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Research background and objectives

On 19t August a Temporary Usage Ban (TUB) came
into force in Pembrokeshire and parts of
Carmarthenshire, impacting over 60,000 households.
The ban will remain in place until there is enough water
to replenish water resources.

The ban was lifted on October 25th,

In order to inform future TUBs, there is a need for . :

Welsh Water to understand: S A el

» Public perceptions of responsibility for & s
management of water resources . i
Household and Non-household views towards Vb ¢ o Sl
drought and TUBs
The impact of drought and the ban on water- 5 ) _ W B , * g
related behaviours _ 3 G R & . o TN P

How the ban has (or hasn't) affected daily lives of |5 . ./' .l /
those living within the impacted region e 3y

Awareness of relevant communications from i, e L SR
Welsh Water. BT L R




Research approach

In order to help Welsh Water better understand the views of their
customers and the impact the TUB has had, Relish were commissioned to
conduct a two-stage research project:

In-depth qualitative interviews with 5 x households and 5 x

businesses living in the impacted area

45 minute one-to-one interviews conducted with both domestic and NHH

customers to assess understanding and impact of drought/ the TUB.

* All recruited from affected areas of Pembrokeshire / Carmarthenshire.

* All business sample reliant on water in some way for the operation of their
business e.g. farming, scuba diving, holiday site.

A quantitative online survey with impacted and non-impacted
household customers

A sample of n=503 household customers, representative of Welsh Water’s
customer base, who completed an online survey covering:

» Awareness of and attitudes towards drought and TUBs

» Impact of TUBs on water usage and behaviours

» Impact and awareness of messaging from Welsh Water on water use

n=97 customers living within the area impacted by the TUB completed the same
survey.

All fieldwork was completed in late September / early October, whilst the TUB was still in place
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Attitudes towards Drought



There is a high level of understanding that drought means ‘dry weather’,
which is understood to be increasing given the impact of climate change

Drought is a long period of no rainfall causing
water shortage
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Overall, there is a high level of understanding that drought means ‘dry
weather’. The word ‘drought’ has negative connotations, and discussions
around it are framed by its consequences.

Customer’s frame of reference is images of cracked land in other
countries where crops are unable to live, therefore in their mind it feels
extreme to describe the situation in the UK. However, customers realise
that this is now the reality here — drier, hotter weather can be more
than just drought and can result in things like wildfires, too

Some can feel a shift as a result of this changing climate, which they
understand means that more frequent droughts and usage bans is the
direction we are heading in.

‘Drought’ implies that people will suffer and behaviours need to
change in order to combat it.

Quotes from WRMP research for Welsh Water, conducted Summer 2021



In line with this, over three-quarters state that drought is a result of low
rainfall with awareness of climate change as a contrlbutlng factor

Causes of drought

Welsh Water customers
. Higher among older customers
Climate change / global warming _ 58% !

Water companies losing water due to
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Higher among older customers
(66% 55+, 24% 18-34)

eaks I <=

People using too much water in their
I ;o
homes
Deforestation and land changes - 25%
Those who don’t see a lack of rain as a cause of

. . drought cite a mix of geographical and practical

Water companies not collecting and - 249 reasons — though more ‘don’t know':
storing enough water

56% - Climate change/global warming

35% - Water companies losing water due to leaks

25% - People using too much water in homes

21% - deforestation and land changes

21% - water companies not collecting & storing enough
17% - businesses using too much water

10% - I don't know

Businesses using too much water - 18%

I don't know I 2%

B6a: And what do you think causes drought?
Base: Welsh Water customers (503)



However, there is a degree to which drought in the UK is almost ‘expected’
with comparisons to previous heat waves such as 1976

Perceptions of drought

While the reality of climate change is understood, Welsh Water customers
drought can also be expected to simply "‘happen’ —
attributed to cyclical weather patterns, or natural
peaks and troughs in temperature. Sl asres
With comparison to e.g. 'the heat wave of 1976’ - a
. Agree
sense among some that this year has not been as warm —

or severe as others
M Neither agree nor

disagree

I understand that climate change is absolutely real, but I'm
old enough to remember the really hot years like 1976 -

m Disagree

Household

M Strongly disagree

We had hosepipe bans when I was a child in the 70, and
they were worse than this - Household ‘Drought is to be expected

in hotter months in the UK’

No significant differences across subgroups

B7: Here are a list of statements that someone might say about drought. To what extent do you agree or disagree with each of the following statements?
Base: Welsh Water customers (503)




Some - although not all — expect Wales to be more resistant to drought
than the rest of the UK due to its frequent rainfall

Resistance to drought in Wales

Welsh Water customers

M [ expected Wales to be
more resistent to drought
than other areas of the UK

n4

3

w2

M [ expected Wales to be as
susceptible to drought as
other areas of the UK

—_—

D1b: There is a perception that it rains a lot in Wales. Did you believe that Wales was more or less resistant to drought
than other areas of the UK? Base: Welsh Water customers (503)

