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BACKGROUND
AND OBJECTIVES

To understand what the term
‘Resilience’ and 'Resilience of Service'
means to customers

How Scottish Water should
communicate matters of resilience
to customers

Putting the customer first

The customer enfgaﬁement programme aims to deliver a
definitive view of what customers want from the services
Scottish Water deliver

It is a vital research project, feeding into 2015-21 business
planning and strategic projections to 2040

This project explored perceptions of resilience amongst
domestic and business customers, exploring:

 Interruptions to water supply
- Water quality issues
- Surface water flooding

A key requirement of the research was to develop a model to
understand how domestic customers would cope in the
event of a water supply interruption - this report
showcases a model trading-off duration size of area affected

Today will focus on interruptions to supply - findings on
quality and surface water will be shared at a later date

We will focus mainly on domestic customers



OUR GOAL: GENERATING INDIFFERENCE CURVES

Developing a model trading-off duration and size of area affected to
help SW investment decisions

Based on advice from our statistician, analysis is based on a coping level of 50% - beyond this threshold only a minority of

customers say they would be able to cope. This provides a robust dataset from which to visualise the trade off
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METHODOLOGY OVERVIEW

An in depth research programme blending qualitative and quantitative
methods

1. Workshops
with domestic
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2. Tele-depths
with seldom
heard customers
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3. Tele-depths
with businesses

4. Online survey
with domestic
customers

What: 12 x 45 minute
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Surface water & water quality overview
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DOMESTIC CUSTOMERS
Summary of qualitative findings



RESPONSIBILITIES & IMPORTANCE

Once they have thought about it, customers have a good grasp of Scottish
Water’s responsibilities - their own responsibilities are more ambiguous

SCOTTISH WATER RESPONSIBILITIES HOMEOWNER RESPONSIBILITIES

Once they had thought it through, most customers had a
good grasp of what SW's responsibilities were
/ Providing safe, clean water

/ Taking away sewage Most important

Spontaneous impressions included:

/ Maintaining the infrastructure / network / water cycle

Limited spontaneous mentions of:
/ Flooding & reservoirs

/ Environmental responsibilities

/- Removing toxins

Customers had limited knowledge / awareness of
householder responsibilities

Most mentioned actions included:
/ Managing what goes down drains

/ Not wasting water
/ Very limited awareness of personal responsibilities relating to

pipework / drainage boundaries

Communication is the least important responsibility but

priorities change when problems occur (e.g. interruption)

Younger & lower SEG customers have more limited

awareness of responsibilities

Widespread awareness of

advertising on what not to put — )
down drains informed customers t;' Sgottish

of their responsibility and some
T 4

claimed it changed their behaviour



SCENARIO VARIABLES & PERCEIVED SEVERITY

Scenarios that impact ‘me’ are considered most severe - frequency and
duration are most important factors

LESS IMPACT GREATEST IMPACT ON PERCEIVED SEVERITY

SIZE OF AREA AFFECTED DURATION FREQUENCY

* People realise the more people : « Customers express concern
affected the more severe the event * The longer a SCENEHS t,he about recurring scenarios,
* In general however are most greater the cost implications prompting serious questions
concerned about their own tiel e (e elolls GURIEIDEIE Bis around cause and more severe
household to maintain normality S
* The greater the scale the less
personal help is expected —

customers are more flexible & ; . “The worst would be if it was all the
pragmatic It becomes a joke after a week. time. I'd want to know why, I'd be so
* Large scale scenarios can prompt You can't just disappear or cope on angry. I'd be outside Scottish Water's

real concern arognd causes e.g. takeaways for that amount of time office if | didn't get answers”
terrorism

“I know it's awful but I'd choose someone else over me. | justdon't want it to affect me”




THE LEARNING CURVE

Immediate reactions to scenarios are often highly emotional. With time to
think about the situation, customers become more flexible and pragmatic

