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Activity Guide
Yorkshire Water
A&A – Household FG Screener
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 Markets: 
UK
Human8 Team: 
Paige Blake
 Paigeb@wearehuman8.com
Sarah Fixter
 SarahF@wearehuman8.com
Client Stakeholders: 
Donna Hildreth
Naveed Majid
Jenna Spence
Date: 
21/08/2023

PROJECT DETAILS  
Fill in information below.

	Research Approach

	Data Collection Source(s):
 
	Your Water Community  

	Questionnaire Length:




	Less than 5 minutes

	Project Type:

 



	Screener

	Questionnaire Design: 





	Cross sectional design

	Markets, Languages & Translations

	Markets & Languages per market:

	UK only

	Sample Spec
	

	Total Sample 

 
	Invite sample of 2,000 from Your Water community – Aim to split evenly between 18-34, 35-54 and 55+ and ABC1/C2DE

	Sample Screening (estimated incidence rate if known…%)
	

	Visual / Auditory Limitation allowed:
	Yes

	Sample Quota(s)
	

	UPDATE
	Groups to include a mix of ages, gender, SEG and water meter v no water meter
Groups to be split as follows:
2 x 18-44 (1 x ABC1, 1 x C2DE)

2 x 45+ (1 x ABC1, 1 x C2DE)

	…
	N/A

	Mobile

	The survey is drafted to be
as:

	Mobile compatible

	Other info 

	
	


PROJECT OBJECTIVES AND BACKGROUND INFORMATION   
Fill in information below. 

	Background Business Objective (i.e., why is the research being done, what decisions are being made on the back of it, what’s led to research being part of the solution & what’s the business need for the research?)

	YW want to test the entirety of our business plan with customers to determine its acceptability and affordability across different customer groups. This includes all the investment we plan to make from 2025-2030  as well as the impact it will have on customer’s bills.

	Research Objectives (i.e., what’s the research addressing, what behaviour is it hoping to understand in people, what decisions are being made on the back of the results that could not otherwise be made?)

	· How supportive are customers of our business plan overall?
· What are customers thoughts on our vision and outcomes? 
· What do customers think of what our plan will achieve (the big performance improvement areas)
· How supportive are customers of these big performance improvement areas? Anything missing/not going far enough? 
· How supportive are customers of each individual Performance Commitment (PC) target?

· How important are each of the PC targets to our customers?

· Do they think we should be doing more in any areas? Which ones?
· What targets do  should be aiming for?

· When should we aim to achieve them?

· Is the bill  affordable to customers?  Why? / Why not? What would make it more acceptable to customers – e.g. more financial support for those struggling to afford their bill?
· Is the plan acceptable?  Why? / Why not? 

	Key Project Timings

	Project Stage
	Timings
	Responsible

	Screener shared
	14/08/2023
	Human8

	Screener edits shared
	16/08/2023
	Yorkshire Water

	Updated screeners shared
	17/08/2023
	Human8

	Screeners signed off
	18/08/2023
	Human8

	Project Cost

	£8,250 (4 groups, 90 minutes, 6-8 participants including incentives)


PROJECT INVITE 
	Newsletter/Email Invite Copy

	Subject:
	Interested in taking part in a focus group?

	Hi <USERNAME>,

Yorkshire Water are looking for some customer feedback on their business plan through some focus groups. Please click below to take part in a short survey to register your interest and let us know which days/times you’d be available, and we’ll be in touch with more information if you’re selected to take part. 
<Click here to take part>

All those completing our focus group, and a pre-task beforehand will be rewarded with a £50 voucher via Tremendous rewards.

We only have a small number of slots available so don’t be disheartened if you don’t hear from us on this, there will be other opportunities to get involved.

Thanks, 

Paige & the Your Water team


	Activity Card

	Card title:
	Interested in taking part in a focus group? 

	Card text:
	Register your interest to take part in our upcoming focus groups.

	Image:
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	Email Invite [To Confirm Selected To Take Part]

Send date: TBC

	Subject:
	You’ve been selected to take part in our focus group about Yorkshire Water’s business plan!

