
Response to Draft Determination 

 

Household bill profile  

 

Issue  

 
In the next AMP, our customers' bills will go up by no more than 3.6 per cent 
between 2015 - 2020 (depending on the extent of Ofwat's acceptance of our 
representation of our draft determination). 
 
In Ofwat's draft determination of our Business Plan, Ofwat encouraged engagement 
with our customers and CCG to inform customers proposed bill profile.   
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Summary of the evidence 

1. Justification 

 
In the next AMP, under our plan post representations, our customers average bills 
would rise by 3.6 per cent less than the rate of inflation.  When we consulted with our 
customers about their Business Plan, 90% said they found the plan acceptable, 
including a proposed bill increase of no more than inflation.   
 
Following our draft determination we have considered two alternative bill profiles: 
 

i. Changing bills gradually each year (described as ‘gradual change’).  When 
inflation is included, for dual service customers, bills will reduce a little each 
year (Figure 1.1); and for wastewater only customers, bills will increase a little 
each year (Figure 1.2). 

 
ii. Reducing bills in 2015 and then increasing them each year (‘decrease then 

increase’).   The pattern will be the same for dual service and wastewater only 
customers (Figures 1.1 and 1.2 respectively).  

 
 
Figure 1.1 Two alternative bill profiles for dual service customers 

 
Figure 1.2 Two proposed bill profiles for wastewater only customers 
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Remedy 

 
We commissioned a survey to understand our customers’ preference between the 
two alternative bill profiles.  The purpose was to answer the following questions in 
order to make an informed decision about which bill profile to use. 
 

 Which bill profile do customers prefer?   
 

 How does preference differ between customers who are managing 
comfortably with their bill and customers who are struggling to pay?  

 

 How do customers feel about the less preferred bill profile?  Are they strongly 
in favour of one and opposed to the other, or are they positive about both? 

 
The survey was conducted by the Leadership Factor, our online survey provider, with 
their panel members who met the following criteria. 
 

 Participants had to live in our area of operation, identified by postcode.   
 

 Participants were solely or jointly responsible for paying their household’s 
water and/or wastewater bill. Non-bill payers were excluded as they probably 
could not give a meaningful answer about the bill profile that would suit their 
household. 

 

 Participants received wastewater services only or both water and wastewater 
services from Southern Water.  Water only customers were excluded 
because there will be no difference in bill profile. 

 
The total number of completed surveys was 1096.  There was a fairly even split 
between dual service customers (506) and wastewater only customers (590).  The 
profile of respondents is shown in Annex 1 and 2. 
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2. Evidence 

 
Findings: 
 
‘Gradual change’ would suit the vast majority. When asked which bill profile would 
suit them better, there was a clear preference for gradual change with 84% of 
respondents stating that it would suit them better.   It had strong appeal for dual 
service customers (86%) whose bills would gradually decrease as well as 
wastewater only customers (82%) whose bills would gradually increase.   
 
Customers were generally neutral about the ‘decrease then increase’ approach. 
When asked to rate how they would feel if Southern Water used each bill profile, 
respondents tended to feel very positive about ‘gradual change’ while they tended to 
feel neutral about ‘decrease then increase’.   Although the average rating was 
neutral, a substantial minority of respondents (24%) strongly opposed the ‘decrease 
then increase’ approach, compared to just 5% who strongly opposed ‘gradual 
change’ approach.   
  
‘Gradual change’ would make it is easier for customers to budget. Respondents 
preferred ‘gradual change’ for two main reasons.  Firstly, it would make bills more 
predictable and therefore easier to budget for.  This was a selling point for 31% of 
wastewater only customers and 40% of dual service customers who preferred 
‘gradual change’.  A large change or an increase after a decrease would have the 
opposite effect.  Secondly, small increases (in the case of wastewater customers) or 
small reductions and no increases (in the case of dual service customers) would 
make bills more manageable.  Among respondents who preferred ‘gradual change’, 
small increases were mentioned by 47% of wastewater only customers, small 
decreases by 12% of dual service customers, and no increase by 21% of dual 
service customers.   
 
The ‘gradual change’ approach was preferred by all types of customers and held 
across all sub-groups that were included in the research.  The ‘decrease then 
increase’ approach was most popular among customers who had fallen behind on 
paying their bill or felt their bill was very poor value for money, but even in these sub-
groups, only the majority of respondents (72% and 68% respectively) said that 
‘gradual change’ would suit them better.   
 
Conclusions and recommendations: 
 
Our customer research is consistent with previous customer research when asking 
customers about potential bill increases (IDoK research) where customers told us 
they wanted gradual change.  This therefore this increases our confidence with the 
research findings and takes into consideration other external factors. 
 
Our recommendation is to use the ‘gradual change’ approach for our household bill 
profile as this will be more suitable for and acceptable to the vast majority of 
customers, irrespective of their financial circumstances.  
 
Our proposed profile, on the basis of our plan post representations, is shown in the 
table below:  
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Combined Bills 2014-

15 
2015-
16 

2016-
17 

2017-
18 

2018-
19 

2019-
20 

Decrease 
14-15 to 
19-20 

Decrease 
(average) 

Smoothed for 
gradual change 

412.0 410.44 408.80 405.88 400.96 397.40 -3.6% -1.8% 

 

3. Board Engagement 

 
Our board members have been engaged with our customer research in reviewing our 
research findings and how we use our results in profiling customer's bills.  
 

4. CCG  

CCG members have been engaged with our customer research, both in reviewing 
our approach and methodology prior to research commencing and reviewing 
research findings.  
 
They are fully supportive of the 'gradual change' profile. 
 

5. External Assurance 

 
Independent peer review on household bill profile research by Charlene Rohr, 
Director, Choice Modelling and Valuation, RAND Europe 

6. Annexes    

 
Research findings on household bill profile customer research (Independent report by 
KR Social Research) 
Independent peer review on household bill profile research (by RAND) 
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Executive summary 
___________________________________________________________ 
 

1 Introduction 
 

Background Over the next five years, Southern Water proposes that average 

bills will rise by 3.2 per cent less than the rate of inflation.  In their draft 

determination of Southern Water’s Business Plan, Ofwat encouraged Southern 

Water to reconsider the proposed bill profile.  Southern Water is therefore 

considering two alternatives. 

 Changing bills gradually each year (described in the report as ‘gradual 

change’).  For dual service customers, bills would reduce a little each 

year, while for wastewater-only customers, bills would increase a little 

each year. 

 Reducing bills in 2015 and then increasing them each year (described in 

the report as ‘decrease then increase’).   

 

Aims of the survey Southern Water commissioned a survey to answer the 

following questions, in order to make an informed decision about which bill 

profile to use. 

 Which bill profile would suit customers better?  How does this differ with 

customers’ personal circumstances, such as the affordability of their bill?   

 How would customers feel about the less preferred bill profile?  Would they 

be strongly in favour of one bill profile and opposed to the other, positive 

about both, or negative about both? 

 What features of the preferred bill profile are most important?  What are 

the reasons behind customers’ preferences?   

 

Method An online survey was run with Southern Water bill payers who 

received either wastewater-only or dual services.  Only domestic customers 

were included.  1096 customers completed the survey.  They were given 

information about the two alternative bill profiles, asked to rate how happy 

they would be with each of them, and asked which would suit them better 

and why.  The questions and information were adapted from a previous 

survey on views about bill profiles which had been thoroughly tested in 

cognitive interviews.   

 

2 Findings 
 

‘Gradual change’ would suit the vast majority When asked which bill profile 

would suit them better, there was a clear preference for ‘gradual change’.  

84% of respondents said it would suit them better.  It had strong appeal for 

dual service customers (86%) whose bills would gradually decrease as well as 

wastewater-only customers (82%) whose bills would gradually increase.   

 

Customers were generally neutral about ‘decrease then increase’ When 

asked to rate how they would feel if Southern Water used each bill profile, 

respondents tended to feel very positive about ‘gradual change’ while they 

tended to feel neutral about ‘decrease then increase’.   Although the 

average rating was neutral, a substantial minority of respondents (24%) 
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strongly opposed ‘decrease then increase’, compared to just 5% who strongly 

opposed ‘gradual change’.   

  

‘Gradual change’ would make it is easier for customers to budget 

Respondents preferred ‘gradual change’ for two main reasons.   

- Firstly, it would make bills more predictable and therefore easier to budget 

for.  This was a selling point for 31% of wastewater-only customers and 42% 

of dual service customers who preferred ‘gradual change’.   

- Secondly, small increases (in the case of wastewater-only customers) or 

small reductions and no increases (in the case of dual service customers) 

would make bills more manageable.  Among respondents who preferred 

‘gradual change’, small increases were mentioned by 47% of wastewater-

only customers, small decreases by 21% of dual service customers, and no 

increase by 21% of dual service customers.   

 

‘Gradual change’ was preferred across all types of customers The preference 

for ‘gradual change’ held across all sub-groups that we looked at.  ‘Decrease 

then increase’ was most popular among customers who had fallen behind on 

paying their bill or felt that their bill was very poor value for money.  But even 

in these sub-groups, the majority of respondents (72% and 68% respectively) 

said that ‘gradual change’ would suit them better.   

 

3 Conclusions and recommendations 
 

Which bill profile would suit customers better? If possible, Southern Water 

should use ‘gradual change’ as it will be more suitable for the vast majority of 

customers, irrespective of their financial circumstances.   

 

How would customers feel about the less preferred bill profile?  If Southern 

Water finds that they have to use ‘decrease then increase’, customers will 

feel less positive about the change to their bill, especially dual service 

customers. 

 

What features of the preferred bill profile are most important to customers?  If 

Southern Water finds that they have to use a slightly different bill profile from 

the ones tested in this research, it is important to avoid large increases and 

changes that are unpredictable from year to year (e.g. an increase after a 

decrease).  In other words Southern Water should ensure that any increases 

are as small as possible and the bill profile is as steady as possible. 
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1 Introduction 
___________________________________________________________ 
 

This chapter explains why Southern Water commissioned a survey, what they 

wanted to find out, and how the survey was carried out. 

  

1.1 Background 
 

Over the next five years, Southern Water proposes that average bills will rise 

by 3.2 per cent less than the rate of inflation.  When Southern Water consulted 

their customers about their Business Plan, 90% said they found the plan 

acceptable, including the proposed bill rise.   

 

In their draft determination of Southern Water’s Business Plan, Ofwat 

encouraged them to reconsider the proposed bill profile.  Southern Water is 

therefore considering two alternative profiles. 

