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Introduction and background. »-< 3\?°ttt|Sh
A
Scottish Water (SW) provides clean and waste The reqgisteris not actively promoted as things

current stand, with just some 2,500 customers

water services fo Scofland. SW has a sfrong signed up to the register. It isbelieved that thisis a

customerservice focus and part of thisis providing low numberin com pgrigon to the |i|(e|y real’

services to the more vulnerable elements of numbers needing this support.

society. Research was required to explore and understand
‘ . , : .. customerviewson what they would expect from

SW hOldS an ‘Additionadl SupporT reg[STer, which s the Odd|1‘|ong| SUE porf service, and po‘]‘enﬂcﬂ

a register of customers who may be, in what are future service options and expectations, as well as

termed, ‘vulnerable circumstances’. encouraging more people to sign up.
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Research objectives.

To understand whether
customers perceive SW as a
company that cares for its
customers. Whether there are

companies that dothisbetter.

If there are, how and what do
they do and what do they
offer?

@ (=)

To understand whether
customers perceive SW as a
company that cares for its
customers. Whether there are

companies that dothisbetter. If

there are, how and what do

they do and what do they offere

B (=

To determine where customers would expect to sign up to register
for services. Expectations of signing up tothe service? Where would
customers expect to see it advertised? Are there any partnerships
that could build on the service offer/ Are customers signed up with

any other utilities’ registers? What else could be useful that is not

currently offered? How often would customers expect updates or

information about the service and how/where?

© 2019 Turquoise Thinking Ltd
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Trusted to serve Scotland
To evaluate customer thoughtson
the services offered, from being on
theregister. What are the minimum
expectationsg Whom should be
eligible to go on theregister? |.e.
Should it only be open tothe most
needy, or should it be more
inclusivee How far should it go?

To probe whether customerswant ‘needs codes’ or have ‘service
needs'. Do customers prefer to share information about their
situation (e.g. a visually impaired person) or would they prefer to
sign up to a specific service without the need to share information
about their conditione Are there any circumstances where service
needs alone would be insufficient 2 If yes, what are the service
needs that customers would expect?

To discover customer views on
possible datasharing between
utilities. Ifthis provided a better
service, would customers be
prepared to allow sharing
between utilities? Are there any
benefits to direct sharing of
information?

burquoise



Approach. ; Scottish

Trusted to serve Scotland

Part 2
A documentary film

Part 3
Co-creation workshops and Tele-depths with

eligible customers

Part 4
Quantitative onlineresearch with defined target
groups

Part 5
Quantitative research in areas that have had a
long term supply interruption

8%
L
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Are there any companies that care for customerse.

M Scottlsh —
= Water

‘Scottish Water don’t know thatl am
blind. | have never volunteered that
information and they have never asked

for it. But it would be good if they did
know. My power company knows.’
Customer

© 2019 Turquoise Thinking Ltd

‘Some of our residents can be very
nervous or get quite confused, so we
will help them.’

Charity

M SCOttISh

Walter
g Trusted to serve Scotland

Customers have little or
no dealings
with Scottish Water

‘l use utility companies without
thinking about them. | don't think
they care about us. To be honest |

never think about it.’
Customer

burquoise
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Water
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Perceptions of Scottish Water.

Positive — seen as one of
the better utility Where there are issues
companies experienced typically
SW handled the
situations well

Many had no cause for
complaint - no

interruptions or service
issues

M Scottlsh

Water
g Trusted to serve Scotland

Lack of dealings denotes Problem solved quickly
a good service —no and efficiently, good
‘Scottish Water are doing everything they

contact = ideal scenario are supposed to. You can't fault them, communication
They come round with water if there is no

supply. They deliver water to pensioners
and disabled people. We had a main
burst on our street.’

©2019 Turquoise Thinking Ltd 7 tUPE%?Jﬁ FRER
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Awareness and use of utilities’ registers.

Awareness

Some awareness — typically amongst those who were either
disabled or had elderly relatives

British Gas seemto be more known for having a special service for
disabled customers

Often they find out about it via word of mouth Some felt that utilities have a ‘duty of care’ towards disabled and

elderly customers

Those who are visually impaired tend to be on *Priority registers’ for
their energy companies

Common sense that Scofttish Water would have an Additional
Support Register. Negligible or non existent aw areness currently.

