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Overview of the 
engagement

HOW WE EXPLORED THE TOPIC
• Customers took part in a short 2-question survey which ran for 1 

week on the community. As part of the process we also shared a 
summary of AW’s performance areas as background reading to 
the second survey question.

THE AUDIENCE THAT TOOK PART
• Up to 177 participants from Anglian Water’s customer 

community took part
• Spread of age and gender
• Representation from all 6 customer segments
• Geographical spread across the Anglian Water region

OUR OBJECTIVES
• To assess what weighting customers place around Customer 

Satisfaction, Delivery and Efficiency when it comes to 
determining exec pay

• To determine which top 5 performance areas customers feel 
should be used to base exec pay on.



Question 1 – Weighting of focus areas
The first was a matrix question asking customers to weight the 
importance they place on 3 overarching areas in determining pay: 
Customer Satisfaction, Customer Efficiency and Customer Delivery.

Poll 2 – Top 5 target areas
The second poll was a multiple choice question. Customers first 
read through all AW performance areas, then selected the 5 areas 
they felt exec pay should be based on.

We asked customers how the AW 
executives’ pay should be 
calculated via 2 survey questions
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A large majority feel that equal importance 
should be placed on all 3 customer-focus areas

An overview of the weighting customers placed on Customer Satisfaction, Customer Efficiency and 
Customer Delivery clearly shows a preference for all 3 areas to be considered in equal measure.

Of the following 3 areas, which do you feel should have the most weighting in calculating Exec bonuses?
(Based on a cleaned up sample of N=128)
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Slightly more importance is placed on Delivery 
and Efficiency, compared to Satisfaction

When comparing all 3 areas there is no clear priority area, however there is a slightly higher proportion 
of customers who feel that Delivery is the most important (26%) followed by Efficiency (23%).
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Of the following 3 areas, which do you feel should have the most weighting in calculating Exec bonuses?
(Based on a cleaned up sample of N=128)
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There is a spread of customer support 
across the range of performance areas

Managing Void properties was the only target area that received 0 votes, with all other target areas 
receiving some votes as one of their top 5.
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Water Industry National Environment Programme
Supporting customers in vulnerable circumstances (qualitative)

Sewer collapses
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Risk of severe restrictions in a drought
Water Quality Contacts

Total Mains Burst
External Sewer Flooding

Water Supply Interruptions
Pollution Incidents
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Based on all of AW’s performance target areas, which 5 do you think should be the ones used to determine Exec bonuses?(N=171)
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Leakage is top priority for most with Pollution, 
Interruptions, Flooding and Bursts next in line

The top 5 highlight the importance of Customer Delivery (i.e. leakage, pollution) and scenarios that could
impact on Customer Satisfaction (i.e. the experience of supply interruptions, mains burst or sewer flooding).
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Beyond top 5, the next 4 areas received a 
lower and fairly even percentage of votes

22%

22%

23%

25%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Internal Sewer Flooding

Treatment works compliance

Risk of severe restrictions in a drought

Water Quality Contacts

Based on all of AW’s performance target areas, which 5 do you think should be the ones used to determine Exec 
bonuses?
(N=171)

The next group down are fairly similar in average votes, from Water Contacts (25%) down to 
Internal Sewer Flooding (22%).
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Summary

Customer response demonstrates a preference towards a balanced approach to identifying exec pay, one that considers focus 
on customers satisfaction, efficiency and delivery in equal regard - over 60% feeling all 3 should be deemed ‘equally as 

important as another’.

There is some evidence of greater importance being placed on customer delivery (26% deem most important) and customer 
efficiency (23%), over customer satisfaction (only 12% deem most important).

The top 5 target areas that most customers chose as being used to identify exec pay relate to key performance areas around 
leaks and pollution, but also around scenarios that could also impact on customer experience and satisfaction:

Leaks 74%
• Pollution incidents 56%

• Water supply interruptions 50%
• External sewer flooding 35%

• Total mains bursts 33%
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Thank you!

Any questions? Just reach out to us on 
nick.campbell@incling.com


