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Methodology
We ran a survey on the Your Water 
community alongside a third-party 
panel boost.

DATE: 8th Aug – 15th Aug 2023

793 took part: 

N=336 Your Water community
N=457 Panel

Objectives
To explore: 
• What are customers’ thoughts on the 

LTDS?
• Do customers believe performance 

commitment targets and 
enhancement spend will ultimately 
achieve the LTDS vision and ambition?

• What are the levels of support for our 
LTDS overall and the various aspects 
of the plan?

• How affordable do customers believe 
the LTDS to be?

• What are preferences for bill phasing?
• Do customers trust Yorkshire Water to 

deliver the LTDS? 

Background

Yorkshire Water have created a long-term delivery strategy designed to ensure the 
resilience of their systems and to detail planned developments needed to meet 
water supply and wastewater needs of customers over the next 25 years. The LTDS 
has been developed in line with Ofwat’s guidance. It includes the statutory 
requirements for all water companies and where they intend to go beyond the 
requirements outlined by Ofwat.

Responses were weighted to be 
broadly representative of the 
Yorkshire region in terms of age, 
gender, SEG and sub-region

Key significant differences between sub-groups 
are highlighted throughout. Variables considered 

include the Incidence of Multiple Deprivation 
Index (IMD).



3

Key insights & recommendationsKey insights
Key insights

Overall, customers are receptive to the strategy, vision, targets and outcomes. The plan and goals are seen to be reflective of their priorities,
and most find the strategy clear and thorough.
However, levels of trust in Yorkshire Water to successfully deliver the strategy are lower, while some believe it is unrealistic. As a result, it fails
to drive positive sentiment towards YW for around half of respondents.

In part this stems from an overall distrust of water providers, as well as a perception that Yorkshire Water have failed to meet targets and
protect the environment in the past.
Customers are supportive of most of the measures and targets; those targets relating to sewage and leakage are most likely to be
pinpointed as areas where Yorkshire Water should go further.
Targets without an existing measure/benchmark lack credibility for some, who struggle to see how Yorkshire Water will address issues they
are not currently able to quantify.
Affordability is a concern for some; many spontaneously mention that they begrudge customers having to foot the bill, believing instead that
organisational profits could and should fund the changes.

Implications

While customers perceive many positives in the plan, ultimately, they are unlikely to be fully converted to belief in Yorkshire Water’s ability to 
deliver it until they start to see measurable progress towards their key priorities. A number of steps in the meantime will help to support this.

Make a clear roadmap available, including timelines for targets, and keep customers in the loop about when and how targets have  
been achieved/progress has been made. 

Continue to be transparent about new or ongoing issues and measures being taken to address them
Ensure that any additional support for those who are most financially vulnerable is clearly communicated to mitigate the negative 
impact of bill increases.



4

Overall

I am supportive 
of the strategy 

overall

The strategy 
makes me feel 

positively towards 
Yorkshire Water

The strategy is 
clear and 

comprehensive 

I trust Yorkshire 
Water to delivery 

this strategy 

Agree 72% 53% 71% 47%
Disagree 10% 19% 9% 27%

Key metrics summary

Targets

Secure, 
safe, 
clean 
water 

supplies

First-
class 

custome
r service

Bills 
everyone 

can 
afford

Modern 
and 

sustaina
ble 

Net zero 
carbon 

emission
s

Looking 
after our 
natural 

environm
ent

Supportive 69% 66% 68% 68% 66% 69%

Unsupportive 7% 7% 6% 7% 9% 7%

Bill affordability
The forecasted bills 
are affordable for 

me 

The forecasted bills 
are good value

I understand why 
the cost of bills will 

increase 

Agree 38% 36% 61%
Disagree 37% 35% 21%

Vision

I like this 
overall 
vision

The vision 
reflects my 
priorities as 
a customer 

The vision is 
clear 

The vision 
covers the 
main areas 

I would 
expect 

The vision 
seems 

realistic 
and 

achievable 

The vision 
will benefit 
Yorkshire 

I trust 
Yorkshire 
Water to 

deliver this 
vision 

80% 75% 77% 80% 63% 78% 50%
4% 8% 6% 5% 13% 5% 24%

Outcomes

I like the 
overall 

outcomes

The 
outcome
s reflect 

my 
priorities 

as a 
customer

The 
outcomes 
are clear

The 
outcomes 
cover the 

main 
areas I 
would 
expect

The 
outcomes 

seem 
realistic and 
achievable

The 
outcomes 
will benefit 
Yorkshire 

I trust 
Yorkshire 
Water to 

deliver 
these 

outcomes 

Agree 86% 81% 82% 83% 61% 80% 49%
Disagree 3% 5% 5% 4% 14% 5% 24%

Key: 
<55% positive sentiment 
<65% positive sentiment 
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Views on the overall 

strategy



• Females are significantly more likely to agree on all statements except for overall support, including positive sentiment (57%), clarity (74%), and 
trust (51%), while males are more likely to disagree, particularly on trusting Yorkshire Water to deliver the strategy (30%).

