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1. Cohort 1 - Refresher Session – 
Information Sheet   
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2. Cohort 1 - Refresher Session - Discussion Guide                                                                                                                    
Water Services in Scotland: Strategy, Funding and Pricing 

Cohort 1 Refresher Session Discussion Guide 
Wednesday 11 June, 6-7.30pm. Group of 55-60 participants, with 8-9 pre-assigned break-out groups (of 6-7 participants each) 
Overarching objectives:  

• maintain engagement with participants while the draft business plan is being developed, 
• recap on what they learned/discussed in phase 1 and take stock of current views, 
• introduce some broader perspectives on business planning in the water sector and on consumer pricing, and  
• explore issues for the development and refinement of Scottish Water’s business plan that are important to participants.    

Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

17.30 – 17.50 
 

Set-up: 
Facilitators 
check in 
20 mins 

Ensure technology is 
set-up correctly 
before participants 
enter the room  

Chair, facilitators and tech team only 
• Test link, mics and cameras. 
• Test who has the host/co-host function and ensure it is allocated to the right team 

member(s) for assigning break out rooms.  
• Make all facilitators co-hosts. 
• Change screen name to NAME – Org – Chair/Facilitator. 

 
Check everyone is on the WhatsApp group for facilitation team to be able to ask 
questions 
• Facilitators, speakers and observers allowed in early and asked to change screen 

name 
• Meanwhile tech support is assigning participants who are in the waiting room, 

facilitators, experts and observers to break-out rooms. 
 

17.50-18.00 
 

Participant 
check-in 
10 mins 

Enable participants 
to get settled and 
resolve any tech 
issues 

Participants log into the online session 
• Participants encouraged to join the Zoom session early to check in and check their 

video/mic.  
• Participants encouraged to get a pen and paper and get settled somewhere quiet. 
• Register as people join and change screen names as necessary to first name and first 

initial of surname (e.g. Jane S). 
 

18.00 – 18.10 
 

Welcome, 
introductions 

To welcome and 
orientate 

Ipsos Chair to welcome everyone:  
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Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

 and context 
setting  
10 mins 

participants, 
enabling them to 
settle in and 
providing a sense of 
safety 

Participants allocated to break-out groups, but not put in them. 
 
• Reminds participants of the overall aims of the research, what their participation 

will involve, and the role that the public will play. Highlights what the end goal is i.e. to 
help inform Scottish Water’s business plan and decisions around future investment 
and charges.  

 
• Reminds them of the SRC27 process and how this research is informing this, 

including the role of Consumer Scotland “Consumer Scotland’s role in this process is 
to ensure that the views of consumers’ are reflected in Scottish Water’s Business 
Plan and that affordability issues have been taken into consideration when setting 
water charges. and that decisions about where to invest reflect what is most 
important to Scottish Water’s customers.” 

 
• Explains their role “Your role is to help make sure that the views of customers are 

listened to as part of the review. Your views will inform Scottish Water’s business 
plan, which sets out what it is going to do and when. Your input is part of a range of 
public engagement that Scottish Water is undertaking to hear from a wide range of 
customers as part of SRC27. You will hear more about what progress has been made 
on the business plan shortly.” 
 

• Provides summary of overall process (i.e. number of future workshops and online 
community) and today’s agenda (including time of breaks and finishing time).  

 
• Explain purpose of today’s session, acts like a “refresher” session to help remind 

them of some of the key concepts, hear how they are currently thinking, and to think 
about some of the issues that they will discuss in more detail at the next workshop 
when they get into the detail of the draft business plan.  

 
• Explain that there will be presenters joining later to introduce them to some broader 

considerations they might want to think about when discussing the business plan.  
 

• Explains who is here – our group of participants representing people from across 
Scotland, Ipsos facilitators, presenters, and any observers.  
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Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

• Housekeeping, ground rules – mention that plenary sessions will be recorded so 
keep camera off if don’t want to be visible during that. Reminder to only have first 
name and first letter of surname showing. 

