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Affordability and Acceptability Testing  
 
 
Thank you very much for agreeing to complete this on-line survey which is being conducted by Accent, an 
independent research agency. This survey is designed to help United Utilities, your water and wastewater 
service provider, to understand your views on how affordable and acceptable their future plans are.  
 
We will just ask you a couple of questions to check that you are eligible to take part in this research. 
 
Any answer you give will be treated in confidence in accordance with the Code of Conduct of 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. 
 
You do not have to answer any question you do not wish to and you may terminate the interview at any 
point. 
 
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. 
 

Scoping questions  
Q1. Any data collected over the course of this interview that could be used to identify you, such as your 

name, address, or other contact details, will be held securely and will not be shared with any third 
party unless you give permission (or unless we are legally required to do so). Our privacy statement 
is available at https://www.accent-mr.com/privacy-policy/.  

 

PROJECT MANAGER: Click here for guidance on what to put in this section 

Pls tick methodology, and where applicable nominate “back checking questions” (AKA “BCQs”). These 
must include the demographic questions. 
Online only  
CATI only (DP: add QAX) 
CAPI/Tablet          (If yes PM Nominate 3*Backchecking Questions:             )QAZ2 Paper showcard? Y         N 
CATI recruit for online/field      (PM pls. Nominate BCQs:                     )QAZ3 
Field recruit for online/CATI (PM pls. Nominate BCQs:                     )QAZ1 
Recruit only (ie for qual)  

3606 
UU A&AT AAT1 Quant Script cog phase 

 

 

 

 

 

 

 

  

https://www.mrs.org.uk/researchbuyersguide
https://www.accent-mr.com/privacy-policy/
file://///accent-mr.com/accentdata/Proposal/LIBRARY/Back%20Checking.docx
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Please do not include names, addresses, or other personal data in your responses to any questions, 
unless asked to do so. 
 
Do you agree to proceeding with the interview on this basis? 
Yes 
No THANK AND CLOSE 
 

Q2. IF HH: Do you or any of your close family work in market research or for a water company?  

Yes THANK & CLOSE  
No 
 

Q3. IF HH: Which of the following age groups do you fall into? 

Under 18 THANK AND CLOSE 
18-24 
25-34 
35-44 
45-54 
55-64 
65-74 
75+ 
Prefer not to say THANK AND CLOSE 

Q4. IF HH: Are you the person in your household who is responsible, either solely or jointly, for paying 
for your water services bill? 

Yes 
No, I am not responsible for paying the bill THANK AND CLOSE 
Don’t know THANK AND CLOSE 

Q5. Are you currently charged for water through a water meter? 

Yes 
No 
Don’t know 

Q6. Is United Utilities responsible for your water/sewerage services? 

Yes GO TO MAIN QUESTIONNAIRE 
No THANK AND CLOSE 
Don’t know THANK AND CLOSE 
 

Q7. IF NHH: Are you solely or jointly responsible as the decision maker for your organisation’s water 
and sewerage service at any of its premises? 

Yes 
No THANK AND CLOSE  
 

Q8. IF NHH: Is United Utilities responsible for the water/sewerage services at your organisation? 

Yes 
No THANK AND CLOSE 
Don’t know THANK AND CLOSE 
 

Main Questionnaire 
Thank you, I can confirm you are in scope for the survey. The questionnaire will take about 15 minutes to 
complete. 
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For convenience you can stop and return to complete the questionnaire as many times as you wish, 
although once submitted you will not be able to enter again. 
 

Affordability 
We are now going to ask you some questions about your [IF HH] household’s/[IF NHH] organisation’s 

financial situation. 

Q9. Thinking about your finances over the last year, how often, if at all, [IF HH] have you struggled to 
pay at least one of your household bills? [IF NHH] Has your organisation struggled to pay at least 
one of its bills?   SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR PREFER NOT TO 
SAY 

All of the time 
Most of the time 
Sometimes 
Rarely 
Never 
Prefer not to say 
 

Q10. Overall, how well would you say [IF HH] you are/[IF NHH] your organisation is managing financially 
now? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR PREFER NOT TO SAY 

[IF HH] Living/[IF NHH] Operating comfortably 
Doing alright 
Just about getting by 
Finding it quite difficult 
Finding it very difficult 
Prefer not to say 
 

Q11. Thinking about your [IF HH] household’s/ IF NHH] your organisation’s financial situation over the 
next few years up to 2030, do you expect it to get: SINGLECODE, RANDOMISE WITH REVERSE 
ORDER EXCEPT FOR PREFER NOT TO SAY 

Please select one answer only 
A lot worse  
A bit worse  
Stay the same 
A bit better 
A lot better 
Prefer not to say 
Don't know 
 

Q12. How much are you currently paying for your water and sewerage services bill, each year? 

