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SR27 Customer Expectations

Executive Summary

Introduction

The overarching objectives of this research study were to:

establish customer expectations of Scottish Water during SR27; and

understand customers’ views and preferences around charging and investment
scenarios in order to inform development of Scottish Water’s Draft Business Plan for
SR27.

The study was conducted through an extended qualitative methodology summarised
below:

Urban/Suburban

2 Deliberative Face to Face Community Workshops (3 hours)
Bill payers, future customers and vulnerable customer voices
Edinburgh and Aberdeen

:[EE,'EHI: :quaﬂ': Rural/Remote

2 Reconvened Online Sessions/4 Sessions in Total (1 hour each)

All participants completed a number of homework exercises
and attended a webinar with Q&A opportunities prior to
participating in the qualitative fieldwork (shown to the right)

Vg Webinar: Hosted ) —\ | Bill payers, future customers and vulnerable customer
Digital Homework by Accent with Digital Homework
Platform Scottish Water Platform 8 Water Only Depths (1 hour)
\ Experts J J Rural/remote

Objective
Exercise One Provided Exercise Two 2 Intergenerational Online Sessions (75 minutes)

Captured background and Pre-placed high- Grandparent/Parent/Teenager
uninformed, contextual level investment Urban/Suburban, Rural/Remote
unprompted information choices
prI(.)rltle.S and about Scottish & 4 NHH Online Sessions (90 Minutes) and 8 Individual Depths (60 minutes
baseline views on Water and core Opportunity to Y
Scottish Water challenges and consider personal R ! ’
- . e 3 High usage, low usage
including billing introduce impact before
temperature investment and attending

check charging fieldwork 6 Vulnerable Depths
k / \ scenarios J k ) 3 x water dependent, 3 x financially vulnerable

Context

There is high satisfaction with service levels across all sample types. The everyday
service is good for a significant number of participants in this qualitative sample and
customers feel proud of Scottish Water believing the quality and supply is excellent
and better than other countries.

However, Scottish Water are seen as ‘invisible’ and there is low awareness of the
scope of Scottish Water responsibilities, their work in the community and protecting
the environment. Greater communication of what they do, particularly their
achievements, would be welcomed.

There is limited knowledge or awareness of wider infrastructure challenges such as
ageing assets.

Alcent
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SR27 Customer Expectations

There are growing concerns about the waste water side of the business, particularly
sewer flooding and overspills. These concerns are fuelled by news of the situation in
England.

B Household customers lack engagement with water charges, and, for some, the
current charging system is seen as outdated and unfair, penalising low users and
discouraging water conscious behaviours.

Spontaneous Needs for SR27 Period

B Customers do not want to see a decline in service levels, and some are mindful of the
impact of under investment in infrastructure in England leading to asset decline,
sewer flooding and poor water quality.

B Customers believe it is critical to maintain current service levels with focus on drinking
water quality, continuous supply of water, asset maintenance, environmental
pollution, sewer flooding, combined sewer overflows (CSOs), bathing and river water
quality and fair costs.

B Other spontaneous needs focus on:

— Greater communication from Scottish Water

— Encouraging water conservation

— More environmental projects

— Minimising local disruption

— Rewards and incentives for reducing usage

— Improving relationships

— Technology and innovation for example greywater recycling
— Community projects.

B Nothing in the high-level investment scenarios covered these ‘other spontaneous
needs’.

Choice Areas

Four specific choice areas were explored with customers. The emerging priorities are
outlined in order below:

B Repairing and replacing assets
— The most critical area centred on asset maintenance and the need to repair
and replace vulnerable pipework at a rate that would, at least, ensure service
stays at current levels
B Managing rainwater
— Focus on sewer flooding and reducing rainwater that enters the sewers to
reduce overspills
B Internal sewer flooding
— Mixed response from customers, initially emotional and then rational, to
addressing internal sewer flooding but clear strategy needed to address
properties that are living with worry of internal sewer flooding
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B Balancing supply and demand of drinking water
— Modernising water treatment works felt to be important as it could positively
affect a number of Scottish Water customers
— Mixed views on leakage as although it is seen as wasteful, the overall trend
has been reducing
— Less convinced about projects that focus on transporting water around
Scotland which was not felt to be a problem

High Level Investment Scenarios

Three potential investment scenarios were tested, which reflected Scottish Water’s
thinking in the early stages of developing their Draft Business Plan. It was explained to
participants that these were early drafts scenarios.
— A lower paced investment scenario with a CPl +2% bill increase (named
Turquoise for the purposes of this research)

— A medium paced investment scenario with a CPl +4% bill increase (named
Aqua)

— A faster paced investment scenario with a CPl +6.5% bill increase (named
Cobalt)

B Note: Each scenario was a given a name to aid participant recall, and to avoid any
potential anchoring bias that could be introduced using other formats such as
numbering or letting.

B None of these scenarios was fully endorsed by participants:
— Turquoise was rejected
— Agua was very reluctantly endorsed
— Cobalt was endorsed but reluctantly

B Theterm "endorsed" has been used as an overarching summary of customers' views.
This reflects the extended nature of the research process, during which participants
were given the time and space to build their understanding of the water sector and
the challenges faced by Scottish Water.

B The slowest pace scenario with an associated CPl +2% increase, was rejected as the
outcomes were considered poor and it creates a risk of worsening supply
interruptions and waste water spills.

B This scenariois likely to be reputationally damaging for Scottish Water, eroding brand
goodwill and burdening future generations.

B The idea of charging a CPl +2% increase for this scenario was considered to be
confusing and immoral against a background of customers demanding progress, pace
and demonstrable infrastructure investment in SR27.
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B Agua (the medium paced scenario with an associated CPI +4% increase), was felt to
be disappointing and unambitious, failing to address long term challenges, meet basic
expectations and prevent infrastructure decline.

B |n isolation, without seeing other BAU elements, it does not feel as though it is
delivering good value for money at CPI +4%.

B However, about a third of the qualitative sample! reluctantly accept this scenario to
avoid the CPl +6.5% charging impact associated with Cobalt (the fastest paced
scenario with an associated CPI +6.5% increase).

B Cobalt (the fastest paced scenario with an associated CPl +6.5% increase) was seen
as the most positive and ambitious, and best placed to address the longer-term
challenges that would reduce the risk of future service problems.

B Cobaltdoes focus on maintaining ageing infrastructure, faster repair and replacement
of assets, positively impacts leakage and includes projects to reduce sewer floods and
modernise treatment works which were popular with participants.

B However, not all qualitative participants were convinced that the outcomes were
delivering sufficient progress for the proposed CPl +6.5% charging impact. And the
percentage increase was unaffordable for some participants.

B |t does not feel like good value to some participants if the promise for the critical
areas of ‘repairing and replacing assets’ is ‘maintaining spending at the same level’
with no improvement in reducing the rate of bursts.

B The focus on tackling flooding starting in cities in the Central Belt was contentious for
some.

I These findings are based on a qualitative sample and are not statistically representative of the wider
population
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SR27 Customer Expectations

INTRODUCTION

Background

Scottish Water supplies drinking water to around 2.6 million households and 160,000
business premises, providing about 1.5 billion litres of water every day. Itis also responsible
for managing wastewater from homes and businesses, treating waste water, and ensuring
that the water returned to the environment meets strict quality standards.

Scottish Water is regulated by several bodies:

B The Water Industry Commission for Scotland (WICS): Sets the charges that Scottish
Water can levy and monitors its efficiency

B Scottish Environment Protection Agency (SEPA): Oversees environmental performance
and ensures that water services meet environmental protection laws

B Drinking Water Quality Regulator (DWQR): Monitors the quality of drinking water
supplied by Scottish Water.

The Scottish Water Strategic Review of Charges is a process conducted by WICS every six
years to determine the charges that Scottish Water can charge for its services. The price
review sets the framework for Scottish Water’s operations, investments, and customer
charges over the review period. It ensures that Scottish Water delivers high-quality services
at a fair price, while making necessary investments in infrastructure and maintaining
environmental and sustainability standards.

The next Scottish Water price review, SR27, will require Scottish Water to submit a detailed
business plan that outlines investment needs, service levels and pricing strategies for the
2027-2033 period. This plan must be evidence-based and consider the maintenance and
replacement of critical infrastructure such as pipes and treatment plants, which have long-
term implications for service quality and cost. A key focus of the review will be balancing
the needs of current and future customers, ensuring that investment costs are fairly
shared.

A critical aspect of the price review process is engagement with customers, stakeholders,
and communities to understand their priorities and expectations. This feedback influences
decisions on:

B Service improvements
B |nvestment in infrastructure and technology
B Customer affordability and tariff structures.

Scottish Water is in the process of developing its business plan for the SR27 regulatory
period. The draft version of the plan will be published in June 2025, with the final version
to be released by February 2026.
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The SR27 business plan will build upon Scottish Water's Long-Term Strategy (LTS), which is
designed to provide a comprehensive roadmap for the future of water services in Scotland.
The LTS will outline key priorities and objectives for ensuring a resilient, sustainable and
customer focused service, with a particular focus on innovation, climate change adaptation
and long-term infrastructure investment. A draft version of the LTS is expected to be
published in January 2025, with formal submission to follow in April 2025.

This report outlines the first dedicated research with customers testing potential
investment scenarios for SR27. Additional research activities will be undertaken by Scottish
Water to further test the SR27 plan in the later stages of their research programme.

Objectives

This research study aims to provide customer insight to inform the development of the
SR27 plan through the following research objectives:

B Establishing customer expectations for Scottish Water over the course of SR27,
through:

— Understanding customers’ prompted and unprompted expectations of Scottish
Water over the SR27 period

— Understanding preferences and priorities of customers in a range of potential
approaches and outcomes for customers, communities and the environment.

B Understand customers’ views and preferences around SR27 charging and investment
scenarios, exploring:

— The level of support for various SR27 investment and charging scenarios, which will
be linked to risks, opportunities and outcomes for customers, communities and the
environment, being transparent with customers about the potential impact on
their bills.

e Consider the personal impact of these scenarios, as well as the potential impact
on people in different circumstances.

e Understanding the reasons that customers might support or not support
scenarios, and what would increase or decrease their support for scenarios.

— Customer views and preferences around how choices made in SR27 will impact the
delivery of the long-term outcomes set out in the Long-term strategy, linking this
to the challenges that Scottish Water faces (Climate change, ageing assets,
increasing regulatory standards etc.)

B How customers view all proposals in terms of intergenerational equity and impact on
future customers, and seeking to understand how perspectives might differ across the
generations.
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SR27 Customer Expectations

METHODOLOGY

Introduction

An extended qualitative methodology was designed to ensure that participants had
sufficient time and space to reflect on the topics discussed and provide considered,
meaningful insights. This approach allowed for deeper exploration of customer
perspectives, enabling participants to articulate their views in a way that goes beyond
surface-level responses.

By adopting this more extended and exploratory format, it was possible to capture richer,
more nuanced feedback, ensuring that the findings reflect not just immediate reactions
but also well-thought-out perspectives on key issues.

This research study (as shown in Figure 1) comprised four key phases designed to ensure
customers were well-prepared to engage in the main discussions:

B Pre-task exercises to capture uninformed, unprompted spontaneous priorities
B Webinar (hosted by Accent with Scottish Water presenters). The webinar covered:
— background information about the industry
— the business planning process
— Scottish Water’s current performance
— challenges to be addressed in the near, medium and long term

— introduction to the business plan choice areas to be discussed in the main fieldwork

Meaningful discussions were held where customers understood the challenges
outlined in the Long Term Strategy and how these relate to the short term (2027-2033)
and longer term (up to 2050) and understood the sort of investment choices that
Scottish Water need to make

B Asecond pre-task to remind participants of the business plan choice areas and provide
them with the opportunity to consider the personal/business impact

B Once participants were sufficiently informed, they then explored high level investment
scenarios at one of the qualitative events:

— Face to face community workshops (urban, suburban and rural domestic and future
customers)

— Reconvened digital focus groups (rural and remote domestic and future customers)

— Individual digital depth interviews (customers in vulnerable situations)
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— Digital discussion groups (Micro and Small business customers — those with

between 1 and 49 employees)

— Individual digital depth interviews (Medium and Large business customers — those

will 50+ employees).

Figure 1: Methodology diagram

All participants completed a number of homework exercises
and attended a webinar with Q&A opportunities prior to
participating in the qualitative fieldwork (shown to the right)

&

YL

&

Webinar: Hosted
Digital Homewaork by Accent with Digital Homework
Platform Scottish Water Platform
Experts

Exercise One Exercise Two

/“‘ﬁ Objective
Provided

Captured background and Pre-placed high-
uninformed, contextual level investment
unprompted information choices
priorities and about Scottish

baseline views on Water and core Opportunity to

Scottish Water challenges and consider personal

including billing introduce impact before
temperature investment and attending
charging fieldwork

scenarios

Initial Homework Exercise

Urban/Suburban

2 Deliberative Face to Face Community Workshops (3 hours)
Bill payers, future customers and vulnerable customer voicas
Edinburgh and Aberdeen

Rural/Remote
2 Reconvened Online Sessions/4 Sessionsin Total (1 hour each)

Bill payers, future customers and vulnerable customer

8 Water Only Depths (1 hour)

Rural/remote

2 Intergenerational Online Sessions (75 minutes)
Grandparent/Parent/Teenager
Urban/Suburban, Rural/Remote

4 NHH Online Sessions (20 Minutes) and 8 Individual Depths (60 minutes
Micrao, small, medium, large
High usage, low usage

6 Vulnerable Depths
3 x water dependent, 3 x financially vulnerable

Prior to the webinar, all participants completed three homework exercises on the FlexMR
digital platform. These were undertaken before any background information or
performance data was shared to ensure that spontaneous expectations were based on
uninformed customer needs and reflect the wider Scottish Water customers.

The tasks are shown below:

Figure 2: First initial homework task

Your first task: It’s All About You

Please do a quick video selfie (or write in the space provided if you’d rather) to tell us:

Your name

Your household make-up (that’s the people, and any pets, who live in your household

including yourself)

If you are working, or studying, or retired, or looking for work
About any hobbies you have or what you like to do in your spare time
What words would you associate with Scottish Water

What, if anything, would you change

ACcent
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SR27 Customer Expectations

Figure 3: Second initial homework task

Your second task: What You Really Really Want

We are keen to understand what you want from Scottish Water in the future so please have
a think about Scottish Water as the provider of your clean water and wastewater services.
Please write in below answering the three areas. Think about what it might mean for you,
your household, wider community and the environment:

EXPECT: What you expect Scottish Water to do — these are the services that you think
are absolutely essential for Scottish Water to deliver

NICE TO HAVE: What you think would be nice for Scottish Water to do — these are the services
that you think it would be useful for them to focus on but are not essential

ICING ON THE CAKE: What you think would be the icing on the cake for Scottish Water to do —
this could be anything that you feel would be exceptional for Scottish Water to deliver.

Figure 4: Third initial homework task

Your third task: Looking Back and Looking Forward
You will see a timeline below that stretches back to 2010 and goes forward to 2035.

We want you to reflect on this 25-year period and think about whether your household needs have
been met in the past and about how your needs might change in the future.

There may be things that you feel have changed during that period, like the weather or population,
that might have changed your expectations or priorities of what you want Scottish Water to do or
concentrate on.

Findings from these initial homework exercises were collated and shared with Scottish
Water. They were also played back to participants for many of the subsequent sessions for
wider discussion.

Webinar

A webinar was hosted by Accent and featured three Scottish Water speakers. Participants
were introduced to Scottish Water, their current performance, future challenges and next
steps in the research process.

Throughout the webinar, participants were encouraged to leave comments and ask
questions in the chat function. There were three Q&A opportunities during the webinar.

During the main fieldwork, customers were invited to discuss any major surprises from the
webinar with the following main themes recurring:

Impact of wet wipes on pipe blockages

|
B Extent of ageing assets and bursts and leaks
B High water consumption

|

Increased demand caused by population changes —West to East
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Scottish properties living with worry of sewer flooding
Scottish Water do more than | thought for example scale and apprenticeships
Impact of climate change and record breaking storms

Scottish Water also have wastewater responsibilities

Scottish Water are regulated and not for profit/publicly owned.

High Level Investment Scenarios

The Scottish Water team prepared three high level investment scenarios:

B Turquoise (CPl +2% bill increase)
B Aqua (CPI +4% bill increase); and
B Cobalt (CPI +6.5% bill increase).

Note: each scenario was given a name to aid participant recall and to avoid any potential
anchoring bias that could be introduced using other formats such as numbering or letting.

These were used during the fieldwork. They were based on three charging structures and
positioned as a starting point for discussion. During the groups and individual interviews,
these high-level scenarios were shared and explored with customers to understand more
about choice areas. (High level investments areas shown in Figure 5 and again in Appendix
E.)

Participants were shown the potential bill impact for each scenario. For household
participants these were based on their current council tax band (including any discount
where applicable). For business participants these were shown on their current
approximate bill amount. Future customers were not shown the bill impacts given their
current non bill paying status.
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Figure 5: High level investment scenarios

TURQUOISE
i : Y7 X Y Scottish Water has played a key role in
i Scotland’s tap water remains a source of } 1| Scotlands rivers and seas improve, and our communities | 1 bling Scotl pdly tai ybl i
i national pride - are protected from flooding = St Sey da: by he H
L 5 S economic and housing growtl i
Meeting o | obligations to treat and distribute M our legal obligations to treat everything that we

afe, clear and ou rs and drains to the right standards, so that clean
returned safely back into Scotland’s environment

ter to ensure it is always

ur drink

great

Maintain and operate our pipes to reduce the amount (" .

of water that is lost from burst pipes. Internal Sewer Flooding

Number of people living with the worry of internal sewer
flooding about the same as they are today (c. 430

\_properties)

[Managing rainwater

gslnalzﬁglaast:l:f’ly aind.Dsmand of Reduce the number of outdoor floods caused by sewers
overloaded with rainwater from 3,000 to 2,880 by increasing

Maintain current levels of leakage BUT no the size of our sewers.

change to our ability to treat water and move it to

the areas where it is most needed in times of dry

weather.

Contil to work in par hip with Local Authorities to
plan how to mitigate known flooding areas in the future by
preventing rainwater entering sewers.

Maintain and operate our assets in ways which protect service levels, and make sure that future generations inherit assets that have been well looked after and are future proof.

Repairing and replacing our assets: Recognise that will have to spend more money in the future:
Maintain our pipes and treatment works so that they continue to deliver current levels of service by spending less than now and focusing more on reacting to
failures

Replace old water pipes that are vulnerable to bursts at a rate that means by 2033 the number of bursts could double compared to today. About 12,000 prop:
could be affected by interruptions to their water supply about 6 times per year.

Scenario TURQUOISE:
What an increase could look like on your bills between 2027 and 2033

Example: Council Band A (no discount)
- Households would pay on average £8 more than they did the year before, every year between The increases below are based in ‘real terms:

They are presented in terms of value of money

2027 and 2033 today, as we don't know what will happen with
- By 2033, households would be paying £51 more per year, than they did in 2027 future inflation.
Council Tax Band No Discount Single Person 25% Discount Full Discount 35%
In 2033 households In 2033 households In 2033 households
would be paying Average would be paying this Average would be paying
Average annual " e
) this amount more annual amount more per annual this amount more
Inereasc per year, then they increase year, then they did in increase per year, then they
did in 2027 2027 did in 2027
A £8 £51 £6 £38 £5 £33
B £10 £59) £/ £44 £6 £38
C £11 £68 £8 £51 £7 £44
D £13 £76 £10 £57 £8 £49
E £16 £93 £12 £70 £10 £60
E £18 £110 £14 £82 £117 £71
G £21 £127 £16 £95 £14 £82
H £25 £152 £19 £114 £16 £99
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1 Scottish Water has played a key role in ~‘,
! enabling Scotland’s sustainable )
| economic and housing growth )

Meeting our legal obligations to treat and distribute
your drinking water to ensure it is always safe, clear and
tastes great.

Maintain and operate our pipes to reduce the amount
of water that is lost from burst pipes.

Balancing Supply and Demand of
drinking water:

Maintain current levels of leakage and improve
our ability to treat water and move it to the areas

where it is most needed in times of dry weather in 2
areas.

Meeting our legal obligations to treat everything that we collect in
our sewers and drains to the right standards, so that clean water is
returned safely back into Scotland’s environment

Support Scotland’s economic and housing
growth by being ready to connect new
businesses and properties to our networks

-
Internal Sewer Flooding:

Number of people living with the worry of internal sewer
flooding about the same as they are today (c. 430

\_properties)

Managing rainwater:

Reduce the number of outdoor floods caused by sewers
overloaded with rainwater from 3,000 to 2,800 by increasing
the size of our sewers.

Conti to work in par hip with Local Authorities to
mitigate 10 known local flooding areas by preventing

(ainwater entering sewers.

Maintain and operate our assets in ways which protect service levels, and make sure that future genera

ns inherit assets

ve been well looked after and are fi

Repairing and replacing our assets: Recognise that will have to spend more money in the future:
Maintain our pipes and treatment works so that they continue to deliver current levels of service by spending less than now and focusing more on reacting to failures

Replace old water pipes that are vulnerable to bursts at a rate that means that by 2033 the number of bursts could increase by 25% compared to today. About 6,000
properties could be affected by interruptions to their water supply about 6 times per year.

Example: Council Band A (no discount)

- Households would pay on average £18 more than they did the year before, every year

between 2027 and 2033

- By 2033, households would be paying £107 more per year, than they did in 2027

The increases below are based in ‘real terms”. They
are presented in terms of value of money today, as
we don't know what will happen with future
inflation.

Council Tax Band No Discount Single Person 25% Discount Full Discount 35%
annual Wollcke e Sk annual amount more per annual this amount more
increase at::nuxm;?:%eg increase yedh ti:ezr:)tz*;ev did increase pe’éf;;‘;‘g;;hey

A £18 £107 £13 £80 £12 £69

B £21 £124 £16 £93 £13 £81

C £24 £142 £18 £107 £1S £92

D E2/ £160 £20 £120 £17 £104

E £33 £195 £24 £146 £21 £107

F £38 £231 £29 £173 £25 £150

G £44 £266 £33 £200 £29 £173

H £53 £320 £40 £240 £35 £208
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: A
Ty e e ey
§ Seotlandot " . ¢ 1 { Scotlandar g . g it i Scottish Water has played a key role in '}
: cotlana’s tap W? =le remalns asource O ) : cotland's rivers and seas Improve, an -OUI‘ communities : enabling Scotland’s sustainable :
{ national pride . are protected from flooding ! economic and housing growth ]
PN
Meetin legal obligations to treat and distribute Meeting our le bligations to treat everything that we collect in Support Scotland’s economic and housing
your drinking water to ensure it is always safe, clear and our sewers and ns to the ri sta ds, so that clean water is by being ready to connec
tastes great returned safely back into Scotland’s environment s and properties to our networks,
. N\
pes to reduce the amount Internal Sewer Flooding
Number of people living with the worry of internal sewer flooding
will reduce (from c.430 to c. 315 properties)

Managing rainwater

Red the ber of outd floods caused by sewers
overloaded with rainwater from 3,000 to 2,800 by increasing the
size of our sewers.

Balancing Supply and Demand of
drinking water

levels of | and impi our ability
to treat water and move it to the areas where it is
most needed in times of dry weather in 7 areas.
Modernise water treatment works which are

coming to the end of their lives — serving around
900k customers.

Prevent rainwater from entering sewers, by extending
partnerships with Local Authorities to deliver projects at city
scale that help communities adapt to climate change using
nature-based solutions, starting in Edinburgh, Glasgow and
Dundee - reducing the flooding risk for up to 200,000

Maintain and operate our assets in ways which protect service levels, and sure that future generations inherit assets that have been well looked after and are future proof.

Repairing and replacing our assets:
Maintain our pipes and treatment works so that they continue to deliver current levels of service by spending the same as now

Replace old water pipes that are now at the end of their life at a rate that means that by 2033 the number of bursts could stay the same as today. About 4,800 properties.
could be affected by interruptions to their water supply about 6 times per year.

Scenario COBALT:

What an increase could look like on your bills between 2027 and 2033

Example: Council Band A (no discount) The increases below are based in ‘real terms’.
as N They are presented in terms of value of money

Households would pay on average £31 more than they did the year before, every year today, as we don't know what will happen with
between 2027 and 2033 future inflation.

- By 2033, households would be paying £184 more per year, than they did in 2027

Council Tax Band No Discount Single Person 25% Discount Full Discount 35%
In 2033 households In 2033 households mooss
A A households
would be paying would be paying Average =
Average annual 2 Average annual 2 would be paying
5 this amount more . this amount more annual 2
Increase increase e this amount more
per year, then they per year, then they increase
did in 2027 did in 2027 peryedr, then
they did in 2027
A £31 £184 £23 £138 £20 £120
B £36 £215 £27 £161 £23 £140
© £41 £246 £ £184 £27 £160
D £46 £276 £35 £207 £30 £180
E £56 £338 £42 £253 £37 £219
F £66 £399 £50 £299 £43 £259
G BT £460 £58 £345 £50 £299
H £52 £552 £69 £414 £60 £359
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2.5

SR27 Customer Expectations

Research Sample

127 Scottish Water customers were engaged during the research study. A breakdown of
the research sample by activity is provided below. The findings are based on this qualitative
sample of 127 customers and are not statistically representative of the wider population.

Table 1: Face to face workshop sample. 68 in total across 2 workshops. At each event 28 current

bill payers and 6 future customers

Face to Face Household Community Workshops (68 Voices)

Location Bill Customers in Vulnerable
Future SEG .
Payers Circumstances
) 18 x ABC1 5 x Low Income
Edinburgh 28 6 10 x C2DE 6 x Medically Vulnerable
20 x ABC1 7 x Low Income
Aberdeen 2% 8 8 x C2DE 7 x Medically Vulnerable

Table 2: Reconvened online group sample. 13 customers in total

Reconvened Online Groups (13 Voices)

Location Bill Payers Future SEG
5x ABC1
Remote/Rural 8 5 3 % C2DE

Depths with Customer in Vulnerable Circumstances (6 Voices)

Water Dependent 3

Financially Vulnerable 3

Table 4: Non-household online groups and depths sample. 26 customers in total

NHH Online Groups and Depths (26 Voices)

Size Industry Bill Size
Large Agriculture, Hospitality, Health, £4,000 per month to
Consultancy and Innovation £6,000 per month

SME Retail, manufacturing, hospitality,
health, entertainment, beauty,
tourism, transport, finance

£47 per month to
£2,000 per month

Table 5: Intergenerational online groups sample. 6 customers in total

Intergenerational Online Groups (6 Voices)

Group 1 Urban/Suburban, ABC1 (Grandad, Mum, 20 year old
daughter)

Group 2 Remote/Rural, C2DE (Grandad, Mum, 20 year old daughter)

Table 3: Customers in Vulnerable Circumstances depth sample. 6 customers in total

ACcent SR27 Customer Expectations Final Report eNC/EF/RRe14 May 2025
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Table 6: Water only customer depths sample. 8 customers in total

Depths with Water Only Customers (8 Voices)

SEG 2 xAB All living in village or rural areas with septic
2:xC1 tank
2XC2

NHH Small businesses with water only supply

Copies of the recruitment questionnaires are shown in the appendices. These include the
definition used to define urban, suburban, rural and remote.

Sample Coverage

The methodology and sample design were put together to ensure good geographical
coverage across the Scottish Water area in addition to a spread of council tax bands for
(household customers) and bill sizes (non-household).

Due to inherent limitations of qualitative research, the approach is not fully nationally
representative. However, recruitment also ensured coverage of urban, suburban, rural and
remote areas as shown in the map below. It is worth noting some clustering in Aberdeen
and Edinburgh areas; these were the locations of the in-person workshops.

Figure 6: Map showing geographical spread of research participants

United
Kingdom
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2.8

SR27 Customer Expectations

Qualitative Analysis

It was crucial that the testing and analysis process was consistent and rigorous across all
groups involved in the study. Given that high-level investment and charging structures
were examined it was essential that we maintained a structured analysis process for 127
different customers. The diversity of participants, their experiences, and their perspectives
meant that a consistent approach was vital to ensure the integrity and validity of the
research findings.

To achieve this, a rigorous analytical framework was adopted that ensured all participants
were subject to the same process. This consistency was key to ensuring that insights
gathered from each group were comparable and fairly weighted. Without a structured
approach, there was a risk that some participants may inadvertently be given
disproportionate weight based on factors such as their memorability or the specificity of
their experiences, rather than the broader relevance of their input to the overall customer
base.

The following analysis and charting process was undertaken:

B The analysis spreadsheet was completed immediately after each group from initial
notes:
— content and responses to the key questions were mapped
— real time spreadsheets allowed all moderating team members to review and
discuss emerging themes

Transcribed audio files ensured verbatims could be easily included

Moderating team read through transcripts
— and updated analysis spreadsheet with quotes from transcripts

B Once all groups were completed, the moderating team reviewed the analysis
spreadsheet to:
— undertake thematic analysis
— compare different sub groups and look for similarities/differences
— explore where insights are the same/different from previous qualitative research.

Project Materials

Project materials including in this report can be found in:

Appendix A: Recruitment questionnaires
Appendix B: Homework content
Appendix C: Webinar slides

Appendix D: Topic guides

Appendix E: Stimulus deck

Afcent SR27 Customer Expectations Final Report eNC/EF/RRe14 May 2025 Page 12 of 88



3.1

SR27 Customer Expectations

Segment Observations

Introduction

This section focuses on the following segments:

Urban and suburban bill paying customers

Rural and remote bill paying customers

Water only bill paying customers

Future customers

Intergenerational families (mix of future and current bill payers)
Customer in vulnerable situations (bill paying customers)

Non household customers.

Individual segment chapters have been developed to provide detailed insights into
customer perspectives. These chapters focus on:

B Qverall observations, capturing key themes and trends emerging from the discussions.

B Spontaneous short- and long-term priorities, reflecting participants' immediate
concerns and future expectations.

B Reactions to different scenarios tested, providing insight into how customers perceive
and respond to the three different choice scenarios and associated bill impacts.

Each chapter is heavily supported with direct customer quotes, ensuring that findings are
well-evidenced and reflective of actual participant viewpoints. However, the analysis
reveals very few differences between customer segments. This suggests that belonging to
a particular sample group (e.g., urban, rural, future, or business customer) does not
strongly influence responses in this context.

The lack of variation is likely due to the abstract nature of the scenarios tested. Many of
the proposed investments do not currently impact customers' day-to-day lives, primarily
because the existing water and wastewater services are perceived as reliable.

For example:

B Responsesto sewer flooding scenarios were not typically based on personal experience
but rather on how participants imagined the impact of such an event.

B Attitudes toward these investments were influenced more by individual perceptions of
risk, altruism, and reaction to data (e.g., Scottish Water's figure of 430 affected
properties) rather than by demographic or geographic factors.
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SR27 Customer Expectations

As this is a qualitative study, it is important to note that some segments will have low
participant numbers. While the findings will offer valuable depth and context, they should
not be interpreted as representative of the wider population. Instead, they provide rich,
exploratory insights into customer perspectives.

Overall, there was a high level of consistency in views across the different customer
segments. While individual perspectives varied slightly, the core themes and priorities
remained largely aligned. Any notable differences in responses between segments have
been highlighted within each relevant section, ensuring that variations in opinion are
clearly documented.

Considerations for Any Follow-Up Quantitative Research

To further refine insights in a future quantitative phase, it may be valuable to introduce an
"experience question". This would help differentiate between:

B Customers who have direct, personal experience of an issue and whose views are
shaped by real-world encounters.

B Customers for whom these issues are currently abstract or hypothetical, but who may
still have a valid perspective due to concerns about potential future risks.

This approach would allow for deeper segmentation analysis, enabling a clearer
understanding of how experience influences customer attitudes.

Urban and Suburban Bill Paying Customers

Overall Observations

A cross representation of bill paying customers, living in urban and suburban areas, were
included within the face-to-face workshops in Aberdeen and Edinburgh. The sample
included a spread of ABC1 and C2DE customers and a range of council tax bands which are
referenced below for information only. Note: the qualitative nature of the exercise and
that results cannot be attributed to council tax band level.

Table 7: Spread of household council tax bands

Council Tax Total
Band
A 8%
B 12%
C 14%
D 21%
E 12%
F 12%
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G 9%
H 0
D/K 12%

Baseline satisfaction across the groups was good with customers talking positively about
the quality and freshness of water in Scotland, the consistency of supply and how the
overall water service experience was superior to England. Scottish Water were felt to be
a trusted, safe and reliable company and the public ownership model was reassuring given
the English water company performance.

“Cost is way more than fair - my sister lives in Manchester so you see her, she has to pay
her. | don't really know exactly how it works but it's definitely more than that”
Urban/Suburban, HH, Aberdeen

“Imean, it is 100% more better than the water in England. | wouldn’t drink the water
there”
Urban/Suburban, HH, Aberdeen

“I can’t wait to get home from holiday to drink it”
Urban/Suburban, HH, Edinburgh

“The main word I’d associate with Scottish water is trustworthy. In the years of having my
own place I've never had an issue to deal with and no news in this aspect, is certainly good
news”

Urban/Suburban, HH, Aberdeen

There was a discussion Scottish Water invisibility and customers being distanced from the
company with no direct relationship due to the council tax charging process but, apart from
this reducing the level of water conscious behaviours, this was not considered a problem.

“Scottish Water is invisible and | don’t have to think about it......I like invisible — invisible is
good”
Urban/Suburban, HH, Edinburgh

As with other customer groups, there was a tendency to focus on the clean water side of
Scottish Water business and anchor the positivity in the quality and supply of the running
water. However, there was interest in Scottish Water’s performance of usage of Combined
Sewer Overflows (CSO’s) with an acknowledgement that whilst English water companies’
performance is poor, at least there is transparency around the monitoring and reporting.

“Unlike in England and Wales where nearly 100% of Combined Sewer Overflows (CSOs)
are monitored, in Scotland under 4% of overflows are required to be monitored. This
means the Scottish public are in the dark about the performance of the other 96% of

overflows.”
Urban/Suburban, HH, Edinburgh
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Spontaneous Requirements

Short term priorities

Before reviewing the potential high level investment scenarios, our bill paying urban and
suburban customers were asked to think about what was important to them from a water
and waste water perspective and where they wanted Scottish Water to focus their short-
term plans. They were asked to consider what was basic/expected, what would be nice for
Scottish Water to do but not essential and what would be the ‘icing on the cake’. The
themes are consistent across the different customer types with water quality, asset
maintenance, supply of water, waste water and flooding and cost emerging as the basic
expectations. These insights are shown in Tables 8, 9 and 10 below.

Table 8: Basic expectations for SR27

Basic Expectations for SR27 \

Drinking Water Asset Supply of Water Waste water / Cost
Quality Maintenance Flooding
* Clean, drinkable, < Maintain pipes * 24/7/365 * Good waste * Keep low
tasty e Address/fix leaks ¢ Reliable service water removal e Affordable
* Frequent testing * Improve network ¢ Every home in * Good drainage * Tariffs for CIVS
* Consistency * Efficient repairs Scotland * Bathing/river
* Pre-notification water quality
* Stop releasing
pollution
“Ensure consistent “Maintain “Clean water in “Provide reliable “Deliver fresh
delivery of clean, infrastructure to constant supply wastewater water and keep
safe drinking prevent leaks, running through management bills down as part
water to all bursts, and other our taps” services to prevent of council tax”
households and service contamination or
businesses without disruptions” environmental
interruption” harm”
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Table 9: ‘Nice to Do’ expectations for SR27

‘Nice to Do’ Expectations for SR27 ‘

Communications and Water conservation Environment Disruption
Accountability

* Easy to contact * Measure usage * Reduce emissions * Minimise local traffic

* Respond quickly * Install SMART * Challenging targets disruption

* Level of performance meters * Protect natural * Minimise roadworks
on CSO * Share ’average’ world * Coordination with

* Compensation for information/trends other service
disruptions * Share ways to providers

reduce usage
* Introduce
sustainable strategy

“Quick communication “Maybe if usage was “It would be nice if “Give notice in advance
about any problems” more measured and Scottish water can of any repairs or
charged accordingly. | become more energy maintenance due”
know this would be efficient and maybe
done on a council tax have electric vans”

banding basis, however
| feel like this is a rather
broad spectrum and in
a smaller household like
ours, we maybe pay
over what we could for
our usage”

Table 10: ‘Icing on the Cake’ expectations for SR27

‘Icing on the Cake’ Expectations for SR27 ‘

Cost and Reward Technology/Innovation Community
* Incentives to reduce water *  Embrace technology in all e Public water taps
* Fair rates projects * Educational campaigns, e.g.
* Rewards for using less water *  App/webchat visitor centres
» Offer a price cap * Hydro power e Education in schools

* Grey water recycling
“Quick communication about “Maybe if usage was more “Give notice in advance of any
any problems” measured and charged repairs or maintenance due”

accordingly. | know this would be
done on a council tax banding
basis, however | feel like this is a
rather broad spectrum and in a
smaller household like ours, we
maybe pay over what we could
for our usage”

Longer term priorities

For the longer term, bill paying urban and suburban customers suggest that Scottish Water
continue with the themes that they mentioned in the short-term exercise. There is a focus
on asset maintenance and continuing to deliver the same quality of water and supply to
the increasing population as well as the need to offer efficient customer service and
minimise any traffic disruption when undertaking pipe replacement.
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“Supplying quality water to its customers and keeping on top of its infrastructure without
causing disruption.”
Urban/Suburban, HH, Edinburgh

“Ensuring responsive and effective customer support with minimal disruption to the local
area, like road closures especially during emergencies.”
Urban/Suburban, HH, Aberdeen

“There is a need to strengthen infrastructure to handle climate/weather events”
Urban/Suburban, HH, Aberdeen

In line with other segment, bill paying customers talk about the need to educate the
Scottish population on conscious water usage to ensure a sustainable supply. There are
differing views on whether to do this via usage-based water meter charging or
communication campaigns to raise awareness about ways to change usage behaviours.
Broader environmental issues like resilience to climate change and controlling any waste
water spills were mentioned.

“I would like to see Scottish Water invest in more education and technology that helps
consumers reduce water usage”
Urban/Suburban, HH, Aberdeen

“It would be worth engaging communities on water conservation”
Urban/Suburban, HH, Aberdeen

“Also educating the public about water quality protection measures and water saving tips,
promoting environmental policy among the population”
Urban/Suburban, HH, Edinburgh

The other suggestion for the longer term was for Scottish Water to be mindful of costs and
make sure that bills remained affordable, and that provision was in place for those who
needed support with their water charges.

“I think it's essential that the water supply is always there but going forward prices will
increase its just keeping prices within reason to customers.”
Urban/Suburban, HH, Aberdeen

“Keeping a tight control of its expenditure and not paying out huge amounts to its
executive board and shareholders leaving little budgets to maintain a quality service.”
Urban/Suburban, HH, Edinburgh

‘It would really be a bonus if they ensure that bills do not get too high”
Urban/Suburban, HH, Aberdeen
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Response to High Level Investment Scenarios

In terms of response to the high-level investment scenarios, there were no particular
differences that can be attributed to urban and suburban bill payer status. This is perhaps
not surprising given that the scenarios tested focused on abstract projects and investments
that did not currently impact on customers everyday lives. For example the response to
sewer flooding is not based on personal experience but imagining what the impact of this
would be and the response to this does not depend on whether you are an urban, rural,
future, business customer but on how bad you imagine this experience to be, how altruistic
you are and how you view the numbers Scottish Water provided (430 properties at risk of
sewer flooding out of the Scottish Water property portfolio). The higher numbers of
urban/suburban customers voting for Cobalt was largely down to a belief that the
investment was necessary, that the Turquoise and Aqua plans were so poor and
unacceptable and that the low baseline of water charges meant that the CPl +6.5% rise
was manageable.

It is worth noting that different methodologies were undertaken for urban and suburban
bill payers who were interviewed using a face-to-face methodology and the remainder of
customers were interviews online. However, the themes of support for Cobalt and Aqua
are the same across the different segment groups.

Summary of Response

Note that this is qualitative work and base sizes are very low and not representative of the
wider Scottish Water population; voting numbers are being shown simply to highlight the
strength of feeling. However, customers were asked to indicate which cost scenario and
outcomes (Turquoise, Aqua or Cobalt) most closely matched their short-term needs and
whether the potential bill impact was affordable or/and reasonable and these are provided
below for indication only.

Voting Response?

B Turquoise: 0 votes
Aqua: 7 votes
Cobalt: 49 votes
Undecided: 0 votes

Turquoise — CPI +2% High Level Investment Scenario

None of the urban or suburban bill payers within the qualitative sample chose the lowest
scenario, Turquoise, that represented modest outcomes, a low CPl +2% investment and
lowest bill impact. In line with all other segment groups, they felt that this scenario was
short sighted and were surprised by the lack of forward planning. The lack of investment
in core assets and reference to the doubling of bursts was shocking and the whole

2 The findings are based on this qualitative sample and are not statistically representative of the wider
population.
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approach appears to be disregarding the impact that under investment has in
infrastructure and service levels.

“I’'m quite surprised by this and it feels like we would be going backwards.”
Urban/Suburban, HH, Edinburgh

“Yeah, | thought last one was an unacceptable level. So this one is extra bad!.”
Urban/Suburban, HH, Edinburgh

“Whereas this appears to be, like you said, properly kicking the can down the road, and
it's going to mean, as Liam said, prices are just going to go whack. Like significantly,
because all of a sudden we've got 12,000 properties with significant flooding issues,

increased water issues, more water, more drought, whatever itis.”
Urban/Suburban, HH, Edinburgh

Aqua - CPI +4% High Level Investment Scenario

There were a number of reasons why the urban and suburban bill payers rejected the Aqua
scenario, but it was mainly about the lack of progression and weak outcomes. The same
criticisms of Aqua were seen across different sample groups but the urban and suburban
bill payers seemed to accept the overall cost increase/higher outcomes of Cobalt and felt
that delivered better overall value than the CPI +4%/lower outcomes Aqua scenario.

Reasons for lower support of Aqua:

Spending less than now on asset maintenance

Bursts will increase by 25%

No reduction in internal sewer flooding which is miserable for those in that situation
Changes are marginal so feel like they will have limited impact

Fear that the ‘can is being kicked down the road’

Need for more positive progress e.g. some progress on leakage

Those who did not trust the local authorities were not convinced about working in
partnership with local authorities.

“These are marginal gains, | think they should be negative, because if you're just bubbling
along without recognising aging assets, maintaining what's already there, you're going to
get a bigger shock down the line. To have a 25% increase based on status quo, so then
you're going to have to deal with that at some point
Urban/Suburban, HH, Edinburgh

“I' think I'd recognise there's a lot of other priorities, but | just feel in this day and
age, nobody should have a worry about internal surge in the modern world, and Scottish
Water should do something about that. | agree it's a right thing to do.
Urban/Suburban, HH, Edinburgh

“Well, | just think with climate change, it's going to get worse every year, every month,
every year. This is going to continue to be a growing problem, so we have to, like, stay on
top of that.”

Urban/Suburban, HH, Edinburgh
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“It just doesn’t feel like it would answer the things they talked about in the webinar.”
Urban/Suburban, HH, Aberdeen

Cobalt — CPI +6.5% High Level Investment Scenario

There was support for Cobalt in the urban and suburban bill payer sessions and there
seemed to be a greater recognition that by putting the investment off, there would be
higher costs further down the line. It was endorsed, albeit reluctantly as the associated
cost was higher. However, even though no one wanted to see bills increase, there was a
sense that there was a greater justification in the cost increase because the outcomes were
bolder and the overall package felt more tangible, ambitious and progressive.

Reasons for higher support of Cobalt:

B Higher investment in asset maintenance which was a key area of concern

B Ensuring that bursts did not increase

B Small improvements in internal sewer flooding which felt that Scottish Water
recognised the severity of this issue and understood that some progress needed to be
made

B Feels more progressive and action focused

Language talked about reducing leakage

B Starting projects in larger cities felt to be sensible as this was where the population is
denser

B Feels like it protects citizens/communities in the longer term

Preventing any ongoing environmental damage

B Introduction of treatment works for 900K customers feels tangible.

“Probably feel you're getting more bang for your buck with this option because although |
assume the price is going to be increased on the next page, this all seems necessary,
seems more proactive. It seems more like they're taking the initiative”
Urban/Suburban, HH, Edinburgh

“But in the context of the other stuff that's going to happen as a result of it, it feels like a
cost that we’d be willing to bear”
Urban/Suburban, HH, Edinburgh

“It’s much better. Well, they're all improved targets.”
Urban/Suburban, HH, Aberdeen

“It feels like it's a lot more proactive rather than reactive. And like | said before, the cost is
probably higher in the shorter term, but in the longer term, it does work out cheaper”
Urban/Suburban, HH, Aberdeen

“Fact being, there's a massive improvement in deliverables that are so long-term. You
know, | mean, from everything that we've got on the webinar, | mean, the stuff's 60% of
your life span. You're not doing that for 50 quid.”

Urban/Suburban, HH, Aberdeen
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Rural and Remote Bill Paying Customers

Overall Observations

Remote and rural bill payers lived in parts of Scotland that were typically less accessible.
While they spoke about some broader challenges of living in these areas (such poor public
transport options), they did not raise any specific concerns about their water supply or
wastewater services, and their baseline perceptions of Scottish Water were generally
positive. Those who had experienced any service interruptions in the past felt that Scottish
Water had dealt with things appropriately and efficiently.

“I have never had a problem with Scottish Water, our monthly payments are relatively
low, our water supply has never ceased or been interrupted, which | consider quite
miraculous.”