Wales is felt to be very rainy, and to some, this
results in an assumption that the rain experienced
over the winter months will make up for dry
spells and will even out - highlighting a
potential gap in education here




Regardless, the damaging consequences of drought are well understood
and there is a strong sense that it is not taken seriously enough

O

The visible effects of drought in the past few months — e.g. parched
¥ fields, low reservoirs and exposed river banks have hit home; a stark
and concerning reminder of the affects of drought

o Pressure on the water supply is more understood in Pembrokeshire
w Wwhere the water supply is already heavily impacted by tourism

o For Household customers — recognition that most personal impacts are

y relatively minor (dry lawns, and wilted plants) ; but that the wider impacts
are more severe - e.g. lower reservoir levels, damage to natural
habitats, harm to wildlife and low crop yields

It means water shortages, plants
Feel that ‘drought is not dying, river habitats decreasing...

treated seriously enough’ — Business: Scuba-diving shop

This spring was extremely dry. I've got a river down
the road, and the river was incredibly low. The

68%

reservoir was also the lowest that I can remember.
- Business: Farmer

B7: Here are a list of statements that someone might say about drought. To what extent do you agree or disagree with each of the following statements?
Base: Welsh Water customers (503)




For those in farming, drought is more top-of-mind, and the potential
consequences more dire

Introducing... David

» Reliable rainfall is essential to farming — and as such, . , _
water scarcity is a serious concern. While many farms R LG AR G S OC SR
: A ’ almost 1000 acres of land. Reliant on rainfall for
have water saving techniques from bore holes to grass growth and growth of maize and wheat for
irrigation systems, crops and pasture are often solely, winter animal feed/ sale — but with a bore hole for
or at least largely, reliant on rainfall livestock drinking water

* As such drought brings severe consequences, with ' Due to reliance on rainwater for crops and pasture —
significant financial repercussions both in the short very attuned to drought, and first began to notice
and longer term low water levels in Apfr;lr,rs strong concern for the

Over the summer, has been significantly impacted by
I think it’s a huge issue, and I was concerned on a number of drought, with fields drying out, the bore hole
levels. Will the crops get going for the winter feed? The running dry, and concern around crops not
pasture was so dry it was crunching under your feet [...] surviving for winter feed
Anything 20 degree+ causes a huge stress for cows. Ensuring

they had water was my first priority. Although maize and wheat did survive, David had
— Business: Farmer ‘ to rely on mains supply for the animals once the
; borehole dried - at significant personal cost of an
estimated £17-18k




Most recognise that the frequency and severity of drought is
only set to worsen in the future as the planet continues to warm

Drought in the future

Welsh Water customers . : s s o
The severity of the climate crisis is understood;

there is strong recognition of the increasing
pressure on the planet, and a sense that more
drought / usage bans can be expected in the
future

B Many more periods of
drought

m A few more periods of

drought o pe . .
o89 While climate change is the most cited reason;

the role of growing populations and urban creep
is also somewhat understood

B The same number of
periods of drought

> @
A few less periods of
drought _/\
High across subgroups;
directionally higher among

younger customers
(74% 55+; 81% 18-34)

M A lot less periods of
drought

mIdon't know

It does concern me on a bigger scale — on a global
climate level. ] do see water as a precious resource, and

I'm quite aware of the effort it takes to store it

Thoughts towards - Household

future droughts

B8: In the future, do you to expect there to be...?
Base: Welsh Water customers (503)




On a wider level, there is recognition that we are all responsible for
creating a more sustainable future, and that water is a precious resource

While most agree that water is a precious resource, there is a strong

sense that on a day-to-day level, it is often taken for granted, part of
a wider trend towards overconsumption...

» In Pembrokeshire, this perception is heighted, by the
impacts of tourism, and vast seasonal weather changes

« At the height of the tourist season, household water
pressure drops significantly, and tankers are drafted in -
bringing greater awareness to the pressures on the water
system, and the issue of water scarcity

Wastefulness by the consumer, lack of
investment by water companies, substantial leaks
— lack of awareness of water as a precious
resource. A lot comes down to people -we're
consuming everything at such a rapid rate.

