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Trial 5 Results:
Thames Water

Difference in number of questions answered correctly
between original and Plain Numbers versions

100é
3/5 4/5 5/5

Percentage of respondents

30

25

20

15

10

5
0/5 1/5 2/5

Number of correctly answered comprehension questions

B originat [ Plain Numbers

Comprehension questions

According to this bill, how much water have you used in the first half of the year?
What is the total cost for the water used in the first half of the year?

How much will you have paid by Direct Debit from your
bank account for your water use in the first half of the year?

What is the difference between the cost of what you have used and the

total amount that you have paid for the first half of the year?

What are your new monthly Direct Debit payments?

*the percentage of respondents who correctly answered this question for each version.

Percentage answering at
least 4 questions correctly:

3%

Original version

8%

Plain Numbers version

Original Plain Numbers
correct* correct*

15% 61%

19% 53%

26% 51%

31% 64%

62% 77%
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The Plain Numbers version of the customer bill
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© Your charges

What that costs:

Qr1 Charge for water used: £93.84
Charge for Wastewater removed: £59.72

Fixed Charge: £41.04

Total: £194.60

What you've paid:

so that's a total

5 is £14.60 less

%
:

Total cost and new monthly payments

hen we add this to the £14.60 that You owe we
a total cost of £421.82

be £35.15. This is around

ur
charge I
We charge you separately for
fresh water, which comes out of
your taps, and wastewater, which
goes down your dains,

xplained

Your fresh water charges pay for
sourcing, stodng and delivering
water to your home, while your
wastewater charges pay for
remaving, cleaning and returming
wastewater safely to the
environment.

If you need help understanding
your charges, please head to
thameswater.co.uk/bill

What's a fixed charge
Your fixed charge helps to cover
some of our essential running
costs, ke maintaining pipes and
handling enquiries.

Your summary explained
‘We've looked back at the lost 12
menths to check you didn’t over
ar underpay. As you can see from
our calculations, your payment
plan wasn't covering your water
use. That's why we've carried
£14.64 aver to this bill

We've also predicted how much

you'll use over the next year
based on your meter readings.

Your costs explained
How we calculate costs for
fresh water used:

66m3 x £1.42 (£1.4219)
average cost per m3 = £93.84
How we calculate costs for
wastewater removed:

66m3 % 90p (£0.9048)
average cost per m3 = £59.72

Numbers themselves

Combined the quarterly charges,
removed the 4 decimal places
and moved the calculations

to the sidebar along with a

link to read finer detail.

Numbers in context

Talking ‘human to human'
and making the numbers
relatable by providing
context and comparators.

How we think

No decisions are needed but
seeking active engagement so
introduced clearer headings to
support ‘fast’/ System 1 thinking.

These calculations use a weighted
average if your bill covers different
charging periods. For more detail
see: thameswater.co.uk/bills

“Well, it's very bold. | have immediately got (the information)
staring me in the face. | haven't got to glance for it
anywhere. | like that, and that it is bold and in your face.”

Partner qualitative research.

See the Appendix on page 24-25 for
overview of the Plain Numbers Approach



