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Background

Every water company has a target to achieve Net Zero by 2030. Therefore, Yorkshire
Water are working on methods to reduce their carbon emissions and offset carbon
through their own initiatives (such as tree planting and peatland restoration). However,
despite these reductions, Yorkshire Water will not be able to meet Net Zero targets by
2030 on their own. Therefore, they are currently assessing alternative options, such as

purchasing Carbon Credits to help meet Net Zero by 2030.

Objectives

How concerned are customers about
the environment?

How do they feel about carbon
offsetting?

Do they see merit in supporting
schemes both in the UK and abroad?
How do they feel about Yorkshire
Water purchasing carbon credits?

Do they think we should offset carbon
ourselves or by purchasing credits?

Methodology

Weran asurvey on the Your
Water community and with 3rd
party panel

DATE:12th Jan = 19th Jan 2021

556 respondents took part:

356 Your Water Community
200 Third party panel

We conducted 2 X focus groups
with Your Water members

7th— 8th Feb 2023

respondents took part



Key Takeouts

Key learnings Key learnings Key learnings

There are relatively low levels of There's a preference for Yorkshire Water to Carbon offsetting projects relating directly to

awareness/understanding on the topic. fund its own carbon reduction projects. the environment or energy would be

considered most suitable.

Awareness of specific actions taken by Sentiment towards carbon credits is more

Yorkshire Water to reduce carbon polarised. Customers would prefer to see Yorkshire Water

emissions is low. focus on UK-based projects — ideally in the

But customers don't know all the details of Yorkshire region.

But there’'s a perception among some that what's involved, or the extent to which other

water companies are well placed to tackle options have already been explored.

the issue.

+ Any initiatives taken up by Yorkshire + If proceeding with the purchasing carbon + If making choices on where to invest,
Water are likely to be completely new to credits, reassurance will be needed for ensuring this has a clear benefit to the
customers and will need to be presented customers as to: why this is the best option environment will help engagement.
as simply as possible. and alternative/additional steps being » Projects closer to home are likely to be

+ It will also be important to make clear the taken. perceived as more relevant/directly
scale of the challenge faced by the water * Reassure that purchasing carbon credits beneficial and should be considered first,
industry to challenge misconceptions. isn't coming at the expense of other priority before looking further afield.

initiatives such as fixing leaks & updating
infrastructure.
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Awareness of net zero and government targets is YGUR
relatively high, though water targets are less known WATER

Though some acknowledge a personal responsibility to balance their carbon footprint, many
associate the term ‘net zero’ with business/industry initiatives

Level of awareness Knowledge of net zero
Survey data Survey and group feedback
Net zero refers to the balance between the There's an assumption net zero is primarily a concern for industries to tackle:
amount of greenhouse gas produced and ) _
the amount removed from the atmosphere “Removing as much carbon in the atmosphere as you create, especially in
relation to businesses/industry”
The government has set a target for Though many also view net zero as an imperative forallto act upon.
carbon neutrality across all sectors of the
UK economy by 2050

“This term can apply to individuals, companies, countries etc. and basically
means removing as much CO2 from the planet as your activities add to it.”

The water industry has set a target to Some indicate scepticism toward the targets/net zero as a concept:
reach carbon neutrality by 2030

“It's the latest meaningless environmental buzz word”.

o In our groups, participants were surprised to learn the 2030 target is solely
None of these 17 /o focused on operational carbon.

Sig higher for Your Water members

Where communicating efforts to meet the 2030 target, Yorkshire Water will first need to

Q12.To startwith - tell us anything you know about net zero’. N=556 make clear that this is an industry target which all water companies must strive to meet.

