
 

 
 

United Utilities – Charging and Bills 

Webpage Testing (Route A)  

Online survey  

Introduction 

Show to all 

Thank you for taking part in our survey. This survey is being conducted by Explain Research on behalf 

of United Utilities, it should take you approximately X to complete. 

United Utilities have multiple pages of their website designed to provide customers with as much 

information and support they may need on the topic of charges and bills. These webpages have 

recently been updated and United Utilities would like your feedback on the information provided as 

well as the language used on the webpage.  

Throughout this survey, you will be presented with different sections of webpages that are relevant to 

you individually and asked to provide your feedback. Please give as much detail as possible throughout 

the survey, your feedback will influence decisions United Utilities make in the future. 

Privacy policies 

Show to In the Flow members 

Members who participate in surveys on In the Flow are provided with an option at the end of the survey 

to enter a prize draw with a chance of winning 1 of 4 £25 Love2Shop vouchers. In the event of winning 

a prize, entrants will be contacted via a notification email from a member of the Explain team to their 

email address. 

For further information about incentives, click here. 

 

To view the community privacy policy, click here. 

 

To view the Explain privacy policy, click here. 

 

https://intheflow.explainonline.co.uk/Incentives/
https://intheflow.explainonline.co.uk/privacy-policy/
https://intheflow.explainonline.co.uk/privacy-policy/


 

 
 

To view the community terms and conditions, click here. 

 

Further details on how we process your data can be found here: 

https://www.explainresearch.co.uk/privacy-policy/ 

 

All your responses to the survey will be treated in the strictest confidence in accordance with the 

General Data Protection Regulation and Market Research Society Code of Conduct. To view our 

privacy policy please click here. Further details on how Explain process your data can be found here: 

https://www.explainresearch.co.uk/privacy-policy/.  

Please click on the ‘NEXT’ button below to get started 

Show to panel respondents 

All your responses to the survey will be treated in the strictest confidence in accordance with the 

General Data Protection Regulation and Market Research Society Code of Conduct. To view our 

privacy policy please click here. Further details on how Explain process your data can be found here: 

https://www.explainresearch.co.uk/privacy-policy/.  

Please click on the ‘NEXT’ button below to get started 

Eligibility and profile screener  

Ask to panel respondents 

SQ1. Please confirm which region of the UK you live in. 

Screen out all other than 4 

1. South East  

2. South West 

3. West Midlands 

4. North West 

5. North East 

6. Yorkshire and Humber 

7. East Midlands 

8. East England 

9. Scotland 

10. Northern Ireland  

11. Wales  

https://intheflow.explainonline.co.uk/terms-and-conditions/
https://www.explainresearch.co.uk/privacy-policy/
https://www.unitedutilities.com/privacy
https://www.explainresearch.co.uk/privacy-policy/
https://www.unitedutilities.com/privacy
https://www.explainresearch.co.uk/privacy-policy/


 

 
 

12. London 

13. Don’t know 

SQ2. Which part of the North West do you live in? 

Quotas set on all 

1. Cumbria 

2. Cheshire 

3. Greater Manchester 

4. Lancashire 

5. Merseyside 

SQ3. Which of the following age bands do you fall into? 

Quotas set on all. Screen out on 1 

1. Under 18 

2. 18-29 

3. 30-39 

4. 40-49 

5. 50-59 

6. 60-69 

7. 70+ 

SQ4. Do you currently have a water meter installed at your home? We need to know this to ensure you 

are provided with relevant areas of the website. 

A water meter is a device that measures how much water you use. It is similar to your gas or 

electricity meter. Your supplier uses readings from the meter to calculate how much to charge you for 

your water and sewerage services. 

If you are unsure, please click the following link as we need to know this information to continue the 

survey: 

 

https://www.unitedutilities.com/my-account/all-about-water-meters/i-have-a-water-

meter/information-about-

meters/#:~:text=You'll%20usually%20find%20your,a%20small%20round%20plastic%20lid  

Quotas set on all. Screen out DK 

https://www.unitedutilities.com/my-account/all-about-water-meters/i-have-a-water-meter/information-about-meters/#:~:text=You'll%20usually%20find%20your,a%20small%20round%20plastic%20lid
https://www.unitedutilities.com/my-account/all-about-water-meters/i-have-a-water-meter/information-about-meters/#:~:text=You'll%20usually%20find%20your,a%20small%20round%20plastic%20lid
https://www.unitedutilities.com/my-account/all-about-water-meters/i-have-a-water-meter/information-about-meters/#:~:text=You'll%20usually%20find%20your,a%20small%20round%20plastic%20lid


 

 
 

Ask to all panel and community members 

1. Yes 

2. No 

3. Don’t know 

SQ5. How would you describe yourself? 