N (Key insight: \

There is a need to advertise/communicate the service to more
vulnerable customers, in order to put theirminds at ease in case of
supply interruption. There was a sense that there are more elderly
vulnerable or disabled people living alone nowadays and thusthereis
a greater need for additional support.

- \ J
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Key insight:

Proactively asking general customer contacts and/or enquiries
whetherthey have additional/medical needs, should be undertaken
as a matter of course by the SW call centre, operational enquiries,
etc.
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»- Scottish
Water

What should the minimum service be?<.

* Most accept that four hours is more realistic unless

R u LR (e R WIX M fhereis aneed for a critical continuous supply
hours

* A phone callin advance would be made fotell
Boitled water should be broughtto customers SW are coming
customers’ doors * Password would be invaluable here

. . e Bottles could be filed with waterin advance and
If possible advance notice by thus the SW window for providing bottled water

telephone call could help them could be extendedto 4 to 6 hours
prepare

‘If you have mental health issues it
doesn’t take much to push you over the
edge. Not having any water and

‘If | didn’t have any water it would be a
nightmare for me. | desperately need water. |
have a colostomy. I'm happy to tell SW that. |

worrying about it would be enough to

want to go on the register. How do | go about ;
push you over.

it?’
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Walter
@ Trusted to serve Scotland

Whom should the service benefite.

First Priority Second Priority Third Priority
Dialysis/kidney problems Audio impaired/hearing impairment Fit elderly
Registered as visually impaired Visually impaired/partial visual Fit elderly with relatives living nearby
Mental health impairment providing support
Breathingissues (COPD) Low immune system Non-English speaking
Mobility issues New born/young child in household
Water for medication single parents
Elderly infirm/housebound Cancer patients going through
Strict hygiene practices chemotherapy
Care Support (carers who haveto be Parents of children with
present at all times) Downs/Autism
Key insight:

The vulnerable, frail elderly, disabled and those with a clear medical need are the key groups in any prioritisation.

©2019 Turquoise Thinking Ltd 10 Bz,us%qw FRER
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Response to SW's Additional Support Services Register descriptfion

Negatives

X

Why haven't we heard of it¢
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Expectations of the Additional Support Service - 3&2&5‘;‘"‘

Trusted to serve Scotland

Customers are Scottish Water need

f reactive, they do not to raise awareness of
go looking for these the Additional

types of services Support Service

5MOH

Notices in public

places such as Leaflets through the High lev el adv ertising
supermarkets, libraries, door or letters with the - campaign (TV and
doctors surgeries and council tax bil. Phone radio backed up by
social clubs. cals o ¥ ___ - - -, social media)

Signposting from
charities and other
organisations

. Reach every household !

Scottish Water contact
Multiple sign-up Simple & customers to update their
\ methods straightforward information via customers
available process to sign up medium of choice

©2019 Turquoise Thinking Ltd 12 turquaﬁgﬁzﬁ
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Name preference for the service

« Used across other utilities, more widely known
j[> «  Communicates benefit of the service
- _ « Suggests customers would get priority due to
Priority Service additional needs
Register «  Short and memorable
«  More generic

‘I think we all understand what Priority
Services means. It means that you are
priority. They will endeavour to reach you
first because you can’t carry water or
leave the house.’

Additional

: At Risk Register
Support Register

Associated with children ‘at risk’
Risk associated with danger
Potentially has stigma attached

Less clear
Long name and difficult

‘Priority Services is a generic term. It’s
understood by the majority of customers. to remember

Key insight:

The most appropriate name for the service is, “The Priority Service Register”.

©2019 Turquoise Thinking Ltd 13 tUPE%?Jﬁ FRER



What type of service should it be? ; %gttg?h

Trusted to serve Scotland

Sign up to a specific service
Share information about without the need to share

specific need or condition information about their
disability

Happy to share specific disability i.e. needs codes
but for some their disability is not top of mind and
they did not see themselves as disabled

Key insight:

Given that the maijority of customers are happy toshare information about their ‘needs’ and the expectationis that SWwill have to prioritise the
initial distribution of bottled water, then a ‘needs codes’ service, would be more appropriate.

