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Making the right choices: DVD



Today is part of a programme of consultation

We will use what you tell us today, together with the outcome of customer
research, to develop a draft plan.
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Helping our customers who struggle to pay

Today we will focus on helping our customers who struggle to pay, but please
also keep in mind the broader context:

Upward pressures on Slow economic growth New Government
our bills guidance

www.defra.gov.uk

Company Social Tariffs:

Guidance to water and sewerage undertakers and
the Water Services Regulation Authority under
Section 44 of the Flood and Water Management
Act 2010

—
defra’

Y
2
o
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We have choices to make

Who do we help? How much do we How do we help them?
help them?
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Today is about understanding your views

We would like to understand:

1. What you believe are the big issues relating to water affordability
2. What you think about how we currently help our customers

3. What you would like us to do in the future
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Introduction from Green Issues Communique

The role of GIC

 Independent workshop facilitation
* Ensuring the comments are noted
* Production of the Stakeholder Participation Report

Format for the day

» Partl: How do we already help our customers who struggle to pay?
« Part 2: What should we do in the future?
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10.15-10.30 Welcome from Severn Trent Water
10.30 - 10.40 Welcome from GIC and your expectations

10.40 — 10.55 Presentation 1: How do we already help our customers who

struggle to pay?
10.55-11.50 Your views
Break for Coffee
12.00 - 12.15 Presentation 2: What should we do in the future?
12.15-13.10  Your views
13.10 — 13.15 Close and thank you

Finish with lunch




What are your
expectations?

We want
to know
your views



Part 1. How do we already help our
customers who struggle to pay?

Laura Bennett
Customer Relations, Credit Management team
6 September 2012



Severn Trent Water

Key facts: Average customerbillscompared tonational average
£ (in 201112 prices)
« Serving 8 million customers o /\—/
3.2 million domestic accounts /M
» Lowest average combined bill in -
England and Wales W
&= Seyern Trent == National average (unweighted)

* In our region 9% of our customer
spend more than 5% of their annual income on water charges*

« However only 2% of our customers don’t pay their water bill

*source: Ofwat analysis of Family Resources Survey 2008/2009
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Methods of payment

Of the 2.1 million payments made during June 2012;

Payment Method % of customer base

Direct Debit 69.6%
WaterCard/Pay Point 17.9%
Bank Giro 5.2%
Debit Card 2.9%
Water Direct 1.8%
Postal Order/Cheque 1.5%
Debt Agency 1%

Credit Card 0.1%
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Existing schemes

Water Direct (c45,000 customers) WaterSure (c6,000 customers)

« A Government run scheme aimed at * National Scheme
assisting those who are unable to budget
» Charges capped for metered customers
« Small deductions taken at source and paid
to creditors. « Customers on a low income

* Maximum £3.55 for arrears « Large families

» Governed and maintained entirely by DWP | « Customers with medical condition which
require high water usage

« STW will not take an unemployed customer

to court

* 4 eligible benefits
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Existing schemes

Single Occupier Assessed Charge Assessed Volume Tariff
* Tariff for customers who are unable to have * Tariff for customers who are unable to have
meter fitted meter fitted
* Live alone « More than one occupier
» Based on property — £200 for a flat » Based on property type - £386 for semi
detached house
Free Meter Option Water Efficiency

* Fitted free of charge

Pro-active team in STW

* Possible reduction in charges Partnerships with housing providers

* 12 months reversion option Free devices available to all

Reduces charges
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Existing schemes

We have a number of support schemes in place to help those in
genuine need

Medical issue  Customers
leadingto currently on

high water scheme
Support scheme Unemployed Low income Disabled Elderly use (rounded)
o iy o L e 45500
e R [ R 6,000
CORE G Gciiar R R R e 6500
Assessed Charge)
L R L S50
e 61500
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Severn Trent Trust Fund

* The Trust Fund was formed in 1997

« STW have donated £46 million to date

* Over 300,000 people have benefitted from the fund

* C. £4 million has been allocated to support debt advice in the region
 Offer debt advice and budgeting advice

* Pro-active project to assist difficult to reach customers
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Together scheme

Trial scheme launched in 2010
« Scheme to assist low income customers or those going back into work

» 3 year scheme with eligible customers chosen following field visit — 500
customers in total.

