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Introduction

Essex & Suffolk Water (ESW) actively encourages and promotes the efficient use of
water. For many years, the term demand management was synonymous with
leakage and metering but the Company now regard water efficiency as a much wider
issue and as a fundamental part of water resource planning.

The Company strives to be pro-active and innovative. This has involved researching
the most effective methods of promoting water efficiency and providing practical
advice and help to customers. This has resulted in instigating projects which have
been imaginative and ingenious. The Company has acknowledged the risk of
uncertainty in terms of water savings, costs and customer behaviour, but as projects
have proved successful, it has been recognised as the industry leader and now
strives to maintain that position.

The Company has striven to implement a wide and varied programme of projects
which are economical, effective and customer focused. The focus for water efficiency
projects has been to plan, monitor and evaluate every project to enable an appraisal
to be made before a further project is initiated.

This project, the Thurrock Home Survey Project, follows on from similar previous
projects. Customers were invited to take part between July 2006 and March 2007. In
total, 31,571 customers were invited to take part. Of which, 11,578 requested a water
efficiency pack and 8,705 completed the survey and returned their form. The project
resulted in water savings of 133.19 m*/day or 15.3 litres per participating property per
day.

This report introduces the project and explains why ESW initiated and undertook the
project. The final report, produced by the Ewan Group Plc details the methodologies
used and results of the project. Finally, the follow-up work undertaken after the

project, including a questionnaire and customer also is detailed in the latter chapters.
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Final Report

The following report, produced by Ewan Group Plc, summarises the entirety of the
project. The report documents the methodologies undertaken and the results of the
project.
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1. EXECUTIVE SUMMARY

1.1. Introduction

Ewan Group plc has been appointed by Essex & Suffolk Water (ESW) to undertake the
Home Surveys programme within the Thurrock area of ESW's supply area, and obtain 9,000
completed audit forms.

1.2. Database

For this project ESW provided Ewan Group plc with a database of 37,433 customers. From
this initial database Ewan Group plc developed a database using Microsoft Access. The
database facilitated a number of the project tasks, including organising mailings to
customers, recording customer contacts, appointments, any comments and the data from the
audit forms collected.

1.3. Participation

A response rate of 30%, with respect to 30,000 customers, had to be achieved to meet the
target return of 9,000 completed audit forms. In order to achieve this response rate,
incentives were offered to encourage customers to accept a survey pack and return the audit
form. The incentives offered were a free tea towel (for those customers who returned their
survey forms), a monthly prize draw for 200 water butts and a one off draw for £100 and five
£20 Tesco vouchers.

1.4. Survey Pack

ESW provided sufficient stationery to mail up to 30,000 customers, and materials to create
up to 20,000 Home Water Survey packs.

1.5. Cold Calling

After two months it was identified that the appointment methodology was only returning 17%
completed audit forms with respect to mailed customers, far less than the 30% required. To
increase the return rate, a cold calling strategy was adopted. This increased the return rate
from 17 to 40%.

1.6. Reminder Letters

Towards the end of the project it was identified that approaching 3,000 customers had
received an audit pack but not returned a completed audit form. These customers were
followed up by sending them a reminder letter with another audit form enclosed for them to
complete, if they wished to. 17% of these customers returned a completed audit form.

1.7. Results
1. Table 1. Results Summary
Packs Delivered 3,875 5,260 1,650 5 448 340 11,578
H:nmdber of forms received back by 2.385 2508 1,326 4 396 283 6,992
Number of forms received back 436 1,186 81 1 4 5 1713
from Hall Street.
Total No. of Forms 2,821 3,784 1,407 5 400 288 8,705
% Forms rec’d wrt Pack Delivered 72.8% 71.9% 85.3% 100% 89.3% 84.7% 75.2%
Average Occupancy 2.54 2.58 2.67 2.40 2.80 2.78 2.59
1.43 1.70 1.39 1.60 1.41 1.27 1.53
1,928 2,829 885 4 253 146 6,045
05 - 70258 Page i Ewan Group plc
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N CUSHRIETS D R 941 1,209 532 0 173 123 2,979
running while brushing teeth

1,906 2,987 996 4 271 208 6372

7.90 7.76 7.83 0.00 7.37 7.00 7.80

6.72 5.96 7.92 6.67 7.04 8.41 6.48

% Requested Extra Information 56.8 60.8 49.2 80.0 40.8 58.5 56.6

2. Table 2. Actual Savings

77.92 25.15 52.65
Total Repaired Dripping Taps Savings (m-/day) 0.63 0.22 0.41
Total Beaker/Brushing Teeth Savings (m*/day) 25.53 8.60 16.84
8.30 2.83 5.44
4.35 0.92 3.25
Total Trigger Hose Gun Savings (m°/day) 11.58 3.90 7.67
Total Water Storing Crystals Savings (m°/day) 3.09 1.05 2.04
Total Water Butt Savings (m*/day) 1.79 - -
Total Saving by Survey Customers (m  /day) 133.19 42.70 88.30
Total Saving by Survey Customers (litres/property/d ay) 15.30 14.56 15.29
Total Saving by Survey Customers (litres/person/day ) 5.94 6.12 5.71

1.8. Conclusions & Recommendations

Due to the lack of telephone numbers only a 54% of customers were contactable, which
impacted on the proposed methodology as this relied on being able to contact the
customers to make appointments.

In view of the lack of progress made using the ‘appointment’ methodology, a cold calling
approach commenced on the 5™ October 2005, which increased the percentage of forms
returned with respect to mailed customers from 17 to 40%. In view of these results, it is
recommended that a cold calling approach be adopted for future similar projects.
However, it should be noted that some areas had a high incidence of flats with intercom
entry systems. The doorstep cold calling approach was much less effective in these areas
due to access limitations.

The access database was not only developed to store the collected data, but to facilitate
the various stages of the project, for example batching and printing letters, and producing
pack delivery schedules, which contributed greatly to the successful delivery of the
project. It is recommended that the project database be used as a template for future
similar projects.

All of the delivered audit packs contained a trigger hose gun, irrespective of whether the
customer had a garden or not. Identifying customers with no gardens prior to pack
delivery would enable the trigger hose gun to be removed, and therefore the cost of this
item could be saved.

A large number of customers were unable to fit the save a flush as they had a concealed
cistern. Some advice could be included in the survey booklet about the difference
between modern and old cisterns.

8,705 completed audits forms were collected.

Approximately 75% of customers fitted the save-a-flush provided in the audit pack.

Over 50% of the participating customers requested extra information.

05 - 70258 Page ii Ewan Group plc
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2. INTRODUCTION

Essex & Suffolk Water (ESW) is the southern trading division of Northumbrian Water
Limited (NWL). ESW is recognised as the leading company in the development of
water efficiency in the UK.

ESW has re-examined their Home Surveys scheme with a view to establishing the
required service levels at the optimum cost. This project is key to the company’s
water efficiency programme and its ambitions to be innovative and progressive.

ESW proposed widening its current Home Survey programme to reach more
customers. This approach will focus mainly on delivering self-audit packs to
customers rather than having contractors undertaking the audits in order to enable
water savings to be maximised, in a cost effective manner.

Ewan Group plc has been appointed by ESW to carry out the Home Surveys
programme within the Thurrock area of ESW'’s supply area. The key components of
this programme are:

Domestic customer self audit

Customer assisted audits, when requested
Monitoring of programme of events

Data collection and reporting

Quality assurance of all aspects of the project.

The project follows similar earlier projects with proven methodology. Experience has
shown that a mailing database of three times the required number of completed
audits is required. With this in mind, ESW suggested mailing 30,000 customers to
achieve 9,000 completed audit forms. However, this project differed from
predecessors in that a telephone call approach was to be used. An initial letter
introducing the project was sent to the customer. If required, up to three telephone
calls were made, ideally at different times during the day, instead of doorstep calling.
Council tenants were cold called at their doorsteps, as phone numbers were
unavailable.

05 - 70258 1 Ewan Group plc
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3. STUDY AREA

The Thurrock study area comprised of the following postcodes; RM15, RM16, RM17,
RM18, RM19 and RM20.

Figure 1. Study Area

ESW Supply
Area

05 - 70258 2 Ewan Group plc
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4. OBJECTIVES

ESW provided Ewan Group plc with four objectives that had to be met throughout
this project. They were:

To demonstrate domestic water savings through the provision of simple cost
effective measures.

Capture water usage information.
Provision of tailored advice to household customers.

Inform and educate households with the messages of water efficiency and using
water wisely.

This report will illustrate how these objectives were achieved, the findings from the
audits, limitations and recommendations for future projects of this kind.

05 - 70258 3 Ewan Group plc
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5. STAFF

The project organogram is presented as Appendix 1.

Table 3 shows what tasks were undertaken by which team members.

3.

Table 3. Project Staff Activities

Project Director 1 Rob Williams

Project Manager 1 Paula Reddin

Database development and 2 Paul Wiktorko, Nathan Thomas.

maintenance

Mailing 4 Nathan Thomas, Hollie Walker,
Anthea Sherwood, Rob Webb

Customer Contact (day-time)* 3 Hollie Walker, Anthea Sherwood,
Rob Webb

Customer Contact (evening, 5 Hollie Walker, Rob Webb, Imogen

05:00-08:00)* Clarke, Fred Raikes, Victoria Weavil

Audit Pack Production N/a Sub-contractor (Bay printing)

Audit Pack Delivery (prior to 4 Mike Potter, Dean Dilloway, Marcus

cold calling) Barr, Julie McGoldrick

Audit Pack Delivery (after 7 Above + Alex Howard, Michael

cold calling) Stratford, Kevin McLeod

Data Entry 4 Hollie Walker, Rob Webb, Anthea

Sherwood, Nathan Thomas.

* Resource input for Customer Contact reduced to 1,

following change to cold calling approach

05 - 70258
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6. METHODOLOGY
6.1. Overview

The success of this project depended on four key stages:

Reaching domestic customers

Getting their attention

Motivating them to take part

Getting information back from the customers on what actions they have taken.

6.2. Program of Events / Data Collection

This project can be split into the following core stages:

Database

Letters / Mailing

Customer Contact

Audit Pack Production & Delivery
Data Entry

Reporting

A programme illustrating the timescales of the above stages is presented in Appendix
2.

A flowchart illustrating the project process is attached as Appendix 3.

6.3. Database

For this project ESW provided Ewan Group plc with a database of 37,433 customers
during June ‘05. From this initial database Ewan Group plc developed a database
using Microsoft Access (copy attached as Appendix 4), which upon entering,
presents the User with the following screens.

From this database Ewan Group plc were able to initiate the various stages of the
project that ranged from organising mailings to customers, recording customer
contacts, appointments, any comments and the data from the audit forms collected.

05 - 70258 5 Ewan Group plc
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Figure 2. Project Database — Introduction Screen

Figure 3. Project Database — Option Screen

With reference to the above, 11 options are available to the database User. These
options will be referenced during the course of this report.

05 - 70258 6 Ewan Group plc
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6.4. Participation

A response rate of 30%, with respect to 30,000 customers, had to be achieved to
meet the target return of 9,000 completed audit forms. In order to achieve this
response rate, incentives were offered to encourage customers to accept a survey
pack and return the audit form. The incentives offered were a free tea towel (for
those customers who returned their survey forms), a monthly prize draw for 200
water butts and a one off draw for £100 and five £20 Tesco vouchers.

6.5. Survey Pack

ESW provided sufficient stationery to mail up to 30,000 customers, and materials to
create up to 20,000 Home Water Survey packs.

A Home Water Survey pack included the following items:

Save-a-flush

Shower flow rate assessment bag

Drip gauge (measures flow rate of dripping taps)
Shower timer

Trigger hose gun

Audit work book including audit completion form
Pre-paid envelope for return audit forms

Using water wisely leaflet

Shower hat

Water storing crystals

Collapsible beaker.

Some of the items such as the shower flow rate assessment bag and drip gauge
were required to complete the survey. Whereas, the other water saving devices, like
the save-a-flush and hose gun, were included to help customers improve water
efficiency around their homes.

6.6. Data Collection

The following stages outline the course of action that Ewan Group plc undertook in
order to contact the customer and engage them in the project.

6.6.1. Mailing

Notification letters were sent out to customers between 25" July 2005 and 4™
October 2005. The letters (copy attached as Appendix 5) explained the project; its
objectives, the processes involved and invited the customers to participate in the
project by calling a local rate 0845 telephone number to request their survey pack. A
fridge magnet was included with the letters and used as a point of reference during
the following stages of contact.

05 - 70258 7 Ewan Group plc
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During this timescale 19,104 letters were sent out. To try and achieve efficient pack
delivery the letters were sent out in postcode batches, as presented in Appendix 6.
The project database was designed to facilitate the batching, printing, and logging of
the letters. These tasks relate to database options 1, 2 and 3 respectively, as
illustrated by Figures 4, 5 and 6.