©2019 Turquoise Thinking Ltd 14 turquaﬁg;ﬁ:@
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Information sharing -

Not happyto share information freely with
companies or for companies to pass on their
details

Disadvantages
SW should not automatically
presume that customers are
happy for companies to share
information

Majority could see benefit in utilities directly
sharing personal information for the different -
registers but permission must be sought and

gained

Concerns about phone calls
and mail from third parties

Key insight:

Information sharing of eligible customers’ data between utility companies must be offered as an option and either accepted, or declined by
each customer, themselves, or a designated, responsible adult.
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Conclusions & Recommendations

Customers are positive about Scottish Water. They feel lucky to
have a plentiful, delicious watersupply that they can drink
straight from the tap. Indeed, the majority are proud of their
water.

Most customers do not know whether SW cares for them or not.
Most had no dealings with them and because the water and
sewerage bill comes with the council tax bill, they feel they are
at a distance to the company.

Generally, customers were positive about SW. The perception
was that they were doing a good job and the majority had no
dealings with SW, so that must be ‘a good thing'.

There was some awareness and experience of additional
support services from other utilities. Typically, customers had
heard about the registers through word of mouth or from referral
agencies such as OccupationalHealth or Housing Officers.
Often customers registered as visually impaired and the frail
elderly were aware that they were on registers with energy
companies.

There was little or no awareness of SW's Additional Support
Register. Howeyv er, response to the service was ov erwhelmingly
positive.

© 2019 Turquoise Thinking Ltd
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It was felt that the elderly, frail and disabled customers would
benefit from the service most. In particular, the service should focus
on delivering to the following ...

Dialysis/kidney problems

Visually and audio impaired

Partially visually impaired and audio impaired
Frail elderly

Wheelchair users

Limited mobility

Breathingissues (COPD)

Water for medication

Strict hygiene practices

Mental health

Care support (carers who have to be present at all times within
the property, with the person they are caring for)

New born
Cancer patients going through chemotherapy

burquoise



Conclusions & Recommendations

Customers wanted the service to ‘kickin’ (perhaps
unredlistically) within as little as two hours of a service
interruption. Howev er, most accepted four hours as more
realistic.

The key service elements with the most appeal were...
* Knock and wait scheme/ extra time/password

« Proactiv e notification of an interruption to supply or water
quality issue

» Proactive notification of a sewer flood
« Continuousup datesin anITS

* We support you with things such as carrying bottled water or
keeping your driveway clear in the event of a flood —
continuous critical supply of water/bottled water priority

e Chosen method of contact

» Braille or audio and large print materials or email for partially
sighted

« Designated named contact

« Specialist trained staff and additional presence preferred (e.g.

female staff member)

© 2019 Turquoise Thinking Ltd
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There was less appealin...

Translated documents amongst native English speakers, English
not as a first language welcome them

Financial advice
Panic button

Bottled water vouchers (though, if these could be giventothose
who are more mobile, then this was OK)

There was a widespread desire for SW to raise awareness of this
important and v aluable service through a high-profile adv ertising
campaign, using all media to include TV, radio, social media,
leaflets with the council tax bill and a telephone campaign as well
as local postersin doctors’ surgeries and social clubs.

Customers wanted to sign up through a number of methods...

Overthe phone without the need to go through numerous
telephone menus

Through leaflets through the door
Letters with their council tax bill

Through emails BZ,LEPQLE% .
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Walter
@ Trusted to serve Scotland

It was understood that SW would have to prioritise their Significantly, response to information sharing was not universal.
customers so would need to hav einformation about them in Some customers are strongly opposed toit.

order to do so. Most were happy to provide needs codes, which
might be more useful to SW in prioritising their customers’ needs.

Conclusions & Recommendations

There was a polarised response to information sharing. Many had
no issue with utility companies sharing information if there was a

Customers wanted acknowledgement that they had joined the clear benefit, i.e., that they would be added automatically to a
scheme. Priority Services Register.

Most customers wanted annualupdates and for SW to contact Ourrecommendation is that SW must ask permission before sharing
themto ask themf they sfil wanted to be on the register and and are clear about what and how information is being shared, as
whether their health statushad changed. well as the benefit to the customer i.e. you only need to sign up

with one utility to be automatically placed on all registers.