	Hi <USERNAME>,

Thank you for registering your interest in taking part in our online video group where we are looking for your feedback all about Yorkshire Water’s business plan.
We’re pleased to say that you’ve been chosen to take part!

The group will take place on <DATE> at <TIME>.

As a thank you for your time you’ll receive a £50 voucher via Tremendous Rewards.
<Click here to take part>

More information….
This video focus group is an online group with 6-7 other members from the Your Water community and a moderator who will be the one asking the questions.

You can take part from the comfort of your own home, using either a laptop/desktop PC or Mac, you’ll just need to make sure your device’s camera and microphone are on. The group will be recorded to help with our analysis. The group will take place on Zoom.
What’s next?

Ahead of the group we will have a document for you to review which we’ll share with you in a separate email. Then, we’ll be in touch to let you know more specific details about how you can join the group.

In the meantime, please let us know if you are still able to take part by emailing moderator.paigeb@insitessquare.com. If you can’t take part, or no longer want to be involved please also let us know so that we can invite another member to take part in your place.
We’re really looking forward to speaking with you!

Thanks, 

Paige & the Your Water team


	Email Invite [To provide pre-task and link]

Send date: TBC


	Subject:
	Your link and pre-task for the video group…

	Hi <USERNAME>,

We’re looking forward to chatting with you during our focus group. Below is all the information you need for joining the groups, and for completing your pre-task prior to the session.

Joining the group

As a reminder your group will take place on <DATE> at <TIME> and will last approximately 90 minutes.

You can join the group using the link below – please try to join a few minutes ahead of schedule as we’ll be starting promptly.

Click here to join the meeting.

Meeting passcode: 

You’ll need to join using a laptop/desktop PC or Mac, and you’ll need to make sure you have your device’s camera and microphone on.

Your pre-task

As mentioned previously, to qualify for your incentive ahead of the group we’ll need you to complete a pre-task.  This involves reading through the attached information about how Yorkshire Water have gone about developing their business plan for the next 5 years, and some of the things they have taken into consideration. As you read through the information, please make a note of the following…
1. Is any of this information new to you or surprising? If so, what, and why?

2. How does this make you feel about Yorkshire Water and the process they have been through for developing their plan?
We’re really looking forward to speaking with you!

Thanks, 

Paige & the Your Water team


QUESTIONNAIRE 
NB. Supporting text on all questions in the grey boxes is for internal use.

Info Text: Thanks for joining us today. As we mentioned in our email, today’s quick survey is your chance to register your interest in taking part in our focus group. As a reminder, this group is about providing feedback on Yorkshire Water’s Business Plan, which details all the work and investment they plan to make in the upcoming 5 year period from 2025-2030 and how much customers will pay. Yorkshire Water are required to submit this business plan to the industry regulator Ofwat.
We have a few questions to ask you and then we’ll give you some more information about what’s involved.
Page break: Yes

Title: Intro
Question type: Info

Implementation QID: ID here

Filter / routing information: No

Other potential instructions: No

1. Question text: Firstly, please could you let us know whether you’re responsible for paying towards the water bill in your home?
Instruction text: Please select one
Page break: Yes

Title: Q1
Question type: Single Select

Randomisation: None
Implementation QID: Q1
Filter / routing information: No

Other potential instructions: No

	Answer options
	Precodes
	Fix
	Open
	Screen

	Yes, I am
	1
	☐
	☐
	☐

	No, I am not
	2
	☐
	☐
	☒

	Unsure
	3
	☐
	☐
	☒


 Info Text: Thanks for taking part in this survey. Unfortunately, we’re only looking to speak to those who pay towards their water bill, so we won’t take up any more of your time today. Please click ‘Continue’ to finish up.
Page break: Yes

Title: ClosingThanksBillPay
Question type: Info

Implementation QID: ClosingThanksBillPay
Filter / routing information: IF Q1=CODE 2 OR 3 (NON-BILL PAYER)
Other potential instructions: No

2. Question text: Which of the following age groups do you fall into?
Instruction text: Please select one.
Page break: Yes

