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Methodology,
objectives, approach &
key take-outs




Context

The following events happened before or during the fieldwork period and may have influenced customers’ answers.

Late 2021

Since late 2021 a large proportion of the UK population have been feeling
the effects of the cost-of-living crisis. This has meant that households
typically have less disposable income than they did previously and may
have influenced customers' answers in the sense that some United Utilities
customers may be feeling significantly more squeezed in terms of their
finances than normal.

February 2023

In early February 2023, United Utilities announced that 2023/24 bills
would see a 6.4% increase on 2022/23 bills. This took place during the
fieldwork period and may have influenced customers’ answers in the sense
that a few customers did mention the fact their bills have risen and the fact
they have to pay for water at all.

February 2023

Throughout February 2023, oil and gas companies published record profits.
This again took place during the fieldwork period and may have influenced
customers’ answers in the sense that a handful of customers mentioned
the fact United Utilities are yet to publish their profits and this may not
have been mentioned had oil and gas companies not published their
profits.
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Methodology

Focus groups

* 6 online focus groups conducted with customers
and future customers across the United Utilities
regions

* Groups varied in terms of their demographic
makeup i.e., by age, socioeconomic status and
customer type (Household and Future Bill Payer)

Depth interviews

* A mix of online and telephone depth interviews
conducted with 9 customers with vulnerabilities
from across the United Utilities region

* Vulnerabilities included: those struggling
financially, those with disabilities and those who
may be digitally excluded

Sample details

* Atotal of 39 United Utilities customers made up
the sample for this research, for a full breakdown
of the sample please see Appendix 1.
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Ofwat standards for high-quality research

Ofwat have set out requirements for High Quality Research in their Customer Engagement Policy. All water company research and engagement
should follow best practice and lead to a meaningful understanding of what is important to customers and wider stakeholders.

Useful and contextualised

This research was conducted in order to test United Utilities’ six capitals framework
with customers and future bill payers and assess whether any changes need to be
made to the framework.

Fit for purpose

Cognitive testing was carried out during the design phase of this research to ensure
the complex subject matter was presented in a way which was as understandable
and engaging as possible for respondents. Visual stimulus was created in order to
aid participant understanding, using images and real-life scenarios to show
customers the decision-making framework in action.

Ethical

This research was conducted by DJS Research who are a member of the Market
Research Society. Participants were regularly reminded that they could be open and
honest in their views due to anonymity and DJS and United Utilities were subject to
strict data protection protocols.

Continual
Customer views will be directly fed into the final plans for the six capitals
framework.

Copyright © United Utilities Water Limited 2019

Inclusive

A mix of online and telephone depth interviews were conducted to ensure that
customers classed as digitally vulnerable and hard-to-reach customers were
included in the research.

Neutrally designed

Every effort has been made to ensure that the research is neutral and free from
bias. Where there is the potential for bias, this has been acknowledged in the
report. Participants were encouraged to give their open and honest views and
reassurances were given throughout the research that United Utilities were open
to hearing their honest opinions and experiences

Independently assured

All research was conducted by DJS, an independent market research agency. United
Utilities collaborated with Your Voice, the Independent Challenge Group, who
reviewed all research materials and provided a check and challenge approach on
the method and findings.

Shared in full with others
The full final report and research materials will be shared on the United Utilities’
research library webpage.



Objectives

The overall purpose of the research is to understand if customers support United
Utilities’ shift towards a more value-based decision-making approach...

United Utilities objectives included: United Utilities believe a six capitals approach is the best
way to approach business decisions:

1. What does value mean to customers?

2. What types of factors would customers take into % Einancial Human
account if they were making important decisions? capital capital

3. Do customers agree that United Utilities should be

considering broader impacts, such as on the
environment and society? Manufacturing Intellectual
capital capital
4. Do customers support United Utilities in trying to grow
and mature this over time?
Social &

relationship
capital

5. What factors would they like United Utilities to bring Natural
into their decisions? capital
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Approach ()

Prior to fieldwork commencing :

* All materials were cognitively tested by our in-house
CATI unit to gauge understanding

Uncovering what customers think about United

Utilities:

* Customers were firstly asked what they thought United
Utilities do, as well as their views of them as a company
in terms of satisfaction, trust and value for money

Understanding customer decision making:

* Next, the sessions explored how customers make certain
decisions via an imaginary lottery win. Customers were
first given the freedom to decide how to spend their
lottery winnings and this allowed us to see what factors
influenced their initial decision-making process

* Then customers were reined in slightly and told they could
only spend their winnings on certain things (categories
displayed around the house image). This provided insight
into why customers were choosing to spend their winnings
the way they did
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Here’s what we do...

Provide safe

Encourage customers to use
water wisely around the home

drinking water - Ensure there’s enough water

Provide new jobs

for now, and in the future

Return cleaned wastewater safely
back to rivers, lakes and the sea

Work on a variety of
environmental projects ' Reduce sewer flooding affecting

homes or gardens and local areas

Reduce disruptions S s Ensure sufficient wastewater
to water supply PR ST, treatment and drainage for now
W : , and in the future

Imagine you have won £10,000 on the lottery... but there are
certain conditions as to how you can spend your winnings!

Travel * — /

Adding value to your property
e.g., extension, solar panels

Giving back to your
community/charity

Throw a party —
invest in relationships

N

TEF|
é"ﬁ‘ﬂ?‘ﬂé&f E:

DIY e.g., decorating, Investing in learning Improvements to outdoor
repairs etc e.g., a course space e.g., landscaping



Approach (lIl) =

Introducing the six capitals framework:

. . . Cost Benefits to the manufacturing Benefit to nature
* Th € SIX Ca p Ita IS were ma d € more Cu Sto mer frle n d |y to Potential costs associated with process and efficiency Benefits to the local environment in
installation & maintenance Service reliability terms. of biodiversity, reduced carbon
ensure that the customers fully understood what each and recreation

element of the framework meant
* Here customers were asked what their initial thoughts
of the framework were and if they had any questions

that needed clarifying B wellbeing "% knowledge. D S
The safety of United Utilities’ workers The skills, knowledge and technol could bring to the local community
Linking the framework to customer decision-making: e T
* Inthe next part of the session, customers were shown how
the Isix capitals frame\}/'lvorkhUnited Utiliiies use can be Imagine you have won £10,000 on the lotsry... butthers ars — Pp(?
applied to decisions that they may make B .0 cxiension, solar pancis
* For example, if a customer decides to spend their lottery Dol 0000 o)
winnings on a holiday this may have social benefits invostinrelationships
because it gives them the experience of new ©
places/cultures. It may also improve their knowledge as Commnchanty. e
they are learning about another country. Their holiday will \_‘ h‘
also hopefully make them feel good — improving their 2ee soe | o é s
wellbeing. However, depending how they travel, there may M dw !:—‘19'5 b =1 =
be negative impacts on the environment DIY .0, decorting, repars invesing i aring mprovemens (0ot
0000 000 000
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Approach (lll)

Application to United Utilities examples:

Customers were then shown two real life examples of
decisions United Utilities have to make, and each
example has two potential solutions, these included:

o Repairing vs replacing a cracked sewer pipe

o Storage tank vs SuDS to tackle localised flooding
For each scenario customers were guided through how
the six capitals framework applied to each potential
solution. They were then asked if they had any initial
thoughts or if anything needed further clarifying

Becoming a United Utilities board member:

After customers had been talked through each scenario
and the potential accompanying solutions, they were
asked to imagine that they had been promoted to sit on
the board of United Utilities. Here we were able to
understand how important customers felt each of the six
capitals was in informing their decision making
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Option 1:
Repair the sewer

This will stop the leak

and will require less
construction work but
there is no guarantee how
long the repair will last.

Sewer Board Report

Cost

Benefit
to Nature

Benefit
to Society

Benefit to safety
& wellbeing

Benefit to skills
& knowledge

Benefit to manufacturing
processes & efficiency

Cost %
Potential costs J
associated with

installation and
maintenance.

The cost associated with this
option is minimal. Workers will

Benefit to nature
The benefits that the
option could bring to the

local environment in terms
of biodiversity, carbon
and recreation.

MEDIUM

The works will have some
negative impacts on the natural

repair the leaking pipe. This would
Benefit to safety

involve ing up the d.
& wellbeing o

part of the pipe.

The safety of United Utilities
workforce as well as the
safety of customers.

MEDIUM

Waorkers will have to fix the
pipework which creates a certain
level of safety risk to staff and
customers.

when they are taking
place, but this will be short lived.
Benefit to skills g
& knowledge

The skills, knowledge and

technology that come
together to provide a solution

This is a fix on an existing pipe so
there is no opportunity to upgrade
pipes with the latest technology
&.g., smart technology

Benefit to society W
Potential benefits that
the solution could bring

to the local community
i.e., quality of place.

This option has high benefits fo
society. The pipe will be fixed
relatively quickly which will stop
the leak with minimal disruption fo
roads etc.

Benefit to manufacturing o
processes & efficiency

The level of service reliability
that the suggested solution
provides.

It is a temporary fix but not a lomg-
term solution and will need to be
repeated down the line.

Repairing the sewer Replacing the sewer

00000¢C

MEDIUM

MEDIUM

MEDIUM
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Key take-outs

Customer views on value
* Value means different things to different customers.

* Customers from higher socioeconomic groups mention how value
can relate to the quality of a service as well as the monetary value
of what you pay. Whereas those from lower socioeconomic groups
find it a bit more difficult to distinguish between the two.

Customers are generally in agreement about how United Utilities
provide value, with many commenting on the work United Utilities
do as well as the quality of the water they provide.