Remote/Rural Bill Payer

“All my previous needs have been met, apart from one or two occasions I've had a steady
water supply and when there's been a disruption it has been fixed in a matter of hours”
Remote/Rural Bill Payer

Customers living in these areas sometimes felt that their villages and small towns were
forgotten by both Scottish and UK Governments for infrastructure investment and
examples of this were lack of investment in broadband facilities and signal connectivity and
poor transport links e.g. one bus per hour or nothing on Sunday. There were some
concerns that they can easily feel cut off and this was mentioned in relation to local,
general flooding where villages could find themselves isolated and it was felt that, if there
were problems with utilities, then it would take longer to fix the issues as they were some
distance from central areas.

Within this context, they were pleasantly surprised by how quickly Scottish Water had
resolved any issues with water disruption.

“After storm Arwen we were without power for fourteen days and struggling for water at
times but SW provided all the surrounding villages with pallets of bottled water free to all
to collect.”

Remote/Rural Bill Payer

“And then they fixed whatever it was, | think it was a burst or something | mean pipe in
the dollar. They fixed it pretty quickly, and had they not fixed it. They were still supplying
us with water, so we weren't cut off. So that was pretty impressive.”
Remote/Rural Bill Payer

Other issues with remote and rural living related to limited general shopping facilities, a
lack of safe pathways for walkers and cyclists and, in the areas that were rural/semi-rural
rather than remote, there was a noticeable increase in building and new developments. In
terms of the latter issue, it was recognised that this could impact on service providers like
Scottish Water, who would need to plan for anincrease in houses that would be connected
to the network and people using water facilities.
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Overall customers living in remote and rural areas felt that the emotional benefits
outweighed any practical negatives as they were surrounded by nature, beautiful green
spaces and hills and a stronger sense of community than in urban areas. There was a sense
that the slower pace of life was welcomed and an enhanced feeling of safety and, despite
being far away, utilities were quick to communicate with them.

One key area of concern raised by those who living in remote coastal areas that related to
Scottish Water was the quality of the water in the sea. Whilst this did not appear to be at
the same level of concern as expressed by participants during customer engagement in
England and Wales for the most recent business plan development, it was raised as an
emerging area of concern among a few of the remote and rural sample as well as those
living in urban coastal areas.

Spontaneous Requirements for SR27

Short term priorities

Before reviewing the potential high level investment scenarios, our remote and rural
customers were asked to think about what was important to them from a water and waste
water perspective and where they wanted Scottish Water to focus their short-term plans.
They were asked to consider what was basic/expected, what would be nice for Scottish
Water to do but not essential and what would be the ‘icing on the cake’. Insights are the
same as other bill payers but there was an emphasis on making sure investment was fair
and did not just focus on urban, city areas with the densest populations. These insights are
shown in Tables 11, 12 and 13 below.

Table 11: Basic expectations for SR27

Basic Expectations for SR27 \

Drinking Water Asset Supply of Water Waste water / Cost
Quality Maintenance Flooding
* Clean, drinkable, < Maintain pipes * 24/7/365 * Good waste * Keep low
tasty e Address/fix leaks ¢ Reliable service water removal e Affordable

* Frequent testing
* Consistency

* Improve network
* Efficient repairs
* Pre-notification

Every home in
Scotland

* Good drainage

* Bathing/river
water quality

* Stop releasing

* Tariffs for
customers in
vulnerable
situations

pollution
“A good supply of “I also expect “I expect them to “Provide effective “No massive
water and efficient there to be provide clean and clean increases given
waste water enough engineers water to all that sewerage the amount
treatment” available and need it in discharge and look people are
trained to deal Scotland” after the struggling with
with issues reservoirs” regarding the cost
promptly” of living. | expect
them to provide
financial support
for water bills for
those that need it”
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Table 12: ‘Nice to Do’ expectations for SR27

‘Nice to Do’ Expectations for SR27 ‘

Communications and Water conservation Environment Disruption
Accountability

* Easy to contact * Measure usage * Reduce emissions * Minimise local traffic

* Respond quickly * Install SMART * Challenging targets disruption

* Level of performance meters * Protect natural * Minimise roadworks
on CSO * Share ’average’ world * Coordination with

* Compensation for information/trends other service
disruptions * Share ways to providers

reduce usage
* Introduce
sustainable strategy

“Providing more “A record where you “Look after the “Nice to have would be
transparency about the  can check payments, a environment, with ensuring minimal
water supply’s source rewards scheme if public access to impact to wildlife and
and the environmental ~ you’re up to date each reservoirs” natural environment.
footprints of their month” There are A LOT of
operations would also works around me for
be valuable. Initiatives Scottish Water at the
like community moment and | see a lot
engagement projects, of land being carved up
educations programs on and | wonder what
water usage and impact this has”

conservation”

Table 13: ‘Icing on the Cake’ expectations for SR27

‘Icing on the Cake’ Expectations for SR27 ‘

Cost and Reward Technology/Innovation Community
* Incentives to reduce water *  Embrace technology in all e Public water taps
* Fair rates projects * Educational campaigns, e.g.
* Rewards for using less water *  App/webchat visitor centres
» Offer a price cap * Hydro power * Education in schools
* Grey water recycling
“Creating a customer loyalty “Introduce solutions to address “If they had more public water
programme that rewards climate change, such as utilizing taps of visitor centres”
sustainable water practices or renewable energy sources for
offering smart home integration water treatment or
for monitoring water implementing cutting edge
consumption” technology for water recycling

and waste management”

Long term priorities

As with other segments, the longer-term priorities tend to mirror the short-term
expectations. They mention Scottish Water working to reduce wastage, provide greater
environmental protection, reduce combined sewer overflows, and balance the supply and
demand needs.

“Growing public awareness and demand for sustainable practices, such as reducing
plastic pollution, limiting combined sewer overflows, and restoring natural water
ecosystems”

Remote/Rural Bill Payer
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“I suppose they have to consider their carbon footprint and keeping with the aims of the
Scottish Government carbon neutral targets and if they are going to switch all their
vehicles electric”

Remote/Rural Bill Payer

There is also a desire to see Scottish Water maintain assets in the longer term to ensure
the water quality remains high to ensure that Scottish water quality does not decline in the
same way they have seen in England.

“When friends of ours come up to Aberdeen from Leeds, the first thing they want is a glass
of 'Council Juice'. The notion of having quality water from your tap is something that we
take for granted but I'm delighted that we do... and quite frankly, sad that the rest of the

UK don't.”
Remote/Rural Bill Payer

As with other segments, remote and rural customers feel that part of the long-term focus
should be on water conservation to ensure that water is used efficiently and for there to
be a more dynamic way of pricing for usage. It was felt that this could help to keep costs
down for some households although it was recognised that metered charging and usage
would not suit everyone.

“I would expect Scottish water to focus on the pricing of their services, finding a more
reasonable / dynamic way of pricing for usage. | expect this wouldn't be well received by
larger households but it's something | believe should be implemented as it would match

other utilities.”
Remote/Rural Bill Payer

Response to High Level Investment Scenarios

In terms of response to the high-level investment scenarios, there were no particular
differences emerging that were specific to remote and rural customers. They accepted that
investment would be spread across the network but did not want investment to be unfairly
distributed at the expense of forgetting about remote and rural areas. When evaluating
the different high level investment scenarios, all customers welcomed investment that
future proofed the network and minimised any future service disruptions but there was
some disquiet amongst remote and rural customers about high bill increases.

Summary of Response

Note that this is qualitative work and base sizes are very low and not representative of the
wider Scottish Water population. However, customers were asked to indicate which cost
scenario and outcomes (Turquoise, Aqua or Cobalt) most closely matched their short-term
needs and whether the potential bill impact was affordable or/and reasonable, and these
are provided below for indication only.
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Voting Response?®

B Turquoise: O votes
Aqua: 6 votes
Cobalt : 0 votes
Undecided: 2 votes

Turquoise — CPI +2% High Level Investment Scenario

None of the remote and rural customers within the qualitative sample chose the lowest
scenario, Turquoise, that represented modest outcomes, a low CPI +2% investment and
lowest bill impact. In line with all other segment groups, they felt that this scenario was
short sighted and were surprised by the lack of forward planning. There was a sense that
living in remote and rural areas meant that they might be more vulnerable to bursts or the
impact of bursts.

“It's not doing things slower. It's not doing anything at all.”
Remote/Rural Bill Payer

“Yeah, | would disregard turquoise. | just feel like you're paying, even though it's
minimum. And you're paying something for nothing”
Remote/Rural Bill Payer

| suppose, for the purpose of the exercise this one comes in last place for me. I'd rather
spend a little bit more, with something like Aqua to get a little bit more out of it. It's not a
good plan”
Remote/Rural Bill Payer

Aqua - CPI +4% High Level Investment Scenario

Remote and rural bill payers very reluctantly endorsed the Agua scenario which was
presented as a CPI +4% bill impact for the suggested outcomes. This was not because they
were comfortable with the outcomes, but they did not feel they could accept or afford the
higher bill impact. They were also very uncomfortable with the focus that Cobalt appeared
to give to the central cities of Dundee, Glasgow and Edinburgh.

The reasons for supporting Aqua are not positive reasons and, as the quotes below
highlight, this scenario was very reluctantly endorsed:

B Lower cost than Cobalt but it was not felt to be good value for money as the outcomes
were so poor

B Internal sewer flooding was not increasing but there was still significant discomfort
with the status quo

B Maintaining leakage was welcomed as they do not want performance to decrease as
any leakage is seen as wastage

B Working with local authorities to reduce flooding was welcomed

3 The findings are based on this qualitative sample and are not statistically representative of the wider
population.
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B Reduced spending on pipes and treatment works was viewed negatively and any
increases in bursts was not welcomed - 25% was felt to be high

“No, | definitely agree with the group. Certainly, looking at this proposed plan. It's nothing
earth shattering. It's nothing that wows us or provides us with any reassurance. It seems
like they're just pardon the pun treading water”

Remote/Rural Bill Payer

“I can't say it fills me with warm and fuzzy feelings. To be honest.....but | guess | would
have to vote for this but I'm not happy about it”
Remote/Rural Bill Payer

“It's not exactly the most inspiring pitch, | think. If this was Dragon's den, you wouldn't see
anyone jumping to quickly invest again. | know you said you're going to talk about the
costs later. | get the impression that this would be one where they would try and entice us
by possibly saying it would be marginally cheaper.”

Remote/Rural Bill Payer

“The internal sewer flooding the fact that they're keeping it the same. It's not increasing, |
suppose, is kind of a bittersweet positive.”
Remote/Rural Bill Payer

“The whole repairing and placing the assets just seems like one step forward and about 17
steps back.”
Remote/Rural Bill Payer

“Internal sewer flooding basically doing nothing about it is it's disgraceful, and it's
irresponsible. I'm surprised that they're not at risk at being sued”
Remote/Rural Bill Payer

“That that seems fairly excessive for such a frankly useless plan to be paid.”
Remote/Rural Bill Payer

Cobalt — CPI +6.5% High Level Investment Scenario

None of the remote or rural bill payers endorsed* Cobalt as the CPI +6.5% bill impact was
felt to be high and when projecting forward into the longer term this was not felt to be
manageable. It was felt to deliver better outcomes than Aqua, but it was not enough to
justify the significant price increase and the fact that it did not mention any of the rural or
remote areas north of Aberdeen was unwelcome.

“We need to kind of manage our expectations about what can actually be done in a fairly
short amount of time, for you know, company that large, and I think, without like doubling
your bill. This is probably the most realistic we're going to get.”
Remote/Rural Bill Payer

4 The term "endorsed" has been used as an overarching summary of customers' views. This reflects the
extended nature of the research process, during which participants were given the time and space to build
their understanding of the water sector and the challenges faced by Scottish Water
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“I'm looking at and saying, well, yeah, that's an improvement. But it's an improvement on
something that didn't really seem great in the first place. So I'm finding it quite difficult to
come up with an assessment for this. | think it's going to be very much dependent on what
the increase looks like in terms of price now”
Remote/Rural Bill Payer

“Bigger increase. But to be fair, it looks like they're going to be doing the stuff that they

need to do on a selfish note. I'm upset. They didn't mention Aberdeen, you know. They

kind of got to the Tay, and then thought we kind of go much further north than that.”
Remote/Rural Bill Payer

“It's going to be a very hard sell to people that will go down very badly. | don't think that's
actually realistic to put onto people”
Remote/Rural Bill Payer

“To be honest, | think all of the offerings are pretty disappointing. | feel like cobalt would
obviously be the ideal scenario, but | think for the price. It's just astronomical, like | just,
I'm in a bit of disbelief that to do those things it would cost that much like just to put into
perspective, my water would be 80 pounds a month in 2033, whereas my current gas and
electric is less than 75 pounds a month.”

Remote/Rural Bill Payer
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Water Only Bill Paying Customers

Overall Observations

There were 8 water only bill paying customers in the qualitative sample. They lived in
remote areas of Scotland including Aberdeenshire, the Borders, Western areas and
Highlands and Islands. They all either had communal septic tanks shared with neighbours
or individual septic tanks on their properties that were emptied periodically by Scottish
Water and other providers.

They understood that Scottish Water provided the clean water supply to their homes and,
despite the remote nature of the properties, customers were positive about the service,
very good quality of the water and consistency of supply. One of the customers on Orkney
felt Scottish Water were very visible within the community and had seen them transporting
water in the past, topping up reservoirs, emptying septic tanks and trying to keep the
pipework in good order.

“Good customer service. I've had to phone once or twice, and they were really, really
friendly on the phone.”
Water Only Customer

“I don’t know very much, | did not know they were owned by people but | probably would
have said that they had the best quality water in the world.”
Water Only Customer

“The water is fantastic and gets tested every week or so, sometimes twice, some stations
locally they have to drive 20-30 miles to do so.”
Water Only Customer

“I've very rarely ever had problems with them, so they're very reliable.”
Water Only Customer

“Water here could be bottled and sold”
Water Only Customer

Water Only bill payers accept that part of their clean water bill will be spent on wastewater
services across Scotland and were not surprised by this. They seem to see the bigger
picture, sense that the whole network is connected and recognise that they are part of a
service provider who have a responsibility to provide a range of services across Scotland.
Spontaneously, there is a desire to address any waste water related issues with CSOs and
therefore the wastewater side of the business is relevant to them. In addition, the idea that
the communal bill revenue might get distributed to include supporting customers in
difficult situations was spontaneously mentioned.

“It would be nicer if it was more spend on water because | only have the water part of it.
But at the same time I'm not too fussed about it.”
Water Only Customer
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“It's all so circular, you know, you can't really separate it out in my mind.”
Water Only Customer

“I think especially with vulnerable people and people who are getting single person
discounts, full discounts having that and us paying for a service that we don't receive sort
of supplements them in a way, I'm quite happy doing that”

Water Only Customer

Water Only customers shared similar challenges and benefits to remote and rural
customers but generally felt positive about their home location.

Spontaneous Requirements for SR27

Short term priorities

Before reviewing the potential high level investment scenarios, Water Only customers
were asked to think about what was important to them from a water and wastewater
perspective and where they wanted Scottish Water to focus their short-term plans. They
were asked to consider what was basic/expected, what would be nice for Scottish Water
to do but not essential and what would be the ‘icing on the cake’. Insights are similar to
other bill payers including a focus on waste water issues as their ‘Water Only’ status did
not mean that they dismissed waste water issues, indeed there was a request for stronger
environment protections that go beyond legal obligations.

Additionally, there was a request for Scottish Water to provide fair costs for septic
pumping, which was specific to their Water Only status and, given their remote locations,
there was a desire to ensure that every home in Scotland should be supplied with water,
regardless of location. These insights are shown in Tables 14, 15 and 16 below.

Table 14: Basic expectations for SR27

Basic Expectations for SR27

Drinking Water Asset Supply of Water Waste water / Cost
Quality Maintenance Flooding
* Clean, drinkable, * Maintain pipes e 24/7/365 * Good waste * Keep low
tasty * Address/fix leaks ¢ Reliable service water removal * Affordable

* Frequent testing
* Consistency

“Provide clean and
fresh water to all
households in
Scotland, free
from bacteria and
within the safe
limits of chlorine
and fluoride”

* Improve network
* Efficient repairs
* Pre-notification

“Fix public pipes in
an efficient and
timely manner”

Every home in
Scotland
regardless of
rural/remote
location

“It’s essential that
they consistently
provide water”

* Good drainage
* Bathing/river
water quality
* Stop releasing
pollution
* Provide septic
tank pumping at
fair cost
“A good reliable
sewage service.
CSO actions and
sewage backups
reduced to an
absolute
minimum”

* Tariffs for
customers in
vulnerable
situations

“Provide
competitive costs
for emptying
septic tanks”

ACcent
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Table 15: ‘Nice to Do’ expectations for SR27

‘Nice to Do’ Expectations for SR27 ‘

Communications and Water conservation Environment Disruption
Accountability

e Easy to contact * Measure usage * Reduce emissions * Minimise local traffic

* Respond quickly * Install SMART * Challenging targets disruption

* Level of performance meters * Protect natural * Minimise roadworks
on CSO e Share ’average’ world e Coordination with

* Compensation for information/trends other service
disruptions e Share ways to providers

reduce usage
* Introduce
sustainable strategy

“It would be nice to be “Maybe have reduced “Active habitat “Ensure rapid
personally notified prior  rates for water within creation, e.g. new maintenance works
to any works being council tax for people reservoirs to be built to (part of my route to
carried out in the area who have a disability increase their change of ~ work was worked on for
which may affect the that makes them attracting wild birds” 6 weeks)”
water supply” consume more water
than the average
person”

Table 16: ‘Icing on the Cake’ expectations for SR27

‘Icing on the Cake’ Expectations for SR27

Cost and Reward Technology/Innovation Community
* Incentives to reduce water *  Embrace technology in all e Public water taps
* Fair rates projects * Educational campaigns, e.g.
* Rewards for using less water *  App/webchat visitor centres
» Offer a price cap * Hydro power e Education in schools
* Grey water recycling e Charitable action

e Community projects
* Internships

“I think every new home now “We could have water power “I would like to see more water
should have a meter” (hydro) as we have a lot of water fountains in public places”
here!”

Long Term Priorities

With the Water Only bill payers, the longer-term expectations were an extension of the
priorities for 2027-2033. There was a particular focus on greater environmental
protections and cessation of any waste water dumping.

“Sewage in waterways due to increased rainfall — they need to improve the systems so
that this doesn't happen again”
Water Only Customer

Apart from these areas, they wanted Scottish Water to focus on asset maintenance to
ensure that supply was not interrupted and the good quality did not deteriorate.
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“I think maintain the quality is most important. I've travelled around Asia and not being
able to drink tap water makes realise how good we have it so continued supply and
always having clean water”

Water Only Customer

A couple of the Water Only customers had lived in England and had experience of water
companies south of the border and wanted Scottish Water to maintain their publicly
owned status and customer focus.

“I just love the fact that they are not privatised, not spending huge amounts of money on
performance bonuses for CEOs and payouts for shareholders while the company
performance is unacceptable.”

Water Only Customers

Response to High Level Investment Scenarios

In terms of response to the high-level investment scenarios, there were no particular
differences emerging that were specific to Water Only customers — they recognised the
need for investment across the network and also had experience of water being
transported around in a way that other Scottish Water customers were less aware of.
When evaluating the different high level investment scenarios, all customers welcomed
investment that future proofed the network and minimised any future service disruptions.

Summary of Response

Note that this is qualitative work and base sizes are very low and not representative of the
wider Scottish Water population. However, customers were asked to indicate which cost
scenario and outcomes (Turquoise, Aqua or Cobalt) most closely matched their short-term
needs and whether the potential bill impact was affordable or/and reasonable and these
are provided below for indication only.

Voting Response?®

B Turquoise: O votes
Aqua: 1 vote
Cobalt: 7 votes
Undecided: O votes

Turquoise — CPI +2% High Level Investment Scenario

In line with other segments, Turquoise, that represented modest outcomes, a low CPl +2%
investment and lowest bill impact, was not felt to be the way forward for 2027-2033. This
scenario was disappointing and felt to be regressive and even though the cost increase was
lower, it was not an acceptable way forward. Given the challenges, population growth and
climate change, this did not feel financially sensible. It felt like these outcomes could put

> The findings are based on this qualitative sample and are not statistically representative of the wider
population.
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customers at risk of bursts and outages that might not be fixed quickly, and the lower cost
impact was not ‘worth the sacrifice’.

“Scottish Water should be leading by example and trying to reduce the amount of leakage
they have and so | feel like that isn't acceptable...it’s not worth having lower bills for”
Water Only Customer

“A prevention is better than the cure method and paying more now to fix the
infrastructure so there's less spent on reacting. | feel like reacting comes with more cost”
Water Only Customer

“The bit about not upgrading the pipes and just waiting till they burst and then fixing
them. | don't really agree with that.”
Water Only Customer

“It's almost kind of a do nothing scenario, isn't it?”
Water Only Customer

“No! I would rather pay extra to make sure it was done properly.”
Water Only Customer

Aqua — CPI +4% High Level Investment Scenario

Amongst the Water Only customers interviewed, there was limited appetite for the Aqua
scenario. Although it was recognised to be better outcomes than Turquoise, it was still felt
to lack ambition and be too reactive. They were looking for more proactivity and
innovation, like using new technology to source water from the environment without
affecting the biodiversity and eco systems.

The Aqgua scenario focused on ‘maintaining’ service levels and, whilst this was admirable
as the current service is good, it does not feel that it would future proof the network and
so the cost increase was not felt to be good value for money. The fact that there was no
progress on internal sewer flooding (even though this would not affect them) and the 25%
increase in bursts was also a concern.

“I think a prevention method is better than sort of a reactive method”
Water Only Customer

“Sewers need to be bigger to handle it, Scotland needs whole infrastructure change as the
number of people have increased over last 40-50 years, so there are many newbuilds at
the moment and no-one should experience floods. Climate change adds to that especially
with amount of rainwater we get here”

Water Only Customer

“It would be good to widen the sewers or make more sewers because | just can't imagine
having it backing up into your house”
Water Only Customer
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“I don't see any bad sides to that, and I'm happy to pay a wee bit more in my council tax
for that.”
Water Only Customer

“It's good that they've identified there's ten known local flooding areas and actually
getting in there and maintaining it and making sure it doesn't happen would be a
fantastic thing”

Water Only Customer

Cobalt — CPI +6.5% High Level Investment Scenario

The Cobalt scenario was felt to deliver better outcomes for the cost increase and therefore
gave a greater sense of ‘bang for the buck’. The critical part was the replacement pipe
programme that ensured that the level of bursts, and associated interruptions, did not
escalate. The reasons for supporting Cobalt were positive which could be a result of the
lower bill cost and impact as these customers were not paying for the wastewater part of
the bill to Scottish Water:

Felt to be good value for money

Creates positive change

Ensures that water bursts do not increase

Modernising water treatment works feels proactive and tangible
There was some pushback on the city focus but this did not deter
Projects that focus on nature based solutions were welcomed
Reduction in leakage is positive.

“It is the best level for everything included. It's the best value for money. It's the best
investment in the future as well.”
Water Only Customer

“I’d say the cobalt as long as most of the investment was in the repair and replacing and
the balancing supply and demand.”
Water Only Customer

“I’'m in favour of nature based solutions to cope with climate change. Definitely worth
higher investment for me.”
Water Only Customer

“It's tackling more of the issues, it improves outcomes for large numbers of people,
particularly with the sewer flooding work focusing on Edinburgh, Glasgow, and Dundee.
That's going to affect a large number of people. I think in the long term it's financially
sensible.”

Water Only Customer

“Definitely think that’s better rather than water bursts increasing stays same, modernise
water treatment works to almost million customers, 7 areas rather than 2.”
Water Only Customer
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“That is the one that is going to be reducing amount of leakage, the rest of them are
maintaining the current levels of leakage”
Water Only Customer
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Future Customers

Overall Observations

Future Bill Payers included students and those in work, but they were not paying any water
charges as they were living in university accommodation, all all-inclusive rented
accommodation or with their parents. Those living in urban areas were included within the
face-to-face workshops and those living in remote and rural areas participated in an online

group.

Overall, they tended to have lower awareness of Scottish Water, but some talked about
seeing Scottish Water vans which elevated brand awareness. Like a significant number of
Scottish Water household customers in this qualitative sample, they did not consciously
think about the clean water they were using or pay any attention to the wastewater
services provided. Their baseline word associations were about the water quality (clean,
fresh, cold, crisp), the visible landscape (reservoirs, rivers, lochs) and they felt that Scottish
Water were reliable and sustainable.

“Right now, | don’t think very often about who provides our water and wastewater
services, | believe because | am not paying the bills”
Future Customer

“I should probably think more about our water service but since | am a student who
doesn't pay a water bill, it's a bit like out of sight out of mind. | should also think about the
key workers in this industry who must work round the clock to ensure we have plenty
water available”

Future Customer

They were positive about the day-to-day service received and felt that the water quality
was very good and the supply was consistent over their lifetime. Where issues had been
experienced, at their parent’s property, these had been resolved quickly.

“I moved to Scotland in 2015 from Ireland and | would say | have never had a problem
with Scottish Water and the water they do provide is the best | have had.”
Future Customer

“I feel Scottish water has met my needs very well, always had clean drinking water and
never had any issue with waste.”
Future Customer

“Over the past few years of living here, | can confidently say that the water supply has
been reliable and safe for household use. We have never experienced a day without
water.”

Future Customer
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“I'think Scottish Water have done well over this time period. | have only had a couple of
issues with brown water in the kitchen at my parents” house. This was resolved within a
couple of hours.”

Future Customer

Future Customers value brands that align with their personal values, particularly in three
key areas:

B Environmental and Sustainable Focus: Brands that prioritise sustainability, eco-friendly
practices, and responsible sourcing resonate with Future Customers. This includes
companies that actively reduce their carbon footprint, use recycled materials, or have
strong commitments to green initiatives.

B Community-Minded Approach: Future Customers appreciate brands that give back to
the community, whether through social responsibility programs, local engagement, or
ethical business practices. Companies with strong ties to their communities, charitable
initiatives, or support for local causes are more likely to be admired.

B Convenience: Ease of access, seamless digital experiences, and hassle-free services are
highly valued. Brands that offer quick, efficient, and customer-friendly services—
whether through technology, fast delivery, or streamlined processes—stand out.

Some specific brands mentioned are shown in Figure 7 below.

Figure 7: Brands admired by Future Customers

Spontaneous Requirements for SR27

Short term priorities

Before reviewing the potential high-level investment scenarios, Future Customers were
asked to think about what was important to them from a water and wastewater
perspective and where they wanted Scottish Water to focus their short-term plans. They
were asked to consider what was basic/expected, what would be nice for Scottish Water
to do but not essential and what would be the ‘icing on the cake’.
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Insights are the same as other household customers and shown in Tables 17, 18 and 19,
but there was an emphasis on the categories that focus on environment and community
projects that fit with the brands that they value in Figure 7.

Table 17: Basic expectations for SR27

Basic Expectations for SR27 \

Drinking Water
Quality

* Clean, drinkable,

tasty

* Frequent testing

* Consistency

“You expect

Asset
Maintenance

* Maintain pipes

* Address/fix leaks
* Improve network

* Efficient repairs
Pre-notification

“I want them to

Supply of Water

* 24/7/365

* Reliable service

* Every home in
Scotland

* Every university
accommodation

“Ensuring that

Waste water /
Flooding

* Good waste
water removal
* Good drainage
* Bathing/river
water quality
* Stop releasing
pollution
“I would expect

Cost

* Keep low

* Affordable

* Tariffs for
customers in
vulnerable
situations

“Provide tailored

consistently clean, maintain and every household, Scottish Water support for
safe and upgrade including student  would consistently vulnerable
accessible water infrastructure to accommodation, deliver clean and customer to help
across the prevent and has uninterrupted safe drinking save water and
country” minimise leaks access” water to where | offer financial

lived and that in assistance”
my areas there are
reliable drainage
and wastewater
systems that
prevent any
flooding or
pollution”

and disruptions”

Table 18: ‘Nice to Do’ expectations for SR27

‘Nice to Do’ Expectations for SR27 ‘

Communications and Water conservation Environment Disruption
Accountability

* Easy to contact * Measure usage * Reduce emissions * Minimise local traffic

* Respond quickly * Install SMART * Challenging targets disruption

* Level of performance meters * Protect natural * Minimise roadworks
on CSO * Share ’average’ world e Coordination with

* Compensation for information/trends other service
disruptions * Share ways to providers

reduce usage
* Introduce
sustainable strategy
“It would be helpful for
Scottish Water to offer
more incentives or
guidance on water
saving methods,
especially for
households looking to
reduce consumption
and minimise waste”

“I don’t drive but this is
important for others”

“It will be really nice if
they can source their
water without harming
the nature/ wildlife”

“Good customer service
open 24/7”
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‘Icing on the Cake’ Expectations for SR27

SR27 Customer Expectations

Cost and Reward
* Incentives to reduce water
e Fair rates
* Rewards for using less water
e Offer a price cap

“Incentives or programs for
households that adopt eco-
friendly water systems, such as
rainwater harvesting or
greywater recycling, would add a
unique, environmentally-
conscious touch to Scottish
Water's service offerings”

Technology/Innovation
Embrace technology in all
projects
App/webchat
Hydro power

* Grey water recycling

“Things like use of green energy,
nature conservation projects,
water reusage systems”

Community
e Public water taps
e Educational campaigns, e.g.
visitor centres
e Education in schools
* Charitable action
e Community projects
* Internships
“It would be exceptional to set
up more water fountains in
popular cities like Edinburgh. |
know of one at Edinburgh West
End, but people may overlook it
and implement thoughtful
improvements that demonstrate
a strong commitment to caring

for the community at large.”

Long Term Priorities

As with other segments, the longer-term priorities tend to mirror the short-term
expectations. Although future customers in the sample are aware of the impact that
increased costs may have on current bill payers, they tend not to focus on longer-term
costs due to the fact that they are not currently responsible for paying bills themselves. In
the long-term, Future Customers are looking for Scottish Water to provide a strong focus
on environmental, sustainability issues and projects that control emissions, use innovation
and Al to progress infrastructure and customer service and have a stronger community
focus. These requirements are in line with the brands they admire.

“Emphasising renewable energy is crucial for improving operational efficiency and
supporting Scotland's net-zero targets”
Future Customer

“Advancing innovation through the use of technologies like Al and other cutting-edge
tools is essential.”
Future Customer

As with other segments, Future Customers want to see Scottish Water commit to
maintaining assets that will protect the water quality and supply in the future and a
commitment to future proofing these assets in line with challenges around population
growth and climate change.

“I would like them to focus on would quality and cleanliness of water, better servicing time
and to do all this in a sustainable manner.”
Future Customer

“Continuing their service, dealing with any issues in a timely manner and maybe fixing old
and corroded pipes”
Future Customer
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Future Customers feel that part of Scottish Water’s long-term focus should be on water
conservation and improving education around water usage. As a segment, they welcomed
relevant communications from Scottish Water, for example, how to save water on a day-
to-day basis.

“I think Scottish Water should be focused on conservation techniques, reliability in regard
to infrastructure, and potentially flood prevention during heavy rains”
Future Customer

“I think they should be thinking about using green energy, nature conservation projects,
water reuse systems”
Future Customer

Response to High Level Investment Scenarios

As non-bill payers, Future Customers were not asked to comment on water charge
increases. This follows best practice learnings from across the UK water industry where it
was shown that Future Customers struggled to provide meaningful responses to potential
increases in water charges. The guidance for PR24 stated that the qualitative post tasks of
bill impacts and quantitative testing should not be carried out with future customers
(https://www.ccw.org.uk/publication/acceptability-and-affordability-guidance/).  When
Future Customers were shown potential bill impacts during the qualitative discussions,
they found it challenging to give meaningful feedback—partly because they aren’t
currently paying water charges and were being asked to project several years into the
future. This did not derive meaningful insight. Some Future Customers were exposed to
the increase in water charges in the face to face discussions but did not participate in the
part of the discussion that explored affordability. One remote Future Customer asked
about potential costs, but it was clarified that, since they are not currently paying water
charges, there isn’t an existing charge to use as a reference point for any future increase..

In terms of response to the high-level investment scenarios, Future Customers responded
in a similar way to other customers and rejected the lower Turquoise scenario. When
evaluating the different scenarios, they welcomed investment that future proofed the
network, addressed the challenges around population growth and climate change and
minimised any future service disruptions. There were some mixed views on the speed of
investment but overall, they wanted Scottish Water to invest at a level that did not
negatively impact future service.

Summary of Response

Note that this is qualitative work and base sizes are very low and not representative of the
wider Scottish Water population. However, customers were asked to indicate which cost
scenario and outcomes (Turquoise, Aqua or Cobalt) most closely matched their short-term
needs and whether the potential bill impact was affordable or/and reasonable and these
are provided below for indication only.
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Voting Response®

B Turquoise: O votes

Aqua: O votes

Cobalt: 16 votes

Undecided: 1 vote (leaning towards Aqua)

Turquoise — High Level Investment Scenario (no bill impact shown)

None of the Future Customers within the qualitative sample chose the lowest scenario,
Turquoise, that represented the least investment and most prudent outcomes. In line with
all other segment groups, they felt that this scenario was short sighted and were surprised
by the lack of forward planning. There were concerns over bursts doubling and the impact
that this could have on remote and rural communities.

“This just feels A LOT worse than the last one and | feel that they need to focus on bursts
more”
Future Customer

“I think comparatively, especially the repairing and replacing assets is definitely worse. |
don't know why we'd be aiming to double the number of bursts. It doesn't make sense in
my head really.”

Future Customer

“Not good enough, they need to invest in bursts because if we have the mains burst, and it
completely cut off the 2 sides and disrupts the buses. So it's like people having to walk like
a mile, maybe 2 miles to get to a bus stop in the morning to get to work, and especially if
it's older people. It's like they can't get any access to public transport at all”
Future Customer

Aqua - High Level Investment Scenario (no bill impact shown)

Future Customers did not favour Aqua scenario. There was nothing specific driving this
decision, but overall the outcomes were felt to be too safe and slow and there were
concerns that this slower approach to investment could jeopardise future service levels for
them and for the wider Scottish community.

Even though they were relieved to see that Scottish Water were maintaining leakage levels
and keeping the internal sewer flooding at the same level as today, they wanted to see
more proactive investment in infrastructure.

“I think they're playing it safe, and they're just like kind of focusing on the priority kind of.
But | don't know.”
Future Customer

6 The findings are based on this qualitative sample and are not statistically representative of the wider
population.
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“It feels like procrastination. In a way, it's like it feels like they're putting everything off to
the future where it's like, yeah, we'll just deal with it at a later time.”
Future Customer

“We’ll just do it later — it feels like a big risk”
Future Customer

“I don't think it's the best idea to kind of be waiting until things are failing and then
replace them. | think you know, it should be something that's getting always invested into
a little at a time, so that there doesn't come a day where loads of things are failing at the

one time.”
Future Customer

“A lot of us are wanting to move out of Scotland, anyway. Yeah, this could be another
factor for a lot of people to move out, because in other countries in Europe that their flood
senses are way better, they're always improving their infrastructure, whereas here it
doesn't seem to be that way”

Future Customer

“The fact that they want to maintain, like Dara said, is great, because it means that they
have things in place that are working but also just leaving everything till last minute
doesn't sound like it's a very proactive response to the problems that they're having right
now. It doesn't sound very sustainable.”

Future Customer

Cobalt — High Level Investment Scenario (no bill impact shown)

All but one of the Future Customers in this qualitative sample, endorsed the Cobalt high
level investment scenario. It was recognised as the most ambitious and would ensure
Scottish Water were prepared to meet future challenges that were outlined in the webinar.
In line with other segments, there were concerns about the focus on major cities when
investing in projects to manage rainwater.

The reasons for supporting Cobalt were as follows:

B Best outcomes across all three scenarios

B All the language was positive and focused on reducing and preventing so felt proactive
and forward thinking

B Focus on reducing leakage felt good as any wastage should be minimised

B Internal sewer flooding was decreasing marginally

B Replacing pipes at a rate that meant burst would not increase.

“Yeah, | think it all sounds very positive, you know. | can tell. This is probably the one that
would have the most money going into it for sure.”
Future Customer
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“Yeah, surprised that they'd start in the major cities because | would have thought they
would have the best. You know. Sewer systems and rainwater and things already, but
maybe they don't. I've just never seen flooding and things in Glasgow”

Future Customer

“It sounds like they're planning on, reducing almost everything that they've got on their
list here, so I think it's good”
Future Customer

“I’'m at Uni here so might not be here in the future but | think this is really important to
invest in services for the future”
Future Customer
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Intergenerational Sessions

Overall Observations

Two multigenerational families participated in the research, one from the Highlands and
one from the West Coast of Scotland. The families engaged in open discussions within a
safe, familiar environment, enabling a rich exchange of perspectives on the challenges
surrounding water services and the investment needed to maintain them. This strand of
the overall research programme crystalised the insight that Scottish Water need to balance
customers short term needs with future sustainability of the network.

Baseline satisfaction was good and Scottish Water were felt to be reliable, responsive, have
a decent reputation and good quality drinking water. Similar to other audiences, there was
some mention of pollution and CSOs but they don’t think about Scottish Water on a day to
day basis because there are not disruptions or issues with the service.

“When | think about the last 15 years, they have completely met my needs.”
Intergenerational Families

I've never really experienced many issues with Scottish water. The water quality's been
kept very consistent”
Intergenerational Families

“They did a lot of work locally for a once in a 300 year Flood. And there's been significant
rainfall recently, which is not a once in a 300 year rainfall”
Intergenerational Families

“I mean, | think for me I'll be honest. I'm a bit like (daughters name). The water comes out,
the tap. You get your water, and we have a wee one off leak in the time all the time that
we've lived here. But quite honestly, it wasn't a point of concern for me.”
Intergenerational Families

Intergenerational Families Equity

Across the two families, they believed the population, climate and asset related challenges
that Scottish Water outlined in the webinar were real and felt that there was a need to
plan now to ensure that the network was fit for future purpose. Within this context of
recognising a need to invest, the older generation, who were bill payers, initially expressed
concern about any increases in water charges. They emphasised the importance of
maintaining reliability, water quality, managing burst and leakage and waste water services
but wanted to ensure bills were affordable as household budgets were already stretched.

“You know every penny you want to try and keep. And you want to get value for money
for what you're paying for. Yeah, you might have a different opinion, because you're not
paying for it as such just now...but | don’t want to be paying more in the future.”
Intergenerational Families
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The dynamic of having different generations within the same group, culminated into a
noticeable softening of views amongst the older generation. However, this was felt to be
a difficult discussion with pros and cons of investing now and later as follows:

Invest Now:

B Protects younger generations (children and grandchildren) from future costs
B Protects the network

B Proactively addresses the challenges outlined in the webinar

B Might save money in the longer term

Invest Later:

B Keeps costs down and affordable

B Futureis unpredictable and things might change

B There will always be another ‘future generation’” to worry about/or who need
protecting

When the potential long-term consequences of underinvestment were framed in terms of
their children and grandchildren, the older generation became more open to the idea of
accepting higher costs now to ensure that future generations had access to the same high-
quality services they had enjoyed. This shift was driven by a strong sense of responsibility
toward their families and a desire to leave behind a better legacy but did not mean that
both families opted for the highest cost scenario.

“Me and (son’s name) were having a little chat about this last night, and we have very
different views because he's like, yeah. But, mom, you need to think longer term. And I'm
like, Yeah, but no, I'm more of a here and now person like who knows what might
happen? We might just disappear into the ether, and he's like no, no, you need to make
longer term plans,

Intergenerational Families

“I feel somewhat uncomfortable because | think that the younger generation going
forward are going to find it very difficult financially, because | do feel that things are way
more expensive than when | 1st started out, and the cost of living comparatively”
Intergenerational Families

“I don’t think we should just dump it all on (daughter’s name’s) generation, and obviously
myself as well. But | don't think that would be fair, so | do think there needs to be some
investment now”

Intergenerational Families

The younger generation in both families showed less concern about water as an immediate
issue. Water was something they took for granted, often perceived as a basic service that
didn’t warrant much attention in their daily lives. However, as the discussion evolved, there
was a growing recognition of the need for investment to ensure future stability. They
understood that while water might not be a priority now, it would become more critical as
they started their own families or faced future challenges.
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There was an implicit acknowledgment that without proper investment today, there could
be disruptions or deteriorating service levels that would eventually affect them.

What emerged clearly from both groups was the importance of framing investment in
terms of future generations. The older generation’s focus on the well-being of their
children and grandchildren was a powerful motivator for them to reconsider their stance
on charges and investment. This perspective suggested that when communicating the
impact of underinvestment in water infrastructure, it is essential to highlight the potential
effects on future generations.

Spontaneous Requirements for SR27

Short term priorities

Before reviewing the potential high level investment scenarios, the Intergenerational
Families were asked to think about what was important to them from a water and
wastewater perspective and where they wanted Scottish Water to focus their short-term
plans. They were asked to consider what was basic/expected, what would be nice for
Scottish Water to do but not essential and what would be the ‘icing on the cake’. Insights
are similar to other customer groups and outlined in Tables 20, 21, and 22 below:

Table 20: Basic expectations for SR27

Basic Expectations for SR27 \

Drinking Water Asset Supply of Water Waste water / Cost
Quality Maintenance Flooding
* Clean, drinkable, * Maintain pipes * 24/7/365 * Good waste * Keep low
tasty e Address/fix leaks ¢ Reliable service water removal * Affordable

* Frequent testing
* Consistency

“To maintain my
mains water
supply to my

house with no on
interruptions, with
good quality
water”

* Improve network
* Efficient repairs
* Pre-notification

* Every home in
Scotland

“Excellent standards of supply and

monitoring network across all services

and supplies”

* Good drainage
* Bathing/river
water quality
* Stop releasing
pollution
“A good reliable
sewage service.
CSO actions and
sewage back-ups
reduced to an
absolute
minimum.”

* Tariffs for
customers in
vulnerable
situations

“Deliver fresh
water and keep
bills down as part
of council tax.”

ACcent
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Table 21: ‘Nice to Do’ expectations for SR27

‘Nice to Do’ Expectations for SR27 ‘

Communications and Water conservation Environment Disruption
Accountability

* Easy to contact * Measure usage * Reduce emissions * Minimise local traffic

* Respond quickly * Install SMART * Challenging targets disruption

* Level of performance meters * Protect natural * Minimise roadworks
on CSO * Share ’average’ world * Coordination with

* Compensation for information/trends other service
disruptions * Share ways to providers

reduce usage
* Introduce
sustainable strategy
“Evidence regarding the “I would like them to “Zero pollution”
quality of the water.” look at the billing — not
sure about meters but a
fairer way and to
control usage”

Table 22: ‘Icing on the Cake’ expectations for SR27

‘Icing on the Cake’ Expectations for SR27 ‘

Cost and Reward Technology/Innovation Community
* Incentives to reduce water *  Embrace technology in all e Public water taps
e Fair rates projects * Educational campaigns, e.g.
* Rewards for using less water *  App/webchat visitor centres
* Offer a price cap * Hydro power * Education in schools
* Grey water recycling e Charitable action

e Community projects
* Internships

“I don’t use as much water as “I don’t know enough about it “It does feel like there does need
other households in my council but | think they need to use any to be a wealth of education

tax band so something that new technology” around that, because | think just

recognises that” in general in life, people always

think, well, I'm not the problem.”

Long term priorities

Intergenerational Families talked about the need to maintain service in the longer term
and invest in assets and commit to improving environmental pollution.

“For the next 15 years, | would say strive to eliminate raw sewage pollution. Fix leaks
within 24/48 hours. excellent drinking water standards”
Intergenerational Families

“Resolve issues quickly”
Intergenerational Families

“Scottish Water must acknowledge and adapt infrastructure to be more resilient with
future challenges to water resources including flooding, increased water usage and water
quality”

Intergenerational Families
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There was also a requirement for Scottish Water to embrace new technology and be
forward thinking and engage with communities to help educate what good water usage
looks like to ensure future sustainability.

“I think it’s imperative to involve the communities which Scottish water supply in order to
tackle future challenges and by involving and strengthening relationships with local
communities this can only help to educate and develop sustainable solutions and a sense
of responsibility”

Intergenerational Families

Response to High Level Investment Scenarios

In terms of response to the high-level investment scenarios, there were no particular
differences emerging that were specific to the Intergenerational Families —they recognised
the need for investment across the network. All welcomed investment that future proofed
the network and minimised any future service disruptions.

Summary of Response

Note that this is qualitative work and base sizes are very low and not representative of the
wider Scottish Water population. However, customers were asked to indicate which cost
scenario and outcomes (Turquoise, Aqua or Cobalt) most closely matched their short-term
needs and whether the potential bill impact was affordable or/and reasonable and these
are provided below for indication only. The generations within each family group voted in
the same way with one family of 3 voting for Aqua and one family of 3 voting for Cobalt.

Voting Response?

B Turquoise: O votes
Agua: 3 votes
Cobalt: 3 votes
Undecided: 0 votes

Turquoise — CPI +2% High Level Investment Scenario

In line with other segments, Turquoise, that represented modest outcomes, a low CPl +2%
investment and lowest bill impact, was not felt to be the way forward for 2027-2033. This
scenario was disappointing and felt to be regressive and even though the cost increase was
lower, it was not an acceptable way forward. Older members of the families were keen to
leave a more positive legacy, and this ‘poorly thought-out scenario” did not fulfil that
desire.