• With the exception of clarity and comprehension, those aged 18-29 more often agree (supportive 81%, positive sentiment 68%, trust 58%); those 
aged 60+ are less trusting of Yorkshire Water to deliver (31% disagree).

• Those who live in more deprived areas (IMD decile of 1-5 ) are more trusting of Yorkshire Water to deliver (55%).

72%

I am supportive of 
the strategy overall

10%

53%

The strategy makes me feel 
positively towards YW

19%

71%

The strategy is clear 
and comprehensive 

9%

47%

I trust YW to deliver this 
strategy 

26%

6
Q38. Based on everything you have read today about Yorkshire Water’s Long Term Delivery Strategy, to what extent do you agree with the following… (Base: 793)

Overall, there is broad support for the LTDS, especially 
amongst younger customers
However, there is some cynicism towards whether Yorkshire Water can be trusted to deliver it

[Based on all information provided] to what extent do you agree with the following?

Overall strategy

Net agree

Net disagree

Note: Question asked at end of survey after 
considering the bill impact
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Few are strongly opposed to the strategy, with more 
tending towards neutrality or slight disagreement

Q38. Based on everything you have read today about Yorkshire Water’s Long Term Delivery Strategy, to what extent do you agree with the following… (Base: 793)

To what extent do you agree with the following?

26%

29%

20%

15%

46%

43%

33%

32%

18%

20%

28%

27%

6%

6%

11%

14%

4%

3%

7%

12%

I am supportive of the strategy overall

The strategy is clear and comprehensive

The strategy makes me feel positively
towards Yorkshire Water

I trust Yorkshire Water to deliver this
strategy

Strongly agree Somewhat agree

Neither agree nor disagree Somewhat disagree

Strongly disagree

Some claim not to trust that any water company would deliver 
the strategy without strict oversight. 
Distrust of Yorkshire Water specifically stems from a perception of 
past underperformance in some core areas of the strategy 
(particularly relating to the environment). 
There’s a belief that (past) actions speak louder than words, and 
some fear the strategy is an example of corporate ‘spin’ or 
‘greenwashing’ – i.e. trying to depict YW as being more focused 
on the environment than it really is in order to improve public 
perceptions.

Overall strategy

Stronger disagreement for ‘trust’ reflects general cynicism towards water suppliers and a tendency to 
judge future intentions on past performance

“They have targets at the moment but are not meeting 
them… our rivers, lakes and beaches - they have 

become no-go areas for us. Six water companies, 
including Yorkshire Water are going to find themselves in 
court for not reporting to Ofwat when they haven’t met 
environmental targets. If Ofwat aren’t told, how can any 
targets be reliable or true? It’s hard to gain the trust of 

your customers when we don’t get the full picture.”
Female, 65+, South Yorkshire
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Views on the vision and 

outcomes



• Females are more likely to agree 
with many of the statements 
(benefit 82%, clarity 81%, priorities 
79%, trust 56%). 

• ABC1s are more likely to disagree 
on coverage (7%,) clarity (9%) 
and trust (29%), whereas C2DEs
are more likely to agree on trust 
(56%). 

• Those aged 18-29 are more likely 
to agree on benefit (88%) and 
trust (63%) whereas those aged 
60+ are more likely to agree on 
coverage (84%).