* Eligible customers unable to maintain normal payment and not eligible for any
other STW scheme (Trust Fund grant for example)

« Each year customer must pay half of current years charges plus £50 towards
arrears — STW will match payments each year, clearing the remaining arrears
at the end of year 3.

e Limited results:

» only 6% remain active on the scheme
* 7% have had amounts matched

 Lessons learnt — poor customer selection, should third party administer scheme
to improve customer involvement?
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New Initiative for 2012 — The Big Difference Fund

« £500k charitable donation to Coventry Citizens Advice Bureau

Pro-active project to assist customers within Coventry & Leicester

CAB contact customers with high arrears who have not responded to STW

Once engaged customers receive CAB appointment to assist them with:

Debt and financial issues

Financial education

Benefit checks to ensure claiming their entitlement
Sign posting to other services if required (health concerns for example)
All utility bills ensuring correct tariffs and schemes
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Customer research

Communication

What do our customers want? What have we done?

Water Direct leaflet — font pale and too small New leaflet designed

Comms via housing associations and Councils Now work in partnership with 8 housing providers

Increase awareness of Water Direct Promotion via contact centres, training debt advisors
Improved comms from STW when payments missed Text messages, outbound calls

0845 — barrier to customers contacting STW Currently being looked into — date of free phone number TBC
Younger people unaware of need to pay water bills Education team visit schools

Improved STW website — links to other organisations New STW website to launch in September 2012.

Other

What do our customers want? What have we done?

STW only promotes CAB for financial advice — why not recommend others? | We now also promote CCCS

