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Executive Summary  

Advisory note  

The purpose of this executive summary is to provide a high-level summary of the findings of the 

quantitative stage of Northumbrian Water Limited’s (NWL) Acceptability and Affordability Testing (AAT) 

research. Full detail can be found in the remainder of this report. 

Background and context to Acceptability and 

Affordability Testing 

Northumbrian Water Limited (NWL) serves 2.1 million Households and businesses in two operating areas 

covered by Northumbrian Water (NW) and Essex & Suffolk Water (ESW). NW is a water and wastewater 

company while ESW is a water only company. 

To meet the prescribed approach outlined by Ofwat and CCW, NWL is required to deliver PR24 AAT 

research. This testing followed specific guidance developed by Ofwat and CCW to enable results to be 

compared across the industry. This report is in relation to the quantitative phase of AAT research. 

Ofwat and CCW guidance compliance  

The guidance has been strictly adhered to except in circumstances where there was a strong degree of 

challenge from cognitive testing or the NWL Customer Engagement Panel (CEP) or where specific 

difficulties were encountered despite best endeavours to follow the guidance. These instances are 

highlighted in the relevant sections of this report. 
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Methodology  

A full understanding of how the methodology complied with Ofwat and CCW guidance is available in 

the methodology section of the full report. The following information acts as an over-arching summary 

for contextual understanding.  

Within the survey respondents were presented with NW/ESW’s proposed plan including: 

- The plan’s bill impact between 2025 and 2030: this information was presented in a 

personalised bar chart in line with the guidance 

-  Performance commitments: respondents were shown NW/ESW’s comparative performance 

and proposed future service levels for three water and three wastewater common 

performance commitments. ESW customers were shown the water performance 

commitments only 

- Enhancements: respondents were presented with a number of enhancements included in the 

proposed plan; five were presented to NW customers and four to ESW customers 

Respondents were asked a series of questions in relation to affordability and acceptability of the plan. 

The survey was tailored for both Household and Non-Household customers and the following volumes 

were achieved: 

Customer segment Total number of surveys (after data cleaning) 

Northumbrian Water Household bill payers 1043 

Northumbrian Water Non-Household bill payers 204 

Essex & Suffolk Water Household bill payers 1055 

Essex & Suffolk Water Non-Household bill payers 198 

 

  



Northumbrian Water Limited 
NWL Affordability and Acceptability Testing quantitative research 
August 2023 

 
 

4 
 

 

Summary of results 

Overall headlines 

Overall affordability and acceptability of the NW/ESW proposed business plan for 2025 to 2030 is 

summarised in the graphic below. Respondents judged the bill impact of the proposed plan first, and 

an overall affordability score of 20% was achieved. Respondents were then introduced aspects of the 

plan around service levels and enhancements and asked to consider their acceptance of the plan, 

taking all aspects into account. An overall acceptability score of 74% was achieved. 

 

Current financial status 

There was evidence of particular affordability concerns amongst ESW Household customers with 65% 

agreeing that they sometimes struggle to pay one of their household bills compared to an overall result 

of 37%. Similar patterns emerged when respondents were asked how well they were managing 

financially. 70% of ESW Household respondents stated that they were ‘just about getting by’ compared 

to an overall average of 44%.  

ESW household respondents were also most likely to be pessimistic about their future with 58% 

expecting their finances to get a lot worse up to 2030 compared to an overall result of 26%. Responses 

amongst NW household respondents were fairly mixed, however those who received financial support, 

living in the most deprived areas based on Index of Multiple Deprivation (IMD) and those on lower 

incomes were most pessimistic about their financial future.  Non-Household customers in both regions 

Overall plan 
affordability

20%
(would find the proposed 

bill easy to pay)

Overall plan 
acceptability

74%
(accepting of the plan 

based on everything they 
had read)
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showed greater levels of optimism with around half of each expecting their financial situation to get a 

little or a lot better in future years. 

Current and future bills and affordability 

Generally, respondents did not find their current water (and wastewater) bill difficult to pay with 46% 

finding it easy to pay, 37% saying it was neither easy nor difficult and only 15% finding it difficult. 

Comparatively, when presented with the proposed bill for 2025 to 2030, 46% overall stated they would 

find this difficult to pay, whilst 20% would find it easy and 30% neither easy or difficult. Expected 

difficulty to afford the proposed bills was particularly apparent amongst lower income groups, younger 

groups and those living in areas classed as more deprived in the Index of Multiple Deprivation (IMD). 

Acceptability 

Respondents were presented with a number of proposed service levels related to common PCs and 

asked which was the most important. Reducing leakage and reducing pollution incidents came out 

particularly strongly in terms of areas that were important to customers.   

Respondents were then presented with information on enhancements included in the plan. In NW, 

when comparing the three statutory enhancements, ‘metering, water efficiency and leakage’ was felt 

to be most important, compared to ‘reducing storm overflows’ and ‘improving asset health’. Views 

were mixed between the two NW discretionary investments with around half of respondents selecting 

each as the most important (‘reducing regional flooding’ and ‘resilience – climate change adaptation’). 

In ESW ‘metering, water efficiency and leakage’ also emerged as the most important enhancement out 

of those presented to customers, followed by ‘securing water supplies.’ 

When asked to take everything they had read into account, overall 74% agreed that they found 

NW/ESW’s plan acceptable. Acceptance was particularly high amongst Non-Household customers (NW 

Household 72%, ESW Household 70%, NW Non-Household 81%, ESW Non-Household 83%). 

Those who found the plan unacceptable were asked to explain why and the most common responses 

across customers segments were that the bill increases were too high or that company profits are too 

high. Reasons for finding the plan acceptable were that customers supported what NW/ESW were 

trying to do in the long term and that the plans seemed to focus on the right services. 

Final conclusion 

The NW/ESW plans were strongly accepted by customers overall, however affordability remains a 

concern particularly amongst those on lower incomes, receiving financial support already or living in 
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areas classified as most deprived on the IMD. This is particularly evident with ESW Household 

customers.  
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“Quality is never an 

accident it is always the 

result of intelligent 

effort” 

 Introduction 
An overview of the project background, objectives and 

methodology. 
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Introduction  

Project background 

Northumbrian Water Limited (NWL) serves 2.1 million Households and businesses in two operating areas 

covered by Northumbrian Water (NW) and Essex & Suffolk Water (ESW). NW is a water and wastewater 

company while ESW is a water only company. 

To meet the prescribed approach outlined by Ofwat and CCW, NWL is required to deliver PR24 AAT 

research. This report is in relation to the quantitative phase of research. This testing followed specific 

guidance developed by Ofwat and CCW to enable results to be compared across the industry. For 

consistency, this is referred to as the guidance in the report.  

This Acceptability and Affordability Testing (AAT) was commissioned by NWL to cover both operating 

regions. 

Objectives 

The research was implemented to test NW/ESW’s proposed business plan with Household and Non-

Household customers via a survey in order to meet the following objectives as quoted from the 

guidance: 

- To test the affordability and acceptability of the proposed company plan with a representative 

sample of Household bill payers, with an emphasis on affordability, using a statistical sample 

survey 

- To test the affordability and acceptability of the proposed company plan with a sample of Non-

Household customers to be surveyed 

- Quantitative testing should be undertaken using companies’ proposed business plans that have 

taken account of the qualitative research findings. As such, only one version of the plan should be 

tested. 
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Survey development 

Cognitive testing 

The survey underwent two rounds of cognitive testing before it was finalised. Each round of cognitive 

tests consisted of five interviews conducted via Teams. The first round of cognitive testing focussed on 

the presentation of comparative information, given there was some debate in the industry at the time 

around the best way to present this. The second round of testing examined the decision making process 

when deciding if the plan was affordable and acceptable. For the acceptability question it was assured 

that decisions about the acceptability of the plan were based on both the bill increase shown as well 

as the investments and service levels that would be delivered. 

Role of the ICG 

The survey was developed in partnership with the NWL Customer Engagement Panel (CEP), a sub group 

of the company’s Independent Challenge Group. The CEP played a key role in the assurance process of 

the survey development. The CEP were involved in at least weekly meetings with Explain and NWG 

project teams to discuss project progress and review and agree key details. The CEP reviewed and fed 

into survey development at the following stages: 

- Prior to survey development: the guidance was discussed and the level of contextual information 

required was agreed 

- Prior to cognitive testing: once the survey was scripted the CEP reviewed and provided feedback 

- Post cognitive testing: once the survey had been cognitively testing the results of this exercise 

were shared with the CEP along with the actions taken as a result 

The CEP provided invaluable feedback to ensure the survey design continued to meet guidance, but 

avoided cognitive difficulty for respondents.  
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Questionnaire 

The majority of the survey scripting is stipulated within the guidance. However, in the ‘Affordability 

and Acceptability queries and responses’ documents it is clarified that additional contextual 

information about the plan should be included. It is clear that this contextual information should 

support the prescribed text, and not expand its coverage beyond what is necessary for meaningful 

understanding, using text that is already available in the guidance where possible.  

The guidance has been strictly adhered to except in circumstances where there was a strong degree of 

challenge from cognitive testing or the NWL CEP or where specific difficulties were encountered 

despite best endeavours to follow the guidance. The table that follows highlights these instances. 
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Survey section Adherence to guidance and additional contextual information 

Survey introduction 
There was no survey introduction included in the guidance. A short introduction was drafted to adhere with GDPR and 

Market Research Society requirements around data security and prize draws.   

Screener: Household 

These were included as per the guidance. Following conversation with the CEP it was agreed that screening out respondents 

who are unwilling to provide their age was unnecessary and likely to result in complaints. This question was therefore 

adapted to collect respondent age in bands, and there was no screen out if the respondent refused to provide this 

information. 

Screener: Non-Household 

This was included as per the guidance. The Ofwat Non-Household Customer Insight Survey BMG Final Report 2020 was used 

to develop a series of screening questions to ensure respondents were eligible to participate. These included: 

- Verifying the respondent was solely or jointly responsible as the decision maker for their organisation’s water and 

sewerage service at any of its premises 

- Verifying that the business has its own premises (and not just out of a home or vehicle) 

- Verifying that the respondent had a business premise in the NW/ESW region 

Affordability 

Q1 to Q4 were asked as per the guidance. 