[Open-ended answer] DP PLEASE ADD TEXT BOX  
Don’t know 
 

Q13. [IF HH] Your current water and sewerage services bill is #insert from sample# [all] How easy or difficult 
is it for [IF HH] you [IF NHH] your company/organisation to afford to pay your current water and 
sewerage bill: SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR PREFER NOT TO SAY 

Please select one answer only 
Very easy 
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Fairly easy 
Neither easy nor difficult 
Fairly difficult 
Very difficult 
Don’t know 
 

Proposed changes to your water/sewerage bill for the years 2025-2030. 
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. It also shows how inflation may impact on your bill, based on 
the Bank of England's inflation forecasts. 
 
Water bills change each 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 (ie. 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. 

 

 
 
(Placeholder – this graph will be tailored according to bill amounts) using  

\\accent-mr.com\accentdata\Projects\3606 UU A&AT\Project management\workings & analysis\UU Bill 
Increase Graph calculator v5.xlsx using MAIN GRAPH HH & NHH on the “Quant” tab, cell L4 

 

 

IF Social Tariff Customer (from sample): This bill profile is based on the financial support scheme you 
are currently on.  

 
 

Q14. How easy or difficult do you think it would be for [IF HH] you [IF NHH] your company/organisation 
to afford these water/sewerage bills? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT 
FOR DON’T KNOW 

file://///accent-mr.com/accentdata/Projects/3606%20UU%20A&AT/Project%20management/workings%20&%20analysis/UU%20Bill%20Increase%20Graph%20calculator%20v5.xlsx
file://///accent-mr.com/accentdata/Projects/3606%20UU%20A&AT/Project%20management/workings%20&%20analysis/UU%20Bill%20Increase%20Graph%20calculator%20v5.xlsx
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Very easy 
Fairly easy 
Neither easy nor difficult HH ONLY GO TO Q15 
Fairly difficult HH ONLY GO TO Q15 
Very difficult HH ONLY GO TO Q15 
Don’t know 

Q15. [IF HH ONLY] IF Q14= 3,4,5 Which of the following do you think you would need to do to pay for 
the increase in your water bills between 2025 and 2030 MULTICODE, RANDOMISE WITH REVERSE 
ORDER EXCEPT FOR DON’T KNOW 

Shopping around more 
Spending less on food shopping and essentials 
Spending less on non-essentials 
Cutting back on non-essential journeys in my vehicle 
Eat out less 
Using less fuel such as gas or electricity in my home 
Using less water 
Using my savings 
Using credit more than usual, for example, credit cards, loans or overdrafts 
Ask family and friends for financial support 

Other, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX 

Don’t know 

Acceptability 
We are now going to ask you some questions about your views on your water company's business plan. 
Water companies are required to put together business plans for each five year period. The plan we are 
showing you is for 2025- 2030. 
 

Q16. Unplanned Water Supply Interruptions.  
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Q17. Leakages 
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Q18. Water Quality Contacts 
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Q19. Based on what you have just read, which of these three parts of the business plan is the most 
important to you? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW 

Please select one answer only 
 
Reducing the duration of water interruptions of longer than 3 hours 
Reducing leakage 
Preventing issues with taste/smell/appearance of tap water 
Don't know/can't say 
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Q20. Internal Sewer Flooding 

 

 
 
 

Q21. External Sewer Flooding 
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Q22. Pollution Incidents 
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Q23. Based on what you have just read, which of these three parts of the business plan is the most 

important to you? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW 

Please select one answer only 
 
Reducing sewer flooding inside properties 
Reducing sewer flooding outside properties 
Reducing the number of pollution incidents 
Don't know/can't say 
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Q24. Smart Metering 

 

 
Q25. Chance of experiencing a hosepipe ban every 5 years 

 
Q26. Carbon reduction  
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Q27. Affordability support 

 
 

Q28. Based on what you have just read, which of these four parts of the business plan is the most 
important to you? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW 

Please select one answer only 
 
Installing more smart meters 
Reducing the chance of a hose-pipe ban 
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Carbon reduction 
Affordability Support 
Don't know/can't say 
 