Figure 4. Project Database — Option 1 Assign Batch

05 - 70258 8 Ewan Group plc
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Figure 5. Project Database — Option 2 Print Letters

Figure 6. Project Database — Option 3 Log Sent Lett ers

05 - 70258 9 Ewan Group plc
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The customer database provided by ESW contained a total of 8,744 Thurrock
Borough Council properties. These properties had no occupier name or telephone
number, and therefore a follow up phone call to book an appointment for pack
delivery was not possible. In view of this, rather than wait for the Council customers
to call in on the 0845 number and request a survey pack, it was decided to hand
deliver the notification letter to the Council properties and offer a survey pack directly.
This had the advantage of explaining the project to the customer in the hope of
motivating them to take part. The conversational script adopted by the field team is
presented as Appendix 7.

3,952 letters were hand delivered to council properties in RM15 and RM16 at the
beginning of the project between 2" August 2005 and 2" October 2005.

6.6.2. Telephone Numbers

As the initial database, provided by ESW, included a limited number of telephone
numbers BT Phone Disc was used to attempt to find missing telephone numbers of
customers on the database. In total, 19,431 customer telephone numbers were
missing. However, telephone numbers for Thurrock Borough Council customers
could not be found on BT Phone Disc, as the customer name was not provided in the
ESW database. Thurrock Borough Council customers accounted for 44% (8,599) of
the missing numbers. Table 4 accounts for these missing telephone numbers and
shows how many telephone numbers were found using the BT Phone Disc.

4. Table 4. Missing Telephone Numbers
Total number of missing telephone numbers 19,431
Telephone numbers found using BT Phone Disc 2,247
Telephone numbers not found on BT Phone Disc 4,832
Thurrock Borough Council customers — telephone 8,599

numbers unable to be found using BT Phone Disc as
customer name not provided.

Telephone numbers not looked up on BT Phone Disc due | 3,753
to a change in methodology (Section 4.5.3 refers)
Total number of telephone numbers not found. 17,184

17,184 (46%) customers did not have a contact number. Therefore, on the database
there was a potential of 20,317 (54%) of contactable customers.

6.6.3. Customer Contact

Customers were contacted first by letter before any other form of contact, such as a
telephone call, took place.

Customers who had called the local rate 0845 telephone number included in the
letter and wished to receive a survey pack were booked an appointment for the pack
to be delivered at their earliest convenience.

05 - 70258 10 Ewan Group plc
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Those customers who did not call to ask to for a survey pack, received a telephone
call within 14 days of the notification letter reaching them. This was one of the
targets set out in the contract, designed to contact the customers while the project
was fresh in their minds. The time elapsed between the letter and the phone call was
recorded in the database and reported each week as an average per postcode.

The telephone calls to the potential participants of the project were made between
the times of 5pm and 8pm on weekdays, during the period of the 27" July 2005 to 4™
October 2005. Calls were made between these times, as this was when the highest
contact rate was achieved.

During the telephone calls, the targeted customers were asked if they remembered
receiving a letter from ESW that included a fridge magnet. The fridge magnet proved
in many cases to be a useful reminder tool, especially if the customer could not
remember the letter. If they were interested in receiving a Home Water Survey pack
an appointment time in one of the given time slots was agreed upon.

5. Table 5. Appointment Time Slots
Monday-Friday 9am-12pm
12pm-4pm
4pm-6pm
Saturday 9am-12pm
12pm-4pm

Appointments were made between the period of the 27" July 2005 and the 4™
October 2005. A script detailing what was said in the telephone calls is presented as
Appendix 8.

All contact details and resulting appointments / non-participation requests were
recorded in the project database, within Option 5.

05 - 70258 11 Ewan Group plc
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Figure 7. Project Database — Option 5 Phone Calls

The following screen is accessed from the above screen by pressing the ‘Phone Call’
button.

Figure 8. Project Database — Option 5 Phone Calls

05 - 70258 12 Ewan Group plc
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Options 4 and 6 within the project database were created to help co-ordinate the
pack deliveries.

Figure 9. Project Database — Option 4 Schedule Work

Figure 10. Project Database — Option 6 Print Appoin  tments

05 - 70258 13 Ewan Group plc
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Customers who received a pack can be viewed through Option 7 within the project database.

Figure 11. Project Database — Option 7 Deliveries

6.6.4. Cold Calling Process

From the initial database of 37,433 customers, by the 4™ October 19,104 customers
had been mailed, of which 4,773 (735 in RM15, 4038 in RM16) participants received
a Home Survey pack. The number of completed audit forms received by the 9"
October was 3,224 (545 in RM15, 2679 in RM16).

3,224 forms from 19,104 (mailed) customers (16.9% return), suggested the target of
9,000 completed survey forms could not be achieved using the originally proposed
methodology. This was highlighted during a progress meeting with ESW demand
planning department on 30" September. It was also identified that the Council ‘cold
call’ strategy was proving more successful than telephoning methodology, 30% of
forms were being returned with regards to packs delivered, compared with only 17%
for those customers who were contacted by phone. In view of this it was agreed that
the ‘cold calling’ approach would also be adopted for the non-council properties.

Cold calling customers commenced on the 5" October 2005. Like the telephone
calls the customers were not contacted by this method until they had received the
notification letter. The notification letters were adapted to reflect this change in
method. The letter, as present in Appendix 9, informed customers that a Home Water
Survey pack would be delivered to them, free of charge, within a few days.
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For this method the field team were provided with lists of properties, taken from the
database, which they were required to visit. The cold calls involved a member of
field team visiting a potential customer’s home between 9am — 8pm and offering
them a pack if they were interested in taking part in the project. At all times during the
cold calls the field team members displayed their ESW identification badges.

If the customer was not in, a compliment slip, informing the customer that ESW had
called and would be revisiting the following day if they wished to receive a pack, was
posted through the letterbox. When a member of the field team called around the
following day, and the customer was still not in, a further compliment slip was left
telling the customer to call the 0845 telephone number and arrange a suitable time
for a pack to be delivered, if they were interested in taking part in the project.

Customers were informed when a field team member would be around to collect their
completed survey, when the pack was delivered. Customers were also informed that
a pre-paid envelope was included in the pack, if they did not have their form
completed by the collection date.

The site team posted a tea towel with a compliment slip through the letterbox of all

the properties where a completed survey form was collected. In the case where the
form was returned by post, the tea towel was sent to the customer by post with any
extra requested information (as described in Section 6.8 Additional Requests).

Table 6 shows a breakdown of responses from the cold calling approach (after 9™
October 2005).

6. Table 6. Cold Calling Participation
Mailed Customers 4,840 0 4,885 0| 1,641 | 1,101 | 12,467
Customer Refusals 529 78 83 0 22 22 734
Packs Delivered 3,140 1,222 1,650 5 448 340 6,805
Forms Returned 2,196 754 1,381 5 400 284 5,020

% Forms Returned

. 45.4% N/a | 28.7% N/a | 24.4% | 25.8% | 40.3%
wrt Mailed Customers

% Forms Returned

. 69.9% | 61.7% | 83.7% | 100% | 89.3% | 83.5% | 73.8%
wrt Packs Delivered

This method was considered more effective than the telephone calls method, as it
permitted:

Face-to-face contact with the customers, unlike the telephone calls

Customers to directly raise any concerns or questions that they had about the project
or pack with a field team member

The field team members to be immediately available to assist customers with
completing a survey or fitting any of the items included in the pack, such as the toilet
save-a-flush
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The field team to more easily manage their time and workload, as they could focus on
a specific area rather than have to travel to numerous areas as required by the
telephone calls

The collection of the audit forms to be better managed

Customers were not required to spend money on calling the 0845 number unless they
were not in when a field team member called around both times.

6.6.5. Assisted Audits

Assisted audits were offered to disabled and elderly customers who were unable to
complete the audit form on their own. The assisted audits involved a field team
member fitting the contents of the survey pack and completing the audit form with the
participation of the customer. In total, 41 assisted audits were carried out as part of
this project. The field team member made every effort to include the customer in the
audit as much as possible, to ensure that nothing was carried out without their
permission.

6.6.6. Reminder Letters

Prior to 21 November 2005 2,334 customers had received a Home Water Survey
pack but not returned a completed survey form. These customers were followed up
by sending them a reminder letter (enclosed as Appendix 10) with another audit form
enclosed for them to complete, if they wished to. 421 (18% return rate) survey forms
were returned by this approach.

Between 21 November 2005 and 16 January 2006 a further 455 customers had
received a Home Water Survey pack but not returned a completed survey form.
These customers were also followed up by sending them a reminder letter with
another audit form enclosed for them to complete, if they wished to. Of these 40
(8.8% return rate) survey forms were returned.
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6.7. Returned Audit Forms
Returned audit forms were entered into the project database using Option 8.

Figure 12. Project Database — Option 8 Audit Sheets

The audit form is accessed from the above screen by pressing the ‘Audit’ button.
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Figure 13. Project Database — Option 8 Audit Sheets

6.8. Additional Requests

The Audit Forms enabled the customer to request additional save-a-flushes,
information and children’s information. Initially this extra information was delivered by
the field team, however due to the volume of requests (please refer to project weekly
report, attached as Appendix 11) it was found to be more efficient to send it by post.

If the completed survey form was received by post, then a tea towel was sent to the
customer at the same time as any further information requests.
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6.9. Prize Winners
6.9.1. Cash

A first prize of £100, and 5 runner-up prizes of £20 were awarded following the
collection of the audit forms. The letters submitted to the successful customers are
presented in Appendix 12.

6.9.2. Water Butts

Each month between 200 and 300 water butts worth £65.80 were given away as an
incentive to increase customer participation. All customers who returned their survey
form and agreed to be entered into this free prize draw were logged on the database.
The database automatically assigns a random number to these people. A query in
the database was then run at the end of each month and the lowest 200 / 300
numbers (manually adjusted) were selected as prize winners for a water butt (Option
9 in the database).

Letters (copy enclosed as Appendix 13) were then sent out to the winners, informing
then of how to claim their water butt. At the end of the project, a total of 1,450
‘winning’ letters had been issued, of which 907 customers had accepted the free
water butt.

Figure 14. Project Database — Option 9 Water Butt W  inners
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6.10. Progress Reporting

A progress report was produced weekly during the project. A copy of the final,
complete, progress report is presented as Appendix 11.
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7. RESULTS

7.1. Postcodes Not Covered by the Study

RM17 5XX have not been included in the study, as these customers were not included in the

original data base supplied by ESW.

RM18 was not completed as it was envisaged that the 9,000 audit form target could be
achieved without including it.

7.2. Methodologies

Three methods were adopted to obtain completed Audit forms.

Pre-Calling (making appointments)

Cold Calling

Reminder Letters.

The following table illustrates the success of the respective methods.

7.

Table 7. Cold Calling Participation

Mailed Customers 5,143 | 13,961 N/a N/a N/a N/a| 19,104
Packs Delivered 735 4,038 N/a N/a N/a N/a| 4,773
Forms Returned 545 2,679 N/a N/a N/a N/a| 3,224
0,

% Forms Returned 1,0 000 | 19905 | N/a| Na| Na| Nal| 16.9%
wrt Mailed Customers

0,

% Forms Returned | ) 100 | 65305 N/a| Na| Na| Nal| 67.5%
wrt Packs Delivered

Mailed Customers 4,840 0 4,885 0| 1,641 | 1,101 | 12,467
Packs Delivered 3,140 | 1,222 | 1,650 5 448 340| 6,805
Forms Returned 2,196 754 1,381 5 400 284 5,020
0,

% Forms Returned 45.4% N/a| 28.3% | Nia|24.4% |25.8% | 40.3%
wrt Mailed Customers

0,

% Forms Returned 69.9% | 61.7% | 83.7% | 100% | 89.3% | 83.5% | 73.8%
wrt Packs Delivered

Mailed Customers 629 1,705 395 N/a N/a 60 2,789
Forms Returned 80 351 26 N/a N/a 4 461
% Forms Returned 12.7% | 20.6% 6.6% N/a N/a| 6.7% | 16.5%

* wrt = with respect to

With reference to the above it can be seen that Cold Calling had the highest success
rate, achieving 40.3% of forms returned (with respect to mailed customers). Pre-
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Calling and Reminder Letters achieved comparable results, 16.9 and 16.5%
respectively.

Comparing the number of forms returned with respect to the pack delivered, the Pre-
Calling and Cold Calling methodologies achieved 67.5 and 73.8% respectively.

7.3. Database Results
7.3.1. Data Validation

Prior to analysing the audit form results, the following database queries were run to identify
spurious data.

Brush Teeth Duration > 10 minutes
Shower Flow Rate > 20 I/minutes
> 8 Toilets per Property

> 7 People in Property

Shower Duration > 20 minutes

0 People in a Property

Pack with no Delivery Date

Form but no Form Delivered

Dates outside Project Timescale.

With regards to the above queries, the following number of customers, and associated
errors, were identified (complete details are presented in Appendix 14).

8. Table 8. Database Query Results
Brush Teeth Duration > 10 minutes 23 4
Shower Flow Rate > 20 I/minutes 15 0
> 8 Toilets per Property 4 3
> 7 People in Property 17 1
Shower Duration > 20 minutes 14 0
0 People in a Property 0 N/a
Pack with no Delivery Date 0 N/a
Form but no Form Delivered 0 N/a
Dates outside Project Timescale 0 N/a
Total 73 8

Though 73 Customers failed the query criteria, only 8 of the entries were found to be
incorrect with reference to the respective audit forms. On identification of the errors, the
database was amended accordingly. Details of the errors are presented in Appendix 14.