9
Q12. To what extent do you agree or disagree with the following statements about the Long-Term Delivery Strategy vision…? (Base: 793) 

The vision is seen as clear, comprehensive and beneficial 
for Yorkshire
Again, though, some lack trust that YW will deliver it or feel that the vision is not realistic

[Based on the vision] to what extent do you agree with the following…

35%

35%

37%

34%

31%

19%

18%

45%

45%

42%

43%

45%

44%

33%

16%

15%

17%

17%

17%

24%

25%

3%

4%

4%

4%

6%

11%

15%

1%

1%

1%

2%

2%

3%

9%

I like this overall vision

The vision covers the main areas I would expect

The vision will benefit Yorkshire

The vision is clear

The vision reflects my priorities as a customer

The vision seems realistic and achievable

I trust Yorkshire Water to deliver this vision

Strongly agree Somewhat agree Neither Somewhat disagree Strongly disagree

80%

80%

78%

77%

75%

63%

50%

4%

5%

5%

6%

8%

13%

24%

Net: Agree | Disagree

The vision
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The vision is well-communicated; simple 
and jargon-free yet comprehensive
Customers feel it strikes a good balance between the core areas and 
that it reflects improvements they would hope/expect to see

Is there anything you LIKE about the LTDS vision?

Q13. Is there anything you like or dislike about the Long-Term Delivery Strategy vision? (Base: 793) 

Coverage: The coverage is as customers 
would expect

Environment: The emphasis on the environment is 
appreciated and reflective of customer priorities 

Communication: It is well communicated; jargon 
free with clear sections to aid comprehension

Balance: It covers all bases and strikes a good 
balance between supporting customers and 
protecting the environment

“I like that Yorkshire Water are 
looking to create a better 
environment and a clean and safe 
water system.”
Male. 30-44, South Yorkshire

“It is jargon free, straight to the 
point and appears value for 
money. Also describes what 
Yorkshire Water are setting out to 
complete including the net zero 
ways of working in the future.”
Male, 45-59, East Riding

“I like how it's laid out into the three 
areas. It's in depth but clearly 
understandable where intended 
achievements are described.”
Female, 65+, East Riding

“Strikes the balance well between 
meeting the needs of customers 
and the environment in my 
opinion.”
Female, 45-59, West Yorkshire

“I think the explanations of all 
3 areas are defined really well; 
clear and easy to understand. 
It takes the needs of 
customers and the 
environment seriously and 
with compassion to make a 
difference that is suitable and 
achievable.”
Female, 45-59, North Yorkshire

The vision
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Concerns about the vision tend to centre 
on costs, time frames, and achievability

Is there anything you DISLIKE about the LTDS vision?

Cost: Many anticipate a high bill increase and object to 
customer responsibility for paying. Some fear funds will 
be redirected to shareholders. Hard to reconcile 
increases with ‘making bills affordable’.  

Achievability: Feels ambitious. Recent 
performance/negative press undermines perceptions 
of capability/commitment.

Timeframe: Feels too generous. Some believe the vision 
is the bare minimum they would expect and should 
already be in effect. Desire for roadmap and timeline.

Pollution: Too little reference to tackling pollution or 
acknowledgement of failures in this area. 

“I cannot understand why we 
are in 2023 discussing that the 
vision is 'we will provide safe, 

clean, great tasting water and 
return wastewater safely to 

the environment' when this is 
a critical part of what 

Yorkshire Water should have 
been providing from the start. 
What are we receiving right 

now?”
Female, 30-44, West Yorkshire

“I like it all but whether it is all 
realistically achievable without 
hugely escalating bills is another 
matter.”
Male, 65+, West Yorkshire

“There have been so many 
instances of pollution by Yorkshire 
Water that I doubt anyone would 
believe any goals, however 
laudable. They are judged on 
actions & these have been 
woefully poor, whilst benefitting 
shareholders only.” 
Female, 65+, North Yorkshire

“All sounds good and very 
encouraging. Not sure of the finer 
detail or the actual dates of 
deliverables. Presumably there 
are key customer updates and 
deliverables?”
Male, 65+, West Yorkshire

Q13. Is there anything you like or dislike about the Long-Term Delivery Strategy vision? (Base: 793) 

The vision



• Females are more receptive to 
most statements, with higher 
agreement on: like overall (89%), 
coverage (88%), realistic (66%), 
benefit (86%), and trust (56%).

• ABC1s display lower trust (28% 
disagree) but are more likely to 
see a benefit (83%).

• Those in less deprived areas 
(IMD 6-10) agree more that it 
covers the main areas they 
would expect (90%).

12 Q14. To what extent do you agree or disagree with the following statements about the Long-Term Delivery Strategy outcomes…? (Base: 793) 

The outcomes (like the vision) are well-received; scoring 
highly on general appeal, clarity and benefits to Yorkshire

To what extent do you agree about the LTDS outcomes?