“I just feel like that sounds a little bit logical, like illogical. Did you say, yeah, like double
bursts. And that's really going to cost more in the long run.”
Intergenerational Families

7 The findings are based on this qualitative sample and are not statistically representative of the wider
population.
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“I don't think this feels particularly balanced. | think they're not investing in the areas that
feel the priority to me like the repairing and replacing the assets. So it this one doesn't sit
well with me because it feels like they're doing nothing even less obviously than the
others”

Intergenerational Families

“I'm not sure what would pay an increase for full stop doesn't feel like it's doing anything”
Intergenerational Families

“Please just skip this one”
Intergenerational Families

“If you were coming into Dragons Den with this then | would be out”
Intergenerational Families

Aqua - CPI +4% High Level Investment Scenario

One of the intergenerational families reluctantly endorsed the Aqua scenario due to the
cost of Cobalt being unaffordable and the other family rejected this speed of investment
and progress outright.

Both families felt that the Aqua scenario was weak, that the outcomes were felt to be so
marginal e.g. reducing outdoor floods by 200 and the overall tone and commitment was
very reactive. Even the family that voted for Aqua called this a ‘recipe for disaster’ that
would lead to more problems down the line.

It was difficult to see how this was going to address the challenges that were outlined in
the webinar and any shared projects with local authorities were questioned due to low
faith in local council management. There was no appetite or justification for bills to
increase by CPl +4% to deliver such poor outcomes as this and it prompted families to want
to see greater Scottish Water operational efficiencies.

“It seems like a very marginal improvement to be in the plan. That's the one thing that
sticks out to me. And also within this, you've got an increase in the bottom part of the
number of people that are experiencing interruptions which it's just not coming across as
very positive for me, anyway.”

Intergenerational Families

“No business should be reacting to failures. They should be proactive in preventing
failures. So for me, this is a big no.”
Intergenerational Families

“Unfortunately, | can't pick anything out anything positive from this, sorry”
Intergenerational Families

“It sounds very much as if the got a certain budget, and they can't do everything within
the same budget. So they're having to cut things out as simple as that.”
Intergenerational Families
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“I mean 200 in the scheme of things when we're talking about floods and things and
sewers over that just is so minimal. And it just doesn't seem like a big improvement I'd be
looking for, | mean, at least a thousand, at least a thousand seems a good number,
whereas 200 just seems like”

Intergenerational Families

“That's where | had actually said that | felt they should be focusing more of their time and
be doing that faster because it kind of feels like they're saying their maintainer pipes and
treatment works to continue to deliver the current levels of service by spending less now
and focusing more on reacting to failures. Surely that's a contradiction in terms, because
we're getting failures because they're not fixing”
Intergenerational Families

“This feels a bit backward. Because it doesn't really make sense. Why would they not just
invest now, like, put themselves further. Well, the fact that 6,000 properties could be
impacted up to 6 times a year. That's quite significant.”
Intergenerational Families

“I want Cobalt but from a selfish point of view, from my point of view, and what's
affordable, | think it would have to be aqua.”
Intergenerational Families

Cobalt — CPI +6.5% High Level Investment Scenario

The Cobalt scenario was recognised to give better outcomes than the alternatives but
there was limited positive endorsement of this option.

The most important part of Cobalt was the focus on ensuring that bursts did not increase
and that there was more emphasis on reducing waste water flooding but as seen in other

segments, beginning projects in the bigger cities was not always understood or felt to be
appropriate.

The reasons for supporting Cobalt were:

More positive and progressive language

Ensures that water bursts do not increase

There was some pushback on the city focus but this did not deter
Better value for money than other scenarios.

“This feels more positive at least they're doing something positive as opposed to just
writing things down and doing nothing. It’s more expensive but its better value for
money”

Intergenerational Families

“It feels like it's a tangible kind of reduction in all the other sections”
Intergenerational Families
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“It's unreasonable, because | think that we've got to invest. We've got to speculate to
accumulate. You know, we've got to make that investment. But at the same time for me,
for our family, where we're at right now. | wouldn't want to be paying that much extra.”

Intergenerational Families

“What are they doing to mitigate the costs? Is there cost saving measures that they can
make where they could drop on something like that to invest in some of these”
Intergenerational Families

“I'm interested to know the point when it says, to prevent rainwater from entering sewers.
They're going to look at Edinburgh, Glasgow and Dundee. Is that because they're the
areas that are impacted the most, or just because that they're the biggest cities.”
Intergenerational Families

“So I don't like that. They're starting in Edinburgh, Glasgow, and Dundee, because the
whole of Scotland is prone to flooding everywhere from Wake up in the North Inverness, in
the Middle Aberdeen, and all the little towns and villages along the coasts in between.”
Intergenerational Families
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Customers in Vulnerable Situations

Overall Observations

Customers who were medically or financially vulnerable participated in the research
primarily through online depth interviews. Some household participants in the face-to-face
workshops also fit the vulnerability criteria and are discussed in the section on bill paying
customers. All financially vulnerable customers received discounts on their council tax
payments and had an income of under £12,000 a year before tax. All medically vulnerable
participants had a health condition or lived with those with health conditions that meant
they needed to use a lot of water.

There was a high level of satisfaction with Scottish Water amongst vulnerable customers
with praise for the quality and taste of drinking water and their environmental
performance.

“I think the only thing and this is common throughout Scotland is that we've got the best
water in the world.”
Financially Vulnerable Customer

“They certainly seem to be taking care of the environment at their end, doing all the right
things.”
Financially Vulnerable Customer

When vulnerable participants had had dealings with Scottish Water previously, their
experiences were largely positive.

“Limited involvement with them but every time that it has happened it’s been an excellent
service, no complaints whatsoever.”
Medically Vulnerable Customer

Criticism of Scottish Water was limited and for the most part related to the wastewater
side of the business or to disruption during repairs.

“I wasn't aware. | thought Scottish Water and sewage were two different entities.”
Financially Vulnerable Customer

Spontaneous Requirements

Short term priorities

The short-term priorities of vulnerable customers were broadly similar to those of non-
vulnerable household customers, however there were a few differences, for example a
decreased focus on waste water and flooding and disruption during works.
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Table 23: Basic expectations for SR27

Basic Expectations for SR27 \

Drinking Water
Quality

* Clean, safe
water supply
* Colourless and
pesticide free
water
“At the most basic
level | would
expect Scottish
Water to provide a
safe, clean (and
clear), and reliable
water supply”

Asset
Maintenance

* Maintain pipes
e Address/fix leaks
* Pre-notification
which includes
timeframes
“In the event of an
external burst
water pipe |
anticipate that
they would attend
to same as a
priority.”

Supply of Water

e 24/7/365
* Reliable service

“I expect Scottish
Water to supply
me with clean

drinking water and

maintain a mains
water supply to
my house”

Environment

* Adherence to
environmental
guidelines when
sourcing and
cleaning water
“I expect SW to

abide and honour

the laws and
regulations of the
Scottish Govt.”

Cost

* Accurate billing
* Affordable

“It would be nice
to have this
service provided at
a reasonable cost”

Table 24: ‘Nice to Do’ expectations for SR27

‘Nice to Do’ Expectations for SR27 ‘

Communications

e Forum for sharing
information and
resources

* Regular updates

“It would be nice if
there was a forum
online that everyone
had access to for
sharing information and
resources for all.”

Education

* Share ways to avoid
causing issues with
wastewater

“Educational videos and
information available
for everyone”

Cost and Reward

* Incentives for proper
management of
wastewater

* Compensation for
loss of water supply

“It would be nice if they

had an incentive
program for people that
use the service properly
as in not causing issues
with waste in wrong
places”

Conservation

* Environmental
regeneration and
preservation at
Scottish Water sites

“It would be nice for SW
to invest in
environmental
regeneration/
preservation efforts,
especially at the water
sites/ effluence sites”

Table 25: ‘Icing on the Cake’ expectations for SR27

‘Icing on the Cake” Expectations for SR27

Water conservation Vulnerable customers

* Measure usage e Tariff for customers in

* Install SMART meters vulnerable situations

* Support with installing
necessary equipment

“It would be exceptional of SW to
assist households who may

require more water for medical
purposes”

“For me the icing on the cake

would be a facility to monitor

how much water | am actually
using in my household.”

Longer term priorities

In the long term, vulnerable customers believe Scottish Water need to tackle the impacts
of climate change, flooding, high levels of water usage and wastewater pollution with
customers suggesting education could aid the latter two issues. Keeping costs low was also
highlighted as a long-term priority given the rising cost of living, along with maintaining the
quality of drinking water.
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“I think SW should promote saving water, particularly as this commodity is becoming
increasingly scarce in some areas of the world.”
Financially Vulnerable Customer

“To be honest there are still a lot of issues in certain areas with flooding, this is something
that will need more looking into”
Medically Vulnerable Customer

An important factor should be keeping costs down wherever possible, particularly as other
costs (eg utilities) are rising
Financially Vulnerable Customer

Response to High Level Investment Scenarios

Similar reactions to the high-level scenarios were seen in vulnerable customers as the rest
of the household sample. One key difference was that the only customer to vote for the
Turquoise scenario was a financially vulnerable customer who chose Turquoise as it has
the lowest cost impact.

Summary of Response

Voting Response?

B Turquoise: 1 vote
Aqua: 1 vote
Cobalt: 4 votes
Undecided: O votes

Turquoise — CPI +2% High Level Investment Scenario

Only one customer selected the Turquoise scenario as their preferred one, this was entirely
for cost reasons. The remaining vulnerable customers felt that Turquoise did not offer
enough value and were concerned about the proposed outcomes, particularly in relation
to leakage and burst pipes, and the impact on long term quality of service. They preferred
increased investment to fund more proactive change.

“I know it's similar to the one before but | wouldn't be so happy with this one. Purely
because the number of leakages doubles and also because the areas that need water
won't get it.”

Financially Vulnerable Customer

“If they start to drop those standards it's just going to lead to long term problems. It
might be money saving in the short term, but in the long term that would be disastrous,
and they must never let the quality of the water diminish.”

Medically Vulnerable Customer

8 The findings are based on this qualitative sample and are not statistically representative of the wider
population.
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“There's not going to be many changes and realistically, the cost will go up by each year.
But I just feel that's basically trying to sweep it under the rug and it doesn't sound very
good at all.”

Medically Vulnerable Customer

Aqua - CPI +4% High Level Investment Scenario

Vulnerable customers largely rejected Aqua in favour of Cobalt. Although there were
elements they praised, such as initiatives to tackle drought, there were still questions
around the level of ambition and the outcomes for this scenario. One customer selected
Aqua as their preferred scenario, but this was because of reservations with Cobalt’s
proposed flooding plan focusing initially on the Central Belt.

Cobalt — CPI +6.5% High Level Investment Scenario

Despite the increased cost, Cobalt was the preferred scenario for four vulnerable
customers. They praised the reduction in levels of leakage, decreased rate of pipes

bursting, the plan to mitigate drought in seven areas and the proposal to replace treatment
works.

“Because if you just let them carry on and on we're going to have more and more
problems further down the line. It's going to cost even more to replace it. So if it's being
replaced, do it now definitely.”

Financially Vulnerable Customer

“And it means that you're not going to have an increase in the leakages. You would think
that would be the better way to go.”
Medically Vulnerable Customer

“If that's going to make a significant difference to things on a national scale improving
then it's a worthy investment.”
Medically Vulnerable Customer

Although one financially vulnerable customer believed Cobalt was unaffordable, the other
customers viewed the investment as worth it for the increased benefits of Cobalt and the
cost as lower than anticipated.

“I'd be quite happy knowing the service | was getting for that money.”
Financially Vulnerable Customer

“That’s £12 more than the other one. | thought it would have been a lot higher.”
Medically Vulnerable Customer
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Non-Household Customers

Overall Observations

There were a range of business customers that were included within the research exercise
including micro, small and medium sized businesses operating in a range of industries:
retail, manufacturing, hospitality, health, entertainment, beauty, tourism, transport and
finance. Some were new start-ups whilst others had been running for over twenty-five
years.

The large businesses featured included a livestock and arable farm, a city centre restaurant
chain, a chain of ultrasound clinics and an innovation consultancy which managed a
business park.

The variety and nature of the businesses meant that some were more water dependent
than others. For example, one of the larger agricultural businesses stored rainwater on the
farm as a back-up as the business could not operate without water for the wellbeing and
survival of the livestock. For this business, water pressure was also important to ensure
that water could be pushed quickly and easily around the sizeable farmland. In contrast,
we had a service based business who operated a successful filming company and used the
landscape of lochs and lakes across Scotland as filming locations. Their business needs for
water were more modest and they needed running water for staff well-being, refreshment,
hygiene, hand-washing and wastewater removal.

Regardless of business size, customers were very positive about Scottish Water quality and
supply. However, there was some desire for greater communication and collaboration to
ensure water efficiencies, especially from businesses with higher water usage.

“I would say this is the only thing that they kind of lag a bit on is they don't really
communicate well to businesses.....because you don't hear of them so you don't know
what they're doing for the environment”

NHH Customer

“I' do deal with Scottish Water in our construction business, and they're really good at
giving you a time to come. If you've got any issues, they're really prompt to come as well,
and they're really well organized. As a company, they're pretty good.”

NHH Customer

Spontaneous Requirements

Short term priorities

Before reviewing the potential high level investment scenarios, businesses were asked to
think about what was important to them from a water and wastewater perspective and
where they wanted Scottish Water to focus their short-term plans. They were asked to
consider what was basic/expected, what would be nice for Scottish Water to do but not
essential and what would be the ‘icing on the cake’.
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Regardless of business size, there were some consistent themes that emerged and even
some of the smaller businesses using water for everyday use were still keen to see more
proactivity from Scottish Water especially in terms of developing a relationship and being
able to provide proactive advice on ways to save water and money. These insights are
shown in Tables 26, 27 and 28 below.

Table 25: Basic expectations for SR27

Basic Expectations for SR27 ‘

Drinking Water Asset Supply of Water Environment Cost
Quality Maintenance
* Clean, drinkable, < Maintain pipes * 24/7/365 * Good waste * Accurate billing

» Affordable
* Tariffs for
customers in

water removal
* Good drainage
* Bathing/river

* Reliable service
* Able to supply
every business in

e Address/fix leaks
* Improve network
* Efficient repairs

tasty water
Frequent testing
Consistency

* Pressure * Pre-notification Scotland water quality vulnerable
to ensure * Stop releasing situations
business can pollution
make alternative * SCO sanctions
plans

* Maintenance
outside of usual
business hours
“We need good “I expect Scottish “Our tenants rely ~ “No sewage issues  “We expect a fair
pressure so that Water to provide on it for like back up in price”
sinks are cleaned clean water and everything from toilets, overflow in
and toilets can keep the drainage ~ manufacturing to sewage systems”

flush” research, so it’s
critical there are

no interruptions”

system working”

Table 26: ‘Nice to Do’ expectations for SR27

‘Nice to Do’ Expectations for SR27

Communications and Water Conservation Environment Disruption
Accountability

Ability to view the
company report to be
comfortable with the
management
Transparency of
information/costs
Easy to contact
Respond quickly
Level of performance
on CSPs
Compensation for
disruptions

“I always want to know
where | can access
reports of their yearly
findings, etc”

Advice on
streamlining
operations to save
water and money
Work in
collaboration with
Scottish Water
including partner
projects to explore
water sustainability
Share ways to
reduce usage
Introduce
sustainable energy
“If Scottish Water offers

guidance on water
conservation that would
be helpful”

Reduce emissions
Challenging targets
Protect natural
world

Green water projects
to assistin
decarbonisation
goals

‘Green Water’
endorsement

“It would amazing to be
able to use water for
renewable energy”

1

‘When there are any
disruptions. Would be

Minimise local traffic
disruption

Minimise roadworks
Coordination with
other service
providers

Explain what is
happening and why

good if they told

customers what exactly
they’re doing and the

importance of the
work”

ACcent
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Table 25: ‘Icing on the Cake’ expectations for SR27

‘Nice to Do’ Expectations for SR27 ‘

Cost and Reward

Incentives to reduce
water

Fair rates

Rewards for using less
water

Offer a price cap

Relationship

Interest in business
Visit customer sites

Technology/Innovation

Embrace technology
in all projects
App/webchat

Hydro power

Grey water recycling
Advanced
wastewater

Community

Public water taps
Educational
campaigns
Education in schools
Charitable action
Community projects
Internships

treatments * Sponsored events
* Support green spaces
* Enhance local
waterways
“Initiatives like funding
green spaces,
enhancing local
waterways, or
supporting educational
programs on water
conservations that
benefit both businesses
and the wider
community”

“I would want to see
investment into greener
water solutions”

“Maybe coming out to
see us and showing
where we can make

savings”

“Icing on the cake
would be a price cap”

Longer Term Priorities

For the longer term, business customers repeat themes that mirror the short-term
expectations. They mention wanting Scottish Water to focus on greater environmental
protection and sustainability and helping businesses achieve this operationally to ensure
water conservation and cost savings.

“I think Scottish water need to help us become more sustainable and friendlier for the
environment as well as ways to save money as a whole. | believe becoming a better
business relationship with us and not just companies like Everflow that I'm with now. This
makes me feel like the information I'm giving is important and more credible to our
customers and ourselves.”

NHH Customer

“Expand water recycling and conservation programs, ensuring that Scottish Water
remains a leader in environmentally sustainable practices.”
NHH Customer

There is also a desire to see Scottish Water invest in asset maintenance in the longer term
to ensure that current service and water quality is maintained so that businesses can
continue to operate at the same level. There is a recognition that there are enough
additional pressures on businesses without worrying about basic needs like clean water
and water removal so future proofing assets is felt to be critical.
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“I want to see them reinvesting in pipes for reliability going greener for a sustainable
future”
NHH Customer

As with other segments, businesses feel that part of the long-term focus should be on
water conservation to ensure that water is used efficiently. As businesses are metered,
there is a particular focus on this and the potential for associated cost savings if water is
managed better.

“Offer dedicated resources or advice to help high-usage sites like ours manage water
more efficiently and sustainably”
NHH Customer

“Offer tailored programs and guidance on water efficiency and cost reduction to help
small businesses like ours adapt to rising operational costs”
NHH Customer

All of these longer-term suggestions are also mentioned by businesses as areas for Scottish
Water to focus on in the short term. This is also reinforced by the long term need to focus
on fair business pricing.

“Please keep costs low”
NHH Customer

Response to High Level Investment Scenarios

Throughout the sessions and interviews, non-household customers were reminded to
think about their business and devices were used to prompt them to focus on what they
need from Scottish Water to support their businesses and how the high-level investment
scenarios could impact their businesses.

In terms of response to the high-level investment scenarios, there were no differences
according to business size, sector or water dependency levels. Indeed, regardless of
business size or water dependency, without running water and good waste management,
businesses would find day to day operations impossible. For example, within the sample
there were large and small sized businesses in the hospitality industry that relied on water
to operate. There were also smaller, low water dependency business like our candle maker
who had no premises or staff, but water was a key ingredients and small retail businesses
who felt it would be difficult to function without good basic services from Scottish Water.

When evaluating the different high level investment scenarios, all businesses welcomed
investment that future proofed the network and minimised any future service disruptions
that could impact on their bottom line. However, increasing overheads were already
causing some cost pressures for some of the businesses and this influenced the
choices/level of investment that they felt Scottish Water should make.
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Summary of Response

Note that this is qualitative work and base sizes are very low and not representative of the
wider Scottish Water population. However, customers were asked to indicate which cost
scenario and outcomes (Turquoise, Aqua or Cobalt) most closely matched their short-term
needs and whether the potential bill impact was affordable or/and reasonable and these
are provided below for indication only.

Voting Response®

Turquoise: 0 votes
Aqua: 17 votes
Cobalt: 5 votes
Undecided: 4 votes

Turquoise — CPI +2% High Level Investment Scenario

Despite the cost pressures, none of the businesses within the qualitative sample chose the
lowest scenario, Turquoise, that represented modest outcomes, a low CPl +2% investment
and lowest bill impact. In line with all other segment groups, businesses felt that this
scenario was short sighted and were surprised by the lack of forward planning. Some
businesses felt this could be reputationally damaging for Scottish Water and were
concerned about the idea that bursts could be doubled under this scenario.

“There could be greater cost implications via the lack of investment or progression in
improving some of these facilities areas. This would probably be one | wouldn't be as
amenable to. I'd probably prefer that increase in cost.”

NHH, Large

“I mean to me. It just makes me think that it will cost us more in the future You know that
that you that they're doing things slowly, but the work is still going to need done at some
point”

NHH, SME

Aqua — CPI +4% High Level Investment Scenario

The businesses that reluctantly endorsed the Aqua scenario, which was CPI +4% bill impact
for the suggested outcomes, were not very comfortable with the outcomes. However, they
did not feel they could afford the higher bill impact as they were already feeling financial
pressure on business outgoings e.g. cost of food rises in hospitality industry, electricity bills
rising and impacting on overheads. They wanted to see better outcomes but did not feel
they could commit to higher bills given current levels of economic uncertainty.

° The findings are based on this qualitative sample and are not statistically representative of the wider
population.
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Reasons for supporting Aqua:

Service is okay at the moment and none of the issues discussed would be likely to
materially affect their business so Aqua feels like the pragmatic option

Aqua is a lower cost than the optimum investment scenario, Cobalt (even though Aqua
was not felt to be good value for money as the outcomes were so poor)

Aqua delivers ‘maintaining leakage’ and this was welcomed as they do not want
performance to decrease as any leakage is wasteful and businesses did not want leaks
impacting on their customers

Larger businesses were more pragmatic about internal sewer flooding and felt that 430
properties out of the whole Scottish Water property portfolio was not ‘a huge amount’
but SMEs had a similar response to many households and thought that any internal
sewer flooding was outrageous

Initiatives that reduced flooding and prevented rainwater from entering the sewers
was positive and they felt that the Aqua scenario was less biased towards the big Cities
Aqua spend on pipes is better than Turquoise although reduced spending on pipes and
treatment works was viewed negatively and any increases in bursts was not welcomed
- 25% was felt to be high

“Any increase is a hard pill to swallow but they are not a new business so aware of the

risks of not investing e.g. flooding. As a mature business, we would be prepared to take

CPI +4% increase if they can deliver these to high standard as we want our business to

exist in another 20 years.”
NHH, Large

“We would need to have a total cast iron reassurance that all the pipework to that

building is being managed and maintained in a way that's not going to result in a flood.

Because if you're at the bottom of the building, you are the biggest impacted.”
NHH, Large

“And you're asking us to be mindful of our usage but 25% of the water is being leaked out.

It's like, doesn't matter how mindful we're being, it sounds like a lot of waste is
happening”
NHH, SME

“I would have to do this but | don’t think | could put my prices up by this much. | would

lose customers”
NHH, SME

“We don’t really know if they can deliver it (Cobalt) so | think maybe Aqua is more realistic

for a more reasonable increase”
NHH, Large

“Obviously, everything's going to increase with inflation. But you don't want to go with

Cobalt where the prices are going to skyrocket like way high. So I'm just going to stick with

Agua”
NHH, SME
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“I would definitely go Aqua because Cobalt is more than double the money. But the money
getting spent in the 1st instance, in only 3 flood areas, which are all Central Belt? Nothing
north of Dundee. What about the floods in Aberdeen and Aberdeenshire? What about the
people cut off from amenities because of sewage flooding because of heavy rainfalls.”
NHH, SME

Cobalt — CPI +6.5% High Level Investment Scenario

Of the businesses that endorsed Cobalt, there was still a concern that the CPI +6.5% bill
impact is felt to be too high and they may or may not be able to pass those costs on to
their customers. However, the bill impact was outweighed by their concern that putting
investment off might have a negative impact in the future for their water supply and
wastewater services and whether this would mean increased future costs as problems with
infrastructure would get worse.

As businesses, they wanted reassurances that Scottish Water would be monitored and that
targets would be in place to monitor progress across all outcomes to make sure that they
invested the money in the areas they promised.

“It’s promising more but what happens if they can’t actually achieve this and our bills
have gone up. Do we get money back?”
NHH, Large

“I'm just being blatantly honest here to have a less increase, but a less job done that is
actually going to cost more in the future. It's a no brainer invest now before it becomes a
major problem. There's an old saying, Buy cheap, buy twice.

NHH, SME

“I think the cost you would notice you would start to notice the cost
NHH, SME

“Have the wee bit more expensive added on to you, because you can add it on via, like
your clients. You can put up slightly. 10 pounds, as | said, is nothing”
NHH, SME
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Baseline Associlations with
Scottish Water

During the research, five key association themes emerged from both household and
business customers. These themes represent the main perceptions and priorities that
shape how customers view Scottish Water.

‘Better Than’ England

There was a widespread belief, regardless of sample type, that water quality was better in
Scotland than in England. Participants referenced the taste of the water as well as its
benefits for their hair and skin when washing.

This higher quality was attributed to different factors such as amount of rain, governance
and ownership models in Scotland compared to England, proximity to hills and springs and
the operational processes and structures in place in Scotland.

“We were supplied by United Utilities and they had more problems than Scottish Water
have, which is quite interesting to me, because Scottish water is nationalised and United
Utilities was privatised where it seems to be cheaper up here when you take the
community charge and the water into account, and the service seems to be better”
Remote/Rural Customer

This ‘Better Than’ framing and the mirror of watching English water services decline drives
some appetite for investment and a keenness for the current quality of water and service
levels to be preserved.

“I would hate to think that the complacency that other companies have maybe south of
the border creeping in at all.”
Intergen Customer

There were a minority of comments in the homework exercises that expressed fears of
underreporting of pollution incidents in Scotland compared to England.

There was also a desire to avoid exporting water to England.

B Considerations for SR27:
Spontaneous ‘better than’ framing and belief of inferior English service drives some
sense of fear and feeling that Scottish Water infrastructure needs to be maintained/
future proofed.
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Pride in Water Quality

The national pride associated with water quality in Scotland plays a significant role in
shaping customer expectations. Participants often use patriotic language, viewing Scottish
Water as a symbol of local pride, which adds a layer of responsibility in ensuring high
standards are maintained. This perception makes customers more likely to hold Scottish
Water to high expectations, especially in terms of quality, sustainability, and protection of
the resource.

“It’s just the best in the world”
Household Customer, Aberdeen Group

“I think trying water in other countries has given me an appreciation for the quality of
water in Scotland that | have taken for granted for most of my life”
Future Customer

B Considerations for SR27:
Responsibility to maintain and ‘protect’ the current water quality and opportunity to
communicate the positivity and leverage the pride

Scottish Water’s Invisibility

The invisibility of Scottish Water has both positive and negative implications. On the one
hand, it means that Scottish Water is operating under the radar, with many customers
feeling they don’t need to think about it—this is a sign of reliable service and satisfaction,
as customers aren't faced with issues or disruptions. The absence of supply problems, non-
metered billing, and reliance on Licensed Providers for non-household customers
contribute to this perception of a seamless, low-maintenance service.

However, the downside is that customers take the service for granted due to this lack of
visibility.  With limited conscious connection, particularly among non-household
customers, it could be difficult for Scottish Water to build brand loyalty, engagement, or
raise awareness about its sustainability initiatives. It may also challenge efforts to educate
customers on how their actions impact water usage or conservation efforts.

“Several people have mentioned themselves that they kind of forget that Scottish Water is
there, and how good it is, and they take it for granted. So invisible is almost quite a
strange but excellent positive word.”

Remote/Rural Customer

“And | guess | would almost liken it to how we take the NHS for granted, because that's
obviously UK-wide And look what's happened to it. Yeah. I'm sorry”
Urban/Suburban, HH Aberdeen

However, customers are less aware of their own behaviour or impact on the network, for
example with regard to water consumption, and negative issues such as leaks are noticed.
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“I think I've kind of taken it for granted. You just turn on the tap and it's there. Yeah, we're
so fortunate that we do take it for granted”
Household Customer, Aberdeen Group

B Considerations for SR27
Baseline satisfaction with continuity of supply is high but there is a need to provide
stronger profile and connection if behavioural change is desired in the future (prevent
blockages/reducing water consumption).

Fairness of Bills

The lack of engagement with water charges among household customers highlights a
disconnect between the service provided and how customers perceive its value. Some
participants feel that the council tax system for water is outdated and unfair, particularly
because it penalises low water users. This can lead to a lack of incentive for customers to
monitor or reduce their water consumption, as the current system doesn't reward
efficiency.

The flat-rate charges or council tax inclusion mean that customers aren't directly tied to
their water usage, which can contribute to inefficiencies and a lack of awareness about the
environmental or financial impact of overusing water.

“The council tax...they literally drove down the street and they picked values for each
house as they looked at them that was back in pre-91 and values have changed now”
Household Customer, Aberdeen Group

For those who felt the cost was fair, the flat-rate system was seen as an advantage,
particularly for larger families who benefit from not being penalised for higher water usage.
They appreciated the unlimited access to water, which allowed them to use as much as
needed without worrying about additional charges based on consumption.

Additionally, participants who viewed the charges as fair generally felt that the service
provided by Scottish Water justified the cost. The reliability, quality of water, and the
company’s infrastructure were recognized as valuable, leading to a sense that they were
receiving good value for money.

“I think they're pretty reasonable to be fair. I've only paid one bill so far because we just
moved in, and | was expecting them to be a lot higher than they were.”
Remote/Rural Customer

There was noticeable surprise among household customers when they compared their
average water usage to that in England, suggesting that many were unaware of the
differences in consumption patterns. This led to a growing interest in smart meters, with
some participants expressing a desire for ways to gamify water usage, similar to the
approaches seen with energy consumption. The appeal of smart meters was linked to the
potential for better tracking and understanding of water usage, which could help promote
more mindful consumption.
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However, despite the interest in smart meters, there was reluctance toward adopting
metered charging for water. Many participants expressed concerns about price rises and
how such changes could disproportionately affect vulnerable customers. This tension
between encouraging efficient water usage through smart meters and the potential
financial impact on low-income households reflects a challenge for Scottish Water in
balancing sustainability with affordability.

“I know we don’t pay for it as students, but | think maybe we should have a limit on how
much we use, to make us think more carefully about wasting it”
Future Customer

Non-household customers generally had a better understanding of metering and the
rationale behind it, being accustomed to the system already. As a result, there was a higher
level of awareness around water usage compared to household customers. These
customers were often more cautious about their consumption, taking care to monitor and
reduce usage where possible.

Some non-household customers, however, felt that despite their efforts, there was still
more that could be done to reduce consumption. This group appeared to be more
proactive and open to further sustainability measures. They might be interested in
exploring ways to optimise usage, such as technology or innovative solutions, to ensure
that their water consumption aligns with both operational needs and environmental
sustainability goals.

B Considerations for SR27:

Current household billing mechanism (meter/council tax) feels very divided and would
require a dedicated research project to comprehensively explore this subject

Environmental Attitudes and Behaviours

Varying attitudes to the environment were seen in household and non-household
customers, as shown in the figure below.

Figure 8: Environmental attitudes and behaviours expressed in this research

Oblivious Aware Protectors
Environment = not on radar Environment = important Future customers and others
Limited engagement Aware of impacts e.g. seen flooding, Engage with big conversations/debates
Scotland weather is unpredictable heard about sewage spills Protecting natural world

Use as much water as desire Keen to protect the planet but mixed Aware of CSO/sewage in sea

Unlikely to change behaviour behaviours Change behaviours to reduce impact e.g. Vegan,

cycle vs drive, heat pumps, shop second hand
Reduce waste/water

Critical
Importance

Lower
ENVIRONMENTAL ATTITUDES/BEHAVIOURS
Importance

D
:%E: Compliant PartofCo

Minimum to comply Compliant Plus

Ny Etho:s

Non-Household Follow regulations for waste management Fresh, local produce
Careful about water usage (charges) Low waste tolerance

Customers : )
Recycling, recyclable materials

Part of brand DNA e.g. restaurant in Bute
Careful about water usage (reduce waste)
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“I'think it’s really important to our family and we try and cycle and not use the car to
avoid any pollution”
Water Only

While there were no climate change deniers among participants, there was a general belief
that Scotland’s abundance of rainfall would protect the country from the risks of drought.
Many were surprised to learn that some areas in Scotland could be more vulnerable to
drought than others. This indicates a knowledge gap around regional water scarcity issues,
despite the overall perception of Scotland as a water-rich country.

When it comes to environmental concerns, the greatest focus was placed on waste water
spills, particularly with regards to Combined Sewer Overflows (CSOs). Participants
expressed a strong desire for transparency in the CSO policy, showing concern about how
and when these systems are used and their environmental impact. This was a more
prominent concern than even Scotland’s Net Zero goals, although some awareness of the
country's broader environmental commitments was still present.

“It’s unacceptable the extent of the sewage spills and the lack of reporting is a real worry”
Household Customer, Edinburgh Group

Summary of Service, Community and Environment
Scores

During the main fieldwork, participants were asked to score Scottish Water out of seven
for service, community and the environment. A table with average scores is shown below.

Table 8: Average scores for service, community and environment?°

Service Community Environment
Water Only 6.0 4.6 4.8
Bill Payers: Remote/Rural 6.2 4.3 4.5
Bill Payers: Urban/Suburban 6.3 4.7 5.1
Futures: Remote/Rural 7.0 5.5 6.3
Futures: Urban/Suburban 5.6 4.0 5.3
Vulnerable Customers 6.6 6:2 6.8
NHH 6.0 5.7 5.0
Total Scores 6.2 5.0 5.4

10 The findings are based on this qualitative sample and are not statistically representative of the wider
population.

Afcent SR27 Customer Expectations Final Report eNC/EF/RRe14 May 2025 Page 67 of 88



SR27 Customer Expectations

The explanations for service scores commonly centred around the high quality of water in
Scotland and the reliability of supply with minimal interruptions. These factors were seen
as the easiest to assess and contributed positively to customer satisfaction. However,
participants tended to focus primarily on clean water in their service assessments, with
less attention given to wastewater services. This indicates that water quality is a more
prominent factor in service satisfaction, and there may be opportunities to highlight
improvements or initiatives related to wastewater services.

For community and environmental scores, many participants indicated unawareness of the
specific work that Scottish Water does in these areas. This knowledge gap made it harder
for some to provide an informed assessment, leading to lower scores compared to service,
even though there was no inherent dissatisfaction with Scottish Water's efforts.

The lower scores were more a reflection of a lack of awareness rather than negative
opinions. The exception to this was with waste water spills and concerns around water
conservation, which directly impacted some participants' environmental ratings. These
concerns were tied to both environmental responsibility and transparency, highlighting
areas where communication gaps could be addressed.

B Considerations for SR27:
Greater communication of the work being done to support Scottish communities and
the environment will be important when implementing any increase to water charges
to demonstrate the value added by Scottish Water.
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Spontaneous Expectations

Long Term

The long-term view expressed by participants in the initial homework task underscores
several key themes that align with the existing perceptions and expectations of Scottish
Water's services. Customers are looking ahead with a clear set of priorities that reflect both
continuity of service and a commitment to sustainability, balanced with a fair pricing
structure. These themes are crucial when evaluating the long-term investment options, as
they provide a lens through which different scenarios can be assessed and judged.

1. Maintaining Service Levels: Customers strongly believe that current service levels
should not only be maintained but ideally enhanced. This aligns with the high
satisfaction scores for clean water quality and the general reliability of supply. Ensuring
that there are no declines in these service levels is a top priority.

2. Environmental Protection: There is a clear expectation that environmental protection
will continue to be a focal point for Scottish Water. This reflects concerns raised about
waste water spills and the sustainability of water usage. Customers want Scottish
Water to remain proactive in tackling these issues, with an emphasis on transparency
and responsible management of water resources.

3.  Improved Communication: Customers expressed the need for better communication,
especially around environmental practices and sustainable initiatives. They want to
know more about what Scottish Water is doing to protect the environment, reduce
carbon emissions, and manage wastewater and waste water systems. This can foster
a more engaged and informed customer base.

4. Affordable and Fair Pricing: Despite their appreciation for the quality of service,
participants emphasised that they expect pricing to remain affordable and fair, with a
particular sensitivity towards vulnerable populations and low water users. They want
assurances that any investment in infrastructure or environmental initiatives will not
lead to unjust price hikes.

A detailed breakdown of the four areas can be seen below:

Figure 9: Four key long term expectations

Customer/Community Collaboration Environment Protection
(Improve communications) (Improve and future proof)
¢ Greater transparency and access to company information *  Sewage spills
*  Education for all customers on assets, water security, challenges * Sustainable practices
3 ¢ Encourage water conservation and awareness *  Reduce wastage
Niceto Innovative energy ideas
have

Asset Maintenance (Maintain current service/quality)
Plan for climate change e.g. flooding events, heavy rainfall incidents

¢  Plan for growing population
*  Plan for increased housing and associated connections
¢ Plan for ageing infrastructure

Critical

Fair pricing (Maintain focus on affordable charges)
Keep costs contained
Protect the most vulnerable customers
*  Consider introduction of meters
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5.2

B Con

siderations for SR27:

SR27 Customer Expectations

When looking into the long term, customers feel it is critical that current service levels
do not diminish, and that environment protection and communication is improved but
want pricing to remain affordable and fair.

Basic Expectations

When focusing on the shorter-term SR27 period, customers identified several basic
expectations regarding service levels, with clear distinctions between what they
considered necessary, desirable, and ideal. These expectations have evolved compared to

previous reviews, highlighting a shift in customer

especially around

environmental concerns (pollution, sewer flooding, CSOs, and bathing and river water

quality.

Here ar

e the basic expectations for the SR27 period:

B Drinking water quality

Clean, drinkable, tasty
Frequent testing
Consistency

Good pressure (esp. NHH)

B Asset maintenance

Maintain pipes

Address/fix leaks

Improve network

Efficient repairs

Pre-notification

Maintenance outside of business hours (NHH)

B \Waste water/Flooding

Good waste water removal

Good drainage

Bathing/river water quality

Stop releasing pollution

Fines/sanctions if CSOs continue (NHH)
Septic tank pumping (water only)

ACcent
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SR27 Customer Expectations

B Cost

Keep low
Affordable
Tariffs for customers in vulnerable situations.

B Considerations for SR27:
Customers appear more informed than the previous price review and have a wider
range of basic expectations for Scottish Water to proactively address — reference to

these core needs were included in the high-level investment scenarios

‘Nice to do’ for SR27

The "nice to do" priorities represent areas where there is growing interest and importance,
but they are not yet considered essential by all participants. These priorities focus on
improving policy and communications in areas that are viewed as increasingly significant
by customers. The following four categories were highlighted as part of the "nice to do"
priorities:

B Communications & Accountability

Company reports/ management (NHH)
Transparency of info/costs (NHH)

Easy to contact (HH)

Respond quickly (HH)

Level of performance on CSO
Compensation for disruptions

B \Water conservation

Advice on streamlining operations (NHH)
Collaboration (NHH)

Partner projects to explore water sustainability (NHH)
Measure usage (HH)

Install SMART meters (HH)

Share 'average’ information/trends

Share ways to reduce usage

Introduce sustainable strategy

B Environment

Reduce emissions

Challenging targets

Protect natural world

Green water projects (NHH)

Assist in decarbonisation goals (NHH)
‘Green Water’ endorsement (NHH)
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SR27 Customer Expectations

B Disruption

Minimise local traffic disruption
Minimise roadworks
Coordination with other service providers.

B Considerations for SR27:
It will be important for wider SR27 plan to demonstrate what Scottish Water plans are
to meet these ‘nice to do’ priorities - there was nothing in the high-level investment
scenarios that focused on these suggestions.

‘Icing on the cake’ for SR27

The final priority tier focuses on areas that are important to customers but are not
currently featured in the high-level investment scenarios. These areas include price
rewards, relationship with Scottish Water, technology and innovation, and community
engagement. These elements are considered important for strengthening customer trust

and engagement but are not yet prioritised for major investment decisions:

Cost/Rewards

Incentives to reduce water
Fair rates

Rewards for using less water
Price cap (NHH)

Relationship

Take an interest in business (NHH)
Visit customer sites (NHH)

Technology/Innovation

Embrace technology in all projects

App/webchat

Hydro power generation

Grey water recycling (NHH)

Advanced wastewater treatments (NHH)

Support of water turbulent engine systems (NHH)

Community

Public water taps

Educational campaigns
Education in schools

Charitable action

Community projects

Internships

Sponsored events (NHH)
Support green spaces (NHH)
Enhance local water ways (NHH)
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B Considerations for SR27:
Important for wider SR27 plan to demonstrate what policies Scottish Water have to

address some of these areas —there was nothing in the high-level investment scenarios
that focused on these suggestions.
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6.1

SR27 Customer Expectations

Initial Choice Framework

Before discussing the high-level investment scenarios, individual choices were captured
through a homework exercise that indicated what participants’ priorities for investment
would be and why. Participants were asked to select an area that they want Scottish Water
to focus on more or should be delivered faster.

All of the investment areas were felt to be important and interlinked. However, the
qualitative order of importance is outlined in the table below. A quantification exercise
would be needed to provide a robust ranking.

Most Important 1. Replace pipes from the 1960s/1970s that are vulnerable
e Repairing/replacing to bursts
assets 2. Build new and/or replacement assets that will withstand
rapid effects of climate change
e Managing rainwater 3. Reduce number of homes/business and communities
affected by rainwater overwhelming sewers causing sewer
floods

4. Working partnership with others to maximise impact of
investments and use environmentally friendly solutions to
manage rainwater better

e Internal sewer flooding 5. Change the number of people living with the worry of
sewer flooding

Least important 6. Connecting water systems to enable water to be moved

e Balancing supply/demand around

7. Reducing amount of water taken from the environment

B Considerations for SR27:
Individual feedback and comments reinforced the spontaneous learnings that there is
a thirst for progress and some very strong pushback on regressive plans/language.

Balancing supply and demand

Leakage

Participants expressed strong negative views towards leakage, particularly in the context
of encouraging customers to reduce water usage while Scottish Water itself was seen as
wasting resources through leaks. This contradiction made leakage a sensitive topic, with
participants feeling that it undermined Scottish Water’s credibility in promoting water
conservation.

Leakage was perceived as wasting precious water, especially considering the growing
emphasis on sustainability and resource management. The idea of asking customers to
conserve water while Scottish Water continues to lose it through leaks was seen as
hypocritical.
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Participants also raised concerns about the cost of producing water and the associated
inefficiencies of leaks, which were seen as not only wasting a vital resource but also driving
up costs for customers. This added to the negative perception of leakage.

The webinar’s focus on the decline in leakage helped to soften some concerns, with
participants acknowledging the progress made. However, many felt that it was not enough
simply to maintain current leakage levels.

There was a strong desire to see continued reduction in leakage, as this would be viewed
as a tangible improvement and a more effective response to the challenges of water
conservation.

While the Cobalt scenario mentioned a goal to reduce leakage, the language used around
this goal was seen as vague and not tangible. Participants wanted more concrete and
specific commitments to decrease leakage levels further, not just maintain them at current
rates.

Moving Water to Areas in Need

This was seen by some participants as less of a priority for Scotland due to the level of
rainfall making droughts seem unlikely. Participants were less familiar with population
shifts and climate differences that would require transporting water across Scotland. For
some participants, the number of areas highlighted in the Cobalt scenario, seven, felt like
too many areas needing extra water.

”I’m not convinced that there are 7 areas that really need the water. Would they not have
any drinking water or is this just about making green spaces look nice, in which case it’s
not a priority for me.”

Household Customer, Aberdeen Group

Modernise Water Treatment Works

For participants, this area was viewed as very important and tangible. Increased future
demand from population rises and a changing climate meant that future proofing
treatment works felt necessary. In addition, 900,000 customers felt like a significant
number who would be impacted. There was surprise expressed that this was optional and
queries about what would happen if this measure was not taken.

“I like the word ‘modernise. They are being more positive and proactive in this one.”
Household Customer, Edinburgh Group

B Considerations for SR27:
‘Modernising water treatment works, that affect a considerable number of people’ felt
to be important. Reducing leakage is nice to have but not urgent (given the declining
trend). Customers are less convinced about the need to invest in transporting water.
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6.3

SR27 Customer Expectations

Internal Sewer Flooding

Choice scenarios tested were: Turquoise and Aqua = maintaining currently levels (circa.
430 properties) and Cobalt = reducing from circa. 430 to circa. 315 properties).

Participants had a mixed response to this topic, often with an initial emotional response
where the existence of this issue in the modern era was felt to be shameful and disgusting.

“It's unacceptable for a civilised society to have that, and it's unacceptable that that was
an optional issue”
Remote/Rural Customer

It was felt to reflect poorly on Scottish Water that anyone had to live with the fear of
internal sewer flooding and that the proposed solution would only slightly reduce the
number of properties impacted.

“Only thing | don't really care about because it's such a minor thing is the 430 to 315. To
me, 315 in the grand scheme of Scotland — I'm like that's nothing, but that's because I'm
not affected by it. I'm sure the people who are affected by it are very angry and want
things to be done about it”

Medically Vulnerable Customer

However, participants also had a more measured response which noted the small number
of properties impacted and considered this less of a priority on that basis. The potential
cost of resolving this issue was also factored in with concerns that the cost might outweigh
any benefits.

“I know that’s awful but surely it is partly the responsibility of the homeowner? | don’t
think we know enough about it but if it is really expensive to do them [ think they have to
prioritise other things”

Household Customer, Aberdeen Group

B Considerations for SR27:
Some sense of progress or alternative strategy is felt to be needed to stop any Scottish
citizens living with the ongoing worry of internal sewer flooding but reducing from
circa. 430 to circa. 315 is not the answer.

