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1 SSC A&AT Qualitative 
Research Materials Sample 
Framework 

Minimum sample requirements - Guidance for water companies: 
testing customers’ views of the acceptability and affordability of 
PR24 business plans 

Customer segment Approach Time 
required 

Minimum 
Sample 
required: Water 
only company 
(WoC) 

Household 
customers (bill 
payers) – across all 
demographics 

Deliberative discussion 3+ 
hours 

24 

Household 
customers (future 
billpayers – aged 
18+) 

Deliberative discussion or 
paired or triad in-depth 
interviews 

3+ 
hours 

8 

Non-household 
(micro-
organisations with 
less than 10 
employees) 

Deliberative discussion 3 hours 8 

Non-household 
(small to large 
organisations with 
10 or more 
employees) 

In-depth interviews or paired 
in-depth interviews or triad in-
depth interviews Note: This to 
allow people in larger 
businesses with different roles 
to take part 

1 hour 4 

Optional: 
Household 
customers on low 
incomes – a mix of 
those either on a 
social tariff or 
eligible for a social 
tariff 

In-depth interviews or paired 
in-depth interviews or triad in-
depth interviews (which can be 
assisted) 

1 hour 8 

Optional: 
Household 

In depth interviews (which can 
be assisted) Note: participants 

1 hour 8 



 

customers with 
health 
vulnerabilities – a 
mix of those 
already on, or 
eligible for Priority 
Services Register  

can be accompanied by carers 
or family members as needed 

 
 

1.1 Sample framework – deliberative discussions 

The table below details the sample of customers that took part in the deliberative group 
discussion approaches used to engage different segments of customers.  
 

Customer 
segment 

Demographic Quota: South 
Staffs Water 
(SSW) 

Quota: 
Cambridge 
Water 
(CAM) 

Achieved: SSW Achieved: 
CAM 

In-person 
deliberative 
discussion: 
household 
(HH) 

SEG ABC1 = 6 
C2DE = 6 
Min. 2x DE 

ABC1 = 6 
C2DE = 6 
Min. 2x DE 

10x ABC1 
5x C2DE 

11x ABC1 
5x C2DE 

Gender Min. 4x Women 
Min. 4x Men 
 

Min. 4x 
Women 
Min. 4x Men 

9x Women 
6x Men 

9x Women 
7x Men 

Age Spread of age 
Min. 2x aged 
65+ 

Spread of 
age 
Min. 2x 
aged 65+ 

3x Aged 65+ 3x Aged 
65+ 

Life stage 2x Family 
2x Pre-family 
2x Empty-
nesters 

2x Family 
2x Pre-
family 
2x Empty-
nesters 

7x Family 
4x Pre-family 
4x Empty-
nesters 

9x Family 
1x Pre-
family 
6x Empty-
nesters 

Ethnicity [Of those who 
are ABC1] Min. 
2x BAME 
[Of those who 
are C2DE] Min. 
2x BAME 

[Across all 
SEGs] Min. 
3x BAME 
 

[Of those who 
are ABC1] 5x 
BAME 
[Of those who 
are C2DE] 1x 
BAME 

5x BAME 

Metered Min. 4x 
Metered 
Min. 4x 
Unmetered 

Min. 2x 
Unmetered 

7x Metered 
8x Unmetered 

12x 
Metered 
4x 
Unmetered 

Dwelling 2x Suburban 
2x Urban 
2x Rural 

2x Suburban 
2x Urban 
2x Rural 

8x Suburban 
7x Urban 
0x Rural 

6x 
Suburban 
5x Urban 
5x Rural 



 

In-person 
deliberative 
discussion: 
non-
household 
(NHH) – 
Micro 

Sector 3x Service 
3x 
Manufacturing 

Min. 1x 
Agricultural 
Min. 1x Hi-
tech 

6x Service 
1x 
Manufacturing 
1x Agricultural 

1x Service 
1x Hi-tech 

Size <10 Employees <10 
Employees 

8x <10 
Employees 

2x <10 
Employees 

Reliance on 
water 

Min. 2x Water-
dependent 
Min. 2x Not 
water-
dependent 

Min. 2x 
Water-
dependent 
Min. 2x Not 
water-
dependent 

6x Water 
dependent 
2x Not water 
dependent 

1x Water 
dependent 
1x Not 
water 
dependent 

Online 
deliberative 
discussion: 
Future 
customers 

Location 8x SSW 8x CAM 8x SSW 8x CAM 

Gender 4x Men 
4x Women 

4x Men 
4x Women 

3x Men 
4x Women 
1x Non-binary 

4x Men 
4x Women 

SEG Spread of SEG Spread of 
SEG 

Spread Spread 

Ethnicity Min. 2x BAME Min. 2x 
BAME 

1x BAME 3x BAME 

Life Stage Min. 2x 'First-
jobbers' 
Min. 2x 
Students 
Min. 2x Living 
at home 

Min. 2x 
'First-
jobbers' 
Min. 2x 
Students 
Min. 2x 
Living at 
home 

6x First-
jobbers 
2x Students 

1x First-
jobbers 
7x Students 

 

1.2 Sample framework – in-depth interviews 

The table below details the sample of customers that took part in the in-depth 
discussions used to engage different segments of customers.  
 

Customer 
segment 

Demographic Quota Achieved 

In-depth 
interviews: NHH 
– Small-Large  

Location 5 x SSW 
5 x CAM 

5x SSW 
2x CAM 

Sector [Of those in SSW] 
Min. 2x Service 
Min. 2x 
Manufacturing 
[Of those in CAM] 
Min. 1x Agricultural,  
Min 1x Hi-tech, Min. 
1 Service 

[Of those in SSW] 
3x Service 
2x Manufacturing  
[Of those in CAM] 
2x Hi-tech 



 

Size – number 
of employees 

3x 10-50 
3x 50-250 
3x >250 

3x 10-50 
2x 50-250 
2x 250+ 

Water reliance Min. 3x Water-
dependent 
Min. 3x Not water-
dependent 

3x Water-
dependent 
4x Not water-
dependent 

In-depth 
interviews: HH 
Vulnerable 

Location 6 x SSW 
4 x CAM 

5x SSW 
5x CAM 

Gender 5x Women 
5x Men 

7x Women 
3x Men 

Age Spread of age 
Min. 2x 75+ if not 
represented in face-
to-face session 

1x 75+ 

Ethnicity Min. 3x BAME 1x BAME 
*Remainder picked 
up via in-person 
deliberative 
discussions 

English as a 
second 
language 

Min. 2x English as a 
second language 

1x English as a 
second language 

HH - Financially 
vulnerable 

Benefits Min. 3x Receiving 
benefits 

2x Receiving 
benefits 
*Remainder picked 
up via in-person 
deliberative 
discussions 

Social tariff Min. 3x Receiving 
social tariff (target 
£15-20k income 
band) 

1x Receiving social 
tariff (target £15-
20k income band) 
*Remainder picked 
up via in-person 
deliberative 
discussions 

HH - Health 
vulnerable 

Age Min. 2x who are 
either very old or 
very young 

2x who are either 
very old or very 
young 

Long-term 
health condition 
(LTCH) incl. 
disability 

Min. 2x with LTHC 
(incl. disability) - e.g. 
dialysis, Chrons, etc 

7x with LTHC (incl. 
disability) - e.g. 
dialysis, Chrons, etc 

Water 
dependence 

Min. 2x with critical 
dependence upon 
water 

5x with critical 
dependence upon 
water 

 
 



 

APPENDIX A 

Recruitment questionnaires



 

Recruitment questionnaire (HH) 

 

 



 

 

 



 

 

 

 

 



 

Recruitment questionnaire – Micro (NHH) 

 

 



 

 

 



 

  



 

 Recruitment questionnaire - Small & Large (NHH) 

 

 



 

 

 

 



 

Recruitment questionnaire – Customers in Vulnerable 
Circumstances (CIVS) 

 

 



 

 

 



 

 
  



 

Recruitment questionnaire – Future customers 

 

 



 

 

 



 



 

APPENDIX B 

Pre-task materials 



 

Cambridge Water - Scripts (HH, NHH, Future Customers) 

Hello and thank you very much for agreeing to be part of our exciting research project for 
Cambridge Water. 
 
As part of this important project, we will be talking to customers served by Cambridge Water. 
We’re delighted that you will be coming along to one of these sessions where we will present and 
discuss Cambridge Water’s business plan for 2025-2030. Your feedback will help the company to 
finalise its plan. 
 
Before you come along, we need you to read through this exercise that we need you to complete 
before attending the session,  which is all laid out on the following screens. It has been designed to 
take no longer than 20 minutes of your time. 
 
The exercise includes eleven tasks for you to read through and then a few questions to answer at 
the end. Some of the information about your water company may be new to you, but please be 
reassured that you don’t need to understand everything you read ahead of the session.  If you have 
questions then please type them in as you go along in the spaces provided. We will collate any 
questions/responses when we can recap at the beginning of the session on 12 June. 
 
If you have any technical issues related to this platform and completing the exercise then please 
contact omar.shareef@accent-mr.com. 
 
We are really looking forward to meeting you. 
 
Rachel, Nancy and Sharon – Accent Research Team 
 
 
 
 
Introduction to Task One 
On the first slide there is a map of England and Wales that shows South Staffs and Cambridge Water’s 
operating area:  

Insert slide 1 from pre-task deck 

 



 

NHH Only 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Two 

The next slide shows you some key facts about what South Staffs and Cambridge Water do and the 
service they provide:  

Insert slide 2 from pre-task deck 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Three 
Next you will see some key facts about the customers that South Staffs and Cambridge Water serve 
and the infrastructure that they manage:  

Insert slide 3 from pre-task deck 



 

 
If you have any questions then please write in the space below. 
Introduction to Task Four 
This slide includes a video with more information about Cambridge Water. Please click on the link to watch 
the video or read the video transcript if you can’t get the video to work. 

Insert slide 4 from pre-task deck 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Five 



 

Next you will see some information on how the water industry is overseen by a number of regulators. 
Insert slide 5 from pre-task deck 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Six 

This provides a bit of background on the role of the water regulator, Ofwat, specifically: 
Insert slide 6 from pre-task deck 

 



 

If you have any questions then please write in the space below. 
 
 
Introduction to Task Seven 

The next slides give you some information about how Cambridge Water’s performance is 
monitored by Ofwat: 

Insert slides 7 and 8 from pre-task deck 

 



 

If you have any questions then please write in the space below. 
 
 
Introduction to Task Eight 
We will now show you how Cambridge Water has performed against some of the key targets it has, 
and a comparison against how other water and waste water companies are performing. 
 
An explanation on what’s contained on these slides is shown below: 
 

Insert slide 9 from pre-task deck 

 
 

NEW PAGE: This first slide shows you how Cambridge Water is performing on the measure of 
water supply interruptions: 

Insert slide 10 from pre-task deck 



 

 
NEW PAGE: This next slide shows you how South Staffs and Cambridge Water is performing on the 
measure of the appearance, taste and smell of tap water: 

Insert slide 11 from pre-task deck  

 
NEW PAGE: This next slide shows you how Cambridge Water is performing on the measure of 
water leakage from its network: 

Insert slide 12 from pre-task deck 
 



 

 
That’s all the graphs and tables for now.   
 
Please write in whether you have any questions or comments about Cambridge Water’s 
performance on those key measures: 
 
 
Introduction to Task Nine 
Please review this slide. It tells you about how every £1 of your clean water bill is spent to run the 
company, split across a number of important areas: 

Insert slide 13 from pre-task deck 



 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Ten 

The next two slides will introduce you to the main highlights of Cambridge Water’s proposed 
Business Plan. We will discuss this in detail at the face to face session, but this gives you some 
information before we meet. 
 
The first slide shows part of the business plan. It outlines three of the biggest investment areas 
Cambridge Water intends to focus on to deliver improvements and upgrades to the service over 
the period 2025-2030. For example, you will see that it shows that there will be investment in the 
‘environmental’ areas to tackle the challenges the company faces and that those improvements 
will cost each customer just over £12 a year more on their combined water and wastewater bill, 
over that five year period. 

Insert slide 14 from pre-task deck 



 

 

NEW PAGE: This next slide shows the performance levels that Cambridge Water intends to deliver 
across the three different measures we looked at before. The legal and environmental regulators 
have not set any specific targets for further improving water quality and reducing the number of 
water supply interruptions, so the targets shown in the charts are what Cambridge Water think the 
target should be to deliver improvements in the service for customers. There is a national 
mandatory target to reduce leakage levels by 2050 by 50% (from the 2017/18 level) which 
Cambridge Water is aiming to achieve.  

Insert slide 15 from pre-task deck 



 

 
We will discuss these plans in the face to face sessions but please write in whether you have any 
questions  
or comments about Cambridge Water’s intended performance on those key measures or the 
proposed investment schemes. 
 
Introduction to Task Eleven 

Future customers only: Before we get together, please answer the question below about your 
water company.  
 
NHH and HH customers only: Before we get together, please answer the question below about the 
affordability of your current combined water and wastewater bill. Cambridge Water has provided 
this from its latest records, which covers charges over a year period. This relates to the water bill 
your household pays. 
 
NHH customers only: Question: Please write in your organisation’s current water and sewerage 
services bill for the most recent 12 months, including site area (surface water) drainage where 
relevant: £ 
 
NHH customers only: Question: How easy or difficult is it for your organisation to afford to pay 
your current water and sewerage bill? 
 
Please answer one only:  
1. Very easy  

2. Fairly easy  

3. Neither easy nor difficult  

4. Fairly difficult 

5. Very difficult 



 

6. Don’t know  

 
NHH customers only: Question: Which of the following aspects of service is most important for the 
day-to-day operation of your business? 
Please rank in order of importance with 1 being most important. Equal ranking are allowed. 
 
1. A reliable water supply service – not prone to interruptions 

2. Consistent water pressure 

3. Reliable and consistent water supply quality (taste, smell, appearance of water) 

4. Responsive customer service when there is a problem 

5. Accurate bills 

6. Reliable removal and treatment of water used at the business premises 

7. Reliable removal of rainwater from the site 

8. Other – specify: 

 
Please tell us what your other priority is. If you don’t have one, please leave it ranked last on the 
list above you have ordered.  
 
NHH customers only: Question: What are your business’s expectations for future clean water 
services – what would you most like to see improved? Please rank by priority with 1 being the 
highest priority. Equal rankings are allowed. 
 
1. A reliable water supply service – not prone to interruptions 

2. Consistent water pressure 

3. Reliable and consistent water supply quality (taste, smell, appearance of water) 

4. Responsive customer service when there is a problem 

5. Accurate bills 

6. Reliable removal and treatment of water used at the business premises 

7. Reliable removal of rainwater from the site 

 
 
HH customers only: Question: Your current water bill is FROM SAMPLE. How easy or difficult is it 
for you to afford to pay your current water bill?  
 