The outcomes

45%

41%

41%

38%

41%

22%

18%

42%

42%

41%

42%

39%

39%

31%

11%

13%

13%

14%

15%

25%

28%

2%

3%

4%

4%

4%

10%

14%

1%

1%

1%

1%

1%

4%

10%

I like the overall outcomes

The outcomes cover the main areas I would
expect

The outcomes are clear

The outcomes reflect my priorities as a
customer

The outcomes will benefit Yorkshire

The outcomes seem realistic and achievable

I trust Yorkshire Water to deliver these
outcomes

Strongly agree Somewhat agree Neither Somewhat disagree Strongly disagree

Net: Agree | Disagree

86%

83%

82%

81%

80%

61%

49%

3%

5%

4%

5%

5%

14%

24%
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Q15. Are there any outcomes that you don’t think should be included as part of the Long-Term 
Delivery Strategy? Please click on the image to enlarge. (Base: 793) 

All of the outcomes are seen as being 
relevant by the majority

Are there any outcomes you think should NOT be included?

…though 1 in 6 believe Net Zero should not be included 

None I think they should all be included 74%

Net zero carbon emissions 15%

Bills everyone can afford 10%

Secure, safe clean water supplies 9%

First-class customer service 7%

Looking after our natural environment 7%

Modern & sustainable infrastructure 5%

“Stop with the net zero strategy as it's 
not really possible in a short space of 
time, it’s an energy guzzling system 
that's costing ordinary people 
hundreds of pounds per year just so 
Yorkshire Water can look good on 
paper, but it's destroying the 
environment faster than fossil fuels.”
Male, 45-59, West Yorkshire

The outcomes

“The net zero carbon emissions should 
be overlooked in my opinion. Net zero is 
unrealistic and will never be achieved 
globally so why should we bother.”
Male, 65+. East Riding



14 Q16. Please tell us anything you like or dislike or if there is anything missing from the Long-Term Delivery Strategy outcomes? (Base: 793) 

Outcomes: Likes Outcomes: Dislikes

As with the vision, outcomes are felt to be clearly 
communicated and relevant
…Though some feel they lack enough reference to/emphasis on pollution and leaks  

The outcomes

Covers all bases – coverage is as many would expect
All feels worthwhile provided costs to customers are 

reasonable

Demonstrates accountability

Clear breakdown of outcomes

Cost of improvement should be covered by shareholders/ 
profits

Pollution/leaks: expect eradication not reduction 

Not all outcomes feel realistic e.g., net zero

“Really clear although I perhaps would like to know how they are going 
to prioritise these areas and what they are going to do in real terms to 
achieve these outcomes”
Female, 45-59, West Yorkshire

“I like that all these are relevant and each one fits into a bigger and 
overall plan. They cover all the necessary needs of customers, 
environment economy, safety and quality of water, climate and net 
zero. It’s detailed but in easy-to-understand steps and targets.”
Female, 45-59, North Yorkshire

“This "long term strategy" should be in place as a minimum 
standard already. The customer should not have to foot the bill 
for something that the company should be doing as a matter 
of course. Furthermore, I would like to see dividends cut for 
shareholders in underperforming companies.”   
Male, 45-59, East Riding 

“The plan should NOT be to reduce sewage and flood waste 
into the rivers and seas it should be to STOP ALL sewage and 
flood waste going into rivers and the sea.”
Female, 45-59, West Yorkshire
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Targets



29% 40% 18% 4% 5%

Very supportive Fairly supportive
Neutral Fairly unsupportive
Very unsupportive I’m not sure

16

Q17. Based on what you have read, how supportive are you of the targets Yorkshire Water has set for this outcome overall? (Base: 793). Q18. Are there any targets you feel are 
not going far enough? (Base: 793).  Q19. You mentioned some targets were not going far enough, please tell us why and what you might expect them to be? (Base: 326) 

Though most support water supply targets overall, it is 
felt leakage targets should be more ambitious

How supportive are you of the targets relating 
to SECURE, SAFE CLEAN WATER SUPPLIES?

If infrastructure is to be addressed, customers cannot understand why a large volume of leakage would 
persist – particularly given it’s a high priority in their eyes

Targets

Net supportive: 69% Net unsupportive: 7%

Any targets not going far enough?