 

 Changing bills gradually each year (described in the report as ‘gradual 

change’).  When inflation is included, dual service customers’ bills would 

reduce a little each year (Figure 1) while wastewater-only customers’ bills 

would increase a little each year (Figure 2). 

 

 Reducing bills in 2015 and then increasing them each year (described in 

the report as ‘decrease then increase’).   The pattern would be the same 

for dual service and wastewater-only customers (Figures 1 and 2).  

 

Figure 1 Two alternative bill profiles for dual service customers 

 
Figure 2 Two alternative bill profiles for wastewater-only customers 
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At the time the survey was carried out, Southern Water had not completed 

modelling the impact of the different bill profiles on financial returns.  

Therefore the profile that they need to use might turn out to be a little 

different from the profiles tested in the survey.  For instance, rather than a 

gradual decrease across the five years, dual service customers’ bills might 

decrease gradually for four years and then increase slightly in the last year.   

 

1.2 Aims of the survey 
 

Southern Water commissioned a survey to understand customers’ preferences 

for the two alternative bill profiles.  They wanted to answer the following 

questions, in order to make an informed decision about which bill profile to 

use. 

 

 Which bill profile would suit customers better?  How does this differ with 

customers’ personal circumstances, such as the affordability of their bill?  If 

Southern Water uses the bill profile with majority support, will this suit all 

types of customers or will some customers be disadvantaged? 

 

 How would customers feel about the less preferred bill profile?  Are 

customers strongly in favour of one bill profile and opposed to the other, 

positive about both, or negative about both?  If Southern Water finds that 

they have to use the less preferred bill profile, how would customers 

respond? 

 

 What features of the preferred bill profile are most important to customers?  

What are the reasons behind customers’ preferences?  If Southern Water 

finds that they have to use a slightly different bill profile from the two 

tested in the survey, what are the most important features to build in? 

 

Southern Water also used the survey as an opportunity to ask customers 

about value for money.  The findings on this issue are discussed in a separate 

report.   

 

1.3 Method 
 

Procedure 

 

An online survey was run in September 2014.   

 

Sample 

 

The survey was run with household customers only.  This was because 

Southern Water had already carried out research on their non-household 

default tariff. 

 

The survey was run by the Leadership Factor, Southern Water’s online survey 

provider, with their panel members who met the following criteria.   

 

 They lived in Southern Water’s area of operation, identified by postcode.   
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 They were solely or jointly responsible for paying their household’s bill from 

Southern Water. Non-bill payers were excluded as they probably could 

not give a meaningful answer about the bill profile that would suit their 

household. 

 

 They received wastewater services only or both water and wastewater 

services from Southern Water.  Water-only customers were excluded 

because there is no change to their bill profile i.e. it will remain the same 

as in the original Business Plan.   

 

We considered setting a quota on income, as we had done on previous 

Southern Water surveys with a different online survey provider.  However, due 

to the limited size of the panel, no quotas were set for this survey.   

 

The total number of completed surveys was 1096.   

 

The profile of respondents is shown in Annex A.  Due to the tight timetable, 

Southern Water was not able to provide information to compare respondents 

with their customer base.  However, it is clear that women were over-

represented in the sample (70% of women compared to 28% of men).  Lower 

income households also seem to be over-represented (see Table 1) although 

this finding might be partly due to higher income households being more 

reluctant to state their income.   

 

Table 1 Income profile of survey respondents and households in the South 

East1 

Base: All respondents who gave their income (n=731) 

Total gross household income Households in the 

South East 

Survey respondents 

Less than £25K per annum 

(up to £499/week) 

36% 46% 

£25-£49.9k per annum 

(up to £999/week) 

34% 39% 

£50k per annum or over 

(£1000 or more/week) 

29% 14% 

Note that 365 respondents declined to give their income. 

 

Questions 

 

The questionnaire covered the issues shown in Table 2.  The questionnaire is 

included in Annex B.   

 

                                                 
1 Family Resources Survey 2012/2013 

https://www.gov.uk/government/statistics/family-resources-survey-2012-to-2013.  

Although Southern Water’s area of operation does not exactly match the South East 

Government Office Region, we assume that household incomes in this region gives a 

reasonable indication of the household incomes of Southern Water customers. 
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Table 2 Summary of questions asked in the survey 

 
Purpose What the questions asked about Source of questions 

To screen out 

respondents who 

were not eligible to 

take part in the survey 

 Postcode Leadership Factor 

standard question 

 Bill payer Taken from CCWater 

tracker survey2 

To collect information 

about personal 

circumstances, in 

order to look at how 

personal 

circumstances relate 

to preferred bill profile 

 Metering status Taken from CCWater 

tracker survey 

 Affordability of payments to 

Southern Water 

Provided by Personal 

Finance Research Centre, 

University of Bristol 

 Income Leadership Factor 

standard question 

 Long term illness or disability Taken from CCWater 

tracker survey 

To get respondents 

thinking about their 

bill payments, so their 

answers about the bill 

profile are grounded 

in their experience  

 Amount paid to Southern 

Water 

Taken from previous SW 

bill profile survey 

 Affordability of payments to 

Southern Water 

Provided by Personal 

Finance Research Centre, 

University of Bristol 

To help ensure 

respondents read the 

information about the 

price setting process   

 Prior knowledge about the 

price setting process 

 

Taken from previous SW 

bill profile survey 

To boost commitment 

to completing the 

survey 

 Importance of consulting 

customers about prices 

Taken from previous SW 

bill profile survey 

To identify the 

preferred bill profile 

 

 Feelings about the two bill 

profiles 

New question 

 Which bill profile would suit 

the respondent better 

 Reason for preference (open 

question) 

Adapted from previous 

SW bill profile survey 

To explore views 

about value for 

money 

 Satisfaction with value for 

money 

Taken from CCWater 

tracker survey 

 Reasons for dissatisfaction 

with value for money 

New question 

 

Information 

 

We gave respondents two types of information.  This information is shown in 

the questionnaire in Annex B. 

 

 Brief explanation about the price setting process This set the context and 

explained why Southern Water is considering two alternative bill profiles. 

 

                                                 
2 Consumer Council for Water (CCWater) has carried out an annual survey since 

2006.  The survey asks about issues of importance to customers such as satisfaction 

with services, perception of value for money, and knowledge about consumer rights.   
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 Description of the two alternative bill profiles This enabled respondents to 

make an informed choice between the two bill profiles. 

 

When describing bill profiles we gave dual service customers and 

wastewater-only customers different information as their bill profiles would be 

different.  We told respondents what the average customer would pay as 

Southern Water’s modelling was not sufficiently advanced to tell respondents 

what their own bill would be.     

 

‘Gradual change’ was always presented before ‘decrease then increase’ in 

the survey.  Ideally we would have randomised the order in which the two bill 

profiles were presented.  However, it was not possible to do this due to the 

complexity of the programming and the tight timetable.   

 

Challenge 1: complexity of the information 

 

We tried to ensure that the information given in the survey was as easy as 

possible to understand.  We also tried to ensure that respondents read it, 

rather than skipping or skimming it.  We took four steps to address these 

challenges. 

 

Step 1: We used simple language We were careful to avoid water industry 

jargon and technical terms.   

 

Step 2: We gave information about the bill profiles in three forms We used 

graphs showing the amount to be paid each year; tables showing the 

amount to be paid each year; and a table setting out the main pros and 

cons of the alternative bill profiles.  We did this because our previous research 

on bill profiles had shown that customers differed in the form of information 

they found most helpful. 

 

Step 3: We tried not to overwhelm respondents with information We kept the 

amount of information to a minimum and only provided essential information.  

We provided a small amount of information on each page.  While most 

information was shown to all respondents, we allowed respondents to skip the 

tables showing the amount to be paid each year. 

 

Step 4: We used questions to encourage customers to read the information. 

 

 When giving information about the price setting process, we asked a 

question at the end of almost every page about the information on that 

page.   

 

 Before we showed respondents the descriptions of the bill profiles, we 

asked them how important it was for Southern Water to consult customers 

about prices.  Almost all respondents said it was important (69% very 

important and 27% fairly important).  This question was intended to 

increase commitment: having said that it was important to be consulted, 

respondents were likely to feel they should make the effort to read the 

information.   
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Most respondents seemed to understand the bill profiles.  We did not ask 

respondents directly whether they felt they understood the bill profiles 

because in our experience customers sometimes feel that they understand 

information when in fact they do not.  Instead we looked at the reasons they 

gave for their preferences.   

 

After respondents chose the bill profile that would suit them better, they were 

asked to give the reasons for their choice in an open question.  It is reassuring 

that most of the reasons they gave made good sense (see sections 2.3 and 

2.4).  The reasons were also consistent with what customers had said in focus 

groups to explore preferred bill profiles (carried out in 2011 for Southern Water) 

where we were able to ensure that they had a good understanding of the 

options.   

 

There were clearly some respondents who misunderstood the bill profiles.  For 

instance, they mistakenly thought that they would pay less in total with 

‘gradual change’ than ‘increase then decrease’.  However, we did not 

attempt to quantify how many respondents understood or misunderstood the 

bill profiles. 

 

Challenge 2: survey compared to day-to-day experience  

 

We tried to encourage respondents to think about their experiences of 

paying their bills by asking them how much they pay and how affordable 

their payments are.  Nevertheless the survey situation is very different from 

their day-to-day experience.  While they might worry about an increase of 

£20/year in the survey, especially when comparing it to an increase of 

£2/year, a fair proportion of customers would ordinarily not notice an increase 

of this size.   

 

Testing the questions and information 

 

Ordinarily we would carry out cognitive interviews before a survey, to check 

that customers are able to understand the questions and the information 

provided in the survey, and that they are able to answer questions in the way 

that is intended.   This is particularly important with complex topics, like bill 

profiles.  However, there was no time for cognitive interviews due to the tight 

timetable for the research.   

 

Instead we used questions and information from previous surveys as far as 

possible, as shown in Table 1.  Some of the questions were taken from large 

scale national surveys, including Consumer Council for Water’s tracker survey.  

Some of the questions and information were adapted from a survey carried 

out in 2011 to look at Southern Water customers’ views about bill profiles.  This 

survey was thoroughly tested, with 18 face-to-face cognitive interviews in 

three batches on three drafts of the questionnaire.   

 

The questionnaire was also reviewed by two experienced questionnaire 

designers with a strong interest in survey methodology.   
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Analysis and reporting 

 

In tables, percentages calculated on cell sizes of less than 25 respondents are 

not shown but are marked * instead.   