- Household H



Water providers are seen to have the greatest responsibility for managing
water supply and ensuring it is widely available

Responsibility for availability of water

Welsh Water customers

Water providers 77% \

Higher among older
53% customers
(88% 55+, 61% 18-34

The UK government

Everyone living in my community 46%

Me personally 37%

Ofwat 32%

My local council 32%

Global businesses

24%

Local businesses 22%

B9a: In your opinion, who has responsibility for ensuring water, in general, is managed as a resource so that it is always widely available?
Base: Welsh Water customers (503)




Awareness of Drought and TUBs

15



Awareness of the current drought in the UK is high as a result of national
news; in Wales, it's lower and driven by local news

Awareness of drought

Welsh Water customers

’

Are aware of drought in

o
83% the UK
94% living in the impacted area
68% Are aware of drought in
°

Wales specifically

X

R

95% living in the impacted area

Sources of awareness

Welsh Water customers

National News on TV

Local News on TV

National Newspaper

National Radio

From friends / family

Local Radio

Local Newspaper

Via social media from Welsh Water
Via social media - not Welsh Water's
Letter from Welsh Water

Other (please specify)

I don't know

32% >5%
(o)

A — A% —
52%

1 0,
7% >%

13%
——

(o]
3
F—1%, m UK
— %,
%
—

e K3
5%, 2

%%

m Wales

E.g. Saw its impact when
outside

B3. Wales, and much of the UK, is currently experiencing a period of drought. Is this something you were aware of prior to taking part in this survey? B4a: And how did you become aware that we are currently experiencing drought in the
UK? B4b: And how did you become aware that we are currently experiencing drought in Wales specifically? Base: Welsh Water customers (503), Customers in the TUB area (100)




Awareness of a TUB in place across the UK is high; fewer are aware of the
TUB in Pembrokeshire and Carmarthenshire specifically

» ’

69% are aware of a TUB
currently in place in the UK

( )

54% of those are aware of
a TUB currently in place in
Wales: this is 35% overall

. J
(

47% of those are aware of\

a TUB currently in place in
Pembrokeshire and

Carmarthenshire; this is

15% overall
\_ ’ Y,

/T —

98% living in the impacted area

C1: Are you aware of any Temporary Use Bans, more commonly known as a 'hosepipe bans', in place in the UK at the moment?, Base: Customers
(503), C2: And whereabouts in the UK are you aware that there are currently Temporary Use Bans (‘hosepipe bans’)? Base: Customers aware of TUBs in
the UK (324), C3: Do you know specifically which areas supplied by Welsh Water have Temporary Use Bans (‘hosepipe bans') in place currently? Base:
Customers aware of TUBs in Wales (174)




Two thirds know of TUBs occurring in the UK, with over half of these
citing the ban currently in place in Wales

Awareness of TUBs in the UK
Welsh Water customers g

North East - 4%

North West - 5% East of England - 15%

" ‘
West Midlands - 7% = *
Greater
q/

N Wales - 54% ) London - 19%

89% living in the impacted area -
South

- Channel
o South East - 33%
West - 20% Islands - 2% .

69% /) Yorkshire/Humberside - 9%
are aware of a TUB ‘ .
in place in the UK East Midlands - 6%

C1: Are you aware of any Temporary Use Bans, more commonly known as a 'hosepipe bans', in place in the UK at the moment?, Base: Welsh Water customers (503)

C2: And whereabouts in the UK are you aware that there are currently Temporary Use Bans (‘'hosepipe bans’)? Base: Welsh Water Welsh Water customers aware of TUBs in the UK (324), Customers in impacted area (100)




Of those aware of the TUB in Wales, a considerable minority name the

affected areas

Awareness of TUBs in Wales

Welsh Water customers aware of TUB in the UK

54%
of those aware
of a TUB in UK
know of one in
Wales*

N~

o 94% living in the
*This is 35% overall impacted area

_____________ ., Conwy - 2%

___n.,-.

I
Anglesey - 4% /@' f ; ,,I ‘~
(e r’

o —,,—> R T e Cheshire - 3%

Gwynedd - 3% PapmN _I?__,é.._;-;-"'
L < T (N Powys - 3%
igion-5% [ [ 7
Ceredigion . /r i, Rhondda Cynon Taff - 4%

Merthyr Tydfil - 3%

e Blaenau Gwent - 5%
Torfaen - 3%
Caerphilly - 5%

7 J4 <
Pembrokeshire / J___ B

- 36%

< - Herefordshire - 5%
oy Y . ™ Monmouthshire- 3%
\ Newport - 6%

Cardiff - 11%

Swansea - 8%
Neath Port Talbot - 6%
Bridgend - 5%

Vale of Glamorgan - 6%

C2: And whereabouts in the UK are you aware that there are currently Temporary Use Bans (‘hosepipe bans’)? Base: Welsh Water customers aware of TUBs in the UK (324) C3: Do you know specifically which areas supplied by Welsh Water
have Temporary Use Bans (‘hosepipe bans') in place currently? Base: Welsh Water customers aware of TUBs in Wales (174), Customers aware of Tub living in impacted area (89)




Awareness of the current TUB is largely through local and national TV
news; direct communications from Welsh Water are key for those affected

