England appeals — it’s a large task, and
shouldn’t be carried by AW alone

| am proud that my water company is the
biggest investor in nature

Protective Provincial

I'm always pleased to see agencies working
together. | feel if this should make it easier for
everyone to use their expertise to ensure the
solutions are doable and ensures all will be

working together Tech Savvy

Good to see providers and monitors working
together to ensure provision has as positive as
possible impact on the environment

Eco Economiser

7 Questions
®  or concerns...

Yes... but within reason. Some are
unsure why AW’s programme is
expected to be 3-4 times larger than
the 2015-2020 one. Customers are
concerned that a bigger programme
= larger costs for them

Some question whether the EA is
asking too much of AW or whether dall
water companies under this same
obligation?

AW always seem to be moving in the right direction,
but is the EA asking too much of AW, or have |
misunderstood the part about AW being expected to
deliver the biggest program?

Protective Provincial

Sounds a bit unfair, why more than other water
company's? Is that just because East Anglia is
dryer than other areas?

Comfortable & Caring

| don't understand this statement. What does 3-
4 times bigger mean exactly - what does it refer
to?

Family First
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Customers
support...

v'"Measuring satisfaction is a norm. This
feels like an expectation for anyone
that is a customer of Anglian Water
(although didn’t necessarily feel that
relevant to normal customers)

v'Feels like a good element competition
between companies (which some
question why this isn’t available to all
customers)

Customer satisfaction is very important,
regardless of whether they are in a household
or not.

Tech Savvy

Once again a good idea keeping all companies
on their toes and generating competition

Eco Economiser

| like the approach of research first, then set the
target.

Tech Savvy

7 Questions
®  or concerns...

What about normal customers?
Introducing the notion of choice
around water service opens up the
door to questions around why this
isn’t available to normal customers.

What else do they get? Not all
customers were clear on what else
non-household customer would be
getting (if they are being supplied
water and waste water by AW) and
how their satisfaction around billing
might impact on AW

Some suggest measuring success
based on number of non-householder
that join or leave AW

Every company seems to love NPS. However
I've found this isn’t a great way to measure.
NPS is basically if people aren’t happy this is
where they rate you. Regardless if your at fault
etc. | think success should be measured more
in how many people swap.

Protective Provincial

I'm confused - if AW still dealing with water
supply and waste - how can other companies
do the other things?

Eco Economiser
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Customers
support...

v'Logical and fair. Full customer support
around ensuring properties that may Iin
fact be using water are being charged
as soon as possible.

v'10% aim feels ambitious in context.
Based on other company’s
performance a 10% of long term void
properties start to be billed feels

Any property that uses water should be charged
for it so that the rest of us can get cheaper bills.

Tech Savvy

This is a good idea and would be better to keep
a track of properties to ensure that the water is
not being used unbilled.

Comfortable & Caring

| agree that properties which are no longer
considered void should be charged for water.
This should be quite easy to determine
considering the majority of properties have

water meters.
Eco Economiser

7 Questions
®  or concerns...

Metering solution. Customers are quick
to point to idea that installing meters on
these properties would help AW get a
very clear and immediate read on
whether water is being used despite
‘occupants’ not yet having registered
the property as occupied.

Some suggest why AW can’t access
occupied information from councils

There is concern that current
customers will be subsidising those
using water un-billed

Why not fit a water meter to all properties
classed as void. The o where can confirm the
reading and agree to pay for any water used. If
the property subsequently is occupied then this
can be seen and bills charged.

Eco Economiser

| think AW should look at working with other utility

provider or councils (Council Tax) to cross

reference properties that are deemed to be void.
Eco Economiser

This cross subsidy | think will anger customers. |
mean I'm annoyed that | have to subsidise this. As a
customer | think this should be explained but also
say what is being done currently and then future
aims. Protective Provincial
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Customers
support...

v'A reasonable reduction: A reduction
by 5L per day doesn’t feel outlandish,
and a focus on behavioural change
appeals (with the assumption that AW
will help customers reduce usage).

v'Going smart. ‘Advanced metering’

suggests a move towards more use of
data (shared with customers and for
AW to better manager supply.