Please answer one only:  
1. Very easy  

2. Fairly easy  

3. Neither easy nor difficult  

4. Fairly difficult 

5. Very difficult 

6. Don’t know  

 
Future customers only: Question: The information has probably given you an impression of the water 
company operating in your area to supply water.If 10 is ‘very interesting’ and 0 is ‘very unimpressed’, how are 
you feeling about your water company. Please write a sentence or two explaining your view: 



 

 
10 – Very interesting 
9 
8 
7 
6 
5 
4 
3 
2 
1 
0 – Very unimpressed 

 
All customers: Question: As we mentioned at the beginning of this pre-task, we will start the 
session discussing your reactions to the information you have just read. As you’ve read through it, 
please list the 3 or 4 things that are new / interesting / surprising to you: 
  
1)  

2)  

3)  

4)  

 

Please have these to hand during the research group discussion. 
 
We are looking forward to meeting you. If you have any questions before the session, please 
contact us at: 
omar.shareef@accent-mr.com. 
 
See you very soon. 
 
Rachel, Nancy and Sharon 
Accent Research Team 
 
 

  

mailto:omar.shareef@accent-mr.com


 

Cambridge Water - Scripts – CVIS  

Hello and thank you very much for agreeing to be part of our exciting research project for 
Cambridge Water. 
 
As part of this important project, we will be talking to customers served by Cambridge Water. 
We’re delighted that you will be coming along to an interview, conducted via Zoom, where we will 
present and discuss Cambridge Water’s business plan for 2025-2030. Your feedback will help the 
company to finalise its plan. 
 
Before your interview, we need you to read through and complete this exercise, which is all laid out 
on the following screens. It has been designed to take no longer than 20 minutes of your time. 
 
The exercise includes twelve tasks for you to read through and then a few questions to answer at 
the end. Some of the information about your water company may be new to you, but please be 
reassured that you don’t need to understand everything you read ahead of the session.  If you have 
questions then please type them in as you go along in the spaces provided. We will collate any 
questions/responses and respond to these during your interview. 
 
If you have any technical issues related to this platform and completing the exercise then please 
contact omar.shareef@accent-mr.com. 
 
Accent Research Team 
 
 
 
 
Introduction to Task One 
On the first slide there is a map of England and Wales that shows South Staffs and Cambridge Water’s 
operating area:  

Insert slide 1 from pre-task deck 
 
 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Two 



 

The next slide shows you some key facts about what South Staffs and Cambridge Water do and the 
service they provide:  

Insert slide 2 from pre-task deck 
 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Three 
Next you will see some key facts about the customers that South Staffs and Cambridge Water serve 
and the infrastructure that they manage:  

Insert slide 3 from pre-task deck 
 
 

 
If you have any questions then please write in the space below. 
 
 
Introduction to Task Four 



 

This slide includes a video with more information about South Staffs Water. Please click on the link to watch 
the video or read the video transcript if you can’t get the video to work. 

Insert slide 4 from pre-task deck 
 
 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Five 
Next you will see some information on how the water industry is overseen by a number of regulators. 

Insert slide 5 from pre-task deck 
 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Six 

This provides a bit of background on the role of the water regulator, Ofwat, specifically: 
Insert slide 6 from pre-task deck 



 

 
If you have any questions then please write in the space below. 
 
 
Introduction to Task Seven 

The next slides give you some information about how Cambridge Water’s performance is 
monitored by Ofwat: 

Insert slides 7 and 8 from pre-task deck 

 
If you have any questions then please write in the space below. 
 
 
Introduction to Task Eight 



 

We will now show you how Cambridge Water has performed against some of the key targets it has, 
and a comparison against how other water and waste water companies are performing. 
 
An explanation on what’s contained on these slides is shown below: 
 

Insert slide 9 from pre-task deck 

 
 

NEW PAGE: This first slide shows you how Cambridge Water is performing on the measure of 
water supply interruptions: 

Insert slide 10 from pre-task deck 
 

 
 

NEW PAGE: This next slide shows you how South Staffs and Cambridge Water is performing on the 
measure of the appearance, taste and smell of tap water: 

Insert slide 11 from pre-task deck  
 



 

 
 

NEW PAGE: This next slide shows you how South Staffs Water is performing on the measure of 
water leakage from its network: 

Insert slide 12 from pre-task deck 
 

 
 

That’s all the graphs and tables for now.   



 

 
Please write in whether you have any questions or comments about South Staffs Water’s 
performance on those key measures: 
 
 
Introduction to Task Nine 
This slide details how Cambridge Water provide assistance to customers who may need extra 
support. 
 

Insert slide 13 from pre-task deck 

  
 
This slide details the support that Cambridge Water is planning to provide from 2025-2030 for 
customers who may require extra assistance.  

Insert slide 14 from pre-task deck 



 

 
 
If you have any questions then please write in the space below. 

 
Introduction to Task Ten 
Please review this slide. It tells you about how every £1 of your clean water bill is spent to run the 
company, split across a number of important areas: 

Insert slide 15 from pre-task deck 
 



 

 
 

If you have any questions then please write in the space below. 
 
Introduction to Task Eleven 

The next two slides will introduce you to the main highlights of South Staffs Water’s proposed 
Business Plan. We will discuss this in detail during the online session, but this gives you some 
information before we meet. 
 
The first slide shows part of the business plan. It outlines three of the biggest investment areas 
South Staffs Water intends to focus on to deliver improvements and upgrades to the service over 
the period 2025-2030. For example, you will see that it shows that there will be investment in the 
‘environmental’ areas to tackle the challenges the company faces and that those improvements 
will cost each customer just over £12 a year more on their combined water and wastewater bill, 
over that five year period. 

Insert slide 16 from pre-task deck 
 



 

 

NEW PAGE: This next slide shows the performance levels that South Staffs Water intends to deliver 
across the three different measures we looked at before. The legal and environmental regulators 
have not set any specific targets for further improving water quality and reducing the number of 
water supply interruptions, so the targets shown in the charts are what South Staffs Water think 
the target should be to deliver improvements in the service for customers. There is a national 
mandatory target to reduce leakage levels by 2050 by 50% (from the 2017/18 level) which South 
Staffs Water is aiming to achieve.  

Insert slide 17 from pre-task deck 
 
 



 

 
 

We will discuss these plans in the online session but please write in whether you have any 
questions  
or comments about Cambridge Water’s intended performance on those key measures or the 
proposed investment schemes. 
 
Introduction to Task Twelve 

Before we get together, please answer the question below about the affordability of your current 
combined water and wastewater bill. Cambridge Water has provided this from its latest records, 
which covers charges over a year period. This relates to the water bill your household pays. 
 
 
[FREE-FIND Only]: Please write in your household’s current water and sewerage bill for the most 
recent 12 months: £ 
 
Question 1: Your current water bill is FROM SAMPLE. How easy or difficult is it for you to afford to 
pay your current water bill?  
 
Please answer one only:  
7. Very easy  

8. Fairly easy  

9. Neither easy nor difficult  

10. Fairly difficult 

11. Very difficult 

12. Don’t know  

 



 

Question 2: Please indicate from the following list, which things you receive from your water 
company: 
 
1) A bill in your preferred format: 

Braille 
Large print 
A talking bill 
Other – specify: 

2) Password used by meter readers and other water company staff who may visit 
3) Delivery of bottled water to your home if your water supply is disrupted for more than a few 
hours 
4) A reduced water bill as your household is on a low income  
5) Other – specify 
6) None of these 
 
We are looking forward to speaking with  you. If you have any questions before the session, please 
contact us at: 
omar.shareef@accent-mr.com. 
 
See you very soon. 
 
Accent Research Team 
  

mailto:omar.shareef@accent-mr.com


 

South Staffs Water - Scripts (HH, NHH, Future Customers) 

 
Hello and thank you very much for agreeing to be part of our exciting research project for South 
Staffs Water. 
 
As part of this important project, we will be talking to customers served by South Staffs Water. 
We’re delighted that you will be coming along to one of these sessions where we will present and 
discuss South Staffs Water’s business plan for 2025-2030. Your feedback will help the company to 
finalise its plan. 
 
Before you come along, we need you to read through this exercise that we need you to complete 
before attending the session,  which is all laid out on the following screens. It has been designed to 
take no longer than 20 minutes of your time. 
 
The exercise includes eleven tasks for you to read through and then a few questions to answer at 
the end. Some of the information about your water company may be new to you, but please be 
reassured that you don’t need to understand everything you read ahead of the session.  If you have 
questions then please type them in as you go along in the spaces provided. We will collate any 
questions/responses when we can recap at the beginning of the session on 5 June. 
 
If you have any technical issues related to this platform and completing the exercise then please 
contact omar.shareef@accent-mr.com. 
 
We are really looking forward to meeting you. 
 
Rachel, Nancy and Sharon – Accent Research Team 
 
 
 
 
Introduction to Task One 
On the first slide there is a map of England and Wales that shows South Staffs and Cambridge Water’s 
operating area:  

Insert slide 1 from pre-task deck 
 

 



 

NHH Only 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Two 

The next slide shows you some key facts about what South Staffs and Cambridge Water do and the 
service they provide:  

Insert slide 2 from pre-task deck 
 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Three 
Next you will see some key facts about the customers that South Staffs and Cambridge Water serve 
and the infrastructure that they manage:  

Insert slide 3 from pre-task deck 
 



 

 
If you have any questions then please write in the space below. 
 
 
Introduction to Task Four 
This slide includes a video with more information about South Staffs Water. Please click on the link to watch 
the video or read the video transcript if you can’t get the video to work. 

Insert slide 4 from pre-task deck 
 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Five 
Next you will see some information on how the water industry is overseen by a number of regulators. 

Insert slide 5 from pre-task deck 
 



 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Six 

This provides a bit of background on the role of the water regulator, Ofwat, specifically: 
Insert slide 6 from pre-task deck 

 
If you have any questions then please write in the space below. 
 
 
Introduction to Task Seven 

The next slides give you some information about how South Staffs Water’s performance is 
monitored by Ofwat: 

Insert slides 7 and 8 from pre-task deck 



 

 
If you have any questions then please write in the space below. 
 
 
Introduction to Task Eight 
We will now show you how South Staffs Water has performed against some of the key targets it 
has, and a comparison against how other water and waste water companies are performing. 
 
An explanation on what’s contained on these slides is shown below: 
 

Insert slide 9 from pre-task deck 

 
 



 

NEW PAGE: This first slide shows you how South Staffs Water is performing on the measure of 
water supply interruptions: 

Insert slide 10 from pre-task deck 

 
 

NEW PAGE: This next slide shows you how South Staffs and Cambridge Water is performing on the 
measure of the appearance, taste and smell of tap water: 

Insert slide 11 from pre-task deck  

 
 

NEW PAGE: This next slide shows you how South Staffs Water is performing on the measure of 
water leakage from its network: 

Insert slide 12 from pre-task deck 

 
 

That’s all the graphs and tables for now.   
 



 

Please write in whether you have any questions or comments about South Staffs Water’s 
performance on those key measures: 
 
 
Introduction to Task Nine 
Please review this slide. It tells you about how every £1 of your clean water bill is spent to run the 
company, split across a number of important areas: 

Insert slide 13 from pre-task deck 

 
 

If you have any questions then please write in the space below. 
 
Introduction to Task Ten 

The next two slides will introduce you to the main highlights of South Staffs Water’s proposed 
Business Plan. We will discuss this in detail at the face to face session, but this gives you some 
information before we meet. 
 
The first slide shows part of the business plan. It outlines three of the biggest investment areas 
South Staffs Water intends to focus on to deliver improvements and upgrades to the service over 
the period 2025-2030. For example, you will see that it shows that there will be investment in the 
‘environmental’ areas to tackle the challenges the company faces and that those improvements 
will cost each customer just over £12 a year more on their combined water and wastewater bill, 
over that five year period. 

Insert slide 14 from pre-task deck 

 



 

NEW PAGE: This next slide shows the performance levels that South Staffs Water intends to deliver 
across the three different measures we looked at before. The legal and environmental regulators 
have not set any specific targets for further improving water quality and reducing the number of 
water supply interruptions, so the targets shown in the charts are what South Staffs Water think 
the target should be to deliver improvements in the service for customers. There is a national 
mandatory target to reduce leakage levels by 2050 by 50% (from the 2017/18 level) which South 
Staffs Water is aiming to achieve.  

Insert slide 15 from pre-task deck 

 
 

We will discuss these plans in the face to face sessions but please write in whether you have any 
questions  
or comments about South Staffs Water’s intended performance on those key measures or the 
proposed investment schemes. 
 
Introduction to Task Eleven 

Future customers only: Before we get together, please answer the question below about your 
water company.  
 
NHH and HH customers only: Before we get together, please answer the question below about the 
affordability of your current combined water and wastewater bill. South Staffs Water has provided 
this from its latest records, which covers charges over a year period. This relates to the water bill 
your household pays. 
 
NHH customers only: Question: Please write in your organisation’s current water and sewerage 
services bill for the most recent 12 months, including site area (surface water) drainage where 
relevant: £ 
 
NHH customers only: Question: How easy or difficult is it for your organisation to afford to pay 
your current water and sewerage bill? 
 
Please answer one only:  
13. Very easy  

14. Fairly easy  



 

15. Neither easy nor difficult  

16. Fairly difficult 

17. Very difficult 

18. Don’t know  

 
NHH customers only: Question: Which of the following aspects of service is most important for the 
day-to-day operation of your business? 
Please rank in order of importance with 1 being most important. Equal ranking are allowed. 
 
19. A reliable water supply service – not prone to interruptions 

20. Consistent water pressure 

21. Reliable and consistent water supply quality (taste, smell, appearance of water) 

22. Responsive customer service when there is a problem 

23. Accurate bills 

24. Reliable removal and treatment of water used at the business premises 

25. Reliable removal of rainwater from the site 

26. Other – specify: 

 
NHH customers only: Question: What are your business’s expectations for future clean water 
services – what would you most like to see improved? Please rank by priority with 1 being the 
highest priority. Equal rankings are allowed. 
 
27. A reliable water supply service – not prone to interruptions 

28. Consistent water pressure 

29. Reliable and consistent water supply quality (taste, smell, appearance of water) 

30. Responsive customer service when there is a problem 

31. Accurate bills 

32. Reliable removal and treatment of water used at the business premises 

33. Reliable removal of rainwater from the site 

 
HH customers only: Question: Your current water bill is FROM SAMPLE. How easy or difficult is it 
for you to afford to pay your current water bill?  
 