After these questions, some additional contextual information was added. The cognitive interviews demonstrated that early 

in the survey respondents did not have sufficient understanding that the purpose of the research was to test NWL’s business 

plan. In addition, respondents did not understand that the business plan would impact their bill as well as deliver a series of 

investments. The following text was therefore discussed and agreed with the CEP for inclusion: 

 

We are now going to show you some information about your water company’s business plan. Water companies are 
required to develop business plans every five years. The plan we are showing you is for 2025-2030. 
 
There are two main parts of the plan for you to think about: 
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1. Cost: how the business plan investments and inflation will increase your personal water and sewerage bill and 
whether this is affordable for you 

2. Service: more detail on the levels of service Northumbrian Water will deliver between 2025 and 2030 and what is 
most important to you 

 

After you have reviewed this information, we will ask you how acceptable you find the plan overall. 

 

Respondents were then presented with the text from the guidance related to Q5. Two additions were made to this text 

based on feedback from cognitive interviews: 

1. Respondents questioned who Ofwat is. A hover over description of the regulator was therefore added 

2. Respondents focussed on the inflationary increases on the graph, and misunderstood that part of the bill increase 

was related to the proposed plan and the investments NW/ESW were proposing to make. The final paragraph from 

the guidance was therefore slightly adapted as follows: 

a. Guidance text: The proposed bills you will see from 2025 to 2030 include the Bank of England forecasts for 

inflation from 2025 to 2030, and proposed amounts to cover the investment in water and sewerage services 

needed over the next few years 

b. Survey text: The proposed bill you can see in the graph below is for 2025 to 2030. It includes Bank of England 

forecasts for inflation from 2025 to 2030 – these are the orange parts. The graph also shows the proposed 

amounts to cover the investment in water and sewerage services needed over the next few years – these 

are the blue parts and increase each year. 

Following this each respondent reviewed a bar chart to understand their personal bill impact, this was developed as per the 

guidance. 

 

Questions 5 and 6 were asked to respondents as per the guidance. 
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Acceptability 

In this section there was less specific guidance about the stimulus information that was to be presented on the proposed 

plan. Therefore, NWL and Explain worked closely with the CEP, using feedback from the qualitative research and cognitive 

interviews to agree contextual information to be included. Ensuring this was balanced and provided to aid understanding. 

 

Firstly in this section respondents were introduced to the a number of common performance commitments (PCs), three 

water PCs shown in both NW and ESW and three wastewater PCs shown in NW only: 

1. Water supply interruptions  

2. Leakages 

3. Water quality contacts  

4. Internal sewer flooding  

5. External sewer flooding  

6. Pollution incidents   

Prior to this section it was agreed that further contextual information was required. The following paragraph was therefore 

included to help guide respondents through the survey: 

 

Thank you. We are now going to ask you some questions about your views on your water company's business plan. Water 

companies are required to put together business plans for each five year period. The plan we are showing you is for 2025 - 

2030. 

 

Northumbrian Water's business plan is made up of a number of different areas of performance. We are going to share these 

areas with you now in blocks of three. 

 

The first three areas of performance are related to your water services. 
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Following this respondents reviewed a single page of information for each performance commitment. The three water PCs 

were presented in one block, and in NW the three wastewater PCs were presented in another block.  

 

On the page for each PC the guidance was adhered to in terms of how to present comparative information. In cognitive 

testing some respondents were looking for some more information to describe each PC and therefore a hover over was 

included using text from the guidance to describe each one. 

 

After viewing the comparative performance information, respondents were presented with a statement to demonstrate the 

proposed service level that NW/ESW will deliver in the PR24 plan. For example: Northumbrian Water plans to reduce the 

length of time properties are without water to an average of 4 minutes 3 seconds by 2030. This format was chosen through 

deliberation with the CEP who strongly felt that including a graph or any visual to show forecasted performance for each PC 

was unnecessary and would result in information overload for respondents. 

 

Before respondents were shown the block of three wastewater PCs they were also provided with the following sentence to 

help guide them through the survey: The next three areas of performance are related to your wastewater services.  

 

Respondents then viewed a set of enhancements from the proposed plan based on those that had been included in the 

qualitative research and had the most significant impact on customer bills.  

 

It was clear in the guidance that statutory and discretionary enhancements should be clearly outlined in the survey and so 

for NW the three statutory enhancements and two discretionary enhancements were presented in separate blocks. For ESW 

there were three statutory enhancements and one discretionary enhancement and so these were presented in one block 

but with clear labelling regarding whether the enhancement was statutory.  Before respondents viewed the block of 

statutory enhancements they reviewed the following contextual information to explain this and again assist with guiding the 

respondent through the survey. 
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The proposed plan also includes additional investments to meet statutory obligations (the law). These investments contribute 

to the bill increase you have seen for 2025 to 2030. 

 

There are three statutory investments to show you in total. 

 

You can click under each one to learn more. 

 

Before respondents reviewed the block of discretionary investments they viewed the following contextual information. 

 

There are two additional investments that Northumbrian Water are not required by law to make, but they are proposing 

them because they address risks and improve service for customers. 

 

We show you these investments in the next section. 

 

For each enhancement respondents were presented with a simple table to provide a short explanation as to what the 

investment would involve. Following this respondents were able to hover over to learn more about the enhancement and 

how it would be achieved. The wording for descriptions was replicated from the qualitative research. In the case of storm 

overflows, wording from the guidance was used to describe this enhancement. An example of the tables used is shown 

below. 
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In line with the guidance, respondents were asked Q7 to determine which part of each block of PCs or enhancements was 

most important to them. 

 

Finally in this section respondents were asked Q8, Q8a, Q8b and Q9 in line with the guidance. 

Household demographics All questions were asked in line with the guidance. 

Non-Household demographics All questions were asked in line with the guidance. 

Prescribed content at the end of 

each survey 

Respondents were presented with the link to information about NW/ESW’s financial support at the end of the survey in line 

with the guidance. 
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Treatment of company specific social tariff schemes  

In order to ensure that the research measured whole bill impact, social tariff research was conducted 

prior to the Affordability and Acceptability Testing. The research identified support for a higher level 

of social tariff contribution from benefactors and thus this was included in the bill that was shown in 

the research for all customers not currently in receipt of the social tariff. As there are no proposed 

changes to social tariff discount levels during PR24 no adjustments were made to the bills of social 

tariffs recipients. No explanatory statements in regards to the social tariff were included as per the 

guidance. 

Treatment of inflation 

As noted in the table above inflation information was presented as per the guidance. 

The full survey can be found in Appendices 1 to 4.
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Sample design 

Sampling where customers have different service providers 

In developing the sampling frame for the research, the other service providers that overlap with 

NW/ESW regions were considered. 

In Northumbrian Water the majority of customers are combined water and wastewater customers. 

There is a small population of customers in Hartlepool for whom Northumbrian Water provide 

wastewater services only. However, as this group account for less than 10% of the Northumbrian Water 

consumer base they were excluded from the survey. 

In Essex & Suffolk Water wastewater services are provided by Thames Water or Anglian Water. As 

NWL, Thames Water and Anglian Water are all WaSCs there is no obligation for any company to share 

information regarding their respective business plans and joint procurement was not feasible. 

Therefore, ESW customers were presented with the water business plan only. However, in the 

affordability section of the survey respondents were provided with information regarding how the 

average Thames or Anglian Water bill will change by 2030 so they were able to consider this in their 

decision making. 

Sampling requirements for Household customers 

The guidance stipulates that a minimum of 500 Household surveys should be collected. The following 

numbers of survey completes were obtained by NWL. These increased sample sizes for Household 

customers particularly were felt to be required given the large customer base served by NWL and to 

enable reliable cross-tabulation analysis by important factors such as Index of Multiple Deprivation. 

Customer segment Total number of surveys (after data cleaning) 

Northumbrian Water Household bill payers 1043 

Essex & Suffolk Water Household bill payers 1055 

 

In line with the guidance, for Household customers the NWL domestic customer database was used as 

the sampling frame. Exclusions were kept to a minimum. Customers with a null bill or a bill that was 

inexplicably high were excluded to ensure they were not presented with an inaccurate bill amount in 

the survey. Customers with multiple bills in the same property were excluded given that this would 

cause complexities within the survey.  
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The sampling frame was designed to ensure the drawn sample was a good reflection of the NW and 

ESW customer base. It was selected to include a good sample of those eligible for and/or on the Priority 

Services Register, eligible for and/or on financial support tariffs, and people with other health 

vulnerabilities (e.g. high water use for medical reasons). In order to ensure inclusivity of customers 

with low incomes or those just about managing, in line with the guidance, areas of higher deprivation 

were intentionally proportionally higher in the sample than the population as follows: 

- 25% from the bottom IMD quintile postcodes for that area (ie most deprived) 

- 22% from the second quintile 

- 20% from the third quintile 

- 18% from the fourth quintile 

- 15% from the fifth quintile (ie least deprived) 

The dataset also included the following metadata to support in assessing that the sample drawn was a 

good reflection of the NW and ESW customer bases. 

- Age 

- Services received – water, wastewater or both 

- Current full bill amount  

- Any financial support received  

- Any non-financial support received - health vulnerabilities  

- Acorn category  

- Metered or unmetered 

- Experience of a rare but particular type of service failure (eg sewer flooding) 
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Sampling requirements for Non-Household customers 

The guidance stipulates that a minimum of 200 Non-Household surveys should be collected. The 

following numbers of survey completes were obtained by NWL, in line with these targets. 

Customer segment Total number of surveys (after data cleaning) 

Northumbrian Water Non-Household bill payers 204 

Essex & Suffolk Water Non-Household bill payers 198 

 

A data collection mode was not prescribed for Non-Household customers. A mixed approach was 

adopted using a push to web approach using a purchased database, alongside responses collected via 

a research panel. 

Data collection method (Household) 

In line with the guidance a push-to-web approach was used. Each sampled Household was contacted 

with an initial email. In cases where an email address was not held a letter was sent instead. 56% of 

NW customers and 62% of ESW customers received a letter with the remainder receiving an email 

invite. The initial email/letter explained the purpose of the survey and how the questionnaire could be 

accessed and completed online. Customers were able to request a postal copy of the survey in the 

post. The opportunity to request the survey in an alternative language or format was also provided 

including completing the survey face to face or via the telephone. In total 116 postal surveys were 

requested and 80 were returned. No interviews were requested in alternative formats, via telephone 

or face to face. 