 

The data have not been weighted to compensate for the fact that women 

and lower income households are over-represented in the sample.  This was 

not possible within the tight timetable for this research.  However, we mention 

the possible impact of this issue in section 2.1.   

 

We have not reported confidence intervals or checked whether differences 

between sub-groups are statistically significant as the survey was not carried 

out with a random sample.  (Panel samples are generally not considered to 

be random samples, even when quotas are not set.)  However, to give a feel 

for the level of precision, if we had used a random sample, with 1096 

respondents we would be 95% confident that the 'real' proportion of 

customers who think that ‘gradual change’ suits them better than ‘decrease 

then increase’ is between +/- 2% of the estimated proportion of 84% (i.e. 82% 

to 86%). 

 

After respondents chose the bill profile which would suit them better, they 

were asked to give the reasons for their choice in an open question.  Their 

answers were coded by one member of the research team and checked by 

another team member.  Due to the tight timetable, we were not able to 

complete coding of all responses.  Therefore results from 714 respondents are 

reported3.   

 

 

                                                 
3 The Leadership Factor provided interim results from 714 respondents on all questions 

partway through fieldwork.  There was very little change between the interim results 

and the final results.  For instance, the proportion of respondents overall who 

preferred ‘gradual’ change’ did not change; the proportion of dual service 

customers who preferred it did not change; and the proportion of wastewater-only 

customers who preferred it increased by just 1%. 
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2 Findings  
___________________________________________________________ 
 

This chapter reports on customers’ views about the two alternative bill profiles.  

It discusses which option would suit respondents better and why; how 

respondents felt about the less preferred option; and how this differed with 

their personal circumstances. 

 

2.1 ‘Gradual change’ would suit the vast majority  
 

The vast majority of respondents (84%) said ‘gradual change’ would suit them 

better than ‘decrease then increase’.  There was just slightly more support for 

‘gradual change’ among dual service customers (whose bills would decrease 

gradually) than wastewater-only customers (whose bills would increase 

gradually), as Figure 3 shows.  

 

Figure 3 Which bill profile would suit respondents better 

Base: All respondents (dual service n=506, wastewater-only n=590) 

 

 
 

The level of support for ‘gradual change’ is slightly inflated due the 

composition of the sample.  Women were more enthusiastic about ‘gradual 

change’ than men, with 85% of women saying it would suit their household 

compared to 78% of men.  As the three quarters of respondents were women, 

the proportion of Southern Water’s customers who prefer gradual change 

would be less than 84%.  

 

2.2 Customers were generally neutral about ‘decrease then 

increase’  
 

When rating how they would feel if Southern Water used each of the bill 

profiles, respondents were again more positive about ‘gradual change’.  They 

tended to feel very positive about ‘gradual change’ while they tended to 

feel neutral about ‘decrease then increase’ (see Figure 4).  On a scale from 0 
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for very unhappy to 10 for very happy, the average rating for ‘gradual 

change’ was 8 while the average rating for ‘decrease then increase’ was 5 

i.e. the midpoint on the scale.   

 

Figure 4 Feelings about the two bill profiles  

Base: All respondents (n=1096) 

 

 
 

As well as looking at the average view, we also looked at respondents who 

felt strongly about the bill profiles (see Figure 5).   

 

 There was stronger support for ‘gradual change’ than ‘decrease then 

increase’.  About half of respondents (53%) said they would be very 

happy4 with Southern Water using ‘gradual change’.  In contrast, only 

about a tenth (13%) would be very happy with them using ‘decrease then 

increase’.   

 

 Conversely there was stronger opposition to ‘decrease then increase’ 

than to ‘gradual change’.  Almost a quarter of respondents (25%) would 

be very unhappy5 with Southern Water using ‘decrease then increase’.  

Only 5% would feel this way about ‘gradual change’.    

 

This pattern, more support for ‘gradual change’ and more opposition to 

‘decrease then increase’, was found with both dual service customers and 

wastewater-only customers.  However, it was more marked for dual service 

customers.  64% of them would be very happy with ‘gradual change’ 

compared to 44% of wastewater-only customers.  31% of them would be very 

unhappy with ‘decrease then increase’ compared to 20% of wastewater-only 

customers.   

 

                                                 
4 They gave it a rating of 8, 9, or 10, on a scale from 0 for very unhappy to 10 for very 

happy. 
5 They gave it a rating of 0, 1, or 2, on a scale from 0 for very unhappy to 10 for very 

happy. 
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Figure 5 Feelings about the two bill profiles  

Base: All respondents (n=1096) 

 
2.3 ‘Gradual change’ would make it is easier to budget  
 

There were two main reasons why ‘gradual change’ appealed more than 

‘decrease then increase’, as Tables 3 and 4 show.  Respondents sometimes 

mentioned both of these reasons together.   

 

 Small increases or no increases would make bills more affordable 

Respondents worried about large increases.  Small increases (in the case 

of wastewater-only customers) or small decreases and no increases (in the 

case of dual service customers) would make bills more affordable.  The 

change would barely be noticeable.   

 

 Predictable bills would be easier to budget for Respondents worried about 

their bill varying a lot from year to year.  They would not know what to 

expect and would therefore find it difficult to budget.  This would be the 

case if, for instance, bills decreased and then increased, or if they 

increased a lot in one go.  It would be preferable to have “steady” and 

“consistent” bills, as respondents described ‘gradual change’.   

 

Respondents gave several other reasons for preferring ‘gradual change’.  For 

instance, they would like a lower bill in 2019 before the next round of price 

setting; and they felt that a decrease in one year only was too short term to 

be helpful.  However, none of these reasons were widespread.   
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Table 3 Dual service customers’ reasons for preferring gradual decrease  

Base: Respondents who said gradual decrease would suit them better (n=287) 

 

Reason % of 

respondents 

Predictable bill is easier to budget for 42 

No increase makes bill easier to afford 21 

Reduction each year is welcome 21 

Decrease for one year only does not help 5 

Lower bill in 2019 is important 5 

Simpler to understand 3 

Percentages sum to more than 100% as respondents could give more than 

one answer. 

 

Table 4 Wastewater-only customers’ reasons for preferring gradual increase  

Base: Respondents who said gradual increase would suit them better (n=309) 

 

Reason % of 

respondents 

Small increase is easier to absorb 47 

Predictable bill is easier to budget for 31 

Decrease for one year only does not help 14 

Simpler to understand 5 

Lower bill in 2019 is important 5 

Percentages sum to more than 100% as respondents could give more than 

one answer. 

 

2.4 ‘Gradual change’ was preferred across all types of 

customers  
 

The vast majority of respondents preferred ‘gradual change’, irrespective of 

their financial circumstances or feelings about their bill.  However, a 

substantial minority of some types of customers was interested in ‘decrease 

then increase’ (see Table 5).   

 

‘Decrease then increase’ was preferred by almost a third (32%) of 

respondents who felt that their bill was very poor value for money; more than 

a quarter (28%) who were behind with payments on their bill; and almost a 

quarter in socio-economic groups D (23%) and E (24%).  (Only a small number 

of respondents were behind on their payments so this finding should be 

treated with caution.) 

 

Annex C includes tables showing how interest in the two profiles varied with a 

number of other characteristics.  Annex D includes tables showing how ratings 

of the two bill profiles varied with the same characteristics.  
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Table 5 Preferences for bill profiles by different types of customers 

 

Characteristic % of respondents who said bill 

profile would suit them 

Base 

‘Gradual 

change’ 

‘Decrease 

then increase’ 

SEG    

A 79 21 82 

B 89 11 253 

C1 84 16 242 

C2 87 13 103 

D 77 23 78 

E 76 24 169 

Household income    

Less than £25k 81 19 338 

£25k to £49.9k 84 16 288 

£50k and over 89 11 105 

Prefer not to say 85 15 365 

Affordability of Southern Water bill    

Keeping up without any difficulties 85 15 692 

Keeping up but it is a struggle from 

time to time 82 18 299 

Keeping up but it is a constant 

struggle 81 19 80 

Have fallen behind with payments 72 28 25 

Satisfaction with value for money 

of Southern Water bill    

Very satisfied 85 15 110 

Fairly satisfied 86 14 415 

Neither satisfied nor dissatisfied 84 16 380 

Fairly dissatisfied 81 19 129 

Very dissatisfied 68 32 62 

Metered or unmetered    

Metered 85 15 784 

Unmetered 81 19 290 
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3 Conclusions and recommendations 
___________________________________________________________ 

 
This chapter briefly summarises findings relating to the three questions 

addressed by the survey.   

 

3.1 Which bill profile would suit customers better? 
 

‘Gradual change’ would suit the vast majority of customers better than 

‘decrease then increase’, including customers who are struggling to pay their 

bills. 

 

The preference for ‘gradual change’ was very clear-cut.  84% of respondents 

said that ‘gradual change’ would suit them better than ‘decrease then 

increase’.   

 

‘Gradual change’ would mean a small decrease each year for dual service 

customers and a small increase each year for wastewater-only customers.  

Nevertheless, there was only slightly more support for ‘gradual change’ 

among dual service customers (86%) than wastewater-only customers (82%). 

 

There was more interest in ‘decrease then increase’ among customers who 

had fallen behind on paying their bill or felt their bill was very poor value for 

money.  However, even among these customers, the vast majority said that 

‘gradual change’ would suit them better (72% and 68% respectively).   

 

 

Recommendation If possible, Southern Water should use ‘gradual change’ 

rather than ‘decrease then increase’ as it will be more suitable for the vast 

majority of customers, irrespective of their financial circumstances. 

 

 

3.2 How would customers feel about the less preferred bill 

profile? 
 

Customers would be less happy with ‘decrease then increase’ than with 

‘gradual change’, especially dual service customers.  However, they would  

generally feel neutral about it. 

 

When rating how happy they would be with each option, ‘gradual change’ 

was the winner again.  Customers gave it an average rating of 8, on a scale 

from 0 very unhappy to 10 very happy.  The average rating for ‘decrease 

then increase’ was 5.  In other words, respondents were less happy with it 

than with ‘gradual change’ but they tended to feel neutral rather than 

negative about it.   

 

However, there was some opposition to ‘decrease then increase’.  A quarter 

of respondents (24%) strongly opposed it, compared to just 5% who strongly 

opposed ‘gradual change’.   This pattern was most pronounced for dual 
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service customers, with almost a third (31%) strongly opposed to ‘decrease 

then increase’. 

 

 

Recommendation These findings again support Southern Water using ‘gradual 

change’ if possible, rather than ‘decrease then increase’.  If Southern Water 

finds that they have to use ‘decrease then increase’, customers will feel less 

positive about the change to their bill, especially dual service customers.   