Single occupiers should receive discount We now have a single occupier tariff
Home visits Pro-active work by the STTF & CAB include home visits
All help offered is for people on benefits — what about those who work? Together Scheme Trial
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Working with external agencies
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http://www.communityhg.com/
http://ashramha.org.uk/
http://www.google.co.uk/imgres?imgurl=http://www.festivalhousing.org/includes/images/festival_logo.gif&imgrefurl=http://www.festivalhousing.org/&usg=___ZOn9TiF9AKtZ0szUIHXUDhcvCw=&h=182&w=294&sz=8&hl=en&start=1&zoom=1&tbnid=wNDk3XYIPrttvM:&tbnh=71&tbnw=115&ei=Ujr9T6nIMsjB0gWt8_zfAg&prev=/search?q=festival+housing&um=1&hl=en&safe=active&sa=N&rls=com.microsoft:*:IE-SearchBox&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://www.c-w-c.org.uk/assets/images/Macmillan Mid Green JPEG.jpg&imgrefurl=http://www.c-w-c.org.uk/volunteer-at-macmillan-one-stop-support-at-coping-with-cancer_a97.aspx&usg=__vYME6H7sFFA8cJWM59PPrss42LM=&h=632&w=1519&sz=163&hl=en&start=3&zoom=1&tbnid=reSYmX2pYV0oiM:&tbnh=62&tbnw=150&ei=PewYUOjeJum70QXQ74DYBg&prev=/search?q=macmillan&um=1&hl=en&safe=active&sa=N&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://www.computing.co.uk/IMG/658/108658/dwp-2-370x229.gif?1296745449&imgrefurl=http://www.computing.co.uk/ctg/analysis/2023935/dwp-aims-avoid-software-disasters-agile-development&usg=__u4uDAbf0TS4UzTDBUQ27e_qQ0Rc=&h=229&w=370&sz=11&hl=en&start=1&zoom=1&tbnid=efyW_w-XhehkfM:&tbnh=76&tbnw=122&ei=r-wYUOC-DoOi0QWqk4HwBQ&prev=/search?q=dwp&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://www.miamusicawards.com/images/uploads/moneyway_logo_RGB.jpg&imgrefurl=http://www.miamusicawards.com/categories.htm&usg=__luJ8-gYXHXG1ck6W3hk5cb2Odzg=&h=307&w=709&sz=109&hl=en&start=2&zoom=1&tbnid=frm5DL0kLBlXiM:&tbnh=61&tbnw=140&ei=wuwYULTADu-S0QWquICQDw&prev=/search?q=moneyway&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://sohoroadshopping.co.uk/paid listing/EDAS Foundation.bmp&imgrefurl=http://sohoroadshopping.co.uk/&usg=___6UDWcYxb1BwtE8rz3tXmTPI-gQ=&h=86&w=279&sz=71&hl=en&start=5&zoom=1&tbnid=786ckUxrkZCvpM:&tbnh=35&tbnw=114&ei=Ne0YUJHpCsbD0QWil4CwBA&prev=/search?q=EDAS+foundation&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://redditch.whub.org.uk/cms/images/age concern.gif&imgrefurl=http://redditch.whub.org.uk/cms/community-and-living/voluntary-organisations/grant-funded-projects/age-concern.aspx&usg=__XWXGh90ol1FZYIztoSdOkCxzT0M=&h=312&w=400&sz=13&hl=en&start=2&zoom=1&tbnid=obGo0LIBC5Cx8M:&tbnh=97&tbnw=124&ei=Ue0YUOOeC6G20QWv_4HgDw&prev=/search?q=age+concern&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://forms.northlincs.gov.uk/NR/rdonlyres/05FCE39A-2F48-4D73-B260-AA0093C29D6D/33848/LoanShark1.jpeg&imgrefurl=http://forms.northlincs.gov.uk/NorthLincs/Environment/tradingstandards/ConsumerInformation/LoanSharks.htm&usg=__ryWg4SSOM89ARgRDbM2g_nBUNUM=&h=411&w=250&sz=26&hl=en&start=4&zoom=1&tbnid=vtfAlMuqtogCYM:&tbnh=125&tbnw=76&ei=H-4YUM6jMMa30QXV2ICQCw&prev=/search?q=loan+shark&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://www.eveworks.co.uk/nottingham-city-homes.gif&imgrefurl=http://www.eveworks.co.uk/&usg=__BCVYWnGHWv9IuBDW0kdKho_nMT4=&h=220&w=220&sz=20&hl=en&start=1&zoom=1&tbnid=thA1Hbq2_yfHnM:&tbnh=107&tbnw=107&ei=TO4YUJy-K-HW0QWXoYHYAg&prev=/search?q=nottingham+city+home&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://www.efficiency-em.co.uk/images/tuntum.gif&imgrefurl=http://www.efficiency-em.co.uk/members.php&usg=__3GbMv-2nMnxb3oJFPilQKRTTAaM=&h=220&w=220&sz=8&hl=en&start=2&zoom=1&tbnid=3UQFFNb-UzZcmM:&tbnh=107&tbnw=107&ei=1u4YUN63CKjK0QWJ5IHwBg&prev=/search?q=tuntum+housing+association&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.whitleyacademy.com/
http://www.google.co.uk/imgres?imgurl=http://www.willenhalladvicecentre.co.uk/images/logos_cls (2).gif&imgrefurl=http://www.willenhalladvicecentre.co.uk/&usg=__aE8dE2PmWTRrYnB-xYgKLUeN6iQ=&h=106&w=116&sz=3&hl=en&start=3&zoom=1&tbnid=--6kEIIX4D881M:&tbnh=80&tbnw=87&ei=Y-8YUIyeHq2Y0QXtioEw&prev=/search?q=willenhall+advice+centre&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://www.castlevale.org.uk/images/castlevale-tra_20.jpg&imgrefurl=http://www.castlevale.org.uk/&usg=__tml4qvFMgrDHI2NmLW4dZktg_Bs=&h=205&w=846&sz=99&hl=en&start=2&zoom=1&tbnid=ZJ9vQr_BA4W2mM:&tbnh=35&tbnw=145&ei=lu8YUKm-JoLH0QXf5YDwAQ&prev=/search?q=castle+vale+tra&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://1.bp.blogspot.com/-fCw1fzdz_L8/TdKEGQZHDnI/AAAAAAAAp8Q/AHXZvagvsdE/s1600/BDRC+logosmall.jpeg&imgrefurl=http://www.spaghettigazetti.com/2011/05/birmingham-disability-resource-centre.html&usg=__-pTUxi1192AW22TI55eeSH7RYK8=&h=1489&w=1500&sz=650&hl=en&start=3&zoom=1&tbnid=VDYDGZRhlvhUtM:&tbnh=149&tbnw=150&ei=z-8YUK3WDIKr0QWhqoDAAw&prev=/search?q=Birmingham+Disability+Resource+Centre&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.google.co.uk/imgres?imgurl=http://www.2shrop.net/live/images/cme_resources/Groups/gF179CC61-3130-4AFF-94E9-0D7E7CC41132/images/Wrekin-Housing-Trust-Logo.jpg&imgrefurl=http://www.shrewsburytowncouncil.gov.uk/2shropnet/AToZOfMini-sites/S/ShrewsburyTownCouncil/ShrewsburyInBloom/ShrewsburyInBloomSponsorship/GoldSponsors&usg=__rJod0XQwQDnMuBFlDE5S1oh0o00=&h=282&w=600&sz=30&hl=en&start=2&zoom=1&tbnid=U1fdpb7jMh0DDM:&tbnh=63&tbnw=135&ei=ffAYUKnDKYal0QXWj4HgBA&prev=/search?q=wrekin+housing+trust&um=1&hl=en&safe=active&gbv=2&tbm=isch&um=1&itbs=1
http://www.cccs.co.uk/home.aspx