In advance of the fieldwork, it was agreed with the CEP that reminder emails or letters would not be 

pragmatic given the challenging timescale. However, as target sample sizes were achieved from the 

initial mailings, top up mailings were not required. The table below shows the numbers of email and 

postal survey invitations sent and the overall response rates. 

Region 
Number of invites 

sent 

Number of 

completed surveys 

(after data cleaning) 

Response rate 

NW 18,847 1043 5.5% 

ESW 16,705 1055 6.3% 
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Incentives 

All Household respondents and those Non-Household respondents who were contacted via a 

purchased database (rather than via panel) were offered a £10 incentive for having completed the 

survey. It was agreed with the CEP that offering a £5 incentive to some customers and a £10 incentive 

to others could result in customers feeling disgruntled if they received the lower survey amount and 

so £10 was agreed across the board. 

Recruitment material 

As the push to web approach relies on the initial communication to take part in the survey, efforts were 

made to ensure this was inclusive, engaging and accessible. CEP also provided their input in terms of 

the content of this. The final version can be found in Appendix 5. 

Outputs and deliverables 

Data tables 

In line with the guidance a full set of data tables have been provided separately to this report. These 

tables analyse each question in the questionnaire by a range of factors including: 

Household 

- Age 

- Financial support 

- Acorn category 

- Metering 

- Region 

- IMD Quintile 

- Gender 

- Vulnerability 

- Household income 
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- PSR 

Non-Household 

- Main use of water within organisation 

- Number of sites organisation operates in  

- Number of employees 

- Core activity of organisation 

Overall results are shown in the report. These are based on a weighted average in line with the 

methodology used for Ofwat data tables. Household and non-household customers are weighted 

based on total consumption. Then NW and ESW customers are weighted based on number of 

customers  

Don’t know and missing responses are included in tables, and they are provided in unweighted and 

weighted forms. 

As the sample was random, weighting was applied to compensate for differential levels of responses. 

On review of the final sample, the data was agreed to be weighted as follows: 

- Gender: The CEP felt this was an important demographic 

- Age: The CEP felt this was an important demographic 

- Index of Multiple Deprivation: As listed in guidance 

- Geographical area: As listed in guidance 

Other factors such as meter status were considered however the achieved sample was representative 

of the wider population in this area. 

Data cleaning 

CCW and Ofwat issued guidance around the removal of speeders and this guidance was followed. For 

each of the four surveys (NW Household, NW Non-Household, ESW Household, ESW Non-Household) 

the median completion time was identified and any surveys that were completed in less than a third 

of this time were removed.  
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At the start of the NW Household fieldwork a bug was identified in the personalised bill and this was 

not presented correctly to respondents. These surveys were also therefore removed from the sample. 
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“The best vision is 

insight” 

Respondent profile 

An overview of the profile of respondents who 

participated in the research. 



Northumbrian Water Limited 
NWL Affordability and Acceptability Testing quantitative research 
August 2023 

 
 

28 
 

 

Respondent profile 

Non-Household 

Given the difficulties associated with engaging Non-Household customers in research the sample was 

obtained via natural fallout. However, as shown in the tables that follow a variety of Non-Households 

took part in the survey with variation by size and activity. 

 NW ESW 

Main use of water 

For the manufacturing process which is essential to the running 
of your organisation  21% 17% 

For the supply of services your organisation provides  30% 36% 

For an ingredient or part of the product or service your 
organisation provides  21% 25% 

For normal domestic use for your organisation’s customers and 
employees  69% 68% 

None of the above 3% 1% 

Don’t Know 3% 1% 

Number of sites operated from  
1 38% 37% 

2 11% 16% 

3 11% 12% 

4 5% 7% 

5 to 10 10% 11% 

11 to 50 11% 9% 

51 to 250 5% 4% 

250+ 4% 3% 

Prefer not to say 4% 2% 

Number of employees 

0 (sole trader) 8% 7% 

1 to 9 employees (micro) 14% 17% 

10 to 49 employees (small) 21% 20% 

50 to 249 employees (medium) 23% 27% 

250+ employees (large) 31% 28% 

Prefer not to say 3% 1% 

Core activity 

Agriculture, forestry and fishing 2% 2% 

Mining and quarrying 1% 1% 

Energy or water service & supply 2% 4% 

Manufacturing 13% 12% 

Construction 8% 9% 

Transport and storage 4% 4% 

Hotels & catering 6% 5% 

IT and Communication 10% 15% 
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Finance and insurance activities 3% 7% 

Real estate activities - 2% 

Professional, scientific and technical activities 3% 6% 

Administrative and Support Service activities 3% 1% 

Public administration and defence 3% 3% 

Education 6% 8% 

Human health and social work activities 10% 10% 

Arts, entertainment and recreation 4% 2% 

Other service activities 9% 4% 

Other (Please specify)  9% 5% 

Prefer not to say 4% 3% 

 

Household 

The tables below show the unweighted and weighted demographic breakdown of Household 

customers who took part in the survey. As a random sampling methodology was used, weighting has 

been applied to ensure the sample is representative of the NW and ESW customer bases. 

 NW 
unweighted 

NW   
weighted 

ESW 
unweighted 

ESW  
weighted 

Age 

16-25 1% 2% 1% 2% 

26-35 6% 12% 8% 11% 

36-45 13% 16% 14% 16% 

46-55 17% 17% 16% 17% 

56-65 24% 18% 23% 18% 

66-85 31% 25% 28% 25% 

86+ 1% 4% 1% 4% 

Prefer not to say 8% 6% 8% 7% 

Financial support 

No financial support 96% 95% 96% 96% 

Has financial support 4% 5% 4% 4% 

Acorn category 

1.A Lavish Lifestyles 0% 0% 1% 1% 

1.B Executive Wealth 13% 12% 11% 9% 

1.C Mature Money 15% 13% 12% 9% 

2.D City Sophisticates 0% 0% 1% 1% 

2.E Career Climbers 3% 3% 6% 7% 

3.F Countryside 
Communities 

 
5% 

 
5% 5% 4% 

3.G Successful Suburbs 7% 6% 8% 8% 

3.H Steady Neighbourhoods 10% 9% 15% 15% 

3.I Comfortable Seniors 7% 6% 4% 3% 

3.J Starting Out 4% 5% 4% 5% 

4.K Student Life 1% 1% 1% 2% 

4.L Modest Means 10% 11% 8% 8% 

4.M Striving Families 7% 8% 9% 10% 
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4.N Poorer Families 5% 6% 2% 2% 

5.O Young Hardship 5% 6% 4% 5% 

5.P Struggling Estates 4% 5% 5% 7% 

5.Q Difficult Circumstances 4% 5% 4% 5% 

6.R Not Private Households 0% 0% 0% 0% 

Water mater 

Metered 48% 47% 68% 66% 

Unmetered 52% 53% 32% 34% 

Area 

Essex   71% 83% 

Suffolk   29% 17% 

Thames Water   22% 27% 

Anglian Water   78% 73% 

Northumberland & Tyne 32% 32%   

Tees 32% 37%   

Wear 36% 31%   

Sewage failure 

Yes 4% 5%   

No 96% 95%   

Water failure 

Yes 12% 13% 7% 7% 

No 88% 87% 93% 93% 

IMD Quintile 

1 17% 24% 20% 24% 

2 20% 22% 18% 22% 

3 23% 19% 22% 19% 

4 20% 18% 20% 18% 

5 20% 17% 20% 17% 

Gender 

Female 46% 50% 45% 50% 

Male 52% 48% 53% 48% 

I identify in another way 0% 0% 0% 0% 

Prefer not to say 1% 1% 2% 2% 

Vulnerable customer 

Any vulnerable 40% 41% 41% 43% 

Not vulnerable 60% 60% 59% 57% 

Household income  

Up to £10,399 a year 6% 7% 6% 8% 

£10,400 to £15,599 a year 12% 12% 11% 12% 

£15,600 to £25,999 a year 18% 18% 16% 14% 

£26,000 to £36,399 a year 14% 15% 12% 11% 

£36,400 to £51,999 a year 12% 12% 12% 13% 

£52,000 to £72,799 a year 7% 7% 7% 8% 

£72,800 to £103,999 a year 4% 4% 3% 3% 

£104,000 and above a year 2% 1% 3% 3% 
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“The goal is to transform 

data into information, 

and information into 

insight” 

 Results  
An in-depth review of the findings of the research 

programme. 
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Results  

Affordability 

Following the survey introduction and profiling questions, respondents completed the affordability 

section of the survey. Initially in this section respondents were asked a series of questions about their 

current financial situation. 

The first affordability question was as follows: 

 

Combined results for this question inclusive of Household and Non-Household customers across NW 

and ESW are summarised below. 

Survey response Percentage 

All of the time 3% 

Most of the time 7% 

Sometimes 37% 

Rarely 18% 

Never 31% 

Prefer not to say 3% 

 

  

Q1. Thinking about your Household's/organisation's finances over the last year, how often, if at 

all, have you/your organisation struggled to pay at least one of your Household/its bills? 
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The graph below shows the breakdown of responses between NW and ESW Household and Non-

Household customers.  Responses were fairly mixed, however 65% of ESW HH customers sometimes 

struggled to pay at least one of their bills.  
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Cross-tabulation analysis has been conducted on this question to identify statistically significant 

differences in responses by various demographic factors. All significant demographic differences are 

summarised below. 

 

 

 

 

 

 

NW younger respondents 

more likely to struggle to 

pay their bills. 

(Struggling most of the 

time or sometimes: 16-25: 

47%, 26-35: 41%, 36-45: 

36%, 46-55: 45%, 56-65: 

28%, 65-85: 23%, 86+: 7%).

NW respondents receiving 

financial support more 

likely to struggle to pay 

their bills than those not 

receiving financial support. 

(Struggling all of the time 

or most of the time: no 

financial support: 9%, vs 

has financial support: 52%).

NW IMD 4 and 5 (least 

deprived) least likely to 

struggle. 

(Never struggle: IMD 5: 

50%, IMD 4: 49% vs IMD 1: 

31%, IMD 2: 36%). 

NW female respondents 

more likely to struggle 

than male respondents. 

(Struggling most of the 

times or sometimes: 

female: 40%, male 25%). 

NW respondents with 

higher income less likely to 

struggle. 