Leakage

No. of customers contacting us 
regarding water quality concerns

Customers daily water use 

Business daily water use 

Risks of water quality failures

Drought resilience 

Water supply interruptions 

39%

12%

13%

12%

11%

10%

9%

“A target to lose 150 million 
litres of water a day! You 
should be ashamed to put that 
in writing, get on with sorting it 
out. You were given the 
infrastructure, you didn't have 
to create it, why is it still so 
poor, and your target so low!”
Male, 45-59, South Yorkshire

“Leakage. You do not allow 
customers to identify this by 
only allowing one reading a 
month! That allows a leak, no 
matter how small, to be ignored 
for up to 6months. Readings 
should be done monthly!”
Female, 45-59, South Yorkshire

Leakage is more likely to be pinpointed by males 
(45%), those aged 45+ (49%) and those in less 
deprived areas (IMD 6-10: 46%)



Significantly higher: 
Customer experience: 60+ (27%)
Developers experience: Male  (22%)
Businesses experience: Male (15%)

Significantly higher: 
Those with a water meter – net supportive (70%)
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How supportive are you of the targets relating to FIRST 
CLASS CUSTOMER SERVICE

Any targets not going far enough?

1 in 5 believe Yorkshire Water’s customer service targets 
could go further
Higher expectations typically centre around striving to be the best, or meeting targets sooner

Q20. Based on what you have read, how supportive are you of the targets Yorkshire Water has set for this outcome overall? (Ba se: 793). Q21: Are there any targets you feel 
are not going far enough? (Base 793). Q22. You mentioned some targets were not going far enough, please tell us why and what you might expect them to be? (Base: 166)

29% 37% 23% 4% 5%

Very supportive Fairly supportive
Neutral Fairly unsupportive
Very unsupportive I’m not sure

Net supportive: 66% Net unsupportive: 7%

Customer experience of 
our service

Developer experience of 
our service

Businesses experience of 
our service

19%

17%

11%

“I think you should aim to be 
the best even if you fail to 
achieve it.”
Male, 65+, West Yorkshire

“Think you need to compare 
yourselves to out of sector 
companies as well.”
Male, 30-44, West Yorkshire

“Customer service is essential 
to any company and all it 
requires is instruction and 
training of staff and thus 
should be rolled out with 2 
years, not by 2050.”
Female, 45-59, West Yorkshire

Targets



There’s support for infrastructure-related targets, but 
some feel more could be done
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Q26. Based on what you have read, how supportive are you of the targets Yorkshire Water has set for this outcome overall? (Ba se: 793). Q27. Are there any targets you feel are 
not going far enough? (Base: 793). q28: You mentioned some targets were not going far enough, please tell us why and what you might expect them to be? (Base: 288)

How supportive are you of the targets relating to 
MODERN AND SUSTAINABLE INFRASTRUCTURE

Around one in five would like to see more ambitious targets for internal sewer flooding, mains repair, 
sewer collapses and sewer flooding risk

Any targets not going far enough?

30% 38% 18% 3% 6%

Very supportive Fairly supportive
Neutral Fairly unsupportive
Very unsupportive I’m not sure

Net supportive: 68% Net unsupportive: 7%

Significantly higher: 
Those with a water meter – net 
supportive (71%)

Internal sewer flooding

Mains repair

Sewer collapses

Sewer flooding risk

External sewer flooding 

Discharge permit 
compliance 

Unplanned outage

23%

20%

19%

19%

16%

14%

11%

“Yorkshire Water has had 
decades to sort out the above 
problems, your predecessors 
over a century.”
Male, 65+, South Yorkshire

“With the money you are taking 
from us AND the fact you want 
to increase bills… I would expect 
you to be aiming for NO 
spillages or repairs needed, 
with a clause to say, we aim for 
none but understand accidents 
happen etc., but we will keep 
this to a very small minimum.”
Female, 20-29, South Yorkshire

Targets

Males in particular tend to believe these 
targets could be more ambitious, including 
mains repair (25%),  external sewer flooding 
(21%) and sewer flooding risk (24%)



Significantly higher: 
Male – net unsupportive (9%)
Significantly lower: 
IMD 4 – net supportive (51%)
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Targets

How supportive are you of the targets relating to 
BILLS EVERYONE CAN AFFORD

There is support for measures and targets relating to bills 
everyone can afford
Some, however, believe water is a basic right, and therefore the target should be zero customers in water 
poverty, and as soon as possible

