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Backgrouna

= Accent is currently undertaking Acceptability and Affordability Testing on behalf of Thames Water as part of
PR24 customer engagement. This project has been commissioned in collaboration with Affinity Water.

= |n addition, Thames Water has commissioned Accent to conduct research on their proposed Long-Term
Development strategy (LTDS).

= To complement both research programmes, Thames Water wished to commission exploratory research
with young people likely to become their ‘future customers’.

= The aim of the research is to better understand the issues that are important to potential future customers
and the ways these evolve so that this can be taken into account for future business and strategic planning.

= At the time of the research, Thames Water had been heavily featured in the news for a sewage pollution
fine, its £14 billion debt, and its CEO resigning. Broader news included rising living costs and water industry

sewage spills and pollution.



Objectives and research challenges

T

« Findings from the qualitative strand of
the Affordability and Acceptability
testing show that future customers’
engagement is low at face-to-face

workshops, especially in the presence

of current billpayers.

» Future customers appear to be ‘hyper-
present tense’ in their thinking and

often struggle to engage critically with

issues that may be relevant in 5- or 25-

years time.
« Methodologically, this limits opportunity

for gaining meaningful insights from
future customers in this setting.

4 R

» This subsequent research aims to
engage future customers, using a more
suitable method, to understand what is
important in their world.
The research follows a different approach
by speaking with future customers online
on Zoom about what is important to them
now, what they predict will be important
to them in a few years and how this may
change over time.
« This provides an opportunity to
understand the relatively limited feedback

from future customers gathered
throughout the Acceptability and
Affordability testing.
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Methodology

Plenary

50-minute 25-minute Plenary

10-minute discussion discussion Comfort discussion discussion
pre-task in assigned with all Break in mixed with all
cohorts participants cohorts participants

/ Working with an established fieldwork partner, Accent recruited 30 ‘future customers’ from across Thames Water’s supply

area and across 3 distinct cohorts. More detail on the sample is available on the next slide.

« The aim of the workshop was to understand young customers’ priorities, concerns and issues by asking them:

= What current affairs are they most aware of?

= What is personally important to them?

= What has shaped their views on the world around them?
= What are their expectations for the future?

« At the online workshop held on 2" August 2023, participants first discussed these issues with a moderator in their
assigned cohort for 50 minutes before returning to a plenary discussion with all participants. After a short comfort break,
participants then reconvened in cross-cohort groups to share viewpoints and priorities. To finish, all participants engaged
in a plenary discussion to share opinions from these cross-cohort groups.

«  Whilst moderators encouraged participants to lead the conversation, some topics were tabled for discussion including

\ water-related topics relating to the LTDS and more specifically the cost-of-living crisis — a particularly ‘hot topic’ for this /

demographic.




Methodology and sample

Two and a half hour online workshop held on 2" August 2023
with a total of 30 participants from the following cohorts:

2

10 x “Starting out”

Aged 18-21
Students or ‘first jobbers’
No current responsibility for water

bills

Living with family or renting (water
included in rent or paid by others)
Single, no children

Not thinking about the future,
enjoying freedom and leisure time

a

10 x “Looking to the future”

Aged 22-25

Students or working

No current responsibility for water
bills

Living with family or renting (water
included in rent or paid by others)
Single, in a relationship or married/in
a civil partnership, no children
Thoughts are starting to turn to ‘the
future’ and ‘settling down’

a

10 x “Young and
established”

Aged 26-30

Likely to be working or Higher
Education students undertaking
postgraduate degrees

Will include some with sole/joint
responsibility for water bills

Renting privately or homeowners
(with/without a mortgage)

Single, in a relationship or married/in
a civil partnership, some with
children

Established lives and jobs, ‘settled’
Personal and financial commitments




Pre-task

Participants were presented with
this list of topics
They were asked to:

» choose and rank the five they
spend the most time thinking
about

» choose and rank the three
they spend the least time
thinking about

« Jo provide any issue that is
very important to them but has
not been captured in this list

Quality of education/
training

Droughts and long
term supply of
drinking water

Corruption

Migration

Changing energy and
water firms to public
ownership

Future health
pandemics

Health care, including
mental health care

The Monarchy

Cost of living/inflation

Social media content

The job market

Water lost from water
pipes (water leakage)

Supporting your club/
sports team

Diversity, equality,
inclusion

Racism/
discrimination

Leisure activities e.g.

gigs, films/TV,
gaming etc.

Future of Al/
technology

Climate change

War in Ukraine

River and sea
pollution

Politics/ trust in the
government

Funding for the NHS

Buying/ renting a
home

Brexit



Cost of living/ inflation

Pre taS k _ﬁ n d i n gS Climate change =
Leisure activities e.g. gigs, films/Tv, ———————
gaming etc. —
Issues the participants spent the most time Racism/ discrimination  E——
th | ﬂklﬂg abOUt The job market = m Cohort 1
Funding for the NHS __
L
-
Social media content
__ m Cohort 2
Diversity, equality, inclusion  IE—— 8
|
Supporting your club/sports team __
o\ F e Future of Al/ Technology = = Cohort 3
» (Cost of living and climate change were the —
0 Ith , includi |
issues most frequently ranked as those most e e (BTN —
thought about across all cohorts. Corruption
¢ Buylng/ renting a home preoccupied the tWO Politics/ trust in the government -—
older cohorts. =

Buying/ renting a home

« Of the water-related issues, river and sea
pollution was the most salient; however, only for .
Water lost from water pipes (water
COhOFt 3 leakage)

Changing energy and water firms
to public ownership

Future health pandemics

f Weighted ranking: \
Issues ranked 1

received a score of 5,
decreasing by one point
per rank down to a
score of 1 for issues
ranked 5

River and sea pollution

Quality of education/ training

Brexit




Pre-task findings

Issues the participants spent the least time
thinking about

« \Water pipe leakage and concerns about
droughts and drinking water supply were
often overlooked by all groups, though less
so with increasing age.

» (Cohort 2 rarely thought about transitioning
energy and water companies to public
ownership.

Water lost from water pipes (water leakage)

The Monarchy

Droughts and long term supply of drinking water

Supporting your club/ sports team

Brexit

Migration

Buying/ renting a home

Future of Al/ technology

Social media content

War in Ukraine

River and sea pollution

Racism/ discrimination

Politics/ trust in the government

Changing energy and water firms to public
ownership

Corruption

Future health pandemics

m Cohort 1

m Cohort 2

m Cohort 3

Weighted ranking:
Issues ranked 1
received a score
of 3, decreasing
by one point per
rank down to a

score of 1 for

issues ranked 3
\_ J




Group findings

Participants in the three cohorts are aware of and spontaneously raised a range of current affairs when prompted. In no
particular chronological or hierarchical order, participants mentioned the following subjects during the discussions:

l

- | Cost of buying and renting property

Government inefficacy Climate change is getting worse. A lot of things make my d.a.y—to—day
When | see protests, | used to find it ||er WOSE thg FOSt‘Of‘|'V'”9
Climate change annoying. Now | know how important Cris!s, IBVGX'L politics, (GOYATITE!
it is. It's power in numbers so some inefficiencies, corruption, inflation ...
: Cost of living day | would actually stop and join to These things affect my capacity to
113
What CUITent affalfS show my support. plan.
Political corruption
are you most aware
y Underfunding of the NHS
JJ
of and why? S
= Advance of technology and Al In university, when you have to move For physical and mental health
: — : each year, | could see the rent resources. .. there are huge waiting
Inflation and economic insecurity increasing. Now ['d like to move into lists. I've been on a waiting list for 4
T my own place but |'ve had to come years. People now have to harass

home to live with my parents. clinics to get healthcare.