(Never struggle: £104,000: 

63%, £72,800 to £103,999: 

75% vs up to £10,400: 14%, 

£10,400 to £15,599: 29%,  

£15,600 to £25,999: 37%).

ESW male respondents 

less likely to struggle than 

female respondents. 

(Never struggle: male: 19% 

vs female 12%). 

ESW respondents with 

higher income less likely to 

struggle. 

(Never struggle: £104,000: 

45%, ££72,800 to 

£103,999: 27% vs up to 

£10,400: 4%, £10,400 to 

£15,599: 8%).
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Next in the affordability section respondents were asked how well they were managing financially now: 

 

Overall results, combining NW and ESW Household and Non-Household customers are shown below. 

 

Survey response Percentage 

Living comfortably/doing well 12% 

Doing alright 31% 

Just about getting by 44% 

Finding it quite difficult 8% 

Finding it very difficult 2% 

Prefer not to say 3% 

 

 

 

 

  

Q2. Overall, how well would you say you are/your organisation is managing financially now? 
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Again ESW Household respondents were more likely to report financial difficulties with 70% stating 

they were ‘just about getting by’, whilst the majority of Northumbrian Water Household respondents, 

and Non-Household respondent from both regions, said they were ‘doing alright’ or ‘living 

comfortably/doing well’.  
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The cross-tabulation analysis for this question revealed the following. 

 

 

 

 

 

 

 

 

NW respondents receiving financial support 

more likely to be finding it difficult than 

those not receiving financial support. 

(Finding it quite or very difficult: no financial 

support: 11%, vs has financial support: 40%).

NW respondents from Tees or Wear more 

likely to be living comfortably than those 

from Northumberland & Tyne. 

(Tees: 14%, Wear: 13% vs Northumberland & 

Tyne: 8%). 

NW respondents from IMD 4 or 5 (least 

deprived) most likely to be living 

comfortably. 

(IMD 5:  20%, IMD 4: 18% vs IMD 3: 10%, IMD 

2: 8%, IMD 1: 6%). 

NW respondents on lowest income most 

likely to be finding it difficult. 

(Finding it quite or very difficult: income up to 

£10,400: 38% vs £10,400 to £15,599: 14%, 

£15,600 to £25,999: 15%, £26,000 to £36,399: 

7.3%, £36,400 to £51,999: 9.4%, £52,000 to 

£72,799: 13%, £72,800 to £103,999: 2%).

ESW respondents on highest income most 

likely to be living comfortably. 

(Income of £104,000 and above: 23% vs up to 

£10,400 4%, £10,400 to £15,599: 1%, £15,600 

to £25,999: 6%, £26,000 to £36,399: 4%, 

£36,400 to £51,999: 5%, £52,000 to £72,799: 

6%, £72,800 to £103,999: 3%).
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Respondents were then asked to reflect on their future financial situation as follows. 

 

Looking at combined results for NW and ESW Household and Non-Household customers, the following 

results were achieved. 

Survey response Percentage 

A lot worse 26% 

A bit worse 24% 

Stay the same 24% 

A bit better 15% 

A lot better 5% 

Prefer not to say 2% 

Don’t know 5% 

 

  

Q3. Thinking about your Household's/organisation's financial situation over the next few 

years up to 2030, do you expect it to get: (a lot worse, a bit worse, stay the same, a bit 

better, a lot better) 
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Essex & Suffolk Water Household respondents were most pessimistic about future finances, with 58% 

expecting their financial situation to get a lot worse over the next few years. Northumbrian Water 

Household respondents tended to think their financial situation would get either a bit worse (33%) or 

stay the same (30%).  
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Cross-tabulation analysis of this question revealed a smaller number of significant differences. All 

significant differences identified were in the NW region. 

 

 

 

 

 

 

 

 

 

 

  

NW respondents who received financial 
support were more likely to think their 
financial situation was going to get a lot 
worse, compared with those who don’t 

receive financial support. 

(Has financial support: 26% vs no financial 
support: 14%). 

NW respondents from the most deprived 
areas were more likely to think their 

financial circumstances were going to 
improve. 

(A lot or a bit better: IMD 1: 20% vs IMD 
2: 13%, IMD 3: 17%, IMD 4: 13%, IMD 5: 

13%). 

NW respondents on lower incomes were 
more likely to think their financial 

situation would get a lot worse in the 
future.

(up to £10,400: 28%, £10,400 to £15,599: 
19% vs £15,600 to £25,999: 14%, £26,000 
to £36,399: 8%, £36,400 to £51,999: 6%). 
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At this point in the affordability section, respondents were asked about the affordability of their current 

NW/ESW bill. For Household respondents this information was seeded into the survey using NWL 

customer data. For Non-Household respondents, they were asked if they knew how much their 

NW/ESW bill was. 

All respondents were then asked about the affordability of their water (and sewerage) bill as follows. 

 

 

The table below shows combined results for NW and ESW Household and Non-Household customers. 

Survey response Percentage 

Easy 46% 

Neither easy nor difficult 37% 

Difficult 15% 

Prefer not to say 1% 

 

 

 

 

 

  

Q4. How easy or difficult is it for you/your company/organisation to afford to pay your 

current water (and sewerage) bill? 
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Whilst Essex & Suffolk Water respondents were most likely to be struggling to pay their Household bills 

in general as shown in previous questions, conversely they were most likely to find their water bill easy 

to afford, with 65% finding it easy compared with 31% of Northumbrian Water Household respondents. 

Around half of Non-Household respondents in both regions found their water (and sewerage) bill easy 

to afford.  
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Cross-tabulation analysis for this question revealed a number of statistically significant demographic 

differences as shown below.  

 

 

 

 

 

 

NW respondents in the 

middle age brackets were 

less likely to find their 

current bill easy to afford. 

(36-45: 24%, 46-55: 24%, 56-

65: 25% vs 16-25 53%, 26-35 

38%, 66-85: 40%, 86+: 44%). 

NW respondents who 

received financial support 

were more likely to find 

their current bill difficult to 

afford. 

(Receive financial support 

54% vs no financial support 

17%). 

NW respondents who were 

not on a meter were more 

likely to find their bill 

difficult to afford than 

those on a meter. 

(Unmetered: 25% vs 

metered: 12%). 

NW respondents from IMD 
quintile 1 (most deprived) 

were most likely to find 
their current bill difficult to 

afford. 

(IMD 1: 26% vs IMD 2: 15%, 
IMD 3: 18%, IMD 4: 17%, 

IMD 5: 16%).

NW females were more 
likely to find their bill 
difficult to afford than 
female respondents.

(male: 15% vs female 22%). 

ESW respondents from IMD 
quintile 1 (most deprived) 

were most likely to find 
their current bill difficult to 

afford.

(IMD 1: 18% vs IMD 2: 9%, 
IMD 3: 6%, IMD 4: 8%, IMD 

5: 8%.

ESW respondents on lowest 
income were least likely to find 
their current bill easy to afford.

(up to £10,400 49% vs £10,400 to 
£15,599: 71%, £15,600 to £25,999: 

68%, £26,000 to £36,399: 64%, 
£36,400 to £51,999: 63%, £52,000 

to £72,799: 70%,  £72,800 to 
£103,999: 84%, £104,000+ 84%).



Northumbrian Water Limited 
NWL Affordability and Acceptability Testing quantitative research 
August 2023 

 
 

44 
 

 

Following the information from the guidance around the business plan related investment and 

inflation, all respondents were shown how much their future bills would be based on the proposed 

plan. This information was presented in a stacked bar chart as shown below which was replicated from 

the guidance. 

 

For Household customers the bill graph was calculated based on the customer’s 2022/2023 bill which 

was seeded into the survey. Non-Household respondents who stated they were aware of their bill 

earlier in the survey were shown a bill graph based on percentage increases to the number they had 

entered. Where a Non-Household customer was not aware of their bill amount, in line with the 

guidance, an example bill of £1,000 was used for NW customers and £500 for ESW customers.  

  

£150 £150 £153 £161 £169 £177 £185 £193

£12 £21
£24

£25
£29

£33
£38
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Respondents were then asked how easy or difficult it would be to afford these future bills. 

 

 

 

The table below shows the overall results for this question combining all respondents to the survey 

including NW, ESW, Household and Non-Household customers. 

Survey response Percentage 

Easy 20% 

Neither easy nor difficult 30% 

Difficult 46% 

Prefer not to say 4% 

 

When looking at the proposed costs, responses were fairly mixed regarding affordability. Non-

Household respondents were more likely to find the proposed plan affordable compared with 

Household respondents, with 41% of Northumbrian Water Non-Household respondents and 34% of 

Essex & Suffolk Water Non-Household respondents thinking it would be easy to afford, compared with 

14% and 15% respectively for Household respondents. Around half of Household respondents thought 

it would be difficult to afford the proposed water (and wastewater) bills (52% Northumbrian Water 

and 47% Essex & Suffolk Water). 
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Q5. How easy or difficult do you think it would be for you/your company/organisation to 

afford these water/water and sewerage/sewerage bills? 
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Cross-tabulation analysis on this question has identified a number of statistically significant differences 

between customer segments as summarised below. 

 

Younger NW respondents more likely to 

find the proposed bills difficult to afford 

compared with older respondents.

 (26-35: 63%, 36-45: 65%, 46-55 62% vs 56-

65 50%, 65-85 33%, 86+ 24%). 

NW respondents receiving financial 

support more likely to find the proposed 

bills difficult to afford. 

(No financial support: 50% vs receives 

financial support: 80%).

Unmetered NW respondents more likely 

to find proposed bills difficult than 

metered. (Unmetered 56% vs metered 

46%). 

NW respondents from IMD quintile 5 (least 
deprived) more likely to find bills easy to 

afford than all other quintiles.

(IMD 1: 11%, IMD 2: 13%, IMD 3: 10%, IMD 
4: 14% vs IMD 5: 23%). 

NW lowest income bracket more likely to 
find affordability difficult compared with 

all other income brackets. 

(Up to £10,400 72% vs £10,400 to £15,599: 
54%, £15,600 to £25,999: 48%, £26,000 to 
£36,399: 43%, £36,400 to £51,999: 52%, 

£52,000 to £72,799: 41%,  £72,800 to 
£103,999: 35%, £104,000+ 34%).

Younger ESW respondents more likely to 
find the proposed bills difficult to afford 

compared with older respondents. 

