Communicating groundwater science

Drought 2012
June 2013

Thames
Richard Aylard Water
External Affairs and Sustainability Director e’

e



Where we started
February 2012

Awareness of an impending drought was low — we had to start from
the beginning to manage expectations and educate customers.

Customer awareness
» 44% felt drought was very or quite unlikely in 3 months
» 48% felt drought was very or quite likely in 3 months

» 26% thought there had been a lot less rain in past year
» 39% said there had been a bit less rain

10% thought there had been more rain...

461 Thames Water customer panellists (Community Research), 14-21 Feb 2012




Ways to tell the story
August 2011

D aily Telearaph

Women waste 50bn litres of
water shaving legs in shower

Thames Water said yesterday:
‘It may seem like it's always
raining, but we’ve had below
average rainfall across our
region for nine of the past 12
months.”

Daily e Mail

Oceans of water
wasted by women

shaving their legs
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Educating customers
River campaign, August 2011

THE SUNDAY TIMES

Turn off the tap before
rivers start to run dry
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Phase 1. March — April 2012

Plant your drought

 AFTERTWO YEARS OF EXCEPTIONALLY LOW RAINFALL : '\....‘.'.
ST TRE sl * garden

WE ARE IN DROUGHT 52

Less watering doesn't have
to mean less gardenlng

NONE OF US CAN MAKE ITRAIN
“ BUT WE CAN ALLUSE LESS WATER

 PLEASE START NOW

op tipc
@ Pease tum off the tap when you brish your t=eth and save 6 [Ries of water o minute!

vvvvvv
Y  Tofnd cutmaore about haw the drought will affect you, visk: www thameswatar, co uk/drought

AFTER TWO YEARS OF EXCEPTIONALLY LOW RAINFA LL e ‘

P WE ARE IN DROUGHT’ 5

7 MONG OF U CAN NARS [TRADG, 4
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PLEASE START NOW
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Almost all Thames Water
customers surveyed (96%) were
aware of the drought




And then the rain came...
but the drought wasn't over

And ow the

14 Washout as 2 months of
rain falls in just 24 hours

M FLASH Boods and howfing winds Ly JENNI MARSH
8 closcd roads, tore down roes and et

travellers strandod as Betaln waa bat-  Britain enjoyed the hottest and driest
tered by a wintry washout yesterdsy.  April os record.

Two months' worth of rainfall fell  This moeth, which saw Esgland asd
m yust 24 bours while 60mph gales Wales tecenve 72mm of mun even
lashed ports of the country. hefore the extreme washout, is now
Ghant waves ponred over sea walls  on target o be the wetlest since
in Torhay, Devon, while rivers in the  November 2009.
south-west berst their banks and thos:  Yesterduy. (he Emviroument Agency

amlunlkbkd\\ﬁ;&ﬁm yeacold drivec cheated death after

oWl Great Western trains were suspeaded  colliding with a lorry om & rum-lashed
S after flooding in Comwall A34 road in Beckshare.

. B Asd the Met office wamed last  Another Scm (i) of ran 15 =xpec-

night: “There iz no real end im sight 1o ted taday abong with thunder and hal

thes unsettfed penod of weather and = some places. The weekead will be

lomger forecasts suggest it will con-  markad by moee rain and high winds,

timue for much of May. with snow forecast for Scotland.

wwmnnmmmuwummmmmm contrast 10 this time last year, when  \WWHAT DROUGHT? P6-7 ))

Our
challenge
was to make
customers
understand




Phase 2: April — May 2012

“YES; WE KNOW IT:S BEEN RAINING
"ALOT. BUT AFTER--

THE DRIEST
TWO YEARS

SINCE RECORDS
BEGAN

WE STILL HAVE A SERIOUS WATER SHORTAGE
PLEASE USE WATER WISELY.

