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Methodology
Human8 ran a survey on the Your 
Water community and boosted 
this with a third-party panel

DATE: 28th July– 3rd Aug 2023

544 members of the community 
took part 

291 respondents from a third-
party panel took part

Objectives
Yorkshire Water want to understand 
which bill option customers would 
prefer:
• A flat bill profile (average)
• A ‘natural’ bill which increases in line 

with programme costs
• A rising bill profile, starting artificially 

low, with repayment later in the AMP

Background

Yorkshire Water have a number of bill profiles they could use to charge customers for their bill across 
Asset Management Period 8 (AMP 8). Historically customers have said that fewer ‘shocks’ in bill 
increases are preferrable, so a flat billing profile helps them manage money better year-to-year. 
However, given the size of the AMP 8 programme of activity, a flat bill profile in the first year of AMP 8 
causes a large step change in bills. Yorkshire Water therefore wish to consider which bill profile will 
most suit customers’ needs.

Responses were weighted to be 
broadly representative of the 
Yorkshire region in terms of age. 
Gender, SEG and sub-region



Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water 
would like to understand which bill option would be the most 
manageable for customers.

The 3 options cover a 5-year period, they are as follows:

• Option 1: Spread the cost evenly over the 5-year period. This 
represents a step up in bills in 2025 but the bill remains the same 
beyond this up to 2030 [“Average/Flat”]

• Option 2: Spread the cost to reflect the money that Yorkshire 
Water will spend on improvements during that time – this will be 
a slightly smaller step up in bills in 2025 and a slight increase 
across the 5-year period up to 2030 [“Natural”]

• Option 3: Start with a much smaller increase to your water bill 
from 2025 and then have a rising bill which increases year on 
year up to 2030 [“Rising]

Please note that the visuals below are illustrative only – the ‘bill’ axis is 
based on an average bill and not representative of the current cost of 
your bill or possible increases – these are still being worked on by 
Yorkshire Water. 

Please also be aware that inflation is something that also needs to be 
considered; this will have an impact on customers’ bills and is out of 
Yorkshire Water’s control.

Which of these options would you prefer, where rank 1 is the option 
you’d most prefer and rank 3 is the option you’d least prefer?

KEY QUESTION
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Key insights & recommendations 

Both option 1 (‘average/flat’) and option 2 (‘natural’) should be considered. 
While option 2 is seen as most preferable overall (based on rank 1 and 2), a 
similar proportion selected ‘average/flat’ and ‘natural’ as their first choice, 
while an average billing profile appears to better meet the needs of those 

who are most financially vulnerable.

Key insights

Considerations

Customers are not just focused on their immediate financial challenges; they also want reassurance 
that they are not going to face significant price increases in the future. Option 3 (‘rising’) is therefore 

seen as the least preferable approach.

36% would prefer a consistent bill across the five-year period (‘average/flat’) overall, demonstrating 
again that many customers are thinking about the medium to long term, not just the short term.

A similar proportion (39%) would prefer a lower starting point with a gradual increase (‘natural’), with 
many believing this will have the least financial impact, particularly if wages also increase over time.

When looking at rank 1 and 2 combined, a ‘natural’ bill profile is preferred overall. While this is the case 
across most demographic groups, there are some differences for financially vulnerable segments, who 

lean more towards an ‘average/flat’ bill profile. 
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Preferred Billing 
Option - Summary
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Key insights & recommendationsOverall, Option 2 (Natural) was preferred

Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water would like to understand which bill option would be
the most manageable for customers. Which of these options would you prefer? [RANKED] N=835 *Please note this data has been weighted
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‘Natural’ and ‘average/flat’ receive similar levels of preference when looking at rank 1 only; when taking 
rank 2 into account as well ‘natural’ is preferred
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Key insights & recommendationsThose who choose a ‘natural’ profile feel a gradual 
increase will have less of an impact on their finances 

Q13/Q14:  Why is your preferred OPTION? Why is this OPTION less favourable? N=835

“
“

So that I get used to the increases, 
and hopefully my wages will increase 
at the same rate.”
Male, AB, 45-59, Not vulnerable, Not financially vulnerable