Awareness of Pembrokeshire TUB Sources of awareness

Welsh Water customers aware of TUB in Wales Welsh Water customers

Local News on TV I 60%
National News on TV NN 413%

Local Radio I 13%

47%
of those aware of a TUB
in Wales know of one
in Pembrokeshire
and parts of

Letter from Welsh Water I 13%

From friends / family [l 10% For those living in
the impacted area:

Via social media (not Welsh Water's) Il 10%
e 52% - letter from

Carmarthenshire* National Newspaper Il 8% Welsh Water
Via social media from Welsh Water Il 7% o 48% - local TV

N
S> National Radio M 6% ews

» 34% - national TV

o o O,
*This is 15% overall | gg9 jiving in the (ol Neepeper | | Got News
impacted area Idon'tknow 1 1%

C3: Do you know specifically which areas supplied by Welsh Water have Temporary Use Bans (‘hosepipe bans') in place currently? Base: Welsh Water customers aware of TUBs in Wales (174), Customers aware of Tub living in impacted area
(84) C4: And how did you become aware of the Temporary Use Ban? Base: Welsh Water customers aware of Pembrokeshire TUB (77)







Three-fifths feel the TUB was in some way surprising — though this is not
the case for all, especially NHHs whose business depends on water

——

Surprise at TUB

Welsh Water customers

56% living in

60% the impacted
area

The introduction of a TUB The introduction of a TUB
was surprising was expected

B Complete surprise ® A little surprising ™ Slightly expecting ® Very much expecting

D1a: To what degree is this Temporary Use Ban in Pembrokeshire and part of Carmarthenshire something you expected?
Base: Welsh Water customers (503), Customers in the impacted area (100)

4

I was surprised to be honest. I didn’t think this
summer had been that dry. It all seemed to happen
very quickly — all of a sudden, there was a hosepipe

ban.
-Household

Why didn‘t it happen sooner? We were all aware it
was going to happen — Llys-y-fran Reservoir was
getting low. I thought it should have happened in

June or July.
- Business: Farmer

-

.-



For those surprised by the ban, low awareness of comms contributed to a
sense of the TUB coming ‘out of the blue’

The introduction of a TUB

was expected 40%

> Generally not aware of prior comms
relating to water shortages - often

only hearing of the ban (and the need

for it) as it was about to be introduced g » Often already aware of the drought
: — and had been for a while
> May have been vaguely aware of _ ) an .
> Typically noticed changes to nearb
drought, but less aware of the extent A0 <) ri):f;r Iezllels. drier Ianclg or simply, ay
of the issue- e.g. if not affected on a day BAN § , lack of rain, or had heard about
to day level NOW ACTIVEIN drought through news/ online
» Some suggestion this was surprising for DEMBROKESHIRE channels

the area — with hosepipe bans more
associated with areas of England, than
Wales

> More attuned to drought due to
e.g. reliance on water for business
needs - esp. farmers and expecting
it to have come sooner, if anything

» May have remembered previous

The introduction of a TUB 60% bans or previous drought years (e.g.

was surprising 1976).




Surprising or not, there is acceptance of the need for usage bans; they are
recognised as necessary measures, which should be taken seriously

Attitudes towards Temporary Usage Bans

Higher among younger customers

Welsh Water customers (76% of 18-34 vs. 62% of 55+)
V
Agree (net): 86% 80% 80% 67% 48% 30% 25% 17%

M Strongly agree

I Agree

W Neither

W Disagree

M Strongly disagree

TUBs should be TUBs are I expect there to The introduction There should be I have spenttime Iwould report a I would not
taken seriously necessary be more TUBs in  of the TUB has more TUBs in  reading about the neighbour for not ~ change my
the future made me think place across other TUB to better  following a TUB  behaviour as a
more about the regions understand it result of a TUB
water [ use

D9. Here are a list of statements that someone might say about Temporary Usage Bans. To what extent do you agree or disagree with each of the following statements?
Base: Welsh Water customers (503)




For most, the ban has not had an impact on impressions of Welsh Water as
it is seen as necessary — but it does improve perceptions for just over a third

Impact on perceptions of Welsh Water

Welsh Water customers
—

® Feel much more - v' Done ‘for the right reasons’ — seen as necessary
positively towards them and something that should be taken seriously
v A sense that limiting hosepipe usage is a small

Feel a bit more positively ask — even for those who regularly use a hosepipe

The TUB has had a
positive impact on
perceptions of

towards them . . .
v Plus, rationalised as worth doing to protect

supply for the things that matter more e.g.