 

 

3.3 What features of the preferred bill profile are most 

important to customers? 
 

Customers would prefer ‘gradual change’ mainly because a large increase 

would be difficult to absorb, and an increase after a decrease would be 

unexpected and therefore difficult to budget for.   

 

There were two main reasons why ‘gradual change’ appealed more than 

‘decrease then increase’.   

 

Firstly, a large change or an increase after a decrease would make bills 

unpredictable.  Predictable bills which vary little from year to year would be 

easier to budget for.   

 

Secondly, a large increase would be difficult to absorb.  Small increases (in 

the case of wastewater-only customers) or small reductions (in the case of 

dual service customers) would make bills more manageable.   

 

 

Recommendation If Southern Water finds that they have to use a slightly 

different bill profile from the ones tested in this research, it is important to 

avoid large increases and changes that are unpredictable from year to year 

(e.g. an increase after a decrease).  In other words Southern Water should 

ensure that any increases are as small as possible and the bill profile is as 

steady as possible. 

 

 

Caveats 

 

There are several issues which mean that customers as a whole might be less 

enthusiastic about ‘gradual change’ and less opposed to ‘decrease than 

increase’ than the survey respondents.  These issues are mentioned in our 

description of the survey method.  For instance, women showed a stronger 

preference for ‘gradual change’ and were over-represented in the sample; 

and the difference between the two bill profiles is more obvious in a survey 

then it would be in ‘real life’.  

 

Nevertheless, we consider that the strong preference for ‘gradual change’ is 

robust for two reasons.  Firstly, the preference for ‘gradual change’ is clear-

cut, with 84% of respondents preferring ‘gradual change’ compared to just 
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16% who preferred ‘decrease then increase’.  Secondly, ‘gradual change’ 

was preferred by the majority of customers across all customer types. 
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Annex A Profile of respondents 
___________________________________________________________ 
 

Characteristic % of 

respondents  

Base 

Gender   

Female 70% 764 

Male 28% 310 

Unknown 2% 22 

Age    

18-34 11% 125 

35-44 15% 161 

45-54 22% 245 

55-64 29% 321 

65+ 20% 220 

Unknown 2% 24 

Long term illness or disability    

Respondent has illness/disability 19% 207 

Someone in household has illness/disability 10% 111 

Respondent/household does not have illness/disability 69% 760 

Don’t know or prefer not to say 2% 18 

SEG    

A 7% 82 

B 23% 253 

C1 22% 242 

C2 9% 103 

D 7% 78 

E 15% 169 

Unknown 15% 24 

Household income    

Less than £25k 31% 338 

£25k to £49.9k 26% 288 

£50k and over 10% 105 

Prefer not to say 33% 365 

Service received    

Wastewater only 46% 506 

Water and wastewater 54% 590 

Metered or unmetered   

Metered 72% 784 

Unmetered 27% 290 

Don’t know 2% 22 
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Annex B Questionnaire 
___________________________________________________________ 

 

Info page 1 – if dual services customer 

Your bill from Southern Water 

 

In the area where you live, Southern Water provides water to its customers and takes 

away sewage. 

 

First we would like to ask you a few questions about your bill from Southern Water. 

 

Q2 

REQUIRED, SINGLE CHOICE 

Who in your household pays the bill from Southern Water? 
1 ○ I pay the bill      
2 ○ My spouse or partner pays the bill      
3 ○ I pay jointly with my spouse/ partner      
4 ○ My parents/ seniors  pay the bill       
5 ○ It’s included in my rent, I don’t pay the bill      
6 ○ Other        
7 ○ Don’t know      

Exit if Q2= 2, 4, 5, 6, 7 
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Q3 

REQUIRED, SINGLE CHOICE 

How often do you pay Southern Water? 
1 ○ Weekly  
2 ○ Monthly  
3 ○ 6 monthly  
4 ○ Yearly    
5 ○ Other  (please specify)  
6 ○ Don’t know  

 

Q4a - if Q3=1 

NOT REQUIRED, OPEN INTEGER TEXTBOX 

How much did your household pay Southern Water last week?  Please write in the 

amount in pounds to the nearest whole number.  

 

Q4b - if Q3=2 

NOT REQUIRED, OPEN INTEGER TEXTBOX 

How much did your household pay Southern Water last month?  Please write in the 

amount in pounds to the nearest whole number.   

 

Q4c - if Q3=3 

NOT REQUIRED, OPEN INTEGER TEXTBOX 

How much did your household pay Southern Water in the previous 6 months?  Please 

write in the amount in pounds to the nearest whole number.   

 

Q4d - if Q3=4 

NOT REQUIRED, OPEN INTEGER TEXTBOX 

How much did your household pay Southern Water last year?  Please write in the 

amount in pounds to the nearest whole number.   

 

Q6 

REQUIRED, SINGLE CHOICE 

Which of the following best describes how well you are currently keeping up with 

payments on your Southern Water bill? 
1 ○ Keeping up without any difficulties    
2 ○ Keeping up but it is a struggle from time-to-time    
3 ○ Keeping up but it is a constant struggle    
4 ○ Have fallen behind with payments  
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Q7 

REQUIRED, SINGLE CHOICE 

Does your household have a water meter? A water meter records the amount of 

water used in your home so you pay for how much water you use.  
1 ○ Yes, it has a water meter    
2 ○ No, it doesn't have a water 

meter    

 

3 ○ Don’t know      

 

 

Q8 - if Q7=1 

REQUIRED, SINGLE CHOICE 

Which of the following applies to you? 
1 ○ Your home already had a meter when you moved in  
2 ○ You asked for a meter to be fitted  
3 ○ You had to have a meter fitted  
4 ○ Other (Under what circumstances did you have a meter 

fitted?) 

 

5 ○ Don’t know      

 

Info page 2 

 

Normally the price of goods and services goes up each year because of inflation.  

Southern Water has found ways to cut their costs.  So over the next five years 

Southern Water customers’ bills will not go up with inflation.  In other words Southern 

Water bills will go up less than most other goods and services or they may even go 

down.   

 

Southern Water would like to change bills in a way that suits customers.  It is running 

this survey to find out how best to do this.   

 

Before asking your views about how to change bills, we need to give you some 

important information to read. 

 First we will explain how Southern Water’s prices are decided. 

 Then we will explain why Southern Water has cut costs and what this will mean 

for bills.   

 Finally we will explain two different ways of changing bills.  

 

Info page 3 

How are Southern Water’s prices decided? 

PLEASE READ THIS INFORMATION AND THEN CLICK NEXT  

 

Most companies can decide by themselves what prices to charge their customers.  

Southern Water’s prices are more carefully controlled.  This is because providing 

water and taking away sewage are essential services.  Also households cannot 

choose to get these services from any other company.   
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Q9 

REQUIRED, SINGLE CHOICE 

How much do you know about how Southern Water’s prices are decided? 
1 ○ A lot      
2 ○ A fair amount      
3 ○ A little      
4 ○ Nothing      

 

Info page 4 

Who is involved in deciding prices? 

PLEASE READ THIS INFORMATION AND THEN CLICK NEXT  

 

Southern Water must agree its prices with Ofwat.  Ofwat is an independent 

organisation.  Ofwat makes sure that customers get good service at a fair price.  

One of things it does is to set limits on prices. 

 

Q10 

REQUIRED, SINGLE CHOICE 

Had you heard of Ofwat before? 
1 ○ Yes, I have      
2 ○ No, I haven't      

 

Info page 5 

How often are prices decided? 

PLEASE READ THIS INFORMATION AND THEN CLICK NEXT  

 

Prices are decided every five years.  In 2014, prices will be set for 2015, 2016, 2017, 

2018, and 2019.  A different price will be set for each year.    

 

Q11 

REQUIRED, SINGLE CHOICE 

Did you know that Southern Water’s prices are decided every five years? 
1 ○ Yes, I did      
2 ○ No, I didn't      

 

Info page 6 

How will Ofwat and Southern Water decide prices? 

PLEASE READ THIS INFORMATION AND THEN CLICK NEXT  

 

Southern Water has written a ‘business plan’ for the next five years.  This explains 

what Southern Water will spend, how services will improve for its customers, and 

what this will mean for their bills.   

 

Ofwat has encouraged Southern Water to give customers a good service at a fair 

price. Now they need to agree on prices for the next five years.  
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Info page 7 

Why has Southern Water cut costs? 

PLEASE READ THIS INFORMATION AND THEN CLICK NEXT  

 

While Southern Water was writing its ‘business plan’, it asked customers what they 

think about their bills and their services.  On the whole, customers said that they 

wanted their bills to go down.  Southern Water has therefore found ways to cut 

costs.  It will still give customers the services they said are most important.     

 

Because Southern Water has cut costs, over the next five years their bills will not go 

up with inflation.  In other words Southern Water bills will go up less than most other 

goods and services or they may even go down.     

 

Q12 

REQUIRED, SINGLE CHOICE 

How important do you think it is for Southern Water to ask what customers think 

about prices? 
1 ○ Very important      
2 ○ Fairly important      
3 ○ Not very important      
4 ○ Not at all important      
5 ○ Don't know  

 

Info page 8 

 

What are the two ways of changing bills?  

 

PLEASE READ THIS INFORMATION AND THEN CLICK NEXT  

 

Southern Water is looking at two different ways of changing bills between 2015 and 

2019.   

 

Below you will see information about the two different options.  Then we will ask you 

which option would be better for you and your household. 
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Info page 9a – if dual services customer 

 

What is the first way that Southern Water might change bills?  

 

Option 1. Bills would go down a little each year until 2019  

 

The graph below shows how much a customer would pay each year between 2014 

and 2019.   This example is for a customer who paid Southern Water £435 (the 

average bill) in 2014.   

 

 
 

 

Q 

REQUIRED, SINGLE CHOICE 

Would you like to see a table showing how much a customer would pay each year 

between 2014 and 2019?? 
1 ○ Yes      
2 ○ No      

 

Info page 9b – if dual services customer 

 

This table shows how much a customer would pay each year between 2014 and 

2019.   This example is for a customer who paid Southern Water £435 (the average 

bill) in 2014/2015. 

    

  What customer would pay each year 

  £ 

2014 435 

2015 435 

2016 434 

2017 433 

2018 432 

2019 430 

400

405

410

415

420

425

430

435

440

2014-15 2015-16 2016-17 2017-18 2018-19 2019-20
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Info page 10a – if dual services customer 

 

What is the second way that Southern Water might change bills?  