Customer decision making

* Customers reasoning for making decisions changes depending on
the problem at hand, with customers recognising that factors can
differ depending on the issue being addressed i.e., benefits to
society and cost are perceived as most important for the cracked
sewer pipe scenario whereas benefits to society and nature are
deemed as most important for sustainable drainage solutions
scenario
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Current perceptions of
United Utilities




Knowledge of what United Utilities do

What type of things do you think United Utilities do?

Customers tend to have a very surface level understanding of what it is that United Utilities do, many mention how they provide water and take

wastewater away from homes... Q
“We have quite a lot of flooding in our area

they're constantly out to us dealing with the
flooding and look at the drainage.”

Female, 25-34, Lancashire, SEG C2

“They supply your water, and they take the 6
sewerage away, they also actually maintain the
grids and drains as well.”

Female, 55-64, Merseyside, SEG C2

“They did all the stuff with the dam in Whaley
Bridge, they did the fixing of that when they
had the big flooding a few years ago.”

Female, 45-54, Cumbria, SEG C1

“Bring the water into our houses and take it
away to treat it, make sure it goes to the right
locations that it should do.”

Female, 35-44, Lancashire, SEG B

“They look after reservoirs, supply everyone
with fresh water depending where you live and
carry it away.”

Male, 55-64, Greater Manchester, SEG C2

“They clean the water out of the reservoirs
before it gets to you tap, it gets filtered and
cleaned before we get it.”

Male, 25-34, Lancashire, SEG D, FBP

KEY:

e Provide water
9 Take away wastewater

@ Work with reservoirs
“They look after the pipes, equipment and

drainage. Q Fix/maintain assets
Female, 45-54, Merseyside, SEG A

“They give water to our homes, and | know
they do something with a support scheme for
people who are struggling.”

Male, 35-44, Greater Manchester, SEG C2

“They provide us with water, sort the water
bills out and they send leaflets; | had one the
other day about what not to do.”

Female, 45-54, Lancashire, SEG C2

© O 60 ©

“Provide water, fix pipes. There was a bit burst
by me and they were there fixing it.”

Female, 45-54, Merseyside, SEG E

OO 00000 OO
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Satisfaction with United Utilities

How satisfied would you say you are with United Utilities using a scale of 0-10?
Future bill payers and those from lower socioeconomic groups tend to be less satisfied with United
Utilities compared to those in higher socioeconomic groups and those who are vulnerable.

Often, those in higher socioeconomic groups are more appreciative of the work United Utilities does --mm

whilst those who are vulnerable are appreciative of support they have received from United Utilities.

Group 1 46-70 3 (f), 2 (m)
Group 2 25-45 3 (f), 2 (m) ABC1
8.2 8.3
7.8 7.8 76 Group 3 46-70 4 (f), 1 (m) ABC1
Group 4 25-45 2 (f), 2 (m) C2D
Group 5 46-70 3 (f), 2 (m) E
Group 6 16-29 2 (f), 2 (m), 1 (PNS) Mix
Depths Interviews were carried out with customers
with vulnerabilities and were
demographically mixed
“8 — service is good to our house; | don’t have
any problems with the service or pressure
anything like that. It is just the cost of the water
that gets it down to an 8 rather than a 10.”
Female, 55-64, Greater Manchester, SEG A, Group 3
Group 1 Group 2 Group 3 Group 4 Group 5 Group 6 Depth Overall 3 , . .
. . 10 - | couldn’t keep up with my water bill so now
FBP interviews average

| get help paying it which has been a big help.”
Female, 45-54, Merseyside, SEG E, Depth 1

Base: All respondents from the qualitative phase (39)
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Trustworthiness of United Utilities

How trustworthy do you perceive United Utilities to be using a scale of 0-10?
Trust is also lowest amongst customers who fall into lower socioeconomic groups, with reasons
centering around not knowing a lot about United Utilities as a company and a lack of transparency

surrounding their profits. Again, those in higher socioeconomic groups and vulnerable customers --mm

appear to have the highest levels of trust in United Utilities. Group1l  46.70 3(, 2 (m)

9.4

Group 2 25-45 3 (f), 2 (m) ABC1

Group 3 46-70 4 (f), 1 (m) ABC1
7.8 Group 4 25-45 2 (f), 2 (m) C2D
7.2
Group 5 46-70 3 (f), 2 (m) E

Group 6 16-29 2 (f), 2 (m), 1 (PNS) Mix

Depths Interviews were carried out with customers
with vulnerabilities and were
demographically mixed

“5-1don't know a great deal about them. It's not
something, you know, that I've researched, and
as | say, you can't pick and choose your water
company like you can other things.”

Female, 55-64, Cheshire, SEG D, Group 5

“5 - We don't see anything published as to what
they make... the don’t publish their profits.”

Female, 55-64, Merseyside, SEG E, Group 5

Group 1 Group 2 Group 3 Group 4 Group 5 Group 6 Depth Overall
FBP interviews average

Base: All respondents from the qualitative phase (39)
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Value for money of United Utilities services

To what extent would you say that your water and sewerage bill is good value

for money using a scale of 0-10?

Again, those from lower socioeconomic groups are less likely to feel as though their water and sewerage

bill is good value for money, common reasons for this centered around water being a natural resource
and the fact that you cannot shop around for a water supplier, so in that sense there is a lack of
awareness as to whether their bill is good value for money...

8.6 8.8

8
7.6

Group 3

Base: All respondents excluding future bill payers (34)
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I I |

Group 5

Depth
interviews

Group 1 46-70 3 (f), 2 (m)

Group 2 25-45 3 (f), 2 (m) ABC1

Group 3 46-70 4 (f), 1 (m) ABC1
8.1 Group4  25-45 2 (f), 2 (m) C2D

Group 5 46-70 3 (f), 2 (m) E

Group 6 16-29 2 (f), 2 (m), 1 (PNS) Mix

Interviews were carried out with customers
with vulnerabilities and were
demographically mixed

Depths

“8 - It feels quite reasonable, | know in the grand
scheme of things money is... but it feels to me
quite reasonable in comparison with a lot of your
other bills.”

Female, 35-44, Lancashire, SEG B, Group 2

Overall

“6 — it comes from the sky; | don’t think you
average

should have to pay for it.”
Male, 35-44, Greater Manchester, SEG C2, Depth 8

16



Customer perceptions of value

What does value mean to United Utilities customers?

Value means different things for different people, some customers attribute value to services whilst others perceive value as stemming directly from a
product or a services cost. Customers perceive a wide range of things to provide them with value, from breakdown cover to insulated mugs to Chinese
takeaways, but the consensus when it comes to how United Utilities provide value tends to centre around the quality of the water customers receive.

If something is good value — what does this mean?

“l would say the service as well
that comes with it; you have got
the value of the product itself, but
you have got the value of customer
service.”

Female, 35-44, Lancashire, SEG B

“I think value is when the price you
are paying is worth it like if
something is worth the money that
you have spent on it really in my
eyes.”

Female, 45-54, Merseyside, SEG E

Examples of things that have given you value

Home insurance Sainsburys

Breakdown cover

Insulated mug

Apple Amazon Netflix

Local Chinese Mobile company

Value and value for money — are they the same?

Some customers struggle to distinguish value from value for
money, this is particularly the case for customers from
lower socioeconomic backgrounds who often mention how
they factor cost into everything

N

Other customers feel the two are different and attribute
value to other things such as customer service

X
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How do United Utilities provide value?

“I think there is a lot that they do behind the scenes that we don’t really notice.
There is a lot going on that people aren’t aware of the company themselves,
but you get a lot better with this company than you do other ones that are not
in more of a soft water area for instance.”

Female, 25-34, Greater Manchester, SEG B

17



Bill payers' money

What do customers think about the way United Utilities spend money?

Customers generally feel United Utilities are distributing their money well, but they do have some suggestions in terms of how additional value can be
added* i.e., greater transparency, working with housing developers to minimise flooding and the launch of a customer rewards scheme to name a few...

In what ways do you think United
Utilities provide you value?

“I've got a constant supply of water; I've
never had any issues and they always
provide updates when they do stuff.”

Female, 35-44, Greater Manchester, SEG D

“They’ve cut the cost, because we have 2
children with disabilities, and we know that
we will never be cut off from water supply.”

Male, 35-44, Greater Manchester, SEG C2

“Better quality water is a definite big one
for us; when we travel anywhere, down
south my daughter gets rashes, and she

can taste the differences in the water.”

Female, 35-44, Lancashire, SEG B

Where your £1.05 goes depending on the amount of water used

By 2025, to provide you with a supply of clean, fresh water (and to take all your
way) will cost you an average of just £1.05 per day.

But where does yc money go?

=

cing

long-terminvestment

How could United Utilities provide

Publish profits

Loyalty scheme

*For more information on value, see DJS Research’s Price perceptions and value research 2001
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better value?
Transparency

Rewards

Work with housing
developers

Gadgets

What things should United Utilities
consider when making decisions?

“So, I'd probably say the impact on the local
community and impact on the
environment.”

Male, 35-44, Greater Manchester, SEG C2

“Impact on the local environment, then
obviously the pros and cons, you know is it
going to give anything to the local area.”

Female, 35-44, Greater Manchester, SEG C2

“l would like to think that they were
considering environmental issues, and less
disturbance to wildlife and reducing your
carbon footprint.”

Female, 55-64, Greater Manchester, SEG A



Customers’ decision
making process




Customer decision making (l)

Health and well-being plays a key role in customers investment decisions...

Travel, doing some DIY and putting money into savings are common suggestions customers give as to how they would spend their hypothetical lottery
winnings. For many, the reasoning behind these decisions centre around health and well-being, whether that is improving their own health and well-
being or that of their families, perhaps symbolising which elements of the six capitals approach, they find most important...