 

Q29. Based on everything you have seen and read about United Utilities’s proposed business plan, how 
acceptable or unacceptable is it to you? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT 
FOR DON’T KNOW 

Please select one answer only 
 
Completely acceptable GO TO Q31 
Acceptable GO TO Q31 
Unacceptable GO TO Q30 
Completely unacceptable GO TO Q30 
Don't know/can't say 

Q30. IF Q29=3 or 4 What are the two main reasons that you feel the proposals for your water services 
are unacceptable? MAXIMUM 2 ANSWERS, RANDOMISE 

 Please choose up to two answers only 
The bill increases are too expensive 
Company profits are too high 
Companies should pay for service improvements 
I expect better service improvements 
The plan is poor value for money 
Compared to energy prices it is more expensive 
I am dissatisfied with current services 
The plans don’t focus on the right services 
I won’t be able to afford this 
I don’t trust them to make these service improvements 

Other 1, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX 
Other 2, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX 

Don’t know/ can’t say 

Q31. IF Q29=1 OR 2 What are the two main reasons that you feel the proposals for your water supply are 
acceptable? MAXIMUM 2 ANSWERS, RANDOMISE  

Please choose up to two answers only 
 
The plan is good value for money 
The plan is affordable 
Compared to energy prices it’s cheaper 
Their plans seem to focus on the right services 
The company provides a good service now 
I support what they are trying to do in the long term 
The change to my bill is small 
I trust them to do what’s best for customers 
I have been dissatisfied with the service recently but am pleased that they are making improvements 

Other 1, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX 
Other 2, please specify [OPEN RESPONSE] DP PLEASE ADD TEXT BOX 

Don’t know/ can’t say 
 

Q32. Long term investment by United Utilities 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? SINGLECODE 
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Please select one answer only 
 
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 
 

Q33. We would now like to ask you a few questions about you felt about both the business plan and this 
questionnaire.  

How strongly do you agree or disagree with the following statements? 
 

 Strongly 
disagree Disagree Neither Agree 

Strongly 
agree 

I was able to understand the various parts of the business 
plan      

My responses were based on how much difference each 
part of the business plan would make to my [IF HH] 
household [IF NHH] organisation.      

My responses were based on how much the business plan 
would cost my [IF HH] household [IF NHH] organisation.      

I found it easy to choose which of the business plan 
components were most important to me      

 

Q34. ASK IF (Q9 = 4 or 5) AND (Q10 = 1 or 2) AND (Q14= 4 or 5) You were asked earlier whether you 
could afford these bill increases (and you responded saying they would be #insert answer to Q14# 
to afford). Was the reason…: MULTICODE 

because of your household finance situation,  
because felt you shouldn’t have to afford them 

because you couldn’t feel confident answering without having more information 

Anything else (please specify)………………… 
 
 

Q35. At the start of this interview, you were shown the following prediction for bill increases, and you 
said it would be #insert answer from q14# to afford these increases.  
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DISPLAY SAME GRAPH AS before Q14, the first graph = \\accent-
mr.com\accentdata\Projects\3606 UU A&AT\Project management\workings & analysis\UU Bill Increase 
Graph calculator v5.xlsx using MAIN GRAPH HH & NHH on the “Quant” tab, cell L4 

 
 
 

Knowing what you know now about how that money is intended to be used, how easy or difficult do you 
think it would be for [IF HH] you [IF NHH] your company/organisation to afford these water/sewerage 
bills? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T KNOW 

 
Very easy 
Fairly easy 
Neither easy nor difficult HH ONLY GO TO Q15 
Fairly difficult HH ONLY GO TO Q15 
Very difficult HH ONLY GO TO Q15 
Don’t know 

 

Q36. ASK IF Q35 = 3 or 4 or 5 or 6: If the profile of the proposed changes to your water sewerage bill for 
the years 2025-2030 looked like this (which shows increases half as large as you saw before): 

 

 
 
\\accent-mr.com\accentdata\Projects\3606 UU A&AT\Project management\workings & analysis\UU Bill 
Increase Graph calculator v5.xlsx using HALF PRICE INCREASE GRAPH HH & NHH on the 

“Quant” tab, cell L21 

 
 
How easy or difficult do you think it would be for [IF HH]  you [IF NHH] your company/organisation to 
afford these water/sewerage bills? SINGLECODE, RANDOMISE WITH REVERSE ORDER EXCEPT FOR DON’T 
KNOW 