5 Q13.Which of the following were you aware of before today..N=556



There’s an expectation that all larger companies are YﬁUR
taking steps to tackle carbon, and YW is no exception WATER

But many feel too ill-informed to judge Yorkshire Water's performance in this area

How do YW perform when it comes to carbon emissions?
Survey data

“I think they always

Idon‘tfeel hev're doi Past comms have helped to

informed enouah convince of YW’s commitment to seem to have

G G ini%n agreatjo carbon neutrality/environmental ; o

9 p SSUeS. sustainability and
. ) ” climate change at the

And there’s trust that as a well- .
known company YW will be taking forefront of th.ell’ gOG/S
positive steps here. and everything they
Plus many recognise the scale of dO, Gl’?d I have. a
the challenge faced. pos:tlve Impression of
However, some suspect due to them and their efforts”

They’re doing a poor negative press relating to other

job and require big environmental issues that YW will
improvements be underperforming with carbon by
extension.

6 Ql4.How do you think your water provider Yorkshire Water currently perform when it comesto carbon emissions? N=556
Q16: Based on what you know — how do you think Yorkshire Water are doingin their efforts to reduce/neutralise the carbon they produce? N=556



Awareness of specific actions being taken Y&UR
to reduce carbon emissions is also limited WATER

There's fairly good awareness of tree-planting, though some feel “We're probably too late now to expect the

land owned by Yorkshire Water is not used as well as it could be planting of woodland in the northern
hemisphere to be a significant source of

carbon capture. But repairing the
peatlands and stopping the breakdown of
the peatlands apparently would be a
Tree planting 49% much quicker and far more effective way
of capturing carbon.”

YW actions aware of
Survey data

Using renewable energy 32%

erecsing electic eticles i fleet — el o )
evaporation of water. So given the drought
that we’ve just been through, there could
be more than one benefit. | think Yorkshire

Peatland restoration 27%

panel (40% and 13% respectively). potential there as well.”

installing solar panels acrass YW sites MIEITISERS @ff T VeUs Lieien Water were one of the first landowners in
Using more nature based g?;nr;ﬂ%zs;e(gf%e;%mreness this area to {n;tfall Wind-turbines to hel'lp
infrastructure Peatland restoration (35%) power their activities. So, given that they rle
Converting tankers compared to customers from the such a large upland landowner, there’s

I

Something else

“When you see all these reservoirs all over

None of these 34% Yorkshire, Yorkshire Water have got an opportunity.
If they start doing all these power generations into
their own business, they can capture all the public
by saying ‘You’ve got 1 billion with heating
problems, look what we’re doing.”

QI15.Below are some of the actions Yorkshire Water are currently undertaking to reduce their carbon
emissions - which of these wereyou aware of? N=556



Awareness and

1 sentiment towards
. carbon offsetting




Almost all have heard of carbon
offsetting, but very few feel
confident they know a lot about it

Understanding of carbon offsetting
Survey data

.......................................................... : “An example of

. 7% 44°, 8% carbon offsetting is
' ¥ planting enough

iKnoonot Know some Don’tknowi Haven't
details ‘i much : heardofit trees to ngOI’b the
‘.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.:..".'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.'.:: CO2 emitted by our
Your Water Panel Eg"""""."h.."h."f".Y""..E aCtivitieS SUCh GS
Know a ot Aor | w | A

taking a flight.”

Know some A 218% 38% A sig higher for panel  *
Don’t know much 34% A5'|% E:............................:

While most are able to describe the basic premise of carbon offsetting, few can delve into the specifics.
Often offsetting carbon from flights is referenced, likely due to the increase in airline initiatives enabling this option.
Many also reference tree-planting.

Some reference ‘paying others’ to offset carbon with only a small number mentioning ‘carbon credits’ specifically.