(16-25: 64%, 26-35: 64%, 36-45: 51%, 46-
55: 55%,  56-65: 41%, 65-85: 30%, 86+: 

53%). 

ESW respondents receiving financial 
support more likely to find the proposed 

bills difficult to afford. 

(No financial support: 45% vs receives 
financial support: 72%).

ESW respondents from most deprived IMD 
quintiles more likely to find proposed bills 

difficult to afford. 

(IMD 1: 53%, IMD 2: 49%, IMD 3: 46%, IMD 
4: 42% vs IMD 5: 40%).

ESW female respondents more likely to 
find the proposed bills difficult to afford 

than male. 

(Female: 51%, male: 42%).

ESW lower income bracket more likely to 
find affordability difficult compared with 

higher income brackets. 

(Up to £10,400 64%, £10,400 to £15,599: 
54%, £15,600 to £25,999: 57%, £26,000 to 
£36,399: 45%, £36,400 to £51,999: 48%, 

£52,000 to £72,799: 34%,  £72,800 to 
£103,999: 32%, £104,000+: 19%).
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Non-Household respondents who entered their own bill amount, rather than been shown the 

example bill of £1000 or £500 were more likely to feel that the proposed future bill was affordable.   
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Household respondents who answered ‘neither easy nor difficult’, ‘fairly difficult’ or ‘difficult’ to the 

affordability of the proposed plan were asked what they would need to do to pay for the increase in 

their water bills between 2025 and 2030 and were presented with a list of potential responses taken 

from the guidance. 

 

Across both regions, the top responses were ‘spending less on food shopping and essentials’, ‘spending 

less on non-essentials’ and ‘using less fuel such as gas or electricity in my home’.  

‘Other’ options included working more (including getting a second job, working over-time and 

postponing retirement) moving house, working from home to reduce travel costs and equity release.  

The cross-tabulation analysis overleaf identifies a range of differences in responses by customer 

segment. 
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Spending less on food shopping and essentials

Q6. Which of the following do you think you would need to do to pay for the 
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water bills between 2025 and 2030? 
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NW respondents receiving financial 
support more likely to use credit more 

than usual to pay for increased bills.

 (financial support: 29% vs no financial 
support 16%) and spend less on food 

shopping and essentials (financial 
support: 74% vs no financial support: 

53%).

NW respondents not receiving financial 
support more likely to spend less on non-

essentials 

(no financial support: 54% vs financial 
support: 17%) and shop around more (no 

financial support: 33% vs financial 
support: 2%).

NW metered respondents more likely to 
use less water.

(metered: 46% vs unmetered 11%). 
Unmetered respondents more likely to 

spend less on food shopping and 
essentials (unmetered: 58% vs metered: 

49%). 

NW IMD quintile 5

(least deprived) more likely than 1 and 2 
to use their savings. 

(1: 23%, 2: 25% vs 5: 43%).

NW male respondents more likely to use 
their savings.

(male: 36% vs female: 24%). 

NW non-vulnerable more likely to spend 
less on non-essentials.

(non-vulnerable: 55% vs vulnerable: 45%). 

ESW respondents with financial support 
less likely to shop around 

(financial support: 8% vs no financial 
support 25%) and less likely to use savings 

(financial support: 6%, no financial 
support 23%). 

ESW metered respondents more likely to 
use less water 

(metered: 34% vs unmetered 21%). 

ESW respondents on higher income more 
likely to shop around more 

(Up to £10,400 22%, £10,400 to £15,599: 
19%, £15,600 to £25,999: 22%, £26,000 to 
£36,399: 31%, £36,400 to £51,999: 24%, 

£52,000 to £72,799: 20%,  £72,800 to 
£103,999: 68%, £104,000+: 40%).
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Acceptability 

Respondents then moved onto the acceptability section of the survey. In this section respondents were 

presented with: 

- Comparative and proposed service levels for three common water performance commitments and 

three wastewater performance commitments in NW 

- Proposed enhancements based on those that had the greatest impact on customer bills 

These were presented in blocks of three where possible. 

The three water performance commitments were presented in line with the guidance and included 

interruptions, taste, odour and appearance of water, and leakage. After reviewing these three 

performance commitments, respondents were asked to choose which was most important. 

 

 

 

  

Q7a. Based on what you have just read, which of these three parts of the business plan is the 

most important to you?  
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Across all survey segments, leakage was seen to be the most important of these three parts of the plan, 

particularly amongst Household customers where around twice as many respondents voted for this as 

the most important part of the plan compared with the other two. This was followed by improving the 

taste, odour, and appearance of water, then interruptions which as seen as least important of the three 

across all groups.  

 

 

 

 

 

 

 

 

 

 

18%
25%

50%

6%

17%
24%

53%

6%

28%
33% 36%

3%

20%

34%

44%

2%

Reducing the time
customers experience
interruptions to their

water supply

 Improving the taste,
odour and appearance

of water

 Reducing leakage from
the water network

 Don't know/can't say

Q7a. Based on what you have just read, which of these three parts of the 
business plan is the most important to you? 

NW HH (1043) ESW HH (1054) NW NHH (204) ESW NHH (198)
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Younger NW HH respondents more likely to 
think improving taste, odour and appearance 

of water most important.

 (16-25: 46%, 26-35: 46%, 36-45: 33%, 46-55: 
27%, 56-65: 16%, 65-85: 17%, 86+: 15%). 

Older NW HH respondents more likely to 
think reducing leakage from the water 

network most important. 

(16-25: 28%, 26-35: 18%, 36-45: 43%, 46-55: 
46%, 56-65: 64%, 65-85: 64%, 86+: 59%). 

NW HH IMD quintile 1 (most deprived) less 
likely to think reducing leakage from the 

water network most important compared to 
all other quintiles. 

(1: 34% vs 2: 51%, 3: 52%, 4: 61%, 5: 60%). 

NW HH IMD quintile 1 (most deprived) more 
likely to think improving the taste, odour and 

appearance of water most important 
compared to all other quintiles. 

(1: 35% vs 2: 26%, 3: 26%, 4: 18%, 5: 16%). 

NW HH males more likely to think reducing 
leakage from the water network most 

important 

(female: 45% vs male: 56%).

 Females more likely to think improving the 
taste, odour and appearance of water most 

important.

 (female: 28% vs male: 22%).

ESW HH Anglian Water customers more likely 
to think reducing leakage from the water 

network most important 

(Anglian Water: 56% vs Thames Water: 42%). 
Thames Water customers more likely to think 
improving the taste, odour and appearance of 

water most important

 (Thames: 30% vs Anglian: 22%).

Younger ESW HH respondents more likely to 
think improving taste, odour and appearance 

of water most important. 

(16-25: 39%, 26-35: 39%, 36-45: 39%, 46-55: 
22%, 56-65: 20%, 65-85: 14%, 86+: 5%). 

Older ESW HH respondents more likely to 
think reducing leakage from the water 

network most important.

 (16-25: 33%, 26-35: 23%, 36-45: 39%, 46-55: 
54%, 56-65: 62%, 65-85: 66%, 86+: 63%). 

ESW HH IMD quintile 1 (most deprived) and 2 
less likely to think reducing leakage from the 

water network most important. 

(1: 46%, 2: 45%, 3: 57%, 4: 57%, 5: 62%) 

ESW HH IMD quintile 1 (most deprived) more 
likely to think improving the taste, odour and 

appearance of water most important 
compared to 3,4 and 5 

(1: 32% vs 3: 22%, 4: 22%, 5: 17%). 

ESW HH males more likely to think reducing leakage from 
the water network most important 

(female: 48% vs male: 58%). 

Females more likely to think improving the taste, odour 
and appearance of water most important

 (female: 31% vs male: 18%).
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Northumbrian Water Household and Non-Household customers were presented with three common 

wastewater performance commitments, namely: reducing internal sewer flooding, reducing external 

sewer flooding, and reducing pollution incidents. Again, they were asked to select which from the block 

of three was most important to them.  

 

For both Household and Non-Household respondents, reducing pollution incidents was thought to be 

most important. External sewer flooding was thought to be more important than internal sewer 

flooding for Non-Household respondents, however this was reversed for Household respondents. 

 

There were two significant differences identified by customer segment in the cross-tabulation analysis 

as shown below. 

 

23%
16%

53%

8%

18%

33%

43%

5%

Reducing internal
sewer flooding

 Reducing external
sewer flooding

 Reducing pollution
incidents

 Don't know/can't
say

Q7b. Based on what you have just read, which of these three parts 
of the business plan is the most important to you? 

NW HH (1043) NW NHH (204)

NW HH reducing pollution incidents less 

important for respondents who received 

financial support 

(no financial support: 54%, receives financial 

support: 38%).

NW HH reducing internal sewer flooding 
most important for IMD quintile 1  (most 

deprived)

(1: 32%, 2: 21%, 3: 16%, 4: 22%, 5:22%)

Q7b. Based on what you have just read, which of these three parts of the business plan is the 

most important to you?  
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As the enhancements are different in the NW and ESW plans the next section of the surveys differed 

for these customers. In Northumbrian Water they were presented with five enhancements: 

- Metering, water efficiency and leakage 

- Storm overflows  

- Improvements to asset health 

- Investment to reduce regional flooding 

- Resilience – climate change adaptation 

Respondents were presented with the statutory and discretionary investments in separate blocks. The 

three statutory investments are shown overleaf. Respondents could also hover over these tables for 

more information. 
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As in the performance commitment section of the survey, respondents were then asked which of three 

investments was most important to them. 

 

Metering, water efficiency and leakage was seen as the most important of these three for both 

Household and Non-Household respondents. There was little difference between storm overflows and 

improvements to asset health for Household respondents, however Non-Household respondents 

thought storm overflows was more important than improvements to asset health.    

 

No significant differences were identified in the cross-tabulation analysis for this question. 

 

 

  

45%

22% 23%

9%

45%

33%

19%

3%

Metering, water
efficiency and leakage

 Storm overflows  Improvements to asset
health

 Don't know/can't say

Q7c. Based on what you have just read, which of these three parts of the 
business plan is the most important to you? 

NW HH (1043) NW NHH (204)

Q7c. Based on what you have just read, which of these three parts of the business plan is the 

most important to you? 
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The two discretionary investments (‘reducing regional flooding’ and ‘resilience – climate change 

adaptation’) were presented to customers in a block of two. The tables used to describe these 

enhancements is shown below. Again, respondents could hover over the tables for more information. 