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

file://///accent-mr.com/accentdata/Projects/3606%20UU%20A&AT/Project%20management/workings%20&%20analysis/UU%20Bill%20Increase%20Graph%20calculator%20v5.xlsx
file://///accent-mr.com/accentdata/Projects/3606%20UU%20A&AT/Project%20management/workings%20&%20analysis/UU%20Bill%20Increase%20Graph%20calculator%20v5.xlsx
file://///accent-mr.com/accentdata/Projects/3606%20UU%20A&AT/Project%20management/workings%20&%20analysis/UU%20Bill%20Increase%20Graph%20calculator%20v5.xlsx
file://///accent-mr.com/accentdata/Projects/3606%20UU%20A&AT/Project%20management/workings%20&%20analysis/UU%20Bill%20Increase%20Graph%20calculator%20v5.xlsx
file://///accent-mr.com/accentdata/Projects/3606%20UU%20A&AT/Project%20management/workings%20&%20analysis/UU%20Bill%20Increase%20Graph%20calculator%20v5.xlsx
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Q37. United Utilities offers help to qualifying low-income households that are struggling to afford their 
water and wastewater bills. More information about this can be found here:  
https://www.unitedutilities.com/my-account/your-bill/difficulty-paying-your-bill/how-we-can-
help/ 

OK 

 HH ONLY: Household Demographic 
Q38. Thank you. Now just a few questions to check that we are speaking to people of all types.  

 
In which of the following ways do you identify? 

Female 
Male 
I identify in another way 
Prefer not to say 
 

Q39. Please indicate which one of the following best describes the profession of the chief income earner 
in your household 

Higher managerial/ professional/ administrative (e.g. Established doctor, Solicitor, Board Director in a large 
organisation (200+ employees), top level civil servant/public service employee)  
Intermediate managerial/ professional/ administrative (e.g. Newly qualified (under 3 years) doctor, Solicitor, Board 
director small organisation, middle manager in large organisation, principle officer in civil service/local government)  
Supervisory or clerical/ junior managerial/ professional/ administrative (e.g. Office worker, Student Doctor, Foreman 
with 25+ employees, salesperson, etc)  
Skilled manual work (e.g. Skilled Bricklayer, Carpenter, Plumber, Painter, Bus/Ambulance Driver, HGV driver, AA 
patrolman, pub/bar worker, etc)  
Semi or unskilled manual work (e.g. Manual worker, apprentice to skilled trade, Caretaker, Park keeper, non-HGV 
driver, shop assistant)  
Housewife/Househusband 
Unemployed 
Retired GO TO Q40 
Student  
Prefer not to say  

Q40. IF Q39=RETIRED ASK Does the main income earner have a state pension, a private pension or both? 

State only 
Private only 
Both 
Prefer not to say  

Q41. IF Q40= PRIVATE OR BOTH ASK: How would you describe the main income earner’s occupation 
type before retirement?  
Higher managerial/ professional/ administrative (e.g. Established doctor, Solicitor, Board Director in a large 
organisation (200+ employees), top level civil servant/public service employee)  
Intermediate managerial/ professional/ administrative (e.g. Newly qualified (under 3 years) doctor, Solicitor, Board 
director small organisation, middle manager in large organisation, principle officer in civil service/local government)  
Supervisory or clerical/ junior managerial/ professional/ administrative (e.g. Office worker, Student Doctor, Foreman 
with 25+ employees, salesperson, etc)  
Skilled manual work (e.g. Skilled Bricklayer, Carpenter, Plumber, Painter, Bus/ Ambulance Driver, HGV driver, AA 
patrolman, pub/bar worker, etc)  
Semi or unskilled manual work. (e.g. Manual worker, apprentice to skilled trade, Caretaker, Park keeper, non-HGV 
driver, shop assistant)  
None of these  
Prefer not to say 

https://www.unitedutilities.com/my-account/your-bill/difficulty-paying-your-bill/how-we-can-help/
https://www.unitedutilities.com/my-account/your-bill/difficulty-paying-your-bill/how-we-can-help/
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Q42. Which of the following apply to you? We would like to collect this to ensure that a variety of 
particular needs are represented in the study, but you do not need to answer if you do not wish to. 
This information will not be shared with any third party and will be destroyed within 12 months of 
project completion. MULTICODE 