7.3.2. Database Results

To facilitate the analysis of the collected data, data analysis sheets were created
within the project database (Option 10). A4 copies of the analysis sheets are
attached for each postcode area and overall as Appendix 15. By selecting from the

05 - 70258 22 Ewan Group plc
May 2006



Essex & Suffolk Water
NW330: Thurrock Home Surveys

available drop-down menu, parameters/results can be displayed for any number of
postcodes.

Figure 15. Project Database — Option 10 Survey Res ults

Figure 16. Project Database — Option 10 Survey Res ults (Savings)
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The data analysis sheets present data under the following headings for metered,
unmetered and all customers. The data presented under the following headings is
categorised as either ‘Toilets’, ‘Taps’, ‘Shower’ or ‘Garden’ in-line with the Audit

Form.

Audit Form
Parameters
Savings.

Audit Form

Of the 11,578 packs distributed 8,705 completed survey forms were received back.

9. Table 9. Breakdown Of Returned Audit Forms

Packs Delivered 3,875 | 5,260 | 1,650 448 340 11,578
Number of forms

received back by Hand 2,385 | 2,598 | 1,326 4 396 283 6,992
Number of forms

received back from 436 1,186 81 1 4 5 1,713
Hall Street.

Total No. of Forms 2,821 | 3,784 | 1,407 5 400 288 8,705
% Forms rec'd wrt 72.8% | 71.9% | 85.3% | 100% | 89.3% | 84.7% | 75.2%

Pack Delivered

The average occupancy deduced from the Audit Forms is presented below.

10. Table 10. Average Occupancy
| Average Occupancy 254 | 257 | 267 | 2.40 | 2.80 2.78 2.59
11. Table 11. ‘Toilet’ Audit Form Information
Average No. of Toilets 143 | 1.70 | 1.38 | 1.60 | 1.41 1.27 1.53
1 Toilet in Property 1,667 | 1,950 | 914 2 247 208 4,988
> 1 Toilet in Property 1,116 | 1,792 | 475 3 148 74 3,608
Save-A-Flush Fitted 1,928 | 2,829 | 885 4 253 146 6,045
% Fitted wrt rec’d 68.3 | 74.8 | 62.9 80.0 | 63.3 0 0
Audit Forms % % | % % % 207
1 Save-A-Flush 874 | 1017 | 358 | 2 | 103 | 103 | 2,438
Requested
>1 Save-A-Flush 177 545 79 1 32 13 847
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Requested
Average No. 233 | 235 | 2.32 | 2.00 | 219 | 254 | 234
Requested
Average relates to were >1 Save-A-Flush was requested
Taps
12. Table 12. ‘Tap’ Audit Form Information
No. of Properties with 91 | 117 | 77 | O 8 17 | 310
Dripping Tap
No. of Properties who
measured dripping tap 37 64 6 0 0 1 108
flow rate
Dripping Tap Average Not
Rate (I/day) 10.92 | 12.45 | 37.92 | 0.00 | \jcasureq | 6-00 | 13.08
Dripping Taps Repaired 9 28 8 0 0 3 48
% Dripping Taps . 239 | 104 N 0 17.6 .
Repaired 9.9% % % 0.0% | 0.0% % 15.5%
No. Customers who
leave tap running while 941 | 1,209 | 532 0 173 124 | 2,979
brushing teeth
No. who will use beaker | 7,q | 1 356 | 278 | 2 41 | 53 | 2,476
provided
13. Table 13. ‘Shower’ Audit Form Information
No. of Properties with 1,006 | 2,987 | 996 | 4 | 271 | 208 | 6372
Shower
% No. of Properties with
: . 675 | 789 | 70.8 | 80.0 | 67.8 | 72.0 0

Shower wrt rec’d Audit % % % % % % 73.2%
Forms
No. who Measured 695 | 1,542 | 141 | O 15 | 18 | 2,411
Shower Flow Rate
Average Shower Flow 790 | 7.76 | 7.83 | 0.00 | 7.37 | 7.00 | 7.80
Rate (I/min)
No. who Recorded 1236 | 2,234 | 474 | 3 | 113 | 72 | 4132
Shower Duration
Average ShowerLength | 25 | 596 | 7092 | 667 | 7.04 | 841 | 6.48
(minutes)

Garden
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14. Table 14. Trigger Hose Gun Audit Form Informati  on

No. who will use Hose

Gun 2,447 | 3,434 | 1,187 5 372 238 7,683
% wrt Audit Forms rec’d 86.7 | 90.8 | 84.4 o | 93.0 | 824 0
% % % 100% % % 88.2%
Extra Information
15. Table 15. Extra Information Requests
0,
% Requested Extra 56.8 | 60.8 | 49.2 | 80.0 | 40.8 | 585 | 56.6
Information
0,
% Requested Extra 27.3 | 280 | 245 | 400 | 208 | 266 | 26.8
Information for Children
Metered vs Unmetered Customers
16. Table 16. Metered vs Unmetered Results Summary
Packs Delivered 3,902 7.676 11,578
Forms Returned 2,931 0 0
(75.1%) 5,774 (75.2%) | 8,705 (75.2%)
Save-a-flush Fitted 2,114 0 0
(54.2%) 3,931 (51.2%) | 6,045 (52.2%)

Properties With Dripping Tap

103 (2.6%)

207 (2.7%)

310 (2.7%)

Properties Repair Dripping Tap

19 (18.4%)

29 (14.0%)

48 (15.5%)

Tap Running While Brushing
Teeth

870 (22.3%)

2,109 (27.5%)

2,979 (25.7%)

Properties With Shower 2,468 (63.2) | 3,904 (50.9%) | 6,372 (55.0%)

Average Shower Length (mins) 6.10 6.75 6.48

Use Hose Gun Supplied 2,591 0 0
(66.4%) 5,092 (66.3%) | 7,683 (66.4%)

Use Water Saving Crystals 2,522 0 0
(64.6%) 4,871 (63.5%) | 7,393 (63.9%)

Received Water Butt

907

Parameters

These are parameters (constant for all postcodes) that are required to determine
water savings based on the Audit Form answers.
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17. Table 17. Audit Form Parameters

Toilets | Save-A-Flush Saving 1.0 Litres/Flush
Toilets | Toilet Flushes Per Day Per Person 5.0 No.
Toilets | Number of Save-A-Flushes Per Toilet 1.0 No.
Taps | Open Tap Flow Rate (Saving) 2.0 Litres/Minute
Taps Brushing Teeth Duration 1.0 Minutes
Taps Number Of Times Teeth Brushed Per Day 2.0 No.
Shower | Number of Showers / Baths Per Day 1.0 No.
Shower | Acted On Advice And Now Spend Less Time In 5.0 %
Shower
Shower | Average Volume Used Per Bath 65 Litres
Garden | Times Garden Hose Used Per Year 33 No.
Garden | Length Of Time Used Per Use 40 Minutes
Garden | Hose Flow Rate (Without Trigger Hose Gun) 500 Litres/Hour
Garden | Water Saving Using Trigger Hose Gun 5.0 %
Garden | Saving Using Water Crystals 20.0 %
Garden | Volume of Water Used (using Hose Gun) 2.0 Litres
Watering Plants Per Day
Garden | Water Butt Saving (for a 16 week period) 45 Litres/Week

The parameters can be adjusted if required, and the analysis re-run to assess their
respective sensitivity.

Savings

Using the answers from the Audit Forms, and the above referenced parameters, the
database calculates the associated savings for metered, un-metered and all
customers, for all postcodes (please refer to Appendix 15 for potential savings). An
overall summary of the actual savings is presented below.

18. Table 18. Actual Savings
No. of Properties with Survey Results 8,705 2,931 5,774
No. of People Living in Survey Properties 22,441 6,974 15,467
Average Occupancy 2.59 2.39 2.70
Savings:
12.89 11.90 13.39
77.92 25.15 52.65
Water Lost by Dripping Taps (litres/property/day) 0.47 0.41 0.51
Total Repaired Dripping Taps Savings (m  >/day) 0.63 0.22 0.41
Water Lost by Customers Running Tap When
Brushing Teeth (litres/property/day) 10.31 9.52 10.71
Total Beaker/Brushing Teeth Savings (m °/day) 25.53 8.60 16.84
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130.26 | 114.73 139.35

8.30 2.83 5.44

37.31 39.93 34.77

4.35 0.92 3.25

550 550 550

11.58 3.90 7.67

3.09 1.05 2.04

720 - -

1.79 - -

Total Saving by Survey Customers (m °/day) 133.19 42.70 88.30

Total Saving by Survey Customers 15.30 1456 15.29
(litres/property/day) . . _

Total Saving by Survey Customers 5 94 6.12 571
(litres/person/day) : - :

Note: Savings for ‘All’, ‘Metered’ and ‘Un-Metered’ are calculated based on their respective data sets, and therefore ‘Metered’ +

‘Un-Metered’ will not necessarily = ‘All’ due to averaging.

The basis of the above calculations is presented as Appendix 16.

7.3.3. Results Summary

Audit Form

With reference to Tables 9 — 13, the results are generally consistent with respect to
each postcode. The only result that appears different from the ‘norm’ is the Dripping
Tap Average Rate (I/day) for RM17. The result for RM17 is 37.92, compared with a
range of 6.00 — 8.98 for RM15, 16 and 20.

77 properties in RM17 identified a dripping tap, of which 23 measured the flow rate
and only 5 recorded the flow rate on the audit form. The flow rates (litres/day) are;

135, 41, 32, 14 and 0.5.
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Savings

It should be noted that the Total Potential Savings presented in Appendix 15 include
the volume lost with respect to dripping and running taps. It is assumed this lost
water could be potentially saved if all the dripping taps are repaired and all the
customers who currently run their taps while brushing their teeth change their teeth
cleaning routine, i.e use the beaker provided or just run the tap as and when
required.

The open tap flow rate (saving) used in the savings calculations assumes that the
actual open tap flow rate is 3 litres/minute and the customer requires 1 litre, providing
a 2 litres/minute saving.
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8. CUSTOMER COMMENTS
8.1. Audit Form Comments

Many customers commented that they had answered no to some questions, such as
using the hose gun, or shower because they didn’t have a garden or shower.
Providing the customers with a ‘not applicable’ option, would have yielded some
useful information as it is currently not possible to tell which customers mean no and
which mean not applicable.

Many customers live in flats and do not have gardens. This would have been a good
initial question “Do you have a garden?” before questions 10 & 11. Also, to know this
prior to delivering the packs would have saved the need to include the trigger hose
gun.

A number of customers commented that they would not use the beaker, shower cap,
hosegun, save-a-flush because they already had and used these items within their
homes.

A number of forms reported that the customers had not used the shower flow
measure yet, but that they intended to do so.

There was a large number of comments from customers that were unable to fit the
save a flush as they had a concealed cistern. Perhaps some advice could be
included in the survey booklet about the difference between modern and old cisterns.

8.2. Customer Comments

Comments were frequently made by customers on their audit forms and in some
cases letters were appended to returned forms. Customer comments ranged from
explaining their actions as an individual to save water through to broader comments
on the supply of water in their area.

A selection of comments taken from the customer audit forms from across the survey
area is presented as Appendix 17.
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9. Programme
9.1. Introduction Letter

The preparation and approval of the introduction letter was due to commence on the
01/06/05, and actually commenced on 09/06/05. The original programme allowed 10
days for the completion of this task, and this was achieved.

9.2. Database Development

It was originally envisaged that this task would commence on 01/06/05, and be
completed in 42 days. The task actually commenced on 13/06/05 and was completed
in 58 days.

9.3. Maliling

This task was planned to commence 01/06/05, and be completed by 27/10/05 (107
days duration). The task actually commenced on 15/06/05, and due to the extended
audit pack delivery period, the mailing required 162 days to complete.

9.4. Customer Contact

It was originally planned to commence this task on 08/06/05, and complete it in 122
days, by 24/11/05. Customer contact actually commenced on 22/06/05, and due to
the extended audit pack delivery period, customer contact had to be maintained until
27/02/06 (179 days duration).

9.5. Audit Pack Production

This task was scheduled to commence on 01/07/05, and be completed by 17/11/05
(100 days duration). The task actually commenced on 13/07/05, and due to the lack
of progress made with respect to obtaining completed audit forms, the task continued
until 30/01/06 (144 days duration). 295 completed audit forms still needed to be
obtained to reach the project’s 9,000 target, however the task was halted at this point
to allow sufficient time to process the completed audit forms and produce the project
report.

The following chart (over page) illustrates the lack of progress made with respect to
obtaining completed audit forms.

9.6. Extra Information

This task was not detailed in the original programme as it was envisaged that the
requested extra information would be relatively insignificant. However due to the
large volume requested, this task increased in significance as the project progressed,
and resulted in the extra information being posted to the respective customers, as
opposed to the fieldwork staff hand delivering it as planned, as the latter impacted on
pack delivery. Packaging and posting the extra information commenced on 03/10/05,
and was completed on 14/03/06 (117 days duration).
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Figure 17. Completed Audit Forms Progress Chart
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9.7. Data Entry

This task was planned to commence 24/06/05, and be completed by 01/12/05 (115
days duration). The task actually commenced on 27/07/05, and due to the extended

audit pack delivery period was not completed until 27/02/06, requiring 154 days to
complete.