Unanimously, customers preferred the name Priority Service
Register ov er Additional Support Register and ‘At Risk Register’

©2019 Turquoise Thinking Ltd 18 tUPqﬁiﬁ FRER
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Respondent sample

Age

17%
15%

12%

4%
O

18-24 25-34 35-44 45-54
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14%

55-64

37%

65+

;—P _.5—-

W Scottish

Water

Trusted to serve Scotland
Sufferer of or carer for...
35%
23%
14% 14% 12% .
9 (e} 8%
6% .
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N Scottish
_ Water

Trusted to serve Scotland

Experience of supply interruption (H2H only)

/ Length of interruption \

24%
22%

18%
16%
14%

6%

&_ess than 4 hours 4 to 6 hours 6 to 8 hours 8 to 12 hours 12 to 24 hours Longer/

©2019 Turquoise Thinking Ltd 21 BZME”“QLB FRER
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W Scottish
Water

Water and sewage provider

Trusted to serve Scotland

Water and sewage provider \

80%

B Water 1 Sewage
65%
21%
14%
0% X . 7 —

Scottish Water Local council Scottish Government Septic tank Local water board Don't know /
/ Overall satisfaction with the water and waste water service \
= = N,
k 1 - extremely dissatisfied "2 =3 4 n5 m4 m 7 - extremely satisfied /

Ea”g
LE
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Support Network

N Scottish
Water

Emergency contact

Yes
48%

© 2019 Turquoise Thinking Ltd

Trusted to serve Scotland
/ Distance of emergency contact \
47%
21%
14%
10%
B~ = =
_ I
Lessthan1 1to2miles 3to4miles 5to 10miles 11to 15 16 to 20 More than
mile miles miles 20 miles
Contact during energy or water disruption \
66%
52%
20%
10%
] =
Gos/EIecfrlc Water company Council Housing Landlord
prowder association

8%

2
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Additional support services

-

o

Energy/Water providers should
provide extra support services

~

© 2019 Turquoise Thinking Ltd
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-

Aware of utility companies offering
extra support services

No
56%

N Scottish
Water

Trusted to serve Scotland
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Awareness of additional support services

N Scottish
Water

Trusted to serve Scotland

/

Aware of utility companies offering extra support services

~

50% 53% 1 Aware of extra supportservices M Signed up with a service
38% 38%
34% 34% 33% 33%
) 31% 31% 275% 30% 29%
24% 21% 25% 25%
I i% I I I 1 [ 1 I
Care support Breathing issues Low immune Water for Strict hygiene Blind/Visual Elderly/Infirm Mobility issues Deaf/Hearing Other Mentalhealth  New born/young Dialysis/Kidney
e.g. COPD system medication practices impairment impairment child in household problems
/ Name of the extra support service \
55%
25%
15%
8%
3%
|
The At-Risk Register The Additional Support Register Don't know Other

\ The Priority Service Register

/

© 2019 Turquoise Thinking Ltd
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Personally signed up to...
4 N

Usage of additional support services

8% 8%

The Priority Service Register The At-Risk Register The Additional Support Register

Who providesthe service

o
/

AN

33% 35%
30%
25%
8%
- N
Scottish Power Energy Scottish and Southern Scottish Gas Networks Scottish Water British Telecom Other

\ Networks Energy Network /

©2019 Turquoise Thinking Ltd 2 Eore QLo
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N Scottish

Water

Trusted to serve Scotland

Preferred name for support services

/ Name of support service \

40%
36%

20%
3%
1%
_ I
The Additional Support Register  The Pricrity Service Register The Atf-Risk Register Don't know Other

o /

©2019 Turquoise Thinking Ltd 27 Bz,us%qw FRER
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Eligibility for additional support services

Who should be eligible

Frail/elderly customers 76%
People who need essential equipment to survive T 71%
People with a medical condition T 5%
People who have to use water to make medicinal solutions T 3%
People with mobility issues I 60%
People/families with young children I 56%
People with a mentalhealth issue I 50%
People with sight or hearing impairments " 47%

People who may be in financial poverty I 34%

Everyone inScotiand  I——— 29%

8%
LE
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W "
Requirements for additional support service | = %Ottlsh
sy Water