‘NATURAL’ RANKED FIRST BECAUSE…

While I appreciate the need to make 
improvements and why the increases 
are necessary, I do feel that many 
customers would really struggle with 
a sudden price increase, so I opted for 
the most affordable and less steep 
increase that builds year on year.”
Female, AB, 45-59, Vulnerable, Not financially vulnerable

It won't make that much of an impact if 
it rises naturally.” 
Female, C1, 30-44, Not vulnerable, Not financially vulnerable“

Those who choose an average/flat bill profile like the certainty, as well as the lower future impact

“
“

So, once it goes up, I know my bill will 
stay the same.”
Male, DE, 30-44, Vulnerable, Financially vulnerable

‘AVERAGE/FLAT’ RANKED FIRST BECAUSE…

Take the hit once, then an outlook / 
promise it will not increase again.”
Male, C1, 18-29, Not vulnerable, Not financially vulnerable

I like to know what I will be paying, and 
the average seems the best option for 
me.”
Female, DE, 65+, Vulnerable, Not financially vulnerable

“
Because despite the initial jump its then 
a fixed level for future years with lower 
costs later. Option 2 is also attractive.”
Male, AB, 60-64, Not vulnerable, Not financially vulnerable

“

“ As this will start from a low [figure] 
and then increase [it] will make it 
stressful for many as everything is 
already high due to the cost-of-living.”
Female, C2, 18-29, Vulnerable, Not financially vulnerable

OPTION 3 RANKED THIRD BECAUSE…

It’s larger increases so therefore would 
affect our disposable income and it’s 
higher at the end.”
Female, C1, 65+, Vulnerable, Not financially vulnerable

“
Although the initial hike is small the 
increments will go up quite a lot 
adding stress to find the extra each 
year while struggling in other areas.”
Female, DE, 45-59, Vulnerable, Not financially vulnerable

“



Key insights & recommendations

• When asked to rank their top preference, customers were split; similar proportions picked Option 1 (Average/Flat) vs. Option 2 
(Natural)

• When taking into consideration rank 1 and 2 combined, then Option 2 becomes a clear ‘winner’ at an overall level.
• However, some differences are seen for those in lower affluence and financially vulnerable groups, who are more likely to 

lean towards an ‘average/flat’ billing profile.

SUBGROUPS WHO PREFER* OPTION 2 (NATURAL) SUBGROUPS WHO VARY FROM THIS

• All age groups • Financially vulnerable customers (prefer Option 1)

• Both males and females • Households that are less financially comfortable (prefer Option 1)

• All four sub-regions • Non-metered households (evenly split between Options 1 and 2)

• Seg AB, C1, DE • Seg C2 (evenly split between Options 1 and 2)

• Vulnerable and non-vulnerable customers

• Financially non-vulnerable customers

• Households who are relatively financially comfortable

• Metered households

While ‘Natural’ is preferred by most customers overall, 
financially vulnerable segments prefer Option 1 (Average/Flat)

*Rank 1 and 2 combined
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Preferred Billing 
Option: Sub-groups
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Key insights & recommendationsOption 2 (Natural) is the favourite across all age groups for 
ranks 1 and 2 combined

*Please note this data has been weighted
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Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water would like to understand which bill option would be
the most manageable for customers. Which of these options would you prefer? [RANKED] N=835 (* 159/200/209/67/200)
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Those aged 30-44 are split relatively evenly, with only a slight preference towards option 2
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Key insights & recommendationsOption 2 (Natural) is preferred regardless of gender

*Please note this data has been weighted
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Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water would like to understand which bill option would be
the most manageable for customers. Which of these options would you prefer? [RANKED] N=835 (* 409/426)
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Key insights & recommendationsOption 2 (Natural) is the clear preference across the 
region when looking at ranks 1 and 2 combined

*Please note this data has been weighted
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There is a slight preference for option 1 in the East Riding of Yorkshire when considering rank 1 only

Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water would like to understand which bill option would be
the most manageable for customers. Which of these options would you prefer? [RANKED] N=835 (* 1376/225/100/134)
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Key insights & recommendationsC2DEs are most likely to choose Option 1 (Average/ 
Flat) as their most preferred billing profile