 

Option 2. Bills would go down a lot in 2015, and then would go up each year until 

2019  

 

The graph and table below shows how much a customer would pay each year 

between 2014 and 2019.  As before, this example is for a customer who paid 

Southern Water £435 (the average bill) in 2014.   

 

 
 

Q 

REQUIRED, SINGLE CHOICE 

Would you like to see a table showing how much a customer would pay each year 

between 2014 and 2019?? 
1 ○ Yes      
2 ○ No      

 

Info page 10a – if dual services customer 

 

This table shows how much a customer would pay each year between 2014 and 

2019.   This example is for a customer who paid Southern Water £435 (the average 

bill) in 2014/2015. 

    

  What customer would pay each year 

  £ 

2014 435 

2015 412 

2016 423 

2017 433 

2018 443 

2019 453 

400

410

420

430

440

450

460

2014-15 2015-16 2016-17 2017-18 2018-19 2019-20
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Info page 11a – if dual services customer 

 

What are the two ways of changing bills? 

 

So that you can compare the two options, the graph below shows how much a 

customer would pay each year between 2014 and 2019 with both options.   As 

before, the example is for a customer who paid Southern Water £435 (the average 

bill) in 2014/2015.    

 

 
 

Q 

REQUIRED, SINGLE CHOICE 

Would you like to see a table showing how much a customer would pay each year 

between 2014 and 2019?? 
1 ○ Yes      
2 ○ No      

 

Info page 11a – if dual services customer 

 

This table shows how much a customer would pay each year between 2014 and 

2019.   This example is for a customer who paid Southern Water £435 (the average 

bill) in 2014/2015.    

 

  Option 1.   Option 2. 

  

What customer would pay 

each year £ 

What customer would pay 

each year £ 

2014-15 435 435 

2015-16 435 412 

2016-17 434 423 

2017-18 433 433 

2018-19 432 443 

2019-20 430 453 

Total paid between 2015 and 2019 £2599 £2599 

400

410

420

430

440

450

460

2014-15 2015-16 2016-17 2017-18 2018-19 2019-20
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Info page 12 

 

What are the two ways of changing bills? 

 

Whichever way Southern Water changes bills, a customer would pay the same 

overall between 2015 and 2019.  Also whichever way bills change, any increase will 

be below inflation. 

 

Info page 13 

 

What are the two ways of changing bills?  

 

Here is a summary of the pros and cons of the two different ways of changing bills.   

 

 

 

Option 1. Reducing bills gradually 

until 2019 

 

  

Option 2. Reducing bills a lot in 

2015, then increasing them until 

2019 

 

Between 2015 and 2019 a customer 

would pay the same overall as in 

option 2. 

 

Bills would go down a little each 

year until 2019.  

 

 

A customer would have slightly 

higher bills in the first few years than 

with option 2.   

 

By 2019 a customer’s bill would be  

a little lower than option 2, as they 

would have paid more in earlier 

years.   

 

 

 

 

 

 

Between 2015 and 2019 a customer 

would pay the same overall as in 

option 1. 

 

Bills would go down a lot in 2015, but 

would then go up each year until 

2019.   

 

A customer would have slightly 

lower bills in the first few years than 

with option 1.   

 

By 2019 a customer’s bills would be 

a little higher than option 1, as they 

would have paid less in earlier years. 
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Info page 14 

Your views about the two different ways of changing bills 

 

The next few questions ask what you think about the two options Southern Water has 

for changing bills.   You can use the navigation buttons to go back to the example 

to remind yourself of the two options. 

 

Q13 

REQUIRED, SINGLE CHOICE 

How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019?   

 

Please give your answer on a scale from 0 to 10.  0 means very unhappy and 10 means 

very happy. 

    

Q14 

REQUIRED, SINGLE CHOICE 

How would you feel if Southern Water did the second of these two options and reduced 

bills a lot in 2015 and then increased bills until 2019?   

 

Please give your answer on a scale from 0 to 10.  0 means very unhappy and 10 means 

very happy.   

    

Q15 

REQUIRED, SINGLE CHOICE 

Which of the two options for changing bills do you think would suit you and your household 

better?   

If you find it difficult to choose, please think about which option may be marginally better. 
1 ○ Reducing bills gradually until 2019  
2 ○ Reducing bills a lot in 2015 and then increasing bills until 2019  

 

Q16a – if 1 or 2 on Q15 

REQUIRED, OPEN TEXTBOX 

You said that it would suit you better if Southern Water reduces bills gradually until 2019.  

Why did you choose this option?  

 

 

Q16b – if 3 or 4 on Q15 

REQUIRED, OPEN TEXTBOX 

You said that it would suit you better if Southern Water reduces bills a lot in 2015 and 

then increases bills until 2019.  Why did you choose this option?  
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Q17 

REQUIRED, SINGLE CHOICE 

Now we would like to ask you a few questions about your bill as it stands at the 

moment.  How satisfied or dissatisfied are you with value for money of your Southern 

Water bill? 
1 ○ Very satisfied  
2 ○ Fairly satisfied  
3 ○ Neither satisfied nor dissatisfied  

4 ○ Fairly dissatisfied  

5 ○ Very dissatisfied  

 

Q18 – if 4 or 5 on Q17 

REQUIRED, MULTIPLE CHOICE 

Response options randomized 

You said that you were [very dissatisfied/fairly dissatisfied] with value for money of 

your Southern Water bill.  Why is this? (Please tick all that apply) 
1 □ It is expensive compared to other bills  
2 □ I have had a complaint or problem with Southern Water  
3 □ Prices have gone up recently  
4 □ Water is a natural resource so prices should be lower  
5 □ Southern Water’s profits and salaries are too high  
6 □ Too much water is lost through leaks  
7 □ Other  (What are your other reasons for being dissatisfied with 

value for money of your bill?  Please write in below.) 

 

 

 

Info page 14 

About you and your household 

Finally, please could you tell us a little about you and your household.  This 

information will be used to make sure that we have heard from a good mix of 

customers.  It will also help us understand how views differ between customers. 

 

Q18 

REQUIRED, SINGLE CHOICE 

Do you or anyone in your household have a long-term illness, health problem or 

disability which limits your daily activities or the work you can do? 
1 ○ Yes, myself  
2 ○ Yes, someone else in my household  
3 ○ No  
4 ○ Don’t know  
5 ○ Prefer not to say  
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Q19 

REQUIRED, SINGLE CHOICE 

What is your household income?  Please include income received from all sources, 

including wages, salaries, or rents and before tax deductions. 
1 ○ Up to £9,999  
2 ○ £10,000 to £19,999  
3 ○ £20,000 to £29,999  
4 ○ £30,000 to £39,999  
5 ○ £40,000 to £49,999  
6 ○ £50,000 to £59,999 
7 ○ £60,000 to £69,999 
8 ○ £70,000 to £79,999 
9 ○ £80,000 to £89,999 
10 ○ £90,000 to £99,999 
11 ○ £100,000 plus 
12 ○ Prefer not to say 
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How the questionnaire differed for wastewater-only customers 

 

1. The options had different names. 

 

Option 1. Bills would go up a little each year until 2019  

Option 2. Bills would go down in 2015, and then would go up each year until 2019  

 

2. Different graphs and tables were used showing the amount paid each year, as 

shown below, as shown below. 

 

 
 

  Option 1 Option 2 

  £ £ 

2014-15 280 280 

2015-16 273 283 

2016-17 280 285 

2017-18 287 287 

2018-19 294 289 

2019-20 301 290 

Total 1714 1714 

 

 

  

255
260

265

270

275

280
285

290

295

300

305

2014-15 2015-16 2016-17 2017-18 2018-19 2019-20
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3. The summary table of pros and cons was as shown below. 

 

 

Option 1. Increasing bills gradually 

until 2019 

 

  

Option 2. Reducing bills in 2015, 

then increasing them until 2019 

 

Between 2015 and 2019 a customer 

would pay the same overall as in 

option 2. 

 

Bills would go up a little each year 

until 2019.  

 

 

A customer would have slightly 

higher bills in the first few years than 

with option 2.   

 

By 2019 a customer’s bill would be  

a little lower than option 2, as they 

would have paid more in earlier 

years.   

 

 

 

 

 

 

Between 2015 and 2019 a customer 

would pay the same overall as in 

option 1. 

 

Bills would go down in 2015, but 

would then go up each year until 

2019.   

 

A customer would have slightly 

lower bills in the first few years than 

with option 1.   

 

By 2019 a customer’s bills would be 

a little higher than option 1, as they 

would have paid less in earlier years. 

 

 

 

 

 

 

 

 

 

4. Wherever questions asked about ‘reduced bills gradually until 2019’ for dual 

service customers,  they asked about ‘increased bills gradually until 2019’ for 

wastewater-only customers. 
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Annex C Preferences for bill profiles by 

customer types 
___________________________________________________________ 
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Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

Frequency Percent

Reducing bills gradually until 2019 918 84%

Reducing bills a lot in 2015 and then increasing bills until 2019 178 16%

Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

Dual Wastewater

Reducing bills gradually until 2019 86% 82%

Reducing bills a lot in 2015 and then increasing bills until 2019 14% 18%

Total 506 590

Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

Female Male Unknown

Reducing bills gradually until 2019 85% 78% 100%

Reducing bills a lot in 2015 and then increasing bills until 2019 15% 22% 0%

Total 764 310 22

Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

18-24 25-34 35-44 45-54 55-64 65+ Unknown

Reducing bills gradually until 2019 58% 87% 83% 84% 83% 84% 100%

Reducing bills a lot in 2015 and then increasing bills until 2019 42% 13% 17% 16% 17% 16% 0%

Total 12 113 161 245 321 220 24

Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

A B C1 C2 D E Unknown

Reducing bills gradually until 2019 79% 89% 84% 87% 77% 76% 87%

Reducing bills a lot in 2015 and then increasing bills until 2019 21% 11% 16% 13% 23% 24% 13%

Total 82 253 242 103 78 169 169

Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

Keeping up 

without any 

difficulties

Keeping up but it 

is a struggle from 

time-to-time

Keeping up but it 

is a constant 

struggle

Have fallen behind 

with payments

Reducing bills gradually until 2019 85% 82% 81% 72%

Reducing bills a lot in 2015 and then increasing bills until 2019 15% 18% 19% 28%

Total 692 299 80 25
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Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

Yes it has a water 

meter

No it doesn`t have 

a water meter
Don`t know

Reducing bills gradually until 2019 85% 81% 77%

Reducing bills a lot in 2015 and then increasing bills until 2019 15% 19% 23%

Total 784 290 22

Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

Very satisfied Fairly satisfied
Neither satisfied 

nor dissatisfied
Fairly dissatisfied Very dissatisfied

Reducing bills gradually until 2019 85% 86% 84% 81% 68%

Reducing bills a lot in 2015 and then increasing bills until 2019 15% 14% 16% 19% 32%

Total 110 415 380 129 62

Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

Yes myself
Yes someone else 

in my household
No Don`t know Prefer not to say

Reducing bills gradually until 2019 76% 87% 85% 75% 93%

Reducing bills a lot in 2015 and then increasing bills until 2019 24% 13% 15% 25% 7%

Total 207 111 760 4 14

Which of the two options for changing bills do you think would suit you and your household 

better?  If you find it difficult to choose, please think about which option may be marginally better.