9.8. Reporting

It was originally planned to commence this task on 01/06/05, and be completed by
30/03/06 (217 days duration). Within this task, 80 days were allocated to the
production, review and issue of the final report. The production of the report was due
to commence on 25/11/05 and the final report was to be issued by 30/03/06. Due to
the over-run with respect to pack delivery, the drafting of the final report did not

commence until 20/02/06. The final report was submitted on 26/05/06, after the
review of two draft versions.
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10. Project COSTS
10.1. Labour
19. Table 19. Labour Costs
Consultant Fee
Project Management 2 35,352.00 360.00 35,712.00
Database Development 2 7,950.00 60.00 8,010.00
Mailing 2 1,680.00 120.00 1,800.00
Identification of Telephone Numbers 1 1,575.00 40.00 1,615.00
Customer Contact (Planned Visits) 5 25,200.00 0.00 25,200.00
Customer Contact (Cold Calling) 2 13,986.00 0.00 13,986.00
Audit Pack Production* N/a N/a N/a 3,500.00
Audit Pack Delivery (Planned Visits) 3 18,900.00 1,158.72 20,058.72
Audit Pack Delivery (Cold Calling) 5 37,800.00 1,480.92 39,280.92
Data Entry 2 4,200.00 0.00 4,200.00
Reporting 2 6,577.36 60.00 6,637.36
Total | £153,220.36| £3,279.64| £160,000.00
Esw £3,482.50
* Undertaken by sub-contractor Total £163,482.50
10.2. Materials
20. Table 20. Material Costs
Standard
Magnets 31,571 0.12 3,788.52
Audit Packs 8,705 2.59 22,545.95
Tea Towels 8,705 1.12 9,749.60
Stationery N/a N/a £5,702.00
Extra
Extra Save-a-flushes 4,069 0.64 2,604.16
Children Leaflet 2,336 7.39 17,263.04
Your Guide to Water Conservation 4,933 0.14 690.62
Water Conscious Gardening 4,933 0.09 443.97
How Water Wise Can You Be? 4,933 0.12 591.96
Dry Garden Leaflet 4,933 0.11 542.63
H2HoHo Leaflets 4,933 0.45 2,219.85
Water Butts 907 21.00 19,047.00
Prizes
First Prize Draw 1 100.00 100.00
Runner-up Prizes 5 20.00 100.00
Total £85,389.30
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10.3. Cost Summary
Total project cost = £163,482.50 (Labour) + £85,389.30 (Materials) = £248,871.80.
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11. Limitations
11.1. Project Delivery

The customer database was extracted at the beginning of the project and
therefore customer details could not be readily updated during the course of the
project. For a long-term project, consideration should be given to extracting the
data in ‘parts’, as and when required, so the data remains ‘current’. It was
particularly noticeable during phone calls, when we asked to speak to people
who had passed away and the customer didn’t understand why we didn’t have
the most up to date information.

The customer database had 19,431 missing telephone numbers, of which only
2,247 were found using the BT phone disk. The phone numbers for the
Thurrock Borough Council properties, 8,599, could not be found as there were
no occupier names provided.

The pack delivery commenced in August, when a lot of people were going on
holiday. Therefore many customers did not leave their form out for collection
and had to use the prepaid return envelope.

Starting the project in August meant that days became ‘shorter’ (dark earlier,
and colder) as the project moved forward, which impacted upon evening visits,
particularly during November and December. Many customers did not want to
stand on their doorstep for long, listening to the presentation and receiving the
pack. If the project commenced earlier in the year it would result in less
discomfort for the customers. Many customers did not appreciate being called
upon on dark winter evenings.

11.2. Audit

The audit form required using the 5 minute shower timer to estimate the time
taken to shower. Therefore customers had to remember to time their shower
and record the result later, rather than completing the survey form in one go.
Perhaps an estimation of shower time would have resulted in more responses
to this question, as many people simply left it blank.

Beaker results may be unreliable as field team and office team found that a lot
of people were confused about what the collapsible beaker looked like and how
it worked (needed to be clearly labelled and explained how to assemble it).
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12. CONCLUSIONS
12.1. Project Delivery

The lack of telephone numbers, and out of date contact names in the customer
database, limited the customers who could be contacted.

To deliver the project efficiently the project database, as well as storing the collected
data, it also was developed to assist in the various project tasks, for example batching
and printing of letters, recording customer contact, generating the weekly report and
analysis of the recorded data.
Following the ‘Appointment’ methodology only 17% customers who received a letter
returned a completed audit form, indicating only a possible 6,375 forms could be
obtained (37,500 customers mailed).
To increase the number of audit forms being returned, a ‘Cold Calling’ methodology
was adopted. This methodology increased the percentage of audit forms returned with
respect to mailed customers from 17 to 40%.
Towards the end of the project it was identified that approaching 3,000 customers had
received an audit pack but not returned a completed form. Reminder letters were sent
to these customers, following which 17% of the customers returned for a completed
audit form.

12.2. Audit

A number of customers had no gardens, therefore not cost effective to provide
them with the trigger hose gun.

Many customers commented that there were no questions relating to baths.

There was a large number of comments from customers that were unable to fit
the save a flush as they had a concealed cistern.

12.3. Results
The average occupancy for the customers who returned completed audit forms is 2.6.
Approximately 40% of customers had more than 1 toilet.
Approximately 75% of customers fitted the save-a-flush provided in the audit pack.
Over 70% of customers had a shower.

The average shower flow rate was approximately 7.8 I/minutes, and average shower
length was approximately 6.5 minutes.

90% of customers said they would use the hose gun supplied in the audit pack
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Over 50% of the customers who returned a completed audit form requested extra
information.

The ‘Savings’ results indicated that un-metered customers had the potential to save
more water than Metered customers, 10.46 |/person/day compared with 9.54
I/person/day.

A SWOT (Strengths, Weaknesses, Opportunities & Threats) Analysis has been used
to summarise the findings of this study. This is presented as Appendix 18.
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13.

13.1.

13.2.

FUTURE RECOMMENDATIONS
Project Delivery

Due to the lack of telephone numbers, and out of date contact names in the customer
database, it may be worth considering tailoring future studies with a greater doorstep
emphasis for pack delivery.

Consider running a press campaign before and during the project to inform customers
that ESW are distributing packs in their area. This would help add legitimacy for the
project, as doorstep calling tends to make people nervous even if they have received a
letter. All customers were sent a letter, but if there was more than one person in the
household, the letter may not have reached all occupants. Also, due to some names
being incorrect in the database where customers have moved, many letters were
returned unopened.

To save costs on stationery and target up to date customers, the letters detailing the
project could be sent out with the water bills. This way, they would be less likely to be
thrown away or ignored.

Use the project database as a template for future projects to ensure consistency in
approach.

Audit

Include in the survey booklet, pictures of the pack items, particularly the
collapsible beaker and give instructions for use.

A visual image demonstrating the potential savings of a shower in comparison
to a bath could be included in the booklet. Many customers commented that
there were no questions about baths.

Provide options for ‘not applicable’ or ‘comments’ for some of the audit
questions, as many customers felt the need to explain their answers. This was
especially noticeable for questions with several parts, such as dripping taps and
their flow rates.

Some areas had a high incidence of flats with intercom entry systems. The
doorstep cold calling approach was much less effective in these areas due to
access limitations. Perhaps a pack presentation to all residents using a
workshop approach arranged in advance would increase the participation for
multiple dwellings. A poster or set of flyers could be put through the letterbox a
week in advance, in the hope that pre arranged access would result in more
people being home to receive the pack presentation.

Some customers may have been willing to provide an email address for sending
more tailored further information, rather than posting out general leaflets.

Identifying customers with no gardens prior to pack delivery would enable the
trigger hose gun to be removed, and therefore save the cost of this item.

05 - 70258 38 Ewan Group plc

May 2006



Essex & Suffolk Water
NW330: Thurrock Home Surveys

There was a large number of comments from customers that were unable to fit
the save a flush as they had a concealed cistern. Perhaps some advice could
be included in the survey booklet about the difference between modern and old
cisterns.
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Appendix 1 — Project Organogram
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Appendix 2 — Actual Project Programme
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Appendix 3 — Home Water Audit Flowchart
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Appendix 4 — Project Database
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Appendix 5 — Initial Notification Letter
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<property number, project number>

Title Initial Surname
Address

Address

Address

Post code

Date

Dear Title Surname

Home water Surveys 2005

As a valued Essex & Suffolk Water customer, we woul d like to invite you to
take part in a home water survey. As an introductio  n to the study, we enclose a
magnet with our compliments.

By completing a home water survey, you will not onl y be learning to make your
home more water efficient, but also providing us wi th valuable data to help us
plan for the future.

DID YOU KNOW THAT THE ESSEX AREA

Is one of the driest parts of the country
Receives about half the national average rainfall
Has to import around 50% of its water from neighbou ring counties

To carry out the survey you will need a Home Water Survey Pack, which will be
delivered to you free of charge. To receive your fr ee survey pack please
contact us on 0845 6010 147 between 8:30am and 8:00pm Monday to Friday.

On return of the completed survey form provided in the pack, you will receive a
free gift and you can choose to enter into a prize draw:

FIRST PRIZE: £100 Cash Prize
RUNNERS UP PRIZES: £20 Tesco vouchers

In addition, up to 200 survey forms will be randoml y chosen each month to win
a complete water butt kit for the garden.

If you have any queries or would like further infor mation please do not hesitate
to call us on 0845 6010147. We look forward to hear ing from you and receiving
your support.

Yours sincerely Scheme Approved by
Thurrock Council
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Sarah Bowerman Head of Housing

Project Manager

Essex & Suffolk Water

05 - 70258 Ewan Group plc

May 2006



Essex & Suffolk Water
NW330: Thurrock Home Surveys

Appendix 6 — Postcode Batches
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Letter
Batch |Batch Name Date Sent
ID

1 RM16 1 25-Jul-05
2 RM16 2A 25-Jul-05
3 RM16 2B 25-Jul-05
4 RM16 2D 25-Jul-05
5 RM16 2E 02-Aug-05
6 RM16 2G 02-Aug-05
7 RM16 2H 02-Aug-05
8 RM16 2J 08-Aug-05
9 RM16 2L 08-Aug-05
10 RM16 2N 08-Aug-05
11 RM16 2P 08-Aug-05
12 RM16 2Q 08-Aug-05
13 RM16 2R 11-Aug-05
14 RM16 2S 11-Aug-05
15 RM16 2T 11-Aug-05
16 RM16 2U 11-Aug-05
17 RM16 2W 11-Aug-05
18 RM16 2X 11-Aug-05
19 RM16 2Y 22-Aug-05
20 RM16 3 22-Aug-05
21 RM16 4A 22-Aug-05
22 RM16 4B 22-Aug-05
23 RM16 4D 22-Aug-05
24 RM16 4E 22-Aug-05
25 RM16 4H 22-Aug-05
27 RM16 4J 25-Aug-05
28 RM16 4L 25-Aug-05
29 RM16 4N 25-Aug-05
30 RM16 4P 25-Aug-05
31 RM16 4Q 25-Aug-05
32 RM16 4R 31-Aug-05
33 RM16 4T 31-Aug-05
34 RM16 4S 31-Aug-05
35 RM16 4U 31-Aug-05
36 RM16 4X 31-Aug-05
37 RM16 5U 31-Aug-05
38 RM16 6A 31-Aug-05
39 RM16 6B 09-Sep-05
40 RM16 6D 08-Sep-05
41 RM16 6G 08-Sep-05
42 RM16 6E 08-Sep-05
43 RM16 6H 08-Sep-05
44 RM16 6L 08-Sep-05
45 RM16 6N 07-Sep-05
46 RM16 6P 07-Sep-05
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Letter
Batch |Batch Name Date Sent
ID

47 RM16 6Q 13-Sep-05
48 RM16 6R 13-Sep-05
49 RM16 6U 13-Sep-05
50 RM16 6Y 13-Sep-05
51 RM15 4A 13-Sep-05
52 RM15 4B 13-Sep-05
53 RM15 4D 13-Sep-05
54 RM15 4E 26-Sep-05
55 RM15 4H 26-Sep-05
56 RM15 4J 26-Sep-05
57 RM15 4L 26-Sep-05
58 RM15 4N 26-Sep-05
59 RM15 4P 26-Sep-05
60 RM15 4Q 26-Sep-05
61 RM15 4R 26-Sep-05
62 RM15 4S 26-Sep-05
63 RM15 4T 26-Sep-05
64 RM15 4U 26-Sep-05
65 RM15 4X 26-Sep-05
66 RM15 5A 06-0ct-05
67 RM15 5B 06-0ct-05
68 RM15 5D 06-0ct-05
69 RM15 5E 06-0ct-05
70 RM15 5H 06-0ct-05
71 RM15 5J 13-Oct-05
72 RM15 5L 13-Oct-05
73 RM15 5N 13-Oct-05
74 RM15 5P 13-Oct-05
75 RM15 5Q 24-0Oct-05
76 RM15 5R 24-0Oct-05
77 RM15 6A 24-0Oct-05
78 RM15 6B 09-Nov-05
79 RM15 6D 09-Nov-05
80 RM15 6E 24-0Oct-05
81 RM15 6H 09-Nov-05
82 RM15 6J 09-Nov-05
83 RM15 6N 24-0Oct-05
84 RM15 6P 09-Nov-05
85 RM15 6Q 09-Nov-05
86 RM15 6R 09-Nov-05
87 RM15 6S 09-Nov-05
88 RM15 6T 09-Nov-05
89 RM17 6A 09-Nov-05
90 RM17 6B 09-Nov-05
91 RM17 6D 09-Nov-05
92 RM17 6E 09-Nov-05
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Letter
Batch |Batch Name Date Sent
ID