]

g QI8.Which of the following best describes your understanding of ‘carbon offsetting? N=556

Q19.Imagine you were explaining carbon offsetting to afriend - what would you tell them about this topic? How would you explain ot it in

P N=55

| R



...And very little is known about
carbon credits

Understanding of carbon credits
Survey data

4%  17% 40%

Knowalot : Knowsome : Don’'tknow Haven't
details : much heard of it

Your Water Panel

Know some details A 20% 12%
............................. Few are confident enough to provide a definition of carbon credits.
A sighigherforYour =
: MR Wwatermembers  : Those who do tend to suggest it involves a trading system between
companies enabling them to buy/sell credits which will allow some
organisations to produce carbon in excess.
Key insight G

Given relatively low levels of awareness/understanding on the topic, it's not something many
customers will have given thought to. Any initiatives taken up by Yorkshire Water are likely to
be completely new to them and will need to be presented as simply as possible.

Q20. And which of the following best describes your understanding of ‘carbon credits’? N=556
10 Q21.What (if anything) do you know about ‘carbon credits’? N=556



Customers are interested in how Yorkshire Water is YﬁUR
progressing toward carbon neutrality WATER

Given the interest in this topic, they’d like to hear more about steps being taken and
track their impact

Interestin the topic “Octopus put it into tonnes, so
Survey data when you're with them they say,
‘By doing this, our customers this
year have saved ‘x’ tonnes of
e carbon, which is a million trees
nterested worth’.. You can actually get your

Notat all
interested

head around the figures and see
what you're doing.. They don't
: make it complicated, they make it
_A Net interested sig higher for those with under 18s in HH real/y Simp/e - basically they just
........................................................................... show you a little graphic.”

There's an interest among customers in tracking Yorkshire Water’s carbon-production progress over time.
Their interest extends beyond the 2030 target — they want evidence that they’re supporting a progressive, dynamic business.

Customers would also appreciate guidance in reducing their own carbon footprint — especially in relation to water use.

11 Q34.And based on everything you've read today, how do you feel about the topic of carbon offsetting? N=556
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There is a preference for Yorkshire Water-funded Y&UR
offsetting projects WATER

Itis those with less knowledge of credits that are more open to their purchase

Sentiment toward Yorkshire Water working toward a net zero target by... _
Survey data [left] focus group feedback [right] The more customers claim to know about carbon

credits, the more they dislike the idea; negative
perceptions include:
Extremely positive ) ) )
« That carbon credits are us (rich countries)
buying ‘poor’ country’s carbon allowance.
« That all of the money meant for carbon
76 funding thei eotti oot cre.d.it.projects is skimmed off by corrupt
unding their own offsetting projects politicians/governments etc.
« That carbon credits don't actually have their
N . . stated impact and that the money is bein
60 a combination of own projects and carbon credits S G P y 9
However, there’'s some consensus that carbon credits

45 purchasi b dit
pUrehasing carbon credits are ok to include in a blended strategy.

Our more engaged participants from the Your
Water community are significantly more likely to
prefer Yorkshire Water funding its own projects.

But only as long as Yorkshire Water can be sure the
projects are delivering against their claimed benefits
(there’s a big risk in choosing carbon credits and

Those claiming not to know alot/know nothing subsequently being found to have ‘wasted’ money).

are more likely to prefer the use of carbon credits.

—

Q22: For the next question, you'll see three possible approaches Yorkshire Water could take to work towards a net

13 Zero target. Tell us how you'd feel about each..N=556



Opinions are polarised on whether purchasing carbon credits
is a good approach to meeting carbon emission targets

Sentiment toward Yorkshire Water purchasing carbon credits...
Survey data [left] focus group feedback [right]

“They’re an interesting
To achieve 2030 target To achieve 2050 target idea but they’re a bit of a

39% net positive 37% net positive cop out - we're relying on
another company to do

all the work. It’s still better
than nothing but it feels
279% 26% like we could do more.”