Less than £25k £25k to £49.9k £50k and over Prefer not to say

Reducing bills gradually until 2019 81% 84% 89% 85%

Reducing bills a lot in 2015 and then increasing bills until 2019 19% 16% 11% 15%

Total 338 288 105 365
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Annex D Ratings of bill profiles by customer 

types 
___________________________________________________________ 
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How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

Frequency Percent

0 17 1.6%

1 16 1.5%

2 22 2.0%

3 21 1.9%

4 28 2.6%

5 141 12.9%

6 100 9.1%

7 168 15.3%

8 235 21.4%

9 133 12.1%

10 215 19.6%

Total 1096

Median 8.0

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

Frequency Percent

0 95 8.7%

1 68 6.2%

2 110 10.0%

3 144 13.1%

4 127 11.6%

5 203 18.5%

6 108 9.9%

7 95 8.7%

8 84 7.7%

9 24 2.2%

10 38 3.5%

Total 1096

Median 5.0
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How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

Dual Wastewater

0 0.8% 2.2%

1 1.0% 1.9%

2 1.2% 2.7%

3 1.8% 2.0%

4 1.6% 3.4%

5 7.9% 17.1%

6 8.5% 9.7%

7 12.8% 17.5%

8 22.3% 20.7%

9 16.0% 8.8%

10 26.1% 14.1%

Total 506 590

Median 8.0 7.0

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

Dual Wastewater

0 9.9% 7.6%

1 8.7% 4.1%

2 12.6% 7.8%

3 13.6% 12.7%

4 9.9% 13.1%

5 15.4% 21.2%

6 8.3% 11.2%

7 7.5% 9.7%

8 7.7% 7.6%

9 2.8% 1.7%

10 3.6% 3.4%

Total 506 590

Median 4.0 5.0
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How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

Female Male Unknown

0 1.4% 1.9% 0.0%

1 1.3% 1.9% 0.0%

2 1.8% 2.6% 0.0%

3 1.7% 2.6% 0.0%

4 2.5% 2.6% 4.5%

5 12.8% 13.5% 4.5%

6 9.4% 8.4% 9.1%

7 15.1% 16.8% 4.5%

8 21.7% 21.0% 18.2%

9 12.7% 10.3% 18.2%

10 19.5% 18.4% 40.9%

Total 764 310 22

Median 8.0 7.0 9.0

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

Female Male Unknown

0 8.5% 8.1% 22.7%

1 6.4% 5.8% 4.5%

2 9.9% 10.0% 13.6%

3 12.4% 13.9% 27.3%

4 12.4% 9.4% 13.6%

5 17.7% 21.3% 9.1%

6 10.9% 7.4% 9.1%

7 8.6% 9.4% 0.0%

8 7.7% 8.1% 0.0%

9 1.8% 3.2% 0.0%

10 3.5% 3.5% 0.0%

Total 764 310 22

Median 5.0 5.0 3.0
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How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

18-24 25-34 35-44 45-54 55-64 65+ Unknown

0 0.0% 4.4% 1.2% 1.2% 0.3% 2.7% 0.0%

1 0.0% 1.8% 1.9% 1.6% 1.2% 1.4% 0.0%

2 8.3% 0.0% 3.1% 1.6% 2.2% 2.3% 0.0%

3 0.0% 2.7% 1.9% 2.4% 2.2% 0.9% 0.0%

4 0.0% 3.5% 1.9% 4.9% 1.9% 0.9% 4.2%

5 25.0% 11.5% 11.8% 11.0% 14.6% 14.1% 4.2%

6 25.0% 12.4% 10.6% 10.2% 8.4% 4.5% 16.7%

7 16.7% 17.7% 16.1% 18.0% 12.5% 15.9% 4.2%

8 25.0% 15.0% 22.4% 20.8% 26.8% 17.3% 16.7%

9 0.0% 14.2% 12.4% 10.6% 12.1% 12.7% 16.7%

10 0.0% 16.8% 16.8% 17.6% 17.8% 27.3% 37.5%

Total 12 113 161 245 321 220 24

Median 6.0 7.0 8.0 7.0 8.0 8.0 9.0

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

18-24 25-34 35-44 45-54 55-64 65+ Unknown

0 0.0% 13.3% 10.6% 6.5% 6.5% 9.5% 20.8%

1 0.0% 8.8% 6.2% 7.8% 4.7% 5.9% 4.2%

2 0.0% 11.5% 10.6% 9.8% 10.0% 9.5% 12.5%

3 16.7% 15.0% 9.9% 13.1% 14.3% 10.9% 29.2%

4 0.0% 10.6% 12.4% 14.7% 10.6% 10.0% 12.5%

5 33.3% 10.6% 19.9% 16.3% 16.8% 26.4% 12.5%

6 16.7% 13.3% 6.8% 13.1% 10.0% 6.4% 8.3%

7 16.7% 8.0% 10.6% 8.2% 10.3% 6.4% 0.0%

8 16.7% 5.3% 5.6% 7.8% 10.6% 6.4% 0.0%

9 0.0% 1.8% 2.5% 1.6% 2.2% 3.2% 0.0%

10 0.0% 1.8% 5.0% 1.2% 4.0% 5.5% 0.0%

Total 12 113 161 245 321 220 24

Median 5.5 4.0 5.0 4.0 5.0 5.0 3.0
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How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

A B C1 C2 D E Unknown

0 4.9% 0.8% 0.8% 1.0% 1.3% 1.8% 2.4%

1 2.4% 0.8% 1.7% 1.0% 0.0% 1.2% 3.0%

2 1.2% 1.2% 2.1% 1.9% 2.6% 4.1% 1.2%

3 0.0% 2.0% 1.7% 3.9% 0.0% 2.4% 2.4%

4 3.7% 1.6% 3.3% 1.0% 5.1% 1.8% 3.0%

5 15.9% 14.2% 10.7% 12.6% 14.1% 17.2% 7.7%

6 11.0% 9.5% 9.5% 11.7% 12.8% 7.1% 5.9%

7 15.9% 20.2% 18.2% 10.7% 12.8% 11.8% 11.2%

8 20.7% 21.3% 19.8% 22.3% 28.2% 18.3% 23.7%

9 8.5% 11.9% 14.0% 15.5% 7.7% 9.5% 14.2%

10 15.9% 16.6% 18.2% 18.4% 15.4% 24.9% 25.4%

Total 82 253 242 103 78 169 169

Median 7.0 7.0 8.0 8.0 8.0 8.0 8.0

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

A B C1 C2 D E Unknown

0 9.8% 7.1% 5.8% 6.8% 6.4% 10.7% 14.8%

1 4.9% 5.1% 7.9% 9.7% 3.8% 3.6% 7.7%

2 6.1% 14.2% 9.1% 8.7% 10.3% 8.9% 8.9%

3 15.9% 14.2% 12.4% 15.5% 9.0% 10.7% 14.2%

4 11.0% 12.6% 11.6% 9.7% 10.3% 10.1% 13.6%

5 23.2% 19.0% 17.8% 16.5% 17.9% 23.7% 13.0%

6 9.8% 11.9% 9.9% 6.8% 9.0% 8.9% 10.1%

7 7.3% 5.1% 11.6% 12.6% 14.1% 8.3% 5.9%

8 4.9% 5.9% 9.1% 8.7% 11.5% 8.3% 6.5%

9 3.7% 2.0% 1.2% 1.9% 2.6% 3.0% 2.4%

10 3.7% 2.8% 3.7% 2.9% 5.1% 4.1% 3.0%

Total 82 253 242 103 78 169 169

Median 5.0 4.0 5.0 4.0 5.0 5.0 4.0
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How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

Keeping up 

without any 

difficulties

Keeping up but it 

is a struggle from 

time-to-time

Keeping up but it 

is a constant 

struggle

Have fallen 

behind with 

payments

0 1.6% 0.7% 3.8% 4.0%

1 1.0% 1.3% 5.0% 4.0%

2 1.6% 2.3% 1.3% 12.0%

3 1.7% 2.3% 1.3% 4.0%

4 2.2% 2.7% 5.0% 4.0%

5 11.8% 12.7% 16.3% 32.0%

6 7.8% 12.0% 11.3% 4.0%

7 15.3% 17.1% 11.3% 8.0%

8 23.0% 21.1% 16.3% 0.0%

9 13.6% 10.0% 10.0% 4.0%

10 20.4% 17.7% 18.8% 24.0%

Total 692 299 80 25

Median 8.0 7.0 7.0 5.0

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

Keeping up 

without any 

difficulties

Keeping up but it 

is a struggle from 

time-to-time

Keeping up but it 

is a constant 

struggle

Have fallen 

behind with 

payments

0 7.7% 7.0% 17.5% 28.0%

1 5.2% 9.0% 5.0% 4.0%

2 10.7% 9.0% 10.0% 4.0%

3 13.3% 13.7% 8.8% 16.0%

4 12.6% 10.4% 8.8% 8.0%

5 18.4% 16.1% 26.3% 28.0%

6 9.2% 12.7% 7.5% 0.0%

7 9.0% 8.7% 8.8% 0.0%

8 7.9% 8.4% 3.8% 4.0%

9 2.2% 2.3% 2.5% 0.0%

10 3.9% 2.7% 1.3% 8.0%

Total 692 299 80 25

Median 5.0 5.0 4.5 3.0

4049



How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

Yes it has a water 

meter

No it doesn`t 

have a water 

meter

Don`t know

0 1.3% 1.7% 9.1%

1 1.4% 1.7% 0.0%

2 1.1% 4.1% 4.5%

3 1.7% 2.4% 4.5%

4 2.6% 2.8% 0.0%

5 12.0% 15.5% 9.1%

6 7.9% 12.4% 9.1%

7 15.8% 14.1% 13.6%

8 22.3% 19.3% 18.2%

9 12.2% 11.7% 13.6%

10 21.7% 14.1% 18.2%

Total 784 290 22

Median 8.0 7.0 7.5

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

Yes it has a water 

meter

No it doesn`t 

have a water 

meter

Don`t know

0 8.0% 9.3% 22.7%

1 6.9% 4.1% 9.1%

2 11.2% 7.2% 4.5%

3 11.6% 16.9% 18.2%

4 12.2% 10.0% 9.1%

5 17.6% 21.7% 9.1%

6 10.1% 9.0% 13.6%

7 8.7% 9.0% 4.5%

8 8.0% 6.6% 9.1%

9 2.0% 2.8% 0.0%

10 3.6% 3.4% 0.0%

Total 784 290 22

Median 4.5 5.0 3.0
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How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