Job insecurity

Thames Water finances

Sewage

Future water shortages




Group findings

Partici
artic pants EXpress an Majority are critically engaged and aware of the cost-of-living crisis

i i [i | in L i
awareness of mU|t|p|e tOpICS Cohort 1: Price increases feel particularly acute for those moving out of Witf?ﬁ)a/ ?nnuen']r_]_ f&g?? ‘Sgemihl lévuetda”
when prompted however, the “Starting hom,e for the first t'me . . - I'm doing is paying my rent. The
£ ivi q inat th " Don’t have much disposable income to spend on leisure activities majority goes on that. You're not really
cost-of- IVing aominates as the ou Not specifically engaged with water-related issues living you're just surviving

most pressing issue.

For most participants this

, ) Cost of living crisis in relation to housing costs most pertinent | keep seeing the interest rates and
includes the cost of groceries, Cohort 2: topic. now I'm not sure if | should even
renting or buying property' gas “Looking to No awareness of water companies, ownership structures, or water bother with trying to get a mortgage
) X ’ ” bills
and electric bills; petrol for the future Only vague awareness of river and sea pollution issues.
driving a car; and tickets for train
travel.
h ;
) ) o C‘?Y i Cost of living crisis dominated the conversation The only thing | care about with
The price of their water bill is not OUSQ Water is a concern in the context of climate change and future water water is proper disposal...how can
i an shortages, but primarily when prompted to discuss water issues you just dump the sewage and the
a key, concern for participants, =5 e) [[Halzle | Some awareness of water-related issues generally, and Thames Water water where people swim?
even in the context of the cost- ” specifically, but often with confusion/ misinterpretation
of-living crisis.

11



Cost

of living crisis timeline

February 2022
Russian invasion of

Ukraine. Insecurity I Jﬂ“'i/ 2022’(
January 2020 ensues. reaches an all-
Covid-19 December time high since
Pandemic is a 2021 66 | 1991 with the CP!I
oublic health Omicron A ihe end of covd there vas the (4 at 9.4%
emergency variant of ﬁetro\ CtﬂSIS a?d | remembfer 45 You had a surge in gas prices
Coronavirus avmtg N Wtalt " atquetue| ord because of what happened in
outbreak ninutes Just to get petrol an Russia and that felt like it
there was only unleaded. " ,
ickstarted everything. 99
b
>
(49 | |
Everyone was focusing on Covid
and then after that when things ¢G
September 2021 chr?e.d back toh normalbt.he E-OSt When | was renewing my
Media coverage of living was the next big thing. April 2022 tenancy recently, energy July 2022-
of the pandemic- 9% Ofgem bills are no longer in line. Present
induced supply announces first This had a gradual effect Political instability
shortages and . energy cap but wages aren't following
price rises ¢ Wi o knew e Vgere gomgfto increase of 54% increasing. b b ‘Partygate’ and
ave to increase because 0 to £1,971/year Boris Johnson's
furlough — we were all getting

paid for sitting at home and not
working. But [prices] are
increasing ridiculously. 2

resignation




Group findings

Participants were reluctant to discuss water-related issues organically. When prompted, there was either vague awareness of
the topic or confusion and misinterpretation of events or facts.

66

[On water shortages] I'm confused. Like it rains a lot

debt, which is mad as they ,
f the t , t a lot of ter.
are the only company that Of the time, SO we get a ot of water. ,’

[Thames Water] have a lot of

[Thames Water] know that
the Government will need
to bail them out if anything
goes wrong... we're also
paying out loads of money

can sell water, at least in my
area. They have no
competition.

| imagine we will hear more
about water in the future
when there are more

to their shareholders. .. way
above what they were
earning...knowing that the
taxpayers [will] eventually
bail them out

“ government regulations, like
[

After prompting on water topics] all the stuff about carbon
It is related to the cost-of-living. Thames Water NOW.

increase their prices by 20% but the service is getting
worse. | saw an article about millions of litres of
sewage going into the Thames and it angers me ... “

that gets me political and emotional. ’, No one wants to be consuming faecal

water ,,

Is Thames [Water] going under or

something?

13



Group findings

How are the cohorts influenced?

10 x “Starting out”

Most passionate group, but mainly about
climate change
Primarily influenced by things that directly
and immediately impact them as
individuals, albeit less so than the other
groups
Partially influenced by social media

They believe the cost of living crisis will
become even more important to them in
the future as they look to rent property

a

10 x “Looking to the future”

* Almost solely concerned about cost of
living crisis
*  Primarily influenced by things that directly
and immediately impact them as
individuals
» They believe the cost of living crisis will
become even more important to them in
the future as they look to rent/buy property

10 x “Young and
established”

Almost solely concerned about cost of
living crisis
Mainly influenced by things that directly
and immediately impact them as
individuals
«  Some insignificant influence from

mainstream media on current affairs issues

They believe the cost of living crisis will
become even more important to them in
the future as they look to buy property

14



Conclusions

None of the cohorts engaged with water-related
issues at a meaningful level

Water as an issue was rarely raised by any
participant organically during the discussions

Cost of living crisis dominated the pre-task
responses, and the group discussions for all
groups

When water was discussed, misinterpretation and
vague understandings were more common than
not

Water bills are not a concern for any of the groups

« Cohort 1 was the group most engaged with
current affairs issues, but was frustrated by the
cost of living crisis impacting their freedom.
Other than the cost-of-living crisis, climate
change was the topic most discussed.

« Cohort 2 was the least engaged group and
referenced the lack of attention paid to
conventional media as the reason for this.
There was no topic other than the cost of living
crisis that was raised significantly.

« Cohort 3 was the second most/least engaged
group generally but was most aware of water
issues (finances and sewage) but not
passionately. There was no topic other than the
cost of living crisis that was raised on a
significant level.

15



Conclusions and A&AT findings

|

Although it was not an objective to test or replicate Accent’s A&AT qualitative research, the findings from that research
correlate with this project on future customers

|

« Future customers are distant from Thames Water '

 No relationship or bill communication v
» Growing up with technology has fuelled and enabled hyper present tense mindset and behaviours v

« Engage at the last minute v

* Life is about being in the moment v

* Struggle to engage with the immediate future v
 Impossible to project to 2030-50 v

16
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Appendices: Declaration that the research meets the OFWAT high quality criteria

Useful and contextualised Neutrally designed Fit for Purpose Additional Areas

Research has practical Research materials followed  Participants understood the The methodology (online workshop) Independently Assured

relevance to Thames Water’s OFWAT and CCW guidance  questions being asked of was chosen to ensure participation All research conducted by Accent
research programme, and it was  to ensure they were neutral.  them, and the methodology and engagement of the segment team who are an independent
clear why the research was fitted the research being focused on for this study research agency. Research

being conducted. Quality was objectives. materials reviewed by the
favoured over quantity. The Customer Challenge Group
analysis contextualised the

findings.