Please answer one only:  
34. Very easy  

35. Fairly easy  

36. Neither easy nor difficult  

37. Fairly difficult 

38. Very difficult 

39. Don’t know  

Future customers only: Question: The information has probably given you an impression of the water 
company operating in your area to supply water.If 10 is ‘very interesting’ and 0 is ‘very unimpressed’, how are 
you feeling about your water company. Please write a sentence or two explaining your view: 
 
10 – Very interesting 



 

9 
8 
7 
6 
5 
4 
3 
2 
1 
0 – Very unimpressed 
 

 
All customers: Question: As we mentioned at the beginning of this pre-task, we will start the 
session discussing your reactions to the information you have just read. As you’ve read through it, 
please list the 3 or 4 things that are new / interesting / surprising to you: 
  
5)  

6)  

7)  

8)  

 

Please have these to hand during the research group discussion. 
 
We are looking forward to meeting you. If you have any questions before the session, please 
contact us at: 
omar.shareef@accent-mr.com. 
 
See you very soon. 
 
Rachel, Nancy and Sharon 
Accent Research Team 
  

mailto:omar.shareef@accent-mr.com


 

South Staffs Water – Scripts for Customer in Vulnerbale 
Circumstance (CIVS) 

 
Hello and thank you very much for agreeing to be part of our exciting research project for South 
Staffs Water. 
 
As part of this important project, we will be talking to customers served by South Staffs Water. 
We’re delighted that you will be coming along to an interview, conducted via Zoom, where we will 
present and discuss South Staffs Water’s business plan for 2025-2030. Your feedback will help the 
company to finalise its plan. 
 
Before your interview, we need you to read through and complete this exercise, which is all laid out 
on the following screens. It has been designed to take no longer than 20 minutes of your time. 
 
The exercise includes twelve tasks for you to read through and then a few questions to answer at 
the end. Some of the information about your water company may be new to you, but please be 
reassured that you don’t need to understand everything you read ahead of the session.  If you have 
questions then please type them in as you go along in the spaces provided. We will collate any 
questions/responses and respond to these during your interview. 
 
If you have any technical issues related to this platform and completing the exercise then please 
contact omar.shareef@accent-mr.com. 
 
Accent Research Team 
 
 
 
 
Introduction to Task One 
On the first slide there is a map of England and Wales that shows South Staffs and Cambridge Water’s 
operating area:  

Insert slide 1 from pre-task deck 
 
 

 
If you have any questions then please write in the space below. 



 

 
Introduction to Task Two 

The next slide shows you some key facts about what South Staffs and Cambridge Water do and the 
service they provide:  

Insert slide 2 from pre-task deck 
 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Three 
Next you will see some key facts about the customers that South Staffs and Cambridge Water serve 
and the infrastructure that they manage:  

Insert slide 3 from pre-task deck 
 

 
If you have any questions then please write in the space below. 
 
 
Introduction to Task Four 
This slide includes a video with more information about South Staffs Water. Please click on the link to watch 
the video or read the video transcript if you can’t get the video to work. 

Insert slide 4 from pre-task deck 
 



 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Five 
Next you will see some information on how the water industry is overseen by a number of regulators. 

Insert slide 5 from pre-task deck 
 

 
If you have any questions then please write in the space below. 
 
Introduction to Task Six 

This provides a bit of background on the role of the water regulator, Ofwat, specifically: 
Insert slide 6 from pre-task deck 

 
If you have any questions then please write in the space below. 
 
 



 

Introduction to Task Seven 

The next slides give you some information about how South Staffs Water’s performance is 
monitored by Ofwat: 

Insert slides 7 and 8 from pre-task deck 

 
If you have any questions then please write in the space below. 
 
 
Introduction to Task Eight 
We will now show you how South Staffs Water has performed against some of the key targets it 
has, and a comparison against how other water and waste water companies are performing. 
 
An explanation on what’s contained on these slides is shown below: 
 

Insert slide 9 from pre-task deck 



 

 
 

NEW PAGE: This first slide shows you how South Staffs Water is performing on the measure of 
water supply interruptions: 

Insert slide 10 from pre-task deck 

 
 

NEW PAGE: This next slide shows you how South Staffs and Cambridge Water is performing on the 
measure of the appearance, taste and smell of tap water: 

Insert slide 11 from pre-task deck  

 
 

NEW PAGE: This next slide shows you how South Staffs Water is performing on the measure of 
water leakage from its network: 

Insert slide 12 from pre-task deck 
 



 

 
 

That’s all the graphs and tables for now.   
 
Please write in whether you have any questions or comments about South Staffs Water’s 
performance on those key measures: 
 
 
Introduction to Task Nine 
This slide details how South Staffs Water provide assistance to customers who may need extra 
support. 
 

Insert slide 13 from pre-task deck 



 

  
 
This slide details the support that South Staffs is planning to provide from 2025-2030 for customers 
who may require extra assistance.  

Insert slide 14 from pre-task deck 

 
 
If you have any questions then please write in the space below. 

 



 

Introduction to Task Ten 
Please review this slide. It tells you about how every £1 of your clean water bill is spent to run the 
company, split across a number of important areas: 

Insert slide 15 from pre-task deck 

 
 

If you have any questions then please write in the space below. 
 
Introduction to Task Eleven 

The next two slides will introduce you to the main highlights of South Staffs Water’s proposed 
Business Plan. We will discuss this in detail during the online session, but this gives you some 
information before we meet. 
 
The first slide shows part of the business plan. It outlines three of the biggest investment areas 
South Staffs Water intends to focus on to deliver improvements and upgrades to the service over 
the period 2025-2030. For example, you will see that it shows that there will be investment in the 
‘environmental’ areas to tackle the challenges the company faces and that those improvements 
will cost each customer just over £12 a year more on their combined water and wastewater bill, 
over that five year period. 

Insert slide 16 from pre-task deck 
 



 

 

NEW PAGE: This next slide shows the performance levels that South Staffs Water intends to deliver 
across the three different measures we looked at before. The legal and environmental regulators 
have not set any specific targets for further improving water quality and reducing the number of 
water supply interruptions, so the targets shown in the charts are what South Staffs Water think 
the target should be to deliver improvements in the service for customers. There is a national 
mandatory target to reduce leakage levels by 2050 by 50% (from the 2017/18 level) which South 
Staffs Water is aiming to achieve.  

Insert slide 17 from pre-task deck 
 



 

 
 

We will discuss these plans in the online session but please write in whether you have any 
questions or comments about South Staffs Water’s intended performance on those key measures 
or the proposed investment schemes. 
 
Introduction to Task Twelve 

Before we get together, please answer the question below about the affordability of your current 
combined water and wastewater bill. South Staffs Water has provided this from its latest records, 
which covers charges over a year period. This relates to the water bill your household pays. 
 
 
[FREE-FIND Only]: Please write in your household’s current water and sewerage bill for the most 
recent 12 months: £ 
 
Question 1: Your current water bill is FROM SAMPLE. How easy or difficult is it for you to afford to 
pay your current water bill?  
 
Please answer one only:  
40. Very easy  

41. Fairly easy  

42. Neither easy nor difficult  

43. Fairly difficult 

44. Very difficult 

45. Don’t know  

 

Question 2: Please indicate from the following list, which things you receive from your water 
company: 



 

 
1) A bill in your preferred format: 

Braille 
Large print 
A talking bill 
Other – specify: 

2) Password used by meter readers and other water company staff who may visit 
3) Delivery of bottled water to your home if your water supply is disrupted for more than a few 
hours 
4) A reduced water bill as your household is on a low income  
5) Other – specify 
6) None of these 
 
We are looking forward to speaking with  you. If you have any questions before the session, please 
contact us at: 
omar.shareef@accent-mr.com. 
 
See you very soon. 
 
Accent Research Team 
  

mailto:omar.shareef@accent-mr.com


 

Cambridge Water – pre-task (HH) 

 

 

 



 

 

 
  



 

South Staffs Water – pre-task (HH) 

 

  



 

 

 
 
 
  



 

Cambridge Water – pre-task (NHH) 

 

 
 

 



 

 

 
  



 

South Staffs Water – pre-task (NHH) 

 

 

 



 

 

 
  



 

Cambridge Water – pre-task for Customers in Vulnerbale 
Circumstance (CIVS) 

 

  



 

 



 

 
 
 

 

 

  



 

South Staffs Water – pre-task for Customer in Vulnerbale 
Circumstance (CIVS) 

 

 



 

 

 



 

 
 
 
 

  



 

South Staffs Water – pre-task for Customers in Vulnerbale 
Circumstance (CIVS) 

 

 

 



 

 

 



 

 
 
 

  



 

Cambridge Water – pre-task (Future customers) 

 

 

 



 

 

 
 
 

  



 

South Staffs Water – pre-task (Future customers) 

 

 
 

 



 

 

 
 



 

APPENDIX C 

Mainstage material



 

Cambridge Water – Topic guides for face-to-face workshops (HH) 

 
 

 

3 HOURS 
 

Event Timetable  
 
 5pm-5.15pm – Meet, Greet, Seat; Session Introduction  

 5.15pm-6.15pm – Break Out 1 (Warm-up, Recap, Long Term Context, Temperature Check) 

 6.15pm-6.30pm – Comfort/Tea/Coffee/Sandwiches 

 6.30pm-7.45pm – Break out 2 (PROPOSED Plan and MUST DO plan) 

 7.45pm-8pm – Comfort/Tea/Coffee with Final plenary session (post task) 

 

Meet, Greet, Seat; Session Introduction     5pm-5.15pm 

 

 Sign everyone in 

 Allocation to dedicated Moderator Group who will introduce themselves 

 Group 1 – NHH (8 participants) 

 Group 2 – HH ABC1 (8 HH participants)  

 Group 3 – HH C2DE (8 HH participants) 

 Offer tea/coffee and seat in main area 

 Show the agenda for the session on the screen (Slide 1 - Agenda) 

 Introduce the moderating team 

 explain that we are an independent, impartial research agency 

 no right or wrong answers 

 no comments are attributed to you by name 

 reassure that some subjects/content might be new to them/okay if they don’t understand everything  

 Explain that we are here tonight on behalf of Cambridge Water who are looking for their view and input into 
the Business Plan and are here to answer any technical questions. 

 Explain the role of Cambridge Water’s Independent Challenge Group and their role in observing the session and 
challenging the overall business plan.  

 Remember that Cambridge Water are the provider of your water services NOT the wastewater service which is 
run by Anglian Water – we will talk a bit about this in our first break out session 

 Tell everyone how long we will be here and session structure (break out groups/comfort breaks) 

 Explain fire drills/exits  



 

Break Out Group 1  – Establishing Research Context  5.15pm-6.15pm  
This breakout group will focus on warm-up to ensure participants are comfortable, recap the pre-task materials, 
provide baseline views on the company, provide a financial temperature check and include the long term plan review  
 
 Settle everyone in break out space 

 Thank everyone for doing their pre-task exercises 

 Explain that this group will be working together tonight and that in this group and we are interested to hear the 
different views 

 Introduce yourself ice breaker: 

 Name 

 Where you live and who you live with 

 Favourite thing about your local area 

 Remind that we are here to discuss the Business Plan for Cambridge Water and focusing only on your clean 
water services 

 Before we get going, we just want to quickly understand how you currently feel about Cambridge  Water. On 
the paper in front of you please circle the emoji that most closely relates to how you feel Cambridge Water 

 
 Think back to the pre-task you read through 

 Baseline Comprehension: 

 Is there anything in the material you read which was difficult to understand?  

 Baseline Awareness:  

 What did you know about Cambridge Water before you read through the materials? 

 What surprised you most out of the things you have read?  

 What would you most like to find out more about?  

 Baseline Perceptions:   

 How do you feel about Cambridge Water – scale -ve 0-10 +ve 

 Reasons for scores 

 If you chose a negative emoji but your score was positive, why is this? 

 If you chose a positive emoji but your score was negative, why is this? 

 Baseline Priorities: 

 Has any of the information you have seen changed your opinion of your Cambridge Water in any way? 

 Where do you think they should focus improvements/investment? 

 Are these the areas that you think matter most to customers across the region or in your community?  

 Baseline Value: 
 Before we start talking about the Business Plan, we want to find out about how you are feeling about 

your household’s/your business’ current finances and paying bills 

 How do you feel at the moment about your household finances? 

 And how do you think that might change in the next 12 months and then in 5 years? 

 How do you feel about the water bill you receive from Cambridge Water? 

 How would you rate Cambridge Water on value for money ‘for your clean water services’? 

 
 Long term picture and different perspectives 

 All water companies need to plan for the longer term future to ensure that the services will be appropriate 
for future generations of service users, bill payers, wider society and the environment (such as looking after 
rivers, reservoirs) 



 

 Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of the 
company’s longer term ambitions.  These go as far as 2050 – these ambitions will give you a high-level sense 
of what Cambridge Water is planning and where they need to invest to meet priorities. The plan for 2025-
2020 is a stepping stone for making investments to deliver their long term ambitions to 2050. 

 When you look at this longer term plan, we want you to think about it from a range of different perspectives: 
 Show Slide 2 – 1) service users 2) bill payers. 3) citizen 4) society – please note that these overlap so if you 

are a bill payer, you are probably a service user and a citizen and member of society 

 Show Slide 3 – Cambridge Water’s long-term ambitions and challenges 

 Pair up for a moment and discuss the plan with your partner 

 Let’s hear from the different pairs:  

 Overall views 

 From what you have seen, do you feel the long term plan goes far enough, too far or just right 

 What makes you think this 

 What do others think – agree/disagree 

 Is there any difference if you think about this as a Bill Payers, Service Users (Future Customers), Citizens, 
Society 

 
 Phasing – Explain concept of phasing 

 Before we have a break, we want to talk to you about some of the choices a water company has to make 
when they are putting together its Business Plans 

 Water companies can choose to improve performance or invest in service enhancements at different 
times depending on customer priorities and depending on their funding and the challenges they face 
and how these might changes over time 

 After the break we are going to be focusing on the shorter term Business Plan for 2025-2030 that we 
shared with you in the pre-task 

 We are interested to see whether there are things in there that you would say could be done later – this 
means that investment would not be made between 2025-2030, but made between 2030-2050 

 However, this would mean the benefits of making the investment would be delayed, but would mean 
that customers would not need to pay for them before 2030. 

 For example, you may say that investing in resilience is in the short term plan we shared, but could be 
left until later which would mean spreading out the costs between 2025 and 2050 

 

 

Tea, Coffee, Sandwiches, Stretch, Comfort    6.15pm-6.30pm  

Break Out Group 2  – Proposed Plan and Must Do Plan            6.30pm-7.45pm  
This breakout group will focus on the Proposed Plan and the Must Do plan 

 
5 MINS  
 Welcome everyone back to the table  

 Explain that this breakout session will be focusing on Cambridge Water’s Proposed Business Plan that we shared 
during the pre-task and in the next part of the discussion we want to understand more about how you all feel 
about this proposed plan – we will then focus on an alternative plan that is called the Must Do plan 

 Explain that Cambridge Water has undertaken customer research and stakeholder research and that this plan 
reflects their priorities as well as where the business feel they need to invest to ensure a resilient water service 
to meet the needs of Cambridge Water customers and protect and restore the environment. 