Quotas set on all 

1. Male 

2. Female 

3. I describe my gender in another way (please specify) – Open response 

4. Prefer not to say 

SQ6. How would you rate your technical ability when it comes to using online tools? 

Ask to all panel and community members 

1. Very confident 

2. Somewhat confident 

3. Neither confident nor unconfident 

4. Somewhat unconfident 

5. Very unconfident 

SQ7: Can you confirm which of these applies to you? 

1. I am the main account holder and I am responsible for paying the water bills 

2. I am not the main account holder but I am jointly responsible for paying the water bills 

3. I am not the main account holder and don’t currently have any responsibility towards paying 

the water bills but may do in the future 

4. Prefer not to say 

  



 

 
 

 

SQ7. Do any of the following apply to you? We would like to collect this to ensure that a variety of 

needs is represented in the study, but you do not need to answer if you do not wish to. Please select 

all that apply. 

Ask to all panel and community members 

1. I or another member of my household is disabled or suffer(s) from a debilitating illness 

2. I or another member of my household have/has a learning difficulty 

3. I or another member of my household relies on water for medical reasons 

4. I or another member of my household is visually impaired (i.e. struggles to read even with 

glasses) 

5. I or another member of my household am/is over the age of 75 years old 

6. I or another member of my household speaks English as a second language 

7. I or another member of my household is deaf or hard of hearing 

8. I or another member of my household is a new parent 

9. None of the above – Single code 

10. Prefer not to say – Single code 

  



 

 
 

 

Route A (400 metered customers and 400 

unmetered customers) 

Show to all 

The webpage that we would like you to review covers United Utilities charges for 2025/26.  

You will be presented with different sections of the webpage individually, with an opportunity to 

comment on the whole webpage. If you wish, you can view the full webpage here: Our household 

charges 2025/2026 | United Utilities, however there will be images of the webpage throughout to refer 

to. 

Imagine you have visited United Utilities website to understand your household water charges, and 

you arrive at the webpage below. For this first section, we’d like you to look at the introduction to the 

webpage which is situated at the top of the page.  

Banner feedback 

Ask to all  

Q1. Click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why, being as specific as possible. Please provide as much detail as possible 

when answering the questions and take into consideration the tone of the language, how easy it is to 

understand, the layout and how useful the information provided would be if you were looking to 

understand your household water charges.  

https://www.unitedutilities.com/my-account/your-bill/our-household-charges-20252026/
https://www.unitedutilities.com/my-account/your-bill/our-household-charges-20252026/


 

 
 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 

Ask to all  

Q2. Using a scale of 1-5, where 1 is strongly disagree and 5 is strongly agree, how much do you agree 

or disagree with the following statements? 

1 (strongly disagree)   2  3  4  5 (strongly agree) 

- The language used is easy to understand 

- The tone of the language is ‘just right’ 

- The information provides the right level of context to what I can find on the webpage 

Services you pay feedback 

Following the introduction at the top of the page, you would be presented with an overview of the 

services you pay for. Again, please provide as much detail as possible when answering the questions 

and take into consideration the tone of the language, how easy it is to understand, the layout and how 

useful the information provided would be if you were looking to understand your household water 

charges. 

Ask to all  



 

 
 

Q3. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible. 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 

Q4. Using a scale of 1-5, where 1 is strongly disagree and 5 is strongly agree, how much do you agree 

or disagree with the following statements after reviewing this section of the webpage? 

Ask to all  

1 (strongly disagree)   2  3  4  5 (strongly agree) 

- The language used is easy to understand 

- The tone of the language is ‘just right’ 

- The layout makes it easy to access the relevant information 

- It provides the appropriate level of information I would need to understand my household 

charges. 

- It gives me confidence in the charges I pay to United Utilities for my water and sewage 

services. 

Charges explained feedback – metered customers only 

The next area allows you to read more information on how you are charged as a customer based on 

whether you are metered or unmetered. 



 

 
 

 

Ask to metered only 

You will now be shown the webpage you would be presented with if you were to follow ‘Metered 

charges 2025/26’. Please provide as much detail as possible when answering the questions and take 

into consideration the tone of the language, how easy it is to understand, the layout and how useful 

the information provided would be if you were looking to understand your household water charges. 

 

Q5. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible. 

 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 



 

 
 

Q6. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ 

followed by open response) 

 

Q7. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible 



 

 
 

  

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 

  



 

 
 

Q8. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible 

 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 

Q9. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible 

 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 



 

 
 

Q10. Using a scale of 1-5, where 1 is strongly disagree and 5 is strongly agree, how much do you agree 

or disagree with the following statements after reviewing this section of the webpage? 