< w
2 n Acceptance with time is
T % 3 o I much lower in severe
a Nc g [ surface water scenarios
0 =93 2 e.g. customer’s home is
L 20 20 5 | flooded
o £.=disappointed
4 5 >  unhappy |
< o devastated I
CZ) berrified
(|:D concerned : |
s S .
9 w

TIME I

- e [T * Consideration of actions & coping strategy * Feeling of resilience

* Slowly become more flexible and pragmatic  Actions may even become routine

* High levels of self-concern
* Demand for information




INTERRUPTIONS TO SUPPLY: SUMMARY OF ACTIONS

Customers find it easy to assign blame during interruptions to supply,
often expecting it to be Scottish Water's responsibility

CUSTOMER ACTIONS _ SCOTTISH WATER ACTIONS

» Speak to neighbours/check if they are affected | Information is key - it gives customers control and the
PRIORITY = Contact Scottish Water and/or council for information S ability to plan a solution
ACTIONS = Make a plan alone or with neighbours =
= Buy bottFI)ed water ° ::" = Provide broadcast and household information
& = Provide bottled water/water tankers in the local area
= = Provide portaloos
OTHER = Buy food that doesn't require water to prepare g
ACTIONS = Arrange help with friends and family e.g. using their E Bottled water preferred to water tankers due to
showers if urgent or interruption is more than 24 hours hygiene and ease.

Other authorities are only expected to help during large scale & duration scenarios



BUSINESS CUSTOMERS
Summary of qualitative findings



WHO WE SPOKE TO

Interviews were conducted with a broad range of Scottish businesses
split by business size

employees
0-4

- Retail/beauty/hospitality/Leisure Surface Water 1 Surface Water 2
2 0-4 Retail/beauty/hospitality/Leisure Water Quality 1 Water Quality 2
“ 0-4 B2B — mix of industries Surface Water 2 Surface Water 3
- 5-25 Retail/beauty/hospitality/Leisure Interruptions 1 Interruptions 2
“ 5-25 Manufacturing/house builder etc Water Quality 3 Water Quality 1
“ 5-25 B2B — mix of industries Interruptions 1 Interruptions 2
26-50 Public sector/education/health Surface Water 3 Surface Water 1
“ 26-50 Manufacturing/house builder etc Surface Water 2 Surface Water 3
“ 26-50 B2B — mix of industries Water Quality 1 Water Quality 2
“ 51+ Public sector/education/health Interruptions 1 Interruptions 2
“ 51+ Retail/beauty/hospitality/Leisure Water Quality 1 Water Quality 2
12 | 51+ Manufacturing/house builder etc Interruptions 1 Interruptions 2



Surface water & water quality overview

Many saw scenarios lasting more than 2-3 days as so unlikely that they
found it hard to predict what would happen. Flooding is tangible.

| Surfacewater J  Waterquality



CHARACTERISTICS AFFECTING RESPONSE

Use of water / sector, past experience and business size were all key
Issues

USE OF WATER (SECTOR) RELEVANT PAST EXPERIENCE m

KNOWLEDGE ECONOMY CONTRACTUAL OBLIGATIONS URBAN / RURAL STATUS




KNOCK ON EFFECTS ARE POTENTIALLY SEVERE

Many would have to cease trading in the event of an interruption,
quality or surface water scenario — with clear financial impact

“Our shops turn over £50,000 a
month...it's a loss of income
issue”

“Lots of people come through the
door.... We don’t want to lose more
business to the internet... we could lose
a £30,000 cruise booking. Every
customer is a surprise”

“Building sites can use lots of water, especially your traditional
bricks and blocks builds. They need lots of plaster and cement... this
wet trade work would cease and this part of the business would
come to a standstill depending on the stage of construction... The
shelflife of mortar is short as it will dry. Other than that you've got
unsatisfactory health and safety issues with a lack of toilet facilities ”

“In a design and build contract the onus is more on us... we're
holding the can if things go wrong... if there was a prolongation of
the critical path which extended the end date by 1 week, that would

mean £5,000 just for the overheads, not including materials”




WATER INTERRUPTIONS VARY IN IMPACT

Businesses dependent on water would be most affected — most have
limited contingency to continue operating