B No difference / no drinking water, washing etc.

opinion Welsh Water . .
I But for many — just seen as 'doing what needs to
/] be done’, thus not impacting perceptions
M Feel a bit more either way
negatively towards them 43% living in the
Impacted area
M Feel much more

negatively towards them

D10: What impact, if any, has the introduction of the Temporary Usage Ban, had on your perceptions of Welsh Water?
Base: Welsh Water customers (503), Customers in the impacted area (100)




Those who feel either more or less positively towards DCWW since the
TUB are typically polarised on whether the ban was proactive, or reactive

‘I feel more positively towards Welsh Water due to the TUB’

v" Viewed positively, as a sign of decisive action- taking
responsibility and control of the situation to prevent conditions
worsening further

VS.

‘I feel more negatively towards Welsh Water due to the TUB’ A=

' A minority view, but seen as ‘too little, too late’ - especially among
those in farming who had already been affected by drought/
water scarcity for some time

I Driven by limited awareness of earlier comms — a strong sense that
more should have done to prevent this happening or at least
prewarn those in at-risk areas - E.g. sense that customers could
have collaboratively reduced usage earlier, if given prior notification I was a bit annoyed to be honest, I could see it coming a

' Among some in Pembrokeshire, a perception that Welsh Water should milg ‘,’ff_ why couldn"t they?[fz‘lhey’a’hadbrough'z‘ i
be doing more to deal with leaks and pressure on the local supply restrictions before all this, fwgu/dn t have been as miffed
if asking individuals to cut down their own usage - BUSIESS, ey

JANN Wl i
P D i :
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Generally, the day-to-day impact of the hosepipe ban has been small,
meaning only minimal behaviour changes for most households

§

-

* Minimal impact on day to day life — for some, has meant no
change if not previously using a hosepipe
The TUB has had very

little or no impact on

* For others has largely meant:

« using a watering can for plants

daily life « washing vehicles less, or using a bucket or car wash
(Only 1% feel it has had a ‘big instead
d /7 D 7/,
impact; further 40% Some « Has piqued consciousness and led to several small examples | . D

impact; . .
e of wider water saving measures, most commonly:
« choosing showers not baths

ol L TRt ; * flushing the toilet less, while resources are low
» [ usually wash the windows with a hose, but I haven’t.

It’s a good excuse not to! I also didn’t wash the cars. .
I took them to a local car wash once instead.- « Generally seen as easy behavioural swaps, willingly made; for most

Household P Household customers, hosepipe usage was fairly low to begin with
. . - gl il i \- . Odd instance of following the TUB due to ‘societal pressure’ - e.g.
- lﬁ SN Lo e — 0y considering using a hose, but backing off for fear of others’ disapproval!

-

I did think about having baths, but then stopped « Some initial isolated concerns around affect on gardens - e.g. wilted

myself and opted for showers instead. I just felt a flowers and drier veggie patches but usually dispelled once in practice
bit guilty I suppose. — Household

T
; | Wl i . . ﬂ D3a: You indicated that you live in an area impacted by the Temporary Usage Ban. To what extent has this ban impacted you so far?
" . V3 » "
: . ' - %

Base: Welsh Water customers effected by TUB (100)

=~



For the NHH customer, wider awareness of water scarcity and drought
have driven greater behavioural changes than the TUB itself

=l SMALL BUSINESSES
T FARMING
« Often making an active effort to use less water; but .
some uncertainty if ban applies to them; desire for clearer
communication here/ advice for businesses « As with businesses, not necessarily restricting usage for
* Initially, some noticed early water pressure drops e.g. business needs — as ban not assumed to apply here:
holiday camp owner had to go and adjust water tank for the - But highly aware of the issue, and already saving water
shower block where possible — and choosing what to prioritise
+ Often assumed to be due to extra pressure on resources « E.g. prioritising water for filling drinking troughs,
in tourist season — before learning of drought not using hosepipe to clean-off tractors
* Examples of some changed behaviours: *  Heavily affected by drought — but less so by the TUB
* Holiday camp owner turning off garden irrigation « Often glad to see efforts being made to protect supply
system and allowed plants to die — but communicating in the area — but strong desire for this to have been
this to guests, who have been largely understanding enacted earlier (e.g. April / May)
* Local garage owner has stopped car washes during
the TUB but will return to normal afterwards as sees
the impact he can have as one business being minimal

.



There is a basic understanding of what a TUB means - but much of this is
due to it being known as a ‘hosepipe ban’; there is scope to clarify

» There is a general understanding that hosepipes are not to be used to
water plants, fill paddling pools, wash cars and wash patios

* But there is some uncertainty regarding whether the ban extends
beyond these activities — some question what else is / isn’t allowed. E.g.
Given a TUB is commonly referred to as a 'hosepipe ban’ — is this a ban on
hosepipe usage altogether, or are there exceptions?