93 RM17 6G 09-Nov-05
94 RM17 6H 09-Nov-05
95 RM17 6J 25-Nov-05
96 RM17 6L 28-Nov-05
97 RM17 6N 28-Nov-05
98 RM17 6P 25-Nov-05
99 RM17 6Q 28-Nov-05
100 RM17 6R 28-Nov-05
101 RM17 6S 28-Nov-05
102 RM17 6T 28-Nov-05
103 RM17 6U 28-Nov-05
104 RM17 6W 28-Nov-05
105 RM17 6X 28-Nov-05
106 RM20 1X 28-Nov-05
107 RM20 4A 28-Nov-05
108 RM20 4B 28-Nov-05
109 RM20 4X 28-Nov-05
110 RM20 4Y 28-Nov-05
111 RM19 1G 05-Dec-05
112 RM19 1L 05-Dec-05
113 RM19 1IN 05-Dec-05
114 RM19 1P 05-Dec-05
115 RM19 1Q 05-Dec-05
116 RM19 1R 05-Dec-05
117 RM19 1S 05-Dec-05
118 RM19 1T 05-Dec-05
119 RM19 1Y 05-Dec-05
120 RM19 17 05-Dec-05
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Essex and Suffolk Water Cold Call Doorstep Approach

Good morning / afternoon / evening.
I’'m calling on behalf of your water supplier, Essex and Suffolk Water.

Did you receive the letter we sent recently about our current water efficiency project?

NO — There was a fridge magnet with a picture of a washing machine in with the
letter?

E&S Water are undertaking this project in order to improve water efficiency in the
home.

This pack contains some water saving devices, eg hose pipe gun and toilet save a
flush, to use around the home, which takes about 10 minutes (something the children
can do). Here is a form telling you how to use the products and at the end are a few
related questions about which items you found most useful.

As an incentive to complete and return the form, you will receive a free gift and be
entered into two prize draws (£100 cash and 200 water butts each month).

We’ll come back on ****** tg collect the form, so please leave it on the doorstep in the
morning.

If you have any questions, please phone the 0845 number on the form.

Thank you / Bye etc.
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Appendix 8 — Telephone Script
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Outgoing calls for Home Water Survey Pack Deliverie

1. Good Morning/ Afternoon, I'm calling on behalf of Essex and Suffolk Water
2. Have you received a letter about our free home water conservation pack?

If NO — Do you remember a letter containing a fridge magnet?
i. Magnet with washing machine on - don’t start me until I'm full
ii. IfNO-
- Would you like to receive a water survey pack?
The letter explained that the Essex area is one of the
driest parts of the country, receives half the national
average rainfall, and has to import 50% of its water from
neighbouring counties
By completing the water conservation survey you will be...
- (goto 3.

If YES — Will you be willing to take part in our water survey free of
charge, bearing in mind it will be delivered to your door and can be
taken in your own time?

3. Why should you take part —
- Save money by making home more water efficient
Be providing Essex and Suffolk water valuable data for
saving future water resources
Automatic entry for Prize draws, prizes include -
a. £100 cash
b. £20 in Tesco vouchers
c. 200 water butts given away each month
Free gifts in every pack include —
Water storing crystals
Shower timer
Drip gauge
Trigger hose pipe gun
Shower cap
Save a flush toilet crystals
Shower flow rate bag
Water beaker

Se@~ooo0oTp

4. Arrange a date and time for delivery

Field technician will visit with the pack, answer any queries you may
have regarding the survey and will be happy to assist you with
completing any parts of the survey if required.
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5. If you have any other queries you can contact us on 0845 6010147 between
9:00am and 8:00pm
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Appendix 9 — Cold Call Notification Letter
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<property number, project number>

Title Initial Surname
Address

Address

Address

Post code

Date
Dear Title Surname
Home Water Surveys 2005

As a valued Essex & Suffolk Water customer, we woul  d like you to take part in
a home water survey. As an introduction to the stud y, we enclose a magnet
with our compliments.

By completing a home water survey, you will not onl y be learning to make your
home more efficient, but also providing us with val uable data to help us plan
for the future.

DID YOU KNOW THAT THE ESSEX AREA

* Is one of the driest parts of the country
* Receives about half the national average rainfal |
* Has to import around 50% of its water from neigh  bouring counties

To carry out the survey you will need to receive a Home Water Survey Pack
which will be delivered to you free of charge in th e next few days.

On return of the completed survey form provided in the pack, you will receive a free
gift and you can choose to enter into a prize draw:

FIRST PRIZE: £100 Cash Prize
RUNNERS UP PRIZES: £20 Tesco Vouchers

In addition, up to 200 complete water butt kits for the garden can be won each
month.

If you have any queries or would like further information please do not hesitate to call
us on 0845 6010 147 between 8:30am and 8:00pm Monday to Friday. We look
forward to receiving your support.

Yours sincerely, Scheme Approved by
Thurrock Council
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Sarah Bowerman Head of Housing

Project Manager

Essex & Suffolk Water
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Appendix 10 — Reminder Letters
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<property number, project number>

Title Initial Surname
Address

Address

Address

Post code

Date

Dear Title Surname

Home Water Surveys 2005

As part of our current water efficiency project we recently delivered a Home Water
Survey Pack to you. We hope you found this pack informative and useful. Our
records show that we have not yet received your completed survey form that was
included in the pack. It would be appreciated if you could complete the form
(enclosed) and post it to us in the attached self-addressed envelope. On receipt of
this form you will be entered into a prize draw with the chance of winning:

First Prize: £100 cash

Runners-Up: £20 Tesco Vouchers

Plus the chance of winning one of 300 water-butt kits worth £65.

We are now approaching the end of this project and therefore we would appreciate it
if you could complete and return the form as soon as possible.

If you have any further enquiries, or you require any replacement devices from the
pack please call us any time between 8:30am and 8:00pm on 0845 6010147.

If you have already returned your form then please ignore this letter and thank-you
for your participation.

Yours sincerely,

Thomas Andrewartha
Demand Planning Analyst
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Appendix 11 — Weekly Progress Report
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Appendix 12 — Prize Winner Letters
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<property number, project number>

Title Initial Surname
Address

Address

Address

Post code

Date

Dear Title Surname

Congratulations!

We are delighted to tell you that you have won first prize following the prize draw as
part of the Home Water Survey Project you took part in during <Month>. Please find
enclosed a cheque for £100.

We would like to take this opportunity to thank you for taking part and for your
commitment to saving water.

Yours sincerely,

Thomas Andrewartha
Demand Planning Analyst
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<property number, project number>

Title Initial Surname
Address

Address

Address

Post code

Date

Dear Title Surname

Congratulations!

We are delighted to tell you that you have won the runner up prize following the prize
draw as part of the Home Water Survey Project you took part in during <Month>.
Please find enclosed a Tesco voucher to the value of £20.

We would like to take this opportunity to thank you for taking part and for your
commitment to saving water.

Yours faithfully,

Thomas Andrewartha
Demand Planning Analyst
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Appendix 13 — Water Butt Winner Letters
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<property number, project number>

Title Initial Surname
Address

Address

Address

Post code

Date

Dear Title Surname

You have won a Rainsaver kit worth £62.80

We are pleased to inform you that you have won a Rainsaver kit. By completing and
returning your questionnaire from our home water survey project you were entered
into our free prize draw to win a Rainsaver Kit.

The kit includes a:

222 litre waterbutt
Childsafe lid
Waterbutt stand
Rain diverter

Straight plc will deliver the kit to your home free of charge and provide you with all
the necessary installation instructions. Please contact Straight on 0845 658 5656 by
30™ September 2005 to arrange free delivery. If we have not heard from you by this
date we will assume that you are not interested in this offer and you will no longer be
eligible for a free Rainsaver kit. Straight plc are only able to provide delivery of your
Rainsaver Kit to the above address.

If you do not wish to receive your Rainsaver kit or require further information please
contact 01245 212360.

Yours sincerely,

Thomas Andrewartha
Demand Planning Analyst
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Appendix 14 — Database Validation Results
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Brush Teeth > 10 minutes

BrushTeethLength
PropRef In Database (mins)  On Audit Form
246941 120.5 25
890475 60 1
253352 21
255400 20
249293 16 16
285762 15 15
894744 10 10
265965 10 10
255227 10 10
266686 10 10
253257 10 10
253750 10 10
262936 10 10
259997 10 10
253758 10 10
261278 10 10
266085 10 10
280644 10 10
860344 10 10
274988 10 10
284359 10 10
280289 10 10
284093 10 10

Shower Flow Rate > 20|/ min

PropRef ShowerlFlowRate
In Database (I/min)  On Audit Form
251206 180 180
285565 180 180
868892 150 150
276567 41 41
254599 38 38
245361 36 36
246233 30 30
262991 30 30
277444 30 30
255316 25 25
270235 25 25
285590 25 25
243840 22 22
902651 20 20
279492 20 20
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More than 8 toilets

PropRef ToiletsinHouse
In Database On Audit Form
242030 33 3
251486 14 1
275783 11 11
267155 8 3

>7 People in Property

PropRef PeoplelnHome
In Database On Audit Form
286694 22 2
283858 11 11
275783 11 11
255219 10 10
263082 9 9
253719 9 9
259191 9 9
898734 9 9
248168 8 8
258705 8 8
262716 8 8
245633 8 8
251968 8 8
284275 8 8
272336 8 8
284371 8 8
283845 8 8

Shower Time > 20 minutes

PropRef ShowerLength
In Database On Audit Form
253706 60 60
253378 45 45
276373 34 34
258801 30 30
262924 30 30
264771 30 30
241652 30 30
250613 30 30
279348 30 30
288345 30 30
874836 30 30
243530 25 25
280200 25 25
265908 225 225
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Appendix 15 — Analysis / Results Sheets
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An overall summary of the potential savings is presented below.

Potential Savings

No. of Properties with Survey Results 8,705 2,931 5,774
No. of People Living in Survey Properties 22,441 6,974 15,467
Average Occupancy 2.59 2.39 2.70
Savings:
12.89 11.90 13.39
77.92 25.15 52.65
Water Lost by Dripping Taps (litres/property/day) 0.47 0.41 0.51
Total Repaired Dripping Taps Savings (m  */day) 4.10 1.20 2.96
Water Lost by Customers Running Tap When
Brushing Teeth (litres/property/day) 10.31 9.52 10.71
Volume Beaker Savings (m °/da 31.20 8.37 23.00
130.26 | 114.73 139.35
8.30 2.83 5.44
37.31 39.93 34.77
87.04 18.49 65.02
550 550 550
11.58 3.90 7.67
3.09 1.05 2.04
Total Saving by Survey Customers (m °/day) 223.2 66.5 161.6
Total Saving by Survey Customers o5 64 22 68 27 99
(litres/property/day) ) ) )
Total Saving by Survey Customers 995 953 10.45
(litres/person/day) ' ' )

Note: Savings for ‘All’, ‘Metered’ and ‘Un-Metered’ are calculated based on their respective data sets, and therefore ‘Metered’ +

‘Un-Metered’ will not necessarily = ‘All’ due to averaging.
The basis of the above calculations is presented as Appendix 16.
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Toilet Savings

Volume Saved Using Save-A-Flush Per Household (litr ~ es/day) = Occupancy X
Save-A-Flush Saving x Toilet Flushes Per Day Per Person x Number Of Save-A-
Flushes Per Toilet

Total Volume Saved by Survey Customers (m  ®/day) = Volume Saved Using Save-
A-Flush Per Household x Save-A-Flush Fitted

Tap Savings

Lost Dripping Tap Water Volume Per Household (litre  s/day) = Total Volume Lost
by Survey Customers / Forms Returned

Total Volume Lost by Survey Customers (m  °/day) = Dripping Tap Average Rate x
Properties the Repair Dripping Taps

Lost Running Tap Volume Per Household (litres/day) = Open Tap Flow Rate x
Brushing Teeth Duration x Number Times Teeth Brushed Per Day x Occupancy

Total Volume Lost by Survey Customers (m  °/day) = Lost Running Tap Volume
Per Household x Use Beaker Supplied