Managing Rainwater

Reducing Outdoor Floods

Choice scenarios tested were: Turquoise, Aqua and Cobalt = reducing the number of
outdoor floods caused by sewers from 3,000 to 2,800.

Reducing sewer overflows was believed to be of paramount importance with progress felt
to be essential to protect local areas and the environment. There was some frustration
that even the Cobalt investment scenario would only reduce the number of outdoor floods
by two hundred.
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“I mean 200 in the scheme of things when we're talking about floods and things and
sewers over that just is so minimal. And it just doesn't seem like a big improvement I'd be
looking for, | mean, at least a thousand, at least a thousand seems a good number,
whereas 200 just seems like a drop in the ocean.”

Intergen Customer

Working in Partnership with Local Authorities

For participants, collaboration was seen as important but some participants expressed a
lack of trust in the performance of Local Authorities and their role, commitment and
investment.

“In this one (Turquoise) they are basically saying they are chatting with the local authority
and that’s it”
Household Customer, Aberdeen Group

Preventing Rainwater from Entering Sewers

The need for this plan was clearly understood with participants referencing the high levels
of rainfall in Scotland. Some participants praised the idea of nature-based solutions,
particularly those with an environmental interest.

However, the focus on Edinburgh, Glasgow and Dundee was very divisive, particularly for
Remote/Rural customers. There was a belief that investment is too often concentrated on
the Central Belt to the detriment of other areas in Scotland, especially rural areas.

“But the money getting spent in the first instance, in only three flood areas, which are all
Central Belt? Nothing north of Dundee. What about the floods in Aberdeen and
Aberdeenshire? What about the people cut off from amenities because of waste water
flooding, because of heavy rainfalls.”

NHH Customer

“What tends to happen up here in Scotland is that they seem to think there are only two
places in Scotland, Edinburgh and Glasgow, and they get everything given to them”
Medically Vulnerable Customer

B Considerations for SR27:
Not all are convinced the rate of reducing sewer floods is fast enough (200/120);
customers are looking for a fairer approach to rainwater projects across a spread of
local authority areas.
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SR27 Customer Expectations

Repairing and Replacing Assets

Maintaining Pipes and Treatment Works

The research revealed strong concerns among participants regarding spending less on
areas they consider fundamental, particularly in light of the challenges discussed during
the webinar.

Even the proposal in the Cobalt scenario to maintain current spending levels (without an
increase) raised concerns. Participants felt that maintaining spending at the same level as
before might not be sufficient to address the growing scale of challenges highlighted in the
webinar.

Replacing Old Pipes

This was viewed as a critical area of investment where being proactive was required to
minimise bursts and future service disruption. Any increase in bursts was considered
negative and doubling bursts, as envisioned in the Turquoise scenario, felt ‘outrageous’
and risky for future service quality. There was a belief that lack of investment in this area
would reduce confidence in Scottish Water.

“This is negative, because if you're just bubbling along without recognising aging assets,
maintaining what's already there, you're going to get a bigger shock down the line. To
have a 25% increase based on status quo, so then you're going to have to deal with that.”
Household Customer, Edinburgh Group

“It’s not acceptable to say there will be double the amount of bursts”
Remote/Rural Customer

B Considerations for SR27:
Need to see fastest progress here —this is a critical area of investment and want to see
proactive investment in pipework to minimise bursts.
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1.2

SR27 Customer Expectations

Responses to High Level
Investment Scenarios

Investment Scenario Introduction

During the groups and individual interviews, three high level scenarios were shared and
explored with customers as a starting point for understanding more about choices.

To consistently unpick the different choices, the medium pace plan, Aqua, was shown to
participants first and the slower and faster scenarios were then rotated to avoid any order
bias. Participants were not told that Aqua represented a middle tier plan, nor were the
plans numbered one to three. Instead, colour coding was used to differentiate the plans to
reduce participant bias when viewing the scenarios.

Cost Scenarios

Furthermore, an approximation of current charges based on Council Tax band for
household and bill size for non-household were provided as an anchor point to evaluate
the increased potential bill impacts associated with each high-level investment scenario.

An example for household customers is shown below:

Figure 13: Approximate charging implications for household customers

Example: Council Band A (HO discount) The ncevases bvlow aov based Jo ‘oval tevs” Ty
Househelds would pay on average £18 more than they did the year before, every year are presentad 1 terms of vaiue of monsy tocoy, €3
we don 't know whot wil! appen vl fulure
between 2027 and 2033 Iefonion.

By 2033, households would be paying £107 more per year, than they did in 2027

Council Tax Band No Discount Single Person 25% Discount Full Discount 35%

Average Average

annua annual mour r annual

Increase v 4idna increase

A £13 £107 £13 £80 £12 £69
B £21 £124 £16 93 £13 21
C £24 £142 £18 £107 £15 £92
b £27 £160 £20 £120 £17 £104
E £33 £195 £24 £348 £21 £127
F £38 £231 £29 2N £25 £150
G £44 £266 £33 £200 £29 173
H £53 £320 £40 £240 £35 £208
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SR27 Customer Expectations

Participants were not keen for bill rises, particularly given the context of the ‘cost of living’
crisis. However, they were not surprised by the idea of bill rises and there was a sense that
the rises were affordable and justified given the investment that is required in the network.
In comparison with other bills, especially energy bills, water charges were viewed as low
cost and good value for money.

Across the sample, customers wanted to feel that the bill increases delivered good value
for money. This is difficult to measure qualitatively but none of the scenarios were seen to
deliver value for money and offer an acceptable increase for acceptable outcomes.

B Considerations for SR27:
To accept any impact on water charges, customers need to see significant progress,
pace and demonstrable infrastructure investment within the SR27. Despite being the
lowest impact on water charges, Turquoise outcomes are poor and risk service decline.

Qualitative Preferences!!

The table below provides a high-level summary of customer preferences, with the
following sections reflecting the key themes and insights gathered throughout the
research. These preferences have been explored in greater depth within the segment
summaries in the previous chapter.

As this is a qualitative study, the findings should be interpreted as indicative rather than
statistically representative of the broader population. The insights presented here capture
common themes and sentiments expressed by participants but do not constitute a
definitive or universally applicable view.

Segment Turquoise Aqua Cobalt Undecided Total
UrbaB?l{ S;;s;:ba” 0 7 49 0 56
Ru rF\:;]Ie rE?i(IJItF(fa/ye r 0 6 0 2 8
Future 0 0 16 1 17
CIVS 1 1 4 0 6
Intergen 0 3 3 0 6
Water Only 0 1 7 0 8
NHH — Large 0 3 1 0 4
NHH — SME 0 14 4 4 22
Total 1 35 84 7 127

1 The findings are based on this qualitative sample and are not statistically representative of the wider
population.
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SR27 Customer Expectations

Overall Response to Scenarios:

Customers in the qualitative sample rejected Turquoise.

Only one participant, a financially vulnerable customer, chose the Turquoise scenario. For
other participants, Turquoise was seen as regressive, short-sighted and lacking in progress.
It failed to address the spontaneous expectations and the known challenges and there was
a sense that it would make things worse. Lack of progress on sewer flooding and burst
pipes was believed to be particularly negative.

“It's not doing things slower. It's not doing anything at all.”
Remote/Rural Customer

“Not really anything good about this one. There's not going to be many changes and
realistically, the cost will go up by each year. But | just feel that's basically trying to sweep
it under the rug and it doesn't sound very good at all.”

Medically Vulnerable Customer

The outcomes of Turquoise were seen as poor and with the risk of supply interruptions and
waste water spills it is likely to be reputationally damaging, eroding brand goodwill and
burdening future generations. The idea of charging a CPl +2% increase for this scenario
was considered to be ‘confusing’, ‘cheeky’ and ‘immoral’. Ultimately, participants wanted
faster progress and demonstratable infrastructure investment in SR27 and felt Turquoise
would not deliver this.

“There could be greater cost implications via the lack of investment or progression in
improving some of these facilities areas. This would probably be one | wouldn't be as
amenable to. I'd probably prefer that increase in cost.”

NHH Customer

“This bothers me. | imagine it's going to be followed by well, it only cost 20 pound per
person. And I'd be like, yeah, well, we're not doing anything like it's not doing anything”
Financially vulnerable

B Considerations for SR27:
Strong consensus that slower pace and lack of investment creates risk of supply
interruptions/poor quality/ waste water spills; likely to be reputationally damaging,
erode any brand goodwill and burden future generations.
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SR27 Customer Expectations

Overall Response to Scenarios: Aqua

Customers in the qualitative sample very reluctant to endorse Aqua.

Thirty-five participants chose the Aqua scenario with many of them rural/remote or non-
household customers. There were also 7 participants who could not decide between Aqua
and Cobalt. Aqua was primarily chosen by participants who felt the costs of Cobalt were
unaffordable.

Aqua was viewed as relatively disappointing and unambitious, focusing on short-term
maintenance rather than longer-term improvements. There was an assumption amongst
some participants that Aqua was the slowest or lowest cost scenario since it was shown
before Turquoise. Participants expressed concern that Aqua would result in infrastructure
decline and not meet basic expectations or the challenges highlighted during the webinar.

“I can't say it fills me with warm and fuzzy feelings. To be honest.”
Rural/Remote Customer

“I was just going to say that's kind of like a chief executive's dream, because if you look at
the time a chief executive's typically in power, they're going to maintain the status quo. By
the time you have all these problems, they've typically moved on to another role.”
Household Customer, Edinburgh Group

Key concerns included:

Spending less than now on asset maintenance
Bursts increasing by a quarter

No strategy for internal sewer flooding

Lack of trust in ‘Local Authority’

“And you're asking us to be mindful of our usage but 25% of the water is being leaked out.
It's like, doesn't matter how mindful we're being, it sounds like a lot of waste is
happening”

NHH Customer

B Considerations for SR27:
In isolation (without seeing any other business as usual elements), Aqua does not feel
as though it's delivering good value for money at CPI +4% but about a third of the
qualitative sample, reluctantly accept this to avoid the CPl +6.5% charging impact
associated with Cobalt. For SR27 outcomes need to be better for CPl +4% charging
impact.
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SR27 Customer Expectations

Overall Response to Scenarios: Cobalt

Customers in the qualitative sample endorse Cobalt, but reluctantly.

Eighty-four participants selected Cobalt as their preferred scenario, more than double the
number who chose the next most popular scenario Aqua.

Cobalt received the support of most urban and suburban billpayers, future customers,
water only customers, medically vulnerable customers and even financially vulnerable
customers although they are in receipt of discounts which made Cobalt a more affordable
option.

Cobalt was described as the most positive and ambitious scenario, most able to address
long-term challenges that risk future service problems such as climate change, flooding
and population growth.

“Gives reassurance and reliability, and that trust within from Scottish water to see that,
you know, we're going to be proactive.”
Remote/Rural Customer

Key drivers of its appeal were:

Protecting citizens and communities

Preventing environmental damage

Continuing spend of asset repair and replacement

Ensuring bursts are the same level as today

Reducing Internal Sewer Flooding in a way the other two scenarios do not

Reducing leakage which is wasteful

Introduction of treatment works for 900,000 customers, considered a significant
number and a tangible benefit.

“Because it does the most, it improves the most and creates positive change. Some of the
things are staying the same but at least they're not getting worse.”
Water Only Customer

“I just feel that there's more change in this. You can see the effort that's getting put in
and what's expected, and it will make changes in the future. | just feel if you're going to
do something, go in and do it. There's no point in doing half measures”
Medically Vulnerable

Some participants were not convinced the outcomes were good enough to justify the cost
increase. Other key concerns were:

B Focus on Central Belt cities for the nature-based solutions for flooding
B Maintain spending on repairing and replacing assets rather than increasing spend
B Noimprovementin rate of bursts
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“I think we have to go with this because it is using more positive language, but | would
really like them to go further in some areas and to think again about those areas they are
focusing on with the sewer flooding”

Rural/Remote Customer

B Considerations for SR27:

Despite believable Cobalt ambition, a CPl +6.5% increase was felt to be an unaffordable

increase for about third of sample (HH and NHH) when evaluating the charging
increase, in the round, with all other bills.
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Observations on Charging Impacts

Despite participants being reluctant to see bills increasing at a challenging time they were
not surprised and were largely willing to see small increases providing they addressed the
long-term challenges and preserved the quality of service.

Furthermore, water bills were considered low cost and good value for money especially
when compared to other bills.

“I'm quite happy to pay more to at least maintain where we are today, and we're used to
it with everything else going up.”
Medically Vulnerable Customer

For some participants, the charging impacts were considered affordable because they felt
they could not predict their financial situation and the impact of inflation in seven years.

The amounts felt to be affordable when broken down to a monthly figure.

“That's not even a Starbucks coffee that is, | feel like I'd much rather pay the highest cost”
Water Only Customer

Most participants felt the increases were reasonable for the following reasons:

Promised improvements to infrastructure

‘Not for Profit’ status of Scottish Water
Understanding of challenges

Ageing assets

Fear of becoming like England

Appetite to future proof and protect service
Relatively low starting point compared to energy bills.

“I'm just being blatantly honest here to have a less increase, but a less job done that is
actually going to cost more in the future. It's a no brainer invest now before it becomes a
major problem. There's an old saying, Buy cheap, buy twice.”

NHH Customer

B Considerations for SR27:
Willingness to pay work and acceptability testing of the development plan is needed to
explore charging impacts within the context of the wider business plan.
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Charging Impacts: Affordable/Reasonable

In terms of the individual investment scenarios, was considered affordable for
all customers in the household and non household sample. However, the CPl +2% was seen
as unreasonable for the perceived regressive investment outcomes outlined in this
scenario.

“I can afford this. But do | want to pay it? No. I’'m not getting anything that | want for this
money and we’re paying to go backwards”
Household Customer, Aberdeen Group

A significant number of participants felt Aqua was affordable but there were mixed
outcomes about whether this was reasonable, given the poor outcomes, lack of ambition
and a perception that it does not represent good value for money.

“I want to see more for the money I’'m going to be paying. This doesn’t feel like it’s giving
me what | want or the environment needs”
Household customer, Edinburgh Group

Finally, Cobalt was felt to be affordable for approximately two thirds of the qualitative
sample, and unaffordable for a third.

“It is the best level for everything included. It's the best value for money. It's the best
investment in the future as well.”
Water Only

“This plan looks more interesting but not affordable
Financially Vulnerable

“To be honest, | think all of the offerings are pretty disappointing. | feel like Cobalt would
obviously be the ideal scenario, but | think for the price. It's just astronomical, like I just,
I'm in a bit of disbelief that to do those things it would cost that much like just to put into
perspective, my water would be 80 pounds a month in 2033, whereas my current gas and
electric is less than 75 pounds a month.”

Rural/Remote Customer

There was a mixed response as to whether the increase was felt to be reasonable. The
outcomes were seen as better but for some these didn’t justify the cost increase or not
good enough given the scale of the challenges.

B Considerations for SR27:
From this indicative qualitative work, CPI +4% feels affordable for a significant number
of the qualitative participants (both NHH and HH customers) providing there are
protections in place for the most vulnerable in society and that businesses are
supported to explore water efficient practices.
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8.2

SR27 Customer Expectations

Overall Summary

Turquoise
B Rejected

B \Water/wastewater is a critical service, and customers want to see Scottish Water
proactively making investment into infrastructure at a speed that avoids a decline in
service levels (like England) and ideally future proofs the network against known longer
term challenges

B Although no one wants to see water charges increase, many accept that water costs
are low relative to other utilities and that investment is needed

B The slower pace scenario (TURQUOISE) was rejected as:

— the outcomes were poor
— it creates risk of supply interruptions, waste water spills, etc
— s likely to be reputationally damaging and erode any brand goodwill; and

— will burden future generations

B The idea of charging CPl +2% increase for this scenario was ‘confusing’, ‘cheeky’ and
‘immoral’ and customers demand progress, pace and demonstrable infrastructure
investment in SR27.

Aqua
B Very reluctantly endorsed?®?
B The medium pace scenario (AQUA) was felt to be:

— disappointing and unambitious

— it fails to address long term challenges, meet basic expectations and allows
infrastructure to decline

B |nisolation (without seeing any other business as usual elements), it does not feel like
it is delivering good VFM at CPl +4% but about a third of the qualitative sample,
reluctantly accept this to avoid the CPI +6.5% charging impact associated with COBALT

2 The term "endorsed" has been used as an overarching summary of customers' views. This reflects the
extended nature of the research process, during which participants were given the time and space to build
their understanding of the water sector and the challenges faced by Scottish Water
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B For SR27 business plan development, outcomes need to be better for CPl +4% charging
impact.

Cobalt

B Endorsed, but reluctantly 3

B The fastest pace scenario (COBALT) was seen as:
— more positive
— more ambitious; and

— appeared to address longer term challenges that would reduce the risk of future
service problems

B However, many were not convinced outcomes were good enough progress for the
proposed CPI +6.5% charging impact

B |t does focus on:

— maintaining ageing infrastructure

— faster repair/replacement of assets

— positively impacts leakage; and

— includes projects to reduce sewer floods and modernizes treatment works
B However, for many it does not feel as though it is offering good value if:

— the promise for the critical areas of ‘repairing/replacing assets’ is just maintaining
spending the ‘same as now’ with no improvement in bursts

— city focus; and

— high percentage increase (CPl +6.5%).

B The term "endorsed" has been used as an overarching summary of customers' views. This reflects the
extended nature of the research process, during which participants were given the time and space to build
their understanding of the water sector and the challenges faced by Scottish Water

Afcent SR27 Customer Expectations Final Report eNC/EF/RRe14 May 2025 Page 88 of 88









SR27 Customer Expectations

Face to Face Events:

Quotas/group structure — INTERVIEWER SECTION

Edinburgh (32 participants) — MONDAY 13 JANUARY

Bill Payers 8 x ABC1 (18years old or older)  Range of £125 workshop

8 x C2DE (18 years old or older) environmental £60 homework &
Future 8 x 18 years old to 24 years old ~ attitudes webinar
Customers Include 5 per session

who use rivers/seas

Vulnerable 8 xlow income, disability, .
for recreation

Customers digitally excluded

Aberdeen (32 HH participants) — TUESDAY 14 JANUARY

Bill Payers 8 x ABC1 (25 years old to 65 Range of £125 workshop
years old) environmental £60 homework &
8 x C2DE (25 years old to 65 attitudes webinar
years old) Include 5 per session

Future 8 x 18 years old to 24 years old ~ Who use rivers/seas

Customers for recreation

Vulnerable 8 xlow income, disability,
Customers digitally excluded

Good morning/afternoon/evening. My name is ........ and | am contacting you on behalf
of Accent, a market research company. Please could | speak to someone in your
household who is 18 years old or older?

B |F “NO” TRY AND PERSUADE ELSE THANK & CLOSE

B |F “CALLBACK” PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS, THANK
AND CLOSE

B |F “YES” PLEASE PROCEED TO SCREENING SECTION

WHEN SPEAKING TO APPROPRIATE CONTACT CONTINUE WITH SCREENING

Introduction

We are carrying out research for Scottish Water into their future business plans. This is
an important research study and is an opportunity for customers like you to input into
the investment decisions Scottish Water makes in water and wastewater services for
customers across Scotland. The research is being conducted under the Market Research
Society Code of Conduct, which means that any answers you give will be treated in
confidence

The research will have three stages:

o First stage: an homework task that can be completed online or on paper depending
on your preference.
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Second stage: Attendance at an online webinar to give you information on the water
industry, particularly Scottish Water and their future business plan. This will last an
hour and will be held online (i.e. Zoom) on 8" January from 6:30 — 7:30pm. After this
webinar there will be one final short homework exercise to complete.

Third stage: participation at an in-person discussion group together with other
customers. This will last for 3 hours and will be held in a central venue on:

Anyone able to assist will be provided with £185 to thank them for their time - £60 for
completing the homework tasks and attending the webinar and £125 for attending the
face-to-face workshop. All participants will need to commit to participating in all three
phases of the project.

Can | just ask you a few questions to check that you are eligible to take part in this
research?

Safety and Looking After Your Data

Q1.  INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE
PARTICIPANT OF:
MRS Code of Conduct
Calls being recorded

Q2.  INTCHECK2.INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED
THAT THE PARTICIPANT IS NOT TAKING THE INTERVIEW ON A MOBILE DEVICE
AND/OR WHILE DRIVING OR OPERATING EQUIPMENT
Yes, it is safe for the participant to proceed
No, it isn’t safe —we need to call back later GO TO APPT SCREEN

Q3. Anydata collected over the course of this interview that could be used to
identify you, such as your name, address, or other contact details, will be held
securely and will not be shared with any third party unless you give permission
(or unless we are legally required to do so). Our privacy statement is available at
www.accent-mr.com/privacy/.
Do you agree to proceeding with the interview on this basis?
Yes
No THANK & CLOSE

Screening

Q4. Do you or any of your close family work or have worked in the recent past in the
water sector or Market Research professions?
Yes THANK & CLOSE
No

Qs. Have you ever participated in a market research group discussion? IF YES, PROBE

WHEN

Yes, in last 2 years ago
Over 2 years ago GO TO Q8
No GO TO Q8


http://www.accent-mr.com/privacy/
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TWO THIRDS OF RECRUITS MUST HAVE NEVER BEEN TO A GROUP DISCUSSION BEFORE

Q6.

How many groups have you been to in that period?

One
2-3
More than 3 THANK & CLOSE

Q7.

What was the subject matter of the groups you attended? PROBE AND WRITE
DOWN

IF WATER THANK & CLOSE

Qs.

For your water supply, does your property have:

Mains water supply
Private water supply THANK & CLOSE
Don’t know THANK & CLOSE

Q9.

For your wastewater/sewerage services, does your property have —

Mains wastewater supply
Septic tank CHECK LOCATION AND POTENTIALLY RECRUIT FOR WATER ONLY DEPTHS
Don’t know THANK & CLOSE

Q10.

Do you live near or would you be able to travel to any of the following cities?

Aberdeen RECRUIT FOR ABERDEEN GROUP
Edinburgh RECRUIT FOR EDINBURGH GROUP
None of these THANK & CLOSE

Q11.

Would you say you live in a...

City or large town URBAN
Small or medium sized town SUBURBAN
Village or rural area RURAL

RECRUIT MINIMUM 12 x URBAN AND 12 x SUBURBAN FOR EACH WORKSHOP. REST OF FALL OUT
NATURALLY

Ql2.

Which of the following age brackets do you fall into?

UNDER 18 YEARS THANK & CLOSE
18 — 24 YEARS

25— 34 YEARS

35— 44 YEARS

45 — 54 YEARS

55— 64 YEARS

65+

Q13.

Which of the following best describes your responsibility in terms of paying your
household water bills through your council tax payments?
Yes, fully responsible

Yes, partly responsible
No, | am not responsible

Q14.

And are you jointly or fully responsible for your general household finances?
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Yes, fully responsible
Yes, partly responsible
No, | am not responsible

BILL PAYERS:
Q12=CODES 2-7 AND Q13=CODE 1 OR 2 AND Q14=CODE 1 OR 2
AIM FOR A MIX OF AGES — AT LEAST 3 FROM EACH CODE 3-7

FUTURE CUSTOMERS:
Q12=CODE 2 AND Q13=CODE 3 AND Q14=CODE 3

THANK AND CLOSE IF:
Q12=CODES 2-7 AND Q13=CODE 3 AND Q14=CODE 3

Q15.

Do you receive any discount on your council tax payments?

Yes

No GO TO Q17

Don’t know GO TO Q17

Would prefer not to say GO TO Q17

Q1le.

What level of discount do you receive?

25%

50%

Other — write in:
Don’t know
Prefer not to say

Ql7.

What is the Council Tax Band of your home address?

IO MM mMmgoOw>

Exempt from Council Tax
Don’t know

Qis.

What is your postcode? INSERT FULL POSTCODE

Q19.

Which of the following best describes your occupation status?

Senior managerial or professional

Intermediate managerial, administrative or professional

Supervisor; clerical; junior managerial, administrative or professional
Manual worker (with industry qualifications)

Manual worker (with no qualifications)

Unemployed

Retired

Student

Prefer not to say

CODE SEG
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A

B

Cc1

Cc2

DE

Not stated THANK & CLOSE

RECRUIT MIN. 8 X ABC1 (BILL PAYERS) AND MIN. 8 X C2DE (BILL PAYERS)

Q20. Which of the following describes how you think of yourself? Please tick one
option
Male
Female
In another way
Prefer not to say
AIM FOR A MIX OF GENDERS
Q21. Approximately what is your estimated annual household income before tax? If
you would rather not say, then please just select that option.
Under £12,000 CODE AS LOW INCOME
£12,001-£18,000 CODE AS LOW INCOME
£18,001-£30,000
£30,001-£40,000
£40,001-£50,000
£50,001-£70,000
£70,001-£100,000
£100,001-£150,000
£150,001 or more
Don’t know
Prefer not to say
RECRUIT MIN. 2 X LOW INCOME PER WORKSHOP
Q22. Do you consider yourself to have any of the following?
Long-term physical or mental health condition which affects you carrying out day to day
activities CODE AS MEDICALLY VULNERABLE
Long-term physical or mental health condition which is not limiting CODE AS MEDICALLY
VULNERABLE
Aa medical condition for which you need to use a lot of water CODE AS MEDICALLY
VULNERABLE
No long-term physical or mental health condition which affect you carrying out day to day
activities
Prefer not to say
RECRUIT MIN. 2 X MEDICALLY VULNERABLE PER WORKSHOP
Q23. Which of the following best describes you?

| feel very confident about using the internet

| feel quite confident about using the internet

| don’t feel confident about using the internet CODE AS DIGITALLY DISADVANTAGED
| would rather not use the internet at all CODE AS DIGITALLY DISADVANTAGED

I don’t have access to the internet CODE AS DIGITALLY DISADVANTAGED

Prefer not to answer
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RECRUIT MIN. 2 X DIGITALLY DISADANTAGED PER WORKSHOP

FUTURE CUSTOMERS ONLY: Which of the following best describes your situation?

| live in student accommodation or rent privately as a student and am exempt from Council Tax
| live with parent(s)/guardian(s) and they are responsible for paying Council Tax

I live in shared accommodation and someone else is responsible for paying Council Tax

I live in rented accommodation and Council Tax is included within my rent

Other: write in:

AIM FOR A MIX
Q24. Do you live near any of the following?
Beach
River
Loch
RECORD AND AIM TO RECRUIT A MIX ACROSS THE FULL SAMPLE
Q25. To what extent do you agree with the following statement: | enjoy spending
time outdoors, in the natural environment. This might be walking, hiking or
rambling, simply spending time in the countryside alone or with family/friends,
or any other outdoor activity, whether active or otherwise.
Strongly agree
Agree
Neither agree nor disagree
Disagree
Strongly disagree
IF PARTICIPANT ENJOYS SPENDING TIME OUTDOORS, RECORD A SUMMARY OF
INTERESTS/ACTIVITIES:
RECORD AND RECRUIT A MIX OF INTEREST IN OUTDOOR PURSUITS ACROSS THE FULL SAMPLE
Q26. How worried or unworried are you about the impact of climate change or our
impact on habitats and the natural environment?
Very worried
Somewhat worried
Neither worried nor unworried
Somewhat unworried
Not at all worried
RECRUIT A MX INCLUDING 4 X VERY WORRIED AND 4 X NOT AT ALL WORRIED
Q27. How important do you think it is to take the following actions to combat the

impact of climate change or our impact on habitats and the natural
environment?

RESPONSE SCALE: 1 = NOT AT ALL IMPORTANT/2=NOT VERY IMPORTANT/3=NEITHER
UNIMPORTANT NOR IMPORTANT/4=QUITE IMPORTANT/5=VERY IMPORTANT

Reducing consumption and waste
Recycling / re-using waste
Reducing the amount of electricity / gas / water used
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Avoiding flying / air travel

Walking, cycling or taking public transport wherever possible
Owning an electric, rather than petrol/diesel vehicle

Eating vegetarian / vegan food

RECRUIT A MX INCLUDING 4 X NOT AT ALL IMPORTANT FOR 3 OR MORE RESPONSE CODES
AND 4 X VERY IMPORTANT FOR 3 OR MORE RESPONSE

Q28. To your knowledge, have you experienced any of these problems in Scotland?

Encountered an issue with Within past | More than Never
year a year ago

Don’t know

Drinking water quality (e.g. taste, colour)

Interruptions to the water supply

Water leak close to a property

Low water pressure

Sewer flooding

ISRE I Bl I B

Smell from waste water treatment works

Invitation: Group (F2F) discussion

Thank you for answering those questions. Would you be willing to attend the workshop
we are holding for Scottish Water. There will be about 30 other people. The group will
be held in accordance with the Code of Conduct of the Market Research Society.

Q29. The group will last around 3 hours. All participants will receive £125 to thank
them for their time.

Yes PROCEED TO PRE-TASK AND/OR DATA COLLECTION AND SHARING CONSENT
No THANK AND CLOSE

ASK ALL: PRE-TASK

As mentioned there will be a short homework task to undertake before the webinar.
This will be completed online through our easy-to-use webpage or you can download
our dedicated app. Alternatively we can send you a paper copy of the questions.
Instructions will be sent to you shortly.

All participants will also be provided with £60 to thank them for completing the
homework tasks and attending the webinar.

This gives a total of £185 for completing all elements of the research.

ASK ALL: DATA COLLECTION AND SHARING CONSENT

Q30. DATA COLLECTION & SHARING CONSENT

The workshop may be joined by representatives of Scottish Water and members of their
advisory group, so they can watch the discussions and learn as much from it as possible.
They will not participate in the discussion.
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The discussion will be audio recorded for analysis purposes and to ensure accuracy. All
recordings will be securely stored for a period of 12 months (for reference purposes)
before being destroyed.

The group will be held in accordance with the Code of Conduct of the Market Research
Society and any views you express during the discussion will be treated with complete
confidence and will not be attributed to you personally.

Please confirm that is OK

Yes CONTINUE WITH DETAILS
No [Click here and type HOLD IN RESERVE or THANK AND CLOSE]

The group will take place on:

Monday 13t 6pm to 9pm Edinburgh
January
Tuesday 14" 6pm to 9pm Aberdeen
January

Would you be able to attend? reassure & persuade
IF PARTICIPANT AGREES, CONFIRM DATE, TIME, LOCATION THEN CONTINUE

Please ensure that you bring some proof of identity with you (such as a driving licence,
credit card, utility bill or passport) as we will need to see that in order to issue you with
the thank you incentive. Please note this will be paid by BACs on completion of the face-
to-face workshop.

Thank you. I'll just take a few details, and will let you get on with your day. We will send
you more information shortly with details of the next steps.

If for any reason you find you are unable to attend, please could you let me know as soon
as possible so that we can invite someone else to take your place?
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Reconvened Groups:

Quotas/group structure — INTERVIEWER SECTION

2 x reconvened groups — 8 participants in each (16 total)

Bill Payer Future Customers
Mix of SEG Mix of in
education/working
18-65 years old 18-24 years old

Introduction

Good morning/afternoon/evening. My name is ........ and | am calling on behalf of
Accent, a market research company. We are carrying out research for Scottish Water
into their future business plan. Please could | speak to someone in your household who
is 18 years or older?

IF “NO” TRY AND PERSUADE ELSE THANK & CLOSE

IF “CALL BACK” PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS, THANK AND

CLOSE
IF “YES” PLEASE PROCEED TO SCREENING SECTION

WHEN SPEAKING TO APPROPRIATE CONTACT CONTINUE WITH SCREENING
We are carrying out research for Scottish Water into their future business plans. This is
an important research study and is an opportunity for customers like you to input into
the investment decisions Scottish Water makes for water and wastewater services for
customers across Scotland. The research is being conducted under the Market Research
Society Code of Conduct, which means that any answers you give will be treated in
confidence.

The research will have three stages:

e First stage: a homework task that can be completed online or on paper depending on
your preference.

e Second stage: attendance at an online webinar to give you information on water
companies, particularly Scottish Water and their future business plan. This will last an
hour and will be held online (i.e. Zoom) on 8" January from 6:30 — 7:30pm. After this
webinar there will be one final short homework exercise to complete.

e Third Stage: participation in two online discussion groups together with other
Scottish Water customers. These would last 1 hour each.

Anyone able to assist will be provided with £140 to thank them for their time - £60 for
completing the homework tasks and attending the webinar and £80 for attending both
discussion groups. All participants will need to commit to participating in all phases of

the project. This call may be recorded for quality control purposes.

Safety and Looking After Your Data

Ql. INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE
PARTICIPANT OF:
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MRS Code of Conduct
Calls being recorded

Q2. INTCHECK2. INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED
THAT THE PARTICIPANT IS NOT TAKING THE INTERVIEW ON A MOBILE DEVICE
AND/OR WHILE DRIVING OR OPERATING EQUIPMENT
Yes, it is safe for the participant to proceed
No, it isn’t safe — we need to call back later GO TO APPT SCREEN

Q3. Any data collected over the course of this interview that could be used to
identify you, such as your name, address, or other contact details, will be held
securely and will not be shared with any third party unless you give permission
(or unless we are legally required to do so). Our privacy statement is available at
www.accent-mr.com/privacy/.

Do you agree to proceeding with the interview on this basis?
Yes
No THANK & CLOSE
Screening
Q4. Do you or any of your close family work or have worked in the recent past in the

water sector or Market Research professions?

Yes THANK & CLOSE
No

Have you ever participated in a market research group discussion? |IF YES, PROBE WHEN

Yes, in last 2 years ago
Over 2 years ago GO TO Q8
No GO TO Q8

TWO THIRDS OF RECRUITS MUST HAVE NEVER BEEN TO A GROUP DISCUSSION BEFORE

Q5.

How many groups have you been to in that period?
One

2-3

More than 3 THANK & CLOSE

What was the subject matter of the groups you attended? PROBE AND WRITE DOWN

If Water THANK & CLOSE

Q6.

In which of the following council areas do you live in?

Aberdeen City THANK & CLOSE OR RECRUIT FOR F2F WORKSHOPS
Aberdeenshire

Angus

Argyll& Bute

Clackmannanshire

Dumfries & Galloway

Dundee City

East Ayrshire

East Dunbartonshire

East Lothian


http://www.accent-mr.com/privacy/
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e East Renfrewshire
e Edinburgh, City of THANK & CLOSE OR RECRUIT FOR F2F WORKSHOPS
e Eilean Siar

e  Falkirk

e Fife

e Glasgow City THANK & CLOSE
e Highland

e Inverclyde

¢ Midlothian

e  Moray

¢ North Ayrshire

¢ North Lanarkshire

e  Orkney Islands

e Perth and Kinross

e Renfrewshire

e Scottish Boarders

e Shetland Islands

e South Ayrshire

e South Lanarkshire

e Stirling

e West Dunbartonshire
e Western Isles

e  West Lothian

e None of these THANK & CLOSE

MIN 2 x TO LIVE IN WESTERN ISLES/SHETLAND ISLANDS/ORKNEY ISLANDS

Q7. Would you say you lived in...

City or large town THANK & CLOSE UNLESS WESTERN ISLES/SHETLAND ISLANDS/ORKNEY
ISLANDS

Small or medium sized town THANK & CLOSE WESTERN ISLES/SHETLAND ISLANDS/ORKNEY
ISLANDS

Village or rural area

Island

Don’t know THANK & CLOSE

FOR EACH GROUP RECRUIT AT LEAST 2 x ISLAND

Q8.  Foryour water supply, does your property have:

Mains water supply
Private water supply THANK & CLOSE
Don’t know THANK & CLOSE

Q9.  Foryour wastewater/sewerage services, does your property have —

Mains wastewater supply
Septic tank CHECK LOCATION AND POTENTIALLY RECRUIT FOR WATER ONLY DEPTHS
Don’t know THANK & CLOSE

Q10. Which of the following age brackets do you fall into?

UNDER 18 YEARS THANK & CLOSE
18 — 24 YEARS
25-34 YEARS
35-44 YEARS
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45 — 54 YEARS
55— 64 YEARS
65+

Q11.

Which of the following best describes your responsibility in terms of paying your
household water bills through your council tax payments?
Yes, fully responsible

Yes, partly responsible
No, | am not responsible

Ql2.

And are you jointly or fully responsible for your general household finances?

Yes, fully responsible
Yes, partly responsible
No, | am not responsible

BILL PAYERS — GROUP 1:
Q12=CODES 2-7 AND Q13=CODE 1 OR 2 AND Q14=CODE 1 OR 2. AIM FOR A MIX OF AGES

FUTURE CUSTOMERS — GROUP 2:
Q12=CODE 2 AND Q13=CODE 3 AND Q14=CODE 3

THANK AND CLOSE IF:
Q12=CODES 2-7 AND Q13=CODE 3 AND Q14=CODE 3

Q13.

Do you receive any discount on your council tax payments??

Yes

No GO TO Q17

Don’t know GO TO Q17

Would prefer not to say GO TO Q17

Ql4.

What level of discount do you receive?

25%

50%

Other — write in:
Don’t know
Prefer not to say

Q15.

What is the Council Tax Band of your home address?

I OmMMmMmQOoOm>

Exempt from Council Tax
Don’t know

Q1é.

What is your postcode? INSERT FULL POSTCODE
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Q17. Which of the following best describes your occupation status?

Senior managerial or professional

Intermediate managerial, administrative or professional

Supervisor; clerical; junior managerial, administrative or professional
Manual worker (with industry qualifications)

Manual worker (with no qualifications)

Unemployed

Retired

Student

Prefer not to say

CODE SEG

A

B

Cc1

Cc2

DE

Not stated THANK & CLOSE

GROUP 1 - AIM FOR A MIX

Q18. Which of the following describes how you think of yourself? Please tick one
option
Male
Female

In another way
Prefer not to say

AIM FOR A MIX OF GENDERS

Q19. Approximately what is your estimated annual household income before tax? If
you would rather not say, then please just select that option.

Under £12,000 CODE AS LOW INCOME
£12,001-£18,000 CODE AS LOW INCOME
£18,001-£30,000

£30,001-£40,000

£40,001-£50,000

£50,001-£70,000

£70,001-£100,000

£100,001-£150,000

£150,001 or more

Don’t know

Prefer not to say

RECRUIT MIN. 1 X LOW INCOME FOR GROUP 1

Q20. Which of the following best describes you?

| feel very confident about using the internet

| feel quite confident about using the internet

I don’t feel confident about using the internet

I would rather not use the internet at all THANK AND CLOSE
I don’t have access to the internet THANK AND CLOSE
Prefer not to answer THANK AND CLOSE

FUTURE CUSTOMERS ONLY: Which of the following best describes your situation?
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I live in student accommodation or rent privately as a student and am exempt from Council Tax
| live with parent(s)/guardian(s) and they are responsible for paying Council Tax

I live in shared accommodation and someone else is responsible for paying Council Tax

I live in rented accommodation and Council Tax is included within my rent

Other: write in:

AIM FOR A MIX
Q21. Do vyou live near any of the following?
Beach
River
Loch
RECORD AND AIM TO RECRUIT A MIX ACROSS THE FULL SAMPLE
Q22. To what extent do you agree with the following statement: | enjoy spending
time outdoors, in the natural environment. This might be walking, hiking or
rambling, simply spending time in the countryside alone or with family/friends,
or any other outdoor activity, whether active or otherwise.
Strongly agree
Agree
Neither agree nor disagree
Disagree
Strongly disagree
IF PARTICIPANT ENJOYS SPENDING TIME OUTDOORS, RECORD A SUMMARY OF
INTERESTS/ACTIVITIES:
RECORD AND RECRUIT A MIX OF INTEREST IN OUTDOOR PURSUITS ACROSS THE FULL SAMPLE
Q23. How worried or unworried are you about the impact of climate change or our
impact on habitats and the natural environment?
Very worried
Somewhat worried
Neither worried nor unworried
Somewhat unworried
Not at all worried
RECRUIT A MX INCLUDING 4 X VERY WORRIED AND 4 X NOT AT ALL WORRIED
Q24. How important do you think it is to take the following actions to combat the

impact of climate change or our impact on habitats and the natural
environment?

RESPONSE SCALE: 1 = NOT AT ALL IMPORTANT/2=NOT VERY IMPORTANT/3=NEITHER
UNIMPORTANT NOR IMPORTANT/4=QUITE IMPORTANT/5=VERY IMPORTANT

Reducing consumption and waste

Recycling / re-using waste

Reducing the amount of electricity / gas / water used
Avoiding flying / air travel

Walking, cycling or taking public transport wherever possible
Owning an electric, rather than petrol/diesel vehicle

Eating vegetarian / vegan food
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RECRUIT A MX INCLUDING 4 X NOT AT ALL IMPORTANT FOR 3 OR MORE RESPONSE CODES
AND 4 X VERY IMPORTANT FOR 3 OR MORE RESPONSE

Q25. To your knowledge, have you experienced any of these problems in Scotland?

Encountered an issue with

Within past
year

More than
a year ago

Never

Don’t know

Drinking water quality (e.g. taste, colour)

Interruptions to the water supply

Water leak close to a property

10. Low water pressure

11. Sewer flooding

12. Smell from waste water treatment works

Invitation: Group (Zoom) discussion

Q26. Thank you for answering those questions. Would you be willing to take part in

this research project for Scottish Water. As a reminder there will be three

stages:

e  First stage: an online homework task that can be completed online or on

paper depending on your preference.

e Second stage: Attendance at an online webinar to give you information on
water companies, particularly Scottish Water, their regulators and their
business plan. This will last an hour and will be held online (i.e. Zoom) on 8%
January from 6:30 — 7:30pm. After this webinar there will be one final short

homework exercise to complete.

e Third Stage: Two online discussion groups together with other Scottish
Water customers. These would last 1 hour each.

Anyone able to assist will be provided with £140 to thank them for their time -
£60 for completing the homework tasks and attending the webinar and £80 for

attending both discussion groups. All participants will need to commit to

participating in all phases of the project.

Would you be willing to take part?

Yes PROCEED TO PRE-TASK AND/OR DATA COLLECTION AND SHARING CONSENT

No THANK AND CLOSE

ASK ALL: PRE-TASK

As mentioned there will be a short homework task to undertake before the webinar.
This will be completed online through our easy-to-use webpage or you can download
our dedicated app. Instructions will be emailed to you shortly.

ASK ALL: DATA COLLECTION AND SHARING CONSENT

DATA COLLECTION & SHARING CONSENT
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The Zoom groups may be joined by representatives of Scottish Water, so they can watch
the discussion and learn as much from it as possible. They will not participate in the
discussion. All recordings will be securely stored for a period of 12 months (for reference
purposes) before being destroyed.

The video footage from the Zoom groups may also be passed to Scottish Water, so that
any team members not able to view the live sessions can view the recordings after the
event(s).

Please confirm that is OK

Yes CONTINUE WITH DETAILS
No [Click here and type HOLD IN RESERVE or THANK AND CLOSE]

The online groups will take place on:

Future customers: Session 1: 16" 6pm Zoom
January
Bill payers: Session 1: 16™ January | 7.15pm Zoom
Future customers: Session 2: 22" 6pm Zoom
January
Bill payers: Session 1: 22" January | 7.15pm Zoom
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Intergenerational Groups:

Quotas/group structure — INTERVIEWER SECTION

2 intergenerational groups — approx. 4 participants in each (8 total)

e 3 generations at each session (grandparent(s), parent(s), grandchildren)

e At least one bill payer per household

e Minimum 3 members to participate in family interview (grandparent, parent & child)

Grandparents Min. 1 group with BC1 (middle Mix of locations £60 each group
Parents generation) £60 each homework
Min. 1 group with C2D & webinar
(middle generation)
Children Aged 16-22

Introduction

Good morning/afternoon/evening. My name is ........ and | am calling on behalf of
Accent, a market research company. We are carrying out research for Scottish Water
into their future business plan. Please could | speak to someone in your household who
is 18 years old or older?

B |F“NO” TRY AND PERSUADE ELSE THANK & CLOSE

B |F “CALLBACK” PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS, THANK
AND CLOSE

B |F “YES” PLEASE PROCEED TO SCREENING SECTION

WHEN SPEAKING TO APPROPRIATE CONTACT CONTINUE WITH SCREENING

We are carrying out research for Scottish Water into their future business plans. This is
an important research study and is an opportunity for customers like you to input into
the investments Scottish Water makes to water and wastewater services for customers
across Scotland. The research is being conducted under the Market Research Society
Code of Conduct, which means that any answers you give will be treated in confidence.

The research will have three stages:

e First stage: an homework task that can be completed online or on paper depending
on your preference.

e Second stage: attendance at an online webinar to give you information on the water
industry, particularly Scottish Water and their future business plan. This will last an
hour and will be held online (i.e. Zoom) on 8™ January from 6:30 — 7:30pm. After this
webinar there will be one final short homework exercise to complete.

e Third Stage: participation in group with your family that will take part online via
Zoom lasting around 75 minutes at a time convenient to you and your family. We're
particularly looking to speak to families with multiple generations that include
grandparents, parents and young adults or older teenage children. Not everyone
has to live in the same household but all have to live in Scotland.
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Anyone able to assist will be provided with £120 to thank them for their time - £60 for
completing the homework tasks and attending the webinar and £60 for attending family
discussion group. All participants will need to commit to participating in all phases of
the project.