 

Following review of this information, respondents were asked which of the two investments was 

most important to them. 

 

 

 

 

  

Q7d. Based on what you have just read, which of these two parts of the business plan is the 

most important to you?  
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Household respondents were evenly split in terms of which investment was most important. Non-

Household respondents showed a slight majority in favour of the investment to reduce regional 

flooding. 

 

The following findings were identified in the cross-tabulation analysis by customer segment. 

 

  

44%
49%

7%

56%

40%

3%

Reducing regional flooding  Resilience - climate change
adaptation

 Don't know/can't say

Q7d. Based on what you have just read, which of these two parts of the 
business plan is the most important to you? 

NW HH (1043) NW NHH (204)

NW HH, resilience - climate change 
adaptation most important for 

respondents not receiving financial 
support.

 (no financial support: 49%, receives 
financial support: 34%). 

NW HH, resilience - climate change 
adaptation most important for 

metered customers 

(metered: 53%, unmetered: 45%).

 Reducing regional flooding most 
important for unmetered 

(metered: 39%, unmetered: 48%). 

NW HH, resilience more important for higher 
quintiles

(1: 43%, 2: 41% vs 3: 51%, 4: 56%, 5:55%.) 

Reducing regional flooding more important for 
lower quintiles 

(1: 46%, 2: 52% vs 3: 41%, 4: 40%, 5: 39%).
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Four enhancements were presented to Essex & Suffolk Water customers and so these were presented 

in one block of four. The enhancements were: metering, water efficiency and leakage, securing water 

supplies, improvements to asset health and resilience – climate change adaptation. Distinction was still 

made to identify the one discretionary enhancement in the set, which was the climate change 

adaptation investment.  

Respondents were presented with the following information on each enhancement and again could 

hover over for more information. 
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Again, respondents were asked which of the parts of the plan they had reviewed was most important 

to them. 

 

Responses were fairly consistent across Household and Non-Household respondents in ESW, with 

metering, water efficiency and leakage seen as the most important part of the plan, followed by 

securing water supplies.  

 

  

34%
30%

12%
17%

8%

38%

30%

15% 15%

2%

Metering, water
efficiency and

leakage

Securing water
supplies

 Improvements to
asset health

Resilience -
climate change

adaptation

 Don't know/can't
say

Q7e. Based on what you have just read, which of these four parts of the 
business plan is the most important to you?

ESW HH (1054) ESW NHH (198)

Q7e. Based on what you have just read, which of these four parts of the business plan is the 

most important to you? 
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Cross-tabulation analysis identified a number of significant differences by customers segment as shown 

below. 

 

 

  

ESW HH, metering, water efficiency 
and leakage most important for 

metered customers.

(metered: 41% vs unmetered 21%).

 Securing water supplies most 
important for unmetered

 (metered: 28% vs unmetered 36%). 

ESW HH, metering, water efficiency 
and leakage most important for 

females.

 (female: 38% vs male 31%). 

Securing water supplies most 
important for males.

(females: 26% vs male 36%). 

ESW HH, securing water supplies most 
important for vulnerable customers.

 (35% has a vulnerability, 27% no 
vulnerability). 
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Finally in the acceptability section of the survey, respondents were asked to make a judgement based 

on their acceptance of the plan. 

 

Overall, the following levels of acceptance were achieved combining all NW and ESW Household and 

Non-Household respondents. 

Survey response Percentage 

Acceptable 74% 

Unacceptable 13% 

Don’t know 14% 

 

The majority of all respondents thought the proposed business plan was acceptable, with acceptability 

higher for Non-Household respondents (81% Northumbrian Water, 83% Essex & Suffolk Water) than 

Household respondents (72% Northumbrian Water and 70% Essex & Suffolk Water). Northumbrian 

Water Household respondents were most likely to find the plan unacceptable (15%) compared with 

9% for Essex & Suffolk Water. A higher proportion of Household respondents responded ‘don’t know’ 

to the acceptability of the plan compared with Non-Household respondents.  

 

  

72%

15% 13%

70%

9%
21%

81%

13%
6%

83%

11% 6%

Acceptable Unaccpetable Don't know

Q8a. Based on everything you have seen and read about Northumbrian 
Water's/Essex & Suffolk Water's proposed business plan, how acceptable or 

unacceptable is it to you?

NW HH (1043) ESW HH (1054) NW NHH (204) ESW NHH (198)

Q8a. Based on everything you have seen and read about Northumbrian Water's/Essex & 

Suffolk Water's proposed business plan, how acceptable or unacceptable is it to you? 

 



Northumbrian Water Limited 
NWL Affordability and Acceptability Testing quantitative research 
August 2023 

 
 

63 
 

 

Cross-tabulation analysis has identified a number of statistically significant differences by customer 

segment as shown below. 

 

 

  

NW HH, youngest 
respondents most likely to 

find plan acceptable.

(16-25: 100% vs 26-35: 73%, 
36-45: 62%, 46-55: 61%, 56-
65: 77%, 65-85: 80%, 86+: 

77%)

NW HH, respondents 
receiving financial support 

less likely to find plan 
acceptable.

(financial support: 58% vs 
no financial support: 73%)

NW HH, non-metered less 
likely to find plan 

acceptable.

 (unmetered: 68% vs 
metered: 76%)

NW HH, respondents who 
had experienced a sewage 
failure more likely to find 

plan acceptable.

(sewage failure: 93% vs no 
sewage failure: 71%)

NW HH, IMD quintile 5

(least deprived) more likely 
to find plan acceptable. 

(1: 72%, 2: 67%, 3: 69%, 4: 
72%, 5: 81%)

NW HH, male respondents 
more likely to find plan 

unacceptable.

 (male: 18%, female: 13%) 

ESW HH, male respondents 
more likely to find plan 

unacceptable 

(male: 12%, female: 7%).
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Respondents who found the plan unacceptable were asked to explain why. A coded list of responses 

was presented to them, but they were also able to provide a free-text response if more appropriate. 

Respondents were asked to provide two reasons. 

 

  

Q8b. What are the two main reasons that you feel the proposals for your water services are 

unacceptable? 
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The main reasons for Household respondents were the same across both regions, with ‘the bills are 

too expensive’ the top reason, followed by ‘company profits are too high’ and ‘companies should pay 

for service improvements’. Bills being too expensive was also the top reason for Northumbrian Water 

Non-Household respondents, followed by ‘I don’t trust them to make these service improvements’, 

however for Essex & Suffolk Non-Household it was ‘company profits are too high’ and ‘I expect better 

service improvements’.   

 

0%

1%

1%

3%

5%

6%

10%

15%

26%

38%

41%

53%

20%

3%

4%

5%

5%

7%

8%

17%

18%

25%

32%

35%

0%

15%

8%

19%

0%

4%

8%

39%

19%

12%

23%

46%

5%

19%

19%

10%

14%

5%

38%

19%

5%

10%

38%

19%

Don't know/can't say

Compared to energy prices it is more
expensive

I am dissatisfied with current services

The plan is poor value for money

The plans don't focus on the right services

Other

I expect better service improvements

I don't trust them to make these service
improvements

I won't be able to afford this

Companies should pay for service
improvements

Company profits are too high

The bill increases are too expensive

Q8b. What are the two main reasons that you feel the proposals for 
your water services are unacceptable?

ESW NHH (21) NW NHH (26) ESW HH (99) NW HH (157)
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Cross-tabulation analysis has identified differences in reasons for finding the plan unacceptable by 

different demographic profiles as shown below. 

 

  

NW older respondents more likely 
to think company profits are too 

high

 (26-35: 10%, 36-45: 20% vs 46-55: 
57%, 56-65: 65%, 66-85: 42%) (No 
unacceptability for 16-25 or 86+).

NW younger respondents more 
likely to think ‘I won’t be able to 

afford this’ 

(26-35: 46%, 36-45: 47% vs 56-65: 
10%, 66-85: 11%) (No 

unacceptability for 16-25 or 86+).

NW metered customers more 
likely to think company profits are 

too high

(metered 53%, unmetered 35%). 

NW unmetered customers more 
likely to think ‘I won’t be able to 

afford this’. 

(metered 11%, unmetered 34%). 

NW Tees respondents more likely 
to think ‘I won’t be able to afford 

this’ 

(Northumberland & Tyne: 16%, 
Tees: 39%, Wear 20%).

NW females more likely to think ‘I 
won’t be able to afford this’

 (female: 35%, male: 19%). 
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Respondents who found the plan acceptable were also asked to explain why and again were asked to 

select two reasons from a coded list or provide a free-text response. 

 

The first and second most common reasons selected across all respondent groups were either ‘I 

support what they are trying to do in the longer term’ or ‘their plans seem to focus on the right 

services’. This was followed by 'I trust them to do what’s best for customers’ across all groups.  

 

3%

3%

4%

7%

7%

7%

14%

21%

31%

46%

58%

3%

3%

4%

6%

3%

5%

9%

18%

21%

32%

38%

1%

0%

15%

18%

16%

11%

13%

16%

20%

46%

46%

1%

16%

18%

12%

12%

14%

19%

29%

41%

39%

Don't know/can't say

Other

The plan is good value for money

The plan is affordable

I have been dissatisfied with the service
recently but am pleased that they are…

The change to my bill is small

Compared to energy prices it's cheaper

The company provides a good service now

I trust them to do what's best for
customers

Their plans seem to focus on the right
services

I support what they are trying to do in the
long term

Q8b. What are the two main reasons that you feel the proposals for 
your water supply are acceptable?

ESW NHH (165) NW NHH (166) ESW HH (737) NW HH (749)

Q8b. What are the two main reasons that you feel the proposals for your water supply are 

acceptable? 
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Cross-tabulation analysis has identified a number of differences in reasons for acceptance by different 

customer groups as summarised below. 

 

 

 

 

NW younger respondents more likely to 
think ‘compared to energy prices it’s 

cheaper’ 

(26-35: 23%, 36-45: 22% vs 56-65: 10%, 66-
85: 10%, 86+: 0%). 

NW respondents receiving financial support 
more likely to think ‘the plan is affordable’ 

(no financial support: 6%, has financial 
support: 21%). 

NW IMD quintile 3, 4, 5 (least deprived) 
more likely to think ‘I support what they are 

trying to do in the long term’ 

(1: 46%, 2: 54%, 3:61% vs 4:66%, 5: 66%). 