/Keyinsight @

Based on the overall initial response, customers are not overly
supportive of the planned strategy for Yorkshire Water to
. 18% investin carbon credits — however, this is in the context of not

21% knowing all the details of what's involved, or the extent to
which other options have already been explored. Either way
though, if proceeding with the investments, reassurance will
be needed for customers as to why this is the best option, and
that investmentisn’'t coming at the expense of other priority

(o) . o, .
31% net negative 34% netnegative \initiqtives such as fixing leaks & updating infrastructure. /Q

W Very positive 1 Somewhat positive B Neutral m Somewhat negative M Very negative

14 Q26:How do you feel about Yorkshire Water purchasing carbon credits to achieve both the water sectors'target of net zero by2030, and the government target of net zero by 2050? N=556



Though there’s limited support for purchasing carbon YGUR
credits, customers expect YW to meet the 2030 target WATER

A lack of knowledge in this area leads customers to believe this can be
achieved through carbon emission reductions

Preferred strategy
Survey data

Focus on investing to reducing own
carbon emissions

No idea

Invest in carbon credits

Don't achieve the 2030 target, aim
for 2050 instead

Other

12%
9%
8%

1%

Perceptions of Water Industry’s carbon emissions
Survey data and focus group feedback

While many (claim to) recognise the challenge being faced
some hold the misconception that water as an industry won't
generate high carbon levels.

“I don’t see water as a dirty industry so | suspect you're one of
the smaller problems.”

And there’s an assumption YW will be well-positioned to
tackle carbon (and therefore could meet the targets through
investing in its own projects).

“I think a water provider might have more opportunities to do
good for the environment. E.g. using hydro-electric power.”

Misconceptions about the water industry’s carbon burden and ability to tackle it contribute to high expectations around YW's ability to reach net zero
quickly. Yorkshire Water will need to tackle misconceptions to make clear the extensive challenges being faced and the vital role carbon credits will

play in addressing this.

15 Ql4.How do you think your water provider Yorkshire Water currently perform when it comesto carbon emissions? Think about this in terms of how much carbon they might produce and how well they might tackle
these emissionsvs. other water providers/businesses/sectors? q31: Taking everythinginto consideration- what do you think the preferred strategy should be for Yorkshire Water to reach net zero by 2030? N=556



Nature-focused actions are
prioritised by customers

Many believe Yorkshire Water could become a big part of the solution

“I would like them to be

e o O« toup fooback et s felt recuoton/mitigationshoud SIS BRI
Y P grotie be a top priority (alongside X carbon offsetting they
Tree planting, peatland  Increased use of addressing leaks/sewage). % can do with their own
restoration etc.: greenenergy: resources, because they

Customers are surprised but

pleased to hear of planstohave all = 1 &elgilex]s companies
EV fleet vehicles by 2030 and 22%
self-generated energy. -8 they should be really
Customers would like to see ambitious.”

36 Points v ; R )

Yorkshire water run with this, even
becoming a greenenergy
provider - taking green energy
production beyond self-sufficiency

Travel - Zero emission Buying carbon into feeding the grid.

and electric vehicles: credits:

Given the volume of land owned
and potential for peat/moorland
as a cdrbon sink, many felt
Yorkshire Water could manage its
own environmental projects in the
7 Points 2ger } E - Hp 1
= 4 ,_; ;’ | . ZaTEres ...-.". .;.‘ 1. -

Ql4.How do you think your water provider Yorkshire Water currently perform when it comesto carbon emissions? Think about this in terms of how much carbon they might produce and how well they might tackle these emissions
6 Vs other water providers/businesses/sectors? N=556.28: Below is alist of some of the ways in which a company can work toward Net Zero (achieving a balance between the amount of greenhouse gas produced and the -
amount removed from the atmosphere). Take alook at the options below and allocate points based on which you believe Yorkshire Water should most focus their attention on. N=556 -~




- s A/-, -7 2 ll
— AW
- :
-
|

»

Carbon offsetting - ’g‘ e
project preferences A~ e ?