Safety and Looking After Your Data

Ql. INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE
PARTICIPANT OF:
MRS Code of Conduct
Calls being recorded

Q2. INTCHECK2. INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED
THAT THE PARTICIPANT IS NOT TAKING THE INTERVIEW ON A MOBILE DEVICE
AND/OR WHILE DRIVING OR OPERATING EQUIPMENT
Yes, it is safe for the participant to proceed
No, it isn’t safe — we need to call back later GO TO APPT SCREEN

Q3. Any data collected over the course of this interview that could be used to
identify you, such as your name, address, or other contact details, will be held
securely and will not be shared with any third party unless you give permission
(or unless we are legally required to do so). Our privacy statement is available at
www.accent-mr.com/privacy/.
Do you agree to proceeding with the interview on this basis?
Yes
No THANK & CLOSE

Screening

Q4. Do you or any of your close family work or have worked in the recent past in the

water sector or Market Research professions?
Yes THANK & CLOSE
No

Have you ever participated in a market research group discussion? [F YES, PROBE WHEN

Yes, in last 2 years ago
Over 2 years ago GO TO Q8
No GO TO Q8

TWO THIRDS OF RECRUITS MUST HAVE NEVER BEEN TO A GROUP DISCUSSION BEFORE

Q5.

How many groups have you been to in that period?
One

2-3

More than 3 THANK & CLOSE

What was the subject matter of the groups you attended? PROBE AND WRITE DOWN

If Water THANK & CLOSE


http://www.accent-mr.com/privacy/
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Q6. In which of the following council areas do you live in?
e Aberdeen City THANK & CLOSE OR RECRUIT FOR F2F WORKSHOPS
e Aberdeenshire
e Angus
e Argyll& Bute
e Clackmannanshire
e Dumfries & Galloway
¢ Dundee City
e East Ayrshire
e East Dunbartonshire
e East Lothian
e East Renfrewshire
e Edinburgh, City of THANK & CLOSE OR RECRUIT FOR F2F WORKSHOPS
e Eilean Siar
e  Falkirk
e Fife
e  Glasgow City THANK & CLOSE
e Highland
e Inverclyde
e  Midlothian
e Moray
e North Ayrshire
e North Lanarkshire
e  Orkney Islands
e Perth and Kinross
e Renfrewshire
® Scottish Boarders
e Shetland Islands
e South Ayrshire
e South Lanarkshire
e Stirling
¢ West Dunbartonshire
e Western Isles
e West Lothian
¢  None of these THANK & CLOSE
AIM FOR A MIX OF LOCATIONS ACROSS GROUPS

Q7. Would you say you lived in...

City or large town

Small or medium sized town

Village or rural area

Island

Don’t know THANK & CLOSE

AIM FOR A MIX OF LOCATIONS ACROSS GROUPS

Q8. For your water supply, does your property have:
Mains water supply
Private water supply THANK & CLOSE
Don’t know THANK & CLOSE

Q0O. For your wastewater/sewerage services, does your property have —
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Mains wastewater supply
Septic tank THANK & CLOSE
Don’t know THANK & CLOSE

Q10.

Which of the following age brackets do you fall into?

UNDER 18 YEARS THANK & CLOSE
18 — 24 YEARS

25— 34 YEARS

35— 44 YEARS

45— 54 YEARS

55— 64 YEARS

65+

Ql1.

Which of the following best describes your responsibility in terms of paying your
household water bills through your council tax payments?
Yes, fully responsible

Yes, partly responsible
No, | am not responsible

Ql2.

And are you jointly or fully responsible for your general household finances?

Yes, fully responsible
Yes, partly responsible
No, | am not responsible

ALL MIDDLE GENERATION:
Q12=CODES 2-7 AND Q13=CODE 1 OR 2 AND Q14=CODE 1 OR 2. AIM FOR A MIX OF AGES

Q13.

Do you receive any discount on your council tax payments??

Yes

No GO TO Q17

Don’t know GO TO Q17

Would prefer not to say GO TO Q17

Q14.

What level of discount do you receive?

25%

50%

Other — write in:
Don’t know
Prefer not to say

Q15.

What is the Council Tax Band of your home address?

IO TMMOO ®>>

Exempt from Council Tax
Don’t know

Qis.

What is your postcode? INSERT FULL POSTCODE
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Ql7.

Including yourself, how many people in your immediate family group do you
think will be able to take part in the research. As a reminder all participants must
live in Scotland and parents/ grandparents must pay Council Tax. Please state
the number of parents, grandparents and children:

Record number of Record age of participants
participants here here

Grandparents

Parents

Children (between 16 and
22 years old)

CHECK QUOTA: 3 GENERATIONS AT EACH SESSION (GRANDPARENT(S), PARENT(S),
GRANDCHILDREN)

MINIMUM 3 MEMBERS TO PARTICIPATE IN FAMILY INTERVIEW (GRANDPARENT, PARENT &
CHILD)

Q1ls.

Which of the following best describes your occupation status?

Senior managerial or professional

Intermediate managerial, administrative or professional

Supervisor; clerical; junior managerial, administrative or professional
Manual worker (with industry qualifications)

Manual worker (with no qualifications)

Unemployed

Retired

Student

Prefer not to say THANK & CLOSE

CODE SEG

A

B

Cc1

Cc2

DE

Not stated THANK & CLOSE

1 GROUP WITH ABC1 (MIDDLE GENERATION)
1 GROUP WITH C2DE (MIDDLE GENERATION)

Q19.

Do you live near any of the following?

Beach
River
Loch

RECORD AND AIM TO RECRUIT A MIX ACROSS THE FULL SAMPLE
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Q20.

To what extent do you agree with the following statement: | enjoy spending
time outdoors, in the natural environment. This might be walking, hiking or
rambling, simply spending time in the countryside alone or with family/friends,
or any other outdoor activity, whether active or otherwise.

Strongly agree

Agree

Neither agree nor disagree

Disagree

Strongly disagree

IF PARTICIPANT ENJOYS SPENDING TIME OUTDOORS, RECORD A SUMMARY OF
INTERESTS/ACTIVITIES:

RECORD AND RECRUIT A MIX OF INTEREST IN OUTDOOR PURSUITS ACROSS THE FULL SAMPLE

Q21.

How worried or unworried are you about the impact of climate change or our
impact on habitats and the natural environment?

Very worried

Somewhat worried

Neither worried nor unworried
Somewhat unworried

Not at all worried

RECRUIT A MX INCLUDING 4 X VERY WORRIED AND 4 X NOT AT ALL WORRIED

Q22.

How important do you think it is to take the following actions to combat the
impact of climate change or our impact on habitats and the natural
environment?

RESPONSE SCALE: 1 = NOT AT ALL IMPORTANT/2=NOT VERY IMPORTANT/3=NEITHER
UNIMPORTANT NOR IMPORTANT/4=QUITE IMPORTANT/5=VERY IMPORTANT

Reducing consumption and waste

Recycling / re-using waste

Reducing the amount of electricity / gas / water used
Avoiding flying / air travel

Walking, cycling or taking public transport wherever possible
Owning an electric, rather than petrol/diesel vehicle

Eating vegetarian / vegan food

RECRUIT A MX INCLUDING 4 X NOT AT ALL IMPORTANT FOR 3 OR MORE RESPONSE CODES
AND 4 X VERY IMPORTANT FOR 3 OR MORE RESPONSE

Q23.

To your knowledge, have you experienced any of these problems in Scotland?
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Encountered an issue with Within More than Never Don’t
past year a year ago know

Drinking water quality (e.g. taste, colour)

Interruptions to the water supply

Water leak close to a property

Low water pressure

Sewer flooding

Smell from waste water treatment works

Invitation: Group (Zoom) discussion

Thank you for answering those questions. Would you be willing to take part in this
research project for Scottish Water. As a reminder there will be three stages:

e First stage: an homework task that can be completed online or on paper depending
on your preference.

e Second stage: Attendance at an online webinar to give you information on the water
industry, particularly Scottish Water, their regulators and their business plan. This will
last an hour and will be held online (i.e. Zoom) on 8™ January from 6:30 — 7:30pm.
After this webinar there will be one final short homework exercise to complete.

e Third Stage: participation in group with your family that will take part online via
Zoom lasting around 75 minutes at a time convenient to you and your family. You
do not have to be in the same location, you’ll be able to join the Zoom session from
different locations.

All family members who participate will be provided with £120 to thank them for their
time - £60 for completing the homework tasks and attending the webinar and £60 for
attending online group. All participants will need to commit to participating in all phases
of the project.

Q24. Would you be willing to take part?

Yes PROCEED TO PRE-TASK AND/OR DATA COLLECTION AND SHARING CONSENT
No THANK AND CLOSE

Q25. Ensure participation has agreement from all family members. Recontact if more
time needed:

Yes ALL FAMILY MEMBERS ARE CONFIRMED
No MORE TIME NEEDED — ARRANGE A RECONTACT DAY/TIME

ASK ALL: PRE-TASK

As mentioned there will be a short homework task that all family members participating
will need to undertake before the webinar. This will be completed online through our
easy-to-use webpage or you can download our dedicated app. Instructions will be
emailed to you shortly.
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ASK ALL: DATA COLLECTION AND SHARING CONSENT

The Zoom groups may be joined by representatives of Scottish Water, so they can watch
the discussion and learn as much from it as possible. They will not participate in the

discussion.

The Zoom groups will be video recorded, to ensure accuracy and for analysis purposes.
All recordings will be securely stored for a period of 12 months (for reference purposes)
before being destroyed.

The video footage from the Zoom groups may also be passed to Scottish Water, so that
any team members not able to view the live sessions can view the recordings after the

event(s).

Q26. Please confirm that is OK

Yes CONTINUE WITH DETAILS

No HOLD IN RESERVE

The intergenerational group will take place in mid January at a time to suit you and the
rest of your family.

The online groups will take place on:

. Group
ot | e | [ avonssmre
(75 MINS)
Min 1 Grandparent
1 Tuesday, 28-Jan-25 6pm or 630pm Intergenerational Family Min 1 Parent
Min 1 Child 16-22
Anytime Min 1 Grandparent
2 Tuesday, 28-Jan-25 between 6pm Intergenerational Family Min 1 Parent
and 8pm Min 1 Child 16-22
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Non-Household Groups:

Quotas/group structure — INTERVIEWER SECTION

4 groups — 6 participants in each (12 total)

High dependence on  High dependence on Lower dependence Lower dependence
water/waste services water/waste services on water/waste on water/waste
services services
Single site Multi site Single site Multi site

Small and Micro Businesses/Organisations

Introduction

Ql. Good morning/afternoon/evening. My nameiis ........ and | am calling on behalf
of Accent, a market research company. We are carrying out research for Scottish
Water into their future business plan. Please could | speak to the person
responsible for making key business decisions regarding the future of your
organisation?

— IF“NO” TRY AND PERSUADE ELSE THANK & CLOSE

— |IF “CALL BACK” PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS,
THANK AND CLOSE

— IF “YES” PLEASE PROCEED TO SCREENING SECTION

WHEN SPEAKING TO APPROPRIATE CONTACT CONTINUE WITH SCREENING

We are carrying out research for Scottish Water into their future business plans. This is
an important research study and is an opportunity for customers like you to input into
the investments Scottish Water makes to water and wastewater services for customers
across Scotland. The research is being conducted under the Market Research Society
Code of Conduct, which means that any answers you give will be treated in confidence.

The research will have three stages:

e First stage: a homework task that can be completed online or on paper depending on
your preference.

e Second stage: attendance at an online webinar to give you information on the water
sector, particularly Scottish Water and their future business plan. This will last an hour
and will be held online (i.e. Zoom) on 8™ January from 6:30 — 7:30pm. After this
webinar there will be one final short homework exercise to complete.

e Third Stage: participation in an online discussion group together with other Scottish
Water business customers. This would last 90 minutes.

Anyone able to assist will be provided with £135 to thank them for their time - £60 for
completing the homework tasks and attending the webinar and £75 for attending the
discussion group. Alternatively, we can donate your incentive to charity if you would

prefer. All participants will need to commit to participating in all phases of the project.
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This call may be recorded for quality control purposes.

Safety and Looking After Your Data

INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE PARTICIPANT OF:

MRS Code of Conduct
Calls being recorded

INTCHECK2. INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED THAT
THE PARTICIPANT IS NOT TAKING THE INTERVIEW ON A MOBILE DEVICE AND/OR WHILE
DRIVING OR OPERATING EQUIPMENT

Yes, it is safe for the participant to proceed
No, it isn’t safe — we need to call back later GO TO APPT SCREEN

Q2. Anydata collected over the course of this interview that could be used to
identify you, such as your name, address, or other contact details, will be held
securely and will not be shared with any third party unless you give permission
(or unless we are legally required to do so). Our privacy statement is available at
www.accent-mr.com/privacy/.

Do you agree to proceeding with the interview on this basis?
Yes
No THANK & CLOSE

Screening

Q3. Do you or any of your close family work or have worked in the recent past in the

water sector or Market Research professions?
Yes THANK & CLOSE
No

Q4. Have you participated in a market research focus group in the past 12 months?

Yes GO TO Q7
No GO TO Q8

What was the subject matter of the interview? PROBE AND WRITE DOWN
If WATER THANK & CLOSE

Q5.  Which of the following best describes your responsibility in making key business
decisions regarding the future of your organisation

Sole or joint responsibility

No responsibility ASK TO DISCUSS THIS RESEARCH WITH THE APPROPRIATE DECISION MAKER
AND RE-SCREEN, OTHERWISE THANK & CLOSE

Don’t know THANK & CLOSE

Q6.  Which of the following best describes your responsibility in terms of managing
your business’s water and wastewater bills?


http://www.accent-mr.com/privacy/
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I solely or jointly manage the bills
I don’t have any involvement in the bills THANK & CLOSE
Don’t know THANK & CLOSE

Q7. Whois your business’s water supplier:

Bluewater

Brightwater

Business Stream

Castle Water

Clear Business

Commercial Water Solutions
Everflow

Intelligent Business Water
Pennon Water Services

Pure Utilities

SES Water

Veolia Water

Water Business

Water Plus

Wave

Don’t know THANK & CLOSE

How much was your last water/wastewater bill? If you are not sure, please give an
estimate. WRITE DOWN

Q8. For your water supply, does your business have:

Mains water supply
Private water supply THANK & CLOSE
Don’t know THANK & CLOSE

Q8o. For your wastewater/sewerage services, does your business have:

Mains wastewater supply
Septic tank THANK & CLOSE
Don’t know THANK & CLOSE

Q10. In which of the following council areas does your business operate?

Aberdeen City
Aberdeenshire
Angus

Argyll& Bute
Clackmannanshire
Dumfries & Galloway
Dundee City

East Ayrshire

East Dunbartonshire
East Lothian

East Renfrewshire
Edinburgh, City of
Eilean Siar

Falkirk

Fife

Glasgow City
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Highland

Inverclyde
Midlothian

Moray

North Ayrshire

North Lanarkshire
Orkney Islands

Perth and Kinross
Renfrewshire
Scottish Boarders
Shetland Islands
South Ayrshire

South Lanarkshire
Stirling

West Dunbartonshire
Western Isles

West Lothian

None of these THANK & CLOSE

AIM FOR A MIX OF LOCATIONS ACROSS DEPTH

What is the postcode of your business? WRITE DOWN

Q11. How many employees does your business have?

Micro-business (1-9 employees)

Small Business (10-49 employees

Medium business (50-249 employees) RECRUIT FOR DEPTH (SEE OTHER RQ)
Large business (250+ employees) RECRUIT FOR DEPTH (SEE OTHER RQ)

Q12.  Does your business operate from a shared domestic premises or from a
separate business property?

| have no separate business premises and operate from home THANK & CLOSE
I work in a separate business premises

Q13. Thinking about water consumption, which of the following best describes your
business?

Low water consumption — for example similar to a household or office with fewer than 50
employees

Medium water consumption — for example, an office of more than 50 employees, a car wash, a
large business where water is not a key component, a small farmer

High water consumption — for example, large manufacturing business, a large chemical
company, large (arable) farmer

Don’t know THANK & CLOSE

GROUPS 1 AND 2 = LOW WATER CONSUMPTION
GROUPS 3 AND 4 = MEDIUM/HIGH WATER CONSUMPTION

Q14. To what extent does your organisation rely on a river, a loch, a beach or the sea (for example
businesses dependent upon tourism — e.g. an ice cream parlour by the sea — might be dependent
on a beach):

This has nothing to do with my organisation



Neither / nor
My organisation relies heavily on this
Don't know

AIM FOR A MIX
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Q15.

How many sites in Scotland does your organisation operate from?

1
2
3
4

5-10

11-50

51-250

250+

Prefer not to say

Qle.

And what business sector best defines the core activity of your organisation?

Agriculture, forestry & fishing
Mining and quarrying
Manufacturing

Construction

Utilities

Services:

Retail & Wholesale

Transport

Accommodation & food

IT & communication

Financial services

Real estate activities
Professional & technical
Admin and support

Public administration & defence
Education

Health & social care

Arts, entertainment, recreation & other services

Other services

AIM FOR A MIX

Q1l7.

To your knowledge, has your business experienced any of these problems in

Scotland within the past year?

Encountered an issue with

Within
past
year

More
thana
year ago

Never

Don’t
know

Drinking water quality (e.g. taste, colour)

Interruptions to the water supply

Water leak close to a property

Low water pressure

Sewer flooding

Smell from waste water treatment works
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Invitation: Group (Zoom) discussion

Q18. Thank you for answering those questions. Would you be willing to participate in
this important research for Scottish Water? There will be about five other
people just like yourself. The group will be held in accordance with the Code of
Conduct of the Market Research Society.

As a reminder the research will have three stages:

o First stage: a homework task that can be completed online or on paper
depending on your preference.

o Second stage: attendance at an online webinar to give you information on the
water industry, particularly Scottish Water and their future business plan. This
will last an hour and will be held online (i.e. Zoom) on 8™ January from 6:30 —
7:30pm. After this webinar there will be one final short homework exercise to
complete.

o Third Stage: participation in an online discussion group together with other
Scottish Water business customers. This would last 90 minutes.

Anyone able to assist will be provided with £135 to thank them for their time -
£60 for completing the homework tasks and attending the webinar and £75 for
attending the discussion group. All participants will need to commit to
participating in all phases of the project.

Yes PROCEED TO PRE-TASK AND/OR DATA COLLECTION AND SHARING CONSENT
No THANK AND CLOSE

ASK ALL: PRE-TASK

As mentioned there will be a short homework task to undertake before the webinar.
This will be completed online through our easy-to-use webpage or you can download
our dedicated app. Instructions will be emailed to you shortly.

ASK ALL: DATA COLLECTION AND SHARING CONSENT

The Zoom group may be joined by representatives of Scottish Water, so they can watch
the discussion and learn as much from it as possible from it. They will not participate in
the discussion.

The Zoom group will be video recorded, to ensure accuracy and for analysis purposes. All
recordings will be securely stored for a period of 12 months (for reference purposes)
before being destroyed.

The video footage from the Zoom group may also be passed to Scottish Water, so that
any team members not able to view the live sessions can view the recordings after the
event(s). Please confirm that is OK

Yes CONTINUE WITH DETAILS
No [Click here and type HOLD IN RESERVE or THANK AND CLOSE]
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Non-Household Depths
Quotas/group structure — INTERVIEWER SECTION

8 depths with large business

Larger 4 x Manufacturing £70 + £60
NHH 2 x Services
2 x Agriculture

Introduction

Good morning/afternoon/evening. My name is ........ and | am calling on behalf of
Accent, a market research company. We are carrying out research for Scottish Water
into their future business plan. Please could | speak to the person responsible for
making key business decisions regarding the future of your organisation?

H [F “NO” TRY AND PERSUADE ELSE THANK & CLOSE
B |F “CALL BACK” PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS, THANK AND CLOSE
B |F “YES” PLEASE PROCEED TO SCREENING SECTION

WHEN SPEAKING TO APPROPRIATE CONTACT CONTINUE WITH SCREENING

We are carrying out research for Scottish Water into their future business plans. This is
an important research study and is an opportunity for customers like you to input into
the investments Scottish Water makes to water and wastewater services for customers
across Scotland. The research is being conducted under the Market Research Society
Code of Conduct, which means that any answers you give will be treated in confidence.

The research will have three stages:

e First stage: an online homework task that can be completed online or on paper
depending on your preference.

e Second stage: attendance at an online webinar to give you information on the water
sector, particularly Scottish Water and their future business plan. This will last an hour
and will be held online (i.e. Zoom) on 8™ January from 6:30 — 7:30pm. After this
webinar there will be one final short homework exercise to complete.

e Third Stage: An online depth interview. This would last 60 minutes.

Anyone able to assist will be provided with £130 to thank them for their time - £60 for
completing the homework tasks and attending the webinar and £70 for participating in
the depth interview. Alternatively, we can donate your incentive to charity if you would
prefer. All participants will need to commit to participating in all phases of the project.

Can | just ask you a few questions to check that you are eligible to take part in this
research?

This call may be recorded for quality control purposes.
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Safety and Looking After Your Data

INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE PARTICIPANT OF:

MRS Code of Conduct
Calls being recorded

INTCHECK2. INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED THAT
THE PARTICIPANT IS NOT TAKING THE INTERVIEW ON A MOBILE DEVICE AND/OR WHILE
DRIVING OR OPERATING EQUIPMENT

Yes, it is safe for the participant to proceed
No, it isn’t safe — we need to call back later GO TO APPT SCREEN

Q1. Anydata collected over the course of this interview that could be used to
identify you, such as your name, address, or other contact details, will be held
securely and will not be shared with any third party unless you give permission
(or unless we are legally required to do so). Our privacy statement is available at
www.accent-mr.com/privacy/.

Do you agree to proceeding with the interview on this basis?
Yes
No THANK & CLOSE

Screening

Q2. Do you or any of your close family work or have worked in the recent past in the

water sector or Market Research professions?
Yes THANK & CLOSE
No

Q3. Have you participated in a market research depth interview in the past 12
months?

YesGOTOO
No GO TO Q4

What was the subject matter of the interview? PROBE AND WRITE DOWN
IF WATER THANK & CLOSE

Q4.  Which of the following best describes your responsibility in making key business
decisions regarding the future of your organisation:

Sole or joint responsibility

No responsibility ASK TO DISCUSS THIS RESEARCH WITH THE APPROPRIATE DECISION MAKER
AND RE-SCREEN, OTHERWISE THANK & CLOSE

Don’t know THANK & CLOSE

Q5.  Which of the following best describes your responsibility in terms of managing
your business’s water and wastewater bills?
| solely or jointly manage the bills

I don’t have any involvement in the bills THANK & CLOSE
Don’t know THANK & CLOSE


http://www.accent-mr.com/privacy/
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Q6. Whois your business’s water supplier:

Bluewater

Brightwater

Business Stream

Castle Water

Clear Business

Commercial Water Solutions
Everflow

Intelligent Business Water
Pennon Water Services

Pure Utilities

SES Water

Veolia Water

Water Business

Water Plus

Wave

Don’t know THANK & CLOSE

How much was your last water/wastewater bill? If you are not sure, please give an
estimate. WRITE DOWN

Q7. For your water supply, does your business have:

Mains water supply
Private water supply THANK & CLOSE
Don’t know THANK & CLOSE

Qs8. For your wastewater/sewerage services, does your business have:

Mains wastewater supply
Septic tank THANK & CLOSE
Don’t know THANK & CLOSE

Q9. In which of the following council areas does your business operate?

Aberdeen City
Aberdeenshire
Angus

Argyll& Bute
Clackmannanshire
Dumfries & Galloway
Dundee City

East Ayrshire

East Dunbartonshire
East Lothian

East Renfrewshire
Edinburgh, City of
Eilean Siar

Falkirk

Fife

Glasgow City
Highland

Inverclyde
Midlothian
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Moray

North Ayrshire

North Lanarkshire
Orkney Islands

Perth and Kinross
Renfrewshire
Scottish Boarders
Shetland Islands
South Ayrshire

South Lanarkshire
Stirling

West Dunbartonshire
Western Isles

West Lothian

None of these THANK & CLOSE

AIM FOR A MIX OF LOCATIONS ACROSS DEPTH

What is the postcode of your business? WRITE DOWN

Q10.

How many employees does your business have?

Micro-business (1-9 employees) RECRUIT FOR GROUP (SEE OTHER RQ)
Small Business (10-49 employees RECRUIT FOR GROUP (SEE OTHER RQ)
Medium business (50-249 employees)

Large business (250+ employees)

Does your business operate from a shared domestic premises or from a separate
business Does your organisation have separate business premises, or does it operate
from your home?

| have no separate business premises and operate from home THANK & CLOSE
I work in a separate business premises

Ql1.

Thinking about water consumption, which of the following best describes your
business?

Low water consumption — for example similar to a household or office with fewer than 50
employees

Medium water consumption — for example, an office of more than 50 employees, a car wash, a
large business where water is not a key component, a small farmer

High water consumption — for example, large manufacturing business, a large chemical
company, large (arable) farmer

Don’t know THANK & CLOSE

RECRUIT MIN. 2 X LOW WATER CONSUMPTION AND 2 X HIGH WATER CONSUMPTION

Q1z.

To what extent does your organisation rely on a river, a loch, a beach or the sea
(for example businesses dependent upon tourism —e.g. an ice cream parlour by
the sea — might be dependent on a beach):

This has nothing to do with my organisation

Neither / nor
My organisation relies heavily on this



Don't know

AIM FOR A MIX

SR27 Customer Expectations

Q13.

How many sites in Scotland does your organisation operate from?

1
2
3
4

5-10

11-50

51-250

250+

Prefer not to say

AIM FOR A MIX OF SINGLE AND MULTI SITE BUSINESSES

Q14.

And what business sector best defines the core activity of your organisation?

Agriculture, forestry & fishing
Mining and quarrying
Manufacturing

Construction

Utilities

Services:

Retail & Wholesale

Transport

Accommodation & food

IT & communication

Financial services

Real estate activities
Professional & technical
Admin and support

Public administration & defence
Education

Health & social care

Arts, entertainment, recreation & other services

Other services

4 X MANUFACTURING (CODE 1)
2 X SERVICES (ALL OTHER CODES EXCLUDING 1 AND 14)
2 X AGRICULTURE (CODE 14)

Q15.

To your knowledge, has your business experienced any of these problems in

Scotland within the past year?

Encountered an issue with

Within
past year

More than
ayear ago

Never

Don’t
know

Drinking water quality (e.g. taste, colour)

Interruptions to the water supply

Water leak close to a property

Low water pressure

Sewer flooding

Smell from waste water treatment works




SR27 Customer Expectations

Invitation: Depth (Zoom)

Q1le.

Thank you for answering those questions. Would you be willing to participate in
this important research for Scottish Water? There will be about five other
people just like yourself. The group will be held in accordance with the Code of
Conduct of the Market Research Society.

As a reminder the research will have three stages:

o First stage: an online homework task that can be completed online or on
paper depending on your preference.

o Second stage: attendance at an online webinar to give you information on
water companies, particularly Scottish Water and their future business plan.
This will last an hour and will be held online (i.e. Zoom) on 8% January from
6:30 — 7:30pm. After this webinar there will be one final short homework
exercise to complete.

o Third Stage: participation in an online depth interview that would last 60
minutes.

Anyone able to assist will be provided with £130 to thank them for their time -
£60 for completing the homework tasks and attending the webinar and £70 for
participating in the depth. All participants will need to commit to participating in
all phases of the project.

Yes PROCEED TO PRE-TASK AND/OR DATA COLLECTION AND SHARING CONSENT
No THANK AND CLOSE

ASK ALL: PRE-TASK

As mentioned there will be a short homework task to undertake before the webinar.
This will be completed online through our easy-to-use webpage or you can download
our dedicated app. Instructions will be emailed to you shortly.



SR27 Customer Expectations

Vulnerable Depths

Quotas/group structure — INTERVIEWER SECTION

6 depths
3 x Financially vulnerable £40 interview

£60 homework & webinar

3 x Medically dependent on £40 interview
water £60 homework & webinar

Introduction

Good morning/afternoon/evening. My name is ........ and | am calling on behalf of
Accent, a market research company. We are carrying out research for Scottish Water
into their future business plan. Please could | speak to someone in your household who
is 18 years old or older?

B |F “NO” TRY AND PERSUADE ELSE THANK & CLOSE

B |F “CALL BACK” PLEASE RECORD DATE AND TIME OF APPOINTMENT ON ACCIS, THANK AND

CLOSE
B |F “YES” PLEASE PROCEED TO SCREENING SECTION

WHEN SPEAKING TO APPROPRIATE CONTACT CONTINUE WITH SCREENING

Screening

We are carrying out research for Scottish Water into their future business plans. This is
an important research study and is an opportunity for customers like you to input into
the investments Scottish Water makes to water and wastewater services for customers
across Scotland. The research is being conducted under the Market Research Society
Code of Conduct, which means that any answers you give will be treated in confidence.

The research will have three stages:

e First stage: an online homework task that can be completed online or on paper
depending on your preference.

e Second stage: attendance at an online webinar to give you information on the water
industry , particularly Scottish Water and their future business plan. This will last an
hour and will be held online (i.e. Zoom) on 8" January from 6:30 — 7:30pm. After this
webinar there will be one final short homework exercise to complete.

e Third Stage: participation in an interviewer with one of our research team which will
last 1 hour. This can be undertaken by telephone or Zoom.

Anyone able to assist will be provided with £100 to thank them for their time - £60 for
completing the homework tasks and attending the webinar and £40 for participating in
the interview. All participants will need to commit to participating in all phases of the
project.
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This call may be recorded for quality control purposes.

Safety and Looking After Your Data

INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE PARTICIPANT OF:

MRS Code of Conduct
Calls being recorded

INTCHECK2. INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED THAT
THE PARTICIPANT IS NOT TAKING THE INTERVIEW ON A MOBILE DEVICE AND/OR WHILE
DRIVING OR OPERATING EQUIPMENT

Yes, it is safe for the participant to proceed
No, it isn’t safe — we need to call back later GO TO APPT SCREEN

Ql. Anydata collected over the course of this interview that could be used to
identify you, such as your name, address, or other contact details, will be held
securely and will not be shared with any third party unless you give permission
(or unless we are legally required to do so). Our privacy statement is available at
www.accent-mr.com/privacy/.

Do you agree to proceeding with the interview on this basis?
Yes
No THANK & CLOSE

Screening

Q2. Do you or any of your close family work or have worked in the recent past in the
water sector or Market Research professions?

Yes THANK & CLOSE
No

Q3. Have you participated in a market research depth interview in the past six
months?
Yes GOTO Q5
No GO TO Q6

Q4. What was the subject matter of the interview? PROBE AND WRITE DOWN
IF WATER THANK & CLOSE

Q5. For your water supply, does your property have:

Mains water supply
Private water supply THANK & CLOSE
Don’t know THANK & CLOSE

Q6.  Foryour wastewater/sewerage services, does your property have —
Mains wastewater supply
Septic tank CHECK LOCATION AND POTENTIALLY RECRUIT FOR WATER ONLY DEPTHS
Don’t know THANK & CLOSE

Q7. In which of the following council areas do you live in?


http://www.accent-mr.com/privacy/
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¢ Aberdeen City

¢ Aberdeenshire

e Angus

e Argyll& Bute

¢ Clackmannanshire

e Dumfries & Galloway
¢ Dundee City

e East Ayrshire

e East Dunbartonshire
e East Lothian

e East Renfrewshire

¢ Edinburgh, City of

e Eilean Siar

e Falkirk

o Fife

e Glasgow City

e Highland

e Inverclyde

¢ Midlothian

e Moray

¢ North Ayrshire

¢ North Lanarkshire

¢ Orkney Islands

e Perth and Kinross

¢ Renfrewshire

e Scottish Boarders

e Shetland Islands

e South Ayrshire

¢ South Lanarkshire

e Stirling

¢ West Dunbartonshire
e West Lothian

* None of these THANK & CLOSE

AIM FOR A MIX

Qs.

Which of the following age brackets do you fall into?

UNDER 18 YEARS THANK & CLOSE
18 — 24 YEARS

25-34 YEARS

35— 44 YEARS

45— 54 YEARS

55—-64 YEARS

65+

RECRUIT MIN. 2 X 65+

Qo.

Would you say you lived in...
City or large town

Small or medium sized town
Village or rural area

Island

Don’t know THANK & CLOSE

AIM FOR 1 FROM EACH CODES 1, 2, 3,4
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Ql2.

Which of the following best describes your responsibility in terms of paying your
household water bills through your council tax payments?

Yes, fully responsible
Yes, partly responsible
No, | am not responsible

Q13.

And are you jointly or fully responsible for your general household finances?

Yes, fully responsible
Yes, partly responsible
No, I am not responsible

ALL TO BE CODES 1 OR 2 AT Q12 AND Q13

Q14.

Do you receive any discount on your council tax payments?

Yes

No GO TO Q17

Don’t know GO TO Q17

Would prefer not to say GO TO Q17

Q15.

What level of discount do you receive?

25%

50%

Other — write in:
Don’t know
Prefer not to say

Q1le.

What is the Council Tax Band of your home address?

IO MTmMmoOOwm>

Exempt from Council Tax
Don’t know

Ql7.

What is your postcode? INSERT FULL POSTCODE

Q14.Which of the following best describes your occupation status?

Senior managerial or professional

Intermediate managerial, administrative or professional

Supervisor; clerical; junior managerial, administrative or professional
Manual worker (with industry qualifications)

Manual worker (with no qualifications)

Unemployed

Retired
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Student
Prefer not to say

CODE SEG

A

B

Cc1

Cc2

D

E

Not stated

RECRUIT MIN. 2 X E AND CODE AS FINANCIALLY VULNERABLE

Q18. Which of the following describes how you think of yourself? Please tick one
option
Male
Female
In another way
Prefer not to say

Q19. Approximately what is your estimated annual household income before tax? If
you would rather not say, then please just select that option.

Under £12,000 CODE AS FINANCIALLY VULNERABLE
£12,001-£18,000
£18,001-£30,000
£30,001-£40,000
£40,001-£50,000
£50,001-£70,000
£70,001-£100,000
£100,001-£150,000
£150,001 or more
Don’t know

Prefer not to say

RECRUIT 3 X FINANCIALLY VULNERABLE

Q20. Do you consider yourself to have any of the following?

Long-term physical or mental health condition which affects you carrying out day to day
activities CODE AS MEDICALLY VULNERABLE

Long-term physical or mental health condition which is not limiting CODE AS MEDICALLY
VULNERABLE

Aa medical condition for which you need to use a lot of water CODE AS MEDICALLY
VULNERABLE

No long-term physical or mental health condition which affect you carrying out day to day
activities THANK & CLOSE UNLESS FINANCIALLY VULNERABLE

Prefer not to say THANK & CLOSE UNLESS FINANCIALLY VULNERABLE

MEDICALLY VULNERABLE ONLY: Do you or does anyone in your household have a health
condition for which you or they need to use a lot of water?
1-Yes — | do CODE AS WATER DEPENDENT

2 —Yes — someone in my household does CODE AS WATER DEPENDENT
3 — No THANK & CLOSE UNLESS FINANCIALLY VULNERABLE
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RECRUIT 2 X CRITICAL DEPENDENCE UPON WATER (CODES 1 OR 2)

Q19.Has your property been altered to meet your needs related to the health
condition mentioned above?

Yes
No

Q20.

To your knowledge, have you experienced any of these problems in Scotland?

Encountered an issue with Within More than Never Don’t
past year | ayearago know

Drinking water quality (e.g. taste, colour)

Interruptions to the water supply

Water leak close to a property

Low water pressure

Sewer flooding

Smell from waste water treatment works

Invitation: Depth (Zoom or Telephone)

Q20.Thank you for answering those questions. Would you be willing to take part
in this research project for Scottish Water. As a reminder there will be three
stages:

e  First stage: an online homework task that can be completed online or on
paper depending on your preference.

e Second stage: attendance at an online webinar to give you information on
the water industry, particularly Scottish Water and their future business plan.
This will last an hour and will be held online (i.e. Zoom) on 8" January from
6:30 — 7:30pm. After this webinar there will be one final short homework
exercise to complete.

e Third Stage: participation in an interviewer with one of our research team
which will last 1 hour. This can be undertaken by telephone or Zoom.

Anyone able to assist will be provided with £100 to thank them for their time -
£60 for completing the homework tasks and attending the webinar and £40 for
participating in the interview. All participants will need to commit to participating
in all phases of the project.

Yes PROCEED TO PRE-TASK AND/OR DATA COLLECTION AND SHARING CONSENT
No THANK AND CLOSE

ASK ALL: PRE-TASK

As mentioned there will be a short homework task to undertake before the webinar.
This will be completed online through our easy-to-use webpage or you can download
our dedicated app. Alternatively we can send you a paper copy of the questions.
Instructions will be sent to you shortly.
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ASK ALL: DATA COLLECTION AND SHARING CONSENT

The interview will be audio recorded for analysis purposes and to ensure accuracy. All

recordings will be securely stored for a period of 12 months (for reference purposes)
before being destroyed.

The recording will remain confidential to Accent.

Please confirm that is OK

Yes CONTINUE WITH DETAILS
No [Click here and type HOLD IN RESERVE or THANK AND CLOSE]
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Tasks 1-4

Hello and thank you for agreeing to be part of this important project that we’re
conducting on behalf of Scottish Water.

As most of you may know, Scottish Water provide water and wastewater services to
around 2.5 million households and 150,000 businesses.

Scottish Water operate differently to your gas and energy suppliers as they are owned by
the people of Scotland and are accountable to the Scottish Government. You don’t geta
bill directly from Scottish Water. Most households in Scotland are billed for their water
and wastewater services by their local authority services alongside their Council Tax. The
charges are based on the Council Tax banding of the property.

When we get together in January, we will be discussing Scottish Water’s Business Plans
for the future period from 2027 to 2033. The Business Plan is a document that sets out
how Scottish Water intend to deliver for their customers and the investment required to
fulfil those plans. We will be exploring what matters to you and what investment you feel
they should make to ensure their Business Plan reflects what you, and other customers,
want.

When you come along to the webinar on 8™ January the team from Scottish Water will
explain some of the background to you.

Before we do this, we would like you to complete three tasks that will help get you (and
us!) ready for the webinar and the main research where you have a chance to tell us what
you think in more detail. The tasks will be posted on this space and we will email you
reminders of what you need to do and when. Please don’t worry about your spelling or
grammar, we just want to capture some of your initial thoughts before we get together.

We are so excited about meeting you and we’re looking forward to our sessions —in the
meantime please let us know if you have any technical problems and Omar will be happy
to help you (Omar.Shareef@accent-mr.com).

From your research team,

Rachel, Nancy and Sharon

-~ Homework Content eRRe14 May 2025
Alcent Y Page 1 of 5
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Your first task: It’s All About You

Please do a quick video selfie (or write in the space provided if you’d rather) to tell us:

B Your name

B Your household make-up (that’s the people, and any pets, who live in your household
including yourself)

B [f you are working, or studying, or retired, or looking for work

B About any hobbies you have or what you like to do in your spare time

B What words would you associate with Scottish Water

B What, if anything, would you change

You can click on Rachel, Nancy or Sharon’s video below to see a little bit about the team
and their lives and hobbies.

INSTRUCTIONS FOR UPLOADING VIDEO HERE AND INSERT TEAM VIDEOS

Your second task: What you really really want

We are keen to understand what you want from Scottish Water in the future so please
have a think about Scottish Water as the provider of your clean water and wastewater

services. Please write in below answering across the three areas and think about what
it might mean for you, your household, wider community and the environment.

B What you expect Scottish Water to do — these are the services that you think are
absolutely essential for Scottish Water to deliver

B What you think would be nice for Scottish Water to do — these are the services that
you think it would be useful for them to focus on but are not essential

B What you think would be the icing on the cake for Scottish Water to do — this could
be anything that you feel would be exceptional for Scottish Water to deliver

INSTRUCTIONS FOR FILLING IN AND INSERT an example of what these layers of service
might look like for an energy/telecoms company so participants can get a gist of the layers

EXAMPLE FOR BROADBAND PROVIDER:

B  What you expect your broadband provider to do:

Essential that they provide a stable connection
Essential that it is fast with no breaks in service
Essential that they have a back-up service for any customer whose service is disrupted

B What you think would be nice for your broadband provider to do:

It would be nice if | could share my plan with other people in the family that live in
different houses
It would be nice to have unlimited data

-~ Homework Content eRRe14 May 2025
Alcent Y Page 2 of 5
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B What you think would be the icing on the cake for your broadband provider to do
It would be exceptional if they offered a reward scheme or loyalty programme

It would be exceptional if they helped vulnerable customers with free broadband
It would be exceptional if they committed to being net positive for the environment so
every time they dug up roads, for big projects, they made sure there was minimal
disruption to wildlife and worked with specialist teams to release wildlife back into the
local area
Your third task: Looking back and looking forward
You will see below a timeline that stretches back to 2015 and goes forward to 2035.
(NOTE THE TIMELINE IS AN INFORGRAPHIC THAT HAS DATES 2015, 2020, NOW, FUTURE
WITH THE MOST READ STORIES IN SCOTLAND FOR THOSE PERIODS — FOR THE FUTURE
THERE WILL BE REFERENCES TO CLIMATE CHANGE, CONSTRUCTION, CLIMATE CHANGE)

We want you to reflect on this 20-year period and think about whether your needs have
been met in the past and about how your needs might change in the future.

There may be things that you feel have changed during that period, like the weather or
population, that might have changed your expectations or priorities of what you want
Scottish Water to do or concentrate more/less on.

2015-2024

So, looking back over the past 10 years. Please answer the following questions:

B How well do you think Scottish Water have met your needs
B |s there anywhere that you felt that Scottish Water fell short
B |s there anywhere that you felt that Scottish Water did better than expected

2025-2035
And looking forward over the next 10 years. Please answer the following questions:

B What do you think will be the key challenges for Scottish Water
B What are the 3 key things you want Scottish Water to concentrate over this time

INSERT TIMELINE
That’s all for now! We will see you on the webinar on 8™ January.
From your research team,

Rachel, Nancy and Sharon

-~ Homework Content eRRe14 May 2025
Atcent Y Page 3 0f 5
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Task 5: Hello and welcome back to the research platform!

Thank you so much for all the tasks you have completed so far and for attending the
webinar.

We hope that you found the background information and the speakers interesting and
that you are looking forward to meeting up soon (either face-to-face or online). The
sessions will allow for greater discussions with fellow Scottish Water customers and
customers of the future.

If you’d like to have a look back at some or all of the session the recording is now live on
Vimeo and can be found here:
https://vimeo.com/1045312820

The video can be viewed using a verified email address then you should be able to log in.
Vimeo also offers options to log in through Facebook/Google/Apple account.

We've loved looking through your introductory videos and chats and reading your
responses to what Scottish Water should focus on. The last solo task we would like you
to complete before we get together is to read through and comment on ONE of the slides
that was presented in the webinar.

The slide is shown below which shows some of the different investment options that
Scottish Water could make in the 2027-2033 period, and how they fit with the long term
strategic outcomes.

What we could do over the next 6 years to meet our Long-Term Strategy

| i ! i 1" scottish Water has played a key role in 1
! Scotland’s tap water remains a source of 1 | Scotland’s rivers and seas improve, and our communities ! |} : Hey! oy 1
! el ) i él i . enabling Scotland’s sustainable 1
1 national pride b are protected from flooding - economicand housing growth ]
~ ’
Meeting our legal obligations to treat.and distribute Meeting our legal obligations to.treat everything that we collect in Support Scotland’s economic.and housing.
your drinking water to-ensure it is.always safe, clear our sewers and drains to.the right standards, so that clean water.is growth by being ready to connect new
and tastes great. returned safely back into Scotland’s environment. businesses.and properties to our networks.
e \
NN Internal Sewer Flooding
Maintain:and operate our pipes to reduce the amount S . .
of water that is lost from burst pipes. * Change the number of people living with the worry that their
home or business might be flooded by sewage coming up through
their plumbing Scottish Water must

deliver these things
Balancing Supply and Demand of drinking water:

* Make better.use of the water resources we haveby, * Reduce the number of homes, businesses and communities that Customers can

connecting our existing systems, giving us flextbility to are affected by rain water ove/rwhelmin their sewers, causin, inﬂu:sn:oe t::::te of

move water to where it is most needed in times of 14 e aimi g

drought. sewer floods in gardens, roads, or other community spaces. prugressﬁuver the next
" i i imi years

o Reducing the amount of water that we take from the * Work in partnership with others to maximise the impact of our

environment, so that more water is available in times
of drought.

Managing rainwater

investments, and use environmentally friendly solutions as much
as we can to manage rain water better.

Maintain and operate our assets in ways which protect service levels, and make sure that future generations inherit assets that have been well looked after and are future proof.

* Building new or replacement assets to withstand the rapid effects of the climate change — especially when the new assets are the kind that are expected to last for 60-100 years.

Repairing and replacing our assets:
* Accelerate the replacement of water pipes laid in the 1960’s and 70's made from materials that we now know will burst earlier than planned.

Please use the ‘dots’ to indicate which investment options you would want Scottish Water
to address faster or slower:

B put a green dot next to anything you feel should be done faster
B put a red dot next to anything you feel could be delivered slower

Please click on each cell to enter your comment by adding a note, remember to save :)

Homework Content eRRe14 May 2025

Alcent Page 4 of 5
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Your commitment to the project so far has been fantastic and we are looking forward to
our discussions.

As ever, if you have any technical problems, Omar will be happy to help you
(Omar.Shareef@accent-mr.com).