 We do need to be clear that what we are sharing with you does not include the full Business Plan as this would 
take too long to go through – instead Cambridge Water, in conjunction with the regulator OFWAT’s guidelines, 



 

has selected the most significant elements where it will be investing and feel that customers would have a view 
in important decisions. 

 It includes statutory (i.e. things that are required by law/legislation) elements that Cambridge Water must do in 
2025-2030.  

 Show Slide 4 – Statutory Responsibilities 

 
10 MINS 
 Show Slide 5 – Proposed performance targets for 2025-30  

 Explain that later on customers will see the bill impact based on their own household / business bill but for now 
we are going to look at the average bill.  This includes some predictions for inflation which we will share at the 
end 

 Initial response to the overall plan 

 What did you feel is good about the plan? 

 What did you feel is not good about the plan? 

 What would you want to change? 

 Let’s now break the plan down into different sections and get your views on each part 

 
15 MINS 
 OVERALL PERFORMANCE COMMITMENTS (Explain that there are 15 common performance commitments that 

relate to your water services – and another 6 that relate to sewerage services – but today we’re focusing on 3) 

 Show Slides 6-8 – Performance Commitments 

 Explain that we are going to focus on the 3 performance commitments in more detail 

 Note that for Slide 8 leakage performance commitment although companies have different targets the 
percentage reduction they have to achieve is the same 

 
 Response to the three core performance targets  

 For each: 

 How do you feel about this target? 

 Do you feel they go far enough/too far/just right? 

 How do you feel about how Cambridge Water is proposing to meet the suggested target? 

 Is there anything they are suggesting that you disagree with?  

 Anything missing that you’d like them to do? 

 
15 MINS 
 Overall Service Enhancements 

 Show Slide 9 – The proposed plan to meet the challenges faced 

 Response to the service enhancements  

 Explore each of the service enhancements  

 How do you feel about this service enhancement? 

 What is good about it? 

 What is not good about it? 

 
 Show Slide 10 – Phasing: resilience investment example 

 Cambridge Water needs to balance the amount of investment needed with the amount of money they 
have to spend from customers’ bills. With this in mind, how would you feel if Cambridge Water spread 
the planned investments out over a longer period? 



 

 They could choose to make bill increases now for current bill payers or bigger increases in the long term 
for some current bill payers and future bill payers? 

 What would be your preference? 

 How fair do you think that is for future generations? 

 
10 MINS 

 Now we have discussed the Proposed Business Plan, overall when you look at this plan, how acceptable is it to 
you 

 Why do you say this? 

 What did you feel was good about this plan? 

 What did you feel was not good about this plan? 

 How could the plan be made more acceptable? 

 What would you change? 

 Think about this with your different hats on – bill payers, service users, citizens, society – does your view 
change? 

 
 Show Slide 11 – Investment and Bill Impact - Proposed plan (Combined bill, water and wastewater) 

 Overall when you look at this plan, how affordable is this to you and your household / your business? 

 Why do you say this? 

 How do you feel about the impact of inflation on the proposed bill? 

 If not affordable, what would you advise Cambridge Water to take out? 

 Any difference if you put your hats back on – bill payers, service users, citizens, society 

 Moderator crib sheet for how bill changes add up to 2030. 

 
 
 Show Slide 12 – Investment and Bill Impact - Proposed plan (Single bill, water only) 

 This slide shows the bill impact of only Cambridge Water’s Business Plan with Anglian Water’s waste water bill 
impact removed. 

 When you look at this slide, how affordable is this to you and your household / your business? 

 Why do you say this? 

 Is this different from the affordability of the combined bill? 

 
20 MINS 
 Must Do Plan 

 Show Slide 13 – The must-do plan to meet statutory environmental and quality targets 

 Explain that the greyed out areas are ones that are not included in the must do plan. 

 
 Initial response to this plan 

 What did you feel was good about this plan, when considering the company’s proposed plan? 

 What did you feel was not good about this plan? 

 What would you want to change?  

 How do you feel about the cost being lower than the company’s proposed plan? 



 

 Think about this with your different hats on – bill payers, service users, citizens, society – does your view 
change? 

 
 Overall when you look at this plan, how acceptable is it to you 

 Why do you say this? 

 How could this be more acceptable? 

 What would you change? 

 
 Show Slide 14 Investment and Bill Impact – Must-do plan (Combined bill, water and wastewater) 

 This slide shows the combined bill impact for service enhancements and improvements in Cambridge Water’s 
Must Do plan and Anglian Water’s Business Plan. 

 NB moderator note that this is a lower cost than the Proposed plan 

 Overall when you look at this plan, how affordable is this to you and your household / your business? 

 Why do you say this? 

 NB moderator note that this is a lower cost than the Proposed plan 

 
 Show Slide 15 Investment and Bill Impact – Must-do plan (Single bill, water only) 

 This slide shows the bill impact of only Cambridge Water’s Must Do Plan with Anglian Water’s waste water bill 
impact removed. 

 When you look at this slide, how affordable is this to you and your household / your business? 

 Why do you say this? 

 
 Thanks so much for all your input this evening. Before we move onto the final part of the discussions please go 

back to the emojis and circle the one that most closely reflects how you feel about Cambridge Water given what 
we have discussed in the last 3 hours. Moderator to briefly check what’s changed and why. 

 

Final Plenary          7.45-8pm  
 Welcome everyone back to the main area 

 Explain that for this final session, we will be asking them to fill in a questionnaire individually which should take 
around 5 minutes. 

 Completion of POST TASK during final plenary. 

 Thank everyone for coming 

 Invite any final questions 

 Close 

 

Key Moderator Notes:       
Make note of any questions asked by customers that are answered by the company 

 
 

 

 

 

 

 



 

South Staffs Water – Topic guides for face-to-face workshops (HH) 

 
 
 
Event 1: 5th June –– Walsall – 16 HH/6 NHH 
 
3 HOURS 
 

Event Timetable  
 
 5pm-5.15pm – Meet, Greet, Seat; Session Introduction  

 5.15pm-6.15pm – Break Out 1 (Warm-up, Recap, Long Term Context, Temperature Check) 

 6.15pm-6.30pm – Comfort/Tea/Coffee/Sandwiches 

 6.30pm-7.45pm – Break out 2 (PROPOSED Plan and MUST DO Plan) 

 7.45pm-8pm – Comfort/Tea/Coffee with final plenary session (post task) 

 
Meet, Greet, Seat; Session Introduction    5pm-5.15pm 

 
 Sign everyone in 

 Allocation to dedicated Moderator Group who will introduce themselves 

 Group 1 – NHH (6 participants) 

 Group 2 – HH ABC1 (8 HH participants)  

 Group 3 – HH C2DE (8 HH participants) 

 Offer tea/coffee and seat in main area 

 Show the agenda for the session on the screen (Slide 1 - Agenda) 

 Introduce the moderating team 

 explain that we are an independent, impartial research agency 

 no right or wrong answers 

 no comments are attributed to you by name 

 reassure that some subjects/content might be new to them/okay if they don’t understand everything  

 Explain that we are here tonight on behalf of South Staffs Water who are looking for their view and input into 
the Business Plan and are here to answer any technical questions.  

 Explain the role of South Staffs Water Independent Challenge Group and their role in observing the session and 
challenging the overall business plan.  

 Remember that South Staffs Water are the provider of your water services NOT the wastewater service which 
is run by Severn Trent – we will talk a bit about this in our first break out session 

 Tell everyone how long we will be here and session structure (break out groups/comfort breaks) 

 Explain fire drills/exits 

 
Note: all text in italics is explanatory notes around how the session will run for SSC and SCP and are now read out by 
the moderator at the sessions. 
 



 

 
 

Break Out Group 1  – Establishing Research Context  5.15pm-6.15pm 
This breakout group will focus on warm-up to ensure participants are comfortable, recap the pre-task materials, 
provide baseline views on the company, provide a financial temperature check and include the long term plan review  
 
 Settle everyone in break out space 

 Thank everyone for doing their pre-task exercises 

 Explain that this group will be working together tonight and that in this group and we are interested to hear the 
different views 

 Introduce yourself ice breaker: 

 Name 

 Where you live and who you live with  

 Favourite thing about your local area 

 Remind that we are here to discuss the Business Plan for South Staffs Water and focusing only on your clean 
water services. 

 Before we get going we just want to quickly understand how you currently feel about South Staffs  Water. On 
the paper in front of you please circle the emoji that most closely relates to how you feel about South Staffs 
Water. 

 
 Think back to the pre-task you read through 

 Baseline Comprehension: 

 Is there anything in the material you read which was difficult to understand?  

 Baseline Awareness:  

 What surprised you most out of the things you have read?  

 What would you most like to find out more about?  

 Baseline Perceptions:   

 How do you feel about South Staffs Water – scale -ve 0-10 +ve 

 Reasons for scores 

 Baseline Priorities: 

 Has any of the information you have seen changed your opinion of your South Staffs Water in any way?  

 Where do you think they should focus improvements/investment?  

 Are these the areas that you think matter most to customers across the region or in your community?  

 Baseline Value: 
 Before we start talking about the Business Plan, we want to find out about how you are feeling about 

your household’s/your business current finances and paying bills 

 How do you feel at the moment about your household’s/businesses’ finances? 

 And how do you think that might change in the next 12 months and then in 5 years? 

 How do you feel about the water bill you receive from South Staffs? 

 How would you rate South Staffs Water on value for money ‘for your clean water services’? 

 Long term picture and different perspectives 

 All water companies need to plan for the longer term future to ensure that the services will be appropriate 
for future generations of service users, bill payers, wider society and the environment (such as looking after 
rivers, reservoirs) 

 Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of the 
company’s longer term ambitions.  These go as far as 2050 – these ambitions will give you a high-level sense 



 

of what South Staffs Water is planning and where they need to invest to meet priorities. The plan for 2025-
2020 is a stepping stone for making investments to deliver their long term ambitions to 2050. 

 When you look at this longer term ambitions, we want you to think about it from a range of different 
perspectives: 

 Show Slide 2 - 1) service users 2) bill payers. 3) citizen 4) society – please note that these do overlap so if 
you are a bill payer, you are probably a service user and a citizen and member of society 

 Show Slide 3 – South Staffs Water’s long-term ambitions and challenges 

 Pair up for a moment and discuss the plan with your partner 

 Let’s hear from the different pairs:  

 Overall views 

 From what you have seen, do you feel the long term plan goes far enough, too far or just right? 

 What makes you think this? 

 What do others think – agree/disagree? 

 Is there any difference if you think about this as a Bill Payers, Service Users (Future Customers), 
Citizens, Society? 

 
 Phasing – Explain concept of phasing 

 Before we have a break, we want to talk to you about some of the choices a water company has to make 
when they are putting together its Business Plans 

 Water companies can choose to improve performance or invest in service enhancements at different 
times depending on customer priorities and depending on their funding and the challenges they face 
and how these might changes over time. 

 After the break we are going to be focusing on the shorter term Business Plan for 2025-2030 that we 
shared with you in the pre-task. 

 We are interested to see whether there are things in there that you would say could be done later – this 
means that investment would not be made between 2025-2030, but made between 2030-2050.  

 However, this would mean the benefits of making the investment would be delayed, but would mean 
that customers would not need to pay for them before 2030. 

 For example, you may say that investing in resilience is in the short term plan we shared, but could be 
left until later which would mean spreading out the costs between 2025 and 2050 

 

Tea, Coffee, Sandwiches, Stretch, Comfort    6.15pm-6.30pm  
  



 

Break Out Group 2  – Proposed Plan and Must Do Plan  6.30pm-7.45pm  
This breakout group will focus on the Proposed Plan and the Must Do plan 

 
5 MINS  
 Welcome everyone back to the table  

 Explain that this breakout session will be focusing on South Staffs Water’s Proposed Business Plan that we 
shared during the pre-task and in the next part of the discussion we want to understand more about how you 
all feel about this proposed plan – we will then focus on an alternative plan that is called the Must Do plan 

 Explain that South Staffs Water has undertaken customer research and stakeholder research and that this plan 
reflects their priorities as well as where the business feel they need to invest to ensure a resilient water service 
to meet the needs of South Staffs Water customers and protect and restore the environment.  

 We do need to be clear that what we are sharing with you does not include the full Business Plan as this would 
take too long to go through – instead South Staffs Water, in conjunction with the regulator OFWAT’s guidelines,  
has selected the most significant elements where it will be investing and feel that customers would have a view 
in important decisions. 

 It includes statutory (i.e. things that are required by law/legislation) elements that South Staffs Water must do 
in 2025-2030.  

 Show Slide 4 – Statutory Responsibilities 

 
10 MINS 
 Show Slide 5 – Proposed performance targets for 2025-30  

 Explain that later on customers will see the bill impact based on their own household / business bill but for now 
we are going to look at the average household bill.  This includes some predictions for inflation which we will 
share at the end 

 Initial response to the overall plan 

 What did you feel is good about the plan? 

 What did you feel is not good about the plan? 

 What would you want to change? 

 Let’s now break the plan down into different sections and get your views on each part. 

 
15 MINS 
 OVERALL PERFORMANCE COMMITMENTS (Explain that there are 15 common performance commitments that 

relate to your water services – and another 6 that relate to sewerage services – but today we’re focussing on 3) 

 Show Slides 6-8 – Performance Commitments 

 Explain that we are going to focus on the 3 performance commitments in more detail 

 Response to the three core performance targets  

 For each: 

 How do you feel about this target? 

 Do you feel they go far enough/too far/just right?  

 How do you feel about how South Staffs Water is proposing to meet the suggested target? 

 Is there anything they are suggesting that you disagree with?  

 Anything missing that you’d like them to do? 

 
15 MINS 
 Overall Service Enhancements 

 Show Slide 9 – The proposed plan to meet the challenges faced 

 Response to the service enhancements  



 

 Explore each of the service enhancements  

 How do you feel about this service enhancement? 

 What is good about it? 

 What is not good about it? 

 
 Show Slide 10 – Phasing: resilience investment example 

 South Staffs Water need to balance the amount of investment needed with the amount of money they 
have to spend from customers’ bills. With this in mind, how would you feel if South Staffs Water spread 
the planned investments out over a longer period  

 They could choose to make bill increases now for current bill payers or delay investment and have bigger 
increases in the long term for some current bill payers and future bill payers 

 What would be your preference? 

 How fair do you think that is for future generations? Why do you say this?  

 
11 MINS 

 Now we have discussed the Proposed Business Plan, overall when you look at this plan, how acceptable is it to 
you? 

 Why do you say this? 

 What did you feel was good about this plan? 

 What did you feel was not good about this plan? 

 How could the plan be made more acceptable? 

 What would you change? 

 Think about this with your different hats on – bill payers, service users, citizens, society – does your view 
change? 