Shower Savings

Shower Volume Used Per Household Per Day (litres/da y) = Average Shower
Flow Rate x Average Shower Length x Occupancy

Volume Saved by Customers Having 20% Shorter Shower s (m®/day) = Shower
Volume Used Per Household Per Day x Number of Showers/Baths Per Day x
Properties With Shower x % Acted On Advice And Now Spend Less Time In Shower
x Volume Saved By Customers Having 20% Shorter Showers

Volume Saved Per Household by Replacing Bath With S~ hower (litres/day) =
Average Occupancy x Number of Showers/Baths Per Day x [Volume Used Per Bath
— (Average Shower Flow Rate x Average Shower Length)]

Volume Saved by Survey Customers by Replacing Bath (m®/day) = Volume
Saved Per Household by Replacing Bath With Shower x (Forms Returned -
Properties With Shower) x % Acted on Advice and Now Use Shower Instead of Bath

Garden Savings

Total Volume Saved Using Hose Gun Per Household Per  Year (litres) = Times
Garden Hose Used Per Year x Length of Time Used Per Use x Hose Flow Rate
(Without Trigger Hose Gun) x Water Saving Using Hose Gun

Total Volume Saved by Survey Customers (m  ®/day) = Total Volume Saved Using
Hose Gun Per Household Per Year x Use Hose Gun Supplied
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Volume Saved Using Crystals by Survey Customers (m  3/day) = Volume Of Water
Used Watering Plants Per Day x Saving Using Water Crystals x Use Water Crystals

Overall Savings

Total Potential Saving by Survey Customers (m  */day) = Total Volume Saved by
Survey Customers (Save-A-Flush) + Total Volume Lost by Survey Customers
(Dripping Tap) + Total Volume Lost by Survey Customers (Tap Running) + Volume
Saved by Customers Having 20% Shorter Showers + Volume Saved by Survey
Customers by Replacing Bath + Total Volume Saved by Survey Customers (Hose
Gun) + Volume Saved Using Crystals by Survey Customers

Total Potential Saving by Survey Customers (litres/  property/day) = Total
Potential Saving by Survey Customers / Forms Returned

Total Potential Saving by Survey Customers (litres/  person/day) = Total Potential
Saving by Survey Customers / Occupancy
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RM15
ESW Customer
Customer Comment Reference
“I water pot plants using a bucket but will give the hose-gun to a
: : ” 252198
relative to reduce their water use
“Am a primary teacher — any resources suitable for schools — 252198
especially children aged 5-11 would be great”
“I have replaced my bathroom and shower this year so everything
. ” 243312
is low flush
“Thank you for the free water saving devices, at the present
moment we are replacing and updating our bathroom so all
guestions cannot be answered. Please send extra save and flush
: : 241616
as we have 2 toilets, up and down, please will you send an extra
guestionnaire so we can update your survey as we are aware to
save and not waste water is vital”
“I have filled in the survey to the best of my ability but | can’t use
the gadgets provided. The cistern is an old fashioned one and |
cannot climb at my age. Also | do not have a shower, a 241228
dishwasher or a flower garden” Mrs Palmer, South Ockendon,
Essex, RM15.
In response to the question “Will you use the hosegun provided?”
“ 1 1 ” 244743
The response “Only when there’s no hosepipe ban
“I do all my washing by hand — its quicker than waiting for the
: : o 263303
cycle to run its course on a washing machine
“As | have no teeth or false ones to brush it is silly for me to
o 263303
answer these questions
“Would have preferred to have received more information at the
same time as the pack. Didn’t know what some of it was for” Mrs 252797
Richards, South Ockendon, Essex, RM15.
RM16
Customer Comment ESW Customer
Reference
“Always use them (water storing crystals) in my hanging baskets
” 281084
and tubs
“We will cut our shower time now” 281084
“Whilst we appreciate to reduce water consumption is fast
becoming a ‘must’ due to our changing climate | am nevertheless
a little perturbed as to who is, or will be, by an increase in water 278894
rate, footing the bill for all the water saving gadgets which you are
distributing in your ‘free’ packs?”
“3 water butts for garden. Save water in milk and fizzy drinks
> 276478
bottles from butts
“All new homes to have dual flush toilets, existing houses
. : : o 278058
refurbished with lower water rate incentives
“All new houses to be provided with rainwater tanks. Existing
houses issued with subsidised tanks or the price included in the 278058

rates”
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“We also have 2 large water butts and save all the washing up

: i 275897
water for watering the garden
“I am on a water meter — cant water the garden” 272342
s{)l;g}’ shower off whilst shampooing and washing — on to rinse off 902560
“We already use any water that has been used, for the garden 265114
when possible”
“Think that water meters should be compulsory!!” 283795
“Our water pressure is so low that in times of heavy demand it
does not operate our combi boiler. | have requested you to look at 259508
the system before but no one has ever come”
“Can | request that bills be sent in my name as my husband died 285571
some years ago”

RM17
ESW Customer
Customer Comment Reference

“l use 2 rainbutts & only use tap water for garden if needed” 251351
“Now realise the wasteage of water (when leaving tap on whilst) 255552
cleaning teeth and use own mug”
“My daughter and | are very water and electric efficient. We don’t
flush every wee, have a low flush toilet installed only 6 months
ago, no washing machine, no dishwasher, no shower and only 281414

bath once a week with the water hardly over our knees and no
dripping taps. Thanks for your pack, sorry | cant be of more help”
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Strengths
Project Delivery

The long term programme of water efficiency projects increases general awareness
amongst customers.

All resources and materials for project either available through ESW or Ewan Group
plc.

Clients already have a relationship with ESW water, so they are more likely to
participate in the project.

The majority of the field team possessed knowledge of the area as they lived locally.

The project database facilitated project delivery, and can be used on similar future
projects.

Audit

The 0845 number provided on the audit form was re-assuring for customers as
it meant they didn’t have to go through a call centre to speak to someone about
the project.

Weaknesses

This study, although it provides a useful insight into the areas of consumption for a
wide variety of households, is limited by a number of factors, listed below:

Project Delivery

Database did not hold all customers’ contact details and some names, addresses and
phone numbers were incorrect.

Many blocks of flats, such as South Ockendon, were difficult to access due to broken
intercom systems or the multi cultural occupants not being fluent in English, and
therefore not letting the field team in to the building. Therefore this group of customers
were less likely to participate.

Audit

The audit form was generally simple to complete at any time of day, except for using
the 5 minute shower timer. Therefore customers had to remember to time their shower
and record the result later. Perhaps asking for an estimation of shower time would have
resulted in more responses to this question, as many people simply left it blank.

There was a large number of comments from customers that were unable to fit the
save a flush as they had a concealed cistern.
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Opportunities

Opportunity to raise awareness of water efficiency and potential cost savings for
customers.

Project demonstrates Corporate Social Responsibility (CSR), and sets the scene for
future follow up projects with this group of customers.

Threats

Increased customer awareness of the drive towards water efficiency may result in
some customers thinking that if they take part and provide personal information, they
may be metered as a result of their consumption. This could result in low participation,
if customers are not comfortable with their ‘personal habits’ going on record.

A water shortage, perhaps resulting in hose pipe bans, may result in customers not
wanting to take part, if they feel an injustice towards the water company.

An obvious water leak in the project area, will make some customers think that their
contribution to water efficiency is negligible in comparison and therefore they would be
less likely to return their completed audit form and take the project seriously.

A history of bogus callers in some parts of the project area led to blanket ‘no cold call’
zones and articles on the front page of local papers. This seriously affected the project,
as customers were very sensitive to being visited without an appointment, even though
a letter was sent out to let them know about the project.
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Follow-up Research

In March 2006, a follow-up questionnaire was sent to a random selection of customers.
This follow-up research was carried out by ESW internally. The objectives of the follow-up
guestionnaire were as follows:

1. To assess the customers views on the contents of the pack.
2. To gain a detailed understanding of the way in which customer’s water use changed

as a result of completing the survey.
3. To establish whether the customers who accepted the home survey pack, but did
not return the form, actually completed any of the survey.

Three separate questionnaires, each addressing one of the above objectives, were

designed. The following report summarises the sampling methodology used and the
results of the follow-up research.
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Introduction
Background

In the summer of 2005, Ewan Group Plc were appointed by Essex & Suffolk Water (ESW)
to carry out the Home Surveys programme within the Thurrock area of ESW'’s supply area.
The project is key to the Company’s water efficiency programme and its ambitions to be
innovative and progressive. The project started in August 2005 and finished in 2006. Of
the 31,571 properties contacted, 11,578 agreed to take part and were delivered a home
survey pack. Of these, 8,707 (75%) used the contents of the pack and returned their
forms. In March 2006, a follow-up questionnaire was sent to a random selection of
customers. This report will summarise the results of the follow-up questionnaire. For full
details of the project methodology and results, refer to the NW330 Thurrock Home Survey
Report (Ewans, 2006).

Objectives of the Project

ESW provided Ewan Group Plc with four objectives that had to be met throughout this

project. They were:

21.To demonstrate domestic water savings through the provision of simple cost
effective measures.

22.To capture water usage information.

23.To provide tailored advice to household customers.

24.To inform and educate households with the messages of water efficiency and using

water wisely.

Objectives of the Follow-up Questionnaire

The objectives of the follow-up questionnaire were as follows:

4. To assess the customers views on the contents of the pack.

5. To gain a detailed understanding of the way in which customer’s water use changed
as a result of completing the survey.

6. To establish whether the customers who accepted the home survey pack, but did

not return the form, actually completed any of the survey.
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Methodology
Project Methodology

The project followed similar earlier projects with proven methodologies. Experience had
shown that a mailing database of three times the required number of completed audits was
required. With this in mind, ESW provided mailing addresses for 37,433, but suggested
that 30,000 would be sufficient to achieve the target of 9,000 completed audits. However,
this project differed from its predecessors in that a telephone call approach was used. An
initial letter introducing the project was sent to the customer. If required, up to three
telephone calls were made, ideally at different times during the day, instead of doorstep
calling. Council tenants were cold called at their doorsteps, as phone numbers were

unavailable.

The above approach was taken between 25" July 2005 and 4™ October 2005. At a
progress review meeting with ESW on 30™ September 2005, it was decided that the
approach taken would be modified in reaction to the low (16.9%) survey form return rate. It
was identified that the cold calling approach was proving more successful (30% forms
returned), and so this approach was taken. Like the telephone call approach, the
customers were not contacted by cold calling until they had received the notification letter.
The field team were provided with a list of properties, that they were required to visit
between 9am—-8pm. At the end of the project, this approach had achieved a 40.6% return

rate with respect to mailed customers.

Follow-up Questionnaire Methodology

Three questionnaires were designed with relation to the objectives stated in 1.3. The
guestionnaires would overlap in terms of a few similar questions, but would differ in their
primary aims. The first questionnaire (A) was designed to assess the way in which
customers have re-assessed their water use in response to completing the survey. The
second (B) aimed to assess the contents of the pack and discover the public’s perceptions
of the information provided. The final questionnaire (C) was sent to customers that
requested a pack, but did not return their completed audit forms. This questionnaire aimed
firstly, to discover whether they had actually used the contents of the pack, and secondly,
why they did not return the form. Ewans provided a random selection of 200 for each

guestionnaire. This meant 600 properties were mailed in total.
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Three Access databases were designed. The answers from each of the questionnaires

were input into the associated databases. The database is located in the following source:

Follow-Up Questionnaire\Questionnaire Database.mdb
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Results

For full question-by-question results, see Appendix 6.1. The following analysis will provide
the results in summary.

Response Rate

In total, 142 customers responded to the questionnaire. This represented a 24% response

rate. A break down of the response rates for the individual questionnaires can be viewed

below.
Questionnaire A | Questionnaire B | Questionnaire C | Total
No. Mailed 200 200 200 600
No. Returned 66 59 17 142
% Returned 33 29.5 8.5 24

Results of Combined Questions

Questionnaires A and B started by asking the customer why they completed the survey.
The customer was given a choice of six options, of which they were to choose one. Space
was also provided for any other reasons. The main reason for customers completing the
survey was to reduce their water use (36%). 18% completed the survey to provide Essex
& Suffolk Water with information, 17% did so to help the environment and 16% completed

the survey with the aim of saving money.

Question 1 Results

The Prize Draw

To Try Pack
Contents

To Help
Environment

To Save Money

To Provide ESW
with Information

To Reduce Water
Use
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Customers were then asked to assess the contents of the pack in terms of ease of use.
They were given the opportunity to tick ‘easy to use and understand’, ‘difficult to use and
understand’ and explain their answer. 98% of customers stated that the pack and its
contents were easy to use and understand. Comments revolved around the pack being
self-explanatory, straightforward, well designed, simple and informative. 2% (3 customers)
stated that the pack was difficult to use and understand. One customer stated that some of
the questions needed to be simplified, whilst another stated that more explanation was

needed regarding the water storage crystals.

All three questionnaires asked the customer to state which items they used and rate them
according to how they encouraged the customer to re-assess water use. The table below
shows the number of customers stating that they used each item, the percentage of
customers that used the item with respect to the number of questionnaire respondents and
the average rating.