HIGH DEPENDENCE ON WATER MEDIUM DEPENDENCE ON WATER LOW DEPENDENCE ON WATER
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WATER INTERRUPTIONS

The first instinct is to keep the business operating - by day 3, formal
support and solutions are expected

First thoughts contingency plans in place Agency support and solution
« Toilets for staff « Alternative working
» Drinking water arrangements for staff « Targeted information sought

» Use other sites/neighbouring
businesses for toilets and water
to continue operation
« Inform clients / customers
« Seek updates from licensed
provider on progress
« Potential to use neighbour toilets

« Timeline to solution expected

« Insurance claim/compensation

« Supply of portaloos and
drinking water

« Visible engineers onsite
working on the problem

First actions
» Inform staff

« Purchase bottled water
* Phone licensed provider
« Start contingency planning

DAY 1 DAY 3

F'\naﬂda\ o So\\){‘or_\ .
impe seluy respo

ns'\b\\\"\]

Thought quickly turns from Direct link between paying for and . : _
‘nuisance’ to loss of profit & receiving a service (the licensed As a paid-for service, businesses

compensation if the business cannot provider) plus the potential expects a quick and speedy solution
operate financial impact results in high level
need for timely information
Updates: on LP & SW website,
radio, email and leaflets




SUMMARY (1) — REACTIONS TO SCENARIOS

The average domestic or business customer has never thought in detail
about an interruption, quality or surface water event before

Domestic customers Business customers



SUMMARY (2) - DOMESTIC RESILIENCE
Key differences by subgroups

Resilience Groups with less resilience
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WHO WE SURVEYED

An online survey of 1,002 Scottish Adults 18+ weighted to a nationally
representative profile

gt
' | n_|Unweighted
el ] n Unweighted | Weighted

& Islands W Female 48% 46%
9%

Male 481 52% 54%
North Eastern Urban 638 64% 64%
9%

Rural 353 34% 34%
34 and under 236 24% 26%
35-54 364 36% 36%
55+ 402 40% 38%
Eastern ABC1 672 67% 50%

42%
C2DE 330 33% 50%
Pre-family 388 39% 38%
Family 264 26% 28%
40% Post-family 350 35% 35%

Data was weighted to ensure representativity of the Scottish population in
terms of gender, age, urban rural & socio-economic status, and lifestage



SURVEY APPROACH

The 10 minute survey focussed on how customers would cope in the
event of a water interruption

QUESTIONNAIRE FLOW

1 2 3 4 5 6 7 8

Respondent Previous “Warm up Key concerns Duration vs Communication  Acceptability of Perceptions of
background, experience of questions” — and ability to  Distance trade-  expectations scenarios Scottish Water
location and water supply possible cope with a off task
demographics  problems/issues implications of an water
interruption interruption

event



CONCERNS IN THE EVENT OF AN INTERRUPTION

Concerns tended to be practical: drinking water, washing and toilet
facilities

“Difficulty of
Scenario: Toilet facilities 37% completing daily “Iwould be able
tasks, in particular to shower at the

cooking, flushing the gym (more than
5 miles away

from my home),
and could still

It is Tpm on a Monday afternoon. You :  the
turn on the tap and no water comes Washing facilities 31% toilet and washing.
out. As a result you are unable to gain

access to tap water in your property cook by buying

for drinking or cooking. You cannot Drinking water 25% bottled water, so
wash yourself or the clothes in your

my greatest

home and once you have flushed your concern would
toilet the cistern will not refill Water for cooking 10% be flushing the

toilet.”

This situation lasts 48 hours and
affects a distance of 5 miles from your Other concerns 8%
home

What would cause you greatest Other people 8% “Bathing my child. Water for my child.
concern in this situation? Having a shower

Q4. Thinking about how your household would cope in this scenario, what would cause you greatest concern ? Base: All respondents (1,002)




COPING WITH A WATER INTERRUPTION

The majority would find it difficult to cope without water for 48 hours

Scenario:

It is Tpm on a Monday afternoon. You
turn on the tap and no water comes
out. As a result you are unable to gain
access to tap water in your property
for drinking or cooking. You cannot
wash yourself or the clothes in your
home and once you have flushed your

toilet the cistern will not refill.