Travel:

“Yes, exactly, invest in mental
well being, | missed with Covid
not being able to travel so now
we’re able to, I'd embrace that

again.”

Male, 35-44, Greater
Manchester, SEG C2

Savings:

“I would make sure that | have
some left over to save some of it
for my children's’ futures so they

can have greater opportunities

when they are older”

Female, 35-44, Greater
Manchester, SEG C2

Copyright © United Utilities Water Limited 2022

“Probably a holiday, | could do
with a holiday to just relax, |
work 3 jobs so it would do me
good to look after myself for
once and have a break.”

Male, 45-54, Greater
Manchester, SEG C2

“I think | would probably spend a
small part of it towards travelling
but mostly I'd putitinto a
savings account for my
daughter’s future really.”

Female, 35-44, Lancashire,
SEG B

Imagine you have won £10,000 on the lottery... but there are
certain conditions as to how you can spend your winnings!

Travel %

Adding value to your property
e.g., extension, solar panels

Throw a party —
invest in relationships

n 47 J—J \ Savings

i
e o[58 &

Giving back to your
community/charity

DIY e.g., decorating, Investing in learning Improvements to outdoor

repairs etc e.g., a course space e.g., landscaping
DIY: KEY:
“I'd want an extension, so my family has o_;afety.& @ Society
more space at home really.” wellbeing
Female, 35-44, Lancashire, SEG C2 o @ i:ic',';zdge
© s € noure
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Customer decision making (ll)

Social and environmental benefits are also mentioned frequently but to a lesser extent than health and wellbeing...
The social benefits that can come from travelling are also appealing to some customers who are keen to explore new places, whilst helping children out,
whether that be with education or getting onto the housing ladder appeals to others. Additionally, customers who suggest investing in green home
improvements are often from rural areas. Customers rarely mention improving their skills and knowledge as a reason for their investment decisions.

Imagine you have won £10,000 on the lottery... but there are

Travel: certain conditions as to how you can spend your winnings!
“Holiday for me, I'd go to the “I've always liked the idea of a Travel % —
Galapagos or Africa. It has been cruise because you get to see / Throw a party —
somewhere |'ve always wanted lots of different places, but they Adding value to your property invest in relationships
to go. | was meant to go but it cost a lot, so I've never been able &9 extension, solar panels = NG
got cancelled due to Covid.” to afford it, so I'd do that.” Ip| S Savings
Giving back to your o @ e ® e @
Female, 55-64, Greater Female, 35-44, Greater community/charity 'Kﬂ—'?' ‘R-'?’ ‘k—?"
Manchester, SEG A Manchester, SEG D
é P o |
Savings: e bl PR Fa
|
@ DIy e.g., decorating, Investing in learning Improvements to Dut_door
“My children are doing their A “I would help my daughter out repairs et &g~ acourse space e.g., landscaping
levels, so | think | would save it with saving for a deposit. She’s in
to help them out if they decide a flat at the moment but | know Add value to your property:
to go to uni. I'd want to help she doesn’t really like the area, @
them, rather than the house.” so I'd save some for that.” “I like the idea of solar panels, generating o Safety & o
. q ocile
your own energy in a green way.” wellbeing v

Female, 45-54, Cumbria, Female, 45-54, Merseyside,

SEG C1 SEGE Female, 25-34, Lancashire, SEG C2, Rural Cost @ skills &

knowledge
Manufacturing
Nature
° & efficiency
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United Utilities decision making framework ()

Customers are generally impressed with United Utilities 6 capitals approach...

The majority of customers feel that whilst United Utilities have always considered the factors below, it is a good thing that they are moving towards
a more established framework of decision making. Customers generally think the framework is sensible and valid, and the framework appears to be
most popular among bill payers in higher socioeconomic groups, with those in SEG groups AB and C1 often openly praising the model.

“l would say they are all valid
points, sensible things that we
would have to consider, and it is
nice to know that they are
consider those kinds of things.”

Male, 45-54, Greater
Manchester, SEG B

“To be honest I've never seen
anything like this for other

companies, | think there’s much
more on there that they are

considering than | ever thought.

”

Female, 45-54, Cumbria,
SEG C1
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“1 think the six icons they are
quite like a mission statement for
them, and it is the key values in
terms of how they decide to
make investments.”

Female, 45-54, Merseyside,
SEGA

“They seem very sensible and
quite broad. Cost and health,
safety, and wellbeing have to be
taken into account in any
industry.”

Female, 35-44, Lancashire,
SEG B

©O O

Cost Benefits to the manufacturing Benefit to nature

process and efficiency Benefits to the local environment in

terms of biodiversity, reduced carbon
and recreation

Potential costs associated with

installation & maintenance Service reliability

O 0 O

Benefit to society

Potential benefits that the solution
could bring to the local community
e.g., quality of place

Benefit to skills
& knowledge
The skills, knowledge and technology

that come together to provide a
solution

Benefit to safety
& wellbeing

The safety of United Utilities’ workers
as well as the safety of customers

“There are things on there that | would
expect them to consider, but they are also
thinking a lot more about other things.”

Male, 35-44, Greater Manchester, SEG C1

“I think it’s quite impressive, things like
nature they have to consider, but they
consider a lot more than | thought.”

Female, 55-64, Greater Manchester, SEG A



United Utilities decision making framework (Il)

Customers are generally impressed with United Utilities 6 capitals approach...

But some customers hold less informed views on the framework, with customers in lower socioeconomic groups and future bill payers being less
expressive in their views. Those in lower socioeconomic groups are satisfied with the framework but tend not to hold particularly strong views on the
approach, this is also the case for future bill payers who appear to be less concerned about the decision-making framework — perhaps due to their lack

of bill paying responsibility...

“l suppose it’s good that they
make decisions based on nature.
| like the countryside so it’s nice

they think about that when
making decisions.”

Female, 16-25, Lancashire, SEG
C2, FBP

“No, | would say I'm pretty happy
with all of those, erm, especially
with the local environment as
well, that's really important at
the minute isn’t it.”

Female, 25-34, Lancashire,
SEG C2
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“Good. | thought they mainly
considered cost and how things
benefit their company but
looking at this, they consider
much more than | thought.”

Female, 55-64, Cheshire,
SEGD

“They’re always going to think
about cost and getting their
money back on their investments
so that’s not a shock to me it’s a
no brainer.”

Male, 24-35, Lancashire,
SEG D, FBP

©O O

Cost Benefits to the manufacturing Benefit to nature

process and efficiency Benefits to the local environment in

terms of biodiversity, reduced carbon
and recreation

Potential costs associated with

installation & maintenance Service reliability

O 0 O

Benefit to society

Potential benefits that the solution
could bring to the local community
e.g., quality of place

Benefit to skills
& knowledge
The skills, knowledge and technology

that come together to provide a
solution

Benefit to safety
& wellbeing

The safety of United Utilities’ workers
as well as the safety of customers

“These are things that they should be
considering anyway. I'd expect them to
consider all these when making decisions.”

Female, 65-74, Lancashire, SEG C2

“Yeah, | think it’s a pretty good thing, think
it covers a lot of things which is good when
making decisions.”

Male, 35-44, Greater Manchester, SEG C2
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United Utilities decision making framework (lll)

Customers are generally impressed with United Utilities 6 capitals approach...
Additionally, differences can be seen amongst customers who live in rural areas compared to urban areas. For example, those living in rural areas
appear to be much more appreciative that United Utilities are considering environmental implications when they are making decisions and stress how

considering the environment is an important aspect to them...

“l suppose it’s good that they
make decisions based on nature.
| like the countryside so it’s nice

they think about that when
making decisions.”

Female, 16-25, Lancashire, SEG
C2, FBP, Rural

“No, | would say I'm pretty happy
with that, especially with the
benefits to nature as well, that's
really good because that
important.”

Female, 25-34, Lancashire,
SEG C2, Rural

Copyright © United Utilities Water Limited 2022

“Cost is always key because they
are running a business, but the
nature and the ESG side of things
in terms of the environment and
governance that is key for me.”

Female, 55-64, Greater
Manchester, SEG B, Rural

“Yeah, there’s quite a bit that
they take into consideration,
especially the environment it’s
good that they are being mindful
of that.”

Female, 54-65, Cheshire,
SEG D, Rural

%

Cost

Potential costs associated with
installation & maintenance

Benefit to safety
& wellbeing

The safety of United Utilities’ workers
as well as the safety of customers

Benefits to the manufacturing
process and efficiency

Service reliability

Benefit to skills
& knowledge
The skills, knowledge and technology

that come together to provide a
solution

Benefit to nature

Benefits to the local environment in
terms of biodiversity, reduced carbon
and recreation

Benefit to society

Potential benefits that the solution
could bring to the local community
e.g., quality of place
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Decision making using United Utilities real life examples

Customers were asked to make decisions using real examples of investment decisions United Utilities face...

Customers were asked to imagine that a sewer pipe
in their local area is cracked and looks like it might
break soon...

They were guided through each possible solution to
the problem and were told of the implications of
each solution in terms of:

o Cost

Benefits to nature

Benefits to society

Benefits to safety & wellbeing
Benefits to skills & knowledge

Benefits to manufacturing processes &
efficiency

Customers were then asked if they had any questions
and what their general thoughts were on each of the
possible solutions

They were then presented with a board report and
asked to consider the most and least important
factors when making this type of decision

© O O O O
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Option 1:
Repair the sewer

This will stop the leak

and will require less
construction work but
there is no guarantee how
long the repair will last.