I eCx

RIVER KENNET - WEST OVERTON WILTIHIRE
SPRING 2012

Yes, we still need hoseplpe ban

Thames Waters S . =] —
ad campaign ' * K
amid the deluge

Why we need many
more months of rain
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The message was getting through

Chinga
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Yes, we stll] need hoseplpe ban it’s still not

Thames Water’s
ad campaign
amid the deluge
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WE NEED SO
MUCH MORE

EXPERT'S RAINFALL WARNING DESPITE DELUGE




Customer understanding
May 2012

Despite record rainfall the majority of customers (89%)
surveyed recognised there was still a water shortage.

* 74% claimed they had a good understanding of why there was still a
serious water shortage

» 85% said rain would not stop them from saving water

* 51% claimed to recall the message ‘After two years of exceptionally low
rainfall we are in drought’



Phase 3: May — June 2012

l‘The irony s not lost on us' says water company

RAIN o SHI
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ADVERTORIAL

"THANK YOU Thames Water customers saving

FOR USING WATER WISELY 100 million litres of water every day

. ST o ST S,




Phase 4: July — August 2012

‘It's a marathon not a sprint’

""!.

It’s a marathon, V '
4

. not a sprint...
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Helping customers understand
July 2012

BB O Signin News Sport Weather iPlayer TV Ré
NEWS ENGLAND \ ...while the current account -

T - o [T p——————ts  OLII' [IVers and reservoirs - is
mmuo=s  |ooking very healthy, our
Record rainfall restores rivers in Thames savings account - the natural
region - ~storage basins deep below
3  ground - remains in the red in
four out of the seven river
areas.

normal, the firm warned.

Tributaries feeding the River Thames are now
flowing at seven times the volume they were
four months ago following the wettest spring on
record.

Heavy rainfall this spring and summer increased

: " . .
safequantedwaiersupolies forisuine rilion levels in the River Kennet to near double its average For O u r I nVI SI b I e u n d e rg ro u n d

Thames Water said the turnaround had

customers this summer.

Related Stories I
It said the restored river levels had also "saved fish and other wildlife". S u p pl IeS to retu rn to n O rm al We
In early April. after the driest two years ever recorded across the Thames fsgzgiﬂgﬁsver WI I I Stl I I n eed Ste ady ral nfal I th |S

Valley and London areas. the Coln in Gloucestershire, Kennet in

Wiltshire, Pang in Berkshire, Wye in Buckinghamshire, Lee in golatin% s;)eason n . t )
Hertfordshire, Wey in Surrey and Darent in Kent averaged 33% of their it bk B bl winter.
normal flows. Chalk streams run dry

in drought




Campaign feedback Thames

Water
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« 72% felt ‘very well’ or ‘fairly well’ informed about the circumstances leading
to drought

« 48% of those who had seen the campaign claimed they are using less water
as a result of the campaign

« 82% felt ‘very well’ or ‘fairly well’ informed about how to save water




Key success factors

LN X N X X X X

Enhanced water-efficiency campaign started in August 2011
Quick to react to changing circumstances

Used every channel available to us

Fully tested materials with customers

Simple messages and ‘sound bites’

Secured high-profile media space from the start

Engaged employees so the company spoke as ‘one voice’
Cross-company working




The challenge ahead...

Daily Express:

Q: How is your water resource situation looking?

A: “The past year has been England's rainiest on record, leaving our natural
underground water storage basins brim full and set to sustain river flows throughout
the year - a very different picture from last April. While water use restrictions this year
are highly unlikely, we would ask everyone to continue using water wisely, because we
are never more than 18 months of very dry weather away from a drought.”




5 April 2013

4 EXPRESS

Outrage at new drought alert:
Water tirms are forcing cut back
despite wettest year

A WARNING to millions of customers to watch how much water they use this summer
provoked scorn last night after the worst floods for decades.




L essons learnt

« Use simple every-day language and ‘sound bites’

« Find different ways to tell the story to excite media

* Always test messages with customers

— Customers repeated our messages back to us during focus groups, telling us how bad
the situation was and that we were still in drought!

« Adapt to reflect the views of customers
— We know it's been raining, but...
— We publically recognised the irony

« Everyone needs to say the same thing — one voice