This situation lasts 48 hours and
affects a distance of 5 miles from your
home.

To what extent would your household
find it easy or difficult to cope in this
situation?

Ability to cope

[ 309, |
B Extremely easy to cope
y ey P 2% 20% easy
15% to cope
Very easy to cope
(o)
Quite easy to cope 17%
B Neither easy difficult to
cope
o 34%
Quite difficult to cope
62% difficult
B Very difficult to cope to cope

17%
B Extremely difficult to
cope

11%

Q5. To what extent would your household find it easy or difficult to cope in this situation? Base;: All respondents (1,002)

Sub-groups who find it

easier to cope

Have own car 60%

Fewer than 3in

household 59%

Member of a gym 58%

Work from home 57%

Empty nesters 56%

Males 56%

Sub-groups who find it
harder to cope
Babyin the household 83%

Care for someone else 80%
Someone with a disability in
household 79%

Females 67%
Non-carowner 67%

3 ormore in household 67%
Childrenlive at home 66%

Have family within 30 miles
65%

Pre-family 65%



EFFECT ON DAY TO DAY PLANS

A 48 hour interruption would mean changing daily routines, visiting
friends/family in unaffected areas and incurring extra costs

Net likely
| would have to change my day to day routine ‘% 65%
I would visit a friend/family member in an unaffected area ‘ 67% 9% 43%
I would incur extra costs in this period as a result of the
: : 63% 15% 41% o
interruption | ’ Females tend to be significantly
My children would be off school during this period ‘ 68% 0% RLE -“ke'}’tha” malfes to feel that
the situation would impact upon
I would have to take care of dependents (other than children) o o them
during this period ‘ 55% -13%
| would stay with a friend/family member in an unaffected area ‘ 36% KEEA 15% Your_\ger clefzalelies those with
families and those without a car
| would be late for work ‘ 429 18% also expect the greatest disruption
I would have to take time off work ‘ 40% -29%
My income would be affected ‘ 34% -34%

W Likely N/A Unlikely

Q6. Which of the following would likely apply to you if you had no water for2 days within a 5 mile distance from your home? Base: All respondents (1,002)



TRADE-OFF APPROACH

A conjoint trade-off technique in the survey was used to develop a
model of consumer preferences

Screenshot of trade-off exercise

Which of these scenarios would your household cope with least well?

Option 1 Option 2 Option 3
e an area

The trade-off task presented participants with three water
interruption scenarios, of varying durations and distances

Participants were then asked to select which scenario they felt
would be the hardest to cope with and the extent to which they
would or would not be able to cope with that scenario How o !

10 miles 20 miles 1 mile

7 days 5 days 12 hours

Their responses were used to develop a resilience model relative

to the duration of a water supply interruption and the

distance/radius affected. These are referred to as “indifference : :
curves” Trade-off attributes used in model

Distance from yourhome Duration
Respondents completed 12 iterations of the trade-off task in order 0.5 mile 12 hours
to build the model 1 mile 24 hours

3 miles 2 days

5 miles 3 days

10 miles 5 days

20 miles 7 days




INDIFFERENCE CURVES — AN EXPLANATION

Indifference curves represent the proportion of customers who could
cope with differentinterruption scenarios

Trade off models will be shown on the following slides. The charts

show the proportion of consumers who say they could cope with

Each line shows what proportion of consumers could not cope with a

water interruption scenario

160
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>

é 100

5 80

T 60

>

O 40
20
0

different scenarios.