From your research team,

Rachel, Nancy and

Homework Content eRRe14 May 2025

Alcent Page 50f 5
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Introductory
Webinar

o Scottish
ACcent W

Trted 10 sorve Scotiand

Scottish
Water

Vet srve Scctond

Agenda

y \ - -

Y |
el |

Introduction to the webinar 6.30-6.35

Introduction to Scottish Water  6.35 - 6.50

Current Performance 6.50 - 7.05

Looking to the Future 7.05-7.25

Next Step 7.25-7.30

Scottish
Water

et e v Scnbend

Working together

B X

Use the chat function for ~ Remain on mute for the

and g pri ion
Please switch off Have your video Don’t worry about
distractions (e.g., feed on children, pets, or
TV, radio) backgrounds
Webinar Content-RR-14 May 2025
~
Afcent Page 10f 8
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Introduction to presenters

Andrew Walker
Head of Corporate Affairs
Scottish Water

Simon Parsons
Director of Environment,
Planning and Assurance

Scottish Water

Introducing
Scottish Water

Scottish
Water

e e sare Scid

Wendy Kimpton Rachel Risely
Director of Strategy and Director
Regulation
Accent

Scottish Water

Who we are and what we do

229

water treatment
Scottish Water is publicly owned.

We provide water to and remove
waste water from homes and
businesses across Scotland.

litres of water

We serve over 5 million people living
in 2.5 million households, and over
150,000 businesses .

We are custodians of Scotland's
water resources and maintain things
like reservoirs, pipework, sewers &
treatment works. We are responsible
for the network of pipes up to the
boundary of your property.

supplied daily

30,586

miles of water pipes

households

160,736

[

33,982

miles of sewer pipes

treatment works

Alcent

Webinar Content-RR-14 May 2025

Page 2 of 8
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Water "

et o e et

The Water Industry in Scotland

The Scottish Parliament

e oot a0t
T

<]
=

v g ot
T

|l - e .#
—— Mi atlzotttish
o

o

v s 00y 1

Water "

et e et

How you pay for your water and wastewater services?

Household customers

H; hold A I Ch 2024/25

* Charges are collected alongside council tax,

i and are typically based on council tax band
Council Water Waste Water Combined c:e"r‘\:::d FRe
Tax Band Supply Collection Services (per dat) +  Around half of customers are eligible for
per,cay| some form of discount
Band A £168.60 £195.66 £364.26 £1.00 e 5 ' =
The average bill (including discounts) is £446 - this
Band B £196.70 £228.27 £424.97 £1.16 is around £1.20 a day.
Band C £224.80 £260.88 £485.68 £133 Business customers
Band D £252.90 £293.49 £546.39 £1.50 0 2 :
* Pay through a Licensed Provider; they provide
Band E £309.10 £358.71 £667.81 £183 billing and day to day customer service
Sand 60 239 B2 £210 * Usually linked to a water meter or the
Band G £421.50 £489.15 £910.65 £2.49 business property rateable value
Band H £505.80 £586.98 £1,092.78 £2.99

Sct
Water

T o e et

Where does your money go?

Value on tap

For every £1 that Scottish Water spends -
here's what you get:

Interest on

Afcent Webinar Content-RR-14 May 2025 Page 30f 8
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Q&A

Scottish
Water

Our Current
Performance

Scottish
Water

T o e Somimnd

The challenges we face

o ;: The changing climate is bringing extreme weather, record-breaking heatwaves,
Changing Climate f)ijl droughts, storms, and floods that have put increasing pressure on Scotland’s water
and waste water systems.

Population'Ch Scotland’s overall population continues to grow, and there is a shift in population from
opulation Change west to east. The number of households has also increased, as more people are now

living alone.
i Asset Many of our assets are over 100 years old — and many others were installed in the
Ageing Assets 1970s, 80s and 90's as we responded to changes in legislation. These assets have served
3 a us well, but they are coming up to an age where they need to be upgraded or replaced.

Webinar Content-RR-14 May 2025

Alcent Page 4 of 8



Scottish
Water
SERVICE EXCELLENCE
Ranked:
+ 1%t UK water company for customer
satisfaction*
+ 2 jn UK utilities sector for customer
satisfaction*

« 1stfor overall service as a wholesaler**

94.2%

Customer Satisfaction
Year to Date

22,085

Customers on Priority
Service Register

*UK Customer Satisfaction Index, Institute of Customer Service, July 2024
**Retailer Measure of Experience, Turquoise Thinking, August 2024
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GOING BEYOND NET ZERO CARBON EMISSIONS
On track to meet the goal of Net Zero Emissions by 2040.

27,723 tCO2e Ci i issi in the last three years
equivalent to 18,000 return flights from London to New York

42GWh of on-site self-generated renewables

316 hectares of d in water catch last year

Howden Waste Water Treatment
Works, Sefkirk

Scottish
Water

Scotland’s tap water remains a source of national pride

Water quality

Y warer qua

?

Supply Interruptions

Interrupted Supply of Drinking Water

Supply-demand balance

On average we carry out 1 .
quality test every 2 minutes on
the water we supply to our
customer’s taps

The Drinking Water Quality

§ 5,000

&

3 4000

§ 3000

£ 2000

= 1,000
0

- 201536 201617 201718 201819 201920 202021 202322 202223 I

Last year around 5,600 properties were left
without water for more than six hours without
being notified first

* This happens when water pipes unexpectedly
break, or when other assets such as pumps

* The “Supply-Demand Balance” is the
difference between water we have
available and how much customers are
using

* When it does not rain for long periods

Regulator (DWQR) break
independently monitors the

testing process

there is not enough water in the right
places to meet customer’s needs

Scottish
Water

—== Scotland’s rivers and seas improve, and our
communities are protected from flooding

Pollution Incidents

Water and waste water pollution incidents

= Major
= Minor

o

~

Number
g B &8

Pollution happens when the contents of .
our sewers escapes into the environment.

Last year, many incidents were due to
blockages causing sewage pipes to

overflow, which is more likely to happen
during prolonged and heavy rainfall.

We are also seeing an increase in pollution
caused by the assets getting older.

Waste Water Compliance

96.2% waste water compliance
(final effluent discharges
consistently meeting license
conditions)

Flooding

Properties at risk of Internal Sewer Flooding

300

2
200
100
0

2015162016:172017-18 2018192019 20202021 2001-22 202223202324

When sewers get blocked or
overwhelmed by rain water, they can
overflow and the contents can escape
into customer’s properties through toilets
and other plumbing.

Most of last year’s incidents were caused
by blocked or broken sewer pipes.

Alcent

Webinar Content-RR-14 May 2025
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Scottish
_Water

Repairing and replacing our assets

Sewer Collapses Sewer Pipes
3,000
2,500 * Lastyear we recorded 2,501 broken
000 sewer pipes
3o
H
1,000
500
)
201516 301647 201748 01819 201920 27021 203422 1072 2 02334
Annual Leakage Levels Leakage

* The amount of water that we lost from

A leaking water pipes rose slightly last year.
a ::: * We have more than halved how much water
= - lost from leaky pipes every day since 2006
[ ]]]]]1]
- [
430
2

01516 201617 01718 291839 91520 2011 1122 W27 W

Scottish
Water ’

Recent projects

£6bn
2021-27

Invercannie Water | Winchburgh Ayrshire Monitoring sewer
£1.02bn Treatment Works | Wastewater Resilience Project |overflows in
; (£60m) Treatment (£120m) seas/rivers

(£35m) (up to £50m)

In 2023/24

430

SUPPLY GHAIN PARTNERS -
MOST BASED IN:SSCOTLAND

Q&A

Webinar Content-RR-14 May 2025
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Scottish
Wate

s e

Looking to
the Future

Scottish
Water

et 0 vre St

How Scottish Water Plans for the Future

Long-Term Strategy

Business Plan
(2027-2033)

The 25-year strategy sets out

what we want to deliver for

customers, communities and
the environment

The 6-year business plans to
deliver what we have set out in
the Long-Term Strategy

« Business Plan development is overseen by the Water Industry Commission for Scotland (WICS) as the economic
regulators.

« It determines what needs to be done to maintain or improve service and how much we charge customers for our services.

One of the most important parts of the process is making sure that we listen to our customers - and that we
incorporate their needs and expectations into our Plan.

SW Intenal
Commercial

Scottish

Water | Our Long-Term Strategy

QOutcomes:
The results we will deliver over the next 25 years

Scottish Water has played a
key role in enabling Scotland’s
sustainable economic and
housing growth

1
Scotland'’s rivers and seas 1
improve, and our communities E
are protected from flooding !
;

Scotland’s tap water remains a
source of national pride

—————
L
—————
Vemeawas

/

Steps:
The steps we will take to deliver our outcomes

{ Lead partnerships with
public, private & third

| sector organisations and

' with customers and

\ communities ) L

__________________ 3
Reduce demand on our |
services and assets, by |
reducing demand for tap |
water and managing rain |

water 1

Transform and drive
efficiency in the way we
+ ! work, through innovation
1 and technology

Seek the funding

4

i

K
©
e
s
wv
£
@
Ly
Qo
c
(=}
3
5 we need
o

THEN

(S

1
i Improving the lives of our customers, communities and environment to help Scotland flourish come rain or shine

Afcent Webinar Content-RR-14 May 2025 Page 7 of 8
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What we could do over the next 6 years to meet our Long-Term Strategy

Scotland’s tap water remains a source of
national pride

Scotland’s rivers and seas improve, and our communities
are protected from flooding

/
i
i
i
[}
7~

e

| Scottish Water has played a key role in
} enabling Scotland’s sustainable
! economic and housing growth

ST

Meeting our legal obligations to treat and distribute
your drinking water to ensure it is always safe, clear
and tastes great

P e

Meeting our legal obligations to treat everything that we collect in
our sewers and drains to the right standards, so that clean water is
returned safely back into Scotland’s environment

Maintain and operate our pipes to reduce the amount
of water that is lost from burst pipes

—

Internal Sewer Flooding

+ Change the number of people living with the worry that their
home or business might be flooded by sewage coming up through
\__their plumbing

Balancing Supply and Demand of drinking water

Make better use of the water resources we have by
connecting our existing systems, giving us flexibility to
move water to where it is most needed in times of
drought.

Reducing the amount of water that we take from the
environment, so that more water is available in times
of drought

Managing rainwater

* Reduce the number of homes, businesses and communities that
are affected by rain water overwhelming their sewers, causing
sewer floods in gardens, roads, or other community spaces.

« Work in partnership with others to maximise the impact of our
investments, and use environmentally friendly solutions as much

as we can to manage rain water better.

Maintain and operate our asset

in ways which protec

make sure that future gener.

s inherit asset

cHocE

that have been

Support Scotland’s economic and housing
growth by being ready to connect new
businesses and properties to our networks.

Scottish V
deliver the

Customers can
CHOCE influence the rate of
progress over the next

6years

well looked after and are future proof

Repairing and replacing our assets:

« Building new or replacement assets to withstand the rapid effects of the climate change — especially when the new assets are the kind that are expected to last for 60-100 years
« Accelerate the replacement of water pipes laid in the 1960's and 70’s made from materials that we now know will burst earlier than planned

Q&A

SW Intemal
General

Scottish
Water

Ve 1o e St

Next Steps

Complete a short homework
task using the same app as
you used for the previous
homework exercises

Be prepared to share your
views when we see you next

Thank you for
attending this
webinar

Alcent

Webinar Content-RR-14 May 2025

Page 8 of 8



Appendix D

Topic Guides
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Community Event Discussion Guide:

Event 1: 13% January — Edinburgh: 24 Bill Payers (8 x Current Bill Payers social grades
ABC1, 8 x Current Bill Payers social grades C2DE, 8 x Customers in Vulnerable
Circumstances) and 8 x Future Customers

Event 2: 14" January — Aberdeen: 24 Bill Payers (8 x Current Bill Payers social grades
ABC1, 8 x Current Bill Payers social grades C2DE, 8 x Customers in Vulnerable
Circumstances) and 8 x Future Customers

Event Timetable

5.45pm-6pm — Meet, greet and introductions
6pm-7pm — Table discussions (1)

7pm-7.15pm — Comfort/Tea/Coffee/Sandwiches
7.15pm-8.45pm — Table discussions (2)
8.45pm-9pm — All together

Meet, Greet, Seat and Session Introduction (5.45pm-6pm)

Sign everyone in
B Name badge and allocation to dedicated moderator group (who will introduce
themselves)

— Table1-3xABC1, 2 xC2DE, 3xVC, 3xFC

— Table 2—-2xABC1, 3x C2DE, 2 xVC, 3x FC

— Table3-=3xABC1, 3xC2DE, 3xVC, 2xFC
B Offer tea/coffee and seat in main space
Show the agenda for the session on the screen —-
B Introduce the moderating team

— explain that we are an independent, impartial research agency
— noright or wrong answers and no comments are attributed to you by name
— keen to hear from everyone on the table
— MRS Code of Conduct
B Thank everyone for participating in the homework and webinar exercises so far

B Explain that we are here tonight on behalf of Scottish Water who are are the
provider of your clean and wastewater and we are looking for their views and

input into their next Business Plan _

— we will break out into smaller groups so that we get a change to discuss
what you think should be included in the plan properly

— we will get your input and look at some of those high level investment areas
that were shared in the homework exercise but please remember that these

~ Stimulus Deck -RR-14 May 2025
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are not final plans and have been designed for us to have a discussion
around what is and isn’t important to you

— looking for your honest opinions
— andinthose sessions it’s fine to agree or disagree with others in your group

— we are aiming to have a discussion and at the end of the session, you will
have a chance to fill-in a short questionnaire individually
B Tell everyone how long we will be here and session structure (break out
groups/comfort breaks)

B Explain fire drills/exits

Table discussion 1: Context (6pm-7pm)

This breakout group will focus on warm-up to ensure participants are comfortable,
recap the pre-task materials, provide baseline views on the company, explore
spontaneous preferences and priorities and introduce the long term/
intergenerational concept and discussions

10 Mins - Introductions
B [ce breaker

— Name
— Where you stay/who with
— Favourite drink

10 Mins — Baseline Perceptions of Scottish Water

B Remind everyone that we are here to discuss what they would expect to see in
the 2027-2033 Business Plan for Scottish Water but first we want to find out a
bit about what you knew and thought about Scottish Water before you
attended the webinar

— So just for a moment transport yourself back to before you attended the
webinar:

e What did you know about Scottish Water before that?

° -a (positive) and b (negative): There were a range of words used
in the word association exercise in the pre-task, why do you think people
said these words

e What surprised you most about what you heard at the webinar?

e Did anything you hear in the webinar change your view of Scottish
Water in any way?

B And thinking about right now, how do you feel about Scottish Water and the
service they provide, the work they do in the community and for the
environment —on a scale of 1-7 where 1 is they are not good/need to improve
and 7 is they are brilliant

— Explore reasons for scores

- Stimulus Deck -RR-14 May 2025
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e Service score - Are people thinking about their own service — what is
driving the score and why

e Community score - Are people thinking about any community projects
or needs —what is driving the score and why

e Environment score - Are people thinking about the wider environment
-—what is driving the score and why

— Probe any differences between the different demographics/Future
Customers

25 Mins — Customer Led Priorities
-: From your collective responses from the homework exercise, we have
collated those three layers of 1) what is absolutely essential for Scottish Water
to deliver, 2) what would be nice but not essential for them to deliver and 3)
what would be the icing on the cake —anything exceptional

B Now that you have been through the webinar and heard more from Scottish
Water, we want to review these and see if everything is still relevant and if you
would add/take away anything from these layers. MODERATOR NOTE THAT ALL
OF THESE AREAS MAY NOT BE INCLUDED IN HIGH LEVEL INVESTMENT
SCENARIOS SHOWN LATER —SW WILL PROVIDE ASTATEMENT TO EXPLAIN WHY

u - = Essential for Scottish Water to Deliver:
— Tell us more about why these are the most important/expected services

— These were collective response but were there any different views here —
what and why

— What sort of investment would you expect to be made into these areas

B \What difference would investment in these areas make to you, the community
you belong to, the environment, other Scottish citizens

u - Nice to have but not essential:
Tell us more about why these services are nice to have

— These were collective response but were there any different views here —
what and why

— What sort of investment would you expect to be made into these areas

— What difference would investment in these areas make to you, the
community, the environment, other Scottish citizens

u - = Icing on the cake — anything exceptional
— Tell us more about why these services would be the icing on the cake

— These were collective response but were there any different views here —
what and why

— What sort of investment would you expect to be made into these areas

— What difference would investment in these areas make to you, the
community, the environment, other Scottish citizens

— Probe any differences between the different demographics/Future
Customers

-~ Stimulus Deck -RR-14 May 2025
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15 Mins — Longer term and introducing intergenerational

B Thank you —now we have explored the things that you feel should be included
in any Scottish Water future plans, we are going to look at some of the long
term challenges that we shared during the webinar — does anyone remember
any of these

— What did you remember and why did you remember those particular
challenges (LIGHT TOUCH ONLY)

u - These are the challenges that were shared during the webinar

B Are there any other challenges that you think could affect the planning for
2027-2033 or in the longer term to 2050, can you tell me how you think it could
have an impact?

— Are there any of these you found surprising and why

B Soon we will share an outline of what Scottish Water might be considering for
2027-2033. Please remember this isn’t a plan but some areas to prompt a
discussion. First let’s remind ourselves of Scottish Water’s longer term strategy
and goals that we showed briefly during the webinar. These go out as far as
2050 and will give you a sense of what they are planning and where they see
their priorities

u - This long term strategy is an important consideration for Scottish
Water when they are thinking about putting their 2027-2033 Business Plan
together — everything they do in this shorter period will of course link to the
longer term planning too.

B Scottish Water can choose to invest in service enhancements e.g. they could
choose to build a new water treatment works now but there would be a few
things to consider:

— this may mean that customers pay more now for projects that won’t be
completed for 10 years

— it could mean that by investing now this would save customers money on
future maintenance (like maintain your car)

— costs may be more in the future for materials
— there may be technological advancements that make things cheaper
e What are your views on this kind of longer term investment

e Arethere any of the priorities that we talked about before that you
would push to the longer term

o Arethere any of the priorities that we talked about before that you
would want to start now even if the benefit was not seen
immediately

Tea, Coffee, Sandwiches, Stretch, Comfort7pm-7.15pm

-~ Stimulus Deck -RR-14 May 2025
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Table Discussion 2: Response to High level investment areas
(7.15pm- 8.45pm)

10 Mins — Overview
B Welcome everyone back to the table

B Explain that this breakout session will be focusing on the high level investment
scenarios that we shared during the pre-task and in the next part of the
discussion we want to understand more about how you all feel about these and
what impact they could have on you as a customer or user of Scottish Water

B \Watermarks on all stimulus with ‘DRAFT IDEAS’

B Please remember that Scottish Water are in the process of building the 2027-
2033 plan so what we have to show you is a high level investment scenario of
what Scottish Water might concentrate on during this period — this is designed
as a starting point for a conversation so that you can tell us what is and isn’t
important to you

B For the second pre-task, we also asked you to dig out your council tax bill so

that you could see how much you pay for water and wastewater services so
let’s focus on this first

B What did you think about how much you currently paid (Bill Payers)
— Good VFM or not and why did you feel this
— Listen for comments about household finances and affordability and
prompt accordingly
e How do you feel about how much you pay for your water in the context

of other household finances (future customers think about your
personal finances — mobile bills, transport, etc)?

e And how do you think that might change in the next 5 years?

e And how has that changed over the last few years — does anyone
remember any changes in water costs — what do you remember, what
impact did this have on you/your household

u _ How do you feel about your own financial situation (I have no
concerns and can always pay my bills on time, | am managing ok but sometimes
worry that | can’t pay the bills on time, | am seeking help with my bills as | can’t
pay them on time

5 Mins — Introduce initial Investment Scenario (2) — this will not have individual

costs attached at this stage.

u - On the slide you can see some more detail about what Scottish Water
could do during 2027-2033 to fit with the long term strategy and meet those
challenges
— Overall, what did you feel was good about this?

— Overall, what did you feel was not good about this?

— What would you want to change, if anything?

- Stimulus Deck -RR-14 May 2025
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— Probe any differences between the different demographics/Future
Customers

30 Mins — Breaking down the plan — FOCUS ON DIFFERENT PARTS OF SLIDE 8B

B [et’s now break this down and get your views on each part — explore 'Looking
after assets’, “Tap water source of pride’, ‘Quality of rivers/seas’, ‘Scottish
Water playing key part in economy’

— For each part — be led by participants:

e How do you feel about Scottish Water concentrating on this investment
area?

e Whatis good the individual elements

e Whatis not good about the individual elements

10 Mins — intergenerational equality

B Circle back to earlier conversation - remember we talked about long term
choices at the end of the first session and that Scottish Water need to balance
the amount of investment they make now in services and infrastructure with
the amount of money it gets from charges

B We gave you the example that Scottish Water can choose to invest in service
enhancements e.g. they could build a new water treatment works but this may
mean that customers pay more now for projects that won’t be completed for
10 years or more so in this scenario Future Customer would benefit from this
investment even though they haven’t paid bills

B The alternative is that Scottish Water do not build the new water treatment
works right away so costs don’t rise now but this may mean that the services
are not future proofed and that any costs rises happen at a later date when the
project takes place — this would mean that future customers would pay these
costs and these could well be higher if existing infrastructure has become
degraded OR new technology might provide cost efficiencies

B Who would want to make investment now and have higher bills now even if
they didn’t directly benefit from these longer term projects
—  Why would you or wouldn’t you want to do this
— What’s driving your choice

— Please note that Scottish Water could work with partners and put in
enhanced protections for low income households by extending discounts so
those people who couldn’t afford the rises would not have to pay any more
(remember that SW do not have the control over billing discounts as this is
part of the council tax bill)

— Are there any investment areas that you would be definitely want Scottish
Water to do now OR definitely not do now

B /mportant probe on any differences between the different demographics/Future
Customers

5 Mins — Overall review of this high-level investment scenario

- Stimulus Deck -RR-14 May 2025
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B Now we have discussed this high-level investment scenario, how well does it fit
with your needs for 2027-2033 (refer back to spontaneous SLIDE 8) — that’s 3
years time so think about what your life will be like in 3 years and some of the
future customers here might then be actual customers

— Why do you say this?
e When you are thinking about whether this is what you want/need, are

you thinking about this as a service user, community member, for the
environment

B Which bits drive acceptance/non acceptance - water or wastewater elements?
e |nvestment areas —ambitious enough or not?
e Targets —ambitious enough or not?
— What would you change?

10 Mins — Overall review of this high-level investment scenario with costs attached

B On Slide 9a you can see how much each household pays for their water in each
council tax band so take a look at what band you are in and it should show
approximately what you are paying for your water

B Then look at Slide 9b as this is an approximation of the impact on charges if
Scottish Water were to deliver everything we have just discussed and would
mean that your bill would increase by x amount over the start and end period

How reasonable is this increase to you (Bill Payers)
Why do you say this?

How affordable is this increase to you (Bill Payers)

If not affordable, what would you suggest Scottish Water should take out?
— If affordable, is there anything else you would want them to do?

20 Mins — Alternatives — Higher/Lower scenarios with costs attached

u _: Alternatives with cost implications

B Scottish Water could deliver more or less investment than we have discussed
and these options would have higher or lower cost implications for customers
so we want to share with you what these other potential investment scenarios
could look like. As discussed, these are draft outlines and approximate charging
implications but designed to provide an idea of the options being considered by
Scottish Water

— SHOW HIGHER OR LOWER (ROTATE)

e How do you feel about Scottish Water delivering this plan that would be
higher/lower investment and higher/lower charging implications for
customers

e How happy/unhappy would you be?
e What is good about this alternative?

e Whatis not good about this alternative?

Stimulus Deck -RR-14 May 2025
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B Remember that these are different sets of options and nothing is finalised, with
this in mind, are there parts that you would take from the different alternatives
or anything that you would add

e |magine that you had to tell Scottish Water what definitely needs to be
included in this 2027-2033 period of investment

e Playback what would that be

All TOGETHER/THANK AND CLOSE8.45pm-9pm

B Welcome everyone back to the main area

B Explain that for this final session, we will be asking them to fill in a questionnaire
individually which should take around 5 minutes_ for 3 preference

B Any other questions that they would like the Scottish Water team to answer

B Thank everyone for coming

B Invite any final questions

B Close

~ Stimulus Deck -RR-14 May 2025
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Water Only Depths Discussion Guide (60 minutes)

Introduction and Warm-Up5 Mins (5)

B Introductions and thanks for participating in the homework and webinar
exercises so far
explain that we are an independent, impartial research agency
no right or wrong answers and no comments are attributed to you by name
MRS Code of Conduct
As you know, we are here tonight on behalf of Scottish Water who are are the

provider of your clean water and we are looking for their views and input into
their next Business Plan SLIDE 1 and 2
4, During this session we want to briefly revisit some of the information you
gave us in the homework exercise so that we can really understand what is
important to you

v~ FRF

5. Then we will show some of the high level investment areas that were shared
in the homework exercise but please remember that these are not final
plans and have been designed for us to have a discussion around what is
and isn’t important to you

B You were specially recruited because we want to hear the views of different
types of customers some of whom are ‘water only’ customers and who have a
septic tank for their wastewater —this is particularly important because Scottish
Water need to think about how your needs would affect what they put into the
plan . Whilst SW may not empty your Septic Tank, it is worth noting that all of
the sludge from your septic tank system does ultimately go to Scottish Waters
wastewater treatment works for processes.

B We will show you some investment areas that relate to wastewater and we
want to hear your views on these, even though you are not directly paying for
wastewater services. Ultimately how they invest and manage wastewater links
to the wider environment, and potential impacts on wider communities — so
your views are still really important here

B MODERATOR NOTE: if customers ask during call, it is worth noting that the

money they pay for their water bill and any fees their septic tank company pay

SW to process their waste, can be spent across both water and waste

investment areas

Please introduce yourself
Name
Who lives in the house with you and where in Scotland do you live

Tell me about your water and wastewater set-up and septic tank

O 0 N o n

Favourite drink

- Stimulus Deck -RR-14 May 2025
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Brief overview of thoughts on Scottish Water15 Mins (20)

B For a moment, we want you to transport yourself back to before you attended
the webinar:

1. What did you know about Scottish Water before that?
2. What words did you use to describe Scottish Water

B And thinking about right now, how do you feel about Scottish Water and the
service they provide, the work they do in the community and for the
environment — on a scale of 1-7 where 1 is they are not good/need to improve
and 7 is they are brilliant

10. Explore reasons for scores
1. Service score - Are people thinking about the service they
personally receive — what is driving the score and why
2. Community score - Are people thinking about any
community projects or needs —what is driving the score and
why
3. Environment score - Are people thinking about the wider

environment -— what is driving the score and why
4, Any aspects of water only status that affect response
u -: From your collective responses from the homework exercise, we have
collated those three layers of 1) what is absolutely essential for Scottish Water

to deliver, 2) what would be nice but not essential for them to deliver and 3)
what would be the icing on the cake —anything exceptional

11. Briefly explore these areas
12. Tell us more about why these are the most essential
13. Tell us more about why these services are nice to have
14. Tell us more about why these services would be the icing on the cake
1. Any aspects of water only status that affect response i.e. how

do you view the wastewater related areas that people have
said are important

B We asked you to dig out your council tax bill so that you could see how much
you pay for water services

B What did you think about how much you currently paid

15. Good VFM or not and why did you feel this

16. Listen for comments about household finances and affordability and

prompt accordingly
1. How do you feel about how much you pay for your water in

the context of other household finances?
And how do you think that might change in the next 5 years?
And how has that changed over the last few years — does
anyone remember any changes in water costs —what do you

remember, what impact did this have on you/your
household

-~ Stimulus Deck -RR-14 May 2025
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Explore first high level investment scenario25 Mins (45)

u - On the slide you can see some more detail about what Scottish Water
could do during 2027-2033 to fit with the long term strategy and meet those
challenges. As you will have heard at the webinar, you can see somethings on
the slide here are required (so SW must deliver these) and somethings are
choices (areas where you can help influence how far and how quickly SW might
deliver in these areas). It is the choice areas we want to focus our discussions
on in these scenarios.

B MODERATOR — INTRODUCE AQUA SCENARIO AND TALK THEM THROUGH THE
SLIDE

17. Overall, what do you feel was good about this?

18. Overall, what do you feel was not good about this?
19. What would you want to change, if anything?

B Any aspects of water only status that affect response

B FOCUS ON DIFFERENT PARTS OF SLIDE 8B -
B Let's now break this down and get your views on each part — explore 'Looking

7 G

after assets’, “Tap water source of pride’, ‘Quality of rivers/seas’, ‘Scottish
Water playing key part in economy’

20. For each part — be led by participants as to where to start but ensure all
areas are explored:

1. How do you feel about Scottish Water concentrating on this
investment area?

What is good the individual elements
3. What is not good about the individual elements

u - Adapted to show Water Only costs

B Anchor thisin their own bill and don’t show generic council tax band slide which
will be irrelevant

B This is an approximation of the amount your bills might increase by between
2027 and 2033 if Scottish Water were to deliver scenario AQUA. Please note
these are just examples of what an increase might look like —things like inflation
over the next few years are unknown — so this does NOT mean your bill will
increase by exactly this amount but it does reflect the cost of achieving the
investment outcomes in this scenario (AQUA).

B The bill increases are spread over time; this means bills goes up each year. Slide
9b shows how much it goes up by on average, every year. So looking at this
example box on the screen, if you were in CT Band A with no discounts, you
would pay on average £X more than you did the year before, every year
between 2027 and 2033. So that means by the time you get to 2033, you would
be paying £XX more per year, than you would have paid in 2027. [moderator
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note, some of the 6 year numbers (including this one) will be out slightly this is
due to rounding]

Please jot down the increase numbers, both annual and over the 6 years, that
are most relevant to you.

How reasonable is this increase to you
Why do you say this?
How affordable is this increase to you

If not affordable, what would you suggest Scottish Water should take out?
21. If affordable, is there anything else you would want them to do?
1. Any aspects of water only status that affect response

2. All of the payments that are collected from you get spent on
water and waste projects

1. how reasonable do you feel this is
2. Why/why not reasonable

Other scenarios — Higher/Lower15 Mins (60)
_ Other Scenarios — Higher/Lower scenarios with

costs attached (Turquoise — Option 1 and Cobalt — Option 3) Cost implications

adapted to show Water Only costs

B ASK RESPONDANT TO TAKE NOTE OF THE BILL AMOUNTS WHEN GOING
THROUGH SLIDES, SIMILAR TO SCENARIO AQUA. THIS IS SO THEY HAVE A NOTE
OF ALL COST IMPLICATIONS FOR ALL SCENARIOS WHEN COMING TO THE END
OF SESSION.

B Scottish Water could deliver more or less investment than we have discussed
and these options would have higher or lower charging implications for
customers so we want to share with you what these other potential investment
scenarios could look like. As discussed, these are draft outlines and
approximate charging implications but designed to provide an idea of the
options being considered by Scottish Water

22. SHOW COBALT HIGHER OR TURQOUISE LOWER — TALK THROUGH AND
POINT OUT DIFFERENCES (ROTATE)

B How do you feel about Scottish Water delivering this investment option that
would be higher/lower investment and higher/lower charging implications for

customers
1. How happy/unhappy would you be?
2. What is good about this alternative?
3. What is not good about this alternative?

u - Remember that these are different sets of options and nothing is
finalised, with this in mind, are there parts that you would take from the
different scenarios or anything that you would add

B And any final thoughts on the investment areas and costs that we have
discussed
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2. Any aspects of water only status that affect response

Thank and permissions

Thank you for participating
Invite any final questions

Permission to recontact for further research as plan develops
Close
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Customers in vulnerable situations discussoin guide (60
minutes)

Introduction and Warm-Up10 Mins (10)

B |ntroductions and thanks for participating in the homework and webinar
exercises so far

23. explain that we are an independent, impartial research agency
24, no right or wrong answers and no comments are attributed to you by name
25. MRS Code of Conduct

B As you know we are here tonight on behalf of Scottish Water who are the
provider of your water and wastewater services and we are looking for their

views and input into their next Business Plan _

26. During this session we want to briefly revisit some of the information you
gave us in the homework exercise so that we can really understand what is
important to you

27. Then we will show some of the high level investment areas that were shared
in the homework exercise but please remember that these are not final
plans and have been designed for us to have a discussion around what is
and isn’t important to you

28. You were specially recruited because we want to hear the views of different
types of customers some of whom have particular water needs or have
some financial difficulties — this is particularly important because Scottish
Water need to think about how your needs would affect what they put into

the plan
B Please introduce yourself
29. Name
30. Who lives in the house with you and where in Scotland do you live
31. How does any aspects of your life affect your water usage — probe around

particular needs

32. You have been recruited because we know that you (insert particular
vulnerability from recruitment sheet e.g. health, financial), can you tell me
a little bit about how this affects your everyday life at the moment

Overview of thoughts on Scottish Water15 Mins (25)

B For a moment, we want you to transport yourself back to before you attended
the webinar:

1. What did you know about Scottish Water before that?
2. What words did you use to describe Scottish Water
3. Did anything you hear in the webinar or in the chat surprise

you or change your view of Scottish Water in any way?
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B And thinking about right now, how do you feel about Scottish Water and the
service they provide, the work they do in the community and for the
environment — on a scale of 1-7 where 1 is they are not good/need to improve
and 7 is they are brilliant

33. Explore reasons for scores:
1. Service score - Are people thinking about the service they
personally receive — what is driving the score and why
2. Community score - Are people thinking about any
community projects or needs —what is driving the score and
why
3. Environment score - Are people thinking about the wider

environment -—what is driving the score and why
4, Any aspects of vulnerability that affect response

u -: From your collective responses from the homework exercise, we have
collated those three layers of 1) what is absolutely essential for Scottish Water
to deliver, 2) what would be nice but not essential for them to deliver and 3)
what would be the icing on the cake —anything exceptional

B Now that you have been through the webinar and heard more from Scottish
Water, we want to review these and see if everything is still relevant and if you
would add/take away anything from these layers. MODERATOR NOTE THAT ALL
OF THESE AREAS MAY NOT BE INCLUDED IN HIGH LEVEL INVESTMENT
SCENARIOS SHOWN LATER —SW WILL PROVIDE ASTATEMENT TO EXPLAIN WHY

u - = Essential for Scottish Water to Deliver:

34, Tell us more about why these are the most important/expected services

35. These were collective response but were there any different views here —
what and why

36. What sort of investment would you expect to be made into these areas

37. Improving network has been mentioned spontaneously by customers in the

homework — probe more on what is meant by this — enhancing or
maintenance

38. What difference would investment in these areas make to you, the
community you belong to, the environment, other Scottish citizens

[ | -: Nice to have but not essential:

39. Tell us more about why these services are nice to have

40. These were collective response but were there any different views here —
what and why

41. What sort of investment would you expect to be made into these areas

42. What difference would investment in these areas make to you, the

community, the environment, other Scottish citizens

43, Meters have been mentioned spontaneously by customers in the
homework — how do people feel about unmetered usage e.g. use as much
as | like without being charge more

| - = Icing on the cake — anything exceptional
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44, Tell us more about why these services would be the icing on the cake

45, These were collective response but were there any different views here —
what and why

46. What sort of investment would you expect to be made into these areas

47. What difference would investment in these areas make to you, the

community, the environment, other Scottish citizens
48. Extra probe: odour and pressure not mentioned in pre-task — is this
important to people
1. Any aspects of vulnerability that affect response

B We asked you to dig out your council tax bill so that you could see how much
you pay for water and wastewater services

B What did you think about how much you currently paid
49. Good VFM or not and why did you feel this

50. Listen for comments about household finances and affordability and
prompt accordingly

1. How do you feel about how much you pay for your water in
the context of other household finances?

And how do you think that might change in the next 5 years?

And how has that changed over the last few years — does
anyone remember any changes in water costs —what do you
remember, what impact did this have on you/your
household

4,
Explore first high level investment scenario25 Mins (50)

Introduce initial Investment Scenario - this will be AQUA (Scenario 2) and will not

have individual costs attached at this stage.

u - On the slide you can see some more detail about what Scottish Water
could do during 2027-2033 to fit with the long term strategy and meet those
challenges. As you will have heard at the webinar, you can see somethings on
the slide here are required (so SW must deliver these) and somethings are
choices (areas where you can help influence how far and how quickly SW might
deliver in these areas). It is the choice areas we want to focus our discussions
on in these scenarios.

B MODERATOR — INTRODUCE AQUA SCENARIO AND TALK THEM THROUGH THE
SLIDE

51. Overall, what do you feel was good about this?
52. Overall, what do you feel was not good about this?
53. What would you want to change, if anything?
1. Any aspects of vulnerability that affect response
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B FOCUS ON DIFFERENT PARTS OF SLIDE 8B - Let’s now break this down and get

your views on each part — explore 'Looking after assets’, “Tap water source of
pride’, ‘Quality of rivers/seas’, ‘Scottish Water playing key part in economy’

54, For each part — be led by participants as to where to start but ensure all
areas are explored:

1. How do you feel about Scottish Water concentrating on this
investment area?

What is good about the individual elements
What is not good about the individual elements

B SLIDE 9: Charging impact of this plan AND SLIDE 9B Overall plan with overall
cost

B On Slide 9a you can see how much each household pays for their water in each
council tax band so take a look at what band you are in and it should show
approximately what you are paying for your water. A reminder that any
discounts you receive may not be exactly these 25% or 35% as it is dependent
on your circumstances — these are just examples.

B Then look at Slide 9b. This is an approximation of the amount your bills might
increase by between 2027 and 2033 if Scottish Water were to deliver scenario
AQUA. Please note these are just examples of what an increase might look like
— things like inflation over the next few years are unknown — so this does NOT
mean your bill will increase by exactly this amount but it does reflect the cost
of achieving the investment outcomes in this scenario (AQUA).

B The bill increases are spread over time; this means bills goes up each year. Slide
9b shows how much it goes up by on average, every year. So looking at this
example box on the screen, if you were in CT Band A with no discounts, you
would pay on average £18 more than you did the year before, every year
between 2027 and 2033. So that means by the time you get to 2033, you would
be paying £107 more per year, than you would have paid in 2027. [moderator
note, some of the 6 year numbers (including this one) will be out slightly this is
due to rounding]

Please jot down the increase numbers, both annual and over the 6 years, that
are most relevant to you.

How reasonable is this increase to you
Why do you say this?
How affordable is this increase to you

If not affordable, what would you suggest Scottish Water should take out?
55. If affordable, is there anything else you would want them to do?
1. Any aspects of vulnerability that affect response

Other scenarios — Higher/Lower10 Mins (60)

Other Scenarios — Higher/Lower scenarios with costs attached (Turquoise — Option
1 and Cobalt — Option 3)
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u _ Other Scenarios with cost implications

B ASK RESPONDANTS TO TAKE NOTE OF THE BILL AMOUNTS WHEN GOING
THROUGH SLIDES, SIMILAR TO SCENARIO AQUA. THIS IS SO THEY HAVE A NOTE
OF ALL COST IMPLICATIONS FOR ALL SCENARIOS WHEN COMING TO THE END
OF SESSION.

B Scottish Water could deliver more or less investment than we have discussed
and these options would have higher or lower cost implications for customers
so we want to share with you what these other potential investment scenarios
could look like. As discussed, these are draft outlines and approximate charging
implications but designed to provide an idea of the options being considered by
Scottish Water

56. SHOW COBALT HIGHER OR TURQOUISE LOWER — TALK THROUGH AND
POINT OUT DIFFERENCES (ROTATE)

1. How do you feel about Scottish Water delivering this plan
that would be higher/lower investment and higher/lower
charging implications for customers

How happy/unhappy would you be?
What is good about this scenario?
What is not good about this scenario?

Hw N e

Explore with cost —get customers to jot down the potential increase
this could have on their household — is this reasonable, affordable

5. NOTE: discussion here will be about which scenario customers
favour, why and whether the cost implications are reasonable and
affordable

u - Remember that these are different sets of options and nothing is
finalised, with this in mind, are there parts that you would take from the
different scenarios or anything that you would add

B And any final thoughts on the investment areas and costs that we have
discussed

2. Any aspects of vulnerability that affect response

Thank and Permissions

Thank you for participating
Invite any final questions
Permission to recontact for further research as plan develops

Close
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Rural/Remote Online Session 1: Community Discussion
Guide (60 minutes)

Introduction and Warm-Up10 Mins

B |ntroductions and thanks for participating in the homework and webinar
exercises so far

57. explain that we are an independent, impartial research agency
58. no right or wrong answers and no comments are attributed to you by name
59. keen to hear from everyone in the Zoom room

60. MRS Code of Conduct
B Asyou know, we will be seeing each other for two sessions — tonight and next
week for an hour

B We are here tonight on behalf of Scottish Water who are the provider of your
water and wastewater services and we are looking for your views and input into
their next Business Plan SLIDE 1 and 2

61. for this first session, we will revisit some of the information you gave us in
the homework exercise so that we can really understand what is important
to you

62. next time we meet we will show some of the high level investment areas

that were shared in the homework exercise but please remember that these
are not final plans and have been designed for us to have a discussion
around what is and isn’t important to you

63. looking for your honest opinions

64, it’s fine to agree or disagree with others in your group
B Let’'s go round the Zoom room and introduce ourselves
65. Name

66. Where you stay/who with

67. Some of you may be quite rural/remote so please share details of where
you live and what that means for your services/utilities

68. Favourite drink

B NOTE: this first session will focus on a recap of the pre-task materials, provide
baseline views on the company, explore spontaneous preferences and priorities
and introduce the long term/intergenerational concept and discussions

Baseline perceptions of Scottish Water10 Mins (20)

B Remind everyone that we are here to discuss what should go into the 2027-
2033 Business Plan for Scottish Water but first we want to find out a bit about
what you knew and thought about Scottish Water before you attended the
webinar

69. So just for a moment transport yourself back to before you attended the
webinar:
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1. What did you know about Scottish Water before that?

70. -a (positive) and b (negative): There were a range of words used in
the word association exercise in the pre-task, why do you think people said
these words

1. Did anything you hear in the webinar or in the chat surprise
you or change your view of Scottish Water in any way?

2. Did anything you hear change your view of Scottish Water in
any way?

B And thinking about right now, how do you feel about Scottish Water and the
service they provide, the work they do in the community and for the
environment— on a scale of 1-7 where 1 is they are not good/need to improve
and 7 is they are brilliant

71. Explore reasons for scores

1. Service score - Are people thinking about their own service —
what is driving the score and why

2. Community score - Are people thinking about any
community projects —what is driving the score and why and
what do they mean by community

3. Environment score - Are people thinking about the wider
environment -— what is driving the score and why and what
do they mean by environment

72. Probe any differences between the different demographics/Future
Customers

Customer led priorities25 Mins (45)

u -: From your collective responses from the homework exercise, we have
collated those three layers of 1) what is absolutely essential for Scottish Water
to deliver, 2) what would be nice but not essential for them to deliver and 3)
what would be the icing on the cake —anything exceptional

B Now that you have been through the webinar and heard more from Scottish
Water, we want to review these and see if everything is still relevant and if you
would add/take away anything from these layers. MODERATOR NOTE THAT ALL
OF THESE AREAS MAY NOT BE INCLUDED IN HIGH LEVEL INVESTMENT
SCENARIOS SHOWN LATER —SW WILL PROVIDE ASTATEMENT TO EXPLAIN WHY

MODERATOR NOTE — observe if rural/remote customers focus on specific area
issues or think about all of wider citizens and users of Scottish Water
u - = Essential for Scottish Water to Deliver:

73. Tell us more about why these are the most important/expected services

74. These were collective response but were there any different views here —
what and why

75. What sort of investment would you expect to be made into these areas
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76. Improving network has been mentioned spontaneously by customers in the
homework — probe more on what is meant by this — enhancing or
maintenance

77. What difference would investment in these areas make to you, the
community you belong to, the environment, other Scottish citizens

u -= Nice to have but not essential:

78. Tell us more about why these services are nice to have

79. These were collective response but were there any different views here —
what and why

80. What sort of investment would you expect to be made into these areas

81. What difference would investment in these areas make to you, the

community, the environment, other Scottish citizens

82. Meters have been mentioned spontaneously by customers in the
homework — how do people feel about unmetered usage e.g. use as much
as | like without being charge more

u - = Icing on the cake — anything exceptional

83. Tell us more about why these services would be the icing on the cake

84. These were collective response but were there any different views here —
what and why

85. What sort of investment would you expect to be made into these areas

86. What difference would investment in these areas make to you, the

community, the environment, other Scottish citizens

87. Probe any differences between the different demographics/Future
Customers

88. Extra probe: odour and pressure not mentioned in pre-task — is this
important to people

Longer term and introducing intergenerational15 Mins (60)

B Thank you —now we have explored the things that you feel should be included
in any Scottish Water future plans, we are going to look at some of the long
term challenges that we shared during the webinar

89. Does anyone remember any of these, what did you remember and why did
you remember those particular challenges (LIGHT TOUCH ONLY)

u - These are the challenges that were shared during the webinar

90. Are there any other challenges that you think could affect the planning for
2027-2033 or in the longer term to 2050

91. What are the challenges that are particularly relevant to you as rural or
remote customers/Future customers of Scottish Water

92. Are there any of these you found surprising and why

B Nexttime we will share an outline of what Scottish Water might include in some
of those plans. Please remember this isn’t a plan but some areas to prompt a
discussion.
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For now, let’s remind ourselves of Scottish Water’s longer term strategy and
goals that we showed briefly during the webinar. These go out as far as 2050
and will give you a sense of what they are planning and where they see their
priorities

- This long term strategy is an important consideration for Scottish
Water when they are thinking about putting their 2027-2033 Business Plan
together — everything they do in this shorter period will of course link to the
longer term planning too.