What should be provided by SW during disruption

Bottled water delivered to you as a priority
Regular updates regarding the interruption to supply/Water quality issue (e.g. every 4. . . i ——— 54,
Provision of a critical continuous supply of water T 487,
Flooding support s 477,
Bottled water vouchers I 45%
Support with mobility/accessibility where work is being carried out near your home EEEEESSSS——— 427
Age relafed issues EEEEEEEEEE— 40%
Specidlist frained staff to speak with customers I 39%,
Designated named contact within Scottish Water for you o speak fo mmmssssssssssmmmmmms  32%
Braille information mEEESSSS———————————— 317
Knock and wait scheme/Extra time and/or password when knocking on your door s 31%
Large print documents mEEEEEsESSS—— 307
The opportunity fo choose the method of contact (Channel of choice) IEEEEEEEE————————— 29
Referral services (other utilities, partner organisations) N 27%
Connect BSL (British Sign Language Translation) HEaasssssssssssmmmsmms 23%
Proactive updates on the service (e.g. 6 monthly) HIEEEEEEESSSS——————— 227,
Translated documents/communication for non-English speaking I 22%,
Next Generation Text (NGT) Relay (Speech or hearing difficulty) messssssssss——— 21%
Additional presence preferred (e.g. female staff member) EEEE———————— 18%

69%

8%
§is
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Prioritisation of vulnerable groups L) %ottlsh
@ edatesrl d

Priority of who receives service first

8.14

716 7.02 6.96

6.23
5.61

446 445

3.49
273

People who need Frail/elderly customers People who have to  People with a medical People/families with People with mo bility People with sight or  People with a mental People who maybein Everyone in Scotland
essential equipment to use water to make condition young children issues hearingimpaiment health issue financial poverty
survive e.g. home medicinal solutions
kidney dialysis

8%
§is
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Most effective messaging regarding signing up to a support register

> Scottish
@ ater

Trusted to serve Scotland

/ Most attention grabbing media

~

69%
51%
36%
28%
25%
1% 9%
A lefter from Scofttish Water TV advertising Information with annual  Information in GP surgeries Social Media Radio advertising Information on the Scottis
water and waster water bill Water website
© 2019 Turquoise Thinking Ltd 31
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Sharing information »-« Scottish
ey, Water

Trusted to serve Scotland

Happyto... Agree to utility companies sharing
information

-

©2019 Turquoise Thinking Ltd 32 turqum -
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N Scottish
Water

Satisfaction with Scottish Water

Trusted to serve Scotland
/ Likelihood to posifively discuss Scottish Water \
1 - definitely would not discuss 2 m3 m4 ©5 6 n7 mg m9 mI10-definitely would discuss /
Overall satisfaction with how Scottish Water operate the waste water freatment works \
k 11 - extremely dissatisfied 2 B3 E4 5 6 17 -extremely satisfied /
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Level of trust in Scoftish Water

> Scottish
g ater

Trusted to serve Scotland

N

To what extent do you trust Scotlish Water \
=1 -definitely do nof frust ©2 ®m3 m4 =5 6 "7 -definitely do trust /
| share the view that Scotlish Water is 'frusted to serve Scotland’ \

©1 -definitely disagree ©2 B3 ®4 =5 6 ©7-definitely agree /

© 2019 Turquoise Thinking Ltd
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Sample demographics

/ Gender

.
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N Scottish

Water

Trusted to serve Scotland
Region
27%
18%
14%
12%

9%

8% 7% -
6% °
Central Glasgow Highlands and Lothian Mid Scotland North East  South Scotland West Scotland
Scotland Islands and Fife Scotland

35
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Water

Household

Trusted to serve Scotland
Number of people in household
45%
/ Type of property \
28%
23% 23%
18% 19% 17%
12%
8%
B -
|
Bungalow Detached Other Semi-detached Tenement/Flat Terraced ] 2 3 5 ormore

N /
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Social grade

—
W Scottish
Water

Trusted to serve Scotland

-

\ .
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0%

13%

38%

C1

Social Grade

20%

C2

37

12%

13%

3%

Refused /
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Turquoise Thinking Limited, 3 Liberty Court, Roundswell Business Park, Barnstaple, Devon, EX31 3FD | +44 (0)1271 337100 | info@thinkturquoise.com |
www.thinkturquoise.com

CHANGING THE WORLD THROUGH OVER 30 YEARS OF MARKET RESEARCH

Years Colourful Taking a Holistic Diverse Sector Partnering not
Experience Approach Coverage Dictating
Helping clients around the Turning black and white Gathering unbeatable Connecting on a level you
world to think turquoise for 30 research into full colour experience in every sector won't experience with any
years. understanding. imaginable. other agency.

For our latest thoughts and insights, follow us on LinkedIn | Twitter | Facebook and for all our news, blogs and case studies visit
thinkturquoise.com
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