*Please note this data has been weighted
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Option 2 (Natural) is preferred by ABC1s

Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water would like to understand which bill option would be
the most manageable for customers. Which of these options would you prefer? [RANKED] N=835 (* 276/192/167/200)
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Key insights & recommendationsBoth vulnerable and non-vulnerable customers have a 
preference for Option 2 (Natural)

*Please note this data has been weighted
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Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water would like to understand which bill option would be
the most manageable for customers. Which of these options would you prefer? [RANKED] N=835 (* 366/469)
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Key insights & recommendationsFor financially vulnerable customers, Option 1 
(Average/Flat) is slightly preferred over Option 2

*Please note this data has been weighted
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Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water would like to understand which bill option would be
the most manageable for customers. Which of these options would you prefer? [RANKED] N=835 (* 104/731)
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Key insights & recommendations

*Please note this data has been weighted
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Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water would like to understand which bill option would be
the most manageable for customers. Which of these options would you prefer? [RANKED] N=835 (* 160/361/220/73)
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**small base size

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

I can comfortably cover the 
basics, though I have only a 

limited amount left over

I’m making ends meet, but 
only just I’m in danger of falling 

behind with/I’ve missed bills 
or loan repayments
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Those who are least financially comfortable are more 
likely to prefer Option 1 (Average/Flat)
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Key insights & recommendationsHouseholds with no meter prefer Option 1 (Average/Flat);  
those with a water meter prefer Option 2 (Natural)

*Please note this data has been weighted
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Q12: Given the cost-of-living crisis faced by customers, Yorkshire Water would like to understand which bill option would be
the most manageable for customers. Which of these options would you prefer? [RANKED] N=835 (* 554/261)
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About your 
community
With over 2,000 members, Your Water is 
an online research resource giving you 
easy access to consumers

The community offers a wide range of 
conventional and innovative research 
techniques and approaches.

Our aim is to approach every project with 
fresh thinking and apply methodologies 
that we truly believe will get you tangible, 
actionable results.

Any questions?
Naveed Majid
Customer Insight Analyst
Naveed.majid@yorkshirewater.co.uk

Donna Hildreth
Customer Insight Manager
Donna.hildreth@yorkshirewater.co.uk

mailto:Naveed.majid@yorkshirewater.co.uk
mailto:Donna.hildreth@yorkshirewater.co.uk
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Key insights & recommendationsSample Profile (weighted)  

Shell red

Shell yellow

Shell light blue

GENDER

Male: 49%

Female: 51%

AREA OF YORKSHIRE

West Yorkshire: 45%

South Yorkshire: 27%

East Riding of Yorkshire: 12%

North Yorkshire: 16%
AGE

30 – 44 years: 24%

45 – 59 years: 25%

60+ years: 32%

WATER METER

Have water meter: 62%

Don’t have a water meter: 36%

SEG

C2DE: 44%

ABC1: 56%

18 – 29 years: 19%

VULNERABILTY

Vulnerable customer: 44%

Non-vulnerable customer: 56%

Don’t know 2%FINANCIAL VULNERABILTY

Financially Vulnerable customer: 12%

Non-vulnerable customer: 88%

n=835 (unweighted)  
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Key insights & recommendationsSampling/data collection

Sample sources:

• Your Water Community

• Dynata (research panel)

Data collection method:

• Online survey via email

Our data collection quality measures include:

• Data quality checks and removal of low-quality responses (e.g. speeders, flatliners, bad open ends)

• Use of the Imperium security filter which allows only legitimate IDs to complete the survey, ensuring bots or fraudulent IDs 

are screened out.

• Allowing the survey to be completed only once per IP address to prevent duplicate respondents.

Our third-party panel providers:

• We work with only trusted panel providers who have robust procedures in place to 

ensure the quality of our data collection. 

• Our providers regularly review and update their quality procedures, ensuring they 

make use of the latest developments in technology and mitigate against 

developments that may negatively affect data quality.

• Our own regular quality checks provide additional reassurance for these providers 

overall and at an individual project level.
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