I’m sure it’s not that difficult to save 5 litres a

day if you think about what you are using water
for and being more careful

Tech Savvy

Looking forward to the introduction of smart
metres so | can track water costs.

Tech Savvy

| agree with this aim as water is a finite

resource and the supply, through rainfall, is not
under our control.

Comfortable & Caring

7 Questions
®  or concerns...

v One-size-fits-all. For some

households, cutting back 5L per day
will be easily achievable. But for

others — e.qg. large family households,
disabled, those with medical needs.

v One key concern from customers is
how confident are AW that enough
customers will change their behaviour

long term to have a significant impact

and whether all customers will be
motivated to do so.

This is unrealistic. Some people like myself can't cut

down on water usage due to health conditions but this
statistic hasn't been mentioned.

Protective Provincial

Water consumption can only drop so far. However, |

agree that it's good to encourage customers to try to
minimise consumption.

Tech Savvy

This really depends if customers have any interest

In saving water, they may be really wealthy or just
well off and not worry about the cost of the water.

Protective Provincial
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Billing scenarios

And customer view on deferring and leakage



incling-

| think we have to be realistic and accept that in order for

AW to provide the best for us and our environment, there

will be a cost.

Eco Economiser
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Bill scenarios

Customers support
going above and
beyond ‘the minimum’

£412 £422 £433

Overall, customers feel it's reasonable to expect higher bills if
this means safeguarding the environment, maintaining water

guality, and ensuring supply meets future demand.

Although it's uncomfortable to experience higher bills, the

higher bill option comes with wider benefits, and the price tag

The bare minimum option is cheapest, but it

feels like a realistic reflection of the investments that AW are fails to address the environmental factors

. and considerations that are so important.
proposing.

Tech Savvy
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How are the 3 bill scenarios

interpreted?

OPTION 2 - ENVIRONMENTAL OR

CLIMATE CHANGE (£422)

Maintaining the ‘status quo’ A moderate, cautious balance

v Continuing as before is the best option, v' Customers interpret this as a readiness to
financially, for customers. spring into action, but leaves space to adjust by

® However, more informed customers not focusing on one sole objective.
don’t want the bare minimum from their ® Though a step in the right direction, for some,
water company and see Option 1 as a this option feels half-hearted and short-sighted
‘false economy’ — deferring the issues — doesn’t deliver the ‘complete package'.

rather than facing them now.

OPTION 3 - ENVIRONMENTAL AND

CLIMATE CHANGE (£433)

The full package
v Covers all aspects that the future may throw,
and feels like the most ethical and socially
responsible way forward.
® But there are concerns over how much of the
future AW can accurately forecast, and how
much flexibility there is to change track if

necessary.
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Uption 7: Accessible, but

iIs enough being done?

v' The bare minimum option is the most financially accessible, and

covers the basics of supply.

® However, the majority of customers feel it fails to address
environmental considerations, nor does it provision for maintenance

ISsues.

® This feels like a stagnant approach that casts a negative associations

on AW as not pushing themselves to try harder.

® Many feel that option 1 is neither a realistic nor ethically viable option,
neglects the responsibilities that AW owes to up and coming
generations today, and delays the inevitability of needing to tackle

environmental and supply issues via investment.

No. We need to do much more than the bare

minimum. Water quality for people and the

environment is too important.

Comfortable & Caring

| think this is a ‘head in the sand’ approach and a

false economy.

Comfortable & Caring
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" Option 2: The safe ‘Goldilocks’
of billing options

v Option 2 feels like the most moderate of the 3 options (with moderate

investment balanced by moderate bills). This is like Goldilocks and her porridge, (1) is too
hot, (3) Is too cold, and (2) is ideal...as you have

v Being proactive appeals. Customers appreciate AW’s awareness of, and the chance for improvements and leeway.

readiness to spring into action and provide solutions to the problems Comfortable and Caring

caused by climate change or environmental protection.

v This feels like a fair, yet cost effective solution: pay a little more to get a

little more while being cautious and agile in the face of future changes.
The best option, with extra spend available to

. . - . . N meet iIssues and possibilities but not centrall
® The either/or is polarising; while choice of possibilities appeals, some P y

_ , focused on one sole objective, but still needed
customers question whether AW should be solely focused on just

where immediately required.