* For businesses, there is some added confusion around what the ban
means for them specifically - although it is often assumed to be targeted
only towards household use

I think I got a letter at home, but nothing at the Garage that I can
remember, certainly nothing that was tailored to my business. I just
assumed it would affect everything - Business: Garage MOT/Service
centre owner

I did use a hosepipe to wash my dog after a walk in the woods. I'm not
sure if that's allowed or not — but there’s been a virus dogs have been
picking up, so I thought it was reasonable
- Household



Small scale changes to water behaviours are already being made by most;
a minority will continue with new habits once the TUB is lifted

Welsh Water customers

Before the ban was put in  Whilst the ban has Will continue once the

place been in place e e e R o WG SO emie ik

Turning the tap off when brushing teeth

Used the 'eco’' mode more on washing machine/dishwasher

Taking shorter showers/baths

Used a watering can rather than a hose on the garden/plants*

Washing vehicles less often*

Flushing the toilet less often

Used water restriction devices e.g. shower head

Washed my patio / doors / windows less

Filling paddling/swimming pools less often*

Used recycled water e.g. washing up water on plants

Watered my garden less / left the garden to die*

D8: Which of the following behaviours have you engaged with before and during the Temporary Usage Ban, and which will you continue once the ban has been lifted?
Base: Welsh Water customers (503) *Options rebased among those who own these things.




Although the impact of the
TUB has been limited, most
admit they are likely to return

to their usual habits after the
ban has lifted

On the most part — this is driven by ease and
convenience.

E.g. it is quicker and easier to use a hose for
gardening or cleaning cars, plus watering cans/
buckets can be heavy to carry around!

Smaller water saving changes feel easier to
maintain and adopt as new habits in the
longer term- e.g. turning off the tap when
brushing, or showering over baths...

But there is a risk most will slip back, once the
ban has lifted, and drought faded from the
news as seemingly ‘resolved’.




While there is some understanding that the ban will be in place until the
water supply replenishes, lack of timescales has led to uncertainty

Expected length of TUB

Welsh Water customers

Don'tknow [ 22% * Some recognition that replgnishing the
water supply can take a while and
October [N 15% : : -
that the recent rain does not immediately mean
November | N 11% the ban is lifted
It should havefit has already ended | 9% * Those who are aware the ban is in place - typically
Next year | N 8% believe the ban will be lifted by the end of
soon [ s% October or November
When water supplies have increased | 3% « However, others have no idea if they are still
= under a TUB or not, they assume so but feel this
December 5% — ; :
i has dropped off the DCWW and media radar —
Winter [ 5% lack of expected timescales in comms has led to
When there has been enough rain [l 5% _ confusion
Autumn [l 2% -« Regardless, a sense that the length of the ban
September [ 2% matters less as we move into the winter months

and occasions for hosepipe usage naturally wane

When the weather gets cooler 1% )
? 0% (e.g. paddling pools, lawns etc)

D2: The Temporary Usage Ban began on 19th August and is still ongoing. When do you expect the ban will be lifted?
Base: Welsh Water customers (503) e




Message testing and comms
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Awareness of drought and TUB comms has been limited except for those
in the affected area

Awareness of comms

Welsh Water customers

B Main sample

None of the above

Water saving tips

Messages of encouragement to not
waste water

Notices about the TUB in parts of

Wales and what this means for those...

Increasing awareness of the recent

high tempreatures and the imapct...

Generic messages about the
importance and preciousness of water

M In impacted area

-
N
X

30%

24%

22%

15%

14%

21%

25%

42%

50%

49%

44%

72% in
impacted
area aware of
at least one
of these, vs.
58% in
Wales overall

Wider awareness of comms is relatively
low— with many hearing from local or
national news before Welsh Water

Even in the area, a strong expectation
to have heard more, earlier; most
household customers are not actively
following DCWW on social media, and
often only became aware of the extent
of the issue once the ban was about to
come into force

C5: From 8am on 19th August, a Temporary Use Ban (TUB), more commonly known as a 'hosepipe ban’, came into force for Welsh Water customers in Pembrokeshire and a small adjoining part of Carmarthenshire — meaning that those in
this area are not permitted to use a hosepipe to carry out activities such as watering plants, or filling paddling pools or hot tubs. Have you seen any of the following from Welsh Water regarding this? Base: Welsh Water customers (503),
customers in the impacted area (100)




Among those who have seen comms, the content has been somewhat
effective in building trust

Impact of comms on perceptions

Welsh Water customers Some awareness of TUB was driven by the letter sent
— to households in the affected area;
15% v Generally, the letter was seen to be positive
v Spontaneously called out as clear and easy to
understand
M I trust them a lot more .

v A good means of explaining exactly what was and
wasn’t prohibited under the ban

I trust them a little more Comms from Welsh I But, often the first many had heard from Welsh
Water about the TUB Water on the issue
= No difference / o have improved levels s 6 e Dot ool -
e T ile (? e . er landed well, a perception tha N
communication could and should have come earlier;
ol trust them a little lecs /] e.g. so customers could have known to reduce usage,
46% among before crisis point was reached
‘those in the * Suggestion that text would have been a more
/mpacted area effective, yet still non-disruptive channel, to