Shared in full with others

Thames Water will publish on their
sharepoint to share with other
water companies

Continual

Thames Water’s research
programme is continuous and
lessons from previous research
were considered

Ethical

Accent abides by the Market
Research code of conduct which
protects individuals and ensures
responses are anonymised

18
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Screeners

35621 Thames Water Future Customers

AEC E‘ nt online Workshop

Recruitment Questionnaire — Group 1

i CHECK QUOTAS
Heo THANEK AND CLOSE
Lahort 1 (m=49710] Q7. What is your pastcode? We are loaking far participants in specific areas to take part in this
Ape _ .B-.I:I lsgraad)| research, and your postoode will be used to ensure you are in scope for this research,
Etbnicity Mis 3: BAME 2. Do you ar any of your clase fFamily work or have warked in the recent past in the water industry ar .
Bandar in & Mals & Win3; N Thartas Watar Waste only
Farmala Itarket Research profesdons? Dol T [Ty
Survis Lype Win 2, =am i s THAME & CLOSE T Wit anky THANK & CLOSE
wailawater-osly [ne T o
watar unky| CHECK POATOODE TO EMSURE THAT PARTICIPANT B B4 THE OORRECT d EORAPHY [THAMES WATER JINLE OR DUAL
:"h:‘:""'s'-"“" 5'::"' [+ER Have you ever participated in a market research group discussion? IF YES, PROBE WHEN SUPPLY ARER, A5 REQUIRED) CODE DUAL BR SINGLE SUPPLY
e Tarasd Was, in hast sba menths THANS & CLOSE CHECK GUOTAS
- Saresd as, brwean & months and 2 yesrs e
prs
3 Somad Dvir T yiird i 6070 OF O, How ald are you? CODE AGE GROUP BELOW
Water Bill respanaibi Ay Ha Ha B0 TO-O6
TWE THIRBS OF RECRLITS MLST HAVE NEVER BEEN TO A GROUP DECUSSHN BEFORE 17 or younger THANK & CLOSE
Goed morningfaftarncan/evaning. My name & ... fram Seout/fecent and | am carrying out ressarch for 1811 DMLY
. o Ttk . . N B N n it THANK B CLOME
Thames Water into peaple’s individual impartance around current abfairs and interests. [+7-8 Hevw rmeany groups have you bean b in that peried? h|l;l:d-|-,l|mlag|_n;‘
D CHECK QUOTAS
WHEN SPEAKING TO THE CORRECT PARTICIPANT REPEAT TEXT ABOVE & CONTINUE: 13
Mare than 3 THANK & £LOSE 08, Areyou.
The research is being conducted under the Market Ressarch Seciety Code of Conduct, which means that
any answers you ghee will be treated incanfidence. Q5. What was the subject matter af the groups you sttendad? PROBE AND WRITE DOWN 1 Male
I Famala
The research will take the farm of a an enline 3-hour werkshap, For which you wauld be paid £140 were f :::;:: :':‘:'::'H'"l‘”"d'""h"""m"drw
wau able to assist. You would also be acked to undertake & small introductory task befare joining the :'l‘“ GUOTAS =
workshop (of upto 10 minutes) where you will be asked to rank current affairs BLues and topics of interest IF SUBJECT WAS WATER THANE & CLOSE
by mast and least impaortant to you. Can | just ask you & fes guestions to check that you are sligible o take @10, What is your marital status?
part in this research? Of. What is the job title of the chief wage eamer of your household? This may be you, yaur partner, P
one of your parents or ather family membsers, ar someone ales living in your hausshald. 3: M-T-inj o tivil pantsersin THANE AND CLOSE
This call may be recarded far quality cantral purpases. 3 Widowed THANK AND CLOSE
& Dosorced THANK AND ELOSE
INOTE TO INTERVIEWER: SAMPLE SOURLE 15: Asourcetextl £ Saparated THANK AND CLOSE
B |FSELF-EMPLOYVED: ASK |F MANLUSLNON-MANUAL, SHILLED/QLALFIED OR MOT, NUMBER OF
INTCHECK. INTERVIEWER: PLEASE CONFIRK ¥OU HAVE ADVISED THE PARTICIPANT OF: EMPLOYEES = THEM LOOK UF SELF EMPLOYED TABLE Q11 Tawhich af these ethaic groups da yeu consider you belong ta? PROBE AND WRITE DOWHN
BARS Conla & Canehier B |F MANAGER/EXECUTIVE: ASK FOR INDUSTRY SECTOR, NUMBER OF EMPLOYEES IN COMPANY AND
Calls baing piverdad MARAGEMENT STATUS ‘:IHI;L.-,,,
- N |F RANK/GRADE [CIVIL SERVANT, NURSING, MILITARY, RAVY, POLICE ETC] RECORD RANE /GRADE I. I|I:i:
SPECIFICALLY )
INTCHECK?. INTERVIEWER: FLEASE COMFIRR YOU HAVE ASKED AND CHECKED THAT THE PARTICIPANT IS I Any ot White background
B |F PEMSIONERS: ASK IF STATE [GRADE "E”) DR PRIVATE/OCCUPATIONAL PENSION [{GRADE ON
NOT TAKING THE INTERVIEW OW A BDEILE DEVICE AND/OR WHILE DRIVIMNG OR OPLRATING PREVIOAIS DOCUPATION) ! ' fo !
EQUIRMENT Men
B F UMEMNPLOYED: IF MORE THAN 6 MONTHS AG0 [GRADE “E”), F LESS THAN & MONTHS AGO (GRADE & Weite asdl Black Caribbaan
W, it il for the garticpant 1@ pocaed DN FREVIOWS DCCUPATION] B Wiiite ased Black Alricas
Ha, it Bt dale = wie nieid 1o call Back liter G0 TO APFT SCREEH CODE 3B B, White asedl Asian
. Any otssr Mlocnd b ckground
A
Ol Anry data collected aver the course of this interview that could be used to identify you, such & your B
. - N " . ASIAN O ASAAH ERITEH
name, address, ar other contact details, will be held securely and will not be shared with any third €1 K
party unless you give permission {or unbes we are lagally required to do o). Our privacy statement ] ._.,:
i available &t wisny aocent-mrgo| rivacyl. e 10 Basgglad s

Bt nitied THANEK & CLOSE
N . . . N N R b ririind
D you agree o proceeding with the interview on this basic? 11 Any otfar Aidas backgrour



Screeners

ELACK OR BLACK BRITISH
ik Caribdsan
13, A

&
14, Any ot Black Backgreund

CHEMESE (R OTHER ETHRIC dROUP

15, Chissse
16, Any olSs¢ athinic grosg

17, Prafar not b sy,

CHECK QUAOTAS

level 3 ESOL
level 3 national cerificale
level 3 national dploma

012, What is the highest level of qualification you have achieved? SEE MATRIN BELDAW

Entry lirasd
Lirewdl 1
Lirawd T
Liraurl 3
Lirewd &
Lirwwl &

Lirewd &

Lirewd! 7

Lirewdl B

Beensm ol Rl e Fati

Essrhedor mif erisnes [BSo) honds
graduate cerfcale

graduate dploma

level & aaard

level & cerificate

level S dipfone

level S NYD

ordinary degree wilthout honours

Entry luwnl

Laval 1

Laval I

lewel T asard
lavel T cerificate
level T dipioma
level T HYD

miasher's degree, for examphe Saeier
clads [MA&], masier of sclenoe
{MBa)

posigraduate certficale
posigraduate certficale in educalion
IPGCE}

posigraduate dploma

lavel 3 MYD

matsic grades B, 7 and B

T Lizwel

tech lewel

Leval & Laval T Laval E

degree apprendoeship Iintegraled masier s degree, for dochorain, for examphe
dzgrie with hanours - for example B B e pledosnohy (Ph or DFhil
bachelor al the arts (Ba} hons, (MEng] laveel 8 award

level B ceriifcate
level 8 dipioma

endry kel award
enitry kel perilicate [ELT)
enitry kel digloma

eniry izl English for speakers of
oifer languages (E2AL]

endry kvl essental swls
endry kvl funclional skils

first cerifioate

GCEE - grades 3. 2, 1 or grades O,
E.F.G

level 1 asard
level 1 ceriifcate
level 1 diploma
level 1 EEOL

TEE - grade 1

GOEE - grades 9.8, 7, 6, 5, 4 or
grades 47, 4, B, ©

Intermediate apprenticeshio
level 2 awand
level 2 ceriificate

level 2 diploma

CHECK QUOTAS

013, This resmarch will be conducted ower Zoom — the anline meeting platfarm. How prof

yOu Say you ane at using the Intemet, and Zoom specificaly?

| Bl vary conlidant bt using the Internet and Zoam
| B quite el abaut usisg the Intarsat and 2eom