Iltem No. Customer % Customers Average Rating
Used Item Used Item AB
Shower Hat 74 52% 3.36
Beaker 82 58% 3.54
Flow Rate Bag 84 59% 3.56
Shower Timer 96 68% 3.68
Extra Information 55 39% 4.16
Tea Towel 101 71% 4,22
Water Storage Crystals 95 67% 4.23
Garden Hose Gun 77 54% 4.37

The tea towel was the item used by most customers (101 of 142 customers, or 71%). In
terms of rating the items according to how they made the customer re-assess their water
use, the Garden Hose Gun was favoured, as were the Water Storage Crystals. Aside from
the extra information, the shower hat and beaker were both least used and least effective
in making the customer re-assess their water use. These figures must be viewed with
caution. Unfortunately, several customers appeared to misunderstand the question and
either not rate the items, or not state that they used the items. However, the sample size
can still be regarded as large enough to provide robust results.

The customers were asked whether they had a dripping tap, and if so, had they been

prompted to repair the tap as a result of the survey. Of the 123 customers that answered
the question, 85% did not have dripping taps, 3% did have dripping taps but did not get
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them repaired, and 12% (15 customers) were prompted to repair the taps following the

survey.

The questionnaires were then directed towards the save-a-flush toilet cistern device.
Customers were asked whether they used the device, and whether they were still in place
and working satisfactorily. Of the 134 customers that answered the question, 77% of them
fitted the save-a-flush. 30 customers stated that they did not fit the device, and one
customer did not know. The majority of customers stated that the device was still in place
and working satisfactorily. Several customers asked for another device to be sent to them.
Regarding the customers stating that they did not use the save-a-flush, they commented
that cisterns were already dual flush, that they had poor flush flow, that the device split and

that they already had one.

The final question on all three questionnaires asked the customer whether they had kept
the pack for future use. 79% of the 131 customers that responded to the question stated
that they had kept the pack for future use. 11% stated that they had not kept the pack, and
10% were unsure. Several customers stated that they had misplaced the pack and one
customer stated that they already had too much paper work. Several customers stated that
they had kept one or two items (namely the tea towel and hose gun) and discarded the

rest of the pack.

Questionnaire A

Questionnaire A aimed to assess how customer’s perceptions of water use have changed
since completing the survey. The points below will summarise the main outcomes:

37% of 57 customers stated that they had decreased the amount of time spent in
the shower. Few made any comments, but of the ten that did, the shower time was
reduced by an average of 2 minutes and 33 seconds. Assuming an average flow rate
of 6.5 litres per minute (PCS, 2006), the reduction in showering time shown by the ten
customers could save approximately 166 litres per day.

61% of customers stated that the time they spent in the shower had not changed as
a result of partaking in the survey.

Several customers stated that they always kept inside the shower timer 5 minutes

now.
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61% of customers stated that they were now more aware of the amount of water
they use, since completing the survey. The remaining 24 customers stated that they
were already very aware.

82% of customers stated that they think their household consumption was now less
than before undertaking the survey. Of these, 82% stated that they thought their
consumption was a little less than before, and the other 18% thought their consumption
was much less than before. 10 of the 61 customers estimated that their consumption
has probably stayed the same and 1 customer stated that their consumption was much
more than before.

The participants were asked if completing the home survey had made them re-
assess the way they used water, and if so, in what way. The results can be seen in the
chart below. The customers were also asked to comment. The majority of customers
stated that they were now more aware of where water is used, and how they can
reduce their household water consumption. Several customers also commented upon

the means by which they now try to save water (i.e. turn tap off when cleaning teeth).

Don’t Know
12%

Yes
74%

Questionnaire B Results

Questionnaire B moved on from the standard questions asked in all three questionnaires,

towards establishing what the customers thought about the contents of the pack and

whether they had suggestions for items to include in the future. The points below will

summarise the findings:
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93% of the 60 customers stated that they regarded the information leaflets provided
in the pack as useful and informative. The other four customers were ‘not sure’.

Unfortunately, only 8 of the 52 respondents stated there were items they would like
to see in the future. Two customers suggested that ESW provided discount vouchers,
or provided free water butts for the garden. One customer suggested that a bath matt,
towel or shower mitts could spread the message of using water wisely. The remaining
customers used the space to request more information or save-a-flush’s.

The last question asked customers whether there was any further information
regarding water use that they would have like to have seen in the pack. The majority of
customers left the question blank. One customer stated that they would like to see
more basic information for children of 3 years and above. Another customer stated that

they would like to see more basic information regarding gardening tips.

Questionnaire C Results

Questionnaire C showed the lowest return rate. Only 17 of 200 mailed customers replied.
The questionnaire was sent to non-participants with the aim of determining why they did
not return the survey form, and whether they used any of the items enclosed within the

pack.

The customers were asked to give some indication as to why they did not complete and

return their survey form. The comments, or summarised comments, are listed below:

“Did complete the form but forgot to forward it on to ESW. There was not much | could try
as had now shower or garden.”

“I don't complete surveys”

“The survey form was completed and returned to ESW”

“Having a new bathroom fitted when form arrived, paperwork was put down and couldn't

find it after work was done.”

“Forgot”
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“We did not want the pack. We left it on the doorstep for someone to collect, which they
did.”

“I did complete the form and send back.”

“Third form customer had received and filled in - had completed and return pack form.”

“Oversight”

“Did not receive pack”

“Did not see the point in doing the tests - suggested that ESW should have spent the

money on fixing leaks and building water catchment areas.”

“Other priorities”

“Did not complete as | did not receive”

“Just did not get round to returning the survey.”

“Garden hose gun leaked”

The customers were also asked if they would have carried out the survey if ESW had
completed it on their behalf. Two customers stated that they would, four stated that they

still would not have, and eight customers were not sure.

Prize Draws

Questionnaires B and C asked customers whether the individual prize draws encouraged
them to take part in the project. Of the 400 customers asked, 63 customers, 57 customers
and 63 customers answered with reference to the £100 cash prize, the £20 Tesco voucher
runners up prize and the Rainsaver Kits respectively. Of the 63 respondents, 43% (26
customers) stated that the £100 prize draw did encourage them to take part in the project.
54% stated that the money did not encourage them, and the remaining two customers

were not sure. Five £20 Tesco vouchers were also offered as an incentive. 40% (23
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customers) stated that the vouchers did encourage them to complete and return the
survey form. 56% stated that the vouchers did not encourage them, and the remaining two

customers were not sure.

At the end of every month during the project, 200-300 Rainsaver Water Butt kits were
offered to customers that returned their forms. The questionnaires also asked whether the
chance of winning one of the Rainsaver kits encouraged them to take part. 43% (27 of the
63 customers) stated that the chance of winning the water butt did encourage them to take

part. 56% stated that it was not an incentive and the remaining customers were not sure.

The monetary prize draws were certainly an incentive for the customers to complete the
surveys. However, the percentage of customers stating that they were encouraged by the
prize draws was relatively low (between 40-43%). In many cases, the rainsaver kits were
the only encouragement to customers. It could be suggested that these customers were
so-called ‘green’ customers, whereby reducing their water use and helping the
environment were of higher importance than winning the money. However, these figures
do need to be analysed with caution. In several cases, the customer only answered to one
of the three incentives (i.e. ticking ‘Yes’ for the Rainsaver Kits and leaving the prize draws
blank). With this in mind, the proportion of customers answering ‘No’ would seem higher
than it is in reality. The prize draws were certainly an incentive and encouragement to take

part in the survey, in most cases.

Comparing the Results with Project Assumptions

Questionnaire A asked customers whether the time spent in the shower had changed as a
result of partaking in the survey. Of the 57 customers that responded, 37% stated that the
time spent in the shower has decreased. With respect to the project results, it was
assumed that 5% of customers reacted to the home survey by reducing the time spent in
the shower. Altering the assumption for the next project might allow for the higher than
expected number of people reducing the shower time. However, it is possible that the
follow-up questionnaire results represent an overestimate. It is likely that the customers
keenest to save water and provide ESW with information would have returned the follow-
up questionnaire, thereby not representing the entire area well. With this in mind, it might

be suggested that the assumption is in creased somewhere in the order of 10-20%.
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Conclusion

The return rate of 24% was regarded as good. Analysing the completed questionnaires
highlighted many important factors regarding the customers perceptions of the project in
terms of the pack contents, the change in water use ‘lifestyle’ resulting from completing the

survey, and an insight into why some customers did not return the form.

The majority of customers completed the survey to reduce their water use, although many
partook in the project to provide ESW with information. 98% of customers stated that the
contents of the pack were easy to use and understand. The garden hose gun was
regarded as the item that most encouraged customers to re-assess their water use, whilst
the tea towel was the item most used (71% of customers). 79% of respondents have kept
the pack for future use. 77% of customers stated that they had used the save-a-flush.
Customers who did not use the save-a-flush stated that, among other reasons, they

already had one or had a 6-litre toilet installed.

82% of respondents to questionnaire A stated that they regarded their household water
consumption as being less than before they completed the home survey. 61% of
customers stated that they are now more aware of their water use, and the remaining 39%
stated that they were already very aware. 74% of respondents also stated that completing

the home survey made them re-assess the way they use water.

The follow-up questionnaires reveal that, in most cases, the project was a huge success.
The majority of comments made were positive. Several customers urged ESW to ‘keep
plugging away’ and many requested more information, items or information on metering. It
also appears that the majority of customers would deem the project a success in terms of
prompting them to re-assess the way in which they use water and also highlighting areas
whereby water wastage can be reduced. Unfortunately, due to the nature of follow-up
guestionnaires, the majority of respondents are likely to be those that are ‘green’, care for
their environment and feel that it is beneficial to provide ESW with information. Customers
that did not find the home survey pack useful were less likely to take the time to complete
the follow-up questionnaire, unless they had a particular issue they wanted to raise. This is
mirrored with the poor return rate of questionnaire C. However, in all respects, the follow-
up questionnaires relay the opinion that the project was a success as they have been in

the past. The survey pack has, in many cases, urged customers to be more aware of the

120



Thurrock Home Surveys

amount of water they use and of the situations in which water is often wasted. A significant
number of customers stated small ways in which they are now cutting down of water
wastage within the home. The combined efforts of the customers will go some way to

sustaining and improving further, the potential savings resulting from the project.
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Recommendations

To state ‘please turn over’ at the bottom of the first page. A few customers appeared to
miss the questions on the second page.

Providing a space at the end of the questionnaire for customers to request further
information or items would benefit analysis of the questionnaires. In many cases,
customers stated that they wanted further information in spaces where an answer to
the question was more important.

To expand on the question regarding save-a-flush’s and gather information on the
customer’s perceptions and opinions of the device. A requirement of June Return Table
One is that this information is collected.

The question regarding repairing or rewashering taps does not need a space for stating
why not, if they have not fixed the leak. The space was rarely used.

Asking the same questions on the three questionnaires was a useful was of enlarging
the sample size and therefore gaining robust information. This format should be kept in
future follow-up questionnaires.

More attention needs to be placed upon questionnaire C (non-participants). Providing
an incentive to reply, or restructuring the questions to make replying more appealing
would benefit the response rate and sample size.

More attention needs to be placed on encouraging the customers of questionnaire B to
be inventive in terms of suggesting any schemes or items to be included in the future. If
ESW provided a few hints or options, this would make thinking time less for the

customer and probably induce more to provide an answer.
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Appendix
Question by Question Results

Why did you complete the home water survey? Please tick ONE box only

400 customers were asked this question.

121 customers answered the question, but 21 customers ticked more than one box, resulting in 170
answers.

29 customers did so to ‘help the environment'.

30 customers did so to ‘provide ESW with information’.
62 customers did so to ‘reduce their water use’.

28 customers did so to ‘save money'.

16 customers did so to ‘try out the contents of the pack’.
5 customers were encouraged by the ‘prize draws’.

How would you assess the contents of the pack in te rms of ease of use?

400 customers were asked this question.
120 (30%) customers answered the question.

117 (98%) customers stated that the contents of the pack were’ easy to use and
understand’.

3 (2%) customers stated that the contents of the pack were ‘difficult to use and
understand’.

Please state which items in the pack you used and r  ate the items according to how

they have encouraged you to re-assess your water us  e.
600 customers were asked this question.

Customers were asked to rate 1 to 5, 5 being the most useful in terms of making the customer reassess their

water use.

97 customers used the ‘shower timer’ - the average rating was 3.68 out of 5.
83 customers used the ‘beaker’ - the average rating was 3.54 out of 5.

101 customers used the ‘tea towel’ - the average rating was 4.22 out of 5.

74 customers used the ‘shower hat’ — the average rating was 3.36 out of 5.
84 customers used the ‘flow bag’ — the average rating was 3.55 out of 5.

77 customers used the ‘garden hose gun’ — average rating was 4.38 out of 5.
95 customers used the ‘water crystals’ — the average rating was 4.24 out of 5.

If you had a dripping tap, has it been repaired/rew  ashered?
400 customers were asked this question.
123 (30%) customers answered the question.

104 (85%) customers did not have any dripping taps.
4 (3%) customers did have dripping taps, but have not repaired them to date.

15 (12%) customers did have dripping taps and have repaired them since the survey.