The further the curve is down the Y axis the
shorter the duration customers could cope with

The further the curve is down the X axis the
shorter the distance customers could cope with

S —

4 8 12 16 20
Distance (miles)

Duration (hours)

160
140
120
100
80
60
40
20

This curve indicates where
80% of consumers say they
could not cope with a no

water scenario

80% is the maximum
curve; there are around
15% of consumers who

could cope with any

scenario

0 4 8 12 16 20

Distance (miles)

We collected respondent postcodes during the research. Postcode data has been used to generate population data for each
respondent, which has then enabled us to extrapolate the population within different radii and overlay it on relevant charts



DISTANCES AND POPULATIONS

Contextualising distances and population can be difficult, the maps
below differences in population for 5 mile radii

Urban area Mixed area Rural area
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y.
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5 mile radius of AB42 has a
population of 8,000



INDIFFERENCE CURVES OVERVIEW

As the duration of an interruption increases, the percentage of
customers able to cope decreases

Based on advice from our statistician, analysis is based on a coping level of 50% - beyond this threshold only a minority of

customers say they would be able to cope. This provides a robust dataset from which to visualise the trade off

156
144 Can't cope 5 mile 24 hour

132 level radius duration
120

—
o
oo

75% could not cope withan ITS with a 25% N/A N/A
96 1 radius of 10 miles and duration of 63 50% 250 hrs 7 4 miles

84 hours
12 75% 734 hrs N/A

g’g 50% could not cope with an ITS with a radius

24 of 10 miles and duration of 23.2 hours

12N\

Duration (hours

0 2 4 6 8 10 12 14 16 18 20

Distance (miles)
—25% 50% 75%

Percentage of customers who could not cope
Base: All respondents (1,002)

Average confidence interval of all data points +/-2.5%



INDIFFERENCE CURVES OVERVIEW

Duration is the key factor influencing ability to cope

156

&

Overlaying populationin place of distance flattens the
132 curves. Around 200,000 people live within a 5 mile radius,
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0 50 100 150 200 250 300 350 400
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Base: All respondents (1,002) . Percentage of customers who could not cope
Average confidence interval of all data points +/-2.5%



RURAL vs. URBAN DWELLERS (vs. CITY CENTRE)

There is little variance between those living in city centres and those in

other urban areas

Those in city centres have a very similar profile to urban

dwellers as a whole

w
(o))

Duration (hours)
N w
N o

—
oo

12

0 20 40 60 80 100120 140 160 180 200 220 240 260 280 300 320 340 360 380 400
Population ('000s)

All urban —Rural

Base: Rural (353), Urban (638), City centre (149) Clty Centre

Average confidence interval of all data points: Rural +/-4.1%; Urban +/-3.1%

50% can't 5 mile 24 hour
cope level radius duration
City centre | 20.4 hours | 3.6 miles
All urban 20.7 hours | 3.7 miles
Rural 33.7 hours +20
miles

Sub-group data shows where 50% could not cope




VULNERABLE CUSTOMERS

Vulnerable customers are less able to cope - they may find it easier to
travel outwith an affected area

Vulnerable customers defined as: have someone in the household

with a disability, a visual impairment, over 75; care for someone else;
or are in the DE socio-economic group

Non-V 75% == =Vuln 75% Non-V 50% Vuln 50% Non-V 30% === Vuln 30%
120 v
A 75% can't 5 mile 24 hour
108 S cope level radius duration
. 96 tN J Vulnerable [ 69.7 hrs N/A
[92] ~ ~
5 84 ~<l Non-Vuln. 78.1 hrs N/A
g 2 TS emeeeeo_______ ,
S e e it i e 50% can't cope level
c 60 .
.0 Vulnerable | 21.7 hrs 4 miles
S 48 .
5 36 Non-Vuln. 27.2 hrs 11.4 miles
D \ o )
24 30% can't cope level
12 Vulnerable N/A N/A
0 Non-Vuln. N/A 1.6 miles

0 20 40 60 80 100120 140 160 180 200 220 240 260 280 300 320 340 360 380 400  Trere are no cata points o create a curve where 25% of

v ulnerable customers could not cope, Data has been

1 ! ) included at 30% instead
Base: Vulnerable customers (330), Non-vulnerable customers (672) PO p u |at|o n ( OOOS
Average confidence interval of all data points: Vulnerable customers +/- 4.2%; Non-vulnerable customers +/-3.0% Percentage of customers who could not cope