I den't Nl confidant @bt
ol i tha nsarnie 3 | didn

Il d ran

tha it

it and Zeam THANE AND CLOSE
i bo THANE AND CLOSE

I iz reast i this intarset at @l THANK AND CL04E

Skills dor Life level 1 eszenbal skils level 2 EEOL
lavel 1 funclionad skills lavel 2 essental skils
level 1 natkanal wocational lavel 2 functicnad skills
quaincaticn (VD) lavel 2 natkonal cerificale
misic graces 1, 2 and 3 level 2 national dploma
level 2 HVD
MSiC graces 4 and §
3 lewed « grasde A, B ar C
Laval ¥ Lawval & Laval &
A lewel diploma of higher education [DipHE |

@oess bo Mighsr aducation diolkena
advanced apprentoeship

appied genem)

AS e

Intermational Baccalaursate dpioma
lewel 3 awand

level 3 cerifcate

level 3 diploma

cerificaie of higher educaton
CHGHE

higher apprenticeshin

higher national cerlifcate (HNC)
lewel 4 award

level 4 cerifcate

level 4 dipioma

layel 4 NYD

foundation degres

higher national dipfoma (HRD)
level 5 amard

level 5 corifcate

level § diplioma

level 5§ NYD

Qld. Do you have access o s desktop or laptop computer, ar @ large-formeat tablet (such as an iPad with
# large screen), which is connected to a reliable and stable internet connection, an which you could

take part in & 2oam interview?

Y
Ko THANK AND CLOSE

Q1% Which of the following maost dosely matches your current studyfwork situation?

i

I.

E A aniverity (usdergraduste or poil graeduats dudes|
&, Werking Mull or pan tiss

B Prafar not bo asiwaer THANK AND DUOSE

CHECK GUOGTAS

QlE.  Which of the following best describes your current living situation?

1. Llive in studest aeesmmodatien ind mate b isnciuiied within =y gagmans

I rit/guiardian gays g wanties bl

3 i) e Uiy v ricigasnaibia For pasing the water bil

LN d pccasim cdation asd somacne ol b rponsible foe piying e mater hil

5 siudied within sy am

6. 1hvein rented acesmadasisn snd | am rigensitia, o Bave thanad ressenaibiivg, fer my waber B THANK &ND
CLOSE

T 1hive in pososmedalion which | omn THANE AND CLOSE

E.  Prafar not o say THANK AND CLO4E

CHECK QUOTAS

iy,

D you hawe any children?

i Yau THAME AMD CLOSE
I Mo

CHECK QUOTAS

Invitation: Group (Zoom) discussion

Q1B

Thiank you For answering those questions. Waould you be willing to attend an anline workshop,
which will ke held an Zoam, that we are halding far Thames Water abaut the impartance of varicus
current affairs isswes? There will be about & or 8 ather peaphe just like yourself. The group will be
hield in accordance with the Code of Conduct of the Market Research Society. The group will Fast
around 3 hours. All participants will receive £140, to be paid by BACS, to thank them for their time.

i FROCEED TO PRE-TASK AND/OR DATA COLLECTION ANMD SHARBNG COMSENT
HaTHANE AND CLOSE

ASK ALL: PRE-TASK

TELL PARTICIPANT ABOUT PRE-TASK: Part of the discussian will focus an a list of current affairs and topics
af imberest, We will sendemail you & farm to fill in based on your rank order in terms of most and least
time spent thinking shout these issues, so that it is fresh in your mind.

ASK ALL: DATA COLLECTION AN ARING COMSENT

15

DATA OOLLECTION & SHARING COMSENT

The Zoom Group may be joined by representatioes of Thames Water, so they can watch the discussion and
learm as much fram it as passible From it They will not participate in the disoussion,

The Zoom Group will be video recorded, to ensure accuracy and For analysis purposes. All recordings will
be securely stored far a perad of 12 months (far reference purpases) befare being destroyed.

The viden factage from the Zoom Group will alkso be passed ta Thames Water, for the purpases of analysis.
Please confirm that is QK

Yas CONTINUE WITH DETAILS
e [Click here amd type HOLD IN RESERVE or THANK AND CLOSE]
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G20, The Zaam Group will take place an:

[ Do | Time | Mace |
Wednauday 3 hugust 2013 | 6P | cnline |

The itinerary for the session will be as follows,
Gpm — F.15pm — Group session

7.15pm — 7 45pm — Comfort Break

7.45pm — Sprm — Graup session

‘Would you Be skl b6 attend ? reaiiane & peniuide
W PANTIIFANT AGREES, OOMPIRM DATE, TIRE, LOCATION then contime:

Great, thanks, "Il just take & few datails and will let you get on with your day. We will send yau more
information by email shoetly with details of the nest steps,

If for ary reason you find you are unable to attend, please could you let me know a5 soon as pessible so
that we can invite someans else o take your place?

Please comtact us an 020 8742 2211 if you have any queries about your incentive. Thank yau.

RECRUITER: Please ensure you have filled in the cover page of the RO, including email address and
muhile number of pacticipant, then complete the following confirmations.

THANK PARTICIFANT FOR THEIR HELF IN THIS RESEARCH

Recruiter Confirmations

RECRUNTER — VERY IMPORTANT — PLEASE TICK TO COMFIRM YOU FULLY READ OUT THE DATA SHARING
AND CONSENT QUESTION, AND THAT IT MADE SENSE TO BOTH YOU AND THE PARTICIPANT.

= 0

G21. |5 THE PARTICIFANT CLEAR ABOUT THE PRE-TASK & DID THEY SAY THEY WOULD DO IT?

Chiar
Wil da

MRS DECLARATION

022, | confirm that this interview was conducted under the terms of the MRS Code of Conduct and is
completely ponfidential

3621 Thames Water Future Customers
Online Workshop
Recruitment Questionnaire — Group 2

ACcent

INTERVIEWER SECTION
Cahort 2 (n=3/10}

Age 22-25

Ethnicity Min 3: BAME

‘Gender Min 3: Male & Min 3:
Female

Service type Min 2, max 4.
wastewater-only (no TW
water anly)

Merital Status Single (min 2, max 5)

Children No

Location Spread

Educational attainment | Spread

SEC Spread

Water bill responsibility No

Good morning/afternoon/evening. My name is . from ScoutfAccent and | am carrying out research for
Thames Water into people’s individual importance around current affairs and interests.

'WHEN SPEAKING TO THE CORRECT PARTICIPANT REPEAT TEXT ABOVE & CONTINUE:

The rezearch iz being conducted under the Market Research Society Code of Conduct, which means that
any answers you give will be treated in confidence.

The research will take the form of a an online 3-hour worksheop, for which you would be paid £140 were
you able to assist. You would also be asked to undertake a small introductory task before joining the
workshop (of up to 10 minutes) where you will be asked to rank current affairs issues and topics of interest
by most and least impartant to you. Can | just ask you a few questions to check that you are eligible to take
part in this research?

This call may be recorded for guality control purposes.

NOTE TO INTERVIEWER: SAMPLE SOURCE 15: #sourcetext®

Do you agree to preceeding with the interview on this basis?

Yes
Mo THANK AND CLOSE

Do you or any of your close family work or have worked in the recent past in the water industry or
Market Research professions?

Yes THANK & CLOSE
Mo

as.