1 (strongly disagree)   2  3  4  5 (strongly agree) 

- The language used is easy to understand 

- The tone of the language is ‘just right’ 

- The layout makes it easy to access the relevant information 

- It provides the appropriate level of information I would need to understand my household 

charges. 

- It provides the appropriate answers to questions I would have if I wanted to understand my 

household charges. 

- It gives me confidence in the charges I pay to United Utilities for my water and sewage 

services.. 

Q11. Do you feel there’s any content missing from this section of the webpage? 

1. Yes 

2. No 

Q12. What content do you think should be included? Please be as specific as possible 

Ask to those who answered 1 on Q11. 

- Open response 

Q13. Do you feel there are any improvements that can be made to the ‘metered charges 2025/26’ 

webpage? If so, please let us know in as much detail as possible. 

- Open response 

 

Charges explained feedback – unmetered customers only 

The next area allows you to read more information on how you are charged as a customer based on 

whether you are metered or unmetered. 



 

 
 

 

Ask to unmetered only 

You will now be shown the webpage you would be presented with if you were to follow ‘Unmetered 

charges 2025/26’. Please provide as much detail as possible when answering the questions and take 

into consideration the tone of the language, how easy it is to understand, the layout and how useful 

the information provided would be if you were looking to understand your household water charges. 

 

Q5. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible. 

 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 

Q6. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible. 



 

 
 

 

 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 

 

Q7. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible 

  

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 

  



 

 
 

Q8. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible 

 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 

Q9. Please click on the below image of the webpage selecting which parts you like or dislike and when 

prompted, please tell us why being as specific as possible 

 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 



 

 
 

Q10. Using a scale of 1-5, where 1 is strongly disagree and 5 is strongly agree, how much do you agree 

or disagree with the following statements after reviewing this section of the webpage?  

1 (strongly disagree)   2  3  4  5 (strongly agree) 

- The language used is easy to understand 

- The tone of the language is ‘just right’ 

- The layout makes it easy to access the relevant information 

- It provides the appropriate level of information I would need to understand my household 

charges. 

- It provides the appropriate answers to questions I would have if I wanted to understand my 

household charges. 

- It gives me confidence in the charges I pay to United Utilities for my water and sewage 

services.. 

Q11. Do you feel there’s any content missing from this section of the webpage? 

1. Yes 

2. No 

Q12. What content do you think should be included? Please be as specific as possible 

Ask to those who answered 1 on Q11. 

- Open response 

Q13. Do you feel there are any improvements that can be made to the ‘unmetered charges 2025/26’ 

webpage? If so, please let us know in as much detail as possible. 

- Open response 

Why are bills going up feedback 

The next section  covers why bills are going up. 

Please provide as much detail as possible when answering the questions and take into consideration 

the tone of the language, how easy it is to understand, the layout and how useful the information 

provided would be if you were looking to understand your household water charges. 

Ask to all  



 

 
 

Q14. Please click on the below image of the webpage selecting which parts you like or dislike and 

when prompted, please tell us why being as specific as possible  

 

 

 

 

 

 

 

 

 

 

 

Heatmapping (respondents choose part of image and are prompted to choose ‘like’ or dislike’ followed 

by open response) 

Q15. Using a scale of 1-5, where 1 is strongly disagree and 5 is strongly agree, how much do you agree 

or disagree with the following statements after reviewing this section of the webpage? 

1 (strongly disagree)   2  3  4  5 (strongly agree) 

- The language used is easy to understand 

- The tone of the language is ‘just right’ 

- The layout makes it easy to access the relevant information 

- It provides the appropriate level of information I would need to understand my household 

charges. 

- It gives me confidence in the charges I pay to United Utilities for my water and sewage 

services.. 

  



 

 
 

Overall feedback 

We’d now like your feedback on the ‘our household charges 2025/26’ webpage as a whole. If you would 

like to view the webpage in a new window please click here Our household charges 2025/2026 | United 

Utilities. 

Please provide as much detail as possible when answering the questions and take into consideration 

the tone of the language, how easy it is to understand, the layout and how useful the information 

provided would be if you were experiencing an interruption to your water supply.  

Q16. Using a scale of 1-5, where 1 is strongly disagree and 5 is strongly agree, how much do you agree 

or disagree with the following statements after reviewing this section of the webpage? 