Sewer Board Report

Cost

Benefit
to Nature

Benefit
to Society

Benefit to safety
& wellbeing

Benefit to skills
& knowledge

Benefit to manufacturing
processes & efficiency

Cost

Potential costs
associated with
installation and
maintenance.

% Benefit to nature Benefit to society
The benefits that the Potential benefits that

option could bring to the the solution could bring
local environment in terms to the local community
of biodiversity, carbon i.e., quality of place.
and recreation

MEDIUM
The cost asseciated with this § This option has high benefits to
option is minimal. Workers will The works will have some society. The pipe will be fixed
repair the leaking pipe. This would negative impacts on the natural relatively quickly which will stop
invelve patching up the damaged environment when they are taking the leak with minimal disruption to
part of the pipe. place, but thig will be short lived roads etc.
Benefit to safety o Benefit to skills g Benefit to manufacturing °
& wellbeing & knowledge processes & efficiency
The safety of United Utilities The skills, knowledge and The level of service reliability
waorkforce as well as the technology that come that the suggested solution

safety of customers.

together to provide a solution provides.

p o -
Workers will have to fix the This is a fix on an existing pipe so It is a temporary fix but not a long-
pipework which creates a certain there is no opportunity to upgrade term solution and will need 1o be
level of safety risk to staff and pipes with the latest technology repeated down the line_
customers e.g., smart technology

0000006

Repairing the sewer Replacing the sewer

MEDIUM
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Decision making using United Utilities real life examples (l)

The majority of customers are in favour of replacing the sewer rather than simply repairing it...
Reasons for this centre around the long-term benefits that the solution brings to society and well-being as well as the benefits it brings to
manufacturing processes and efficiency i.e., many mention how there would be a single period of disruption and it would make the system more

reliable for customers and generations in the future.

Option 1: gnst O

i sewer 'otential _
Repair the assodiated ith
installation and

This will stop the leak
and will require less
construction work but
there is no guarantee how
jong the repair will last.

3 i Benefit to saciety
% E t?‘rgat&:tEMe o Potential benefits lhe_:t
“‘p; tx,'nen::uld bring to the the solution could bring
oplio

mmunt
local environment in terms it: tt;euli;%l ;oplace— ity
i of biodiversity, carbon e,
rainienanes and recreation.

MEDIUM

This option has high benefits 1o
society. The pipe will be f!xed
relatively quickly wmch_wﬂl st_up
the leak with minim al disruption to
roads fc.

associated with this rks will have some
:3;0‘2: issl minimal. Workers will :::;tv\‘:e impacts on the natural
repair the leaking pipe. This would environment when they are taking
imeoive patching up the damaged phace, but i will be short ved

part of the pipe.
fit to manufacturing
fe o Benefit to skills @ ??:c?esses & efficiency
Bene{-lié n_)nsa Ty & knowledge nd The level of service rellabﬂﬂy
& wellbeing The skills, knowledge a that the suggested solution

The safety of United Utilities
warkforce as well as the
safety of customers.

MEDIUM

technology that come
together to provide & solution

provides.

J

A

i ot a long-
\tis a temparary fix ut n
term sclution and will need {0 be

This is a fc on an exisfing pipe S0
repeated down the line.

fhere is no opportunity to upgrade
pipes with the Jatest technology
e.g., smart technology

il x the
\Workers will have to fix X
pipework wihich creates & certain
\evel of safety risk to staft and
customers.

“I'd say option two, just replace it,
always replace. Just because it’s
going to then last longer, and you
can see on the picture they’re made
of plastic, so they’d last way longer.
Yeah, I'd definitely vote to replace
them.”

Male, 25-34, Lancashire, SEG D, FBP

“I agree, just replace it now rather
than later. Yeah, it causes disruption
doesn’t it, but it will be over in one
go rather than if they have to keep
coming out and causing disruption

every few months, | would just
replace it.”

Female, 25-34, Lancashire, SEG C2

Copyright © United Utilities Water Limited 2022

“1 think with option one it’s just a
temporary fix, it says there that it
might need to be done again further
down the line which will be more
disruption for people again, so I'd
just replace it and have the
disruption once.”

Male, 35-44, Greater Manchester,
SEG C2

Option 2:

Replace the sewer

The second option is to
replace the whole sewer,
This would involve installing
New pipework. This will stop
the current leak but will incur
additional costs and time as
well as potentially causing
disruption to customers,

“I think you would need to consider
if that pipe has been rotting away, if
it is something that has happened
several times then you would be
better replacing the pipe and then
you are getting a bit more long-term
benefit.”

Female, 55-64, Greater Manchester,

Cost -
Potential costs
associated with

installation and
maintenance.

The cost associated with
replacing the sewer is high
due fo the materials required
and the amount of work.

Benefit to safety

& wellbeing

The safety of United Utilities
workforce as well as the
safety of customers.

This work will take ltonger and is
iarger scale than Option 1, thus
increasing the safety risk for
workers and customers The
disruption may impact on
customers’ wellbeing foo.

J

SEG A

Benefit to nature
The benefits that the
option could bring to the

Io ca.l environment in terms
of biodiversity, carbon
and recreation.

The construction work will impact
the InFal environment. There will
be ‘:IOISE and carbon disruption as
well as digging disrupting foli

and wildlife, M

Benefit to skifis
& knowledge
The skills, knowledge and
technology that come
together to provide a solution

Replacing the sewer means th;
; at
United Utilifies can use the latest
smart technology which will infor

; g m
United Utilities of any bloc kages
remotely i

Benefit to society
Potential benefits that
the solution could bring
1o the local community
Le. quality of place.

MEDIUM
—_—
This solution will impact the local
community in terms of noise,
readworks and disruplions fo
service but will make the senvice
more refiable in the future.

g Benefit to manufacturing
Processes & efficiency

The fevel of service reliabifi
that the suggested sulutionny
provides.

Replacing rather than Tepairing the
sew}ar Increases ifs reliability and
ellﬁmenuly and means that there is
4 lower likelihcod of problems |

the short term s
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Decision making using United Utilities real life examples ()

A proportion of customers are also mindful of the cost associated with the two options...
Customers look at cost from the perspective of United Utilities making business decisions but also from the perspective of how it can impact their bills.
The consensus from customers is that continuing to repair the sewer pipe multiple times in the future will potentially incur higher costs than to just

replace the sewer pipe in the beginning...

Option 1:
Repair the sewer

This will stop the leak
and will require less

construction work but
there is no guarantee

jong the repair will last.

Copyright

Benefit to society

Beneflt to nature Potential benefits that

o

Cost enefits that the g rin
Potential costs zhm?;. could bring to the the soluion o
associated wih local envirenment in terms ot eual'll)’ of place.
instaliation and of biodiversity, carbon le. o

maintenance. and recreation.

MEDIUM
how

The works will have some
negative impacts on the natural_
environment when they are }amng
place, ut this will be short lived.

The cost associated with this
option is minimal. Workers will .
repair the leaking pipe. This wouk

i ds efc.
invelve patching up the damaged 22

part of the pipe.
Benefit to skills @ rocesses & eﬂicienc¥ n
Bene{-lié n_)nsafew o & knowledge nd ?he Jevel of service rellabﬂﬂy
& wellbeing The skills, knowledge a that the suggested solution

The safety of United Utilities
warkforce as well as the
safety of customers.

technology that come

together to provide & solution provides.

MEDIUM ) )
This is a fc on an ex_‘lsling pipe 50
fhere is no opportunity to upgrade
pipes with the Jatest technology

DRSSt ooy
T
“I think they would be better off
replacing it even if it meant spending
more money, because long term it
would be more reliable, and they
wouldn’t have to keep spending
money on repairing it when it
broke.”

Female, 45-54, Merseyside, SEG A

il x the
\Workers will have to fix X
pipework wihich creates & certain
\evel of safety risk to staft and
customers.
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This option has mgr_| benefits 0
society. The pipe will be f!xed
relatively quickly wmch_wﬂl st_up
the leak with minim al disruption to

Benefit to manufacturing e

they have to go back and fix it again

=

“I think if they have the money to
replace it then do that, surely if they
keep having to go back and fix the
leak in the future it will cost about
the same as to have just fixed it in
the beginning.”

Male, 25-34, Merseyside,
SEGE, FBP

J

i ot a long-
\tis a temparary fix ut n

term solution and w!l need {0 be
repeated down the line.

Option 2:

Replace the sewer

The second option is to
replace the whole sewer,
This would involve installing
New pipework. This will stop
the current leak but will incur
additional costs and time as
well as potentially causing
disruption to customers,

=

“The cost is high to replace it, but |
think if they just repair it, it’s still
open and may need fixing again
which obviously has more costs if

and again.”

Male, 45-54, Greater Manchester,
SEG C2

=

“Probably option two, with option
one if you keep going back to repeat
the same work that might have a
higher cost than if they just replaced
the leaking pipe in the first place, so
there would be no added costs.”

Female, 25-34, Greater Manchester,
SEG C2

Cost

Potential costs
associated with
installation and

maintenance.

The cost associated with
replacing the sewer is high
due fo the materials required
and the amount of work.

Benefit to safety

& wellbeing

The safety of United Utilities
workforce as well as the
safety of customers.

o
This work will take ltonger and is
iarger scale than Option 1, thus
increasing the safety risk for
workers and customers The
disruption may impact on

customers’ wellbeing foo.

Benefit to nature
The benefits that the
option could bring to the

Io ca.l environment in terms
of biodiversity, carbon
and recreation.

The construction work will impact
the InFal environment. There will
be ‘:IOISE and carbon disruption as
well as digging disrupting foli

and wildlife, M

Benefit to skifis
& knowledge
The skills, knowledge and
technology that come
together to provide a solution

Replacing the sewer means th;
; at
United Utilifies can use the latest
smart technology which will infor

; g m
United Utilities of any bloc kages
remotely i

Benefit to society
Potential benefits that
the solution could bring
1o the local community
Le. quality of place.