Have you ever participated in a market research group discussion? IF YES, PROBE WHEN

Yes, in last six months THANK & CLOSE
Yes, between & months and 2 years 3g0
Over 2 years ago GO TO Q6

No GO TO Q&

TWO THIRDS OF RECRUITS MUST HAVE NEVER BEEN TO A GROUP DISCUSSION BEFORE

Qs

How many groups have you been to in that period?
One

2-3

More than 3 THAMK & CLOSE

What was the subject matter of the groups you attended? PROBE AND WRITE DOWN

IF SUBJECT WAS WATER THANK & CLOSE

INTCHECK. INTERVIEWER: PLEASE CONFIRM YOU HAVE ADVISED THE PARTICIPANT OF:

MRS Code of Conduct
Calls being recorded

INTCHECK2. INTERVIEWER: PLEASE CONFIRM YOU HAVE ASKED AND CHECKED THAT THE PARTICIPANT IS
NOT TAKING THE INTERVIEW ON A MOBILE DEVICE AND/OR WHILE DRIVING OR OPERATING
EQUIPMENT

Ves, it is safe for the participant to
Mo, it isn‘t safe — we need to call back lster GO 70 APFT SCREEN

Ql.  Any data collected over the course of this interview that could be used to identify you, such as your
name, address, or other contact details, will be held securely and will not be shared with any third
party unless you give permission {or unless we are legally required to do so). Our privacy statement

is available at www accent-mr.com/privacy/.

Qs.

What is the job title of the chief wage earner of your househaold? This may be you, your partner,

one of your parents or other family members, or someone else living in your household.

B |F SELF-EMPLOYED: ASK IF MANUAL/NON-MANUAL, SKILLED/QUALIFIED OR NOT, NUMBER OF
EMPLOYEES — THEN LOOK UP SELF EMPLOYED TABLE

B |F MANAGER/EXECUTIVE: ASK FOR INDUSTRY SECTOR, NUMBER OF EMPLOYEES IN COMPANY AND
MANAGEMENT STATUS

B |F RANK/GRADE [CIVIL SERVANT, NURSING, MILITARY, NAVY, POLICE ETC.) RECORD RANK/GRADE
SPECIFICALLY

B |F PENSIONERS: ASK IF STATE (GRADE “E") OR PRIVATE/OCCUPATIONAL PENSION (GRADE ON
PREVIOUS OCCUPATION)

® |F UNEMPLOYED: IF MORE THAN & MONTHS AGO (GRADE "E"), IF LESS THAN 6 MONTHS AGO (GRADE
ON PREVIOUS OCCUPATION)

CODE SEG

A

B

[s58

cz

CE

Mot stated THANK & CLOSE
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CHECK QUOTAS

Q7.

What is your postcode? We are looking for participants in specific areas to take part in this
research, and your postcode will be used to ensure you are in scope for this research.

Capture postcade
Thames Water Waste only
Duzl Thames Water

TW Water only THANK & CLOSE

CHECK POSTCODE TO ENSURE THAT PARTICIPANT IS IN THE CORRECT GEOGRAPHY (THAMES WATER SINGLE OR DUAL
SUPPLY AREA, SPLIT AS REQUIRED) CODE DUAL OR SINGLE SUPPLY

CHECK QUOTAS

Q8.

How old are you? Q;' CODE AGE GROUP BELOW

21 or younger THANK
221025

26 or clder THANK & CLOSE
Refused THANK E CLOSE

CHECK QUOTAS

ASIAN OR ASIAN BRITISH
2. Indizn

5. Pzkistani

10. Bangladeshi

11 Any other Asizn background

BLACK OR BLACK BRITISH
12 Caribbean
13. African

14. Any other Black background

CHINESE OR OTHER ETHNIC GROUP

15. Chinesz
16. Any other ethnic group

17. Prefer not to say.

CHECK QUOTAS

Qs.

Arevyou...

Male

Female

Frefer ta self-identify,| describe my gender differantly
. Prefer not to say

HECK QUOTAS

oW

Q12. What is the highest level of qualification you have achieved? SEE MATRIX BELOW

Entry level

Level 1

Level 2

Level 3

Level 4

Level 5

Level &

Level 7

Lavel 8

Mone of these qualifications

Entry level

Level 1

Level 2

applied general higher national cerificate (HNC) level 5 award

AS level level 4 award level 5 certificate
infernational Baccalaureate diploma | level 4 cerlificate level 5 diploma

level 3 award level 4 diploma level 5 NVO

level 3 certificate level 4 NVQ

level 3 diploma

level 3 ESOL

level 3 national cerfificate

level 3 national diploma

level 3 NVQ

music grades &, 7 and &

T Level

tech level

Level & Level 7 Level 8

degree apprenticeship infegrated master's degres, for doctorate, for example doctor of
degree with h - for I i i philnsaphy (FRD or DPAIl)
bachelor of the arts (BA) hens, (MEng) level 8 award
bachelor of science (ESc) hons level 7 award

graduate cerfificate

graduate diploma

level 6 award

level 6 certificate

level & diploma

level 6 NVQ

ordinary degree without honours

level 7 cerificate
level 7 diploma
level 7 HVQ

master's degree, for example master
of arts (MA), master of science
(MSc)

postgraduate cerificate

postgraduate certificate in education
(PGCE)

postgraduate diploma

level & certificate
level & diploma

Qio.

What is your marital status?

Single

Married or civil partnership
Widowed

Diverced

Separated

L ol o o

CHECK QUOTAS

ali

To which of these ethnic groups do you consider you belong to? PROBE AND WRITE DOWN

WHITE

1. British

2. Irish

3. Any other White background

MIXED

4. White and Black Caribbean
5. White and Black African

6. White and Asian

7. Any ather Mixed background

entry level award
entry level cerificate (ELC)
entry level diploma

entry level English for speakers of
other languages (ESOL)

entry level essential skills
entry level functional skills

first certificate

GCSE - grades 3, 2, 1 or grades D,
EF,G

level 1 award
level 1 certificate
level 1 diploma
level 1 ESOL

CSE - grade 1

GCSE -grades 9, 8,7,6,5 4or
grades &%, A B, C

intermediate apprenticeship
level 2 award

level 2 certificate

level 2 diploma

CHECK QUOTAS

Q13. This research will be conducted over Zoom —the online meeting platform. How proficient would

you say you are at using the Internet, and Zoom specifically?

| feel very confident about wsing the Internet and Zoom
| feel quite confident about using the Internet and Zoom

| don't feel confident about using the Internet and Zoom THANK AND CLOSE
I'would rather not use the Intermet if | didn't have to THANK AND CLOSE

I do not use the internet at all THANK AND CLOSE

Skills for Life level 1 essential skills level 2 ESOL
level 1 functional skills level 2 essential skills
level 1 national vocational level 2 functional skills
qualification (NVQ) level 2 national cerfificate
music grades 1,2 and 3 level 2 national diploma
level 2 NVQ
music grades 4 and 5
Olevel -grade A, Bor C
Level 3 Level 4 Level 5
Alevel certificate of higher education diploma of higher education (DipHE)
access to higher education diploma [ foundaticn degree
i q i higher apprenticeship

higher national diplema (HND)

Ql4. Do you have access to a desktop or laptop computer, or a large-format tablet (such as an iPad with
a large screen), which is connected to a reliable and stable internet connection, on which you could

take part in @ Zoom interview?

Yes
No THANK AND CLOSE

Ql15. Which of the following most closely matches your current study/work situation?
1. At schoolfcollege THANK AND CLOSE

2. In an spprenticeship
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3. AT university or post studies)
4.  Working full or part time
5. Prefer not to answer THANK AND CLOSE

CHECK QUOTAS

Qls. Which of the following best describes your current living situation?

I live in student accommodation and water bills are included within my payments

| am = student and = parent/guardizn pays my water bill

Ilive with parent(s)/guardian(s) and they sre raspensible for paying the water bill

I live in shared ion znd alsais ible for paying the water bill

I live in rented accommeadation and water bills are included within my rent

|live in rented accommedstion and | am responsible, or have shared responsibility, for my water bill THANK AND
CLOSE

I live in accommadation which | own THANK AND CLOSE

&. Prefer not to say THANK AND CLOSE

[l S

=~

CHECK QUOTAS

Ql7. Do you have any children?

