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Online community guide
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Household customers (5 days of activities, c. 20 mins per day)

















Discussion guide

0 2

Developer depths (online, 60 mins)
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Digitally disadvantaged depths (telephone, 90 mins)
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Non - household customer depths (online, 6 0 mins)
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Shown to all customers



What do water companies do?
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Responsible for journey of water: from the environment to 
your home, and back again

Water treatment: take water from rivers, reservoirs, lakes 
and aquifers and treat it, so it is safe to drink

Water supply: pump water though pipes to homes and 
businesses

Infrastructure: maintain the network of water pipes

Wastewater: some water companies are also responsible 
for removing and treating sewerage



Who regulates what water companies can/cannot do?
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• Regional monopolies: each water supplier acts as a 
monopoly in their regions. You can't choose your water 
supplier the way you choose an energy provider (unlike 
household customers, business customers can choose 
their water retailer, who provides billing services and is 
the first point of contact).

• Regulation: due to the monopoly structure, water 
suppliers are tightly regulated by organisations like 
Ofwat, and the Environment Agency

• Customer research: it is also mandatory for companies 
to prove that their five year business plans are informed 
by customer research, as investments are funded 
through customer bills. Ofwat do not always this 
customer research into account.



What is the Consumer Involvement Rule?
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All water companies engage their customers when developing 
their plans on a range of decisions. However, up until recently, 
they have not been required to engage customers for 
every decision they make.

The government has now given Ofwat (the water industry 
regulator) the power to enforce a new Consumer Involvement 
Rule.

This makes it mandatory for companies to prove customers' 
views genuinely influence decisions which have a ‘material 
impact’ (i.e. a significant impact) on customers lives 

“Material 
impact?”

We need your help to define what these decisions are! 



For scenarios tested, see report appendices 
Scenarios were presented in the format shown below 
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Research stimulus 
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Shown during the online community only



Water Energy

Broadband Local council services





Research stimulus 
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Shown during additional audience interviews only 



Who is it most important for the company to consult? 
Tested with developers 
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A small group of 

developers who can represent 

the views of everybody

A selection of developers who 

might be impacted more by the 

topics than others 

Specialist organisations 

(separate to the company) who 

know about the topic e.g. web 

design specialists

Organisations who speak on 

behalf of developers

Nobody else needs to be 

consulted about this decision 



Who is it most important for the company to consult?
Tested with NHHs
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A small group of businesses 

who can represent the views of 

everybody

A selection of businesses who 

might be impacted more by the 

topics than others 

Specialist organisations 

(separate to the company) who 

know about the topic e.g. 

planning specialists

Organisations who speak on 

behalf of businesses e.g. local 

business associations.

Nobody else needs to be 

consulted about this decision 



Who is it most important for the company to consult? 
Tested with digitally disadvantaged customers
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A small group of customers who 

can represent the views of 

everybody

A selection of customers who 

might be impacted more by the 

topics than others 

Specialist organisations 

(separate to the company) who 

know about the topic e.g. 

technology specialists

Organisations who speak on 

behalf of customers e.g. 

Citizens Advice

Nobody else needs to be 

consulted about this decision 



Who needs to have a say for decisions with the 
following impacts?
Tested with developers and NHHs
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A change to your bills
Disruption in your local area 

(e.g. construction, traffic)

Change in the level of service 

provided 

Change in the health of the 

natural environment



Who needs to have a say for decisions with the 
following impacts?
Tested with digitally disadvantaged customers

42

A change to your bills
Change in channels for 
customers to get in touch 
with the company

Reduction in local 
employment opportunities 
(e.g. call centre closure)

Change to customer facing 
information (e.g. presentation 
and wording of website, 
letters, bills)
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