Very satisfied Fairly satisfied
Neither satisfied 

nor dissatisfied
Fairly dissatisfied Very dissatisfied

0 0.0% 0.2% 1.6% 0.8% 14.5%

1 0.0% 0.5% 0.8% 3.1% 11.3%

2 0.0% 1.4% 1.8% 4.7% 4.8%

3 0.9% 1.0% 2.1% 2.3% 8.1%

4 0.0% 1.7% 2.9% 5.4% 4.8%

5 8.2% 8.4% 17.9% 14.0% 17.7%

6 5.5% 8.7% 9.2% 17.1% 1.6%

7 11.8% 16.9% 16.6% 13.2% 8.1%

8 19.1% 24.3% 22.1% 18.6% 8.1%

9 18.2% 16.6% 7.9% 9.3% 3.2%

10 36.4% 20.2% 17.1% 11.6% 17.7%

Total 110 415 380 129 62

Median 9.0 8.0 7.0 7.0 5.0

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

Very satisfied Fairly satisfied
Neither satisfied 

nor dissatisfied
Fairly dissatisfied Very dissatisfied

0 9.1% 6.3% 8.7% 7.8% 25.8%

1 5.5% 4.3% 6.1% 10.1% 12.9%

2 10.0% 9.9% 8.9% 14.7% 8.1%

3 13.6% 13.7% 13.2% 10.9% 12.9%

4 12.7% 10.8% 12.4% 14.0% 4.8%

5 10.0% 16.9% 22.4% 20.9% 16.1%

6 10.0% 12.3% 9.7% 6.2% 1.6%

7 10.0% 10.8% 7.1% 7.0% 4.8%

8 12.7% 8.7% 6.6% 4.7% 4.8%

9 2.7% 3.1% 1.1% 2.3% 1.6%

10 3.6% 3.1% 3.9% 1.6% 6.5%

Total 110 415 380 129 62

Median 4.0 5.0 5.0 4.0 3.0
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How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

Yes myself

Yes someone 

else in my 

household

No Don`t know Prefer not to say

0 2.9% 0.9% 1.3% 0.0% 0.0%

1 2.4% 0.9% 1.3% 0.0% 0.0%

2 4.3% 0.9% 1.6% 0.0% 0.0%

3 1.9% 1.8% 1.7% 25.0% 7.1%

4 2.4% 2.7% 2.4% 0.0% 14.3%

5 15.0% 13.5% 12.5% 0.0% 0.0%

6 6.3% 9.9% 9.9% 25.0% 0.0%

7 17.9% 12.6% 15.0% 25.0% 14.3%

8 15.9% 23.4% 22.6% 0.0% 28.6%

9 9.7% 11.7% 13.0% 0.0% 7.1%

10 21.3% 21.6% 18.7% 25.0% 28.6%

Total 207 111 760 4 14

Median 7.0 8.0 8.0 6.5 8.0

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

Yes myself

Yes someone 

else in my 

household

No Don`t know Prefer not to say

0 10.1% 11.7% 7.9% 0.0% 7.1%

1 6.3% 2.7% 6.6% 25.0% 7.1%

2 9.7% 10.8% 10.1% 0.0% 7.1%

3 7.2% 16.2% 13.8% 25.0% 35.7%

4 9.7% 9.9% 12.2% 25.0% 14.3%

5 19.8% 15.3% 18.9% 0.0% 7.1%

6 10.1% 12.6% 9.2% 25.0% 14.3%

7 8.7% 8.1% 8.9% 0.0% 0.0%

8 8.7% 9.0% 7.2% 0.0% 7.1%

9 4.3% 0.9% 1.8% 0.0% 0.0%

10 5.3% 2.7% 3.2% 0.0% 0.0%

Total 207 111 760 4 14

Median 5.0 4.0 4.0 3.5 3.0
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How would you feel if Southern Water did the first of these two options and reduced bills 

gradually until 2019? Please give your answer on a scale from 0 to 10. 0 means very unhappy and 

10 means very happy.

Less than £25k £25k to £49.9k £50k and over Prefer not to say

0 2.7% 1.0% 1.9% 0.8%

1 1.5% 1.0% 0.0% 2.2%

2 2.1% 1.4% 1.0% 2.7%

3 1.5% 1.7% 1.9% 2.5%

4 3.6% 2.4% 2.9% 1.6%

5 15.4% 12.2% 12.4% 11.2%

6 8.0% 11.8% 9.5% 7.9%

7 13.6% 15.6% 19.0% 15.6%

8 17.8% 21.2% 21.0% 25.2%

9 10.7% 15.3% 13.3% 10.7%

10 23.4% 16.3% 17.1% 19.5%

Total 338 288 105 365

Median 8.0 8.0 8.0 8.0

How would you feel if Southern Water did the second of these two options and reduced bills a 

lot in 2015 and then increased bills until 2019?  Please give your answer on a scale from 0 to 

10.  0 means very unhappy and 10 means very happy.

Less than £25k £25k to £49.9k £50k and over Prefer not to say

0 10.9% 5.2% 8.6% 9.3%

1 6.5% 6.6% 4.8% 6.0%

2 12.1% 10.1% 7.6% 8.8%

3 9.8% 12.5% 21.0% 14.5%

4 10.4% 12.5% 7.6% 13.2%

5 20.1% 21.2% 17.1% 15.3%

6 9.2% 9.7% 13.3% 9.6%

7 7.7% 7.3% 11.4% 9.9%

8 6.8% 9.0% 5.7% 7.9%

9 2.1% 2.8% 1.9% 1.9%

10 4.4% 3.1% 1.0% 3.6%

Total 338 288 105 365

Median 5.0 5.0 5.0 4.0
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Customer research on the preferred bill profile 
 

Introduction 

RAND Europe were previously commissioned by Southern Water to undertake a peer review of the 
programme of research undertaken to support the development of the Strategic Statement and 
Business Plan which formed the basis of the inputs for submission in Ofwat’s PR14 price review. In 
their draft determination of Southern Water’s Business Plan, Ofwat encouraged Southern Water to 
reconsider the proposed bill profile. Further research has therefore been undertaken, with dual 
service and wastewater only customers, to provide feedback on two proposed bill profiles: 

• Changing bills gradually each year (described in the report as ‘gradual change’).  For dual 
service customers, bills would reduce a little each year, while for wastewater only 
customers’ bills would increase a little each year. 

• Reducing bills in 2015 and then increasing them each year (described in the report as 
‘decrease then increase’).   

The main report provides a description of the research and the key findings.  

Review of the research approach 

An online survey was run with Southern Water bill payers who received either wastewater only or 
dual services.  Only domestic customers were included.  1096 customers completed the survey.  
Survey participants were given information about the two alternative bill profiles, and were then 
asked to rate how happy they would be with each of these, and asked which would suit them better 
and why.  The questions and information were adapted from previous surveys that had been 
thoroughly tested in cognitive interviews. 

The report notes that the survey respondents were drawn from a panel from Leadership Factor, 
Southern Water’s online survey provider.  The profile of the respondents is shown in an annex, 
however it was not possible in the timescales to compare these against the customer .base.  It 
appears that women and lower income households were oversampled. This may have some impact 
on the results, however given the strength of evidence for the gradual option it is difficult to see that 
that the impact would be substantial. 

The chapter describing the methodology includes a table summarising the questions included in the 
survey, and their source, which provides a very helpful summary of the information collected in the 
survey.  

Review of the analysis of the survey 

The results are presented very clearly, both in terms of the text discussing the findings and the 
charts supporting the discussion.  

It is noted that the data have not been weighted to compensate that women and lower income 
households may be over-represented in the sample.  However, the implications of this are discussed 
in the results section. 

Other comments on the research and report 

This is a solid piece of quantitative research.  The sample sizes are reasonably substantial, and the 
survey questions are largely drawn from existing surveys, which have been cognitively tested.  
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The information provided in the report is clear and allows readers to follow the general structure of 
the research process used, as well as the key findings (which are presented very clearly).  

There would be benefits in having the report formally copy-edited to ensure that there are no typing 
or grammatical errors in the report. 
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Scoring of the research report 

As with our review of previous rounds of research we have assigned scores, based upon a scheme 
used internally at RAND Europe, to assess the strength of the research across a range of criterion. 
Each criterion is assigned a score from 1-6, the full details of the scoring ladders are provided in 
Appendix A. 

For our own research we require that all criteria have a score of 4 or higher before we sign them off 
for publication within the public domain. However, it should be noted that the scoring ladder sets a 
high standard and it is relatively rare that a study receives a score of 6 on any of the criterion. 

The scores for this piece of research are summarised below: 

 The problem should be well formulated and the purpose of the study should be clear. 
4 - Problem is effectively formulated and the purpose of the study is clear. 
 

 The study approach should be well designed and executed. 
4 - The design uses appropriate methods and execution is effective. 
 

 The study should demonstrate understanding of related studies. 
4 - Appropriate understanding of previous research is demonstrated. 

 

 The data and information should be the best available. 
4 - Appropriate data has been collected or used. 
 

 Assumptions should be explicit and justified. 
na - This criterion is not relevant for the report/deliverable being reviewed. 
 

 The findings should be important, advance knowledge and bear on important policy issues. 
4 - The project usefully increases understanding of the area. 
 

 The implications and recommendations should be logical, warranted by the findings, and 
explained thoroughly, with appropriate caveats. 
na - This criterion is not relevant for the report/deliverable being reviewed. 
 

 The documentation should be accurate, understandable, clearly structured and temperate in 
tone. 
4 - The documentation is accurate, understandable suitably structured and temperate in 
tone. 
 

 The study should be compelling, useful, and relevant to stakeholders and other 
decisionmakers. 
4 - The report is clearly relevant to the client and explicitly lays out how they can use this 
knowledge 
 

 The study should be objective, independent, and balanced. 
4 - The work demonstrates objectivity, independence and balance. 