SOCIO-ECONOMIC GROUPS

Other background factors, such as rural/urban location, or vulnerability
of customers, appear to be more influential

Interestingly, after around 40 hours there is no longer a difference. Both

groups would find it equally difficult to cope beyond this point

= ==ABC1 - 75%

120
108
96
84
72
60
48
36
24
12
0

Duration (hours)

Base: ABC1s (672), C2DEs (330)
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0 20 40 60 80 100120 140 160 180200220240 260 280 300 320 340 360 380400
Population ('000s)

Average confidence interval of all data points: ABC1s +/-2.7%; C2DEs 4.1%

C2DE - 25%
75% can't 5 mile 24 hour
cope level radius duration
ABCls 60.4 hrs N/A
C2DEs 101 hrs N/A
50% can't cope level
ABC1s 26.2 hrs 10.5 miles
C2DEs 233 hrs 4.6 miles
25% can't cope level
ABCls N/A 1.1 miles
C2DEs N/A N/A

Percentage of customers who could not cope




ACCESS TO A CAR

At the 50% level, those without a car appear less able to cope. This

variation doesn’t hold across all coping levels, however

120
108
96
84
72
60
48
36
24
12
0

Duration (hours)

Base: Have access to a car (716), No access to a car (286)

Drive own car: Average population within 5 miles = 177,034

No car access: Average population with 5 miles = 274,128

0 20 40 60 80 100120140160 180200 220240260 280 300 320 340 360 380400
Population ('000s)

Average confidence interval of all data points: With a car +/-2.9%; No car +/-5.2%

-=-=Car75% - - -Nocar75% Car 50% No car 50% === Car25% - No car 25%
“\ T~ - 75% can't 5 mile 24 hour
R S cope level radius duration
<[ TTTeeellL Car 748hrs | N/A
T dC L L T [ [ [ Tf-+-1_] No car 86.2 hrs N/A
-------------------- 50% can't cope level
Car 27.0 hrs 11.7 miles
\ No car 22.5 hrs 4.4 miles
T ———— 25% can't cope level
Car N/A N/A
No car N/A N/A




PRIOR EXPERIENCE OF A WATER SUPPLY ISSUE

Those with prior experience of an ITS have a coping limit with a much
smaller radius than customers with no prior experience

Experienced no water issue: Average population within 5 miles = 226,192

No prior experience: Average population with 5 miles = 201,181

48

42 50% can't 5 mile 24 hour
— cope level radius duration
w0
3 36 All 250hrs | 7.4 miles
= ITS 168 hrs | 28 miles
.5 30 Experience
© 24 Power/Gas | 14.9 hrs 2.5 miles
>
A outage

18

12

0 20 40 60 80 100 120 140 160 180 200 220 240 260 280 300 320 340 360 380 400
Population ("000s)
Experienced interupted power or gas supply —— Experienced an ITS issue —— All customers

Base: Experienced ano water issue (117), Experienced a power/gas interruption (79); All respondents (1002)
Average confidence interval of all data points: Experienced an ITS +/- 7.2%; Experienced power/gas interruption +/- 9.2%; All customers 2.5% Su b—grou p data shows where 50% could not cope



RESILIENCE SUMMARY

The most vulnerable customer would be a vulnerable person living in an
urban area, of lower SEG and without a car

The table below shows resilience by customer group for an

interruption of 10 miles / 24 hours

Customer group > mile 24 hour «  Those with experience of a water interruption may
radius duration be more realistic about their likely resilience
All 25.0 hours 7.4 miles

[ban — Too7hous | s7mies | T U e e e e
 Those in urban areas
Rural 33.7 hours 22 miles e (C2DEs

ABC1s 26.2 hours 10.5 miles * Vulnerable groups
. Non-car owners

» The rural group appears to be an outlier but when
: duration reaches 40 hours there is little variation
Non-vulnerable groups 27.2 hours | 11.4 miles between any sub-group — all would find it as difficult