 
 Show Slide 11 – Investment and Bill Impact - Proposed plan (Combined bill, water and wastewater) 

 This slide shows the combined bill impact for service enhancements and improvements in South Staffs’ 
Proposed Business Plan and Severn Trent’s Business Plan. 

 Overall when you look at this plan, how affordable is this to you and your household / your business? 

 Why do you say this? 

 How do you feel about the impact of inflation on the proposed bill? 

 If not affordable, what would you advise South Staffs Water to take out? 

 Any difference if you put your hats back on – bill payers, service users, citizens, society? 

 
 Show Slide 12 – Investment and Bill Impact - Proposed plan (Single bill, water only) 

 This slide shows the bill impact of only South Staffs’ Proposed Business Plan with Severn Trent’s waste water bill 
impact removed. 

 When you look at this slide, how affordable is this to you and your household / your business? 

 Why do you say this? 

 Is this different from the affordability of the combined bill? 

 
20 MINS 
 Must Do Plan 

 Show Slide 13 – The must-do plan to meet statutory environmental and quality targets 

 Explain that the greyed out areas are ones that are not included in the must do plan. 

 



 

 Initial response to this plan 

 What did you feel was good about this plan, when considering the company’s proposed plan? 

 What did you feel was not good about this plan? 

 What would you want to change?  

 How do you feel about the cost being lower than the company’s proposed plan? 

 Think about this with your different hats on – bill payers, service users, citizens, society – does your view 
change? 

 
 Overall when you look at this plan, how acceptable is it to you 

 Why do you say this? 

 How could this be more acceptable? 

 What would you change? 

 
 Show Slide 14 Investment and Bill Impact – Must-do plan (Combined bill, water and wastewater) 

 This slide shows the combined bill impact for service enhancements and improvements in South Staffs’ Must 
Do plan and Severn Trent’s Business Plan. 

 Overall when you look at this plan, how affordable is this to you and your household / your business? 

 Why do you say this? 

 NB moderator note that this is a lower cost than the Proposed plan 

 
 Show Slide 15 Investment and Bill Impact – Must-do plan (Single bill, water only) 

 This slide shows the bill impact of only South Staffs’ Must Do Plan with Severn Trent’s waste water bill impact 
removed. 

 When you look at this slide, how affordable is this to you and your household / your business? 

 Why do you say this? 

 
 Thanks so much for all your input this evening. Before we move onto the final part of the discussions, please go 

back to the emojis and circle the one that most closely reflects how you feel about South Staffs Water given 
what we have discussed in the last 3 hours. Moderator to briefly check what’s changed and why 

 

Final Plenary          7.45-8pm  
 
 Welcome everyone back to the main area 

 Explain that for this final session, we will be asking them to fill in a questionnaire individually which should take 
around 5 minutes.  

 Completion of POST TASK during final plenary. 

 Thank everyone for coming 

 Invite any final questions 

 Close 

 

Key Moderator Notes:       
Make note of any questions asked by customers that are answered by the company representatives. 

  



 

Topic guides for depth interviews (NHH) 

 

 
 

 
Good morning/afternoon/evening... My name is … and I work for an independent market research 
company called Accent. We are carrying out research on behalf of [South Staffs] or [Cambridge] Water to 
explore what customers like you think of its business plan for 2025-2030. Thank you very much for agreeing 
to be part of this research. 
 
We will be exploring your views on the activities we shared with you ahead of this discission as well as 
[South Staffs] or [Cambridge] Water’s long term picture and its proposed business plan and alternative 
plan option. 
 
This research is being conducted in accordance with the Code of Conduct of the Market Research Society 
(MRS) and also with the Data Protection Act, with whom Accent is registered. This means that everything 
you say is confidential and will not be attributed to you personally. 
 
Our discussion is being recorded. This is standard market research procedure and is to ensure accuracy – 
so I do not have to try to remember what you have said – and for analysis purposes only. The recordings 
will not be passed to any third party not associated with the research project, and in our reporting of the 
findings from this research everything that you say will be confidential and will be reported in grouped 
format only. 
 
The discussion will last around 90 minutes, and to thank you for your time we’ll provide an incentive via 
bank transfer.  
 
Can I stress before we begin that we are looking for your views. There are no right or wrong answers. 
 

Introduction 5 mins (05) 
 Can you tell me a little bit about your business? (where is it based, what does it involve, how many employees…?)  

 How do you use water as a business? 

 How critical are water services to your business? 

Pre-task 20 mins (25) 
Firstly we’re going to discuss the activities which we shared with you ahead of this discussion.  

 Baseline Comprehension: 

Participant Name  

Date / time  

URN  

 



 

 Was there anything in the material you read which you felt was difficult to understand?  

 Are you aware that [South Staffs] or [Cambridge] Water supply clean water only and do not 
provide wastewater services? 

 
 

 Baseline Awareness:  

 What did you know about [South Staffs] or [Cambridge] Water before you read through the 
materials? 

 What surprised you most out of the things you have read?  

 What would you most like to find out more about?  

 Were you aware that as a business customer you’re able to switch your water retailer (but that 
your wholesale water services are still delivered by [South Staffs] or [Cambridge] Water)? 

 Have you ever switched your water retailer? (if yes, explore reasons and experience of 
switching) 

 
 Baseline Perceptions:   

 How do you feel about [South Staffs] or [Cambridge] Water – scale -ve 1-10 +ve 

 Reasons for score 

 
 Baseline Priorities: 

 You said your priority was [check participant answer to Q2 of the pre-task on priorities and 
reference], why was this? 

 You said you would most like to see [check participant answer to Q3 of the pre-task on 
expectation for improvement and reference], why was this? 

 How would you rate [South Staffs] or [Cambridge] Water on value for money for your water 
services?  

 Has any of the information you have seen changed your opinion of [South Staffs] or 
[Cambridge] Water in any way?  

 
 Financial context 

 How do you feel at the moment about your organisation’s finances? 

 And how do you think that might change in the next 5 years? 

 

Long term picture 5 mins (30) 

- SLIDE 1: [South Staffs] or [Cambridge] Water’s long-term ambitions and challenges 

- Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of the 
company’s longer term ambitions.  These go as far as 2050 – these ambitions will give you a high-level sense of 
what South Staffs Water is planning and where they need to invest to meet priorities. The plan for 2025-2030 
is a stepping stone for making investments to deliver their long term ambitions to 2050. 

 
 Overall views of the long-term plan 

 From what you have seen, do you feel the long term plan goes far enough, too far or just right? 

 What makes you think this? 



 

Business plan summary (proposed) 30 mins (60) 

- Now we’re going to start looking at [South Staffs] or [Cambridge] Water’s Proposed Plan. 

 Explain that what you are sharing does not include the full Business Plan as this would take too long to go 
through – instead [South Staffs] or [Cambridge] Water, in conjunction with the regulator OFWAT’s guidelines,  
has selected the most significant elements where it will be investing and feel that customers would have a view 
in important decisions. 

- It includes statutory elements that [South Staffs] or [Cambridge] Water must do in 2025-2030 which you can 
see in this slide.  

- SLIDE 2: Statutory Responsibilities of a water company 

- Now that you’ve seen some information on the statutory responsibilities of [South Staffs] or [Cambridge] Water, 
here are [South Staffs] or [Cambridge] Water’s proposed performance targets for 2025-30.  

- SLIDE 3: South Staffs/Cambridge Water’s proposed performance targets for 2025-2030 

 What do you feel is good about the plan? 

 What do you feel is not good about the plan? 

 Does this plan meet the organisational priorities you identified earlier? 

 Does this plan meet the organisational expectations you identified earlier? 

 What would you want to change? 

- Explain that we are going to focus on the three core performance commitments in more detail  

- SHOW SLIDE 4 AND ASK PROMPTS AND THEN REPEAT FOR SLIDES 5 AND 6 

 For each: 

 How do you feel about this target? 

 Do you feel they go far enough/too far/just right?  

 
- Explain that next we are going to look at the three service enhancements 

- SHOW SLIDE 7: The proposed plan to meet the challenges faced 

 For each enhancement: 

 How do you feel about this service enhancement – particularly thinking about your organisation’s 
needs? 

 What is good about it? 

 What is not good about it? 

 
 Now we have discussed the Proposed Business Plan, overall when you look at this plan, how acceptable is it to 

you and your organisation? 

 Why do you say this? 

 How could this be more acceptable to your organisation? 

 What would you change? 

 
 



 

- SHOW SLIDE 8: Investment and Bill Impact – Proposed plan (Combined bill, water and wastewater) 

 Explain that the prediction is a ball-park guide to what your bill will be – once actual inflation and rewards and 
penalties are built-in your bill is likely to be a bit different. 

 Overall when you look at this plan, how affordable is this for your business? 

 Why do you say this? 

 If not affordable, what would you advise [South Staffs] or [Cambridge] Water to take out from its proposed 
plan? 

 
 Now we’re going to show you the bill impact of only [South Staffs] or [Cambridge] Water’s Proposed Business 

Plan with [Severn Trent] or [Anglian] Water’s waste water bill impact removed. 

- SHOW SLIDE 9: Investment and Bill Impact – Proposed plan (Single bill, water only) 

 Overall when you look at this plan, how affordable is this for your business? 

 Why do you say this? 

 If not affordable, what would you advise [South Staffs] or [Cambridge] Water to take out? 

 

Phasing 5 mins (65) 

- SHOW SLIDE 10: Phasing: resilience investment example 

- Explain that [South Staffs] or [Cambridge] Water needs to balance the amount of investment needed with the 
amount of money they have to spend from customers’ bills. With this in mind, how would you feel if [South 
Staffs] or [Cambridge] Water spread the planned investments out over a longer period?  

- They could choose to make bill increases now for current bill payers or delay investment and have bigger 
increases in the long term for some current bill payers and future bill payers? 

 What would be your preference? 

 How fair do you think that is for future generations of customers?  

Must-do business plan summary 20 mins (85) 

- Explain that this next part of the discussion will be focusing on a must-do Business Plan.   

 SHOW SLIDE 11: The must-do plan to meet statutory environmental and quality targets 

 Explain that the greyed out areas are ones that are not included in the must do plan, but are in the proposed 
plan. 

 
 Initial response to this must-do plan 

 What did you feel was good about this plan? 

 What did you feel was not good about this plan? 

 What would you want to change? 

 How do you feel about the service enhancements now (note there are different costs associated with 
these)? 

 How do you feel about the cost being lower? 

 
 Overall when you look at this plan, how acceptable is it to you? 



 

 Why do you say this? 

 How could this be more acceptable? 

 What would you change? 

 
- SHOW SLIDE 12: Investment and Bill Impact – Must-do plan (Combined bill, water & wastewater) 

 Overall when you look at this plan, how affordable is this for your business? 

 Why do you say this? 

 If not affordable, what would you advise [South Staffs] or [Cambridge] Water do to support business 
customers with their water bills? 

 
 Now we’re going to show you the bill impact of only [South Staffs] or [Cambridge] Water’s Must-do Business 

Plan with [Severn Trent] or [Anglian] Water’s waste water bill impact removed. 

- SHOW SLIDE 13: Investment and Bill Impact – Must-do plan (Single bill, water only) 

- Overall when you look at this plan, how affordable is this for your business? 

 Why do you say this? 

 

Wrap and Close  5 mins (90) 
 
The final step is to complete a 5 minute post-task exercise. You will be sent this in the next few days, please 
complete it as soon as possible. 

A payment of part of the incentive will be made after the post-task exercise is completed. 

Thank you very much for taking the time to speak to me today. 

 

 

  



 

Topic guides for Customers in Vulnerable Circumstances (CIVS) 

 
 

 
 
Introductions and Warm Up       5 Mins (5 Mins) 

Good morning/afternoon/evening... My name is … and I work for an independent market research 
company called Accent. We are carrying out research on behalf of [South Staffs] or [Cambridge] Water to 
explore what customers like you think of its business plan for 2025-2030 and particularly what extra 
support they intend to offer to customers. Thank you very much for agreeing to be part of this research. 
 
We will be exploring your views on the tasks we shared with you as well as [South Staffs] or [Cambridge] 
Water’s long term picture and their proposed business plan. 
 
This research is being conducted in accordance with the Code of Conduct of the Market Research Society 
(MRS) and also with the Data Protection Act, with whom Accent is registered. This means that everything 
you say is confidential and will not be attributed to you personally. 
 
Our discussion is being recorded. This is standard market research procedure and is to ensure accuracy – 
so I do not have to try to remember what you have said – and for analysis purposes only. The recordings 
will not be passed to any third party not associated with the research project, and in our reporting of the 
findings from this research everything that you say will be confidential and will be reported in grouped 
format only. 
 
The discussion will last around 90 minutes, and to thank you for your time we’ll provide an incentive via 
bank transfer.  
 
Can I stress before we begin that we are looking for your views. There are no right or wrong answers. 

 
 Ask participant to introduce themselves: 

 Name 

 Where you live 

 Who do you live with (family/pets/friends) 

 What’s on your mind in your home life most at the moment and the coming months? 

 

Response to Pre-Task and Your Service Needs   35 Mins (40 Mins) 
Firstly we’re going to discuss the tasks which we shared with you.  

 Baseline Comprehension: 

 Was there anything in the material you read which you felt was difficult to understand?  

 
 Baseline Awareness:  

Participant Name  

Date / time  

URN  

 



 

 What did you know about [South Staffs] or [Cambridge] Water before you read through the materials? 

 What surprised you most out of the things you have read?  

 What would you most like to find out more about?  

 
 Baseline Perceptions:   

 How do you feel about [South Staffs] or [Cambridge] Water – scale -ve 1-10 +ve 

 Reasons for score 

 
 Baseline Priorities: 

 Where do you think they should focus improvements/investment? 

 Has any of the information you have seen changed your opinion of your [South Staffs] or [Cambridge] 
Water in any way?  

 
- What do you know about the Priority Services register? 

 Is this something that you are part of or think you should be part of? 

 If you or someone in your household are on the PSR or have been in the past, what is your 
experience of being on this?  

 What works, what could be improved? 

 
- What do you know about [South Staffs] or [Cambridge] Water’s discounted Assure tariff to support low 

income households, or the WaterSure tariff? 

 Is this something that you are part of? 

 If you or someone in your household are on the Assure tariff or have been on any discounted tariff 
in the past, what is your experience of being on this?  

 What works, what could be improved? 

 
 Baseline Value (Bill Payers): 

 Before we start talking about the Business Plan, we want to find out about how you’re feeling about 
your household finances 

 How do you feel at the moment about your household finances? 

 And how do you think that might change in the next year? 

 What about in 5 years? 

 How do you feel about your latest water bill? 

 How would you rate [South Staffs] or [Cambridge] Water on value for money ‘for your water / waste 
services’? 

