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1. Introduction (2 minutes) 

Thank you for participating in this consultation as Portsmouth Water prepares for the future.  

Portsmouth Water are developing their 5-year plan. There are some specific choices that will 

form part of the plan: these are the focus of the consultation document that we sent you.  

This research will focus on the choices facing Portsmouth Water and reflect on Portsmouth 

Water’s proposed vision for the long term too. 

This interview is an opportunity to give us your views  and identify where the proposed plans 

address the priorities of its non-household customers. Portsmouth Water is also canvassing its 

household customers. The overarching objective is to anchor its future plans in what matters 

most to the people of Portsmouth and its surrounds. 

I have a discussion guide that I will take us through – but this research is qualitative in nature 

and designed to be conversational. 

Before we start I will just reiterate the details of the research: 

• Blue Marble is an independent research agency 

• The research session is being conducted on the basis of anonymity and in accordance 

with the Market Research Society Code of Conduct.  

• No personally identifiable information will be passed on to Portsmouth Water or anyone 

else 

• The session will be audio-recorded so that the research team can listen back to the 

interview afterwards for analysis purposes. The recording will be securely deleted once 

the project is completed 

• The purpose of the call is only for the research described 

• You can change your mind about us using your personal data at any time 

Blue Marble researcher to ask respondent to confirm if they are happy to go ahead on this 

basis. 

 

2. Business context (5 minutes) 

• Tell me about the organisation:  

o What does your organisation do?  

o How many people work for the organisation? (PROMPT: if multi-site operation, 

how many people across all sites within the region) 

• Tell me about you:  

o What is your role?  

• Tell me about the operating context:  

o What are the main challenges facing your business? And your customers? 

o What are the main opportunities facing your business? And your customers?  

3. Perceptions/relationship with Portsmouth Water (5 minutes) 

• Tell me about water in your organisation: 

o Give me a sense of the type of premises you have? 

o If you are operating one or more sites, do they have different roles? 

o What do you use water for in your business?  



 
o How critical is water the everyday running of your business?  

• How would you describe your relationship with Portsmouth Water?  

• Explain how you interact with Portsmouth Water: meetings, directed communications, 

what you see or hear in the media etc. 

• How would you describe Portsmouth Water, its performance and reputation as a water 

company? 

o Are there areas that you see as particular strengths… 

o … or weaknesses/areas you’d like to see improved? 

 

• We provided you with some pre-reading material which we will go through in more detail 

as the conversation progresses. Before we go into that I’d like to find out: 

o What were your initial thoughts/impressions of the online survey (what you read)? 

o What was your main take out? 

▪ How do you feel about this? 

 

4. Future bill options (5 minutes) 

I’m going to now show you part of Portsmouth Water’s plan which looks at the investment 

Portsmouth Water needs to make to meet their legal obligations and make sure their services 

are fit for the future. There are 3 outlined options to show how Portsmouth Water can spread 

the impact of these investments on customer bills. 

Moderator to show stimulus showing future bill options and what they mean 

 

• What is your first response upon seeing this? 

• In what ways, if any, do you think these bill 

increases will impact customers? 

o How affordable to these bill increases feel? 

• In what ways, if any, do you think these bill 

increases will impact you and the organisation you 

work for? 

• Looking at the 3 bill options here, talk me through 

your thoughts on each. 

o Which of the three bill options here do you 

think is your preferred option? Please talk 

me through your rationale. 

o Which of the three bill options here do you think would be the worst option and 

why? 

 

5. 4 key investment areas (20 minutes) 

We are now going to take a look at the 4 specific investment choices that Portsmouth Water 

is consulting about and would like to hear your thoughts. 

Moderator to rotate order in which areas are presented. 

We are going to start with [FIRST INVESTMENT AREA]: 

Moderator to show one-pager outlining investment area and talk respondent through. 

 

 

 

 

 



 
 

A - REDUCING LEAKAGE 

• What is your first response upon reading this? 

• How important do you feel this area is? 

• How does this relate to you and the people you 

represent? 