Please select all that apply  
I or another member of my household is disabled or suffer(s) from a debilitating illness CODED AS MEDICAL 
VULNERABILITY 
I or another member of my household have/has a learning difficulty CODED AS MEDICAL VULNERABILITY 
I or another member of my household relies on water for medical reasons CODED AS MEDICAL VULNERABILITY 
I or another member of my household is visually impaired (ie struggles to read even with glasses) CODED AS 
COMMUNICATIONS VULNERABILITY 
I or another member of my household am/is over the age of 75 years old CODED AS LIFE STAGE VULNERABILITY 
I or another member of my household speaks English as a second language CODED AS COMMUNICATIONS 
VULNERABILITY 
I or another member of my household is deaf or hard of hearing CODED AS COMMUNICATIONS VULNERABILITY 
I or another member of my household is a new parent CODED AS LIFE STAGE VULNERABILITY 
None of these apply to me 
Prefer not to say 

Q43. What is your ethnic group? Choose one option that best describes your ethnic group or background 
SINGLECODE 

Please select one answer only 
WHITE 
English, Welsh, Scottish, Northern Irish or British 
Irish 
Gypsy or Irish Traveller  
Any other White background 

MIXED  
White and Black Caribbean 
White and Black African 
White and Asian 
Any other Mixed background 

ASIAN OR ASIAN BRITISH 
Indian 
Pakistani 
Bangladeshi 
Chinese 
Any other Asian background 

BLACK OR BLACK BRITISH 
Caribbean 
African 
Any other Black background 

OTHER ETHNIC GROUP 
Arab 
Any other ethnic group 
Prefer not to say  
 

Q44. Which of the following bands does your household income fall into from all sources before tax and 
other deductions? SINGLECODE 

Up to £199 a week/Up to £10,399 a year 
From £200 to £299 a week/From £10,400 to £15,599 a year  
From £300 to £499 a week/From £15,600 to £25,999 a year  
From £500 to £699 a week/From £26,000 to £36,399 a year  
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From £700 to £999 a week/From £36,400 to £51,999 a year  
From £1,000 to £1,399 a week/From £52,000 to £72,799 a year 
From £1,400 to £1,999 a week/From £72,800 to £103,999 a year 
£2,000 and above a week/£104,000 and above a Year  
Don’t know 
Prefer not to say 
GO TO Q49 

NHH only: Demographic Questions 
Q45. How does your organisation mainly use water at its premises? MULTICODE 

Please select all that apply  
For the manufacturing process which is essential to the running of your organisation (eg to power machinery, 
agricultural production etc) 
For the supply of services your organisation provides (eg cleaning services etc) 
For an ingredient or part of the product or service your organisation provides (eg food or drink, chemical, cosmetics 
manufacturer etc) 
For normal domestic use for your organisation’s customers and employees (eg customer toilets, supply of drinking 
water) 
None of the above 
Don’t Know 

Q46. How many sites in the UK does your organisation operate from? 

1 
2 
3 
4  
5-10 
11-50 
51-250 
250 
Prefer not to say 

Q47. How many employees does your organisation have in the UK? 

0 (sole trader) 
1 to 9 employees (micro) 
10 to 49 employees (small) 
50 to 249 employees (medium) 
250+ employees (large) 
Prefer not to say 

Q48. Which of the following best defines the core activity of your organisation? 

Agriculture, forestry and fishing 
Mining and quarrying 
Energy or water service & supply  
Manufacturing 
Construction 
Wholesale and retail trade (including motor vehicles repair) 
Transport and storage 
Hotels & catering 
IT and Communication 
Finance and insurance activities 
Real estate activities 
Professional, scientific and technical activities 
Administrative and Support Service Activities 
Public administration and defence 
Education 



 

Accent v15 AAT1 QuestionnaireCJ[Click here and type date] Page 20 of 20 

Human health and social work activities 
Arts, entertainment and recreation 
Other service activities 
Other (please specify) 
Prefer not to say 

Classification Questions 
Q49. SKIP  

 

Q50. Thank you. Would you be willing to be contacted again if we need to clarify any of the answers you 
have given today?  
Yes 
No 
 

Thank you. This research was conducted under the terms of the MRS code of conduct and is completely 
confidential.  
 

Q51. CATI ONLY Interviewer Confirmation 

I confirm that this interview was conducted under the terms of the MRS code of conduct and is completely 
confidential 

Yes  
No 
 

SYSTEM INFORMATION 
Time interview completed: 
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