 

Long term picture 5 mins (45 Mins) 

- SLIDE 1: [South Staffs] or [Cambridge] Water’s long-term ambitions and challenges 

- Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of the 
company’s longer term ambitions.  These go as far as 2050 – these ambitions will give you a high-level sense of 
what South Staffs Water is planning and where they need to invest to meet priorities. The plan for 2025-2020 
is a stepping stone for making investments to deliver their long term ambitions to 2050. 

 
 Overall views 

 From what you have seen, do you feel the long term plan goes far enough, too far or just right? 



 

 What makes you think this? 

 How do you feel these cover your individual circumstances/situation we talked about earlier? 

 

Proposed Plan         44 Mins (89 Mins) 
- Now we’re going to start looking at [South Staffs] or [Cambridge] Water’s Proposed Plan. 

- Explain that what you are sharing does not include the full Business Plan as this would take too long to go 
through – instead [South Staffs] or [Cambridge] Water have selected the most significant elements where they 
will be investing and feel that customers would have a view. 

- It includes statutory elements that [South Staffs] or [Cambridge] Water must do in 2025-2030 which you can 
see in this slide. 

- SLIDE 2: Statutory Responsibilities of a water company 

- Now that you’ve seen some information on the statutory responsibilities of [South Staffs] or [Cambridge] Water, 
here are [South Staffs] or [Cambridge] Water’s proposed performance targets for 2025-30. 

- SLIDE 3: South Staffs Water’s proposed performance targets for 2025-2030 

Initial response to the overall plan 
 What did you feel was good about the plan? 

 What did you feel was not good about the plan? 

 What would you want to change? 

 
Let’s now break the plan down into different sections and get your views on each part 
 
- Explain that we are going to focus on the three core performance commitments in more detail  

 
- SHOW SLIDE 4 AND ASK PROMPTS AND THEN REPEAT FOR SLIDES 5 AND 6 

Response to the three core performance targets  
 For each: 

 How do you feel about this target 

 Do you feel they go far enough/too far/just right  

 
- Explain that next we are going to look at the three service enhancements 

- SHOW SLIDE 7: The proposed plan to meet the challenges faced 

 For each enhancement: 

 How do you feel about this service improvements? 

 What is good about it? 

 What is not good about it? 

 Which ones are most important to you that you want to see investment in, given your situation? Why 
is that?  

 
ACTIONS TAKEN TO SUPPORT VULNERBALE CUSTOMERS 
 In the next Business Plan period 2025-2030, [South Staffs] or [Cambridge] Water will continue to support 

customers who are in vulnerable circumstances e.g. heath and/or financially struggling  



 

- SHOW SLIDE 8: [South Staffs] or [Cambridge] Water currently offers the following to help customers who 
need extra support 

 How do you feel about the current support offered?  

 Which parts are most important to you?  

 Does the support currently on offer make you feel reassured or not?  

- SHOW SLIDE 9: [South Staffs] or [Cambridge] Water’s plans for 2025-2030 to help customers who need extra 
support 

 How do you feel about this support for help with paying bills? 

 How do you feel about this support for help with accessing services? 

 What is good about these plans? 

 What is not good about them? 

 Do they go far enough, or too far? 

 Is there anything else you would be looking for [South Staffs] or [Cambridge] Water to do to support your 
needs? If so, what should they be doing? 

 Is there anything that other utilities companies or suppliers (e.g. energy, broadband, mobile phones, banks) 
are doing that you would want [South Staffs] or [Cambridge] Water to also do? If so, what are they doing 
that has impressed you? 

 
Now we have discussed the Proposed Business Plan, overall when you look at this plan, how acceptable is it to you? 

 Why do you say this? 

 How could this be more acceptable? 

 What would you change? 

 
- SHOW SLIDE 10: Investment and Bill Impact – Proposed plan (Combined bill, water and wastewater) 

 Overall when you look at this plan, how affordable is this for you/your household? 

 Why do you say this? 

 If not affordable, what would you advise [South Staffs] or [Cambridge] Water to take out? 

 
 Now we’re going to show you the bill impact of only [South Staffs] or [Cambridge] Water’s Proposed Business 

Plan with [Severn Trent] or [Anglian] Water’s waste water bill impact removed. 

- SHOW SLIDE 11: Investment and Bill Impact – Proposed plan (Single bill, water only) 

 Overall when you look at this plan, how affordable is this for you? 

 Why do you say this? 

 Why do you say this? 

Must-do plan (OPTIONAL - ONLY COVER IF TIME AVAILABLE) 
 Show Slide 12 – The must-do plan to meet statutory environmental and quality targets 

 Explain that the greyed out areas are ones that are not included in the must do plan. 

 Initial response to this plan 

 What did you feel was good about this plan, when considering the company’s proposed plan? 

 What did you feel was not good about this plan? 

 What would you want to change?  

 How do you feel about the cost being lower than the company’s proposed plan? 

 



 

 Overall when you look at this plan, how acceptable is it to you 

 Why do you say this? 

 How could this be more acceptable? 

 What would you change? 

 
 Show Slide 13 Investment and Bill Impact – Must-do plan (Combined bill, water and wastewater) 

 This slide shows the combined bill impact for service enhancements and improvements in [South Staffs] or 
[Cambridge] Water’s Must Do plan and [Severn Trent] or [Anglian] Water’s Business Plan. 

 Overall when you look at this plan, how affordable is this to you and your household? 

 Why do you say this? 

 NB moderator note that this is a lower cost than the Proposed plan 

 
 Show Slide 14 Investment and Bill Impact – Must-do plan (Single bill, water only) 

 This slide shows the bill impact of only [South Staffs] or [Cambridge] Water’s Must Do Plan with [Severn Trent] 
or [Anglian] Water’s waste water bill impact removed. 

 When you look at this slide, how affordable is this to you and your household? 

 Why do you say this? 

 
Final thank and close        01 Min (90 Mins) 
The final step is to complete a 5 minute exercise. You will be sent this in the next few days, please 
complete it as soon as possible. 

A payment of part of the incentive will be made after the post-task exercise is completed. 

Thank you very much for taking the time to speak to me today – your feedback will help to finalise the 
company’s business plan. 

 

  



 

Topic guides for online focus groups (Future customers)  

 
 

Introductions 10 mins (10) 
 Hello everyone and welcome to this discussion group which we are running on behalf of [South 

Staffs]/[Cambridge] Water 

 Thanks for all your work during the homework exercise – we have enjoyed reviewing your comments on the 
tasks we shared and we will discuss those further this evening 

 IMPORTANT: Explain about independent and exploratory nature of research: 

 Undertaken under the Market Research Society’s Code of Conduct 

 Your input will remain confidential – all reporting will be undertaken in an anonymised format 

 No right or wrong answers. And it’s okay not to understand everything – some of these areas might be new 
to some of you 

 Okay to disagree with each other 

 Recordings are standard market research procedure and for analysis purposes only 

 The recordings will not be passed to any third party not associated with the research project, and none of 
your comments will be attributed to you by name 

 Introduce any observers (cameras/mics off) – interested to hear your views/won’t be contributing to the 
discussion/will adhere to MRS rules 

 Explain that we are here tonight on behalf of [South Staffs] / [Cambridge] Water who are looking for the views 
and input of people like yourselves who do not currently pay water bills but are likely to in the future into their 
Business Plan.   

 Explain the role of the Independent Challenge Group and their role in observing the session and challenging the 
overall business plan.  

 Remember that [South Staffs]/[Cambridge] Water is the provider of your water services NOT the wastewater 
service which is run by [Severn Trent]/[Anglian] Water. 

 This session will last approximately 90 minutes.  

 
 Before we get into the detail let’s do some quick introductions: 

 Name 

 Where do you live? 

 Who’s at home (human and pets!)  

 Favourite thing about your local area 

 

Establishing Research Context       25 mins (35) 
 Thank everyone for doing their pre-task exercises 

 Remind that we are here to discuss the Business Plan for [South Staffs]/[Cambridge] Water 

 Think back to the pre-task you read through  

 Baseline Comprehension:  

 Was there anything in the material you read which you felt was difficult to understand?  

 
 Baseline Awareness:  



 

 What did you know about [South Staffs]/[Cambridge] Water before you read through the materials? 

 What surprised you most out of the things you have read?  

 What would you most like to find out more about?  

 
 Baseline Perceptions:   

 How do you feel about[South Staffs]/[Cambridge] Water – scale -ve 1-10 +ve 

 Reasons for scores 

 
 Baseline Priorities: 

 Where do you think they should focus improvements/investment from your perspective as a future 
customer, given you will likely be paying water bills in the future? 

 Has any of the information you have seen changed your opinion of [South Staffs]/[Cambridge] water in 
any way? 

 
- Financial temperature check 

- Thinking more generally – how would you finding your financial situation right now?  

o Have things changed for you over the last year?  

o How? What’s been the impact on you?  

- Have you noticed how other people have been financially impacted?  

o In what way? 

 
 Long term picture and different perspectives 

- Before we begin looking at the Business Plan for 2025-2030, we want to share with you some of the 
company’s longer term ambitions.  These go as far as 2050 – these ambitions will give you a high-level sense 
of what [South Staffs] or [Cambridge] Water is planning and where they need to invest to meet priorities. 
The plan for 2025-2030 is a stepping stone for making investments to deliver their long term ambitions to 
2050. 

 When you look at this longer term plan, we want you to think about it from a range of different perspectives: 
 Show Slide 1 – Points of view that we will consider 

 Please note that these points of view overlap so if you are a bill payer, you are probably a service user and 
a citizen and member of society 

 Show Slide 2 – [South Staffs]/[Cambridge] Water’s long-term ambitions and challenges 

 Let’s hear your views on these long-term plans:  

 Overall views 

 From what you have seen, do you feel the long term plan goes far enough, too far or just right? 

 What makes you think this? 

 What do others think – agree/disagree? 

 Is there any difference if you think about this as a Bill Payers, Service Users, Citizens, Society? 

 If so, what are they? 

 
 

Proposed Plan          30 mins (65) 

- Explain that we will be focusing on the Proposed Business Plan that we shared during the pre-task and in 
the next part of the discussion we want to understand more about how you all feel about this proposed 
plan. 

- Show Slide 3 – Statutory Responsibilities of a water company 



 

- Explain that what you are sharing does not include the full Business Plan as this would take too long to go 
through – instead [South Staffs] or [Cambridge] Water, in conjunction with the regulator OFWAT’s 
guidelines,  has selected the most significant elements where it will be investing and feel that customers 
would have a view in important decisions. 

- It includes statutory elements that [South Staffs] or [Cambridge] Water must do in 2025-2030 which you 
can see in this slide.  

- Show Slide 4 – [South Staffs]/[Cambridge] Water’s proposed performance targets for 2025-2030. 

 
 PROPOSED PLAN  

 Initial response to the overall plan 

 What did you feel was good about the plan? 

 What did you feel was not good about the plan? 

 What would you want to change? 

 
 OVERALL PERFORMANCE COMMITMENTS 

- Explain that we are going to focus on three core performance commitments in more detail.  

- Show Slide 5 and ask prompts and then repeat for Slides 6 and 7 

 For each: 

 How do you feel about this target? 

 Do you feel they go far enough/too far/just right?  

 
- Explain that next we are going to look at the three service enhancements. 

- Show Slide 8: The proposed plan to meet the challenges faced 

 For each enhancement: 

 How do you feel about this service enhancement? 

 What is good about it? 

 What is not good about it? 

 
 Now we have discussed the Proposed Business Plan, overall when you look at this plan, how acceptable is it to 

you? 

 Why do you say this? 

 How could this be more acceptable? 

 What would you change? 

 
 Show Slide 9: Investment and Bill Impact – Must-do plan (Combined bill, water & wastewater) 

- Does this water bill seem fair to you? 
- How does this water bill compare to other bills and costs you are familiar with?  

o What bills are you comparing the water and wastewater bill to? 

- How would you rate this water bill in terms of value for money for your water services? 

 
 Show Slide 10: Investment and Bill Impact – Proposed plan (Single bill, water only) 

- Does this water bill seem fair to you? 

- How would you rate this water bill in terms of value for money for your water services? 

 
Phasing                                                                   8 mins (73) 



 

 We want to talk to you about some of the choices a water company has to make when they are putting together 
its Business Plans 

 Explain that [South Staffs] or [Cambridge] Water needs to balance the amount of investment needed 
with the amount of money they have to spend from customers’ bills. With this in mind, how would you 
feel if [South Staffs] or [Cambridge] Water spread the planned investments out over a longer period?  

- Show Slide 11 – Phasing of customer bills: resilience investment example 

 In this example,  [South Staffs] or [Cambridge] could choose to make bill increases now for current bill 
payers and invest in schemes to improve resilience sooner, or delay investment and have bigger 
increases in the long term for some current bill payers and future bill payers. 

- What would be your preference from the options presented?  

- How fair do you think that is for future generations of bill paying customers?  

 
 Must-do Plan (if time is available)                                          16 mins (89) 
- Explain that this next part of the discussion will be focusing on a must-do Business Plan.   

- Show Slide 12: The must-do plan to meet statutory environmental and quality targets 

- Explain that the greyed out areas are ones that are not included in the must do plan, but are in the proposed 
plan. 

 
 Initial response to this plan 

 What did you feel was good about this plan? 

 What did you feel was not good about this plan? 

 What would you want to change? 

 How do you feel about the service enhancements now (note there are different costs associated with 
these)? 

 How do you feel about the cost being lower? 

 Think about this with your different hats on – bill payers, service users, citizens, society? 

 
 Overall when you look at this plan, how acceptable is it to you? 

 Why do you say this? 

 How could this be more acceptable? 

 

 
 Show Slide 13: Investment and Bill Impact – Must-do plan (Combined bill, water & wastewater) 

- Does this water bill seem fair to you? 

- How would you rate this water bill in terms of value for money for your water services? 

 
 Show Slide 14: Investment and Bill Impact – Must-do plan (Single bill, water only) 

- Does this water bill seem fair to you? 

- How would you rate this water bill in terms of value for money for your water services? 

 

Thank and next steps 1 mins (90) 
 
 Explain that we’ll be emailing out the post task that will take approximately 5 mins to complete and that this is 

required to receive your incentive for taking part. 

 Thank and close. 
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South Staffs Water – Stimulus materials (Future customers) 

 

 

 
 



 

 
 

 
  



 

APPENDIX D 

Post-task materials 
  



 

Cambridge Water – Post-task materials (HH & NHH) 

Acceptability and Affordability Testing (Post-task) 
  
Thank you very much for agreeing to take part in this research and complete this post-task, which is 
being conducted by Accent, an independent research agency.  
 
Any answer you give will be treated in confidence in accordance with the Code of Conduct of the UK 
Market Research Society. If you would like to confirm Accent’s credentials type Accent in the search box 
at: https://www.mrs.org.uk/researchbuyersguide. 
 