Environmental Protection or Climate Change — perhaps a joint yet more
. . Family First
gradual investment in both.
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Option 3: The future proofing

option!

v’ Maximum investment opportunity, maximum benefits: Customers
recognise that the cost difference between option 2 and 3 is not
substantial, yet there’s vast difference in benefits. The package is
comprehensive and covers the whole spectrum of possibilities for a future-

proofed network.

v A committed stance: Many feel if a job is worth doing nhow — with known

challenges worth addressing now instead of when it's too late (and may be

more expensive).

® Others question how much AW can really predict, and suggest perhaps a
safer option is to gently invest, yet be willing to shift investment plans

(e.qg. if other, or cheaper, solutions arise further down the line).

® Emphasise the longer-term savings: Customers are keen to hear what
long-term benefits might occur from higher investment, and ideally, how

this will reflect in saving customers money later down the line.

We should not pass by environmental

Improvements that can be made for a relatively

small amount of money, and it would be a real risk
to not do all that is reasonably possible to allow for

climate change. | |
Protective Provincial

At an addition £21 per year, that’'s less than 7
Costa coffees per year. In order to guarantee
clean water to drink, well-treated sewage, and

environmental improvements, at about 2% of the

total bill, that sounds like good value for money.

Comfortable and Caring




Is a middle ground
between 2 and 3 most
reasonable?

With so many unknowns around climate change, even
those who had voted for option 3 acknowledge that
perhaps spreading the cost of climate change over a

long period would be wisest




Customers had questions regarding

the specifics of the bill scenarios

The bill options weren't always felt to reveal enough
about what exactly money will be spent on under
each — there may be a need to clearly tie the bill

scenarios to specific actions and initiatives and
outline what would happen if no investment is made

for each.

An underlying question that customers have is to

what extent is all additional investment based on

customer bills vs other areas such as efficiencies
being made, or renegotiating shareholder

dividends, what are developers funding?
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A majority support greater
leakage investment, as
long as it’s around £4

Leakage investment

Yes, to more
leakage

investment
v The notion of investing more to continue to be a

leader Iin leakage rates Is motivating to customers.
It feels like a more cost effective solution than having
to be more reactive in the future in order to maintain

leading rates.

7 But is the Sky the limit? There is some

concern over where the limit is to further leakage

reduction, customers don’t want to see their bills Yes, BUT...this Is not to be the industry leader - that
doesn't matter and it's a danger to make decisions based

on being "The Best". What really matters is that AW
the best’. The notion of a potential rise to £20 feels always DOES THE BEST IT CAN!

continue to increase simply because AW want to 'be

like too much, most would hope that the average Eco Economiser

Increase would be around the £4 mark.
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'~ Customers back a ‘pay .
as you go’ approach to

= C t C t& Def d
a s s e t I n ve s t m e n t cusut::::;rs ::::T'e toef:::l?'e
pay customers customers
pay

v Spreading the cost. The majority of customers customers feel that the

68%

fairest option is to ‘pay-as-you-go’, with investment spread across current and
future customers. There’'s a sentiment that current customers don’t want to

‘kick the can forward’ for future generations to deal with more cost later, while
also being conscious that we may want to ‘wait and see’ what the future holds

for them and the area.

Some are happy to pay more now to help future customers

and go ahead and pay for investment that will happen anyway.

| would not like to push debt forward for the

next generation, but | could not afford to
v . INOi ' — o :
Defer. A minority are open to deferring payment to future customers subsidise them either. .

primarily drive by ‘let's wait and see’ — to see what impact a larger future

Comfortable and Caring

customer base will have on bills.



There are some concerns
around getting customers
to pay too much too soon

There is some concern on the impact of vulnerable

customers and low-income families If greater pressure is being put on current customers.

. There is some concern that paying too much now as
measure to keep future bills low may not manifest and the future bill amount may need to go up
anyway. A minority express a sense of cynicism that if too much is pay upfront it may go to

shareholder pockets via dividend payments.

Customers guestion what changes in government, policy or even

Brexit might have on the next 10 years, where money spent now may end up being wasted.

If AW will have a much larger customer base, it feels unfair that a
smaller customer base today is paying so much (when in proportion the future customers will

have the costs shared amongst a larger customer population).
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Feedback loop

What do customers still want to know?