M [ trust them a lot less ' . .
communicate each level of escalation prior to the

letter needing to be sent

2%

C6: You said you have seen comms from Welsh Water regarding the Temporary Usage Ban. How, if at all, have these comms impacted your level of trust in them?
Base: Welsh Water customers aware of comms (275)




Messaging emphasising the ‘preciousness’ of water is seen to be most
motivating over calls to action

Message testing

Welsh Water customers

Water's precious, let's not waste it

Water belongs to all of us. And we can all do
our bit to look after it

Let's use a bit less, and save a bit more
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C7. Welsh Water often share messages encouraging their customers to reduce their water usage. Which of the following messages would best motivate you to reduce your water usage?
Base: Welsh Water customers (503)




Emphasising that ‘we are in this together’ is seen to be more motivating
than encouraging individual behavior change

Message testing

Welsh Water customers

When the weather is warm, we all use more water. We are doing
all we can to get water to your taps, but you can do your bit 30%
too. Use all the water that you need but please don't waste it

We can all do our bit to look after our water this summer 20%

Why not think about what small changes you 20%
can make to save water where you can o

When the weather's warm, we all use more water. Let's use a 17%
bit less, and save a bit more o
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When its warm and dry, we can all make small changes to 13%
help save water o

C7. Welsh Water often share messages encouraging their customers to reduce their water usage. Which of the following messages would best motivate you to reduce your water usage?
Base: Welsh Water customers (503)




Sharing tips on water saving is less motivating for customers than
empahsing that there is a collective need for change to have an impact
), e i TROR

Message testing

Welsh Water customers

We're doing everything we possibly can to make sure you have enough water, but we need your\
help! Here are some small changes you can make to help save water:
* Make sure the dishwasher is full and use the eco setting

* When you make a cuppa, fill your kettle with only as much water as you need 51%
» Re-use washing up water on plants in the garden

These simple actions will help us keep our water flowing.

When there is a sudden heatwave, the demand for water increases and this is \
when there can be a strain on our resources.

We're working hard around the clock to make sure we get every drop to you, and 30%
we'd like to ask you for a little help too.

By making small changes to save water where we can, together we can make a big difference. )

~

Temperatures are set to increase again today, and after the prolonged warm weathe
we have experienced we are asking everyone to think about the steps
you can take to reduce the amount of water that's wasted. DA
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Keep hydrated but please don't waste it. Y

C7. Welsh Water often share messages encouraging their customers to reduce their water usage. Which of the following messages would best motivate you to reduce your water usage?
Base: Welsh Water customers (503)




Much of the water saving advice shared by Welsh Water has been heard
by customers before, revealing an opportunity to change DCWW comms

Water saving advice

Welsh Water customers

M Heard this
advice many
times before

M Heard this
advice a couple
of times before

M Heard advice
similar to this
before

B Never heard this

f’afivice before, Only fill the kettle ~ Turn off thetap  Use a watering can  Swap your daily Use water from your Always use the eco  When lathering,

IS 2% with as much water while brushing your ~instead of a bath for a shower, paddling poolto  setting to save  turn off the water to

information as you need teeth hosepipe to save and try to keep itto water the plants  water and energy save water
water four minutes

C8: Which of the following water saving tips have you head before?
Base: Welsh Water (503)




Although often missed, social media posts relating to TUB feel clear and
comprehensive - but should focus on shared responsibility

WA/ Dwr Cymru Welsh Water
Auvgust4 - @
We're experiencing the lowest levels of rainfall in
Wales in over a century. Pembrokeshire has had
Jjust over 80% of the expected rainfall since April

This means that our reservoirs are low and water
resources in Pembrokeshire are now at drought
level.

To ensure we maintain supglies for all customers
and the local environment through the summer
and into the autumn, we are implementing a
Terporary Use Ban, also known as a Hosepipe
Ban in Pembrokeshire from the 15th August.

Click here to access our statement
https://corporate.dwrcymru.com/.. ftemporary-
use ban-to.. See less

Effectively seen to inform and educate — clear in explaining the v
issue, and why action is needed

Inclusion of 60% stat feels relevant and lands the severity of v
the issue !
Tone feels about right — informal, but not too laid-back, cues a !
need for action but not panic

Overall - using the term Temporary Usage Ban is a positive; !
makes this feel like a wider issue than just hosepipe usage

(more likely to drive wider water saving behaviours, and relevant

even to those that don't currently use a hosepipe)

We have experienced a long period of warm dry weather
recently.

Te ensure we maintain supplies for all customers and the
local environment through the summer and into the
autumn, we are implementing a Temporary Use Ban in
Pembrokeshire from the 19th August.