MEDIUM

—_—
This solution will impact the local
community in terms of noise,
readworks and disruplions fo

service but will make the senvice
more refiable in the future.

g Benefit to manufacturing
Processes & efficiency

The fevel of service reliabifi
that the suggested sulutionny
provides.

Replacing rather than Tepairing the
sew}ar Increases ifs reliability and
ellﬁmenuly and means that there is
4 lower likelihcod of problems |

the short term s
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Decision making using United Utilities real life examples (l)

But a minority of customers can see the benefits of repairing the sewer...
The reasons behind why customers may prefer the sewer pipe to be repaired rather than replaced are often based upon the short-term rewards that
can be gained, relating to cost and benefits to society i.e., they would rather have cheaper bills and as minimal disruption as possible in the present.

Option 1:
Repair the sewer

This will stop the leak

and will require less
construction work but
there is no guarantee how
jong the repair will last.

“Yeah, option one would be much more beneficial to a lot of people, | think. Get it done,
get it fixed and flag it that it will need doing properly at a later date, but by just repairing
it causes minimal disruption to people.”

Female, 25-34, Cheshire, SEG C2

Cost

Potential costs
associated with
installation and
maintenance.

The cost associated with this
option is minimal. Workers will .
repair the leaking pipe. This wouk
involve patching up the damaged
part of the. pipe.

Benefit to safety o

& wellbeing »
The safety of United Utilities
warkforce as well as the
safety of customers.

MEDIUM

il x the
\Workers will have to fix X
pipework wihich creates & certain
\evel of safety risk to staft and
customers.

Benefit to nature
The benefits that the o
option could bring to the
local environment in terms
of biodiversity, carbon
and recreation.

MEDIUM

The works will have some
negative impacts on the natural_
environment when they are }amng
place, ut this will be short lived.

Benefit to skills @

& knowledge

The skills, knowledge and
technology that come
together to provide & solution

isfing pipe S0
This is a fc on an ex_nshng pipe
fhere is no opportunity to upgrade
pipes with the Jatest technology
e.g., smart technology
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Benefit to saciety

Potential benefits lhe_:t

the solution could bml'lg
1o the local community
i e., quality of place-

T T

“I think option one makes sense; the
cost for that is low so you know it’s
not going to impact customers in
terms of their bill going up and |
suppose repairing it won't take as
long to sort out as replacing it.”

“l would go with option one. | could
understand the business model and
thought behind it, I'm not saying
paper over all cracks, but | think only
in extreme circumstances using
option two because of the cost.”

This option has mgr_| benefits 0
society. The pipe will be f!xed
relatively quickly wmch_wﬂl st_up
the leak with minim al disruption to

roads fc.

Benefit to manufacturing e

rocesses & efficiency
ghe jevel of service rellabﬂny
that the suggested solution
provides.

Male, 25-34, Greater Manchester,
SEG C2

Male, 35-44, Greater Manchester,
SEG C2

vy
i ot a long-
\tis a temparary fix ut n
term solution and w!l need {0 be
repeated down the line.

Option 2:
Replace the Cost -
Sewer Potential costs % %:Eggﬁt t(;‘ nature Benefit 1o society
associated with opﬁme:: ;l;éhf" the Potential benefits that
The second option is to instaliation and = Env.” ring to the the solution could bring
replace the whole sewer. maintenance. ironment in terms 1o the local community

of biodiversity, carbon
and recreation.

&

The construction work will impact
the InFal environment. There will
be ‘:IOISE and carbon disruption as
well as digging disrupting foli

and wildlife, M

This would involve installing Le. qualiy of place

new pipework. This will stop
the current leak but will incur
additional costs and time as
well as potentially causing
disruption to customers,

The cost associated with
replacing the sewer is high
due fo the materials required
and the amount of work.

MEDIUM
—_—
This solution will impact the local
community in terms of noise,
readworks and disruplions fo
service but will make the senvice

more refiable in the future.
gir:g\i:rl?d;t ills g Benefit to manufacluringo
v Processes & efficiency
The skills, knowledge and The level of service rel?abilﬂy

technology that come th
[ at the su i
together to provide a solution provides. gossied soliion

Benefit to safety

& wellbeing

The safety of United Utilities
workforce as well as the
safety of customers.

J

This work will take ltonger and is
iarger scale than Option 1, thus
increasing the safety risk for
workers and customers The
disruption may impact on
customers’ wellbeing foo.

Replacing the sewer means th;
; at
United Utilifies can use the latest
smart technology which will infor

; g m
United Utilities of any bloc kages
remotely i

Replacing rather than Tepairing the
sew}ar Increases ifs reliability and
ellﬁmenuly and means that there is
4 lower likelihcod of problems |
the short term s
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Decision making using United Utilities real life examples (l)

Benefits to society, benefits to manufacturing and cost are perceived as the most important factors in decision

making when it comes to repairing or replacing the sewer pipe...

Whilst customers acknowledge that all factors of the six capitals are important when making decisions, a few were deemed as more important.

The value a solution brings to the local community is frequently mentioned by customers, but when putting themselves in United Utilities’ shoes,
customers also feel that cost is inevitably an important factor to consider. Whilst the cost of replacing the sewer is high, customers feel the long-term
costs of repairing the sewer may equate to the same amount if not more. Customers perceive benefits to skills and knowledge as less important due to

the fact that United Utilities workers already have skills and knowledge to an extent. m

“People have always got to come “l think cost has always got to be
Sewer Board Report first and making it better for the there, that is the first thing
future people who live in the people look at. This year’s
Cost m area where the work is being budget, next year’s budget,
carried out.” three-year budget timescale.”
Benefit Female, 45-54, Merseyside, Female, 35-44, Lancashire,
SEGE SEG B
E;ggﬂ;ew @ MEDIUM
Benefit to safety X i L.
& wellbeing MEDIUM “To be honest, | don’t think skills “Unfortunately for me it is
: and knowledge is important, if probably skills and knowledge.
Benefit to skills g m you want to work with UU for It’s not that | don’t think it’s
& knowledge .
example, you should get some important but compared to other
proper training and start off .” things it’s less of a priority.”
Benefit to manu_fa_c‘luring m
OLEICEIE L EET 8 Male, 35-44, Greater Female, 35-44, Cheshire,
Manchester, SEG C1 SEG D
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Decision making using United Utilities real life examples (Il)

Sustainable drainage solutions (SuDS) popular amongst United Utilities customers...

The majority of customers prefer sustainable drainage solutions over storage tanks. Whilst they feel storage tanks do serve a purpose and can be useful,

the consensus is that SuDS are a more natural and visually appealing way of addressing localised flooding. Explanations for preferring SuDS often focus
on the benefits it can bring to nature and society as well as health and well-being.

Option 1:
storage Tanks

There is an option to build
a concrete tank, usually .
rground, to increas

l;?cdrzg%a capacity of .rainyvater
and wastewater. This _wﬂl
then be treated following
environmental regulations
before being retumed to

the local waterway.

Cost %
Potential costs

associated with
installation and
mainienance.

MEDIUM

Thers is @ mediun l2vel of cost
associated with building 3 storage
Tank 2.3., the building materials.
warkforoe 6.

& wellbeing B
The safety of United Utilities
workforce as well as the
safety of customers.

MEDIUM

i insiall the
During the work 1o insta
storags tank, there may be safely
risks to workers and customats
and this may 'Inpactn:e ﬁe\np'
This solution will requirs ongoing
maintenance

Benefit to safety 0

Benefit to nature

The benefits thai the
option could bring to the
local environment in terms
of piodiversity, carbon
and recreation.

o G

\ing storage tank means.

lc:‘:':inggan area of land to install
it This will caus2 dist\_lrhanu o

local wildlife and hahﬂﬁ. T!‘m

carbon levels will b quite high

as it's conerate.

Benefit fo skills

& knowledge

The skills, knowledge and

technolegy that come
together to provide a solution

i i fter
This is the traditionsl WY wat
jes have dealt with this
mpsf“:ohlem, 5o United Utilities
dpasn't deveiop new skillz o
Kknowlsdge-

Benefit to society
Potential bensfits ﬁl@i
the solufion could bn\_'lg
1o the local community
i.e., quality of place.

o

MEDIUM

i afits
tanks pronide soriz D2
jety .¢., prowide 2 piase for
;‘:mm rallect to avoid lozal
flaoding. But there will alsa be 0m=
disnuption o customers from digging
up the ared

Benefit to manufactu rillﬂ°
processes & efficiency

The level of senvice relia.ml'ﬂy
that the suggested zolution
pravides.

MEDIUM
.

This type of solution is vET¥
neial:Te. but is not VETy flexile
For exampre, future ﬁ\l!fa.lj may.
b greater or less than initially
pradicted lzading 1o the storag®
tank being toe big or oo small.

“l thought option one was good, but
| think this is better it looks nice, and
you know something like that it's
going to help the environment. It's
going to attract nature. | wouldn’t
mind that by my house, | think it

looks really nice.”

Male, 35-44, Lancashire, SEG C2
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“I thought the tank was a good
solution but seeing the SuDS
scenario, | think that is probably a
lot kinder and better on the benefit
to nature and also the benefit to
society because it’s thinking of
nature, and it looks nice too.”

Female, 35-44, Lancashire, SEG B

“I think with this example it is kind
of a no brainer for me...Particularly
the benefits to nature because the
concrete being one of the largest
contributors to carbon emissions,
rather than other concrete solutions
that are still a while away.”