InSites Gonsulting




Customers are steadfast in their preference
for carbon credits that relate to local projects

Though they recognise carbon as a global issue, they want to

directly experience the benefits of their investments

Location preference (offsetting projects in UK vs. abroad)
Survey data [top] focus group feedback [right]

=1 [

.._‘ b 0 23.12

Mean score

UK

Abroad

‘I'd like YW to consider the followingwhen making net zero decisions’

% Net Agreement - Survey data

85% My local area

44% Peoplein developing countries

In the groups the hierarchy for
project location was:

1. Inthe Yorkshire region

2. Inthe UK

3. Developing nations.

There's recognition CO, is a
global problem but
predominantly customers
want to see progressive work
happening in the region.

Customers referenced the fact
that they wanted to directly
benefit from their contribution,
and that they might see
people in their area inspired
with YW setting an example.

18 Q29.1f Yorkshire Water were to buy carbon credits, these can be purchased from projects eitherin the UK or abroad, which would you prefer? N=556

Q33: Finally, let us know if you agree with any of the following statements..I would like Yorkshire Water to consider the following when making decisions about net zero investment...N=

““We do need to be
careful about saying
we can’t do 2030 by
doing things in
house/locally/in the
region because then
what you're saying to
Yorkshire Water
customers is we want
you to pay for us to
reduce our carbon
footprint by spending
money elsewhere and
| think that’s going to
be a tough call. |
wouldn't be happy
with that. Well done
you've offset that but
how does that benefit
us?!”




Projects relating directly to the environment or energy YGUR
would be considered most suitable WATER

Project preferences are very much in line with priorities for actions (slide 16)

Project preferences
Survey data [top] focus group feedback [right]

34% 9%

: Community
Forestry and conservation projects

When askegl what does a ‘good’ carbon credit look like? Our focus groups suggested the following features (shown in order of
preference):

e Linked to a water project (because of its connection to the brand)

e Environmental project

e Social project; there was some concern about ‘forcing’ projects onto poorer nation’s so any funded project has to stand up to
scrutiny of ‘need’ as well as having been clearly audited [ have provable carbon mitigation outputs.

e A projectis considered more valid if it also brings other benefits to local area.

19 Q28b: There are 4 main types of carbon offsetting projects from which Carbon Credits can be purchased. If Yorkshire Water were to buy carbon credits, which type of project would you consider most suitable? N=556



20

...And when considering benefits, clean energy and a
positive environmental impact are the priorities

Project preferences
Survey data [top] focus group feedback [right]

There's a multitude of perceived benefits of nature based

Renewable energy [N solutions in addition to carbon removal, including

Improving biodiversity/environment  [EEEGEGEGEGEEEGA
Improving health & wellbeing [ IIEGEGEEETA
Improving access to water |GGG
Providing employment |GGV
Benefits vulnerable/... [INIEGIGIEIINZA
Improving access to education |INPYA
None [

/Keyinsight \_

If making choices on where to invest, ensuring

this has a clear benefit to the environment will

help engagement — ideally on projects closer

to home that customers may feel have more

relevance/additional benefits, before looki ng
Qurther afield to global projects. j

increased well-being and improved biodiversity.

However, there’s a recognition that this is not a quick fix —
o and some feel it important to ensure local customers can
93% directly benefit from environmental improvements.

Would like Yorkshire Water to
consider the environment “You’ve got a heck of a lot of

when making decisions ”
about net zero fences, they could all be hedges...

“..Planting trees takes a long time, the best
If the strategy was in line with time to plant a tree is 50 years ago but the
their preferences — customers second best time is now, it’'s not going to be

would be finewith a small an instant hit, but if we’re going to make a

Ll [0 e Bl GloeLi 50D / change planting trees is the key thing...”
£1 a month to contribute to it gep g /G b

(although some would

disagree on principle given the “..Yorkshire Water absolutely need to do that
amount shareholders ‘take’ but ensure people have access to the land,
from the business). [Focus and also tell your customers why you're doing
group feedback] it and what the advantages are for them.”