Q23. Based on what you have read, how supportive are you of the targets Yorkshire Water has set for this outcome overall? (Base: 793). Q24: Are there any targets you 
feel are not going far enough? (Base: 793). Q25: You mentioned some targets were not going far enough, please tell us why and what you might expect them to be? 
(Base: 145)

34% 34% 19% 4% 7%

Very supportive Fairly supportive Neutral

Fairly unsupportive Very unsupportive I’m not sure

Net supportive: 68% Net unsupportive: 6%

“Water is a basic right, and no one 
should go without it.”
Male, 65+, South Yorkshire

“This target is not going to have 
any meaningful impact. It needs 
much clearer numbers behind it 
and a clearer 'year on year 
reduction', what percentage of your 
customers each year?”
Male, 20-29, South Yorkshire

“You need to get a handle on the 
number of customers in water 
poverty within next 12 months and 
then plan to eliminate it completely 
within 5 years.”
Female, 45-59, West Yorkshire



20

Q31. Based on what you have read, how supportive are you of the targets Yorkshire Water has set for this outcome overall? (Base: 793). Q32. Are there any targets you feel are 
not going far enough? (Base: 793). Q33. You mentioned some targets were not going far enough, please tell us why and what you might expect them to be? (Base: 290)

How supportive are you of the targets relating to 
LOOKING AFTER OUR NATURAL ENVIRONMENT

Most support natural environment targets, though storm 
overflow goals are considered insufficient by 1 in 3

Any targets not going far enough?

31% 38% 18% 3%4% 7%

Very supportive Fairly supportive
Neutral Fairly unsupportive
Very unsupportive I’m not sure

Net supportive: 69% Net unsupportive: 7%

Significantly higher: 
Male: net unsupportive (10%)

Reduce sewage from storm overflow 
to rivers & coast

Bathing water quality – beaches and 
rivers

Reduce phosphorous in wastewater 
discharges in rivers

Eliminate pollution incidents

Eliminate serious pollution incidents

Blue-green storm overflow solutions

Biodiversity net gain

Increasing biodiversity

33%

19%

17%

17%

16%

11%

11%

11%

“How can you say you aim to 
not have any impact on 
bathing waters but yet say 
you’re allowing 10 pollution 
incidents a year.” 
Female, 20-29, South Yorkshire

“In 27 years why is the forecast 
for the reduction in sewage 
'dumping' only reduced from 
24 to 10? I would dispute such 
figures anyway as it is known 
far more have happened this 
year in Yorkshire.”
Female, 65+, East Yorkshire

“These targets are things 
which should have been done 
already and eliminated a long 
time ago” 
Male, 45-59, West Yorkshire

Targets

Older customers are most likely to believe 
that sewage reduction targets do not go far 
enough (45-59: 44%, 60+: 43%)
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Q29. Based on what you have read, how supportive are you of the targets Yorkshire Water has set for this outcome overall? (Base: 793). Q30. Please let us know 
anything you like or dislike about the targets? (Base: 472). 

How supportive are you of the targets 
relating to NET ZERO CARBON EMISSIONS

Scepticism about how realistic it is to reach net zero 
hampers support for this target
Lack of a current measure feeds these concerns, and some need to see measurable actions outlined to be 
convinced of its achievability; however, support is generally on a par with targets in other areas

36% 29% 19% 5% 4% 7%

Very supportive Fairly supportive Neutral

Fairly unsupportive Very unsupportive I’m not sure

Net supportive: 66% Net unsupportive: 9%

Significantly higher: 
18-29: net supportive (74%)

“Reducing 'not currently measured' to zero may seem 
like a nice idea, but it doesn't feel very realistic. If you 
don't even know the amount, how can you have 
plans to reduce it to zero? I'm very supportive of net 
zero, but this might be overly optimistic.”
Male, 20-29, South Yorkshire

“Would like to see an interim target between 2023 
and 2050.”
Female, 45-59, West Yorkshire

“I like that by 2050, all clean water production, 
wastewater production and total greenhouse gas 
emission would be 0.”
Female, 20-29, West Yorkshire

“In a perfect world perhaps, how are you planning on 
doing this? Until I've seen how you’re planning this 
very ambitious idea can't really comment.”
Female, 45-59, North Yorkshire

Targets
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Bill impact
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Q34. Based on what you have read, how strongly do you agree with the following… (Base: 793). 

Around 2 in 5 believe that forecasted bills are 
affordable, with a similar proportion disagreeing

Those who are vulnerable or financially vulnerable are more likely to disagree

Bill impact

How strongly do you agree with the following?