Male, 25-34, Greater Manchester,
SEG C1

Option 2: Sustainabile

Drainage Solutions

Sustainable drainage solutions
allow sress o store water in natural
grouves in the land ang ©an be
422010 sllow water 0 0k supay,
2y slow the speeq at wehich water
iravels and the vegetation traps ang
removes poliutants, meaning less
Waler smives af the waslewster-
treatment works during heavy rainfuil,

This sohation will
the first inztance
wellbeing bensfits,

“Option two is fantastic... | think I've
made it fairly obvious that this is a
much more preferred option, just

because the benefits to nature and

society, that’s much nicer than just
a concrete tank and obviously it’s
good for the environment too.”

Male, 35-44, Greater Manchester,
SEG C2

Cost =
Fetentiatcoste % Benefit to nature
=l The benefits that the g:iﬂeiit by
S option could bring to the th anlal_ e nat
pram € solution coulg bring
. to the local community

ie, Quality of place

local Envirenment in terms
of l:uodlwarsity= carbon
and recreation,

MEDIUM

Thereis 3 medium level of cost /

ass0ciated with bujids This solution has  hign

£.0., the building m;:?a‘,ssuns benefits to the narumlq enfi‘::l-‘::

workforce atc, ’ LE. vagetation and the craat; =
3fEen spacas Sy

:;hls Solution has high benafits
sotisty ie., reducing localiseq

laading snd visually appeating by

dding natural beauty 1o the aras

Benefit to saf
? wellbeing = Eineﬁt 1o kills Benefit to
he safety of United Uit nowiedge manufacturing
il 2 roce: . 9
Workforce ag g o oS The skill, knowledge ang e

safety of cusfomers, technology that come

of service reliabilify
together to provide a solution,

that the suggested
Provides. solution

MEDIUM

need buikding in o

: -
e This sclution is refiable apd
doesn't require much
maintsnanca iz Iikely to
adaptabiz to future demandbe

SulS are Jess famili g
=5 iar to the ‘water

SBCto. by Buiding tham, Uniieg

Uties wil learn how fo maje

tpern mnr_e affective ang cheaper,

therefors improve their skills g

knowiedge of this type of solution,



Decision making using United Utilities real life examples (Il)

However, some customers do have reservations about sustainable drainage solutions...

A handful of customers express concerns over the safety and practicality of sustainable drainage solutions; this often related to children potentially

falling down the ditch whilst playing as well as safety amongst adults. Whilst only a minority of customers raise these concerns, it may be important for
United Utilities to consider these grievances and reassure customers about the safety of the approach.

% t to society

= B bt gzl’::n?ia\ penefits that

s ) o - ; T = {he solufion could bing

storage Tanks Potential costs e b bing e v e o
3550':'3'!35 o local environment in terms Lo e of pace.

i buld e of biodiversity, carbon -

There is an option to |u1 e ey ey

3 concrete tank, usua Ity . -

underground, to increas '

storag%a capacity of raimyater MEDIUM ) )

i afits
tanks provide some b2n
ety e, provide 2 plsee for
;‘:mm rallect to avoid local
flaoding. But there will alsa be 0m=
dizauption to customers from diggng

Installing sterage tank mesns
digging 3n ares of land to install
it This will caus2 dist\_lrhanee o
local wildlifz and habitals. The

and wastewater. This _will
then be treated following
environmental regulations
before being retumed to
the local waterway.

Thers is @ mediun l2vel of cost
associated with building 3 storage
Tank 2.3., the building materials.
warkforoe 6.

carbon lewels will ke quite high U e avea
as it's conerate.
i Benefit to man ufacturing’
Benefit to safety Benefit fo skills Beeasacal s
eni

& knowiedge She level of senvice reliability

inf i e and i
%hﬂ:::;ygl United Utilities T"T“l“s;: ::::':::e hat the suggested solufion
technolo vides.
wmkmﬁg a:mw:l::: e together to provide solution pre
safety of cu -
MEDIUM
MEDIUM S

This typ= of solution is very
reliable. but is not uery flzxinle
‘For axamphs, future rainfall may

i i ter
This is the traditionsl way wa
companies have d“ﬂ"{;""« S;imes :
= mmﬁm‘:’ﬂ :ﬂl-'- or e greater of less than initially )
e pradicted l=ading 1o the storads
froueEs tank being toe big or oo small.

i insiall the
During the work 1o insta
storags tank, there may be safely
risks to workers and customats
and this may 'Inpactn:e ﬁe\np'
This solution will requirs ongoing
maintenance

“I like the idea of option two, but | don’t think it would work in every area because some
areas just don’t have the space, like if you live in a terraced house, they can't put
something like that in can they? It’s better by new build houses where they can plan to
put this in.”

Female, 45-54, Cumbria, SEG C1
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“I was just thinking, wouldn’t that be
a bit of a safety risk, with kids |
mean?... Because they are going to
be drawn to it aren’t they? Kids will
be drawn to something like that and
might go down into it.”

Female, 55-64, Merseyside, SEG C2

Option 2: Sustainabile

Drainage Solutions

Sustainable drainage solutions
allow sress o store water in natural
grouves in the land ang ©an be
422010 sllow water 0 0k supay,
2y slow the speeq at wehich water
iravels and the vegetation traps ang
removes poliutants, meaning less
Waler smives af the waslewster-
treatment works during heavy rainfuil,

“l love the idea, but it could be a bit

of a safety issue couldn’t it. Like you

hear of people falling into canals in
Manchester when they’ve had a
drink, | suppose people could fall

into that.”

Female, 45-54, Merseyside, SEG E

installation and
‘Mmaintenance.,

MEDIUM

There & & medium leve of cgst

:ssuc:ueu with Suilding SuDg
0., the building matersls,

WDI".fDI’GE efc. ¢ E‘Emls'

Benefit to safe

& wellbeing =

The safety of Uniteq Utilities
viorklorce as well ag the
safety of cusfomers.

MEDIUM

This sohation will D ildi

ed building
the first instance but will bring =
weilbsing benefis, ¢

option could bring to the
focal environment in terms
of biodiversity, carbon

and recreation.

>
This solution has 3 high kevel of
benedits to the naturar enuiranment
Z&- vagetation and the crasfign of
§7%en spacas

Benefit to skilis
g knowledge
The skilis, knowiedge ang
Izechnulogy that come
together to provide a solution,

SulS are Jess famili .
=5 iar to the ‘water

SBCto. by Buiding tham, Uniieg

Uties wil learn how fo maje

tpern mnr_e affective ang cheaper,

therefors improve their skills g

knowiedge of this type of solution,

Potentia benefits that
the solution could bring

Cost ot
Potential costs % Benefit to nature
associated with The benefits that the Benefit to society @

tothe locar community
L&, quality of place.

:;hls Solution has high benafits
sotisty ie., reducing localiseq

laading snd visually appeating by

dding natural beauty 1o the aras

@ Benefit to manu!ac‘mring
Processes & efficiency

The level of service reliabilify
that the suggesteq soiuti
Pt Ciution

MEDIUM

This sclution is refiable apd
doesn't require much
maintananca Nt iz | to
adaptabiz to future ?:?,nandbe
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Decision making using United Utilities real life examples (Il)

When customers put themselves in United Utilities’ shoes for this board report, we see a different story emerging...
Again, whilst customers acknowledge how all of the factors of the six capitals are of importance, certain factors are perceived as slightly more
important. Some customers still consider the cost as important, but the majority of customers are much more likely to report that the benefits to
nature and society are of greater importance here than with the previous sewer pipe scenario. Customers continue to regard benefits to skills and
knowledge as least important which coincides with very few customers choosing to spend their lottery winnings on development in this area.
Interestingly with this scenario, we see customers also reporting cost as a least important factor in their decision-making process.

“l think for me it would be a “My parents have just moved Sustainable Drainage
. . ‘e : . . - Storage Tanks
combination wouldn’t it, safety into a new build and have one of Solutions Board Report

and wellbeing, benefit to society these... quite a few mornings Cou -
and benefit to nature and | think they see herons. It makes it make - MEDIUM MEDIUM
option two is best for that.” the estate look nice.”
Male, 45-54, Greater Female, 25-34, Greater Denent o u
Manchester, SEG B Manchester, SEG D
gegzﬂ}m @ MEDIUM
Benefit to safety
i MEDIUM MEDIUM
“Yeah, I'd have to say benefits to “I think the cost is least & wellbeing o
skills and knowledge is the least important, investing in )
important thing out of them all, something like this can bring so Eekr:f:.dfdsgl:"s @ u
just because | think the others many more long-term benefits to
are more important. people. E:a;::istsrsrréa:ﬁuifsﬁ:gng o MEDIUM MEDIUM
Female, 55-64, Merseyside, Male, 35-44, Greater
SEG C2 Manchester, SEG C2
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Views on United
Utilities moving to this
framework




Customer views on the six capitals approach (l)

Views on the six capitals framework are positive...
All United Utilities customers included in this research express support for the six capitals framework with customers who fall into the socioeconomic
groups AB, C1 & E being most supportive of the framework...

Customers reporting high levels of support (5/5)

“5 - It gives me a bit or reassurance to keep Q
trusting them with the work that they do. And

it shows how much they think about things

showing it like this, so it gives me that trust.

They are working behind the scenes to make
things good for us.”

Female, 35-44, Lancashire, SEG B

“5 - I support it, | think for me it is because it
shows that they are caring, not just for the
business and themselves but also for us and
the wider community and how impacts
everything across the country really, the UU
area.”