IF MOBILE DEVICE SHOW: This survey is best undertaken on a tablet or a PC. If you do use a 
smartphone you can switch between desktop mode and mobile mode at any time by clicking the 
button at the bottom of the screen. 
 

QA Please can you confirm that your bill size is £#QSBILL#? 

Yes 
No…………….please specify 

Affordability – Proposed Plan 
SHOW TO CURRENT HH AND NON-HH ONLY 
Water bills change each in year in line with inflation. 
Inflation is the increase in prices paid for goods and services over time. Household incomes also change 
over time. 

  If your household income keeps up with inflation (i. increases at the same rate), then you are likely to 
notice little difference in what you are paying for things.  

 If inflation increases by a faster rate than your household income, then you are likely to have less 
money to go around.  

 If your household income increases by a faster rate than inflation, then you are likely to have more 
money to go around. 
The Bank of England aims to keep inflation at 2%, but it has recently been much higher than this. As well 
as changing by inflation each year, bills change by an amount set by Ofwat as part of their price review 
process every five years.  
The proposed bills you will see from 2025 to 2030 include the Bank of England forecasts for inflation 
from 2025 to 2030, and proposed amounts to cover the investment in water and sewerage services 
needed over the next few years. 
 
The next set of questions are about proposed changes to your water sewerage bill for the years 2025-
2030. The chart below shows these changes, as related to the proposed plan.  
 
It also shows how inflation may impact on your bill, based on the Bank of England's inflation forecasts. 
 
[HH Only] 
 

https://www.mrs.org.uk/researchbuyersguide


 

 
 
[NHH Only] 
 

 
 
 

Q1. ASK CURRENT HH AND NON-HH ONLY Thinking about how HH your income/NHH your organisation's 
income may change in the future, how easy or difficult do you think it would be for you to afford 
these water and sewerage bills? 

Very easy  
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 
Don’t know 
 

Q2. ASK ALL Based on everything you have heard and read about the Cambridge Water’s proposed 
business plan, how acceptable or unacceptable is it to you? 

Completely acceptable GO TO Q4 
Acceptable GO TO Q4 
Unacceptable GO TO Q3 
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Completely unacceptable GO TO Q3 
Don’t know/can’t say 
 

Q3. IF Q2 = 3 OR 4 Why do you say that? Please select the TWO main reasons from the list below or write 
in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be unacceptable or completely unacceptable: 
 

Too expensive 
Water company profits too high 
The plan won’t improve things enough/improvements too small 
Water companies should pay for more of these service improvements out of their profits 
The plan is poor value for money – it’s not doing enough for the cost 
The plan doesn’t focus on the right things 
HH I/NHH My organisation won’t be able to afford this 
I don’t trust them to make these service improvements 
Plan isn’t good enough for future generations 
I don’t trust them to do what’s best for their customers 
Plan is not environmentally friendly enough 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q4. IF Q2 = 1 OR 2 Why do you say that? Please select the TWO main reasons from the list below or write 
in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be acceptable or completely acceptable:  

 
It’s not too expensive 
The plan is good value for money - it’s doing a lot for the cost 
Their plan focuses on the right things 
I trust them to do what’s best for their customers 
The plan will make big/good improvements to things 
I trust them to make these service improvements 
Plan is environmentally friendly 
HH I/NHH My organisation will be able to afford this 
Plan is good for future generations 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 

Affordability – Must do plan 
 

The next set of questions are about proposed changes to your water sewerage bill for the years 2025-
2030. The chart below shows these changes, as related to the Must-do plan.  
 
[HH Only] 
 



 

 
 
[NHH Only] 
 

 
 

Q5. ASK CURRENT HH AND NON-HH ONLY Thinking about how HH your income/NHH your organisation's 
income may change in the future, how easy or difficult do you think it would be for you to afford 
these water and sewerage bills? 

Very easy  
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 
Don’t know 
 

Q6. ASK ALL  Based on everything you have heard and read about the Cambridge Water’s least cost 
business plan, how acceptable or unacceptable is it to you? 

Completely acceptable GO TO Q8 
Acceptable GO TO Q8 
Unacceptable GO TO Q7 
Completely unacceptable GO TO Q7 
Don’t know/can’t say 
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Q7. IF Q6 = 3 OR 4 Why do you say that? Please select the TWO main reasons from the list below or write 
in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be unacceptable or completely unacceptable: 
 

Too expensive 
Water company profits too high 
The plan won’t improve things enough/improvements too small 
Water companies should pay for more of these service improvements out of their profits 
The plan is poor value for money – it’s not doing enough for the cost 
The plan doesn’t focus on the right things 
HH I/NHH My organisation won’t be able to afford this 
I don’t trust them to make these service improvements 
Plan isn’t good enough for future generations 
I don’t trust them to do what’s best for their customers 
Plan is not environmentally friendly enough 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q8. IF Q6 = 1 OR 2 Why do you say that? Please select the TWO main reasons from the list below or write 
in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be acceptable or completely acceptable:  

 
It’s not too expensive 
The plan is good value for money - it’s doing a lot for the cost 
Their plan focuses on the right things 
I trust them to do what’s best for their customers 
The plan will make big/good improvements to things 
I trust them to make these service improvements 
Plan is environmentally friendly 
HH I/NHH My organisation will be able to afford this 
Plan is good for future generations 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 

Your Preferences 
Q9. ASK ALL Of the business plans you have seen today, which one do you prefer overall? 

Proposed business plan 
‘Must do’ business plan 
 

Q10. ASK ALL  Why do you say that?  
[OPEN-ENDED] – DP ADD TEXT BOX 
 

Q11. ASK ALL Long term investment by Cambridge Water will require an increase in customer bills. 
Bills could increase in different ways over time. For example, there could be increases now for 
current bill payers, or bigger increases in the long term for future generations. Which one of the 
following options would you prefer?  

An increase in bills starting sooner, spreading increases across different generations of bill-payers 
An increase in bills starting later, putting more of the increases onto younger and future bill-payers 
I don’t know enough at the moment to give an answer 
 

Q12. ASK CURRENT HH AND NON-HH ONLY To what extent, if at all, do you trust Cambridge Water to 
deliver their proposed plan by 2030? 

Trust them to deliver it all 
Trust them to deliver some of it 



 

Trust them to deliver a little of it 
Don’t trust them to deliver it 
 

Q13. ASK CURRENT HH AND NON-HH ONLY Why do you say that? SELECT TWO, RANDOMISE 
Please select two answers.  
 
They give me a good service 
Their services are good value for money 
They keep their service promises to their customers 
They don’t update their customers on how they are delivering 
They don’t give me a good service 
Their services are poor value for money 
Shareholders are more important to them than customers 
They will want to put their bills up by more than this 
Their customers are their top priority 
 

Q14. ASK ALL How easy, or otherwise, was it for you to decide which plan you preferred? 
Very easy 
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 

Classification Questions 
Q15. Thank you. Would you be willing to be contacted again if we need to clarify any of the answers 

you have given today? And would you be willing to be invited to take part in other research for 
Cambridge Water?  

Yes, for both clarification and further research 
Yes, for clarification only 
Yes, for further research only 
No 
 

Thank you. This research was conducted under the terms of the MRS code of conduct and is completely 
confidential. We will securely store the data given in this interview for a period of 12 months (for 
reference purposes) before securely destroying it. 
 
 

  



 

South Staffs Water – Post-task materials (HH & NHH) 

 

Acceptability and Affordability Testing (Post-task) 
  
Thank you very much for agreeing to take part in this research and complete this post-task, which is 
being conducted by Accent, an independent research agency.  
 
Any answer you give will be treated in confidence in accordance with the Code of Conduct of the UK 
Market Research Society. If you would like to confirm Accent’s credentials type Accent in the search box 
at: https://www.mrs.org.uk/researchbuyersguide. 
 
IF MOBILE DEVICE SHOW: This survey is best undertaken on a tablet or a PC. If you do use a 
smartphone you can switch between desktop mode and mobile mode at any time by clicking the 
button at the bottom of the screen. 
 

QA Please can you confirm that your bill size is £#QSBILL#? 

Yes 
No…………….please specify 

Affordability – Proposed Plan 
SHOW TO CURRENT HH AND NON-HH ONLY 
Water bills change each in year in line with inflation. 
Inflation is the increase in prices paid for goods and services over time. Household incomes also change 
over time. 

  If your household income keeps up with inflation (i. increases at the same rate), then you are likely to 
notice little difference in what you are paying for things.  

 If inflation increases by a faster rate than your household income, then you are likely to have less 
money to go around.  

 If your household income increases by a faster rate than inflation, then you are likely to have more 
money to go around. 
The Bank of England aims to keep inflation at 2%, but it has recently been much higher than this. As well 
as changing by inflation each year, bills change by an amount set by Ofwat as part of their price review 
process every five years.  
The proposed bills you will see from 2025 to 2030 include the Bank of England forecasts for inflation 
from 2025 to 2030, and proposed amounts to cover the investment in water and sewerage services 
needed over the next few years. 
 
The next set of questions are about proposed changes to your water sewerage bill for the years 2025-
2030. The chart below shows these changes, as related to the proposed plan.  
 
It also shows how inflation may impact on your bill, based on the Bank of England's inflation forecasts. 
 
[HH Only] 

https://www.mrs.org.uk/researchbuyersguide


 

 
 
[NHH Only] 

 
 
 

Q1. ASK CURRENT HH AND NON-HH ONLY Thinking about how HH your income/NHH your 
organisation's income may change in the future, how easy or difficult do you think it would be for 
you to afford these water and sewerage bills? 
Very easy  
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 
Don’t know 
 

Q2. ASK ALL Based on everything you have heard and read about the South Staffs Water’s proposed 
business plan, how acceptable or unacceptable is it to you? 

Completely acceptable GO TO Q4 
Acceptable GO TO Q4 
Unacceptable GO TO Q3 
Completely unacceptable GO TO Q3 
Don’t know/can’t say 
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Q3. IF Q2 = 3 OR 4 Why do you say that? Please select the TWO main reasons from the list below or write 
in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be unacceptable or completely unacceptable: 
 

Too expensive 
Water company profits too high 
The plan won’t improve things enough/improvements too small 
Water companies should pay for more of these service improvements out of their profits 
The plan is poor value for money – it’s not doing enough for the cost 
The plan doesn’t focus on the right things 
HH I/NHH My organisation won’t be able to afford this 
I don’t trust them to make these service improvements 
Plan isn’t good enough for future generations 
I don’t trust them to do what’s best for their customers 
Plan is not environmentally friendly enough 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q4. IF Q2 = 1 OR 2 Why do you say that? Please select the TWO main reasons from the list below or write 
in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be acceptable or completely acceptable:  

 
It’s not too expensive 
The plan is good value for money - it’s doing a lot for the cost 
Their plan focuses on the right things 
I trust them to do what’s best for their customers 
The plan will make big/good improvements to things 
I trust them to make these service improvements 
Plan is environmentally friendly 
HH I/NHH My organisation will be able to afford this 
Plan is good for future generations 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 

Affordability – Must do plan 
 

The next set of questions are about proposed changes to your water sewerage bill for the years 2025-
2030. The chart below shows these changes, as related to the Must-do plan.  
[HH Only] 
 



 

 
 
[NHH Only] 

 
 

Q5. ASK CURRENT HH AND NON-HH ONLY Thinking about how HH your income/NHH your organisation's 
income may change in the future, how easy or difficult do you think it would be for you to afford 
these water and sewerage bills? 

Very easy  
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 
Don’t know 
 

Q6. ASK ALL  Based on everything you have heard and read about the South Staffs Water’s least cost 
business plan, how acceptable or unacceptable is it to you? 

Completely acceptable GO TO Q8 
Acceptable GO TO Q8 
Unacceptable GO TO Q7 
Completely unacceptable GO TO Q7 
Don’t know/can’t say 
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Q7. IF Q6 = 3 OR 4 Why do you say that? Please select the TWO main reasons from the list below or write 
in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be unacceptable or completely unacceptable: 
 

Too expensive 
Water company profits too high 
The plan won’t improve things enough/improvements too small 
Water companies should pay for more of these service improvements out of their profits 
The plan is poor value for money – it’s not doing enough for the cost 
The plan doesn’t focus on the right things 
HH I/NHH My organisation won’t be able to afford this 
I don’t trust them to make these service improvements 
Plan isn’t good enough for future generations 
I don’t trust them to do what’s best for their customers 
Plan is not environmentally friendly enough 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q8. IF Q6 = 1 OR 2 Why do you say that? Please select the TWO main reasons from the list below or write 
in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be acceptable or completely acceptable:  

 
It’s not too expensive 
The plan is good value for money - it’s doing a lot for the cost 
Their plan focuses on the right things 
I trust them to do what’s best for their customers 
The plan will make big/good improvements to things 
I trust them to make these service improvements 
Plan is environmentally friendly 
HH I/NHH My organisation will be able to afford this 
Plan is good for future generations 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 

Your Preferences 
Q9. ASK ALL Of the business plans you have seen today, which one do you prefer overall? 

Proposed business plan 
‘Must do’ business plan 
 

Q10. ASK ALL  Why do you say that?  
[OPEN-ENDED] – DP ADD TEXT BOX 
 

Q11. ASK ALL Long term investment by South Staffs Water will require an increase in customer bills. 
Bills could increase in different ways over time. For example, there could be increases now for 
current bill payers, or bigger increases in the long term for future generations. Which one of the 
following options would you prefer?  

An increase in bills starting sooner, spreading increases across different generations of bill-payers 
An increase in bills starting later, putting more of the increases onto younger and future bill-payers 
I don’t know enough at the moment to give an answer 
 

Q12. ASK CURRENT HH AND NON-HH ONLY To what extent, if at all, do you trust South Staffs Water to 
deliver their proposed plan by 2030? 

Trust them to deliver it all 
Trust them to deliver some of it 
Trust them to deliver a little of it 



 

Don’t trust them to deliver it 
 

Q13. ASK CURRENT HH AND NON-HH ONLY Why do you say that? SELECT TWO, RANDOMISE 
Please select two answers.  
 
They give me a good service 
Their services are good value for money 
They keep their service promises to their customers 
They don’t update their customers on how they are delivering 
They don’t give me a good service 
Their services are poor value for money 
Shareholders are more important to them than customers 
They will want to put their bills up by more than this 
Their customers are their top priority 
 

Q14. ASK ALL How easy, or otherwise, was it for you to decide which plan you preferred? 
Very easy 
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 

Classification Questions 
Q15. Thank you. Would you be willing to be contacted again if we need to clarify any of the answers 

you have given today? And would you be willing to be invited to take part in other research for South 
Staffs Water?  

Yes, for both clarification and further research 
Yes, for clarification only 
Yes, for further research only 
No 
 

Thank you. This research was conducted under the terms of the MRS code of conduct and is completely 
confidential. We will securely store the data given in this interview for a period of 12 months (for 
reference purposes) before securely destroying it. 
  