Car owners 27.0 hours 11.7 miles to cope
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IMPORTANCE OF WATER

Half of business respondents claimed that water was fundamental to the
goods/services they produce

53%

49%
Have a written planin place to deal with an unusual events
(e.g.a disaster recovery or business continuity plan)
| | 529%
m Access to water is fundamental to the products or services we o

produce
(e.g. fabric dyeing, care home, hairdressing)

Would be unable to send staff to other
QS7 And which of the following statements describe how important water is to your organisation. QS8 Does your organisation have any written planin place to deal with an unusual |Ocati ons to wo rk
events (such as fires or flooding) that could affect organisational continuity? QS9 If flooding or loss of utility services (such as electricity orwater) prevented your organisation's staff
from getting to their place of work, would they be able to work fromhome orother locations? Base: All respondents (300)



KEY CONCERNS IN EVENT OF A WATER INTERRUPTION

Sanitation is the main concern - around 1 in 3 might close their doors in
an interruption event

Key concernsin event of a water interruption for

“It would just be not having the use of toilets
as we will need them for hygiene. We can buy
water from other shops, but we need the
toilets so we would have to shut the shop”

“Cooking the food in the

pub would be a concern
and flushing the toilets
would be an issue as

Need water to operate well ”
the business

2 days and a distance of 5 miles

Unable to use toilets 43%

“We are a florist and it would be
the fact | would have to shut the
company as we wouldn't have any
water to put the flowers in.”

“We would have to close
the business and we
would lose money
Need water for drinking 6% because we use water in

most of our operations.”

Hygiene/sanitation 21%

“It would be hygiene as our workers
Other 6% would not be able to use the toilet
and keep clean.”

None - wouldn't be a

4%
problem

None - could work

2%

from home

Q5a In a scenario where your organisation has no running water for 2 days and a distance of 5 miles from your base is affected, w hat would cause you greatest concern? Base: All respondents (300)



COPING WITH A WATER INTERRUPTION: DURATION
On prompting, 3 in 5 say they would have difficulty coping with a 48

hour interruption

SCENARIO:
Respondents were then
told that the
interruption would last

for 2 days and asked

how easy or difficult

they would find it to
cope

B Extremely easy to cope
Very easy to cope
Quite easy to cope

B Neither easy difficult to
cope
Quite difficult to cope

W Very difficult to cope

B Extremely difficult to
cope

42% easy
to cope

58% difficult
to cope

Q2 Imagine this interruption lasts for 2 days. To what extent would yourorganisation find it easy or difficult to cope inthis scenario? Base: All respondents (300)

Factors making it easier to
cope

Consider area more
important than duration 57%

Staff can work elsewhere
50%

Water not fundamental 48%

Factors making it harder to
cope

Water is fundamental 77%

Staff could not work
elsewhere 68%

Duration of interruption
more important than area
64%



COPING WITH A WATER INTERRUPTION: DISTANCE

Asked spontaneously, the majority think they could not cope with an
interruption up to a mile in radius

SCENARIQ: Imagine this interruption

affects not just your organisation. All Zero 38% 55%think they

other buildings in the area, for could notcope

example domestic properties, public intev;lrlltjgt?gn of
buildings (schools, hospitals etc.), up to a mile

shops, businesses and leisure facilities 0.1 -1 mile 17%
are also affected.

You would not therefore be able to ‘
get water from another building in the 1.1 - 3 miles 14%
affected area.

What is the maximum distance from More than 3
your organisation that could be
affected and you would still be able to
cope as an organisation?

) 31%
miles

Q3 What is the maximum distance from your organisation that could be affected and you would still be able to cope as an
organisation? Base: All respondents (300)



SUMMARY

48 hours is a key tipping point for both domestic and business resilience

Domestic resilience Business resilience
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RECOMENDATIONS (1)

Careful communication is vital

Communication principles Vulnerable & seldom heard customers

Businesses



RECOMENDATIONS (2)

Consider investment priorities - duration vs. size of area affected

Opportunities and cross authority working Initial investment recommendations