• By what time do you think Portsmouth Water should 

halve leakage? 

• What are your thoughts on the 3 investment options 

outlined? 

o What are they key things you’re taking into 

account? 

o Which of these options is your preferred? 

o What is driving your choice here? 

▪ What are they key things you’re having to weigh up? Probe: society, 

cost/the needs of organisation they work for 

▪ How difficult a decision is it to make for you? 

o Are there any specific groups or people you represent who you’re particularly 

thinking about when making this decision? 

• Do you have any questions or concerns? 

B - KEEPING YOUR WATER SUPPLY RELIABLE 

• What is your first response upon reading this? 

• How important do you feel this area is? 

• How does this relate to you and the people you 

represent? 

• What are your thoughts on the 3 investment options 

outlined? 

o How much should Portsmouth Water invest to 

improve and upgrade their pipes and pumps, 

to make ensure a reliable water supply in 

future? 

o What are they key things you’re taking into 

account? 

o Which of these options is your preferred? 

o What is driving your choice here? 

▪ What are they key things you’re having to weigh up? Probe: society, 

cost/the organisation they work for 

▪ How difficult a decision is it to make for you? 

o Are there any specific groups or people you represent who you’re particularly 

thinking about when making this decision? 

• Do you have any questions or concerns? 



 
C - ENHANCING THE LOCAL ENVIRONMENT AND 

WILDLIFE 

• What is your first response upon reading this? 

• How important do you feel this area is? 

• How does this relate to you and the people you 

represent? 

• What are your thoughts on the 3 investment options 

outlined? 

• Do you think Portsmouth Water should do more 

beyond their legal requirements to enhance the 

environment?  

o If so, why? And how much? 

o If not, why not? 

o What are they key things you’re taking into account? 

o Which of these options is your preferred? 

o What is driving your choice here? 

▪ What are they key things you’re having to weigh up?  

▪ How difficult a decision is it to make for you? 

• Do you have any questions or concerns? 

 

NB for businesses if time is stretched, lead replacement discussion can be brief 

D - FINDING AND REPLACING WATER PIPES MADE OF LEAD 

• What is your first response upon reading this? 

• How important do you feel this area is? 

• How does this relate to you and the people you 

represent? 

• How soon should Portsmouth Water aim to replace 

lead pipes at all their customers’ properties and 

premises? 

• What are your thoughts on the 3 investment options 

outlined? 

o What are they key things you’re taking into 

account? 

o Which of these options is your preferred? 

o What is driving your choice here? 

▪ What are they key things you’re having to weigh up? Probe: society, 

cost/the organisation they work for 

▪ How difficult a decision is it to make for you? 

o Are there any specific groups or people you represent who you’re particularly 

thinking about when making this decision? 

• Do you have any questions or concerns? 

 

 

6. Online survey (6 minutes) 

ONLY IF THEY HAVE NOT COMPLETED THE ONLINE SURVEY 

As you’ll have seen from the document, there is a short survey that enables you to make the 

choices and see how the bills are impacted. The survey uses a £500 bill as an illustration but it 

will be worth considering what this would be for your organisations annual bill. 

 



 
I’ll open the survey and run you through it. Please commentate as we go through it – it will 

take 6 minutes and then we are done! 

 

The LIVE link Non household respondents:  

NB: researcher to flick through the information slides at the start of the survey as these repeat 

what the respondent has just seen. 

https://alligator.focusvision.com/survey/selfserve/54a/230223?list=99&ds=8 

 

 

7. And finally (2 minutes) 

ONLY IF THEY HAVE COMPLETED THE ONLINE SURVEY 

 

Thank you for having completed the online survey before the interview. We are interested to 

know how well that conveyed the topics that we discussed during the interview 

Did the survey give you a good account of the different investment areas? 

What information was missing? 

How could it be improved? 

 

Thank you very much for your time today, we really appreciate you taking the time to 

provide this feedback. 

Should you have any questions, please do not hesitate to get in touch. 

 

https://alligator.focusvision.com/survey/selfserve/54a/230223?list=99&ds=8