NW with lowest income most likely to think 
‘I trust them to do what's best for 

customers’ 

(Up to £10,400 52%, vs £10,400 to £15,599: 
33%, £15,600 to £25,999: 32%, £26,000 to 
£36,399: 29%, £36,400 to £51,999: 23%, 

£52,000 to £72,799: 36%,  £72,800 to 
£103,999: 16%, £104,000+: 16%).

ESW Thames Water customers more likely to 
think ‘I trust them to do what’s best for 

customers’ 

(Thames: 29%, Anglian 18%).

ESW youngest most likely to think ‘their plan 
seems to focus on the right areas’ 

(16-25: 71% vs 26-35: 32%, 36-45: 36%, 46-
55: 31%, 56-65: 31%, 66-85: 32%, 86+: 24%).

ESW Thames Water IMD quintile 1 (most 
deprived) most likely to think ‘I trust them to 

do what’s best for customers’

 (1: 26%, 2: 24%, 3: 20%, 4: 18%, 5: 15%).

ESW females more likely to think ‘I trust 
them to do what’s best for customers’ 

(female: 25%, male: 16%).



Northumbrian Water Limited 
NWL Affordability and Acceptability Testing quantitative research 
August 2023 

 
 

69 
 

 

Finally in this section respondents were asked their opinions in relation to phasing and 

intergenerational fairness via the following question. 

 

The table below shows overall responses combining NW and ESW Household and Non-Household 

customers. 

Survey response Percentage 

An increase in bills starting later, putting more of the increases onto 
younger and future generations 

22% 

An increase in bills starting sooner, spreading increases across different 
generations of bill payers 

40% 

I don’t know enough at the moment to give an answer 38% 

 

Between the two options spreading increases across generations was preferred to pushing bill 

increases back. However, over 40% of NW and ESW Household customers were not able to give an 

answer. 

 

18%

39%
43%

23%

35%
42%

25%

51%

25%
31%

50%

20%

 An increase in bills starting
later, putting more of the

increases onto younger and
future bill-payers

An increase in bills starting
sooner, spreading increases

across different generations of
bill-payers

 I don't know enough at the
moment to give an answer

Q9. Long term investment by Noerthumbrian Water/Essex & Suffolk Water 
will require an increase in customer bills. Bills could increase in different ways 
over time. For example, there could be increases now for current bill payers, 

or bigger increases in t

NW HH (1043) ESW HH (1054) NW NHH (204) ESW NHH (198)

Q9. Long term investment by Northumbrian Water/Essex & Suffolk Water will require an 

increase in customer bills. Bills could increase in different ways over time. For example, 

there could be increases now for current bill payers, or bigger increases in the long term for 

future generations. Which one of the following options would you prefer? 
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NW youngest respondents were most likely 

to prefer an increase starting sooner. (16-25: 

57%, 26-35: 31%, 36-45: 47%, 46-55: 34%, 56-

65: 35%, 66-85: 44%, 86+: 39%). 

NW respondents with no financial support 
more likely to prefer an increase starting 

sooner (no financial support: 40% vs financial 
support: 21%). 

NW IMD quintile 1 (most deprived) and 2 
more likely to prefer an increase starting 

later (1: 21%, 2: 22%, 3: 18%, 4: 15%, 5: 13%).

NW higher income more likely to prefer an 
increase starting sooner (Up to £10,400 26%, 

£10,400 to £15,599: 32%, £15,600 to 
£25,999: 37%, £26,000 to £36,399: 51%, 

£36,400 to £51,999: 55%, £52,000 to 
£72,799: 55%, £72,800 to £103,999: 50%, 

£104,000+: 58%).

ESW less deprived IMD quintiles more likely 
to prefer increase starting sooner (1: 30%, 2: 

33%, 3: 30%, 4: 40%, 5: 46%). 

ESW higher income more likely to prefer an 
increase starting sooner (Up to £10,400 15%, 

£10,400 to £15,599: 44%, £15,600 to 
£25,999: 31%, £26,000 to £36,399: 40%, 

£36,400 to £51,999: 44%, £52,000 to 
£72,799: 42%, £72,800 to £103,999: 49%, 

£104,000+: 63%).
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“Research should never 

be just for knowledge – it 

should be for progress” 

 Conclusions and recommendations 
A holistic review of the actionable insights.  
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Conclusions  

Current financial status 

There was evidence of particular affordability concerns amongst ESW Household customers with 65% 

agreeing that they sometimes struggle to pay one of their household bills compared to an overall result 

of 37%. In NW, younger age groups were comparatively more likely to state they struggled to pay their 

bills, with 47% agreeing they struggled to pay their bills most of the time or sometimes. As expected, 

those with higher incomes and in the least deprived IMD areas were least likely to struggle.  

Similar patterns emerged when respondents were asked how well they were managing now. 70% of 

ESW Household respondents stated that they were ‘just about getting by’ compared to an overall 

average of 44%.  

ESW household respondents were also most likely to be pessimistic about their future with 58% 

expecting their finances to get a lot worse up to 2030 compared to an overall result of 26%. Response 

amongst NW household respondents were fairly mixed, however those who received financial support, 

those living in the most deprived areas based on IMD and those on lower incomes were most 

pessimistic about their financial future.  Non-Household customers in both regions showed greater 

levels of optimism with around half of each expecting their financial situation to get a little or a lot 

better. 

Current and future bills and affordability 

Generally, respondents did not find their current water (and wastewater) bill difficult to pay with 46% 

finding it easy to pay, 37% saying it was neither easy nor difficult and only 15% finding it difficult. 

Comparatively, when presented with the proposed bill for 2025 to 2030, 46% overall stated they would 

find this difficult to pay whilst 20% would find it easy and 30% neither easy or difficult. Expected 

difficulty to afford the proposed bills was particularly apparent amongst lower income groups, younger 

groups and those living in areas classified as more deprived in the IMD. 

Amongst those who would find the bills difficult to pay, when asked about steps they would take to be 

able to pay the proposed bills, spending less on food shopping and essentials was the top reason 

amongst both NW and ESW Household customers closely followed by spending less on non-essentials. 
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Acceptability 

Respondents were presented with a number of proposed service levels related to common PCs and 

asked which was the most important. Reducing leakage and reducing pollution incidents came out 

particularly strongly in terms of areas that were important to customers.  

Respondents were then presented with information on enhancements included in the plan. In NW, 

when comparing the three statutory enhancements, ‘metering, water efficiency and leakage’ was felt 

to be most important, compared to ‘reducing storm overflows’ and ‘improving asset health’. Views 

were mixed between the two NW discretionary investments with around half of respondents selecting 

each as the most important (‘reducing regional flooding’ and ‘resilience – climate change adaptation’). 

In ESW ‘metering, water efficiency and leakage’ also emerged as the most important enhancement out 

of those presented to customers, followed by ‘securing water supplies.’ 

When asked to take everything they had read into account, overall 74% agreed that they found 

NW/ESW’s plan acceptable. Acceptance was particularly high amongst Non-Household customers (NW 

HH 72%, ESW HH 70%, NW NHH 81%, ESW NHH 83%). 

Those who found the plan unacceptable were asked to explain why and the most common responses 

amongst customer groups was that the bill increases were too high or that that company profits are 

too high.  

Reasons for finding the plan acceptable were that customers supported what NW/ESW were trying to 

do in the long term and that the plans seemed to focus on the right services. 

Phasing and intergenerational fairness  

38% of respondents were not able to provide an informed opinion in regards to how bill increases 

should be spread over time. Respondents who were able to respond to this question were more likely 

to support a bill increase starting sooner, spreading increases across different generations of bill 

payers. 

Final conclusion 

The NW/ESW plans were strongly accepted by customers overall, however affordability remains a 

concern particularly amongst those on lower incomes, receiving financial support already or living in 

areas classified as most deprived on the IMD.  
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“Quality is not an act; it is 

a habit” 

 

Appendices 
Supporting documentation can be found in this section. 
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Appendices  

Appendix 1 – NW HH survey 
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Appendix 2 – ESW HH survey 
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Appendix 3 – NW NHH 
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Appendix 4 – ESW NHH  
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Appendix 5 – Survey invites 

Northumbrian Water version 

Account number: XXXX 

Unique ID: XXX 

 

Hello, 

Have your say and earn £10! 

We would like to hear your views about the services we provide and how they, and the cost of them, 

may increase between 2025-30. Your views will help us understand what our customers think of our 

plan for 2025-30.  

Please take part in our survey to have your say. It will take around 15 minutes to complete. 

What’s in it for me? 

A £10 voucher. This will be sent to you within five working days of completing the survey. 

What do I need to do? 

Follow this link [LINK] to take part in this survey online.  

For the best experience we encourage you to take part in the survey on a desktop, laptop or tablet. 

However, you can also take part on your mobile phone. 

When you arrive at the survey, enter your unique ID printed at the top of this letter and complete the 

survey. 

We’re working with an independent market research agency called Explain Market Research- 

www.explainresearch.co.uk 

Once you have entered your unique ID in the survey, Explain will be able to view some further 

anonymous information about you that we will share with them, including your annual Northumbrian 

Water bill amount and whether you are in receipt of financial support. This is so that during the 

research Explain will be able to show you how your own bill might change between 2025-30. Explain 

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fbit.ly%2fNW-customer-survey&c=E,1,wQ4oayQZd414JrEg41FHTN_fpIBTUZrTxOh3mjE846u-I_FyN0F6EyMNZqGBzy2ryBgnuyVk_Gpopc1gqGBLtot5dbCbaBD3IOps6r0HjIA,&typo=1
http://www.explainresearch.co.uk/
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has not been provided with any of your personal information. You can read their privacy policy here: 

[LINK] 

Explain will collect your name and email address or address in the survey only so they can send you 

your voucher. Your survey responses will be kept anonymous and Explain will delete all data after three 

months. 

If you prefer to receive a paper copy of the survey, or require the survey in any other language or 

format, please contact Explain at haveyoursaynwg@explainonline.co.uk or by calling 0800 059 0124 by 

Monday 24 July. Please note the phone line will be open 8.30am – 5.00pm (excluding weekends). 

This survey will close on Sunday 30 July. 

If you complete the survey online you will receive an Amazon voucher via email. If you complete a 

paper version of the survey, you will receive a high street voucher through the post. 