Scottish Water can choose to invest in service enhancements e.g. they could
choose to build a new water treatment works now but there would be a few
things to consider:

this may mean that customers pay more now for projects that won’t be
completed for 10 years

it could mean that by investing now this would save customers money on
future maintenance (like maintain your car)

costs may be more in the future for materials
there may be technological advancements that make things cheaper
1. What are your views on this kind of longer term investment

1. Are there any of the priorities that we talked about before that you
would push to the longer term (toggle back to Slide 5)

2. Are there any of the priorities that we talked about before that you
would want to start now even if the benefit was not seen
immediately (toggle back to slide 5)

THANK AND CLOSE

Thank everyone for coming and any questions before the next sessions
Remind everyone of the timings for the next session
Close

Alcent
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Rural/Remote Online Session 2: Community Discussion
Guide (60 minutes)

Welcome Back5 Mins (5)

B |ntroductions and reminders
— explain that we are an independent, impartial research agency
— noright or wrong answers and no comments are attributed to you by name
— keen to hear from everyone in the Zoom room
— MRS Code of Conduct

B As you know, this is the second session we are together. Last time we really
drilled down on what you wanted Scottish Water to focus on in 2027-2033 and
this time we will show you some high level investment scenarios of what
Scottish Water might concentrate on during this period

B Please remember that this isn’t their Business Plan but it’s been put together
to provide a starting point for a conversation so that you can tell us what is and
isn’t important to you

— looking for your honest opinions
it’s fine to agree or disagree with others in your group
B Take the register to show who is back in the Zoom room

Scottish Water VFM10 Mins (15)

B For the second pre-task, we also asked you to dig out your council tax bill so
that you could see how much you pay for water and wastewater services so
let’s focus on this first

B What did you think about how much you currently paid (Bill Payers)

— Good VFM or not and why did you feel this

— Listen for comments about household finances and affordability and
prompt accordingly
e How do you feel about how much you pay for your water in the context

of other household finances (future customers think about your
personal finances — mobile bills, transport, etc)?

e And how do you think that might change in the next 5 years?

e And how has that changed over the last few years — does anyone
remember any changes in water costs — what do you remember, what
impact did this have on you/your household
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Explore high level investment scenario25 Mins (40)

Introduce initial Investment Scenario - this will be AQUA (Scenario 2) and will not

have individual costs attached at this stage.

u - On the slide you can see some more detail about what Scottish Water
could do during 2027-2033 to fit with the long term strategy and meet those
challenges. As you will have heard at the webinar, you can see somethings on
the slide here are required (so SW must deliver these) and somethings are
choices (areas where you can help influence how far and how quickly SW might
deliver in these areas). It is the choice areas we want to focus our discussions
on in these scenarios.

M MODERATOR — INTRODUCE AQUA SCENARIO AND TALK THEM THROUGH THE
SLIDE

— Overall, what do you feel was good about this?
— Overall, what do you feel was not good about this?
— What would you want to change, if anything?

B How well does it fit your needs as a rural/remote customer for 2027-2033 -
that’s 3 years time so think about what your life will be like in 3 years (probe
future customers who might then be actual customers)

— Why do you say this?
e When you are thinking about whether this is what you want/need, are

you thinking about this as a service user, community member, for the
environment

e Which bits drive acceptance/non acceptance - water or wastewater
elements?

e Investment areas —ambitious enough or not?

e Targets —ambitious enough or not?

FOCUS ON DIFFERENT PARTS OF SLIDE 8B

B [et’s now break this down and get your views on each part — explore 'Looking
after assets’, “Tap water source of pride’, ‘Quality of rivers/seas’, ‘Scottish
Water playing key part in economy’

— For each part — be led by participants:

e How do you feel about Scottish Water concentrating on this investment
area?

e What is good the individual elements
e What is not good about the individual elements

e How do you feel about the fact that some of this investment won’t
directly affect you and will focus on improvements in urban/suburban
areas

e Do you support these investments —yes or no, why
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Intergenerational equality

B Remember we talked about long term choices at the end of the first session and
that Scottish Water need to balance the amount of investment they make now
in services and infrastructure with the amount of money it gets from charges

B We gave you the example that Scottish Water can choose to invest in service
enhancements e.g. they could build a new water treatment works but this may
mean that customers pay more now for projects that won’t be completed for
10 years or more so in this scenario Future Customer would benefit from this
investment even though they haven’t paid bills

B The alternative is that Scottish Water do not build the new water treatment
works right away so costs don’t rise now but this may mean that the services
are not future proofed and that any costs rises happen at a later date when the
project takes place — this would mean that future customers would pay these
costs and these could well be higher if existing infrastructure has become
degraded OR new technology might provide cost efficiencies

B Who would want to make investment now and have higher bills now even if
they didn’t directly benefit from these longer term projects

—  Why would you or wouldn’t you want to do this
— What’s driving your choice

— Are there any investment areas that you would be definitely want Scottish
Water to do now OR definitely not do now

B Are there any investment areas that you would definitely want Scottish Water
to do now OR definitely not want Scottish Water to do now — as rural/remote
customers

Charging Impact (BILL PAYERS) and alternatives (ALL)20 Mins
(60)

BILL PAYERS ONLY: SLIDE 9: Charging impact of this plan AND SLIDE 9B Overall plan
with overall cost

B On Slide 9a you can see how much each household pays for their water in each
council tax band so take a look at what band you are in and it should show
approximately what you are paying for your water. A reminder that any
discounts you receive may not be exactly these 25% or 35% as it is dependent
on your circumstances —these are just examples.

B Then look at Slide 9b. This is an approximation of the amount your bills might
increase by between 2027 and 2033 if Scottish Water were to deliver scenario
AQUA. Please note these are just examples of what an increase might look like
— things like inflation over the next few years are unknown — so this does NOT
mean your bill will increase by exactly this amount but it does reflect the cost
of achieving the investment outcomes in this scenario (AQUA).

B The bill increases are spread over time; this means bills goes up each year. Slide
9b shows how much it goes up by on average, every year. So looking at this
example box on the screen, if you were in CT Band A with no discounts, you
would pay on average £18 more than you did the year before, every year
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between 2027 and 2033. So that means by the time you get to 2033, you would
be paying £107 more per year, than you would have paid in 2027. [moderator
note, some of the 6 year numbers (including this one) will be out slightly this is
due to rounding]

Please jot down the increase numbers, both annual and over the 6 years, that
are most relevant to you.

How reasonable is this increase to you (Bill Payers)
Why do you say this?
How affordable is this increase to you (Bill Payers)

If not affordable, what would you suggest Scottish Water should take out?
— If affordable, is there anything else you would want them to do?

ALL: Other Scenarios — Higher/Lower scenarios with costs attached (Turquoise —
Option 1 and Cobalt — Option 3)
u _ Other Scenarios with cost implications

B BILL PAYERS: ASK RESPONDANTS TO TAKE NOTE OF THE BILL AMOUNTS WHEN
GOING THROUGH SLIDES, SIMILAR TO SCENARIO AQUA. THIS IS SO THEY HAVE
A NOTE OF ALL COST IMPLICATIONS FOR ALL SCENARIOS WHEN COMING TO
THE END OF SESSION.

B Scottish Water could deliver more or less investment than we have discussed
and these options would have higher or lower cost implications for customers
so we want to share with you what these other potential investment scenarios
could look like. As discussed, these are draft outlines and approximate charging
implications but designed to provide an idea of the options being considered by
Scottish Water

— SHOW COBALT HIGHER OR TURQOUISE LOWER — TALK THROUGH AND
POINT OUT DIFFERENCES TO ALL PARTICIPANTS (ROTATE)

e How do you feel about Scottish Water delivering this plan that would be
higher/lower investment and BILL PAYERS higher/lower charging
implications for customers
e How happy/unhappy would you be?

e What is good about this scenario?
e What is not good about this scenario?
e BILL PAYERS: Explore with cost — get customers to jot down the

potential increase this could have on their household — is this
reasonable, affordable

e NOTE: discussion here will be about which scenario customers
favour, why and whether the cost implications are reasonable and
affordable

u - Remember that these are different sets of options and nothing is
finalised, with this in mind, are there parts that you would take from the
different scenarios or anything that you would add

B Final round the room vote for which option they prefer
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Thank and Permissions

Thank everyone for coming
Invite any final questions

Permission to recontact for further research as the plan develops
Close
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Intergenerational Online Discussion Guide (75 Minutes)

Introduction and Warm-Up10 Mins (10)

B Introductions and thanks for participating in the homework and webinar
exercises so far

explain that we are an independent, impartial research agency

— noright or wrong answers and no comments are attributed to you by name
— keen to hear from everyone in the Zoom room

— MRS Code of Conduct

B Explain that we are here tonight on behalf of Scottish Water who are the
provider of your water and wastewater services and we are looking for their

views and input into their next Business Plan _

— During this session we want to briefly revisit some of the information you
gave us in the homework exercise so that we can really understand what is
important to you

— Then we will show some of the high level investment options that were
shared in the homework exercise but please remember that these are not
final plans and have been designed for us to have a discussion around what
is and isn’t important to you

— You are a family group and you were specially recruited because we want
to hear the views of different generations and see how your views or
opinions differ — this is particularly important because Scottish Water need
to think about how they balance the short and long term investment needs
that might affect each of you differently. For some of the younger family
who are not paying council tax (and water costs are part of this bill), you
may feel differently than the other members of the family who are paying
so we are interested to see what you all think

— We are looking for your honest opinions and just as you would disagree
round your Xmas dinner table, please know that it’s fine to agree or disagree
or debate in this session!

B |et’s go round the Zoom room and introduce ourselves
— Name
—  Who lives with who
— How does where you live affect your views on water e.g. urban/rural
— Favourite drink

Brief overview of thoughts on Scottish Water15 Mins (25)

B For a moment, we want you to transport yourself back to before you attended
the webinar:

e What did you know about Scottish Water before that?
e What words did you use to describe Scottish Water
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B And thinking about right now, how do you feel about Scottish Water and the
service they provide, the work they do in the community and for the
environment — on a scale of 1-7 where 1 is they are not good/need to improve
and 7 is they are brilliant

— Explore reasons for scores

e Service score - Are people thinking about the service they personally
receive —what is driving the score and why

e Community score - Are people thinking about any community projects
or needs —what is driving the score and why

e Environment score - Are people thinking about the wider environment
-—what is driving the score and why
— Any differences in generations
u -: From your collective responses from the homework exercise, we have
collated those three layers of 1) what is absolutely essential for Scottish Water
to deliver, 2) what would be nice but not essential for them to deliver and 3)
what would be the icing on the cake —anything exceptional
B Now that you have been through the webinar and heard more from Scottish
Water, we want to review these and see if everything is still relevant and if you
would add/take away anything from these layers. MODERATOR NOTE THAT ALL
OF THESE AREAS MAY NOT BE INCLUDED IN HIGH LEVEL INVESTMENT
SCENARIOS SHOWN LATER —SW WILL PROVIDE ASTATEMENT TO EXPLAIN WHY

u - = Essential for Scottish Water to Deliver:
— Tell us more about why these are the most important/expected services

— These were collective response but were there any different views here —
what and why

— What sort of investment would you expect to be made into these areas

— Improving network has been mentioned spontaneously by customers in the

homework — probe more on what is meant by this — enhancing or
maintenance

— What difference would investment in these areas make to you, the
community you belong to, the environment, other Scottish citizens

u - Nice to have but not essential:
Tell us more about why these services are nice to have
— These were collective response but were there any different views here —
what and why
— What sort of investment would you expect to be made into these areas
— What difference would investment in these areas make to you, the
community, the environment, other Scottish citizens

— Meters have been mentioned spontaneously by customers in the
homework —how do people feel about unmetered usage e.g. use as much
as | like without being charge more

u - = |cing on the cake —anything exceptional
— Tell us more about why these services would be the icing on the cake
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— These were collective response but were there any different views here —
what and why

— What sort of investment would you expect to be made into these areas

— What difference would investment in these areas make to you, the
community, the environment, other Scottish citizens

— Extra probe: odour and pressure not mentioned in pre-task — is this
important to people

— Any differences in generations

Explore first high level investment scenario25 Mins (50)

u - On the slide you can see some more detail about what Scottish Water
could do during 2027-2033 to fit with the long term strategy and meet those
challenges. As you will have heard at the webinar, you can see somethings on
the slide here are required (so SW must deliver these) and somethings are
choices (areas where you can help influence how far and how quickly SW might
deliver in these areas). It is the choice areas we want to focus our discussions
on in these scenarios.

B MODERATOR — INTRODUCE AQUA SCENARIO AND TALK THEM THROUGH THE
SLIDE

— Overall, what do you feel was good about this?
— Overall, what do you feel was not good about this?
— What would you want to change, if anything?

— Important prompt - any differences in generations — listen to see if they talk
about wanting things to be done quicker/slower

B FOCUS ON DIFFERENT PARTS OF SLIDE 8B - Let’s now break this down and get
your views on each part — explore 'Looking after assets’, “Tap water source of
pride’, ‘Quality of rivers/seas’, ‘Scottish Water playing key part in economy’

— For each part — be led by participants as to where to start but ensure all
areas are explored:

e How do you feel about Scottish Water concentrating on this investment
area?

e What is good about the individual elements

e Whatis not good about the individual elements

Overall review of this high-level investment scenario with costs attached -
and SLIDE 9B:

B On Slide 9a you can see how much each household pays for their water in each
council tax band so take a look at what band you are in and it should show
approximately what you are paying for your water. A reminder that any
discounts you receive may not be exactly these 25% or 35% as it is dependant
on your circumstances — these are just examples.
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B Then look at Slide 9b. This is an approximation of the amount your bills might
increase by between 2027 and 2033 if Scottish Water were to deliver scenario
AQUA. Please note these are just examples of what an increase might look like
— things like inflation over the next few years are unknown — so this does NOT
mean your bill will increase by exactly this amount but it does reflect the cost
of achieving the investment outcomes in this scenario (AQUA).

B The bill increases are spread over time; this means bills goes up each year. Slide
9b shows how much it goes up by on average, every year. So looking at this
example box on the screen, if you were in CT Band A with no discounts, you
would pay on average £18 more than you did the year before, every year
between 2027 and 2033. So that means by the time you get to 2033, you would
be paying £107 more per year, than you would have paid in 2027. [moderator
note, some of the 6 year numbers (including this one) will be out slightly this is
due to rounding]

B Please jot down the increase numbers, both annual and over the 6 years, that
are most relevant to you.

How reasonable is this increase to you (Bill Payers)

Why do you say this?

How affordable is this increase to you (Bill Payers)

If not affordable, what would you suggest Scottish Water should take out?
— If affordable, is there anything else you would want them to do?

Intergenerational equality

B At the beginning we talked about how Scottish Water need to balance the
amount of investment they make now in services and infrastructure with the
amount of money it gets from charges

B Scottish Water can choose to invest in service enhancements e.g. they could
choose to build a new water treatment works now but there would be a few
things to consider:

— this may mean that customers pay more now for projects that won’t be
completed for 10 years and so Future Customers would benefit from this
investment even though they haven’t paid bills

— it could mean that by investing now this would save customers money on
future maintenance (like maintenance of your car)

— costs may be more in the future for materials or of existing infrastructure
becomes degraded but there may be technological advancements that
make things cheaper

B OR the alternative is that Scottish Water do not build the new water treatment
works right away so costs don’t rise now but

— this may mean that the services are not future proofed
— any costs rises would happen at a later date when the project takes place
— future customers would pay these costs
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— costs may be more in the future for materials or of existing infrastructure
becomes degraded but there may be technological advancements that
make things cheaper

B What are your views on this kind of longer term investment and these choices
— Are there any of the priorities that we talked about before that you would
push to the longer term
— Are there any of the priorities that we talked about before that you would
want to start now even if the benefit was not seen immediately

B Who would want to make investment now and have higher bills now even if
they didn’t directly benefit from these longer term projects

—  Why would you or wouldn’t you want to do this
— What’s driving your choice

— Are there any investment areas that you would definitely want Scottish
Water to do now OR definitely not do now

— Any differences in generations — listen to see if they talk about wanting
things to be done quicker/slower

Other scenarios — Higher/Lower20 Mins (70)
u _ Other Scenarios with cost implications

B ASK RESPONDANTS TO TAKE NOTE OF THE BILL AMOUNTS WHEN GOING
THROUGH SLIDES, SIMILAR TO SCENARIO AQUA. THIS IS SO THEY HAVE A NOTE
OF ALL COST IMPLICATIONS FOR ALL SCENARIOS WHEN COMING TO THE END
OF SESSION.

B Scottish Water could deliver more or less investment than we have discussed
and these options would have higher or lower cost implications for customers
so we want to share with you what these other potential investment scenarios
could look like. As discussed, these are draft outlines and approximate charging
implications but designed to provide an idea of the options being considered by
Scottish Water

— SHOW COBALT HIGHER OR TURQOUISE LOWER — TALK THROUGH AND
POINT OUT DIFFERENCES TO ALL PARTICIPANTS (ROTATE)

e How do you feel about Scottish Water delivering this plan that would be
higher/lower investment and higher/lower charging implications for
customers

e How happy/unhappy would you be?
e Whatis good about this scenario?
e Whatis not good about this scenario?

e Explore with cost —get customers to jot down the potential increase
this could have on their household —is this reasonable, affordable

e NOTE: discussion here will be about which scenario customers
favour, why and whether the cost implications are reasonable and
affordable
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u - Remember that these are different sets of options and nothing is
finalised, with this in mind, are there parts that you would take from the
different scenarios or anything that you would add

B And any final thoughts on the investment areas and costs that we have
discussed

— Explore any differences in generations

Thank and permissions5 Mins (75)

B Any final thoughts/comments
B Ask verbal recontact permissions
B Thank and close
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NHH Groups Discussion Guide (90 Minutes)

Introduction and Warm-Up10 Mins

B Introductions and thanks for participating in the homework and webinar
exercises so far

97. explain that we are an independent, impartial research agency
98. no right or wrong answers and no comments are attributed to you by name
99. keen to hear from everyone in the Zoom room

100. MRS Code of Conduct

B You have been invited along tonight as you run a Business and Scottish Water
provide the operational services for provision of your clean and wastewater for
that Business. We want you to keep that Business hat on tonight and we will
keep reminding you of this by putting our Business hat on too (Moderator keep
your physical Business Hat close as a visual reminder)

B You may know that Scottish Water operate differently to your gas and energy
suppliers as they are owned by the people of Scotland and are accountable to
the Scottish Government. You don’t get a bill directly from Scottish Water.
Businesses, like you, who receive services from Scottish Water pay for them
through their Licensed Provider, and the amount paid is usually linked to a
water meter and business property rateable value. We are not discussing the
customer services or billing aspects that relate to the Licensed Provider but we
are looking for your views and input into the operational aspects of their next
Business Plan

101. During this session, we will revisit some of the information you gave us in
the homework exercise so that we can really understand what is important
to you as business customers

102.  We will also show some of the high level investment areas that were shared
in the homework exercise but please remember that these are not final
plans and have been designed for us to have a discussion around what is
and isn’t important to you

B We are looking for your honest opinions

103. It's fine to agree or disagree with others in your group
B |et’s goround the Zoom room and introduce ourselves
104. Name

105.  What is the nature of your business

106. How many staff

107. How long has it been going

108. Where are you based in Scotland
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Baseline perceptions of Scottish Water10 Mins (20)

B Remind everyone that we are here to discuss what should go into the 2027-
2034 Business Plan for Scottish Water but first we want to find out a bit about
what you knew and thought about Scottish Water before you attended the
webinar

109. So just for a moment transport yourself back to before you attended the

webinar:
1. What did you know about Scottish Water before that?
2. As a business customer, what words did you use to describe
Scottish Water
3. Did anything you hear in the webinar or in the chat surprise

you or change your view of Scottish Water in any way?

B And thinking about right now, how do you feel about Scottish Water and the
service they provide, the work they do in the community and for the
environment— on a scale of 1-7 where 1 is they are not good/need to improve
and 7 is they are brilliant

110.  Explore reasons for scores

1. Service score - Are people thinking about their own service —
what is driving the score and why

2. Community score - Are people thinking about any
community projects —what is driving the score and why and
how are you defining ‘community’ e.g. business support,
vulnerable customers, other

3. Environment score - Are people thinking about the wider
environment -— what is driving the score and why and how
are you defining environment e.g. net zero, commitment to
nature or other

111.  Probe any particular NHH/Business issues

Customer led priorities25 Mins (45)

u -: From the business responses from the homework exercise, we have
collated those three layers of 1) what it is essential for Scottish Water to do, 2)
what would be nice/useful but not essential and 3) what would be exceptional.

B Now that you have been through the webinar and heard more from Scottish
Water, we want to review these and see if everything is still relevant and if you
would add/take away anything from these layers. MODERATOR NOTE - all of
these areas may not be included in high level investment scenarios shown later.
SW will provide a statement to explain

u - = Essential for Scottish Water to Deliver:
112.  Tell us more about why these are the most important/expected services

113. These were collective business responses but were there any different
views here —what and why
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114.  What sort of investment would you expect to be made into these areas

115.  What difference would investment in these areas make to your business,
the community, the environment, other Scottish citizens

L -= Nice to have but not essential:

116. Tell us more about why these services are nice to have

117. These were collective business responses but were there any different
views here —what and why

118.  What sort of investment would you expect to be made into these areas

119. What difference would investment in these areas make to your business,
the community, the environment, other Scottish citizens

u - = Icing on the cake — anything exceptional
120. Tell us more about why these services are exceptional

121. These were collective business responses but were there any different
views here —what and why

122. What sort of investment would you expect to be made into these areas

123. What difference would investment in these areas make to your business,
the community, the environment, other Scottish citizens

124.  Probe any particular NHH/Business issues

B Introduce initial Investment Scenario - this will be AQUA (Scenario 2) and will
not have individual costs attached at this stage.

u - On the slide you can see some more detail about what Scottish Water
could do during 2027-2033 to fit with the long term strategy and meet those
challenges. As you will have heard at the webinar, you can see somethings on
the slide here are required (so SW must deliver these) and somethings are
choices (areas where you can help influence how far and how quickly SW might
deliver in these areas). It is the choice areas we want to focus our discussions
on in these scenarios.

B MODERATOR — INTRODUCE AQUA SCENARIO AND TALK THEM THROUGH THE
SLIDE

125. Overall, what do you feel was good about this?
126.  Overall, what do you feel was not good about this?
127.  What would you want to change, if anything?

B How well does it fit your spontaneous Business needs for 2027-2033 - that’s 3
years time so think about what the Business will be doing in 3 years time

FOCUS ON DIFFERENT PARTS OF SLIDE 8B

B |et's now break this down and get your views on each part — explore 'Looking
after assets’, “Tap water source of pride’, ‘Quality of rivers/seas’, ‘Scottish
Water playing key part in economy’

128. For each part — be led by participants as to where to start but ensure all
areas are explored:
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1. How do you feel about Scottish Water concentrating on this
investment area?

2 What is good the individual elements

3 What is not good about the individual elements

4, How will this impact you as a Business customer

5 How would it impact you if they didn’t do this
1. Do you support these investments —yes or no, why

Charging Impact and alternatives 20 Mins (85)

-: Charging impact of this plan AND - Overall plan with overall cost
B Think about your business costs and how much you pay for your water — the

operational part not to the Licenced Provider.

B Then look at Slide 9b. This is an approximation of the impact on charges if
Scottish Water were to deliver everything we have just discussed, how
reasonable or affordable is this increase to you as a Business customer. Please
remember that this is based on wholesale charges and doesn’t include the
Licensed Provider costs of billing/customer service

How reasonable is this increase to you

Why do you say this?

How affordable is this increase to you

If not affordable, what would you suggest Scottish Water should take out?
129. If affordable, is there anything else you would want them to do?

130. Generally what do you think about the cost of your Business water bills and
how would this affect your perceptions of value for money

u _ Other Scenarios with cost implications

B ASK RESPONDANTS TO TAKE NOTE OF THE BILL AMOUNTS WHEN GOING
THROUGH SLIDES, SIMILAR TO SCENARIO AQUA. THIS IS SO THEY HAVE A NOTE
OF ALL COST IMPLICATIONS FOR ALL SCENARIOS WHEN COMING TO THE END
OF SESSION.

B Scottish Water could deliver more or less investment than we have discussed
and these options would have higher or lower cost implications for business
customers so we want to share with you what these other potential investment
scenarios could look like. As discussed, these are draft outlines and
approximate charging implications but designed to provide an idea of the
options being considered by Scottish Water

131. SHOW COBALT HIGHER OR TURQOUISE LOWER — TALK THROUGH AND
POINT OUT DIFFERENCES TO ALL PARTICIPANTS (ROTATE)

1. How do you feel about Scottish Water delivering this plan
that would be higher/lower investment and higher/lower
charging implications for business customers

1. How happy/unhappy would you be?
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What is good about this scenario?
What is not good about this scenario?

NOTE: discussion here will be about which scenario customers
favour, why and whether the cost implications are reasonable and
affordable

u - Remember that these are different sets of options and nothing is
finalised, with this in mind, are there parts that you would take from the
different scenarios or anything that you would add

B And any final thoughts on the investment areas and costs that we have
discussed

Thank and Permissions 5 Mins (90)

B Thank everyone for coming

Invite any final questions

B Permission to recontacted to be included in further research as the plan
develops

B Close
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NHH Depths Discussion Guide (90 Minutes)

Introduction and Warm-Up5 Mins

B Introductions and thanks for participating in the homework and webinar
exercises so far

132.  explain that we are an independent, impartial research agency
133.  noright or wrong answers and no comments are attributed to you by name
134. MRS Code of Conduct

B You have been invited along tonight as you run a Business and Scottish Water
provide the operational services for provision of your clean and wastewater for
that Business. We want you to keep that Business hat on tonight and we will
keep reminding you of this by putting our Business hat on too (Moderator keep
your physical Business Hat close as a visual reminder)

B You may know that Scottish Water operate differently to your gas and energy
suppliers as they are owned by the people of Scotland and are accountable to
the Scottish Government. You don’t get a bill directly from Scottish Water.
Businesses, like you, who receive services from Scottish Water pay for them
through their Licensed Provider, and the amount paid is usually linked to a
water meter and business property rateable value. We are not discussing the
customer services or billing aspects that relate to the Licensed Provider but we
are looking for your views and input into the operational aspects of Scottish
Water’s next Business Plan

135.  During this session, we will revisit some of the information you gave us in

the homework exercise so that we can really understand what is important
to you as business customers

136. We will also show some of the high level investment areas that were shared
in the homework exercise but please remember that these are not final
plans and have been designed for us to have a discussion around what is
and isn’t important to you

137. We are looking for your honest opinions

138. It’s fine to agree or disagree with others in your group
B Please introduce yourself

139. Name

140. What is the nature of your business

141. How many staff

142. How long has it been going

143. Where are you based in Scotland

Baseline perceptions of Scottish Water5 Mins (10)

B We are here to discuss what should go into the 2027-2034 Business Plan for
Scottish Water but first we want to find out a bit about what you knew and
thought about Scottish Water before you attended the webinar
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144. So just for a moment transport yourself back to before you attended the

webinar:
1. What did you know about Scottish Water before that?
2. As a business customer, what words did you use to describe
Scottish Water
3. Did anything you hear in the webinar or in the chat surprise

you or change your view of Scottish Water in any way?

B And thinking about right now, how do you feel about Scottish Water and the
service they provide, the work they do in the community and for the
environment— on a scale of 1-7 where 1 is they are not good/need to improve
and 7 is they are brilliant

145. Explore reasons for scores

1. Service score - Are people thinking about their own service —
what is driving the score and why

2. Community score - Are people thinking about any
community projects —what is driving the score and why and
how are you defining ‘community’ e.g. business support,
vulnerable customers, other

3. Environment score - Are people thinking about the wider
environment -— what is driving the score and why and how
are you defining environment e.g. net zero, commitment to
nature or other

146.  Probe any particular NHH/Business issues

Customer led priorities20 Mins (30)

u -: From the business responses from the homework exercise, we have
collated those three layers of 1) what it is essential for Scottish Water to do, 2)
what would be nice/useful but not essential and 3) what would be exceptional.

B Now that you have been through the webinar and heard more from Scottish
Water, we want to review these and see if everything is still relevant and if you
would add/take away anything from these layers. MODERATOR NOTE - all of
these areas may not be included in high level investment scenarios shown later.
SW will provide a statement to explain

u - = Essential for Scottish Water to Deliver:
147. Tell us more about why these are the most important/expected services

148. These were collective business responses but were there any different
views here —what and why

149. What sort of investment would you expect to be made into these areas

150. What difference would investment in these areas make to your business,
the community, the environment, other Scottish citizens

u -: Nice to have but not essential:
151.  Tell us more about why these services are nice to have
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152. These were collective business responses but were there any different
views here —what and why
153. What sort of investment would you expect to be made into these areas

154. What difference would investment in these areas make to your business,
the community, the environment, other Scottish citizens

u - = |cing on the cake — anything exceptional

155.  Tell us more about why these services are exceptional

156. These were collective business responses but were there any different
views here —what and why

157. What sort of investment would you expect to be made into these areas

158. What difference would investment in these areas make to your business,
the community, the environment, other Scottish citizens

159.  Probe any particular NHH/Business issues

Explore high level investment scenario20 Mins (50)

B |ntroduce initial Investment Scenario - this will be AQUA (Scenario 2) and will
not have individual costs attached at this stage.

u - On the slide you can see some more detail about what Scottish Water
could do during 2027-2033 to fit with the long term strategy and meet those
challenges. As you will have heard at the webinar, you can see somethings on
the slide here are required (so SW must deliver these) and somethings are
choices (areas where you can help influence how far and how quickly SW might
deliver in these areas). It is the choice areas we want to focus our discussions
on in these scenarios.

B MODERATOR — INTRODUCE AQUA SCENARIO AND TALK THEM THROUGH THE
SLIDE

160. Overall, what do you feel was good about this?
161. Overall, what do you feel was not good about this?
162. What would you want to change, if anything?

B How well does it fit your spontaneous Business needs for 2027-2033 - that’s 3
years time so think about what the Business will be doing in 3 years time

FOCUS ON DIFFERENT PARTS OF SLIDE 8B
B |et’s now break this down and get your views on each part — explore 'Looking

7 G

after assets’, “Tap water source of pride’, ‘Quality of rivers/seas’, ‘Scottish
Water playing key part in economy’

163. For each part — be led by participants as to where to start but ensure all
areas are explored:

1. How do you feel about Scottish Water concentrating on this
investment area?

What is good the individual elements
What is not good about the individual elements
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4. How will this impact you as a Business customer
5. How would it impact you if they didn’t do this
1. Do you support these investments —yes or no, why

Charging Impact and alternatives 10 Mins (60)

-: Charging impact of this plan AND - Overall plan with overall cost
B Think about your business costs and how much you pay for your water — the

operational part not to the Licenced Provider.

B Then look at Slide 9b. This is an approximation of the impact on charges if
Scottish Water were to deliver everything we have just discussed, how
reasonable or affordable is this increase to you as a Business customer. Please
remember that this is based on wholesale charges and doesn’t include the
Licensed Provider costs of billing/customer service

How reasonable is this increase to you

Why do you say this?

How affordable is this increase to you

If not affordable, what would you suggest Scottish Water should take out?
164. If affordable, is there anything else you would want them to do?

165. Generally what do you think about the cost of your Business water bills and
how would this affect your perceptions of value for money

u _ Other Scenarios with cost implications

B ASK RESPONDANTS TO TAKE NOTE OF THE BILL AMOUNTS WHEN GOING
THROUGH SLIDES, SIMILAR TO SCENARIO AQUA. THIS IS SO THEY HAVE A NOTE
OF ALL COST IMPLICATIONS FOR ALL SCENARIOS WHEN COMING TO THE END
OF SESSION.

B Scottish Water could deliver more or less investment than we have discussed
and these options would have higher or lower cost implications for business
customers so we want to share with you what these other potential investment
scenarios could look like. As discussed, these are draft outlines and
approximate charging implications but designed to provide an idea of the
options being considered by Scottish Water

166. SHOW COBALT HIGHER OR TURQOUISE LOWER — TALK THROUGH AND
POINT OUT DIFFERENCES TO ALL PARTICIPANTS (ROTATE)

1. How do you feel about Scottish Water delivering this plan
that would be higher/lower investment and higher/lower
charging implications for business customers

1. How happy/unhappy would you be?
What is good about this scenario?
What is not good about this scenario?
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4. NOTE: discussion here will be about which scenario customers
favour, why and whether the cost implications are reasonable and
affordable

u - Remember that these are different sets of options and nothing is
finalised, with this in mind, are there parts that you would take from the
different scenarios or anything that you would add

B And any final thoughts on the investment areas and costs that we have
discussed

Thank and Permissions

B Thank you for participating

Invite any final questions

B Permission to recontacted to be included in further research as the plan
develops

B Close

Stimulus Deck -RR-14 May 2025
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\Sﬁé’t%‘?h Slide 2

Who we are and what we do

30,586

miles of water pipes

Scottish Water is publicly owned.

We provide water to and remove
waste water from homes and

) households
businesses across Scotland.

litres of water

We serve over 5 million people living

in 2.5 million households, and over e

150,000 businesses . 1.07bn
litres of waste water

We are custodians of Scotland's 160,736 33,982 5 treated ;m, 5

water resources and maintain things DUsvaas pewsnases Elas sbistiar ps
like reservoirs, pipework, sewers &
treatment works. We are responsible
for the network of pipes up to the
boundary of your property.

treatment works

Slide 3 Scottish
Water

How Scottish Water Plans for the Future

The 25-year strategy sets out

what we want to deliver for

customers, communities and
the environment

ng-Term Strategy

The 6-year business plans to
deliver what we have set out in
the Long-Term Strategy

Business Plan
(2021-2033)

» Business Plan development is overseen by the Water Industry Commission for Scotland (WICS) as the economic
regulators.

+ It determines what needs to be done to maintain or improve service and how much we charge customers for our services.

One of the most important parts of the process is making sure that we listen to our customers — and that we
incorporate their needs and expectations into our Plan.

363{5‘5‘" Slide 4a

untet 0 erve Sl

What you said about Scottish Water

E
Clean tap water N 0
Safe to drink v w
W Pure | N
A Fresh water Environmentally aware Scottish
Tasty R Net zero goals E Better than England
A F Crisp o Encourage responsible usage R Public ownership
E Yummy N S For the public good
Good quality M H
R Best in the world E ]
From the hills N P
Accessible — walls of water at events T
S F
U c E Pride
Trustworthy Cost is within council tax E Respectful
P Reliable supply 0 L Innovative
P Consistent supply S Countryside
Invisible ! Community
L L N No negative news
Y G

‘Excited coming home to get a glass of water’

Stimulus Deck -RR-14 May 2025
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Slide 4b

What you said about Scottish Water

Repairs
Leaks

Roadworks
Coordination between services

w-mwuuwup>

Confusing property boundaries

Lack of proactive communication/information

X mI-HO0

Scottish
Water

e s S

Sewage in waterways
Dirty ocean water
Lack of Combined Sewer Overflow
information

mOPSEmwn

Could always be cheaper
Costly

- w»wOon

‘Not a great job’

Vast
Corporate
Conglomerate

Rich
More accountability needed

D —-TITwxIxmMZS0

Boring
Inefficient

OZ2Z=-—rmmm

Slide 5

What you want from Scottish Water

ICING ON THE CAKE

Incentives/Costs
*  Reduce costs
+  More support for most

Reward Schemes
* Off peak usage
«  Reducing usage

vulnerable

Social
Public water taps
Educational campaigns
Charitable action
Community projects
Internships

NICE TO DO

Performance Technology/Innovation

* Market leading * Embrace technology
in all projects
App/webchat
Water power

Meters
*  SMART
* Usage based charging

Quality

* (Clean, drinkable, tasty

* Frequent testing
Consistenc

Scottish
Water

Tumed v evve St

Water conservation
* Help to reduce usage L
* Sustainable practices 2

Supply
24/7/365
Reliable/Faultless service
Dependable supply
Every home in Scotland

Environmental goals

Reduce emissions
Challenging targets
Protect natural world

Asset Maintenance
Maintain pipes
Address/fix leaks
Improve network
Efficient repairs
Pre-notification

Compensation

* Service disruptions o

Cost

*  Keeplow
Support
most
vulnerable

Company information
Performance
*  Accessible

Sewage and flooding

* Good drainage and sewage
removal
Stop releasing pollution in
the rivers, lochs and
estuaries

Coordination
*  Work with other
service providers

Response

* Direct
Easy to contact
Respond quickly

Slide 5a

What you want from Scottish Water

Quality
* Clean, drinkable, tasty
= Frequent testing

Supply

24/7/365
Reliable/Faultless service
Dependable supply

Every home in Scotland

Asset Maintenance
Maintain pipes
Address/fix leaks
Improve network
Efficient repairs

Pre-notification

vulnerable

Sewage and flooding

Good drainage and sewage
removal

Stop releasing pollution in
the rivers, lochs and
estuaries

Response

Direct
Easy to contact
Respond quickly

Alcent
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ioh .
ﬁgg'r Slide 5b

Tt o e S

What you want from Scottish Water

Water conservation | Compensation Company information | Coordination

Service disruptions ce

%g{g?h Slide 5¢

T o e S

What you want from Scottish Water
A
ICING ON THE CAKE

Reward Schemes Incentives/Costs Social Performance Technology/Innovation
= Market leading . | S v

alcgtteﬁrsh Slide 6

Tued 1 serve Scmiond

The challenges we face

;: The changing climate is bringing extreme weather, record-breaking heatwaves,
Changing Climate 7 droughts, storms, and floods that have put increasing pressure on Scotland’s water
gt
and waste water systems.

west to east. The number of households has also increased, as more people are now

y Scotland’s overall population continues to grow, and there is a shift in population from
Population Change % pop 8 Pop!
living alone.

1970s, 80s and 90's as we responded to changes in legislation. These assets have served

Ageing Assets Many of our assets are over 100 years old — and many others were installed in the
8 u us well, but they are coming up to an age where they need to be upgraded or replaced.

Stimulus Deck -RR-14 May 2025
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Our Long-Term Strategy

Outcomes:
The results we will deliver over the next 25 years

S,

I

SR27 Customer Expectations

Slide 7

Our Long-Term Strategy

r Y [ \ : \
i Scotlind’sta : ] E Scotland’s rivers and seas ] :' kScottllstl\ Watetl)'ihasS;JIa\/led :, 3
! p water remains a : (B inbiave and o communiaes i i keyrolein enabling Scotland’s i
H source of national pride ! L 't ted from floodi i ! sustainable economic and i
[ J {  are protected from flooding ) i housing growth )
Steps:
The steps we will take to deliver our outcomes
{leadpartnershipswith | [ ) { Reduce demand on our )
| ubliz rivate g third | | Transformanddrive | | s derr&and otn ol;" |
it ;P P fony | | efficiency in the way we | | Servicesancassels, by | & Seek the funding
| sector organisations and | | work, through innovation | | ‘reducing demand for tap i % we need
| with customers and : ! and technology } : water and managing rain -
( communities ) e s e sz ] l water )
i N
H Improving the lives of our ci « and er t to help Scotland flourish come rain or shine '!
—————————————————————————— \‘ i l""'?'"""""""""'."“‘
Scotland’s tap water remains a source of i Scotland’s rivers and seas improve, and our communities E 1 Sm:::;{;::z‘;gﬂ::?ﬁg;ﬂﬁzgloele n :
national pride 1: i are protected from flooding ! i economic and housing growth 1:

Meeting our legal obligations to treat and distribute
your drinking water to ensure it s always safe, clear and
tastes great

Maintain and operate our pipes to reduce the amount
of water that is lost from burst pipes.

Supply and D of

drinking water:

Maintain current levels of leakage and improve
our ability to treat water and move it to the areas

where it is most needed in times of dry weather in 2

areas.

Meeting our legal obligations to treat everything that we collect in
our sewers and drains to the right standards, so that clean water is
returned safely back into Scotland's environment.

-
Internal Sewer Flooding:
Number of people living with the worry of internal sewer
flooding about the same as they are today (c. 430

\_properties)

Managing rainwater:

Reduce the number of outdoor floods caused by sewers
overloaded with rainwater from 3,000 to 2,800 by increasing
the size of our sewers.

Continue to work in partnership with Local Authorities to
mitigate 10 known local flooding areas by preventing
Qainwa(er entering sewers.

Maintain and operate our assets in ways which protect service levels, and make sure that

Support Scotland’s economic and housing
growth by being ready to connect new
businesses and properties to our networks.

re generations inherit assets that have been well looked after and are future proof.

Repairing and replacing our assets: Recognise that will have to spend more money in the future:

Maintain our pipes and treatment works so that they continue to deliver current levels of service by spending less than now and focusing more on reacting to failures
Replace old water pipes that are vulnerable to bursts at a rate that means that by 2033 the number of bursts could increase by 25% compared to today. About 6,000

properties could be affected by interruptions to their water supply about 6 times per year.

Scottish
Water

Tt s cniond

Reference — annual current cost

Council Tax Band No Discount

Single Person 25%

Discount
A £364 £260 £225
B £425 £319 £276
(ef £486 £364 £316
D £546 £410 £355
E £668 £501 £434
F £789 £592 £513
G £911 £683 £592
H £1,093 £820 £710

Slide 9a

Full Discount 35%

Alcent
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Example: Council Band A (no discount) The increases below are based in ‘real terms”. They
- Households would pay on average £18 more than they did the year before, every year are presented in terms of value of money today, as
we don't know what will happen with future
between 2027 and 2033 inflation.

- By 2033, households would be paying £107 more per year, than they did in 2027

No Discou Single Person 25% Discount Full Discount 35%
Average In2033 housenolds Average o 2:3:35::::?5 Average e 22“;:32:5
annual axz:flt::;’riy:ﬁ ‘y':; annual amount more per annual this amount more
increase then they did in 2027 increase i (‘:ez':)[zhyey i Tz i ﬁ:ﬁ:ggg;hev
A £18 £107 03 £80 12, £69
B £21 £124 fl6 £93 £13 £81
C £24 £142 £18 £107 £15 £92
D £ £160 £20 £120 B £104
E £33 £195 £24 £146 £21 £127
E £38 £231 £29 £173 £25 £150
G £44 £266 £33 £200 £2.9) £173
H £53 £320 £40 £240 £35 £208
TURQUOISE

{ Scottish Water has played a key role in 1
! enabling Scotland’s sustainable i
§ economic and housing growth )

Scotland’s tap water remains a source of
national pride

,----\
S

\
Scotland’s rivers and seas improve, and our communities :
are protected from flooding ]

<Doeev

Meeting our legal obligations to treat and distribute Meeting our legal obligations to treat everything that we collect in nd’s economic and housing
your drinking wat ar and our sewers and drains to the right standard: new
tastes great. returned safely back into Scotland’s environment

Maintain and operate our pipes to reduce the amount ( "

of water that is lost from burst pipes Internal Sewer Flooding
Number of people living with the worry of internal sewer
flooding about the same as they are today (c. 430

\_properties)

(Managing rainwater

gzrgﬁ;‘a:tlg‘?ly and.Demand ot Reduce the number of outdoor floods caused by sewers
overloaded with rainwater from 3,000 to 2,880 by increasing

Maintain current levels of leakage BUT no the size of our sewers.

change to our ability to treat water and move it to

the areas where it is most needed in times of dry

weather.

Continue to work in partnership with Local Authorities to
plan how to mitigate known flooding areas in the future by
preventing rainwater entering sewers.

Maintain and operate our assets in ways which protect service levels, and make sure that future generations inherit assets that have been well looked after and are future proof.

Repairing and ing our assets: that will have to spend more money in the future:

Maintain our pipes and treatment works so that they continue to deliver current levels of service by spending less than now and focusing more on reacting to
failures

Replace old water pipes that are vulnerable to bursts at a rate that means by 2033 the number of bursts could double compared to today. About 12,000 prop
could be affected by interruptions to their water supply about 6 times per year.

Scenario TURQUOISE:
What an increase could look like on your bills between 2027 and 2033

Example: Council Band A (no discount)

- Households would pay on average £8 more than they did the year before, every year between '  Theincreases below are based in ‘real terms'.
They are presented in terms of value of money

today, as we don't know what will happen with

2027 and 2033

- By 2033, households would be paying £51 more per year, than they did in 2027 future inflation.
Council Tax Band No Discount Single Person 25% Discount Full Discount 35%
In 2033 households In 2033 households In 2033 households
N—— | would be paying Average would be paying this Average would be paying
PEE i this amount more annual amount more per annual this amount more
LU peryear, then they incl e year, then they did in increase per year, then they
did in 2027 2027 did in 2027
A £8 £51 £6 £38 £5 £33
B £10 £59 £7, £44 £6 £38
@ £ £68 £8 £51 £7 £44
D £13 £76 £y £57 £8 £49
E £16 £93 £ £70 £10 £60
F £18 £110 £14 £82 F12 £71
G £21 £127 £16 £95 £14 £82
H £25 £152 £19 £114 £16 £99

Alcent

Stimulus Deck -RR-14 May 2025

Page 5 of 7



SR27 Customer Expectations

f ! 1" Scottish Water has played a key role in 3
- : : . ] cottish Water has played a key role in
i 2 i ? i A 5 ? i
i Scotland’s tap weter :‘en?alns a source of i Scotland’s rivers and seas |m|:rove%'and'our communities. ! i enabling Scotland's sustainable :
{ national pride - are protected from flooding I economic and housing growth ]
b 9

Meeting our legal obligations to t and distribute our legal obligations to treat everything we collect in Support Scotland’s economic and housing

your drinking water to ensure it is always safe, clear and bur sewers and drains to the right standards, so that clean water is growth by being ready to connect new

tastes great returned safely back into Scotland’s environment businesses and properties to our networks

Internal Sewer Flooding

Number of people living with the worry of internal sewer flooding
will reduce (from c.430 to c. 315 properties)

Maintain and operate our p
of water that is lost from burst pipes

Managing rainwater

Reduce the number of outdoor floods caused by sewers
overloaded with rainwater from 3,000 to 2,800 by increasing the
size of our sewers.

of

ing Supply and D

drinking water
Reduce levels of leakage and improve our ability
to treat water and move it to the areas where it is
most needed in times of dry weather in 7 areas.