1. Yes THANK AND CLOSE
2. Ne

CHECK QUOTAS

Invitation: Group (Zoom) discussion

Q18. Thankyou for answering those questions. Would you be willing to attend an online workshop,
which will be held on Zoom, that we are holding for Thames Water about the importance of varicus
current affairs issues? There will be about 8 or 9 other pecple just like yourself. The group will be
held in accordance with the Code of Conduct of the Market Research Society. The group will last
around 3 hours. All participants will receive £140, to be paid by BACS, to thank them for their time.

Yes PROCEED TO PRE-TASK AND/OR DATA COLLECTION AND SHARING CONSENT
Mo THANK AND CLOSE

ASK ALL: PRE-TASK

TELL PARTICIPANT ABOUT PRE-TASK: Part of the discussion will focus on a list of current affairs and topics
of interest. We will send/email you a form to fill in based on your rank order in terms of most and least
time spent thinking about these issues, so that it is fresh in your mind.

ASK ALL:

TA COLLECTION AN

RING CONSENT

(19. DATA COLLECTION & SHARING CONSENT

The Zoom Group may be joined by representatives of Thames Water, so they can watch the discussion and
learn as much from it as possible from it. They will not participate in the discussion.

The Zoom Group will be video recorded, to ensure accuracy and for analysis purposes. All recordings will
be securely stored for a period of 12 months (for reference purposes) before being destroyed.

The video footage from the Zoom Group will also be passed to Thames Water, for the purposes of analysis.
Please confirm that is QK

Yes CONTINUE WITH DETAILS
Mo [Click here and type HOLD IN RESERVE or THANK AMD CLOSE]

Q20. The Zoom Group will take place on:

| Date | Time I Place |
| Wednesday 26 July 2023 | 6PM | Online |

The itinerary for the session will be as follows.
Epm — 7.15pm — Group session

7.15pm — 7.45pm — Comfort Break

7.45pm — 9pm — Group session

‘Would you be able to attend? reassure & persuade
IF PARTICIPANT AGREES, CONFIRM DATE, TIME, LOCATION then continue:

Great, thanks. I'll just take a few details, and will let you get on with your day. We will send you more
information by email shortly with details of the next steps.

If for any reason you find you are unable to attend, please could you let me know as soon as possible so
that we can invite someone else to take your place?

Please contact us on 020 8742 2211 if you have any gueries about your incentive. Thank you.

RECRUITER: Please ensure you have filled in the cover page of the RQ, including email address and
mobile number of participant, then lete the following confir i

THANK PARTICIPANT FOR THEIR HELP IN THI5 RESEARCH

Recruiter Confirmations

RECRUITER — VERY IMPORTANT — PLEASE TICK TO CONFIRM YOU FULLY READ OUT THE DATA SHARING
AND CONSENT QUESTION, AND THAT IT MADE SENSE TO BOTH YOU AND THE PARTICIPANT.

e 0

Q21. 1S THE PARTICIPANT CLEAR ABOUT THE PRE-TASK & DID THEY SAY THEY WOULD DO IT?

Clear

Will dg |:|

3621 Thames Water Future Customers
Online Workshop
Recruitment Questionnaire — Group 3

ACcent
|

Coharl 3 (n=9710]

Ay 630

[Einky oo 3 BANE

CriteduT Pelliss 3: el 5 WA
P

T e T L
wribirsatat-coly o TW
Weatat Syl

T L Slabu Tpraatl s WL v
prtsmr shi rmin 3, e
&}

Clnkras Pk [T &, e ]

Localen

Educalizna atan=wnl T
Spraad

Warat BN rscoenei Ry | VAl [N L, mas 4]

Good morming/afternoanesen ing. My name Is ....... from Scout/Accent and | am carrging aut research for
Thames Water inta people’s individual importance anound current affairs and inberests.

WHEN SPEAXING TO THE CORRECT PARTICIFANT REFEAT TEXT ABDWE & CONTINUE:

The research is being conducted under the Market Research Sodety Code of Conduct, which means that
arvy answers you give will be treated in confidence.

Thae research will take the form of a an online 2-howur workshop, for which you would be paid £140 were
you able to assist. You would also be asked to undertake a sall intraductory task before |oining the
workshop fof vp to 10 rmirubes) where you will be asked to rank current affairs ssues and topics of interest
by mast and least important to you. Can | just ask you a few questions to check that you are eligible to take
part in this research?

This call may be recorded for guality congrol purposes.

NOTE TO INTERVIEW ER= 5AMPLE S0URCE |5 Bsourceiexa

WTCHECK. INTERVEEWER: FLEASE CONFIRM YOU HAVE ADVISED THE PARTICIFANT OF:

S Gl e Conneboet
Cally bainng coorchud

WTCHECKD. INTERVIEWER: FLEASE CONFIRM Y OLU HAVE ASCED AND CHECKED THAT THE PARTICIFANT IS
ROT TAXING THE INTERVIEW O & MOBILE DEVICE ANDVOR WHILE DRIVING OR OPERATING
EQUIFMENT

i i darta e Viwa parScigant % s
P, (0L b = e e Lo call Btk Lavar GO TO APFT SCREEM

al.  Any data collected over the course of this interd ew that could be used to ientify you, such as your
niame, address, or other contact details, will be held securely and will not be shared with any third
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party unbess you glue permissian [or undess we are legally required to da so). Our privacy statement
is available at www.accent-mrcomyprivacy)’.
Do youw agree to proceeding with the intendew on this basis?

Tan
e THARK AND CUOSE

(=
5 3
Bt ilated THANE & OLOSE

CHECK QUOTAS

D yous o any of yaur dose famidy work or have worked inthe recent past in the water industry or
starket Research professicns #

i THANK & CLOSE
Mo

Have you ever participated ina market research growp discussion? IF YES, PROBE WHEN
k. in last e rrosths THANE & CLOSE

TV THIRDS OF IRECRUNTS MUST HAVE NEVER BEEN TO A QROUP DISCUSSON BEFDRE

ar.

‘it Is your pastoode? We ane looking for participants in specific areas to take part in this
resarch, and your postoode will be used o ensure you are in scope for this reseanch.

Tewaras Watsar Waite enly
Dol Tharrss Wit
T Watar ony THARNEK & GLGSE

CHECK POATOODE TO ENSURE THAT PARTICIFANT & il THE CORRECT CEOORAPHY [THAMES WATER SiRGLE OR DAL
SUPPLY AREA, SPUIT AS RECIUIRED) CODE DUAL OR SIRGLE SUMALY

CHECK QUOTAS

a4,

s many groups have you been 1o in that pericd*
Orm

23

B Thas 3 THANK & CLOSE

=o' ol are you? CODE AGE GROUP BELOW

25 ex yourgar THAME
2band 30

31er aldar THANE B CLOSE
Rk o THANE B CLOSE

CHECK QUOTAS

SALSMN R ASIAN BRITEH

4. Infan

. Pakistasi

20, Bangledichi

21 Aary ethar Bidan backgeond

BLACK O BLACK BRITISH
11 Caribisean

13 African

14, harg cther Blick Backgreund

CHINESE OR OTHER ETHMIC GROUP

15 Chirsa
16 Ay cthar stheic raus

A7 Prihar sl 50 e

CHECK QUOTAS
CHECK QUOTAS

‘Whiat was the subject matter of the groups you atienced? PROBE AMD WRITE DOWN

W SLUBIECT Wit WATER THANE & CLOSE

Are o

¥ 8
Farrdie

Frashar 1o sl Tyl hascriba rrrg psabar Sora vy
-

Eali ol ol

CHECK QUOTAS

Q1. What ls the bighest level of qualification you have achieved ? SEE MATRIX BELOW