Discussion

We want
to know
your views




Discussion

We would like to know....

1. From your experience, what are the big issues relating to water
affordability?

2. How far do you believe our current approach goes towards
addressing these issues?

3. What more can we do to encourage take-up of our schemes?

4. How do you think we compare to other utilities?
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Part 2: What should we do In the
future?

Dale Kenwright

Strategy and Regulation team
6 September 2012



Introduction

Affordability is a complex issue

« Our average household bill for 2012-13 is £325
« We want help to understand:
— who needs assistance?
 those in genuine need
* influence long term behaviours and ability to pay
* minimise bad debt
— how much do we help them?

« customers are telling us they are prepared to pay an extra 1% on their bill to help us
address the issue

« this would equate to £3.25 per customer or around £10m a year

— how can we best help them?
 there are many different types of customers in different circumstances
 there are many different approaches we could adopt to help them
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Who needs assistance?

25%

20%

EProportion of Severn Trent
households spending > 5% of
income

15%

10% -

B Proportion of householdsin
England & Wales spending
more than 5% of income

5% 5%

5% —

0% -
Lone parent Single Pensioner Pensioner Couple with Couple Multi unit
without single couple children without
children children
No. of Customers 25k 126k 63k 13k 33k 35k 16k
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How much should we help them?

« Our current average household bill is £325
* A 1% additional contribution would provide circa £10m per year

* Do we help a lot of customers a little?
— reduce all 311,000 customers bills by around £32 per year

* Do we help a few customers a lot?
— reduce the bills for all pensioners by £238 per year.

« However, any of the above would increase our average household bill to
£328
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Customer types experiencing difficulties paying their
water bills

Low earners * In work but now struggling (squeeze on low incomes and credits)
Changing o[l S EIR[e= © Used to paying bills, less aware of what help is available
On the move * Arrears / difficulties as result of house move
Financially naive » Poor financial management skills / not exploiting payment options

Chaotic lives * Live day to day compounded by social problems

» A notable % of Trust applications with disabilities & problems with

Disability issues changes to ESA

Behind a |anguage o184 [=J@ - Multi-ethnic customer base

Won't pay - Bill can be afforded with different choices
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How do we help them?

 Clearly one size doesn't fit all
« We need to identify the most appropriate solution for each customer

« Some examples:
— pensioners, who are on low incomes and are paying high unmeasured bills may
benefit from a combination of metering and water efficiency measures

— low earners who are financially naive may benefit more from advice on benefit
entitlement, budgeting, payment options and the Severn Trent Trust Fund (STTF)

— customers who historically have been good payers but who have found
themselves in debt or struggling to pay as a result of a change in circumstances
may benefit from debt advice from the CAB/STTF or assistance via the ‘Together

Scheme or STTF
* The above are examples, we would like to know your views and how a
‘social tariff’ might fit in with this

29 Helping our customers who struggle to pay: September 2012



Discussion

We want
to know
your views




Discussion

We would like to know....

1. Whatis the right balance? Should we help a lot of customers a little or a few
customers a lot?

2.  Which customer groups do you think we should be helping and why? Can
you prioritise them?

3. How do you think we should determine eligibility?
4. What is the right type of support for these customers?

5. In what circumstances do you believe a social tariff should be offered?
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Thank you



Next steps

We will feed back to you:

» A copy of Green Issues’ report will be
available.

* Our Water Forum will discuss this report.

* When we publish our draft plan in April 2013, we will explain how views
have been taken into account and the choices we have made.

 You can give us your views on whether we have made the right choices
In our draft plan.
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You can find out more at:

www.severntrent.com/makingtheright
choices



http://www.severntrent.com/makingtherightchoices
http://www.severntrent.com/makingtherightchoices