9%

9%

19%

29%

28%

42%

25%

28%

18%

21%

21%

12%

16%

15%

9%

The forecasted bills are affordable for me

The forecasted bills are good value for 
money considering the work that’s being 

undertaken 

I understand why the cost of bills will
increase

Strongly agree Somewhat agree Neither agree nor disagree

Somewhat disagree Strongly disagree

Net agree | disagree

61% 21%

36% 35%

38% 37%

Significantly higher disagree 

Female (41%)
Vulnerable (42%)
Financially vulnerable (63%)
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Which option would you prefer?

Q16B. Which one of the following options would you prefer? (Base: 793). 

There’s a slight preference toward 
bill increases being split across 
generations

37%

20%

44%

Bill increase starting sooner, spread across
different generations

Bill increase starting later, more of the increases
onto younger & future bill-payers

I don’t know enough at the moment to answer

Starting sooner
Water meter (42%)

Starting later
Vulnerable (24%)
Financially 
vulnerable (34%)

IMD 1 (38%)

Significantly higher

Bill impact



There’s a slight preference towards a rising bill profile 
(when looking at ranks 1 and 2); but there’s no strong 
preference towards any option
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Which option would you prefer?

Option 1 
Step up in bills in the first year. 
Remains consistent for the rest of the 5-
year period (average/flat).
Trend repeats every 5 years

Option 2
Bill increases to reflect the costs that 
Yorkshire Water will incur during this 
time. A step up in bills in the first year, 
but a more gradual incline in bills over 
the remainder of the 5-year period 
(natural). Trend repeats every 5 years

Option 3 
Small increase to your water bill in the 
first year with a rising yearly bill for the 
rest of the 5-year period (rising). Trend 
repeats every 5 years

Rank 1 30% 36% 34%
Rank 2 34% 30% 36%
Rank 3 36% 34% 30%

Bill impact

Q36. Which of these options would you prefer, where rank 1 is the option you’d most prefer and rank 3 is the option you’d least prefer. (Base 793) 

Option 3 is more preferred among those in the most deprived areas and those struggling with household bills

Those selecting option 2 as their top ranked tend to be less financially vulnerable i.e. non-financially vulnerable customers (37%),  those 
who can easily cover the basics (50%) and those in the AB SEG (41%). 

Those selecting option 3 as their top ranked tend to more often come from deprived areas - i.e. IMD 1 (40%) and 2 (43%) - and to be danger 
of falling behind/missing loan repayments/household bills (49%). 
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Appendix



Few are unable to identify additional 
future factors that they feel should 
trigger a review, with some simply
re-emphasising the importance of 
those already mentioned, such as 
climate change. A few additional factors 
were mentioned, such as the following: 

• Increasing population

• The cost-of-living crisis escalating

• Nationalisation of water companies

• Disruption caused by wars
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Q37. Are there any other factors that you think could arise in the future that could trigger Yorkshire Water to review their Long 
Term Delivery Strategy? (Base: 183)

Are there any potential future factors you 
think would trigger a review of the strategy?

Customers identify a growing population 
as a potential disrupter to success 

Plan review triggers

Most however are unable to suggest any additional factors that should 
trigger a review

FULLQUESTIONTEXT

There is lots of planning involved in the LTDS and YW will pause at various intervals to see if

the plan is delivering what it needs to. There are some key triggers that might cause

YorkshireWater to review their delivery strategy, such as:

-Climate change: if the impact of climate change is felt more quickly than expected, or

alternatively lower than expected

-Technology: the water industry has various technological initiatives planned to modernise

infrastructure (e.g. smart meters, smart water supply network). Length of implementation of

these initiatives may trigger YW to review their strategy.

-Abstraction reductions: abstraction is the process of removing water from a river or water

source. This can harm the environment if too much is removed so water companies are

required by the government to limit abstractions. However the extent to which we will need to

reduce abstractions in the futuredepends on climate change, policy regulations etc.