Did you use the save-a-flush toilet cistern device? If so, is it still in place and

working satisfactorily?
600 customers were asked this question.
134 (22%) customers answered the question.
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103 (77%) customers did the fit the save-a-flush.
30 (22%) customers did not fit the save-a-flush.
1 (1%) customer did not know whether the save-a-flush had been fitted.

Have you kept the pack for further use?
600 customers were asked this question.
131 (22%) customers answered the question.

103 (79%) customers kept the pack for future use.
15 (11%) customers did not keep the pack for future use.
13 (10%) customers were not sure if they had kept the pack for future use.

Has the amount of time spent in the shower changed as a result of the survey?
200 customers were asked this question.
57 customers answered the question.

1 (2%) customer stated that their shower time had increased.
21 (37%) customers stated that their shower time had decreased.
35 (61%) customers stated that their shower time had stayed the same.

Has the survey made you more aware of the amount of  water that you use?
200 customers were asked this question.
61 customers answered the question.

37 (61%) customers stated that they were more aware after having completed the survey.
24 (39%) customers stated that they were already very aware.
No customers stated that they were less aware.

Since completing the survey, doing you think your h ousehold water use is (1) about
the same as before, (2) a little less than before,  (3) much more than before and (4)

much less than before?
200 customers were asked this question.
61 customers answered the question.

41 customers thought their household water consumption was a (2) little less than before.
9 customers thought their household water consumption was (4) much less than before.
10 customers thought their household water consumption had (1) stayed about the same.
1 customer though their household water consumption was (3) much more than before.

Has completing the home survey made you re-assesst  he way you use water?
200 customers were asked this question.
59 customers answered the question.

44 (75%) customers stated that they had reassessed the way they use water.
8 (13%) customers stated that they had not reassessed the way they use water.
7 (12%) customers did not know whether they had reassessed the way they use water.

Did you find the information leaflets useful and in formative?
200 customers were asked this question.
60 customers answered this question.

54 customers did find the information leaflets useful and informative.
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4 customers were not sure whether they found the information leaflets useful and
informative.

Are there any items you think we should include in future home survey packs?
200 customers were asked this question.
52 customers answered the question.

14 customers did not think ESW should include any other items in the future.

30 customers were not sure whether ESW should include other items in the future.
8 customers did think ESW should include other items in the future. When asked to
suggest items, the replies were as follows:

A free water barrel for the garden.
Vouchers and discount for buying water butts and composters for the garden.

Another towel, or bath mats or shower mitts.

The other 5 customers used the space to request more save-a-flush’s or water saving
crystals.

Did the £100 prize draw encourage you to take part?
400 customers were asked this question.
63 customers answered this question.

27 (43%) customers were encouraged by the £100 prize draw.
34 (54%) customers were not encouraged by the prize draw.
2 (3%) customer was not sure whether the £100 prize draw encourage them.

Did the £20 Tesco voucher runners up prize encourag e you to take part?
400 customers were asked this question.
57 customers answered this question.

23 (40%) customers were encouraged by the £20 runners up Tesco voucher.

32 (56%) customers were not encouraged by the £20 runners up Tesco voucher.

2 (4%) customer was not sure whether the £20 runners up Tesco voucher encouraged
them.

Did the chance of winning the Rainsaver Kit encoura  ge you to take part?
400 customers were asked this question.
63 customers answered the question.

27 (43%) customers did think the Rainsaver Kit was an incentive.
35 (56%) customers did not think the Rainsaver Kit was an incentive.
1 (2%) customer was not sure whether the kit was an incentive.

Would you have participated if we had carried outt  he survey on your behalf?
200 customers were asked this question.
15 customers answered the question.

2 customers stated that they would have taken part if a member of ESW had completed
the survey on their behalf.

4 customers stated that they still would not have taken part if a member of ESW had
completed the survey on their behalf.
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9 customers were unsure whether having a member of ESW completing the survey on
their behalf would have made any difference.
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Questionnaire A Customer Comments

“Think more about our water problems and the shortage we could face. Prior to this, just
took things for granted.”

“Appreciated the gift of water butt, but did not receive the shower hat, shower flow rate bag
or garden hose gun.”

“Asked whether the water crystals go mouldy etc after prolonged use?”

“I thinks water meters should be compulsory!!”

“Comment regarding the save-a-flush. Sometimes you would use more water to flush and
it is in the cistern so you can only have less water. Why can't you buy cisterns with two
buttons - they are standard in most private and public households in Germany.”

“Keep plugging away at saving water.”

“Offer discount off water and energy saving products e.g. combi-boilers.”

“Comment made regarding water companies being as much to blame in delay of repairing
broken pipes, need more reservoirs, and that its wrong to charge more money and ask to
use less water” - ESW replied by letter dated 28/03/06

“Can | have some more tea-towels please?”

“We are looking to buy a water butt for the garden as to water the plants, and don't use the
bath as much.”
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Questionnaire B Customer Comments

“I won the rainsaver kit - thank you.”

“As yet, have not received my rainsaver kit (received letter to say | had won one).”
“Suggested giving people discount on water bill when completed the survey.”

“Mentioned that cash prize was good, but not reason for entering - emphasised the
importance of water as a precious commaodity.”

“Requested another SAF”

“Was pleased to win the rainsaver kit - will be very useful in coming months.”

“Very appreciative of the rainsaver kit - will be using it during forecasted dry spell.”

“l did not receive a garden hose gun, which | would have liked, as | would use the item.”
“When completed the survey, was not expecting another gift - though tea towel was nice.
As a family, they all had fun with the timed tests and gave the kids a laugh too! Thank you

for all the free gifts too!”

“Waited a long time for the two extra water saving crystals pack - because it was
wintertime, have not used the hose gun.”
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Questionnaire C Customer Comments
“Did not receive shower timer or tea towel in pack.”
“Did not request kit”

“Note on back of form regarding several points of concern”. Prompted response from ESW
by letter (28/03/06).
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Questionnaire A
Home Water Survey Pack Questionnaire
Property Reference : «PropRef»

Thank you for participating in our recent Home Water Survey. Please could you spend a
few minutes answering some questions about your experiences and subsequent actions.
The information you provide will allow us to assess the success of the project and enable
us to do all we can to encourage others to follow your example.

Why did you complete the home water survey? Please tick ONE box only

To reduce water use
To save money

To try out the contents of the pack

To help the environment

To provide information requested by Essex & Suffolk Water
The prize draw

Other (please specify)

How would you assess the contents of the pack in te rms of ease of use?

Easy to use and understand
Difficult to use and understand

Please explain your answer:

Please state which items in the pack you used and r  ate the items according to how
they have encouraged you to re- assess your water use.
(Tick and Circle Accordingly - 1=Not very useful, 5=Very useful)

Used? Used?
Shower Time 1 23 45 Shower Flow Bag 1 23 45
Beaker 1 23 45 Garden Hose Gun 1 23 45
Tea Towel 1 2 3 45 Water Saving Crystals 1 2 3 4 5
Shower Hat 1 2 3 45 Extra Information 1 23 45
If you had a dripping tap, has it been repaired/rew  ashered?
Yes No Not Sure No Dripping Taps

If no, please state why not?

Did you use the ‘save-a-flush’ toilet cistern devic e?
Yes No Don’t Know

If so, is it still in place and working satisfactorily?
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Have you kept the pack for future use?
Yes No Not Sure

If ‘no’, please give some indication as to why not:

How has the amount of time spent in the shower chan  ged as a result of the survey?
Increased? Decreased? Stayed the same

If it has changed, in what way? (e.g. decreased by 2 minutes)

Has the survey made you more aware of the amount of water that you use?
Yes No Already very aware
Since completing the survey, do you think your hous ehold water use is:

About the same as before More than before
A little less than before Much less than before

Has completing the home survey made you re-assesst  he way you use water? If so,
in what way?

Yes No Not Sure

Please use the section below if you have any further comments:

Thank you for taking the time to complete this questionnaire. Please return it in the pre-
paid envelope provided.
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Questionnaire B
Home Water Survey Pack Questionnaire
Property Reference : «PropRef»

Thank you for participating in our recent Home Water Survey. Please could you spend a
few minutes answering some questions about your experiences and subsequent actions.
The information you provide will allow us to assess the success of the project and enable
us to do all we can to encourage others to follow your example.

Why did you complete the home water survey? Please tick ONE box only

To reduce water use

To save money

To try out the contents of the pack

To help the environment

To provide information requested by Essex & Suffolk Water
The prize draw

Other (please specify)

How would you assess the contents of the pack in te rms of ease of use?

Easy to use and understand
Difficult to use and understand

Please explain your answer:

Please state which of the following items you used and rate them according to how
they have encouraged you to re-asses your water use
(Please tick accordingly - 1=Not very useful, 5=Very useful)

Used? Used?
Shower Time 1 23 45 Shower Flow Bag 1 23 45
Beaker 1 23 45 Garden Hose Gun 1 23 45
Tea Towel 1 2 3 45 Water SavingCrystals 1 2 3 4 5
Shower Hat 1 23 45 Extra Information 1 23 45
If you had a dripping tap, has it been repaired/rew  ashered?
Yes No Not Sure No Dripping Taps

If no, please state why not?

Did you use the ‘save-a-flush’ toilet cistern devic e?

Yes No Don’t Know
If so, is it still in place and working satisfactorily?
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Have you kept the pack for future use?
> Yes > No > Not Sure

If ‘no’, please give some indication as to why:

Did you find the information leaflets useful and in formative?
> Yes > No > Not Sure

Are there any items you think we should include in future home survey packs? If
yes, what item and why?

Yes No Not Sure

Is there any further information regarding water us e you would have liked to see in
the pack?

Did the prize draws encourage you to take part?

- £100 Cash First Prize? Yes No Not Sure
- £20 Tesco Vouchers Runners up Prize? Yes No Not Sure
- Rainsaver Kit? Yes No Not Sure

Please use the section below if you have any further comments:

Thank you for taking the time to complete this questionnaire. Please return it in the pre-
paid envelope provided.
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Questionnaire C
Home Water Survey Pack Questionnaire
Property Reference : «<PropRef»
Please could you spend a few minutes answering some questions about your experiences
and subsequent actions. The information you provide will allow us to assess the success

of the project and enable us to do all we can to improve our future water efficiency
projects.

Why did you accept delivery of your home water surv ey pack? Tick ONE Box Only

To reduce my water use To try out the contents of the pack
To save money To help the environment
Other

Did you complete the survey, or part of it, even th  ough you did not return the form?
Yes No Not Sure

If so, please state which items in the pack you use  d and rate them according to how
they have encouraged you to be water wise.

(Please tick accordingly and rate; 1=Not very useful, 5=Very useful)

Used? Used?

Shower Timer 1 2 3 4 5 Shower Flow Bag 1 2 3 45
Beaker 1 23 45 Garden Hose Gun 1 23 45

Tea Towel 1 23 45 Water SavingCrystals 1 2 3 4 5
Shower Hat 1 2 3 45 Extra Information 1 2 3 45

Please give some indication as to why you did not ¢ omplete and return your survey
form.

Would you have participated if we had carried outt  he survey on your behalf?

Yes No Not Sure
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Did the prize draws encourage you to take part?

£100 Cash First Prize? Yes No Not Sure
£20 Tesco Vouchers Runners up Prize? Yes No Not Sure
Rainsaver Kit? Yes No Not Sure

Have you kept the pack for future use?
Yes No

If not, please give some indication as to why not:

Did you fit the save-a-flush in your toilet cistern ?
Yes No Don’t Know

If so, is it still in place and working satisfactorily?

Please use the section below if you have any further comments:

Thank you for taking the time to complete this questionnaire. Please return it in the pre-
paid envelope provided.
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Customer Feedback

It is important to encourage customers to continue using water wisely in the
future. The key results of the project, including the average water savings
achieved by customers and the results of the follow-up research were put
together in the form of a feedback information sheet. This was sent to the
8,705 customers that completed the home survey and returned their form,
between August and November 2006.

The feedback information sheet can be viewed in the following section.
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15. Conclusions

The Thurrock Home Survey project commenced in July 2005 and finished in March 2006.
The project aimed to reach as many customers in the Thurrock area of the Essex resource
zone as possible with water efficiency products and messages. This was done in a cost-
effective manner.

31,571 customers were invited to take part in the project. Of these, 11,578 (representing
36.7%) requested a home survey pack. 8,705 customers, representing 75% of those
requesting a home survey pack, completed their home survey and returned their
guestionnaire. Data, provided by the customers on the questionnaire, was analysed to
reveal total project savings of 133.19 m3/day or 15.3 litres per property per day.

A follow-up questionnaire, aiming to discover what customers thought of the project and
the pack contents were sent to 600 customers in March 2006. 142 customers completed
and returned their questionnaires, representing a 24% return rate. The questionnaire
provided invaluable information.

8,705 feedback information sheets were sent to those customers that participated in the
project. This aimed to relay the results of the project and the follow-up questionnaire to the
customers.

The project was certainly deemed a success. A significant proportion of Essex & Suffolk

Water customers received water efficient products, information and advice that have
proved substantial water savings that will continue into the future.
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