Title: Q2
Question type: Single Select

Randomisation: None
Implementation QID: Q2
Filter / routing information: No

Other potential instructions: No

	Answer options
	Precodes
	Fix
	Open
	Screen

	Under 18
	1
	☐
	☐
	☒

	18-19
	2
	☐
	☐
	☐

	20-29
	3
	☐
	☐
	☐

	30-44
	4
	☐
	☐
	☐

	45-59
	5
	☐
	☐
	☐

	60-64
	6
	☐
	☐
	☐

	65+
	7
	☐
	☐
	☐


Info Text: Thanks for taking part in this survey. Unfortunately, we’re looking for people aged 18 or above, so we won’t take up anymore of your time today. Please click ‘Continue’ to finish up. 
Page break: Yes

Title: ClosingThanksAge
Question type: Info

Implementation QID: ClosingThanksAge
Filter / routing information: IF Q2 = CODE 1 (UNDER 18)
Other potential instructions:  
3. Question text: Does Yorkshire Water provide your water and wastewater services?
Instruction text: Please select one
Page break: Yes

Title: Q3
Question type: Single Select

Randomisation: None
Implementation QID: Q3
Filter / routing information: No
Other potential instructions: No

	Answer options
	Precodes
	Fix
	Open
	Screen

	Yes, they provide both my water and wastewater services
	1
	☐
	☐
	☐

	They provide my water
	2
	☐
	☐
	☒

	They provide my wastewater services
	3
	☐
	☐
	☒

	No, they don’t provide my water or wastewater services
	4
	☐
	☐
	☒

	I don’t know
	5
	☐
	☐
	☒


Info Text: Thanks for taking part today. Unfortunately, we’re looking to speak to specific Yorkshire Water customers, so we won’t take up any more of your time today. Please click ‘Continue’ to finish up. 
Page break: Yes

Title: ClosingThanksWaterSupplier

Question type: Info

Implementation QID: ClosingThanksWaterSupplier

Filter / routing information: IF Q3≠1 (NON-YW CUSTOMER)
Other potential instructions:  
4. Question text: Please indicate to which occupational group the chief income earner in your household belongs, or which group fits best.  This could be you or someone else: the chief income earner is the person in your household with the largest income.

If the chief income earner is retired and has an occupational pension, please answer for the occupation which was their main career.

If the chief income earner is not in paid employment but has been out of work for less than 6 months, please answer for their most recent occupation.

Instruction text: Please select one
Page break: Yes

Title: Q4
Question type: Single Select

Randomisation: None
Implementation QID: Q4
Filter / routing information: No
Other potential instructions: No

	Answer options
	Precodes
	Fix
	Open
	Screen

	Higher managerial, administrative or professional e.g. doctor, lawyer, medium / large company director (50+ people)
	1
	☐
	☐
	☐

	Intermediate managerial, administrative or professional e.g. teacher, manager, accountant
	2
	☐
	☐
	☐

	Supervisor, administrative or professional e.g. police officer, nurse, secretary, self-employed
	3
	☐
	☐
	☐

	Skilled manual worker e.g. mechanic, plumber, electrician, lorry driver, train driver
	4
	☐
	☐
	☐

	Semi-skilled or unskilled manual work e.g. waiter, factory worker, receptionist, labourer
	5
	☐
	☐
	☐

	Housewife/ househusband
	6
	☐
	☐
	☐

	Unemployed
	7
	☐
	☐
	☐

	Student
	8
	☐
	☐
	☐

	Retired
	9
	☐
	☐
	☐


Hidden Question: HV SEG Combined
Page break: Yes

Title: HV SEG Combined
Question type: Hidden Variable

Randomisation: None

Implementation QID: HV SEG Combined
Filter / routing information: No
Other potential instructions: No

	Answer options
	Precodes
	Clarification
	Screen

	AB
	1
	IF Q4 = CODE 1 OR 2
	☐

	C1
	2
	IF Q4 = CODE 3 OR 8
	☐

	C2
	3
	IF Q4 = CODE 4
	☐

	DE
	4
	IF Q4 = CODE 5, 6, 7 or 9
	☐


5. Question text: To ensure Yorkshire Water are considerate of the needs of all customers and everyone is represented in this feedback, would you mind telling us which, if any, of the following apply to you or  your household?
Instruction text: Please select all that apply
Page break: Yes