-Household demand for water: higher demand for water from customers would place a

great strain on the network, lower demand would result in less strain – both scenarios could

trigger a review.
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Q35. Is there anything missing from the list of activities that you would expect to be carried out by Yorkshire Water during this 
time? (Base: 793)

Very few customers are able to identify additional 
activities that should be incorporated into the plan

“Household demand could 
outweigh many factors as we 
continue to grow in numbers, 
and with the constant need to 
build housing and industry.”
Male, 65+, North Yorkshire

“Climate events such as 
droughts and flooding due to 
heavy unseasonal rainfall, are 
increasing year on year. All 
these things will impact on 
Yorkshire Water’s ability to 
achieve the targets set out in 
these plans”.
Female, 55-64, West Yorkshire

Review of activities

Most are more concerned about how the existing plan will be paid for rather than adding to it

• Less than a quarter of customers commented on the 
list of planned activities, with the majority selecting 
‘don’t know’ to this question.

• Of those who did comment, most were unable to 
suggest additional activities, but instead commented 
on the bill impact and how the plan will be paid for.

• As well as commenting negatively on the fact that bills 
will go up, many state that they feel improvements 
should be paid out of Yorkshire Water’s profits/by 
shareholders rather than coming from customers’ 
pockets.

• A very small number identify specific additional 
activities, including things like building more reservoirs, 
utilising sea water, enforcing the use of water meters 
for all customers and reducing limescale. 

Is there anything missing from the list of activities?
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Stimulus shown: The vision
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Stimulus shown: The outcomes
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Stimulus shown: Targets (i)
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Stimulus shown: Targets (ii)
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Given the cost-of-living challenges faced by customers, Yorkshire Water would

like to understand which bill option would be the most manageable for

customers. Over the 25-year period there are 3 options, they are as follows:

Option 1: spread the cost evenly over each 5-year period. For example, this

represents a step up in bills from 2025 but the bill remains the same beyond

this up to 2030. This pattern then repeats again for each 5-year period (blue

“average” line/row in illustration below).

Option 2: spread the cost to reflect the money that Yorkshire Water are

spending on improvements during that time – for example, this will be a slightly

smaller step up in bills in 2025 and a slight increase across the 5-year period

up to 2030. This pattern then repeats again for each 5-year period (yellow

“natural” line/row in illustration below)

Option 3: Start with a much smaller increase to your water bill from 2025 and

then have a rising bill which increases year on year up to 2030. This pattern

then repeats again for each 5-year period (green “rising” line/row in illustration

below).

Please note that the below bill values are indicative at the moment, these are

still being worked on by Yorkshire Water. The graph and the table are showing

the same information. For context, the current average bill in 2023/24 is

£426, in 2024/25 it will be £429.

Please also be aware that inflation is something that also needs to be

considered, this will have an impact on customers’ bills, and is out of Yorkshire

Waters control.

Stimulus shown: Bill impact
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About your 
community
With over 3,000 members, Your Water is 
an online research resource giving you 
easy access to consumers

The community offers a wide range of 
conventional and innovative research 
techniques and approaches.

Our aim is to approach every project with 
fresh thinking and apply methodologies 
that we truly believe will get you tangible, 
actionable results.

Any questions?
Naveed Majid
Customer Insight Analyst
Naveed.Majid@yorkshirewater.co.uk

Donna Hildreth
Head of Insight
Donna.Hildreth@yorkshirewater.co.uk

mailto:Naveed.Majid@yorkshirewater.co.uk
mailto:Donna.Hildreth@yorkshirewater.co.uk
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Key insights & recommendationsSample Profile (n=793)  

Shell red

Shell yellow

Shell light blue

GENDER

Male: 49%

Female: 51%

AREA OF YORKSHIRE

West Yorkshire: 45%

South Yorkshire: 27%

East Riding of Yorkshire: 12%

North Yorkshire: 16%

AGE

20 – 29 years: 16%

Over 65: 24%

30 - 44 years: 24%

45 - 59 years: 25%

60 - 64 years: 8%

SEG

DE: 24%

AB: 33%18-19 years: 3%
VULNERABILTY

Vulnerable customer: 42%

Non-vulnerable customer: 58%C1: 23%

C2: 20%

WATER METER

Have water meter: 63%

Don’t have a water meter: 32%

FINANCIALLY VULNERABLE

Financialy vulnerable: 11%

Non-financially vulnerable: 89%

Don’t know: 4%?
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Key insights & recommendationsSampling/data collection

Sample sources:
• Your Water Community
• Dynata (research panel)

Data collection method:
• Online survey via email

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.

Our third-party panel providers:
• We work with only trusted panel providers who have robust procedures in 

place to ensure the quality of our data collection. 
• 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.

• Our own regular quality checks provide additional reassurance for these 
providers overall and at an individual project level.
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