Esiry bavid
Lireid 1
Lireil T
Lireil 3
Lireil &
Liresl 5
Lirsil B
[
Lirsil B
e of Vwrie god i calieni

‘what is the job title of the chief wage carner of your household ¥ This ma be you, your partner,
ane af your parents or other family members, or someone else lving in your household

B SELF-EMPLOYED: ASE IF AUAN AL SWOM-SUAN AL SERUED, CUALIFIED 08 NOT, NUBMBER OF
EMPFLOYEES = THEW LOCK U SELF EMPLOYED TABLE

B MANAGEREXECUTIVE: ASK FOR INDUSTRY SECTOR, NUSIBER OF EMPLOYEES IM COMPANY AND
WANAGE MENT STATUS

B W RANKFGRADE [OVIL SERVANT, NURSING, MILITARY, MAVY, POLCE ETC) BECORD kA NK/GRADE
SPECIFICALLY

B PENSION Bl ALK F STATE (SRADE "E°) O PRIVATEfOCCUPATIOMAL PENSION jORADE ON
PREVBOUS OCCLIPATION]

B UNEMPLOYED: IF MORE THAN & MONTHS A50 [GRAGE “E7], I LESS THAN & MONTHS AG0 (GRADE
b PREVIOUE BEOUPATION)

CODE SEQ

L]
B
(=8

kit |s your mantal status?

Sirge
Pl ur ol partnarship
[ e—

Divaeced

S pr e

LR

CHECK QUOTAS

Ta which of these ethnic groups do you consider you belang to? PROBE AND WRITE DOWN

WHITE
1. Batih
2 Irigk

A, Aavy cthar s e Sachgpreusal

FWAKED

4. ‘White sl Black Caribbaan
hhite asd Black Alicas
hhite asd Asian

Asry bt Winind badeg roand

H@m

Entry lirwnl [FF] Ll I

eniry et arward Tt eniimle THE - grade 1

afliry kel cerifiome: [ELC) GOSE - grades 3, 2, Torgrades 0, | GCSE-pgrades 9, B, 7,8 5, 4 or
eniry lewed dipioma E,F. G grades A7, A B, C

eniry kvl English for spaakiors. of
olher languanes [EE0L)

eniry ket essental skils
eniny kel iunclional skils

el 1 aswvard
el 1 cerificate
vl 1 diploera
vl 1 EECL

Imiermediae: apprentoeshin
lezwel 2 aaward

lerwesl 2 cazrificabe

lewel 2 dihoma

Shils for Like Jeel 1 essental skils Jerowd 2 EECIL
Jewwl 1 funchional skilis el 2 essaniial skls
el 1 naticnal socaticnal vl 2 functional skilis
aualfcaten (M) Jerwit 2 nalional confome
mtskc grades 1, 2 and 3 e 2 ralional dpioma
el 2 BV
matsic grades 4 and 5
O v - gradde A, B or G
Trml ¥ [FE] Trmll
[ FTavel ‘corificate of Nigher eaucaton T o fig eaion |
arcess I higher educalion digoma | WeecEE] foursdation degres

higher apprenioeship
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aponc B r cale i) r 3 ]
applied geoge Jerwes 4 et Jerwes 5 et
AE heen |l 4 corificate lerwe! 5§ cerificates
Imermational Baccalouremie dploma | lewel 4 diplora oot § diploera
ezl 3 awvard w4 BV ezl § DD
vl 3 corificats
lerwnel 3 clizd oo
leweed 3 EECIL
erwzl 3 maational oo Foae
lerwe! 3 raalional of ploma
lerwiel 3 MW
music grades &, 7 and 8
T Lizwizl
By hewed
el B Tl 7 el B
[ degres appremceshin IMeRraied mashers oogres, for ‘Sncinrae, 107 CRanin gesatat
dagros wih honows - bor exampie | SRMOR B b snallerng EEsasTy (FhD or DFhI)
bachior of th arts (BA] hons, WEng) et B awward
Eachergr ol poiongg |FED) hons lered T awvard Jerwd B crificate
igraciuaie cerificaie lerwed T corificabe Jrersl B diploera
graduale dicloa herwel 7 clid oo
vl B award el T MV
lereel B crificane asiErs e, Ior cuampe Sapke
Jeesl B diploera %EICE W), miasher of Soknos
et B BT =
oodnany cegecwinoa honpwrs. | Pon vt certificaln
posigraduie cerificale in education
(FGCE]
peslgadate digkma

CHECK QUOTAS

]

Q13.  This research will be conducted ower Zoom — the anline meeting platform. How profident would
¥OU Sy you are at wsing the Intemet, and Zoom spedfcaly?
1 i ey ikt et sl g Ui il o) sl Zisen
I bl i 1w gz Fdiont st wriing Ve | it and Joo=
i ot Rowd cosfidint abeun uil g the imerset and Toom THARNE AND CLOSE
wszuld ratbr ot wis the inerse? i1 didn’t haves so THANKE AND CUOSE
ik et wriie the ireart it all THARE AD CLOSE

Qld. Do you have access toa desktop or laptop computer, or a lange- format tablet (such as an iPad with
a large soreer), which is connected to a reliablz and stable intermet connectian, on which you could
take part in 3 Zocm intervies?

Vas
Pie THANE ARND CLOSE

a15.  Which of the follosing most chosely matohes your current study'wark situation?
1. A pchosl o collige THANK AND CLOSE

2. In an appreisihip

3. A uniearsity [usdengraduite o poil gradune selie)
4. Whadking full or part tns

5. Predar sl o i THAME AND CLOSE

CHECK QUOTAS

Q16  Which of the falkoeing best desoribes your corment living situation?
i e with paen]s)guardias]s) asd thisy ane reipenidble lor paying e wites bl

2. liewin stwrwd sceom=edation acl somee v o gmish S g te st bl

3. liewin st accemmedation and mater bk an incudid within my pst

4. e st sscorvalation arnd | am rasgonbiv, o hures s hared rassoss i i, for e il
5. lienin sccem=ndation which | ce=

6. Frifar st be iy THANE AND CLOSE

CHECK QUOTAS

Ql7. Do you have any dhildren?
1. Yas
1. Ma

CHECK QUOTAS

Invitation: Group (Foom) dEcussion

Q18. Thankyou for answening those questions. Would you be willing ta attend an onling warkshap,
wehich will be held an Zoom, that we are halding for Thames Water about the importance of vanous
current affairs isoues? There will be about B ar 9 ather people just like yourself. The group will b
held in accordance with the Code of Conduct of the Market Research Sockety. The group will last
around 3 haurs. All participants will receke £140, ta be paid by BACS, bo thank them for their time.

ik PROCEED TO PRE-TASK ANDDR DATA OOULECTION AND § HAR MG CONSENT
o THANK AND CUOSE

TELL PARTICIPANT ABOUT PRE-TASK: Part of the ciscussion will foous on a list of ourrent affairs and topics
of interest. We wil sendfermail you a form to Al in based on your rark order in terrs of mest and least
time spenit thinking about these isswes, so that it is fresh in your mind.

ASK ALL: pATA COLLECTION AND SHARING CONSENT

OI9. DATA ODLLECTRON & SHARING CDNSENT

The Zoomn Group may be jained by representaties of Thames Water, so they can wateh the disoussion and
learn as much from it 2 possible from it They will not participate in the disoussian.

Thi fioom Group will be video recorded, bo ensure acouracy and for analysis purposes. All recordings will
be securely stored for a periad of 13 months [for reference purposes| befare being destroyed.