Female, 45-54, Merseyside, SEG A

KEY: )
- o Provides
reassurance

Copyright © United Utilities Water Limited 2022

“5 - | think it is very positive way of looking, it is “5 - I'd say it is quite transparent, I’'m not

very systematic in its process, it is also business minded at all so there are a lot of
reproduceable, so it allows you as a company things | wouldn’t necessarily think about, but |
to be open and transparent about how you do can see they have already thought about it.
your business which is a plus for the customer They are not trying to hide anything; they have
as you can have faith in that company then.” covered all bases.”
Female, 25-34, Greater Manchester, SEG B Male, 35-44, Greater Manchester, SEG C1
“5 - I support it, | think they’ve covered a lot of @ “I think it’s got to be a 5, | think it’s good that @
factors with the model, and | would give ita 5 they are considering all these different things
based on all the different things that they and | probably wouldn’t have said before @
consider in that model when they are making tonight that they do consider all this when
decisions.” making important decisions so it’s nice to know
they do.”
Male, 55-64, Greater Manchester, SEG E Male, 45-54, Cheshire, SEG E

9 Caring for Systematic Enlightening
customers process for customers
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Customer views on the six capitals approach (Il)

Views on the six capitals framework are positive...

But those who fall into the socioeconomic group C2 and D along with future bill payers, appear to be nonchalant towards the model overall;
reasoning for this centres around wanting to see this approach in action, a general feeling that United Utilities as a business can do more, as well as
perceptions that United Utilities should be considering these things anyway. In addition, some future bill payers are more non plussed about this
than customers.

Customers reporting lower levels of support (4/5)

“4 -1 think it’s a good model don’t get me “4 - | think it’s fantastic and | can't think of “4.5 - | think that they are doing well, but at G

wrong; | think it covers everything you’d want i o anything that they have missed, but just with o the same time | think that they can make more
to, but | just think some of it are things that | some things I’'m not too bothered say about th improvements. They could take even more
think any business should consider so the environment, but other people are, and as a things into account. But on the whole yeah, |
environment, people, health and safety. They business they’d be in trouble if they didn’t would say that | think they are doing really
should consider those anyway.” consider the environment.” well.”
Female, 55-64, Lancashire, SEG C2 Male, 35-44, Greater Manchester, SEG C2 Female, 55-64, Cheshire, SEG D
G
“I support them but not fully, | would want to “Looking at those six things | support them |
see it in practice then | would fully.” agree with all of it, but they could do more.”
PNS, 16-25, Cheshire, SEG C2, FBP Male, 25-34, Merseyside, SEG E, FBP

KEY:
Comes as e Could do Systematic See things in
standard more process action
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Perceptions of United
Utilities - revisited




Satisfaction with United Utilities - revisited

How satisfied would you say you are with United Utilities using a scale of 0-10?
After hearing a bit more about what United Utilities do and how they make decisions, satisfaction
increases across a few groups and overall satisfaction rises by +0.9.

Group 1 46-70 3 (f), 2 (m)

X ) st 8.7 4 854 Group2  25-45 3(f), 2 (m) ABC1
8.2 8.3 )

M Initial score Revised score

Group 3 46-70 4 (f), 1 (m) ABC1
7.6

7.8 7.8
7.5 Group4 2545 2 (f), 2 (m) c2p
6.8 Group5 4670 3 (f), 2 (m) E
Group 6 16-29 2 (f), 2 (m), 1 (PNS) Mix
Depths Interviews were carried out with customers
with vulnerabilities and were
demographically mixed
“Yeah, I'd say my score has gone froman8toa9
now | know a bit more about what they are doing
and considering behind the scenes.”
Female, 35-44, Greater Manchester, SEG C2,
Depth 4
N/A N/A

III

N

Group 1 Group 2 Group 3 Group 4 Group 5 Group 6 Depth Overall 'd say it’s gone up, from an 8 to a 9 knowing all
FBP interviews average this and learning a bit more about them.”

Female, 25-34, Lancashire, SEG C2, Group 3

Base: All respondents excluding groups 5 & 6 (28)
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Trustworthiness of United Utilities - revisited

How trustworthy do you perceive United Utilities to be using a scale of 0-10?

United Utilities score highly amongst customers in terms of trust to begin with, but further increases can
be seen for Group 1 and for the depth interviews, with overall trust increasing by +1.

M Initial score Revised score Group 1

Group 2

3.8 t 8.8' Group 3
Group 4

2.4 % 9.4 9.4

84 8.4 8.4

8.2 8.2
7.8 z -
r -
7.2 7.2 oup 5
Group 6 - , . [
5.8 Depths i : ‘. a i
“Yeah, a little bit higher with the trustworthy one
| think, because they have been open and
honest... So, | do feel as if | have more trust in
them and that | know them a bit better .”
Female, 55-64, Merseyside, SEG C2, Group 1
N/A N/A

‘d go up to a 9.5 based on what I've heard, I like
that they are considering the environment.”

MI

Group 1 Group 2 Group 3 Group 4 Group 5 Group 6 Depth Overall
interviews average

46-70 3(f), 2 (m)

25-45 3(f), 2 (m) ABC1
46-70 4 (f), 1 (m) ABC1
25-45 2(f), 2 (m) Cc2D
46-70 3(f), 2 (m) E
16-29 2 (f), 2 (m), 1 (PNS) Mix

Interviews were carried out with customers
with vulnerabilities and were
demographically mixed

Female, 35-44, Cheshire, SEG C2, Depth 6

Base: All respondents excluding groups 5 & 6 (28)

Copyright © United Utilities Water Limited 2022
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Value for money of United Utilities services - revisited

To what extent would you say that your water and sewerage bill is good value

for money using a scale of 0-10?
Value for money scores increased across all groups of customers aside from Group 2 which remained
the same, with overall perceptions of value for money increasing by +0.7.

8.6 8.8 838

Group 1 Group 2

Base: All respondents excluding groups 5 & 6 (28)

Copyright © United Utilities Water Limited 2022

M Initial score

Group 3

8.8 4

8.8 ¢

Revised score

Group 4

Group 5

871

8.3

Depth
interviews

Group 1 46-70 3 (f), 2 (m)
Group 2 25-45 3 (f), 2 (m) ABC1
Group 3 46-70 4 (f), 1 (m) ABC1
8.8 f
8.1 Group 4 25-45 2 (f), 2 (m) Cc2D
Group 5 46-70 3 (f), 2 (m) E
Group 6 16-29 2 (f), 2 (m), 1 (PNS) Mix
Depths Interviews were carried out with customers
with vulnerabilities and were
demographically mixed
“I think, | already kind of gave them quite high
ratings but this has made me sort of think even
more highly of them that they're investing in
better technology and better systems.”
Male, 35-44, Greater Manchester, SEG C2, Group 3
Overall
v “I'd go up to an 8 because they do a lot more
average

than linitially thought.”
Male, 35-44, Greater Manchester, SEG C2, Depth 8
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Summary and
conclusions




Summary and conclusions

To summarise...

When it comes to satisfaction, trust and value for money:

Customers hold positive views about United Utilities which
only improve with increased knowledge of what it is that
United Utilities do and their approach to making decisions
which may impact customers.

United Utilities are frequently commended for their level of
communication with customers and therefore it is
important that this continues to keep customer satisfaction
and trust high.

Some customers do express an eagerness to understand
even more about United Utilities and would like further
transparency surrounding their profits. However, it is
important to consider that the focus groups and depth
interviews did take place at a time when the profitability of
big businesses featured in the media frequently e.g., the
published profits of oil and energy companies.

Value can be a tricky concept for customers to define,
particularly amongst customers from lower socioeconomic
backgrounds. Despite this, customers are in agreement that
United Utilities provide them with value.

Copyright © United Utilities Water Limited 2019

When it comes to decision making and the six capitals:

Customers recognise that the factors/capitals that are most important
differ by the problem or issue you are trying to solve.

During the decision-making process customers often weigh up the
different elements of the six capitals framework, for SuDS several
customers felt the benefits to society and the environment that the
solution brings outweighed the cost implications.

When asked to consider investment decisions United Utilities have to
make, customers deem benefits to society and cost important when
choosing whether to replace or repair a sewer pipe and societal and
environmental benefits important when considering sustainable
drainage solutions or concrete storage tanks.

Customers even went as far as to ask additional and more detailed
guestions about the framework and the different solutions e.g.,
customers asked for further detail about the difference in carbon levels
between the solutions as well as United Utilities’ net zero plans.

Customer support of a six capitals approach to decision making is high,
with customers feeling as though the framework considers a variety of
important areas including the implications a solution may have on
communities and the environment.
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Appendix 1

Sample breakdown

Water for the North West



Methodology breakdown

Group 1 (HH) 46-70 3(f), 2 (m)

Group 2 (HH) 5 25-45 3(f), 2 (m) ABC1
Group 3 (HH) 5 46-70 4 (f), 1 (m) ABC1
Group 4 (HH) 4 25-45 2 (f), 2 (m) C2D
Group 5 (HH) 6 46-70 3(f), 2 (m) E
Group 6* (FBP) 5 16-29 2 (f), 2 (m), 1 (PNS) Mix
Depths** (HH) 9 Mix 7 (f), 2 (m) Mix

*Future bill payers included respondents aged 16-29 who do not
currently contribute financially towards their water bill

**9 depth interviews were carried out with customers with
vulnerabilities, this included: those struggling financially, those
with disabilities and those who may be digitally excluded

Copyright © United Utilities Water Limited 2019

Carlisle

Workington

Whitehaven

Kendal
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Lancaster

Blackpool Burnley
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) Manchester
Liverpool

Stockport
Warrington

Chester
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Stimulus

Water for the North West



Here’s what we do...