Title: Q5
Question type: Multi Select

Randomisation: None
Implementation QID: Q5
Filter / routing information: No
Other potential instructions: No
	Answer options
	Precodes
	Fix
	Excl.
	Open
	Screen

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

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

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

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

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

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

	I/our household often struggle to afford household/utility bills
	7
	☐
	☐
	☐
	☐

	I or another member of my household is deaf or hard of hearing
	8
	☐
	☐
	☐
	☐

	I or another member of my household is a new parent
	9
	☐
	☐
	☐
	☐

	None of the above
	99
	☒
	☒
	☐
	☐


Hidden Question: HV Vulnerability Combined
Page break: Yes

Title: HV Vulnerability Combined
Question type: Hidden Variable

Randomisation: None

Implementation QID: HV Vulnerability Combined

Filter / routing information: No
Other potential instructions: No

	Answer options
	Precodes
	Clarification
	Screen

	Vulnerable customer
	1
	IF Q5 = CODE 1-9
	☐

	Non-vulnerable customer
	2
	IF Q5 = CODE 99
	☐


Hidden Question: HV Financial Vulnerability Combined
Page break: Yes

Title: HV Financial Vulnerability Combined
Question type: Hidden Variable

Randomisation: None

Implementation QID: HV Financial Vulnerability Combined
Filter / routing information: No
Other potential instructions: No

	Answer options
	Precodes
	Clarification
	Screen

	Financially vulnerable
	1
	IF Q5 = CODE 7
	☐

	Non-financially vulnerable
	2
	IF Q5 ≠ CODE 7
	☐


6. Question text: Again, so Yorkshire Water can understand differing customer circumstances, and everyone is represented in this feedback, please think about your household finances in 2023, how would you describe your financial situation at the moment?
Instruction text: Please select the option below that best applies.
Page break: Yes

Title: Q6
Question type: Single Select

Randomisation: None
Implementation QID: Q6
Filter / routing information: No

Other potential instructions: No

	Answer options
	Precodes
	Fix
	Open
	Screen

	I can easily cover the basics, plus I have a good amount left for luxuries or to add to my savings each month
	1
	☐
	☐
	☐

	I can comfortably cover the basics, though I have only a limited amount left over
	2
	☐
	☐
	☐

	I’m making ends meet, but only just
	3
	☐
	☐
	☐

	I’m in danger of falling behind with bills or loan repayments
	4
	☐
	☐
	☐

	I’ve missed loan repayments or household bills
	5
	☐
	☐
	☐

	Prefer not to say
	6
	☐
	☐
	☐


7. Question text: During the focus group session, we’ll explore Yorkshire Water’s business plan.
This would be an online video group with around 6-7 other Yorkshire Water customers and a moderator from the Your Water team. Someone from Yorkshire Water may also attend the groups to listen to the feedback first-hand. The video group would take place via Zoom and will last for 90 minutes. You will need a working microphone, camera, and speakers to take part in this group, you will also need to read some information on a screen so a laptop/computer is preferrable.
Ahead of the groups we’ll also have a pre-task for you to complete. This will involve watching a video and reading some information about Yorkshire Water’s business plan. We’ll provide you with more information nearer the time.

Everyone who completes the pre-task, and the online video group will receive a £50 Tremendous voucher as a thank you for your time.
Is this something you would like to take part in?