1 (strongly disagree)   2  3  4  5 (strongly agree) 

- The language used on the webpage is easy to understand 

- The tone of the language on the webpage is ‘just right’ 

- The layout of the webpage makes it easy to access the relevant information 

- The webpage provides the appropriate level of information I would need to understand my 

household charges. 

- The webpage gives me confidence in the charges I pay to United Utilities for my water and 

sewage services.. 

Q17. Do you feel there are any improvements that can be made to the webpage? If so, please let us 

know in as much detail as possible. 

- Open response 

Q18. Overall, how customer friendly do you feel the webpage is? Using a scale of 1-5, where 1 is ‘not 

at all customer friendly’ and 5 is ‘extremely customer friendly’ 

 

Is your bill higher than expected feedback – metered 

Finally, we would like you to imagine that you have received a bill higher than expected and have gone 

to the following webpage for more information.  

Please take a few minutes to follow the link here Is your water bill higher than you expected? | United 

Utilities, (note this will take you to a new window). Please select that you are a metered customers 

https://www.unitedutilities.com/my-account/your-bill/our-household-charges-20252026/
https://www.unitedutilities.com/my-account/your-bill/our-household-charges-20252026/
https://www.unitedutilities.com/my-account/your-bill/is-your-water-bill-higher-than-you-expected/
https://www.unitedutilities.com/my-account/your-bill/is-your-water-bill-higher-than-you-expected/


 

 
 

and select a few of the options navigating through the webpage, while doing so, please keep in mind 

the tone of the language, how easy it is to understand, the layout and the information provided.  

Once you have looked at the webpage, please return to the survey to answer a few more short 

questions. 

Q19. In as much detail as possible, what were your initial thoughts on the ‘is your bill higher than 

expected webpage’? 

- Open response 

Q20. Using a scale of 1-5, where 1 is strongly disagree and 5 is strongly agree, how much do you agree 

or disagree with the following statements after reviewing this section of the webpage? 

1. 1 (strongly disagree)   2  3  4  5 (strongly agree) 

- The language used on the webpage is easy to understand 

- The tone of the language on the webpage is ‘just right’ 

- The layout of the webpage makes it easy to access the relevant information 

- The webpage provides the appropriate level of information to understand why my bill may be 

higher than expected 

- The webpage gives me confidence in the charges in the next steps I need to take. 

Q21. What if anything, could be improved on this webpage? 

- Open response 

Is your bill higher than expected feedback – unmetered 

Finally, we would like you to imagine that you have received a bill higher than expected and have gone 

to the following webpage for more information.  

Please take a few minutes to follow the link here Is your water bill higher than you expected? | United 

Utilities, (note this will take you to a new window). Please select that you are an unmetered customers 

and select a few of the options navigating through the webpage, while doing so, please keep in mind 

the tone of the language, how easy it is to understand, the layout and the information provided.  

Once you have looked at the webpage, please return to the survey to answer a few more short 

questions. 

Q19. In as much detail as possible, what were your initial thoughts on the ‘is your bill higher than 

expected webpage’? 

https://www.unitedutilities.com/my-account/your-bill/is-your-water-bill-higher-than-you-expected/
https://www.unitedutilities.com/my-account/your-bill/is-your-water-bill-higher-than-you-expected/


 

 
 

- Open response 

Q20. Using a scale of 1-5, where 1 is strongly disagree and 5 is strongly agree, how much do you agree 

or disagree with the following statements after reviewing this section of the webpage? 

1 (strongly disagree)   2  3  4  5 (strongly agree) 

- The language used on the webpage is easy to understand 

- The tone of the language on the webpage is ‘just right’ 

- The layout of the webpage makes it easy to access the relevant information 

- The webpage provides the appropriate level of information to understand why my bill may be 

higher than expected 

- The webpage gives me confidence in the charges in the next steps I need to take. 

Q21. What if anything, could be improved on this webpage? 

- Open response 

Thank and close 

Thank you for taking part in our survey. This research is hugely important to United Utilities and the 

feedback you have provided will help them enhance their website to continue to improve the customer 

experience. 

Show to panel respondents 

If you are interested in learning more about United Utilities or participating in further research, 

please consider visiting the following link: 

In The Flow | United Utilities - Corporate 

Show to In the Flow members 

To enter into a prize draw to win 1 of 4 £25 Love2Shop vouchers, please enter your email below and 

click submit! 

 

 

 

https://www.unitedutilities.com/in-the-flow?utm_medium=email&utm_campaign=In%20the%20Flow%20Promotion&utm_content=In%20the%20Flow%20Promotion+Preview+CID_77013c1e50478650191cd48033ea7c78&utm_source=Campaign%20Monitor&utm_term=FIND%20OUT%20MORE