14

N

Provide safe
drinking water

Provide new jobs

Work on a variety of
environmental projects

Reduce disruptions
to water supply

Encourage customers to use
water wisely around the home

Ensure there’s enough water
for now, and in the future

Return cleaned wastewater safely
back to rivers, lakes and the sea

Reduce sewer flooding affecting
homes or gardens and local areas

Ensure sufficient wastewater
treatment and drainage for now
and in the future



Where your £1.05 goes depending on the amount of water used

By 2025, to provide you with a supply of clean, fresh water (and to take all your
used water and sewage away) will cost you an average of just £1.05 perday.

But where does your money go?

=

=g
=g
(m]

Paying taxes,
rates and licences

Maintaining our assets
and investing to improve
services — water

26p = Maintaining our assets and
investing to improve services —
sewage and surface water

o

£

Operations —

people, materials and
energy . I II

20p = Financing
long-term investment




Imagine you have won £10,000 on the lottery... but there are
certain conditions as to how you can spend your winnings!

Travel %

Adding value to your property
e.g., extension, solar panels

Throw a party —
invest in relationships

Savings

|

Improvements to outdoor
space e.g., landscaping

Giving back to your

o © o O o O
community/charity
] P

DIY e.g., decorating, Investing in learning
repairs etc e.g., acourse

"Ae =0R_



Cost Benefits to the manufacturing

Potential costs associated with RESIEE anad effICIenCy
installation & maintenance Service reliability

Benefit to safety Benefit to skills
& wellbeing & knowledge
The safety of United Utilities’ workers The skills, knowledge and technology
as well as the safety of customers that come together to provide a

solution

Benefit to nature

Benefits to the local environment in
terms of biodiversity, reduced carbon
and recreation

Benefit to society

Potential benefits that the solution
could bring to the local community
e.g., quality of place



Imagine you have won £10,000 on the lottery... but there are o Q
certain conditions as to how you can spend your winnings!

Travel @ o g 0< y /

Giving back to your /
community/charity

.ﬁ

Adding value to your property
e.g., extension, solar panels

v

Throw a party —
invest in relationships

| =
Savings

DIY e.g., decorating, repairs Investing in learning Improvements to outdoor
etc. e.g., acourse space e.g., landscaping

0000

000



Option 1:

ir th Cost % Benefit to nature
RePa” the sewer Potential costs The benefits that the

associated with option could bring to the

Benefit to society
Potential benefits that
the solution could bring

Thi il he leak installation and local environment in terms to the local community

IS W' StOp. the lea maintenance. of biodiversity, carbon l.e., quality of place.

and will require less and recreation.

construction work but

i ‘ MEDIUM

there is no guarantee how Y J )

Iong the repair will last. The cost associated with this _ This option has high benefits to
option is minimal. Workers will The V\{0rk_s will have some society. The pipe will be fixed
repair the leaking pipe. This would negative impacts on the natural relatively quickly which will stop
involve patching up the damaged environment when they are taking the leak with minimal disruption to
part of the p|pe place, but this will be short lived. roads etc.

Benefit to safety Benefit to skills Benefit to manufacturing

& wellbeing & knowledge processes & efficiency
The safety of United Utilities The skills, knowledge and The level of service reliability
workforce as well as the technology that come that the suggested solution
safety of customers. together to provide a solution provides.

on  CH 0O OCH
Workers will have to fix the This is a fix on an existing pipe so It is a temporary fix but not a long-
pipework which creates a certain there is no opportunity to upgrade term solution and will need to be
level of safety risk to staff and pipes with the latest technology repeated down the line.

customers. e.g., smart technology




Option 2:

Replace the sewer

The second option is to
replace the whole sewer.
This would involve installing
new pipework. This will stop
the current leak but will incur
additional costs and time as
well as potentially causing
disruption to customers.

Cost

Potential costs
associated with
installation and
maintenance.

The cost associated with
replacing the sewer is high
due to the materials required
and the amount of work.

Benefit to safety
& wellbeing

The safety of United Utilities
workforce as well as the
safety of customers.

=

J

This work will take longer and is
larger scale than Option 1, thus
increasing the safety risk for
workers and customers. The
disruption may impact on
customers’ wellbeing too.

Benefit to nature

The benefits that the
option could bring to the
local environment in terms
of biodiversity, carbon

and recreation.

J

The construction work will impact
the local environment. There will
be noise and carbon disruption as
well as digging disrupting foliage
and wildlife.

Benefit to skills
& knowledge
The skills, knowledge and
technology that come
together to provide a solution

)

Replacing the sewer means that
United Utilities can use the latest
smart technology which will inform
United Utilities of any blockages
remotely.

Benefit to society
Potential benefits that
the solution could bring
to the local community
l.e. quality of place.

MEDIUM jj

This solution will impact the local
community in terms of noise,
roadworks and disruptions to
service but will make the service
more reliable in the future.

Benefit to manufacturing
processes & efficiency
The level of service reliability
that the suggested solution
provides.

J

Replacing rather than repairing the
sewer increases its reliability and
efficiency and means that there is
a lower likelihood of problems in
the short term



Cost

/
y.
-

Sewer Board Repor

Benefit

to Nature MEDIUM

Benefit

to Society MEDIUM

oo CON
A .

Benefit to safety
& wellbeing

Benefit to skills
& knowledge

Benefit to manufacturing
processes & efficiency

0000006




Sustainable drainage solutions

Sometimes, due to storms or intense rainfall, United Utilities'
wastewater treatment works receive more rainwater and
wastewater than they're able to process or store.

When this happens the network can back up which can
cause flooding via manholes, drains and toilets. To prevent
this, the mix of rainwater and wastewater passes into rivers
and the sea — this is called a spill. Sewer spills are legally
permitted (by the Environment Agency) to discharge when
sewers are full because of heavy rainfall. This protects
properties and streets from flooding but can have a negative
Impact on river water quality including areas such as
biodiversity and recreation.

Legal requirements mean there is the need to reduce the
number of spills to 10 spills or less per year to reduce harm
to local waterways. There are different ways United Utilities
can address this target.




Option 1:

Storage Tanks

There is an option to build

a concrete tank, usually
underground, to increase
storage capacity of rainwater
and wastewater. This will
then be treated following
environmental regulations
before being returned to

the local waterway.

Benefit to nature

The benefits that the
option could bring to the
local environment in terms
of biodiversity, carbon

and recreation.

. G

Installing storage tank means
digging an area of land to install
it This will cause disturbance to
local wildlife and habitats. The
carbon levels will be quite high
as it’s concrete.

Cost %
Potential costs

associated with
installation and
maintenance.

MEDIUM

,/

There is a medium level of cost
associated with building a storage
tank e.g., the building materials,
workforce etc.

Benefit to skills
& knowledge
The skills, knowledge and
technology that come
together to provide a solution

Benefit to safety
& wellbeing

The safety of United Utilities
workforce as well as the
safety of customers.

MEDIUM

| pl o QI

During the work to install the
storage tank, there may be safety
risks to workers and customers
and this may impact wellbeing.
This solution will require ongoing
maintenance.

This is the traditional way water
companies have dealt with this
type of problem, so United Utilities
doesn’t develop new skills or
knowledge.

Benefit to society
Potential benefits that
the solution could bring
to the local community
l.e., quality of place.

MEDIUM

A

Storage tanks provide some benefits
to society i.e., provide a place for
rainwater to collect to avoid local
flooding. But there will also be some
disruption to customers from digging
up the area.

Benefit to manufacturing
processes & efficiency
The level of service reliability
that the suggested solution
provides.

MEDIUM

This type of solution is very
reliable, but is not very flexible.
For example, future rainfall may
be greater or less than initially
predicted leading to the storage
tank being too big or too small.



Option 2: Sustainable

Drainage Solutions

Sustainable drainage solutions

allow areas to store water in natural
grooves in the land and can be

used to allow water to soak away.
They slow the speed at which water
travels and the vegetation traps and
removes pollutants, meaning less
water arrives at the wastewater
treatment works during heavy rainfall.

Cost

Potential costs
associated with
installation and
maintenance.

=

MEDIUM |
<J

There is a medium level of cost
associated with building SuDS
e.g., the building materials,
workforce etc.

Benefit to safety
& wellbeing

The safety of United Utilities
workforce as well as the
safety of customers.

MEDIUM }

This solution will need building in

the first instance but will bring
wellbeing benefits.

Benefit to nature

The benefits that the
option could bring to the
local environment in terms
of biodiversity, carbon

and recreation.

J

This solution has a high level of
benefits to the natural environment
i.e. vegetation and the creation of
green spaces

Benefit to skills
& knowledge
The skills, knowledge and
technology that come
together to provide a solution.

SuDS are less familiar to the water
sector, by building them, United
Utilities will learn how to make
them more effective and cheaper,

therefore improve their skills and
knowledge of this type of solution.

Benefit to society
Potential benefits that
the solution could bring
to the local community
l.e., quality of place.

J

This solution has high benefits

to society i.e., reducing localised
flooding and visually appealing by
adding natural beauty to the area.

Benefit to manufacturing
processes & efficiency
The level of service reliability
that the suggested solution
provides.

MEDIUM
»

This solution is reliable and
doesn’t require much
maintenance. It is likely to be
adaptable to future demand.



Sustainable Drainage . oy ios
Solutions Board Report orage fanks u

Cost

MEDIUM ) MEDIUM
Benefit
to Nature Y,
Benefit
to Society MEDIUM

Benefit to safety

& wellbeing MEDIUM ‘ MEDIUM

{ f
V|
u /““ -~

MEDIUM ) MEDIUM

Benefit to skills
& knowledge

Benefit to manufacturing
processes & efficiency

0000006
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