Please note: there are limited spaces available and agreeing to take part doesn’t guarantee participation. If you are selected, we will be in touch in the next 1-2 weeks.
Instruction text: Select one
Page break: Yes

Title: Q7
Question type: Single Select

Randomisation: None
Implementation QID: Q7
Filter / routing information: No

Other potential instructions: No

	Answer options
	Precodes
	Fix
	Open
	Screen

	Yes, I’d like to get involved
	1
	☐
	☐
	☐

	No thanks, this one’s not for me
	2
	☐
	☐
	☒


Info Text: Thanks for taking part, that’s all we had to ask you today. Keep an eye out for future tasks to get involved in as there’s plenty more on the way. Please click ‘Continue’ to close the survey.
Page break: Yes

Title: ClosingThanks
Question type: Info

Implementation QID: ID here

Filter / routing information: If Q7 = code 2
Other potential instructions: No

8. Question text: Great! Please let us know below which (if any) of the following times/dates you would be available to take part in our video group.
Instruction text: Please select all that apply.
Page break: Yes

Title: Q8
Question type: Multi Select Grid

Randomisation: None
Implementation QID: Q8
Filter / routing information: If Q7 = CODE 1
Other potential instructions: Force an answer for each row
	Answer options
	Precodes
	Fix
	Open

	Thursday 31st August
	1
	☐
	☐

	Friday 1st September
	2
	☐
	☐

	Monday 4th September 
	3
	☐
	☐

	Tuesday 5th September
	4
	☐
	☐

	Wednesday 6th September
	5
	☐
	☐


	Scale options
	Precodes
	Fix
	Excl.

	9am – 12 noon
	1
	☐
	☐

	12 noon – 5pm
	2
	☐
	☐

	5pm – 8:30pm
	4
	☐
	☐

	I can’t do this date
	5
	☐
	☒


9. Question text: Thank you for your interest. Which of the below statements are you happy to consent to?
Instruction text: Select one for each option.
Page break: Yes

Title: Q9
Question type: Single Select Grid

Randomisation: None
Implementation QID: Q9
Filter / routing information: If Q7 = CODE 1
Other potential instructions: No

	Answer options
	Precodes
	Fix
	Open

	I am happy to take part in an online video group
	1
	☐
	☐

	I consent to completing a pre-task prior to the focus group
	2
	☐
	☐

	I consent to the video group being recorded. The recording will be kept by Human8 for 90 days
	3
	☐
	☐

	I consent to the recording of this interview being shared with Yorkshire Water for internal viewing. The recording will be kept by Yorkshire Water for up to 5 years.
	4
	☐
	☐

	I consent to Human8 using quotes from this video group in their presentation that they will present to Yorkshire Water
	5
	☐
	☐

	I consent to Human8 using video clips from this video group in their presentation that they will present to Yorkshire Water
	6
	☐
	☐

	I consent to video clips from the interview being kept by Yorkshire Water
	7
	☐
	☐

	I consent to Yorkshire Water using video clips from the interview for internal/regulatory reporting – not for external use
	8
	☐
	☐


	Scale options
	Precodes
	Fix

	Yes
	1
	☐

	No
	2
	☐


Hidden Question: GDPR Consent
Page break: Yes

Title: GDPR Consent
Question type: Hidden Variable

Randomisation: None

Implementation QID: GDPR Consent
Filter / routing information: No
Other potential instructions: No

	Answer options
	Precodes
	Clarification
	Screen

	Consent to all
	1
	IF Q9 = 1 FOR ALL ANSWERS
	☐

	Doesn’t consent to all
	2
	IF Q9 ≠ 1 FOR ANY ANSWERS
	☐


10. Question text: Thanks for your input today – final question! As mentioned, Yorkshire Water have to submit a business plan every 5 years to the industry regulator Ofwat. This plan details all the work and investment Yorkshire Water plan to make in the next 5 years period from 2025-2030 and how much customers will be charged. 
Based on this, what are some of the areas/topics you might expect Yorkshire Water to include in their business plan?
Instruction text: 
Page break: Yes

Title: Q10
Question type: Essay

Implementation QID: Q10
Filter / routing information: If Q7 = CODE 1
Other potential instructions: No

	


Info Text: Thanks for taking part, that’s all we had to ask you today. We’ll be in touch with more information later this week if you’re selected to take part.
Please click continue to close the survey and submit your answers.

Page break: Yes

Title: ClosingThanks
Question type: Info

Implementation QID: ID here

Filter / routing information: No

Other potential instructions: No
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