 

It can be seen that this piece of research scores well against the criterion considered. Under this 
scoring ladder the research would be judged as appropriate for publication at RAND Europe. 
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Appendix A: RAND Europe’s quality standards 

Quality assurance (QA) is a vital part of all RAND Europe’s work. All reports are reviewed by two 
individuals independent of the study team prior to publication. 

To provide an overview of quality at RAND Europe, we use a scoring system as part of our reviewing 
process. The system is based on the ten RAND criteria for quality. Providing scores ensures that all 
the quality criteria are considered as part of the review, and clearly identifies areas where the 
reviewer may feel they do not have appropriate expertise to pass judgment. 

Scoring is not a replacement for qualitative reviews; rather it is intended to complement them: for 
individual pieces of work it acts as an unambiguous signal of the strengths and weaknesses.  

Each criterion is scored on a scale of 1 to 6. The criteria are: 

 The problem should be well formulated and the purpose of the study should be clear. 

 The study approach should be well designed and executed. 

 The study should demonstrate understanding of related studies. 

 The data and information should be the best available. 

 Assumptions should be explicit and justified. 

 The findings should be important, advance knowledge and bear on important policy issues. 

 The implications and recommendations should be logical, warranted by the findings, and 
explained thoroughly, with appropriate caveats. 

 The documentation should be accurate, understandable, clearly structured and temperate in 
tone. 

 The study should be compelling, useful, and relevant to stakeholders and other 
decisionmakers. 

 The study should be objective, independent, and balanced. 

The 1 to 6 scales are defined by language ladders that describe each score. These can be generalised 
as follows: 

6 - Exceptional work: creative, novel, innovative, adds to and extends current best practice. 
As a rule of thumb this would probably be the best piece of work you have seen in the last 
year. 

5 - Excellent work at the cutting edge of current practice. 

4 - High quality work that reaches the standards required for publication. 

3 - Needs minor refinement or correction that does not affect the conclusions of the study, 
but may require minor caveats. 

2 - Needs significant revision that may affect the conclusions of the study. 

1 - Fundamentally flawed. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

For our own research we require that all criterion have a score of 4 or higher before we sign them 
off for publication within the public domain. However, it should be noted that the scoring ladder sets 
a high bar and it is relatively rare that a study receives a score of 6 on any of the criterion. 

We have applied this scoring system to provide Southern Water with an overview of the strengths 
and weaknesses of the research reported from each wave of the research. 
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The detailed scoring ladder 

The ladders for each criterion are given below. It is important to note that few projects are expected 

to score 6; indeed many could not achieve the highest scores because of the scope of the project. 

The key is that all reports must achieve at least a 4 against all criteria. 

1. The problem should be well formulated and the purpose of the study should be clear. 

6 - Problem is formulated in a novel and innovative way that allows it to be more effectively 

addressed than was previously possible, and the purpose of the study is clear. 

5 - Problem is formulated in a way that puts it at the cutting edge of work in the area, and 

the purpose of the study is clear. 

4 - Problem is effectively formulated and the purpose of the study is clear. 

3 - Formulation of problem needs minor revision and findings may require additional 

caveats, or the problem is not clearly stated. 

2 - Flaws in the formulation of the problem mean that the study findings need modification 

or that caveats should be added. 

1 - Formulation of the problem is fundamentally flawed and cannot support the findings, or 

the problem is not adequately defined. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

2. The study approach should be well designed and executed. 

6 - The study design advances conceptual thinking, develops new methods (or employs 

methods new to the area) and the execution is exemplary. 

5 - The design uses fully justified cutting edge methods and execution is robust. 

4 - The design uses appropriate methods and execution is effective. 

3 - Design or execution is imperfect, needing a small amount of additional analysis or 

additional caveats. 

2 - Design, methods or execution has significant flaws that would undermine the credibility 

of the work, require significant additional work and/or entail major changes to the findings. 

1 - Flaws in design or execution mean that it is impossible to make useful findings. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

3. The study should demonstrate understanding of related studies. 

6 - The work does an outstanding job of synthesizing current and past research in the area 

and brings in relevant work from other fields. 

5 - The work demonstrates a wide understanding of current and past research in the field. 

4 - Appropriate understanding of previous research is demonstrated. 

3 - There are minor shortfalls in the understanding of previous research that should be 

addressed. 

2 - There are significant shortfalls in the understanding of previous research that could affect 

the findings or undermine the credibility of the work. 
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1 - Serious misunderstandings of previous research and the context for the current study 

jeopardize the findings of the study or its credibility. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

4. The data and information should be the best available. 

6 - New types of data have been brought to bear on the question. 

5 - State-of-the-art data sources have been developed or used. 

4 - Appropriate data has been collected or used. 

3 - Additional data sources should be taken into account or minor caveats may need to be 

added. 

2 - Significant additions need to be made to the data sources that are likely to require 

changes to the findings of the study, or the addition of major caveats. 

1 - Data sources are inappropriate and unable to support the implications and 

recommendations of the study. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

5. Assumptions should be explicit and justified. 

6 - Old assumptions have been overturned or rendered unnecessary, those assumptions that 

remain are clearly justified. 

5 - All assumptions are thoroughly justified and their implications fully explained. 

4 - Reasonable assumptions are made and explained. 

3 - Assumptions need more effective justification. Additional caveats may be required. 

2 - Unreasonable assumptions have been made that will require changes to the findings of 

the study, or the addition of major caveats. 

1 - The assumptions made are so unreasonable as to render the analysis meaningless. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

6. The findings should be important, advance knowledge and bear on important policy issues. 

6 - Project provides a paradigm-shifting addition to understanding. 

5 - Project advances knowledge in important ways and brings new viewpoints to bear on the 

question. 

4 - The project usefully increases understanding of the area. 

3 - Project contains findings that advance knowledge, but the report needs modifying so that 

these findings are made clearer to the reader. 

2 - The projects findings do not usefully add to knowledge in the area. 

1 - Project is in danger of decreasing understanding in the area by propagating myths and 

inaccuracies. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 
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7. The implications and recommendations should be logical, warranted by the findings, and 

explained thoroughly, with appropriate caveats. 

6 - There is a clear link between implications, recommendations and findings. Caveats are 

well explained and implications drawn. There is an elegant consideration of possible counter 

arguments or alternative explanations for the findings. 

5 - There is a clear link between implications, recommendations and findings. Caveats are 

well explained and implications drawn.  

4 - Report effectively links the  findings to the implications and recommendation. Caveats 

are appropriate. 

3 - The report needs to better explain the link between implications and recommendations 

and the findings or provide more clarity with respect to the caveats.  

2 - Some recommendations and implications in the report are not fully supported by the 

findings, the former needing slight amendment; or additional caveats are required 

1 - The recommendation and implications are not supported by the findings requiring 

significant modification, additional research or major additional caveats. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

8. The documentation should be accurate, understandable, clearly structured and temperate in 

tone. 

This criterion covers explanation of methods as well as results, conclusions and recommendations. 

6 - The documentation is accessible, clear, well structured and elegant. It effectively uses 

diagrams, illustration and the written word. It is temperate in tone. 

5 - The documentation is easily accessible to its key audience, accurate and well structured, 

and temperate in tone. 

4 - The documentation is accurate, understandable suitably structured and temperate in 

tone. 

3 - The documentation needs minor reviews and corrections or needs tempering. 

2 - The documentation needs significant revision in structure and content or is strident in 

tone. 

1 - The documentation is difficult to understand in both detail and structure and requires 

complete revision. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

9. The study should be compelling, useful, and relevant to stakeholders and other decisionmakers. 

6 - The report makes clear its relevance to a broad range of stakeholders and 

decisionmakers; and provides a strategic consideration of how its recommendations could 

be implemented. 

5 - The report is clearly relevant to the client and others; and explicitly lays out how they can 

use this knowledge. 

4 - The report is clearly relevant to the client and explicitly lays out how they can use this 

knowledge 
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3 - Report does not make clear how its findings are of relevance to policy makers. 

2 - The report needs significant revision to make clear how its findings could be used by the 

client. 

1 - It isn’t clear how the knowledge produced could be used in any meaningful way. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

10. The study should be objective, independent, and balanced. 

This criterion relates specifically to how the researchers made sure the research was objective, 

independent and balanced. Scoring a 6 would mean that researchers had developed particular 

techniques to ensure objectivity, etc., such as an improved method of blinding peer review. 

6 - The work develops new methods to ensure objectivity, independence and balance, and 

demonstrates their effectiveness. 

5 - The work explicitly uses state of the art techniques to assure objectivity, independence 

and balance. 

4 - The work demonstrates objectivity, independence and balance. 

3 - Minor problems with objectivity or apparent conflict of interest issues require additional 

caveats or justification. 

2 - Significant problems with objectivity or apparent conflicts of interest could affect 

conclusions or credibility. 

1 - The work is seriously compromised by conflict of interest. 

nex - The reviewer does not have the expertise to assess the work against this criterion. 

na - This criterion is not relevant for the report/deliverable being reviewed. 

 

 

61



9 

 

Appendix B: The peer reviewer 

Charlene Rohr is the Director of RAND Europe’s Choice Modelling and Valuation Group. She has over 
twenty years of applied experience in the modelling of choice behaviour, quantifying consumers’ 
preferences and modelling the impacts of policy interventions to studies within the telecoms, 
environmental, health and postal sectors. She has recently led studies to quantify demand for high-
speed rail services in Britain, a study to examine the impact of multibuy promotions on alcohol 
purchasing for HRMC, and a study for the European Commission using stated preference choice 
experiments to quantify consumers’ preferences for postal services in three European Member 
States. She has acted as an internal peer reviewer on research undertaken at RAND Europe to 
support water companies in previous price review rounds. She has also led work on customer 
priorities for Ofgem. She is a highly experience researcher and manager and has worked with a range 
of UK and European public and private sector clients. 

Charlene is an experienced peer reviewer, and was awarded as RAND Europe’s Quality Assurance 
Reviewer of the Year in 2013. She has acted in academic peer review roles for a range of journals 
and conferences, and has undertaken reviews of grant applications for funding bodies. She regularly 
act as quality assurance reviewers for RAND Europe reports, both for research reports in their direct 
areas of expertise and for reports outside of these areas where she brings the eye of an informed lay 
reader. She understands the benefits that peer review can provide and is used to applying these 
principles in a contract research environment where honest appraisal is required within an 
appreciation of the context in which the work was undertaken and the resource available to commit 
to it. 
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