SKILL02-911 – Vulnerable Household Customers

Individual Depth Interview Recruitment Questionnaire
Good morning/afternoon/evening I am working on behalf of Qa Research and we are recruiting participants to take part in a number of individual conversations and discussions on behalf of Yorkshire Water.
The research is exploring people’s understanding of what the water company does, how they can more clearly explain and communicate different aspects of what they do to the general public and what aspects are considered to be the most important.
Could you spare a few minutes to answer a few questions?

1. 
First of all, do you work in any of the following: market research, marketing, public relations, journalism or for an water company?

Yes
(
No
(

if yes, thank & close
2.
Can I just check do you live within the Yorkshire Water area? (use map if needed)
Yes
(
No
(

if no, thank & close
3.
Are you responsible for paying the water bill in your household? 

Yes
(

ok if pay jointly
No
(

if no, thank & close 

4.
Which of the following applies to you? (can tick more than one category)
a. I am disabled



 


( fits long term health condition
b. I have a long-term health condition




( fits long term health condition
c. I am aged 75 or older and live alone




( fits elderly 75+
d. I am wholly dependent on state benefits for my income 

( fits very low income
e. It is a struggle to pay utility bills such as the water bill

( fits very low income
f. I am on Universal Credit and or Income support


( fits very low income
g. I regularly have to use a food bank




( fits very low income
h. I struggle to afford the essentials such as food and heating

( fits very low income
i. None of these apply to me





( fits very low income
5.
What access do you have to using the internet?

None





( fit digitally excluded
Very limited




( fit digitally excluded

Occasion access – outside but not at home
( fit digitally excluded
Regular access – outside of my home

( ask Q5a
Regular access – at home


( ask Q5a
5a.
How often do you use the internet?


Every day 



(
Every week



(
Once or twice a month


( fit digitally excluded
Rarely (few times in the year) 

( fit digitally excluded
Never




( fit digitally excluded

Recruit up to 5 participants who are classed as digitally excluded – see Q5 and Q5a
6
How would you describe where you live?

City







(
Town







(

Rural (e.g. small village, hamlet, countryside or coastal) 

(
Recruit a mix
7. 
Is your property on a water meter?

Yes, metered



No, unmetered



Don’t know 



Recruit a mix who are metered and unmetered
8.
Gender:

Male
(
Female
  (  
recruit a mix
Technical questions
9.
Do you have a personal computer or laptop or tablet with a working webcam and high-speed internet access that you can use to participate in an online interview via Zoom?
Yes
(
if yes, send them the invitation for a Zoom meeting
No
( 

Recruiter NB – we will be showing visual stimulus and sharing information so a mobile phone screen will be too small

10.
If no to a laptop or table and internet access – can we post you information which we would want you to look at and talk about in the interview and would you be happy to do the discussion via the telephone?
Yes
( if yes, send them the invitation for a telephone interview along with the paper stimulus
No
( if no, thank & close
We will be holding interviews lasting up to 60 minutes between Monday 8th August and Wednesday 10th August – these will be done during the day and evenings for which you are invited to participate. As a thank you, you will receive £50 for taking part. 
The purpose of the discussion is to discuss and help Yorkshire Water understand customers priorities and how best to clearly communicate information to customers.
I just need to let you know that the interview would be recorded by the researcher. This is to make sure they can write accurate notes about the discussion. The recording is only used for that purpose and will never leave Qa’s offices and will only be shared with the client for research purposes.
We will be showing some written materials and getting your reactions to the language used, to check if these are understandable and make sense.  If you want or need, you can invite a friend or family to sit in the interview and assist (although they won’t be paid anything for joining in).
11.
Would you like to take part?
Yes 
(
No
( If ‘No’ Thank and Close
Thank you for agreeing to participate. So that I can send you an invitation and details I will need to collect some personal details.

12. 
Qa will contact you by telephone prior to the interview to check that you are still happy to attend and to validate the recruitment in accordance with our quality control procedures; can you confirm you are happy for us to do this?

Yes 
(
No
(
If no, explain to confirm attendance a contact telephone number is needed, if refused, thank and close.
13.
Personal details

Title: __________
First name: ____________________ Surname: ____________________

Address: _________________________________________ Postcode: ___________________
____________________________________________________________________________
Home telephone number: ____________________
Work telephone number: ______________
Email: _______________________________________________________________________________________

Convenient time to call:
_________________________________
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