 

We look forward to hearing from you. 

With best wishes, 

Lucy 

Customer Research and Engagement Team 

 

mailto:haveyoursaynwg@explainonline.co.uk
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Essex & Suffolk Water version 

Account number: XXXX 

Unique ID: XXXX 

 

Hello, 

Have your say and earn £10! 

We would like to hear your views about the services we provide and how they, and the cost of them, 

may increase between 2025-30. Your views will help us understand what our customers think of our 

plan for 2025-30. 

Please take part in our survey to have your say. It will take around 15 minutes to complete. 

What’s in it for me? 

A £10 voucher. This will be sent to you within five working days of completing the survey. 

What do I need to do? 

Follow this link [LINK] to take part in this survey online. 

For the best experience we encourage you to take part in the survey on a desktop, laptop or tablet. 

However, you can also take part on your mobile phone. 

When you arrive at the survey, enter your unique ID printed at the top of this letter and complete the 

survey. 

We’re working with an independent market research agency called Explain Market Research – 

www.explainresearch.co.uk  

Once you have entered your unique ID in the survey, Explain will be able to view some further 

anonymous information about you that we will share with them, including your annual Essex & Suffolk 

Water bill amount and whether you are in receipt of financial support. This is so that during the 

research Explain will be able to show you how your own bill might change between 2025-30. Explain 

has not been provided with any of your personal information. You can read their privacy policy here: 

[LINK] 

http://www.explainresearch.co.uk/
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Explain will collect your name and email address or address in the survey only so they can send you 

your voucher. Your survey responses will be kept anonymous and Explain will delete all data after three 

months. 

If you prefer to receive a paper copy of the survey, or require the survey in any other language or 

format, please contact Explain at haveyoursaynwg@explainonline.co.uk or by calling 0800 059 0124 by 

Monday 24 July. Please note the phone line will be open 8.30am – 5.00pm (excluding weekends). 

This survey will close on Sunday 30 July. 

If you complete the survey online you will receive an Amazon voucher via email. If you complete a 

paper version of the survey, you will receive a high street voucher through the post. 

We look forward to hearing from you. 

With best wishes, 

Lucy 

Customer Research and Engagement Team 
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Appendix 6 – Ofwat data tables 

Figures in tables in this appendix are the numbers of household and non-household customers engaged 

in relation to the AAT quantitative research only. 

 

  

Number of household customers engaged with on 

the business plan
nr 0 2,098

Number of non-household customers enaged with 

on the business plan
nr 0 402

Customer engagement

Line description Units Decimal places 2022-23

Customers who have struggled to pay at least one of 

their househould or non-household bills 

(Unweighted base)

nr 0 1,055 433 58 198 896

Customers who have struggled to pay at least one of 

their househould or non-household bills
% 2 71.93% 73.49% 91.61% 40.40% 66.08%

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30 (Unweighted base)

nr 0 1,055 433 58 198 896

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30

% 2 46.59% 47.48% 80.37% 32.32% 43.94%

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30 (Unweighted base)

nr 0 1055 433 58 198 896

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30

% 2 14.52% 13.83% 0.00% 33.84% 18.10%

Customers responding that the proposed business 

plan is unacceptable (Unweighted base)
nr 0 1,055 433 58 198 896

Customers responding that the proposed business 

plan is unacceptable
% 2 9.38% 10.15% 12.39% 10.61% 9.61%

Customers responding that the proposed business 

plan is acceptable (Unweighted base)
nr 0 1,055 433 58 198 896

Customers responding that the proposed business 

plan is acceptable
% 2 69.96% 72.00% 49.97% 83.33% 72.44%

Affordability for customers

Acceptability for customers 

2022-23

Water only customer (water bill only and water only business plan)

Household 

customers

Household with 

Vulnerable 

customer

Households 

struggling 

financially

Non-household 

customers

Household and 

non-household 

customers

Line description Units Decimal places

Affordability and acceptability of business plans 
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Customers who have struggled to pay at least one of 

their househould or non-household bills 

(Unweighted base)

nr 0 NA NA NA NA NA

Customers who have struggled to pay at least one of 

their househould or non-household bills
% 2 NA NA NA NA NA

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30 (Unweighted base)

nr 0 NA NA NA NA NA

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30

% 2 NA NA NA NA NA

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30 (Unweighted base)

nr 0 NA NA NA NA NA

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30

% 2 NA NA NA NA NA

Customers responding that the proposed business 

plan is unacceptable (Unweighted base)
nr 0 NA NA NA NA NA

Customers responding that the proposed business 

plan is unacceptable
% 2 NA NA NA NA NA

Customers responding that the proposed business 

plan is acceptable (Unweighted base)
nr 0 NA NA NA NA NA

Customers responding that the proposed business 

plan is acceptable
% 2 NA NA NA NA NA

Affordability for customers

Acceptability for customers

2022-23

Water only customer (whole bill and both business plans)

Household 

customers

Household with 

Vulnerable 

customer

Households 

struggling 

financially

Non-household 

customers

Household and 

non-household 

customers

Line description Units Decimal places

Affordability and acceptability of business plans 
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Customers who have struggled to pay at least one of 

their househould or non-household bills 

(Unweighted base)

nr 0 1,043 414 121 204 838

Customers who have struggled to pay at least one of 

their househould or non-household bills
% 2 35.38% 34.52% 79.48% 39.22% 36.32%

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30 (Unweighted base)

nr 0 1,043 414 121 204 838

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30

% 2 51.62% 51.83% 86.00% 32.84% 47.03%

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30 (Unweighted base)

nr 0 1043 414 121 204 838

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30

% 2 14.01% 14.63% 2.44% 40.69% 20.53%

Customers responding that the proposed business 

plan is unacceptable (Unweighted base)
nr 0 1,043 414 121 204 838

Customers responding that the proposed business 

plan is unacceptable
% 2 15.05% 14.12% 30.49% 12.75% 14.49%

Customers responding that the proposed business 

plan is acceptable (Unweighted base)
nr 0 1,043 414 121 204 838

Customers responding that the proposed business 

plan is acceptable 
% 2 71.79% 71.21% 51.15% 81.37% 74.13%

Acceptability for customers 

Affordability for customers

2022-23

Water and wastewater customer (whole bill and whole business plan)

Household 

customers

Household with 

Vulnerable 

customer

Households 

struggling 

financially

Non-household 

customers

Household and 

non-household 

customers

Line description Units Decimal places

Affordability and acceptability of business plans 
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Customers who have struggled to pay at least one of 

their househould or non-household bills 

(Unweighted base)

nr 0 NA NA NA NA NA

Customers who have struggled to pay at least one of 

their househould or non-household bills
% 2 NA NA NA NA NA

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30 (Unweighted base)

nr 0 NA NA NA NA NA

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30

% 2 NA NA NA NA NA

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30 (Unweighted base)

nr 0 NA NA NA NA NA

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30

% 2 NA NA NA NA NA

Customers responding that the proposed business 

plan is unacceptable (Unweighted base)
nr 0 NA NA NA NA NA

Customers responding that the proposed business 

plan is unacceptable
% 2 NA NA NA NA NA

Customers responding that the proposed business 

plan is acceptable (Unweighted base)
nr 0 NA NA NA NA NA

Customers responding that the proposed business 

plan is acceptable
% 2 NA NA NA NA NA

Affordability for customers

Acceptability for customers

2022-23

Wastewater only customer (wastewater bill and wastewater only buiness plan)

Household 

customers

Household with 

Vulnerable 

customer

Households 

struggling 

financially

Non-household 

customers

Household and 

non-household 

customers

Line description Units Decimal places

Affordability and acceptability of business plans 
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Customers who have struggled to pay at least one of 

their househould or non-household bills 

(Unweighted base)

nr 0 NA NA NA NA NA

Customers who have struggled to pay at least one of 

their househould or non-household bills
% 2 NA NA NA NA NA

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30 (Unweighted base)

nr 0 NA NA NA NA NA

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30

% 2 NA NA NA NA NA

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30 (Unweighted base)

nr 0 NA NA NA NA NA

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30

% 2 NA NA NA NA NA

Customers responding that the proposed business 

plan is unacceptable (Unweighted base)
nr 0 NA NA NA NA NA

Customers responding that the proposed business 

plan is unacceptable
% 2 NA NA NA NA NA

Customers responding that the proposed business 

plan is acceptable (Unweighted base)
nr 0 NA NA NA NA NA

Customers responding that the proposed business 

plan is acceptable
% 2 NA NA NA NA NA

Affordability for customers

Acceptability for customers

2022-23

Wastewater only customer (whole bill and both business plans)

Household 

customers

Household with 

Vulnerable 

customer

Households 

struggling 

financially

Non-household 

customers

Household and 

non-household 

customers

Line description Units Decimal places

Affordability and acceptability of business plans 
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Customers who have struggled to pay at least one of 

their househould or non-household bills 

(Unweighted base)

nr 0 1,048 421 97 202 860

Customers who have struggled to pay at least one of 

their househould or non-household bills
% 2 49.40% 49.47% 84.13% 39.67% 47.74%

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30 (Unweighted base)

nr 0 1,048 421 97 202 860

Customers expecting to find it difficult to afford to 

pay their proposed water and sewerage bill for the 

years 2025-30

% 2 49.69% 50.16% 83.84% 32.64% 45.84%

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30 (Unweighted base)

nr 0 1,048 421 97 202 860

Customers expecting to find it easy to afford to pay 

their proposed water and sewerage bill for the years 

2025-30

% 2 14.21% 14.32% 1.50% 38.06% 19.60%

Customers responding that the proposed business 

plan is unacceptable (Unweighted base)
nr 0 1,048 421 97 202 860

Customers responding that the proposed business 

plan is unacceptable
% 2 12.87% 12.60% 23.55% 11.93% 12.62%

Customers responding that the proposed business 

plan is acceptable (Unweighted base)
nr 0 1,048 421 97 202 860

Customers responding that the proposed business 

plan is acceptable
% 2 71.09% 71.51% 50.70% 82.12% 73.48%

Acceptability for customers 

Affordability for customers

2022-23

All customers (weighted combination)

Household 

customers

Household with 

Vulnerable 

customer

Households 

struggling 

financially

Non-household 

customers

Household and 

non-household 

customers

Line description Units Decimal places

Affordability and acceptability of business plans 
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