58



We will feedback on the

How will AW support customers to reduce water?
What will be the customer benefits from
‘advanced’ metering?

How will customers be educated around what they
need to do?

How will AW guarantee that bills won’t go up

again for customers?

3. BILLING SCENARIOS

What ‘efficiencies’ are being made to help reduce the

customer bill?
Why isn’t more being paid for by shareholders?
What aspect of new infrastructure are developers

funding?

P

e

following key questions

2. OUTCOMES AND TARGETS

Where do incentives and penalties come

from?
In layman's terms, how iIs the network
being improved for population growth and

to allow for no water cuts in a drought?

4. CONSULTATION

What impact will the consultation have on
AW'’s plan?
What specific things will the feedback

Inform?
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Customer questions around the -
Impact on customers

| 1. How will AW support customers to
What | never really heard from all of this was how

What really annoys me is the fact that so much

you are going the educate people? To change reduce water? of the proposed extra cash is to be allocated to

their ways and justify price increases. | have 2. What will be the customer benefits smart meters. This money would be much better

noticed noticed your ‘What type of boss are you’ spent on improving the infrastructure rather than

from ‘advanced’ metering?

test has made it way around various social media lining the pockets of the meter manufacturers.

- | | 3. How will customers be educated
platforms. Which is good to see as it getting more

people involved / support these three areas. around what they need to do?

Tech Savvy 4. How will AW guarantee that bills

Comfortable & Caring

won’t go up again for customers? - N |
The plan is quite ambitious and my concern is

_ _ the financial capacity of AW and will the
| would have liked to see a little more about AW

customer have to pay more in the future.

plans to educate - so that the coming generation is

more attuned to sustainability, conservation and Tech Savvy

care for the environment; and what campaigning

activity AW might promote, join, instigate, to
support these three areas.

Eco Economiser




. P
incling-

Customer questions around the
outcomes and targets

1. Where do incentives and , o .
I'm not really that sure what direction Anglian

penalties come from? Water is actually going in but the two things |

Also what are the penalties if the targets aren't

met. Will heads roll?
2. In layman's terms, how is the would like to see is 1) eradication of leaks, and Ii)

Comfortable & Caring network being improved for increase in storage capacity to ensure that there

are no customer water usage restrictions.

population growth and to allow

for no water cuts in a drought? CEE] (e

"Ambitious water efficiency programmes" could | did not like some of the areas around targets

mean so many different things. Does this include and incentives. If the targets is 10 let it be 10 and

support for householders seeking to reuse grey not 9.2 because It rained that day, Let set smart

targets that everyone understands.

water?
Family First

Comfortable & Caring
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Customer questions around the
billing scenarios and cost

1. What ‘efficiencies’ are being

| would like to see a simple break down that made to help reduce the customer | would like a firm approach to new housing
shows money in (where it comes from) and bill? developers to make sure that the cost of water

money out (where it is spent) and money left (for 2. What investment is coming from infrastructure is covered by them.

future investment / liabilities).
f?
shareholders? Protective Provincial

Eco Economiser

3. What aspect of new

Infrastructure are developers

funding?

P

| am not certain that the financial contributions by |
developers has been factored into your plans. l

I'd still like to know how the investment is funded
- Is 1t fully from raising bills or will shareholders

Existing customers will pay more but why do take some of the pain by reduced dividends or

they have to for population expansion in this raising cash from share releases?

area?
Eco Economiser

Tech Savvy




Customer questions around the
consultation

I'll be interested to see if Anglian Water act on 1. What impact will the

Also, there has been no feedback on if and how

STBANIING) GEImIn] QUL @IS ComestliEke Eme! i consultation have on AW’s plan? AW plans to use the results of the consultation.
the plan is altered in any way as a result.

2. What specific things will the You need to publish a full analysis of what

Listening is gr Ing on it i r still. :
9 I ETeEl, eEiig) e 1S 2SEr e customers said and what you are gong to

feedback inform?

change in your plan as a resullt.

Tech Savvy

Protective Provincial

Lastly what had happened during the

consultation. Will changes be made as a result of

our comments? I
Protective Provincial !
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