The wideo foatage from the: Zoom Group will also be passed to Thames Water, for the purposes of analysis.
Please confirm that is 05

i OOMTINLE WITH DETARY
M| Click hiva and typs BOLD |N RESERVE or THANE AND CLOGE]

Q0. The Foom Group will take place one

[ aa = [ Hacs: ]
tednandley T Aily 1003 [ &ma | Girdine |

Thee itineramy for the session will ke as follows.
&om — 7. 15pm — Group sesskan

T.15pm— 7.45pm — Comfort Break

T ASpm — Gpm — Group sesskon

il i B i i 1o %and? sidrders & periisde
IF PARTICIFANT AGREES, CONFIRM DATE, TIME, LOCATION whis continii:

Great, thanks. I'll just take a few details_and will let you get an with your day. We will send you mare
irdormatian by email sheartly with detadls of the nest steps.

1 for any reason you find you are unable to attend, please could you let me know as soon as possible so
thak we can invite somaone alse ta take your place?

Please contact us on 030 8722 7211 if you hawe any quenies about your incertive. Thank you.

RECRLITER: Please ensura you hawe filked in the cover page of the RO, Including emad address and
mobile number of partiripast, then comiplote the following confirmations.

THANK PARTICIFANT FOR THEIR HELF IN THIS RESEARCH

Recruiter Confirmat

RECRLNTER — VERY IMPORTANT — PLEASE TIOK TO CONFIRM WOL FULLY READ OUT THE DATA SHARERG
AND CONSENT QUESTRON, AND THAT IT MADE SENSE TOBOTH ¥OU AND THE PARTICIFANT.

- O

Q21. IS THE PARTICIFANT CLEAR ABODUT THE PRE-TASK & DID THEY SAY THEY WOLULD DO IT?

Chair
il da
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Pre-task

3621 Thames Water Future Customers

PRE-TASK SCRIPT: AEC@ nt

Hello and thank you very much for agreeing to be part of our exciting research project.

As part of this important project, we will be talking to people about how important current affairs issues or
topics of interest are to them. We're delighted that you will be coming along to one of these sessions.

Before you come along, we need you to read through the following and complete the exercise before
attending the session, which is all laid cut on the following screens. It has been designed to take no lenger
than 10 minutes of your time.

The exercise involves ranking the issues presented in order of importance to you. Please answer honestly.
There are no correct or incorrect answers and you will not be judged on your responses. If you have guestions
then please type them in as you go slong in the spaces provided.

If you have any technical issues related to this platform and completing the exercise then please contact
omar.shareef@accent-mr.com. We are really looking forward to meeting you.
Accent Research Team

Introduction to Task
The following are topics of interest or current affairs issues:

m L

Changing energy

Buying/ renting
home

Importance of issues

hcare, Water lost from
including menta wiaber pipes (wates
health care leakage)

Question 1: Please read each of the issues listed above. Please choose and rank the five you spend the most
time thinking about.
1.

L

Question 2: Please read each of the issues listed above. Please choose and rank the three you spend the
least time thinking about.

1.

2.

3.

Question 3; @ Is there any issue that is very important to you that has not been captured in this task? If so,
please write it here: .

We are looking forward to meeting you. If you have any questions before the session, please contact us at:

omar.shareef@accent-mr.com. See you very soon.
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Topic guide

3621 Thames Water Future Customers

Group Topic Guide AECE‘HT:

Good evening... My name i .. and | work for an independent marnket research company mlled Acoent. We
are cancucting research for Thames Water locking at the indicwals” mportance of current affairs (ssues.
Trank you very much for agresing to help us with this researdh and for being here this evening.

Thee research is being conducted in accordance with the Code of Conduct of the Market Research Sodety
(MRS gyl gy with the Data Probection Act, with wham Accent is registered. This means that everything
you say here this evening is confidential and will not be attribubed to you personally.

This secsian is being W deo reconded and will be shared with representatives of Thames Water. Mease don't
Izt that stop you expressing your views frankly. F'm also recording the session to ensure accuracy inreporting
back what | hear today, sol do not hase to by to remember what you bawe all said, soit'll be wsed for analysis
punposes only. This is standard market research procedure. The recordings will not be passed to any thind
party nat associated with the research project.

Tz se<csion will last anound 2 hours.

Can | skres that wie ane looking for your views. There are na right oF wiang answers. | hape you wil all
conkribute to the disossian.

= Mame
= Profession or student
= Hohbiesfinterests

3 x Group Disoussions 30 mins

W Currerit Affairs Awareness
- What ourrent affairs ane you mast aware of and why?
- How hawe sources like media, soclal mecla, and your peers Influsnced your awareness anc
understanding of these issues?
B Pgrsonal mportance and Passion
- How impartant are these (ssues to you personally?
- fre there any issues you feel partioularty passionate about, either in support or oppositions Why?
- How oo these isswes affect vour dady Ide?
W Critical Jurnchures and Change Dwer Time
- Disouss any oritical maments or evenits inyour life that have ggnificantly shaped your views on these
Issues,
- Hawe your thoughts or concerns about these ssues changed ower time ? I za, why?
B Future Espectations
- oW 0o you expect your interest or passion about these issues wall change in the future®

= aw thinking about water and sewage lssues, do you ever think of any of these things? Where do they
feature inyour kst of pricetes, i 2t all? [Show list on screen briefly)
- Hauing safe, high quality drinking water
- Hawing a reliable supply of water with minimal disruption
- Having enaugh water now and in the future, inchuding water leaks being fxed
- Masewers flooding into or arcund properties
- Marverpallution fram sewage overflows
- Water comipanies to reduce thesr iImpact and restare the eoadronmest
- Good oustomer serdoe from water companies
- Fair and affordable bills for water and wastewater services
W Have your views on any of these changed recently? If so, why?
W Group spokesperson presents a summary of thedir disoussion to all participants
W Cross-Generational insights
- Dascuss how your awareness, understancing, and passkon abowt oumrent affairs has been influencec
bry the insights from the ather age groups.
- Explore which aspects resonated with you and which differed from your own perspective.
- Dovyou believe there is any inter-generational tension surrounding any of the issues discussed today?
1 5o, what causes this?
W Caollectioe Priorities and Passion
- [dentify the issues that seem to be the mostimportant anc/or elicibed the most passion across all age
Aroups.
- Dimouss why thase isswes stand cart andl what comman concermns or thoughes exist.
W pdedia and Feer influsrce
- Discuss how media, sodal media, and your family or peers affect your views and passion about these
ISouEs.
- Explore any specfic instances when these influences led to a significant dhange in your perspective
or behand our.
B Future Engagement
- ko will this disoussian influsnee wour future engagement with current affairs?
- what steps will you take to stay informed, active, and regponsive®

B Maw thinking about water ard sewage issues, where do these things feature In your list of prionties, If
at all? |Show list on screen briefly)
- Having safe, high quality drinking water
- Hawinga reliable supply of water with minimal disruptian

- Having enaugh water now and in the future, inchding water leaks being foec
- Masewers flooding into or arcund properies
- Marver paliotion from sewage overflows
- Water companies to recuce thelr iImpact and restare the epadrnnmest
- Good oustomer serdoe from water companies
- Fair and affordable bills for water and wastewater serdces
W Have your views on any of these changed recenthy? f so, why?
W Dayou consider there ko be a difference in views an this bebseen age groups?

Plenary discussion - all 15 mins

B Group spokesperson presents a summary of their discussian ta all participants.

‘Wirap and Oose

Tharnk you very much.

S mins (180}

Can | finally ask whether any of you would be happy to be contacted again if we neec chnfication of amy of
your comments tonight ar to take part in other research for Thames Water?

MODERATOR: PLEASE COMPLETE THE TABLE BELOW FOR ALL WHO SAY YES

3 Plaasa sign to confirm you are happy to ba
contacted for clartfication or to take part
Resaarch | in further research for Thames Water
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It's everyone’s water

Accent conforms to the requirements of ISO 20252:2019
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