 

Cambridge Water – Post-task materials (CIVS) 

 

Acceptability and Affordability Testing (Post-task) 
  
Thank you very much for agreeing to take part in this research and complete this post-task, which is 
being conducted by Accent, an independent research agency.  
 
Any answer you give will be treated in confidence in accordance with the Code of Conduct of the UK 
Market Research Society. If you would like to confirm Accent’s credentials type Accent in the search box 
at: https://www.mrs.org.uk/researchbuyersguide. 
 
IF MOBILE DEVICE SHOW: This survey is best undertaken on a tablet or a PC. If you do use a 
smartphone you can switch between desktop mode and mobile mode at any time by clicking the 
button at the bottom of the screen. 
 

QA Please can you confirm that your bill size is £#QSBILL#? 

Yes 
No…………….please specify 

Affordability 
The next set of questions are about proposed changes to your water sewerage bill for the years 2025-
2030. The chart below shows these changes, as related to the proposed plan.  
 
It also shows how inflation may impact on your bill, based on the Bank of England's inflation forecasts. 
 
 

 
 

Q1. Thinking about how your income may change in the future, how easy or difficult do you think it 
would be for you to afford these water and sewerage bills? 
Very easy  
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Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 
Don’t know 
 

Q2. Thinking about the company’s proposals for customers who need extra support, how acceptable 
or unacceptable are these to you? 

Completely acceptable 
Acceptable 
Unacceptable 
Completely unacceptable 
Don’t know/can’t say 
 

Q3. Based on everything you have heard and read about the Cambridge Water’s proposed business 
plan, how acceptable or unacceptable is it to you? 

Completely acceptable GO TO Q45 
Acceptable GO TO Q5 
Unacceptable GO TO Q4 
Completely unacceptable GO TO Q4 
Don’t know/can’t say 
 

Q4. IF Q23 = 3 OR 4 Why do you say that? Please select the TWO main reasons from the list below or 
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be unacceptable or completely unacceptable: 
 

Too expensive 
Water company profits too high 
The plan won’t improve things enough/improvements too small 
Water companies should pay for more of these service improvements out of their profits 
The plan is poor value for money – it’s not doing enough for the cost 
The plan doesn’t focus on the right things 
I won’t be able to afford this 
I don’t trust them to make these service improvements 
Plan isn’t good enough for future generations 
I don’t trust them to do what’s best for their customers 
Plan is not environmentally friendly enough 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q5. IF Q23 = 1 OR 2 Why do you say that? Please select the TWO main reasons from the list below or 
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be acceptable or completely acceptable:  

 
It’s not too expensive 
The plan is good value for money - it’s doing a lot for the cost 
Their plan focuses on the right things 
I trust them to do what’s best for their customers 
The plan will make big/good improvements to things 
I trust them to make these service improvements 
Plan is environmentally friendly 
I will be able to afford this 
Plan is good for future generations 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 



 

Your Preferences 
Q6. To what extent, if at all, do you trust Cambridge Water to deliver their proposed plan by 2030? 

Trust them to deliver it all 
Trust them to deliver some of it 
Trust them to deliver a little of it 
Don’t trust them to deliver it 
 

Q7. Why do you say that? SELECT TWO, RANDOMISE 

Please select two answers.  
 
They give me a good service 
Their services are good value for money 
They keep their service promises to their customers 
They don’t update their customers on how they are delivering 
They don’t give me a good service 
Their services are poor value for money 
Shareholders are more important to them than customers 
They will want to put their bills up by more than this 
Their customers are their top priority 
 

Q8. How easy or difficult was it for you to make up your mind about whether the proposed business 
plan was acceptable or not to you? 

Very easy 
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 

Classification Questions 
Q9. Thank you. Would you be willing to be contacted again if we need to clarify any of the answers 

you have given today? And would you be willing to be invited to take part in other research for 
Cambridge Water?  

Yes, for both clarification and further research 
Yes, for clarification only 
Yes, for further research only 
No 
 

Thank you. This research was conducted under the terms of the MRS code of conduct and is completely 
confidential. We will securely store the data given in this interview for a period of 12 months (for 
reference purposes) before securely destroying it. 
  



 

South Staffs Water – Post-task materials (CIVS) 

Acceptability and Affordability Testing (Post-task) 
  
Thank you very much for agreeing to take part in this research and complete this post-task, which is 
being conducted by Accent, an independent research agency.  
 
Any answer you give will be treated in confidence in accordance with the Code of Conduct of the UK 
Market Research Society. If you would like to confirm Accent’s credentials type Accent in the search box 
at: https://www.mrs.org.uk/researchbuyersguide. 
 
IF MOBILE DEVICE SHOW: This survey is best undertaken on a tablet or a PC. If you do use a 
smartphone you can switch between desktop mode and mobile mode at any time by clicking the 
button at the bottom of the screen. 
 

QA Please can you confirm that your bill size is £#QSBILL#? 

Yes 
No…………….please specify 

Affordability 
The next set of questions are about proposed changes to your water sewerage bill for the years 2025-
2030. The chart below shows these changes, as related to the proposed plan.  
 
It also shows how inflation may impact on your bill, based on the Bank of England's inflation forecasts. 

 
 

Q1. Thinking about how your income may change in the future, how easy or difficult do you think it 
would be for you to afford these water and sewerage bills? 
Very easy  
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 
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Don’t know 
 

Q2. Thinking about the company’s proposals for customers who need extra support, how acceptable 
or unacceptable are these to you? 

Completely acceptable 
Acceptable 
Unacceptable 
Completely unacceptable 
Don’t know/can’t say 
 

Q3. Based on everything you have heard and read about the South Staffs Water’s proposed business 
plan, how acceptable or unacceptable is it to you? 

Completely acceptable GO TO Q45 
Acceptable GO TO Q5 
Unacceptable GO TO Q4 
Completely unacceptable GO TO Q4 
Don’t know/can’t say 
 

Q4. IF Q23 = 3 OR 4 Why do you say that? Please select the TWO main reasons from the list below or 
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be unacceptable or completely unacceptable: 
 

Too expensive 
Water company profits too high 
The plan won’t improve things enough/improvements too small 
Water companies should pay for more of these service improvements out of their profits 
The plan is poor value for money – it’s not doing enough for the cost 
The plan doesn’t focus on the right things 
I won’t be able to afford this 
I don’t trust them to make these service improvements 
Plan isn’t good enough for future generations 
I don’t trust them to do what’s best for their customers 
Plan is not environmentally friendly enough 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q5. IF Q23 = 1 OR 2 Why do you say that? Please select the TWO main reasons from the list below or 
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be acceptable or completely acceptable:  

 
It’s not too expensive 
The plan is good value for money - it’s doing a lot for the cost 
Their plan focuses on the right things 
I trust them to do what’s best for their customers 
The plan will make big/good improvements to things 
I trust them to make these service improvements 
Plan is environmentally friendly 
I will be able to afford this 
Plan is good for future generations 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 

Your Preferences 
Q6. To what extent, if at all, do you trust South Staffs Water to deliver their proposed plan by 2030? 



 

Trust them to deliver it all 
Trust them to deliver some of it 
Trust them to deliver a little of it 
Don’t trust them to deliver it 
 

Q7. Why do you say that? SELECT TWO, RANDOMISE 

Please select two answers.  
 
They give me a good service 
Their services are good value for money 
They keep their service promises to their customers 
They don’t update their customers on how they are delivering 
They don’t give me a good service 
Their services are poor value for money 
Shareholders are more important to them than customers 
They will want to put their bills up by more than this 
Their customers are their top priority 
 

Q8. How easy or difficult was it for you to make up your mind about whether the proposed business 
plan was acceptable or not to you? 

Very easy 
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 

Classification Questions 
Q9. Thank you. Would you be willing to be contacted again if we need to clarify any of the answers 

you have given today? And would you be willing to be invited to take part in other research for 
South Staffs Water?  

Yes, for both clarification and further research 
Yes, for clarification only 
Yes, for further research only 
No 

Thank you. This research was conducted under the terms of the MRS code of conduct and is completely 
confidential. We will securely store the data given in this interview for a period of 12 months (for 
reference purposes) before securely destroying it. 
 
  



 

Cambridge Water – Post-task materials (Future customers) 

 

Acceptability and Affordability Testing (Post-task) 
  
Thank you very much for agreeing to take part in this research and complete this post-task, which is 
being conducted by Accent, an independent research agency.  
 
Any answer you give will be treated in confidence in accordance with the Code of Conduct of the UK 
Market Research Society. If you would like to confirm Accent’s credentials type Accent in the search box 
at: https://www.mrs.org.uk/researchbuyersguide. 
 
IF MOBILE DEVICE SHOW: This survey is best undertaken on a tablet or a PC. If you do use a 
smartphone you can switch between desktop mode and mobile mode at any time by clicking the 
button at the bottom of the screen. 
 

Q1. Based on everything you have heard and read about the Cambridge Water’s proposed business 
plan, how acceptable or unacceptable is it to you? 
Completely acceptable GO TO Q43 
Acceptable GO TO Q3 
Unacceptable GO TO Q2 
Completely unacceptable GO TO Q2 
Don’t know/can’t say 
 

Q2. IF Q21 = 3 OR 4 Why do you say that? Please select the TWO main reasons from the list below or 
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be unacceptable or completely unacceptable: 
 

Too expensive 
Company profits too high 
The plan won’t improve things enough/improvements too small 
Companies should pay for more of these service improvements out of their profits 
The plan is poor value for money – it’s not doing enough for the cost 
The plan doesn’t focus on the right things 
I won’t be able to afford this 
I don’t trust them to make these service improvements 
Plan isn’t good enough for future generations 
I don’t trust them to do what’s best for their customers 
Plan is not environmentally friendly enough 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q3. IF Q21 = 1 OR 2 Why do you say that? Please select the TWO main reasons from the list below or 
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be acceptable or completely acceptable:  

 
It’s not too expensive 
The plan is good value for money - it’s doing a lot for the cost 
Their plan focuses on the right things 
I trust them to do what’s best for their customers 
The plan will make big/good improvements to things 
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I trust them to make these service improvements 
Plan is environmentally friendly 
I will be able to afford this 
Plan is good for future generations 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q4. Of the business plans you have seen today, which one do you prefer overall? 

Proposed 
Least cost ‘must do’ 
 

Q5. Why do you say that?  

OPEN QUESTION - DP ADD TEXT BOX 

 

Q6. Long term investment by Cambridge Water will require an increase in customer bills. Bills could 
increase in different ways over time. For example, there could be increases now for current bill 
payers, or bigger increases in the long term for future generations. Which one of the following 
options would you prefer? 

An increase in bills starting sooner, spreading increases across different 
generations of bill-payers 
An increase in bills starting later, putting more of the increases onto younger and 
future bill-payers 
I don’t know enough at the moment to give an answer 
 

Q7. How easy, or otherwise, was it for you to decide which plan you preferred? 

Very easy 
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 

Classification Questions 
Q8. Thank you. Would you be willing to be contacted again if we need to clarify any of the answers 

you have given today? And would you be willing to be invited to take part in other research for 
Cambridge Water?  

Yes, for both clarification and further research 
Yes, for clarification only 
Yes, for further research only 
No 

 

Thank you. This research was conducted under the terms of the MRS code of conduct and is completely 
confidential. We will securely store the data given in this interview for a period of 12 months (for 
reference purposes) before securely destroying it. 
  



 

South Staffs Water – Post-task materials (Future customers) 

 

Acceptability and Affordability Testing (Post-task) 
  
Thank you very much for agreeing to take part in this research and complete this post-task, which is 
being conducted by Accent, an independent research agency.  
 
Any answer you give will be treated in confidence in accordance with the Code of Conduct of the UK 
Market Research Society. If you would like to confirm Accent’s credentials type Accent in the search box 
at: https://www.mrs.org.uk/researchbuyersguide. 
 
IF MOBILE DEVICE SHOW: This survey is best undertaken on a tablet or a PC. If you do use a 
smartphone you can switch between desktop mode and mobile mode at any time by clicking the 
button at the bottom of the screen. 
 

Q1. Based on everything you have heard and read about the South Staffs Water’s proposed business 
plan, how acceptable or unacceptable is it to you? 
Completely acceptable GO TO Q43 
Acceptable GO TO Q3 
Unacceptable GO TO Q2 
Completely unacceptable GO TO Q2 
Don’t know/can’t say 
 

Q2. IF Q21 = 3 OR 4 Why do you say that? Please select the TWO main reasons from the list below or 
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be unacceptable or completely unacceptable: 
 

Too expensive 
Company profits too high 
The plan won’t improve things enough/improvements too small 
Companies should pay for more of these service improvements out of their profits 
The plan is poor value for money – it’s not doing enough for the cost 
The plan doesn’t focus on the right things 
I won’t be able to afford this 
I don’t trust them to make these service improvements 
Plan isn’t good enough for future generations 
I don’t trust them to do what’s best for their customers 
Plan is not environmentally friendly enough 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q3. IF Q21 = 1 OR 2 Why do you say that? Please select the TWO main reasons from the list below or 
write in your own reason(s) if not on the list: ROTATE EXCEPT FOR OTHER 1 AND OTHER 2 

Reasons for why it might be acceptable or completely acceptable:  

 
It’s not too expensive 
The plan is good value for money - it’s doing a lot for the cost 
Their plan focuses on the right things 
I trust them to do what’s best for their customers 
The plan will make big/good improvements to things 
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I trust them to make these service improvements 
Plan is environmentally friendly 
I will be able to afford this 
Plan is good for future generations 
Other 1 – (please specify) DP ADD TEXT BOX 
Other 2 – (please specify) DP ADD TEXT BOX 
 

Q4. Of the business plans you have seen today, which one do you prefer overall? 

Proposed 
Least cost ‘must do’ 
 

Q5. Why do you say that?  

OPEN QUESTION - DP ADD TEXT BOX 

 

Q6. Long term investment by South Staffs Water will require an increase in customer bills. Bills could 
increase in different ways over time. For example, there could be increases now for current bill 
payers, or bigger increases in the long term for future generations. Which one of the following 
options would you prefer? 

An increase in bills starting sooner, spreading increases across different 
generations of bill-payers 
An increase in bills starting later, putting more of the increases onto younger and 
future bill-payers 
I don’t know enough at the moment to give an answer 
 

Q7. How easy, or otherwise, was it for you to decide which plan you preferred? 

Very easy 
Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 

Classification Questions 
Q8. Thank you. Would you be willing to be contacted again if we need to clarify any of the answers 

you have given today? And would you be willing to be invited to take part in other research for 
South Staffs Water?  

Yes, for both clarification and further research 
Yes, for clarification only 
Yes, for further research only 
No 
 

Thank you. This research was conducted under the terms of the MRS code of conduct and is completely 
confidential. We will securely store the data given in this interview for a period of 12 months (for 
reference purposes) before securely destroying it. 
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