Q30: And, which, if any, of the following benefits do you think should be taken into consideration when choosing a project and its carbon credits? N=556
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Appendix 1: Awareness of initiatives

q13: Which of the following were you aware of before today.. Total Community Panel
Net zero refers to the balance between the amount of
greenhouse gas produced and the amount removed from the 62% A 65% 56%
atmosphere

The government has set a target for carbon neutrality across all o o o
sectors of the UK economy by 2050 67% A 72% 59%

The water industry has set a target to reach carbon neutrality o o o
oy 2550 26% A 30z 18%
None of these 17% 15% 19%

sig higher for Your Water members 4,

29 Community N=356;
Panel N= 200



Appendix 2: Project preference

Total

100

Extremely positive

.......... 70 funding their own
offsetting projects

----------- 60 a combination of own
projects and carbon credits

45 purchasing carbon
credits

0

Extremely negative

Your Water members

100

Extremely positive

A ----------- /8 funding their own

offsetting projects

59 a combination of own
projects and carbon credits

42 purchasing carbon
credits

Extremely negative

23 Q22: For the next question, you'll see three possible approaches Yorkshire Water could take to work towards a net

Zero target. Tell us how you'd feel about each..N=556

Panel respondents

100

Extremely positive

---------- 73 funding their own offsetting projects

A """""" 63 a combination of own projects and

. carbon credits

52 purchasing carbon credits

. 0
Extremely negative



Appendix 3: Sentiment towards the purchase of Carbon

Credits

: To achieve 2030 target

39% net positive 31% net negative

—|
o
—~
Q

37%

net negative

35% net positive

A 19% net positive 20%

net negative

_U
Q
>
@

37% net positive 34% netnegative

_|
o
—+
Q

32% net positive 40% net negative

Your Water community

A 16% net positive 23%

net negative

Panel

24 M Very Positive m Somewhat positive B Neutral m Somewhat negative B Very negative



Any questions?

Kirsty Snape
Senior research executive

Kirsty.Snape@insites-consulting.com

Sarah Fixter
Senior Research Manager

Sarah Fixter@insites-consulting.com



mailto:Danielle.Wilkinson@insites-consulting.com
mailto:Amy.Franklin@insites-consulting.com
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Sample Profile: Survey (n=556)

GENDER
w Male: 40%

f Female: 60%

AGE

@ 18-34 years: 11%
@ 35 - 44 years: 12%
@ 45 - 54 years: 19%
@ 55 - 64 years: 25%
@ Over 65: 33%

HOUSEHOLD SIZE
Community sample

T 1 person household: 26%
T "\ 2 person household: 47%
Iﬁ 3 person household: 16%

T& 4 person household: 8%

M 5 or more person household: 3%

9 ABC1: 64%
=P

B ) C2DE:36%

AREA OF YORKSHIRE
Q South Yorkshire: 22%

O West Yorkshire: 49%
O East Riding of Yorkshire: 13%

O North Yorkshire: 16%

WATER METER

@ Have water meter: 66%

® Don't have a water meter: 32%

VULNERABILTY

@ Vulnerable customer: 41%

® Non-vulnerable customer: 53%
*5% unknown Q
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Sampling [data collection VATER

Sample sources: Our third-party panel providers:

* Your Water Community «  We work with only trusted panel providers who have robust procedures in place
- Cint (research panel) to ensure the quality of our data collection.

* Future talkers (research panel) « Our providers regularly review and update their quality procedures, ensuring

they make use of the latest developments in technology and mitigate against

developments that may negatively affect data quality.

Data collection method: . . .
« Our own regular quality checks provide additional reassurance for these

* Online survey via email providers overall and at an individual project level.

Our data collection quality measures include:
« Data quality checks and removal of low-quality responses (e.g. speeders, flatliners, bad open ends)

* Use of the Imperium security filter which allows only legitimate IDs to complete the survey, ensuring bots or fraudulent IDs
are screened out.

« Allowing the survey to be completed only once per IP address to prevent duplicate respondents.
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