Modernise water treatment works which are
coming to the end of their lives — serving around
900k customers.

Prevent rainwater from entering sewers, by extending
par ips with Local ities to deliver projects at city
scale that help communities adapt to climate change using
nature-based solutions, starting in Edinburgh, Glasgow and
Dundee - reducing the flooding risk for up to 200,000
customers.

Maintain and operate our assets in ways which protect service levels, and make sure that future generations inherit assets that have been well looked after and are future proof.

Repairing and replacing our assets:
Maintain our pipes and treatment works so that they continue to deliver current levels of service by spending the same as now

Replace old water pipes that are now at the end of their life at a rate that means that by 2033 the number of bursts could stay the same as today. About 4,800 propertie:

could be affected by interruptions to their water supply about 6 times per year.

Example: Council Band A (no discount)

- Households would pay on average £31 more than they did the year before, every year

between 2027 and 2033
- By 2033, households would be paying £184 more per year, than they did in 2027

Council Tax Band

B 6 Epd ™M B O B >

Balancing Supply
and Demand of
drinking water

Internal Sewer
Flooding

Managing
rainwater

Repairing and
replacing our
assets

No Discount
In 2033 housnh‘olds
did in 2027
£31 £184
£36 £215
£41 £246
£46 £276
£56 £338
£66 £399
£77 £460
£92 £552
TURQUOISE

Maintain current levels of leakage BUT no change to
our ability to treat water and move it to the areas
where it is most needed in times of dry weather.

Number of people living with the worry of internal
sewer flooding about the same as they are today (c.
430 properties).

Reduce the number of outdoor floods caused by
sewers overloaded with rainwater from 3,000 to
2,880, by increasing the size of our sewers.

Continue to work in partnership with Local Authorities
to plan how to mitigate known flooding areas in the
future by preventing rainwater entering sewers.

Maintain our pipes and treatment works so that they
continue to deliver current levels of service by
spending less than now and focusing more on reacting
to failures

Replace old water pipes that are vulnerable to bursts
at a rate that means by 2033 the number of bursts
could double compared to today. About 12,000
properties could be affected by interruptions to their
water supply about 6 times per year.

The increases below are based in ‘real terms’.
They are presented in terms of value of money
today, as we don't know what will happen with

future inflation.

Single Person 25% Discount

Full Discount 35%

In 2033 households in308
2 households
N would be paying Average 5
Average annual would be paying
this amount more annual N
increase this amount more
per year, then they increase
e per year, then
they did in 2027
£23 £138 £20 £120
£27 £161 £23 £140
£31 £184 £27 £160
£35 £207 £30 £180
£42 £253 £37 £219
£50 £299 £43 £259
£58 £345 £50 £299
£69 £414 £60 £359

[ ______nqua | COBALT

Maintain current levels of leakage and improve
our ability to treat water and move it to the areas
where it is most needed in times of dry weather
in 2 areas.

Number of people living with the worry of
internal sewer flooding about the same as they
are today (c. 430 properties).

Reduce the number of outdoor floods caused by
sewers overloaded with rainwater from 3,000 to
2,800 by increasing the size of our sewers.

Continue to work in partnership with Local
Authorities to mitigate 10 known local flooding
areas by preventing rainwater entering sewers.

Maintain our pipes and treatment works so that
they continue to deliver current levels of service
by spending less than now and focusing more on
reacting to failures

Replace old water pipes that are vulnerable to
bursts at a rate that means that by 2033 the
number of bursts could increase by 25% compared
to today. About 6,000 properties could be
affected by interruptions to their water supply
about 6 times per year.

Reduce levels of leakage and improve our ability to
treat water and move it to the areas where it is
most needed in times of dry weather in 7 areas.

Modernise water treatment works which are
coming to the end of their lives - serving around
900k customers.

Number of people living with the worry of
internal sewer flooding will reduce (from c.430 to
€315 properties).

Reduce the number of outdoor floods caused by
sewers overloaded with rainwater from 3,000 to
2,800 by increasing the size of our sewers.

Prevent rainwater from entering sewers, by
extending partnerships with Local Authorities to
deliver projects at city scale that help
communities adapt to climate change using
nature-based solutions, starting in Edinburgh,
Glasgow and Dundee — reducing the flooding risk
for up to 200,000 customers.

Maintain our pipes and treatment works so that
they continue to deliver current levels of service by
spending the same as now

Replace old water pipes that are now at the end
of their life at a rate that means that by 2033 the
number of bursts could stay the same as today.
About 4,800 properties could be affected by
interruptions to their water supply about 6 times.
per year.

Alcent
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NHH Bill Slides

In 2033 businesses would T T ST S ey
be paying this amount » These costs are Scottish Water’s

more per year, then they wholesale charges only. They do not
did in 2027 reflect the total amount you may
£500 £25 £150 pay to your Licenced Provider (this

Annual Bill Average annual increase

i
' i
' i
H '
' i
t will vary) !
£750 £37 £225 i '
£1,000 £50 £300 | > The increases are based in ‘real !
4 : terms’. This means they are '
£1,250 £62 £375 ! presented in terms of value of i
£1,500 £75 £450 | money today, as we don't know '
’ ' what will happen with future i
£1,750 £87 £525 | inflation. !
| P S SR P
£2,000 £100 £600
£3,000 £150 £900 Example: Business with a £5,000
annual water bill
£4, .
0o = £ - Business would pay on average £250
£5,000 £250 £1,500 more than they did the year before,
every year between 2027 and 2033
Y £500 000 - By 2033, the business would be
£20,000 £1,000 £6,000 paying £1,500 more per year, than
£30,000 £1,500 £8,995 they did n 2027
Scenario TURQUOISE:

What an increase could look like on your bills between 2027 and 2033

In 2033 businesses would
be paying this amount

» These costs are Scottish Water’s

i
Annual Bill Average annual increase i ! H
more per year, then they . wholesale charges only. They do not !
4iid 10 2027 ! reflect the total amount youmay 1
£500 £71 ! pay to your Licenced Provider (this 1
3 I
£750 £18 £107 E will vary) i
I
£1,000 £24 £143 | » Theincreases are based in ‘real !
' ’ .
£1,250 £30 £178 ' terms’. Th|§ means they are [
. presented in terms of value of |
£1,500 £36 £214 ! moneytoday, aswe don'tknow |
i i '
£1,750 42 £249 ) Yvhat)mll happen with future H
' inflation. '
£2,000 £48 £285 N R A R R SR AR RS
£3,000 £71 £428 Example: Business with a
£4,000 £95 £570 £5,000 annual water bill
£5 000 - Business would pay on average £119
‘ £119 i more than they did the year before,
£10,000 £238 £1,425 every year between 2027 and 2033
£20,000 - By 2033, the business would be
& £475 £2,851 paying £713 more per year, than
£30,000 713 £4,276 they did in 2027

In 2033 businesses

Average annual would be paying this
increase amount more per year,
then they did in 2027

» These costs are Scottish Water’s

wholesale charges only. They do not
reflect the total amount you may

Annual Bill

1
! i
! |
! i
1
£500 £43 £259 ! pay to your Licenced Provider (this |
1 will vary) ]
£750 £65 £389 ! i
1
£1,000 £86 £519 | > Theincreases are based in ‘real 1
£1.250 | terms’. This means they are !
L 408 £DE | presented in terms of value of '
£1,500 £130 £778 . money today, as we don't know 1
! what will happen with future 1
£1,750 £151 £908 i inflation. !
£2,000 £173 £1,037 STEssERSeosToEsSoRSondinss
£3,000 £259 £1,556 Example: Business with a
£4,000 £346 £2,075 £5,000 annual water bill
- Business would pay on average £432
£5,000 £432 £2,594 more than they did the year before,
£10,000 £865 £5,187 every year between 2027 and 2033
- By 2033, the business would be
£20,000 £1,729 £10,375 paying £2,594 more per year, than
£30,000 £2,594 £15,562 they did in 2027

Afcent Stimulus Deck -RR-14 May 2025 Page 7 of 7
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Additional Information

Full details of the research design and methodology are available upon request.

Accent conforms to the requirements of ISO 20252:2019.

The following information on qualitative work is available upon request:

Recruitment methodology (e.g. postal, telephone, online, telephone to web),

The number of interviewers or moderators, if applicable,

The fieldworker/moderator validation methods, if applicable,

The documents, materials or products used, if applicable,

A statement that the results of qualitative research cannot be projected onto the overall
population due to sample selection, interviewing methods, and sample size,

Interview duration,

Quotas/sample selection,

Identity validation results, where relevant,

De-duplication statistics and methods,

Measures and outcomes of participant engagement monitoring,

Participation exclusion and completion rates, including methods used to calculate them,

Details of any subcontracting

Alcent
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1.1

1.2

1.3

Licensed Providers Research Report

Executive Summary

Introduction

Scottish Water is developing its business plan for the Strategic Review period 2027-2033
(SR27). The draft version of the plan was submitted in June 2025, with the final version
due to be released by February 2026. The SR27 business plan will build on Scottish
Water’s Long-Term Strategy for the next 25 years and its existing Strategic Plan (published
in 2020) which is focused on achieving service excellence, going beyond net zero
emissions and providing great value and financial sustainability, in support of a flourishing
Scotland.

A crucial aspect of the strategic review process is engagement with customers,
stakeholders and communities to understand their priorities and expectations. This
feedback influences decisions on:

B Service improvements;
B [nvestment in infrastructure and technology; and
B Customer affordability and tariff structures.

Previous research

A previous piece of qualitative research was conducted in January 2025, which was
designed to explore domestic and business customer views and expectations for SR27.

This included identifying customer responses to three high level investment scenarios.
These scenarios were based on three charging structures and positioned as a starting
point for discussion. They reflected Scottish Water’s thinking in the early stages of
developing their Draft Business Plan and contained potential outcomes and their
associated cost for Scottish Water. It was explained to participants that these were early
draft scenarios. Customers were also shown the impact that each investment scenario
would have on their bills.

Domestic and business customers were also asked their views on the importance of four
specific choice areas and what is good and not good about the individual elements of
each choice area. These were selected by Scottish Water as areas where customers could
influence how far and quickly Scottish Water might deliver in these areas as opposed to
required areas which Scottish Water must legally deliver.

Objectives

Following the previous research, Scottish Water commissioned Accent to deliver a further
piece of qualitative research in March 2025.

A-C'CEHt 3682 Licensed Providers Research Report ¢EF/RRe24 Jun 2025 Page ii of vi



1.4

1.5

Licensed Providers Research Report

On this occasion, the overarching objective was to gather the views of Licensed Providers
(LPs) to form part of the overall customer and stakeholder story that will inform the
development of the SR27 plan.

The specific objectives included understanding unprompted priorities through:

B Establishing unprompted expectations for Scottish Water over the SR27 period to
understand what LPs need;

B Understanding what LPs think their business customers would want Scottish Water
to focus on; and

B Sharinginsight of unprompted priorities identified by businesses in the SR27 research
to validate whether views are aligned.

Another objective was to assess response to the choice framework and review how
businesses responded in the previous research by:

B Exploring LPs’ response to the four key choice areas of balancing supply and demand,
sewer flooding, managing rainwater and repairing assets; and
B Sharing insight of how businesses responded to the high-level investment scenarios
to understand whether views are aligned. The scenarios are:
— Turqguoise — a lower paced investment scenario with a CPl +2% bill increase;
— Agua —a medium paced investment scenario with a CPl +4% bill increase; and
— Cobalt — a faster paced investment scenario with a CPI +6.5% bill increase.

Finally, there was an objective to explore areas of focus for the future business plans of
LPs and whether they align with Scottish Water’s areas of focus.

Methodology

Twenty-one LPs were invited to take part in this research which used a qualitative
methodology comprising in-depth interviews.

Representatives from six LPs agreed to participate and these findings represent their
views. Findings should not be generalised to represent all LPs who may have differing
views.

Baseline Perceptions of Scottish Water

Participating LPs shared their views on Scottish Water, both from their own perspective
and from the perspective of their business customers.

Overall, LPs expressed a positive view of the service they received from Scottish Water,
citing the following reasons:

B Accurate billing;
B Responsive Account Managers;
B Proactive communication and positive interactions;
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B Good portal set-up and information and data that is good and ahead of the
competition; and
B Speedy resolution of problems.

When discussing feedback from their own customers on Scottish Water, LPs noted that
many businesses expressed 'neutral satisfaction.' Water was often taken for granted, and
as a result, customers seldom provided feedback.

Although LPs were broadly positive about Scottish Water, they did suggest certain
improvements which they felt would be beneficial for them:

B More proactive communication of price increases;

B Communication of key investment decisions and their benefits to help LPs justify price
increases;

B Improving smoothness of new connections supply chain; and

B Changes to charges/payment terms.

1.6 Challenges for Licensed Providers

Three overarching themes; economic, regulatory and reputational, were raised by LPs as
key challenges. LPs believe they are operating in challenging economic times with low
margins and a tough environment for their business customers who feel under financial
pressure.

LPs note that there is a growing alignment between Scottish and English markets and that
the time and cost required to review regulatory documents from both markets, coupled
with the need to update systems in response to regular changes, represents a burden.
LPs also raise concerns regarding reputational challenges, particularly in light of the
growing media and regulatory scrutiny faced by the water industry in England.

1.7 Expectations of Scottish Water

When asked about their expectations of Scottish Water during SR27, LP participants
expressed a desire for the organisation to provide the following:

©

Billing and charges Speedy Response Smart Meters Water efficiency Communications
Cashflow changes » 24/7 * Roll out of smart = Surface water drainage + Communicate
Accurate billing * Quick response times meters feels important * Support with business plan metrics
Transparent charges * ‘Boots on the ground” for businesses to communications to * Give longer notice of
Charges that can sometimes take maonitor usage businesses price increases
incentivise water up to 2 weeks * Champion water + Give longer notice of
efficiency and demand + Greater focus on the efficiency projects pilot/changes
based charginge.g. Islands * Change charges to + Provide good news
volumetric charges support e.g. small stories to ensure
standing charge and greater reputation
higher per usage costs management

* More collaboration e.g.
provide funds to bid for
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Figure 1: Licensed Providers’ expectations of Scottish Water for SR27

The expectations that LPs believe their business customers have for Scottish Water are
as follows (bullet points in red italics were not mentioned by business customers during
the previous research):

Quality of Water Asset maintenance Security of Supply Sewage/Flooding Cost
Clean, drinkable, tasty Maintain pipes = 24/7/365 * Good sewage removal * Reasonable costs
Frequent testing Address/fix leaks * Reliable service * Good drainage *Good VFM
Consistency Improve network = Back-up supplies * Bathing/river water *Volumetric charging

critical to ensure water

Pre-notification businesses * Stop releasing charging

Good pressure is » Efficient repairs * Large manufacturing quality * Incentive based

can move around big Maintenance outside * Hospitals/prisons that pollution * Greater efficiency from
sites of business hours need back-up supply * CSO sanctions Scottish Water
* Good pressure is * Investin storage
essential for solutions
manufacturing
processes

Do not reduce pressure

to manage leakage

1.8

Figure 2: Licensed Providers’ views on the expectations of their business customers for Scottish
Water during SR27

Response to Choice Areas

LPs were shown the four potential choice areas — balancing supply and demand, internal
sewer flooding, repairing and replacing assets and managing rainwater — used in the
programme of research with household and business customers earlier this year. They
were asked about how impactful each area was for their customers and their views on
the importance of them.

Balancing Supply and Demand

Ensuring investment to maintain a consistent water supply and pressure is seen as critical
to business operations, particularly for larger manufacturers. LPs are keen for Scottish
Water to prioritise water efficiency measures and explore storage solutions within this
area.

Internal Sewer Flooding

Some progress is considered necessary by LPs to address this issue, which they describe
as an emotive topic and one that can lead to complaints from their business customers.

Repairing and Replacing Assets

For this investment area, LPs feel that there is a need for investment that manages the
risk of future outages as the continuity of supply is endangered if assets fail. However, it
is noted that bursts are rare and well managed by Scottish Water and that a pragmatic
approach is required to avoid high price rises for their customers.

Managing Rainwater
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Managing rainwater is believed to be a more urgent concern than drought with LPs
wanting to manage the future risk of flooding. However, given that flooding is not a
concern for all of their customers, LPs suggest Scottish Water should focus on localised
areas where the risk of flooding is higher.

Response to High Level Investment Scenarios

LPs were shown the three investment scenarios (Turquoise, Aqua and Cobalt), which
contain potential outcomes and their associated costs to Scottish Water, used in the
previous programme of research. As well as the content of the scenarios, LPs were
presented with the feedback on the scenarios from business customers in the previous
research. This feedback can be found in Appendix B.

The response of LPs to the investment scenarios is broadly consistent with the previous
business research.

Areas of consistency with previous business research:

Consistent with the research undertaken with business customers previously, none of the
three high level investment scenarios are viewed positively as the balance between cost
increases and speed of outcomes does not feel right and the scenarios do not meet
expectations of building pride in Scottish Water. LPs want Scottish Water to be mindful
of cost increases given the economic situation. In terms of specific scenarios, the progress
of Turquoise feels slow and reactive, whereas the Cobalt outcomes are better but the CPI
+6.5% increase is seen as prohibitive and having a negative impact.

Areas of difference with previous business customer research:

Differing from the previous business customer research, LPs have a short-term focus and
feel the need to look after business interests as they operate low-margin businesses and
are worried about the impact of cost increases on customer churn. There is a feeling
amongst certain LPs that the service their businesses receive works well, so does not need
to improve and that if one of the scenarios had to be chosen, Turquoise would be
sufficient. None of the businesses in the previous research selected the Turquoise
scenario as their preferred option. However, LPs were not shown indicative bill amounts
for each scenario, unlike businesses in the previous research, which may explain some of
the areas of difference with the previous research.

summary

LPs are generally positive about the service they and their business customers receive
from Scottish Water, although they feel there is still room for improvement. Their
expectations of Scottish Water during SR27 are focused primarily on billing, response
times, metering, water efficiency and communications.
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INTRODUCTION

Background

Scottish Water is developing its business plan for the Strategic Review period 2027-2033
(SR27). The draft version of the plan will be published in June 2025, with the final version
due to be released by February 2026. The SR27 business plan will build on Scottish Water’s
Long-Term Strategy for the next 25 years and its existing Strategic Plan (published in 2020)
which is focused on achieving service excellence, going beyond net zero emissions and
providing great value and financial sustainability, in support of a flourishing Scotland.

A crucial aspect of the strategic review process is engagement with customers,
stakeholders and communities to understand their priorities and expectations. This
feedback influences decisions on:

B Service improvements
B Investment in infrastructure and technology
B Customer affordability and tariff structures.

A previous piece of qualitative research was conducted in January 2025, which was
designed to explore domestic and business customer views and expectations for SR27. This
included identifying customer responses to three high level investment scenarios.
Comparisons between this research and the previous research are marked throughout this
report.

As a critical part of the business supply chain, and key Scottish Water customers, it is
important to also understand the unprompted priorities of Licensed Providers (LPs) and
their views on what they and their business customers require for SR27.

Objectives

The overarching objective was for this research to form part of the overall customer and
stakeholder story that will inform the development of the SR27 plan.

This includes understanding unprompted priorities through:

B Establishing unprompted expectations for Scottish Water over the SR27 period to
understand what Licensed Providers need

B Understanding what Licensed Providers think their business customers would want
Scottish Water to focus on

B Sharing insight of unprompted priorities identified by businesses in the SR27 research
to validate whether views are aligned.
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Another objective was to assess response to the choice framework and review how
businesses responded in the previous research by:

B Exploring LPs” response to the four key areas of balancing supply and demand, sewer
flooding, managing rainwater and repairing assets

B Sharing insight of how Businesses responded to the High-Level Investment scenarios
(Turquoise, Aqua and Cobalt) to understand whether views are aligned.

Finally, there was an objective to explore areas of focus for the future business plans of LPs
and whether they align with Scottish Water’s areas of focus.
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METHODOLOGY

Introduction: Qualitative research approach

This study qualitatively explored the views of Licensed Providers to support the
development of Scottish Water’s SR27 plans. As a qualitative research project, the findings
are not intended to be statistically representative.

The research was conducted through one-hour, in-depth interviews. Scottish Water
identified key contacts from all Licensed Providers and supplied Accent with a list of these
contacts, who were aware of the upcoming research. Accent then invited all of these
individuals to take part in the interviews. No incentives were offered for participation.

The interviews followed a semi-structured format, guided by a topic guide that was
developed in collaboration with Scottish Water and its stakeholders. This topic guide can
be found in Appendix C. While there was no formal pre-task, participants were provided
with a summary of the discussion topics ahead of the interview to support their
preparation.

Interviews were conducted between 27™ March and 4% April 2025 and were carried out
online via Zoom.

Research Sample

Six LPs agreed to participate and were interviewed by Accent moderators. As this is a
minority of LPs, the findings of this research should not be generalised to represent the
views of all LPs.

All participants were experienced senior water industry professionals, including Directors
and Head of Departments, many of whom had been involved in the Licensed Provider
market since its inception or had previously worked at Scottish Water.

LPs agreed to participate in the research with the understanding that all findings would be
anonymised. Given the low sample numbers, all findings are combined to ensure
confidentiality of response.

The sample consisted of four small, one medium and one large LP as defined by self-
reported percentage of market share. A more specific size definition for each LP has not
been provided to preserve anonymity.
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Sample Observations

Some companies included in this research were operating in Scotland and England with
participants very aware of challenges in England, including dealing with PR24 price
increases.

Participants tended to frame Scottish Water as ‘better than” English companies and there
was frustration for some LPs that English regulators make decisions and Scotland tends to
follow despite being the original open market for business customers.

The research took place at a time when water and waste water prices were rising in
England and Scotland and companies were trying to proactively contact some of their
higher usage businesses to discuss bills and water efficiency strategies. Two perspectives
were observed on the increase in Scottish Water prices:

B Positive — rises provide a greater focus on water and waste water and prompt
discussions about water efficiency

B Negative — price rises are not good for businesses under financial pressure and could
cause churn.

In line with previous business research, see SR27 Customer Expectations Final Report
(March 2025) for further details, Licensed Providers observed that businesses with low
water consumption typically pay less attention to their water bills and usage. Like
domestic customers, these businesses often perceive water as a basic commodity that
is largely taken for granted.

Water and waste water bills are generally viewed by these customers as relatively
affordable compared to energy costs, making it more difficult for Licensed Providers to
engage them in discussions about value-added services and water efficiency measures.

“Most smaller business don’t care about Scottish Water. They don't care as long as they
are left alone. They just presume that water supply and quality will be good at a relatively
low price”

Licensed Provider

With higher water users, LPs observed that there has been a noticeable shift over the last
five years with more of their business customers focusing on Environmental, Social and

Governance (ESG) policies. Higher water users are also perceived by LPs to be more aware
of rising costs and more open to water efficiency measures.

Project Materials

Project materials included in this report can be found in:

B Appendix B: Stimulus provided to Licensed Providers
B Appendix C: Topic guide.
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FINDINGS

Licensed Provider Business Plans

LPs were asked about the key priorities and areas of focus in their own business plans. A
number of themes were mentioned:

Service

B Quality service
B Responsiveness to customers.

Financial

B Debt reduction
B Remain profitable
B Focus on increasing higher value client base.

Environmental

B Helping business customers with their environmental transformation
B Innovative water efficiency
B Net zero.

Licensed Providers acknowledged a potential conflict of interest between promoting water
efficiency and managing their own financial performance. They noted that encouraging
their customers to use water more efficiently could lead to reduced consumption, and
consequently, a decrease in their own revenue.

Licensed Provider Challenges

Three overarching challenges were raised by Licensed Providers who believe they are
operating in challenging economic times with low margins and a tough environment for
their business customers who feel under financial pressure.

Economic challenges

Economic challenges were seen as the most significant type of challenge by LPs. Some of
the LPs commented that the market is not sustainable or working for retailers and there
was a request for improved communications from Scottish Water so that LPs can share
positive investment stories with business customers, especially at the time of price
increases.

Specific economic challenges include:

Cashflow

Scottish Water was perceived by Licensed Providers as applying stringent payment terms
that were viewed as unfavourable to their business operations. One example was the
requirement to pay Scottish Water three months in advance, while retailers typically
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collect payment from customers only after one month. This misalignment was reported to
create cashflow pressures and limit opportunities for investment and innovation. While
challenging for all Licensed Providers, the issue was considered particularly burdensome
for new entrants and smaller companies.

“We can only collect after 3 months so there is always a gap in finances”
Licensed Provider

Bad Debt/Vacant Properties

Bad debt was identified as a significant and persistent challenge. Licensed Providers
highlighted the current economic climate as particularly difficult for businesses, especially
in vulnerable sectors such as hospitality and retail, where some customers are unable to
pay their water and waste water bills. As LPs are not permitted to disconnect non-paying
business customers, they are left carrying the burden of unresolved debt on their balance
sheets.

“We can’t do anything about it as we are provider of last resort”
Licensed Provider
Low Margins
The market was felt to have low profit margins and therefore minimal headroom for debt
or investment.

“I think in general, the struggle of a retailer, which they will all tell you, is there's a very
low margin in the retailer market”
Licensed Provider

Market Price Rises

Significant price increases in the English market (as high as 50% in some cases) have had a
direct impact on Licensed Providers operating across both England and Scotland,
particularly those serving customers with sites in both regions. In addition to these English
market rises, the recent 10% increase in the Scottish market was also seen as difficult to
justify. Some Licensed Providers expressed concern that the rationale behind the increase
was unclear, and they struggled to see evidence of corresponding investment or service
improvements.

Regulatory challenges

Licensed Providers acknowledged the dynamic nature of the market and recognised the
potential benefits of aligning the UK markets. However, they expressed a preference for
streamlining documentation processes, which would help reduce the administrative
workload and improve operational efficiency. They note the following issues:

Regulatory Changes

Licensed Providers reported that significant regulatory changes in the Scottish and English
markets occur at least twice a year, leading to concerns about the potential for overlooking
key elements of new regulations. This increases the challenge of maintaining compliance.
Licensed Providers noted that the time and cost required to review all regulatory
documents, coupled with the need to update systems in response to changes, represents
a substantial and often unnecessary burden.
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“There might be one thing about compliance so you have to keep on top of it all and its
time consuming and we track every single thing that comes out of the requlators as there
might be a gem in there — I think in my first year there were 600 communications and
each signposted a different document that was 600 pages!”

Licensed Provider

“You have to keep on top of everything in case it’s relevant to your business”
Licensed Provider

Differences between Scottish and English Markets

There is a growing sense of alignment between the Scottish and English markets. This can
be viewed positively when wholesalers are operating in both markets but can lead to some
tensions. For example, there is a feeling amongst some LPs that Scotland is being
compelled to adopt changes originating in the English market, despite the distinct
regulatory and market conditions in Scotland. There is also a sense that the English
regulatory market is slower to respond than the Scottish regulatory framework which is
more agile.

“And so whenever there's a change brought in, whether it's say, by Scottish Water or the
regulator it has a knock on effect to our it systems and a cost in time and money to
resolve”

Licensed Provider

“There's a real sort of push to bring Scotland in line with England rather than England in
line with Scotland and the changes being proposed have a knock on effect on time and
budget”

Licensed Provider

Reputational challenges

Licensed Providers expressed a desire for positive case studies showcasing high service
levels, as these would help facilitate discussions with customers about proactive water
efficiency measures. Additionally, concerns were raised regarding reputational challenges,
particularly in light of the growing media and regulatory scrutiny faced by the water
industry in England.

Consistent with insight from the earlier SR27 research, Scottish businesses have picked
up on the poor operational performance in English market, either through negative
media coverage or having sites in England.

This shift in perspective creates a challenging environment for LPs discussing water
efficiency with their business customers. In the past, water companies were viewed
positively and without significant scrutiny. While Scottish Water's service is still generally
regarded positively by both LPs and their business customers, some LPs report that their
customers now perceive the situation in the English market as a cautionary tale and do not
wish for Scottish Water to be privatised. There is a growing belief by LPs that Scottish Water
must remain mindful of the infrastructure and environmental challenges facing England
and proactively plan for similar issues in the longer term.
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“It’s difficult to go out and tell a good story about water right now if we are trying to win
business”
Licensed Provider

Baseline Perceptions of Scottish Water

Licensed Providers were asked to share their perceptions of the service provided by
Scottish Water, both from their own experience and that of their business customers.
Overall, Licensed Providers expressed a highly positive view of the service they received
from Scottish Water, citing the following reasons:

B Accurate billing

B Responsive Account Managers

B Proactive communication, for example setting up a meeting with an LP when
inaccurate charging is discovered to plan a strategy rather than immediately charging
customer

B Positive interactions, such as providing advanced warning when putting in new
connections that could disrupt pressure/flows

B Good portal set-up

B Information and data that is good and ahead of the competition, for example up to
date site data

B Speedy resolution of problems.

“I really don't use any of that stuff (portal), and my first point of contact is the account
manager, and, to be honest, | can't praise them enough, because they're always
responsive”

Licensed Provider

"I don't really need anything more from them. They're actually great with us. Anytime we
require assistance, | would say they are more than helpful. "
Licensed Provider

"I would put them, probably joint top, or, if not, top of the whole list of 20"
Licensed Provider

When discussing feedback from their own customers on Scottish Water, Licensed
Providers noted that many businesses expressed 'neutral satisfaction." Water was often
taken for granted, and as a result, customers seldom provided feedback compared to other
utilities. However, larger businesses that rely heavily on water for their operations tended
to offer more positive feedback, citing consistent supply and good water quality. The only
issue raised by these larger businesses was the decision to remove long-term charging
agreements, which was viewed as 'a minor disruption to the relationship'.

“Scottish Water are well reqgarded and there are few issues that would affect the Business
customers — no hose pipe bans or big events”
Licensed Provider
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“We don’t get many good comments about Scottish Water as they take it for granted -

but then we get very few comments full stop
Licensed Provider

“We have never had any complaints from our Business customers....we tend to be

proactive and manage communications if there are changes to supply or pressure”

Licensed Provider

Improvements

Although LPs were broadly positive about Scottish Water, they did suggest certain
improvements which they felt would be beneficial for them:

B | Proactive communication —this is consistent with feedback from the previous research

with business customers

Provide more notice to LPs of price increases as Scottish Water knew prices were
going up but did not mention anything to LPs for some time

Provide more notice of pilot/changes to hydrochlorination

Provide good news stories about what Scottish Water are doing to infrastructure
and environmental policy to justify price increases.

B Smoothness of connections supply chain

New connections receive lower performance metrics than other areas

There are different players in the supply chain and when an Account Manager takes
a new connection request this is passed to Scottish Water who passes on to
operation team or third party

Sometimes there is a lack of ownership from the third parties

Overall, however, it was pointed out that even with these issues Scottish Water are
seen as better with new connections than other water companies.

"New connections can cause us some issues. But new connections is a very, you know,

specialist area"
Licensed Provider

B Surface water drainage

Currently Licensed Providers work with customers to reduce surface water drainage
and recycle water, however business is still charged even if a small amount of water
goes down the drain.

“Scottish water will come out and put a dye test. If they prove that any drop of that
rainwater from that site goes down into their drains, they will charge 100%. So you've
made the effort to stop the rainwater going there but they're charging 100% for it.”

Licensed Provider

B Charges/payment terms

Changes to Scottish Water pre-payment terms to alleviate LP’s cashflow related
issues with LPs feeling that debt is a major concern for them.
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Before exploring the unprompted expectations of businesses, as gathered during previous
research, Licensed Providers were asked what they believed Scottish Water should focus
on during the SR27 period, both for themselves and for their customers. The figure below

outlines the key expectations expressed by the LPs:

Figure 3: Unprompted Expectations of Licensed Providers

Billing and charges
Cashflow changes

Speedy Response Smart Meters
2417 * Roll out of smart

Accurate billing
Transparent charges
Charges that
incentivise water
efficiency and demand

Quick response times
‘Boots on the ground'
can sometimes take
up to 2 weeks
Greater focus on the

meters feels important
for businesses to
monitor usage

based charging e.g. Islands

volumetric charges

©

Water efficiency
Surface water drainage

* Support with

communications to
businesses
Champion water
efficiency projects
Change charges to
support e.g. small
standing charge and
higher per usage costs

* More collaboration e.g.

provide funds to bid for

Communications
Communicate
business plan metrics
Give longer notice of
price increases
Give longer notice of
pilot/changes
Provide good news
stories to ensure
greater reputation
management

"If it's on an island it can be like, well, we're not going there for 3 weeks, so they'll just
wait, which you know it treats them like a second class citizen.”

Licensed Provider

"What | would say is, even though water efficiency might not be a top priority for Scottish
Water it probably will be, and I'd like to think it will be moving forward."

Licensed Provider

Business Customers

side of Scottish Water.

Licensed Providers’ assumptions of what Business Customers would prioritise were very
consistent with what businesses prioritised in previous research.

The only areas of difference were that LPs focused more on the significance of water
pressure, the need for back up supplies for very large businesses and the wastewater

These areas of difference with previous business research are highlighted in red italics in

the Figure below:

ACcent
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Figure 4: What Licensed Providers think Business Customer Expectations would be

Quality of Water Asset maintenance Security of Supply Sewage/Flooding Cost
+ Clean, drinkable, tasty * Maintain pipes = 24/7/365 * Good sewage removal *Reasonable costs
* Frequent testing * Address/fix leaks * Reliable service * Good drainage *Good VFM
+ Consistency * Improve network * Back-up supplies * Bathing/river water *Volumetric charging
* Good pressure is = Efficient repairs = Large manufacturing quality *Incentive based
critical to ensure water * Pre-notification businesses * Stop releasing charging
can move around big * Maintenance outside * Hospitals/prisons that pollution * Greater efficiency from
sites of business hours need back-up supply * CSO sanctions Scottish Water
+ Good pressure is * Investin storage
essential for solutions
manufacturing

processes
Do not reduce pressure
to manage leakage
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Response to Business Customers’ Unprompted Priorities

LPs were shown a summary of business customers’ unprompted expectations (see
Appendix B), organised into basic, ‘nice to do” and ‘icing on the cake’ tiers.

They were unsurprised by the majority of expectations with these exceptions:

Sewage/Bathing and river water quality

LPs were surprised that this was included by business customers in their basic expectations
but noted that for businesses in coastal or tourist areas this would be a priority and that
this might be a proxy for general environmental concerns.

Water conservation

LPs expected water conservation to be more of a priority as bill increases will mean water
efficiency is required with smart meters critical for accuracy. This was partly prompted by
recent experiences with larger businesses demanding greater water efficiency, sometimes
as a result of having sites in the South of England where drought has led to businesses
expecting more proactive action on water efficiency.

However, there was an understanding that smaller businesses might be nervous about the
introduction of smart meters.

Cost and reward

There is an expectation that this area will become more important to business customers
over the next strategic review period due to increasing water and waste water bill
amounts.

LPs also observed that certain expectations related to communications, accountability and
relationships were more suitable for retailers to fulfil rather than Scottish Water directly.
They were not, however, surprised by these expectations as they noted that smaller
businesses are not always aware of the roles of a retailer and of Scottish Water.

"That whole box just does feel like a retailer part if you see what | mean, and likewise the
relationship part. It's all good for Scottish water having a relationship, but that, again, is
probably what the retailer should be doing."

Licensed Provider
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In addition, LPs highlighted that Scottish Water were making progress in some of these
areas, for example supporting green spaces, and that they should take the opportunity to
communicate these projects directly to business customers.

This mirrors insights from the business customer research where it was felt that there
was a need for more communication on Scottish Water’s successes.

"They do support green spaces. So | think maybe Scottish water could actually advertise
maybe a bit more of what they do, you know, sing all the good things they do. They
probably don't shout it out enough.”

Licensed Provider

Response to Investment Areas

LPs were shown stimulus containing four of Scottish Water’s proposed choice areas —
balancing supply and demand of drinking water, repairing and replacing our assets, internal
sewer flooding and managing rainwater —and the proposals for investment for each area.
Their reflections on each choice area are shown in the sections below. The stimulus shown
to LPs can be found in Appendix B.

LPs were also asked if there was any alignment or conflict between their business plans
and Scottish Water’s high level investment scenarios. LPs noted that there was nothing in
Scottish Water’s plans that directly related to LPs and that they would be looking for
support from Scottish Water with regard to their customers’ water efficiency.

Balancing Supply and Demand

Balancing supply and demand is recognised as an important investment priority which is
likely to become a greater issue with increased connections and future drought issues,
although it is not currently a major issue for business customers who suffer more, if at all,
from flooding.

“In all the years I've done this | don't know anybody that's struggled for water because of
a drought but maybe there are shortages at a local level so moving the water around is
important”

Licensed Provider

Connecting systems to ensure 24/7 supply is felt to be critical for business customers
where the operational cost of water outages would be significant.

“This is about Security of Supply so it's definitely an issue and there's definitely pockets of
areas where exactly they are extracting from rivers and river levels are getting very, very
low on occasions, and probably the agricultural sector is a bit more vulnerable to that,
and probably a bit more aware of it than other areas. So there's definitely need for this”
Licensed Provider
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LPs were not convinced that businesses would be that concerned about reducing the
amount of water taken from the environment. However, maintaining water quality was a
key priority with LPs reporting that some of their businesses choose to base themselves in
Scotland because of the water quality.

"I see that as retaining the good quality that we have already"
Licensed Provider

This feedback is consistent with insight from the business customer research where
constant supply and pressure were crucial for all businesses who could not afford to
have water disruption, particularly larger manufacturing and agricultural businesses
which could lose money if processes were affected.

Recommendations from LPs were that Scottish Water focus on storage solutions and water
efficiency first to alleviate network pressure.

Repairing and Replacing Assets

Repairing and replacing assets was widely acknowledged as a critical investment priority,
as ensuring that assets are efficient and fit for purpose is essential to maintaining the
security of supply, which is fundamental.

That said, Licensed Providers are pragmatic and understand the need for a phased
approach to manage costs for business customers. They also noted that the impacts of
burst pipes on their customers are generally not severe.

“I mean, they really need to be proactive rather than reactive but they're not going to
impact a business customer particularly. They'll have the odd occasion where they'll have
a burst and they'll be out but it's very small”

Licensed Provider

Licensed Providers acknowledged that Scottish Water is highly regarded for its quick
response to burst pipes and for providing bottled water when supplies are interrupted.
However, they expressed a desire for Scottish Water to adopt a more proactive, diagnostic
approach using the data it holds (such as information on pipe vulnerability) to better
anticipate and prevent issues before they occur.

Improving innovation and efficiency in this investment area through engaging the public
and universities was suggested by one LP.

Consistent with business customers in the previous piece of research who were also
concerned about the risk of future outages which could have a significant negative
impact on their businesses.
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Internal Sewer Flooding

Internal sewer flooding was felt to be something that needs to be managed down over
time regardless of relevance or impact on individual businesses. It cannot be neglected as
it’s a health hazard, a ‘very emotive kind of topic’ and may impact on their customers.

“If you get sewage backing up into your property, | mean, it's a health and safety hazard.
And it's disgusting. They're just failing at one of their very basic services”
Licensed Provider

Sewer flooding is an issue that leads to customers complaining as sites have to close when
it occurs. Furthermore, it’s also an environmental hazard as when it rains the overspill goes
into nearby water courses.

“It's a quick one to get customers complaining, of course, and obviously the
environmental impact”
Licensed Provider

As with business customers in the SR27 research, LPs describe sewer flooding as an
emotive issue where some progress is needed even though it does not really impact on
the majority of their business customers.

Managing Rainwater

Managing rainwater was seen as an issue to be addressed at a local level. While it is
recognised as a future risk, LPs taking part in this research believe it is not a widespread
concern for their business customers currently, with only those in specific areas or flood
plains being affected. Licensed Providers emphasized the importance of managing flooding
and exploring creative solutions such as soakaways, particularly for new developments. For
one Licensed Provider, however, this was considered a less critical issue compared to
priorities like water efficiency and smart metering.

“We are getting more flooding than drought so this is important. We get massive dumps
of water within a short space of time so | would expect the infrastructure to be able to
deal with that”

Licensed Provider

"We've not had a huge impact on this side ourselves. And | suppose I'm trying to think if
we've had any flooding events for any of our major customers. | can't think of any, but
obviously they will have happened somewhere in Scotland."

Licensed Provider

Consistent with previous business research, LPs discuss managing rainwater as an
increasing problem that will need to be managed but is not a major concern for their
customers right now.
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Response to High Level Investment Scenarios

Licensed Providers were presented with the three high-level investment scenarios —
Turquoise, Aqua, and Cobalt — that had previously been shown to business customers
during earlier research. They were also provided with a summary of the feedback business
customers had given in response to these scenarios which can be found in Appendix B.

Turquoise — CPI +2% High Level Investment Scenario

Licensed Providers were not surprised by the negative feedback on the Turquoise scenario,
as its limited progress and pace were perceived as underwhelming. It was viewed as a
largely reactive approach that could risk replicating some of the challenges seen in the
English water sector.

However, the lower cost associated with this scenario was recognised as potentially
beneficial for business customers and could help reduce customer churn for LPs. That said,
LPs noted it would be more difficult to promote water efficiency services to customers
under this scenario, given the limited emphasis on proactive investment.

“Even a 2% rise will be difficult for businesses especially the hospitality industry which has
been struggling since covid and the retail industry right now”
Licensed Provider

“From my customers perspective | would probably say 2% does the job”
Licensed Provider

Aqua - CPI +4% High Level Investment Scenario

As with the Turquoise scenario, Licensed Providers were not surprised by business
customer feedback on the Aqua scenario. While they acknowledged that some progress
would be achieved under Aqua, it lacked the ambition needed to instil a sense of pride,
particularly due to its failure to address issues such as leakage.

Moreover, the proposed CPl +4% cost increase was viewed as relatively high, with LPs
guestioning the overall value for money. Given that the current service from Scottish
Water is perceived as satisfactory, and there is little concern about service deterioration,
LPs were generally not supportive of this scenario, citing a low risk of customer churn and
limited incentive for change.

“Things are working well so why not continue and | have a duty to keep their costs low”
Licensed Provider

Cobalt — CPI +6.5% High Level Investment Scenario

As with the other scenarios, Licensed Providers were not surprised by the feedback from
business customers, particularly the concern around the proposed CPl +6.5% increase
under the Cobalt scenario. LPs felt strongly that many businesses would struggle to absorb
such a rise in the current economic climate. They expressed concerns about a potential
increase in bad debt, the risk of business closures, and a resulting rise in vacant properties.
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Additionally, there were worries that the higher charges could lead to increased customer
churn.

“All of the evidence for spending money is there in terms of infrastructure BUT not at this
cost”
Licensed Provider

“They want more but they don't want to pay for more. That's what it always comes down
toll
Licensed Provider

Licensed Providers acknowledged that the Cobalt scenario addresses key concerns around
service interruptions — particularly for larger water users — which they felt explained the
support it received in previous research. They appreciated that this scenario made
progress across a broad range of areas, which was seen as a positive, incremental
approach. However, there was a shared view that the overall outcomes did not represent
a significant step change, especially in light of the proposed CPl +6.5% price increase. As
such, many LPs questioned whether Cobalt offered sufficient value for money.

“The only thing that would really drive higher cost is a significant risk of business
interruption. The cost for us to be down for even a day would far outweigh any cost
increases”

Licensed Provider

High Level Investment Scenario Summary

Licensed Providers who participated in this research were not surprised by the feedback
offered by business customers on the scenarios in the previous research. They felt that the
scenario outcomes should be more ambitious to justify the cost increase. This cost increase
concerned many of the LPs given recent water and waste water bill increases and the tough
financial situation faced by the businesses they represent.
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Additional Information

Full details of the research design and methodology are available upon request.

Accent conforms to the requirements of ISO 20252:2019.

The following information on Quantitative work is available
upon request:

The fieldwork method (e.g. in-person, telephone or online,
individual or group interviews, synchronous or
asynchronous),

The target group and sample selection methods,
Assessment of sample representation of target population
and respective implications,

The sampling method, including size of planned and
achieved sample, reasons for differences in planned and
achieved and how any problems in this respect were dealt
with,

Response rate where probability samples were used and its
definition and calculation method,

Participation rate where non-probability samples were
used,

The number of interviewers or moderators, if applicable,
The fieldworker/moderator validation methods, if
applicable,

The questionnaires, any visual exhibits or show cards, and
other relevant data collection documents,

The weighting procedures, if applicable,

Any methods statistical analysis used,

The estimating and imputation procedures, if applicable,
The results that are based on subgroups and the number of
cases used in subgroup analysis,

Variance and estimates of non-sampling errors or
indicators thereof (when probability samples are used).

The following information on Qualitative work is available upon
request:

Recruitment methodology (e.g. postal, telephone, online,
telephone to web),

The number of interviewers or moderators, if applicable,
The fieldworker/moderator validation methods, if
applicable,

The documents, materials or products used, if applicable,
The interview and/or discussion guide,

A statement that the results of qualitative research cannot
be projected onto the overall population due to sample
selection, interviewing methods, and sample size,
Interview duration,

Quotas/sample se