This means that customers will not be able to use a
hosepipe to do any of the following:

- Water the plants

- Fill hot tubs or paddling pools

- Clean your cars, paths, patios, windows

BAN

IN PEMEROKESHIRE
FROM 19 AUGUST

If you feel that your circumstances mean that you should
be exempt from the ban, you'll need to get In touch with
us before the 17th August.

For more infarmation on the ban and the exemptions
please visit our website dwreymru.com/drought

Less urgent but feels like a natural build - clearly
communicates what is and isn’t permitted

Feels friendly and a bit lighter in tone

But can be seen to be a bit wordy; missing ‘proof point’ stats
Can also feel like the responsibility is being passed solely onto
customers; does not reference what DCWW are doing to help
For both, image can polarise. For those aware of the expected
levels; lands the message of drought. But for others; feels
contrary to the message — fields look green and healthy;
weather looks misty (and even a bit rainy!)




Explaining exactly what is and isn’t permitted is useful information -

clearly lands the impact to customers

HOSEPIPE |

e Dwr Cymru Welsh Water
August 19 - &
We're doing everything we possibly can te make
sure you have enough water, but we need your
help.

: From August 15th, there will be a Temporary Use

Ban in place in Pembrokeshire 3

Temparary Use Ban

We need to ask for yvour help in Pembrokeshire as we are
experiencing very low water |evels,

For now, there is a Temporary Use Ban in place.

We'll continue to work around the clock, 7 days a week to fix

Tempomny Lise

Hon
Graihiiddisd Dulirgidd Dies Do

— leaks, and tankering water around to keep the water flowing.
This means that customers will not be able to use We ask th:.’t vou please don’t use your hasepipe to do any of
: RN S RIS the fallowing:
BA N : a hosepipe to do any of the following: Wt
er the plants
t & Water the plants Fill hat tub dili |
Fill hot tubs or paddling poels T o Wb OF PRCCINE POOTS
NOW ACTIVE |N ) & pmainh i LU : 3 - Clean your cars, paths, patios, windows
» Clean your cars, paths, patios, windows
PE M B RO K ESH I R E To find out what this means for you, head on over to our
£ To find out what this means for you, head on website dwreymru com/drought
over to our website dwrcymru.com/drought See )
less Thank you for your cooperation.
v Feels collaborative, strikes a nice balance by showing both v" As with the previous, clearly outlines what is and is not allowed

DCWW actions and the customer actions. Language and tone v' Explaining what DCWW are doing to help e.g. working 7 days a
feel friendly, collaborative week feels like a strength

v" Usage of 'We and You' feels like we are all in it together — a I Although can be met with some scepticism among those
team effort. with previous experience of leaks going unfixed
v' Image generally seen to do the job v Inclusion of ‘thanks’ goes a long way — feels appreciative of the
I Although some suggestion showing the consequences of steps taken by customers
drought (e.g. a hosepipe on parched grass) might be more ' Map can polarise — for some; raises awareness that only they are
impactful affected (and leads to questions as to why)

v Clearly outlines what is and isn’t prohibited







Summary of key findings
. o ”
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UNDERSTANDING OF AWARENESS AND IMPACT ON
DROUGHT \ ATTITUDES TO THE TUB ) \ BEHAVIOURS /
Drought is generally known to be a result Awareness that the ban was going to For those in the impacted region, effects
of limited rainfall — and most are aware happen is relatively low; in the affected of the ban have been relatively small
of the role climate change plays here. area, the ban was a surprise to 44%— with largely meaning simple changes at home.
While the effects of drought on some only becoming aware of the extent Wider awareness of the pressure on the
household customers are fairly minimal, of the issue as the ban was about to be water supply has also prompted wider
for those working in industries such as introduced. However- the ban has not water saving behaviours. However - it is
farming, the impacts have been much negatively impacted perceptions of questionable how much of this will
more severe, and the demand for decisive Welsh Water, and there is recognition of remain after the ban has lifted, and when
action from Welsh Water much higher the necessity of TUBs drought has fallen fully back out of the

public consciousness =



Looking ahead...

Educate customers year-round - be visible, and address education gaps by growing
awareness of water scarcity, and the fact that Wales is not inherently resistant to
drought — even when water levels are not immediately low

Inform of water scarcity early, across direct channels — maximise reach and cement a
sense of keeping customers ‘in the loop'. Consider use of a proactive ‘low water level
warning’ letter or text message to introduce the issue early, both encouraging uptake of

water saving behaviours earlier, and prevent a sense of TUBs feeling unexpected. There
is permission to do this without causing panic — and bolstering perceived proactivity

Continue to explain the impact on the customer in direct terms, but reinforce a
sense of being in it together, by heroing both DCWW and customer actions in comms
— and offer expected timescales to avoid uncertainty
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