 
• Provide assurances around the scope of the research and confidentiality 
 

18.10-18.20 Recap on 
session 1 and 
what happens 
now 
 
(10 mins) 

To remind 
participants of key 
concepts they 
learned in the first 
workshop 

Recap  
Ipsos chair to present a summary of the key topics they learned about, and what they told 
us, in phase 1. These will be shared with participants in advance in their “refresher pack”, 
so this introduction will focus on high level themes with a focus on the key findings from 
participants’ discussions (as outlined in the Phase 1 report)  
 

• Water and wastewater services in Scotland 
• Scottish Water’s role and publicly owned status 
• Challenges and Scottish Water’s performance 
• Future challenges 

 
What happens now 
Chair provides update on the status of the business plan, stating that Scottish Water has 
just finished its draft Business Plan; it has been submitted to WICS; that it has been 
based on various strands of public engagement, including the feedback from the first 
workshop; and explaining that the business plan is not yet final. Explain that we will be 
looking at the business plan in detail in the next workshop in August, so that their 
feedback can help shape the final business plan. 
 
Further details if needed: Shortly after this session, Scottish Water is due to submit its 
draft business plan to WICS which marks an important stage in the Strategic Review 
process. This draft version of the plan has been informed by various strands of work, 
including research commissioned by Scottish Water to gain an early sense of customer 
priorities and views on pricing. As part of the process, Scottish Water were also provided 
with early sight of the findings from the first phase of this project.  
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Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

We are now moving into a stage of the process in which your input will be crucial – 
informing the evolution of the draft business plan into the final version. In August, we’ll 
look to understand your views on this draft plan, how it aims to protect and enhance 
Scotland’s water services, and how this will impact your bills in future. Later in the 
autumn, after hearing your views and concerns – the Scottish Water team will come back 
and explain how they’ve aimed to take these onboard as they work to deliver the final 
version of the Business Plan. 
  
Today’s session will introduce them to so external perspectives that should help prepare 
them for the later sessions that are focussed on the business plan content.  
 

18.20 Move to pre-allocated break-out rooms 
18.20 – 18.35 
 

Break-out group 
introductions 
and warm-up 
discussion, and 
key issues for 
them 
 
15 mins 

To allow participants 
to meet others and 
warm up / explore 
top-of-mind 
perceptions of water 
services. 

Break-out group introductions  
Facilitator welcomes participants, thanks them for their participation and introduces 
themselves. Collects permission/consent for recording. 
START RECORDING 
• Please briefly tell everyone your first name, what part of Scotland you live in 

 
• What one topic or piece of information was most memorable about the previous 

workshop? 
o Check if any concerns or questions  

 
• Has anyone changed their views on any issues since the last session?  

 
• What prompted that?  
• Taking part in this process, or something else?  

 

• Thinking about what you’ve learned or heard so far about water and wastewater 
services in Scotland, what are the key considerations  for you at the moment?   

 
• Why is that important? 
• What have you seen or heard that led you to feel that way? 
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Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

• Where did you see or hear that? Probe to understand whether it’s something that 
participants learned about it in WS1 or heard elsewhere (e.g. news, social media, 
conversations with family/friends) 

• What action would you like to see taken in response to these issues (by Scottish 
Water or anyone else)? 
 

Facilitator thanks participants and acknowledges we will now move to plenary to see the 
first presentation. 

18.35 Move to plenary 
 
18.35-18.45 Presentation 1: 

Consumer 
pricing 
  
10 mins  
 

Presentation to 
inform participants’ 
learning 

Plenary presentation 2 (live) 
Chair introduces first speaker, Joao Souza from Fraser of Allander Institute. Chair to 
highlight that Scottish Water’s business planning is taking place within a wider context of 
consumer pricing and inflation. The purpose of this presentation is to briefly explain 
some of these economic concepts to help participants understand this context. Chair to 
acknowledge that these are complex topics, and reassure participants that we’re not 
expecting them to become economic experts overnight! This is just intended to set the 
scene ahead of the business plan review that they will do in the next phase. 
 
Presenter: Joao Souza, Fraser of Allander Institute   
 

This presentation will explain some broad economic concepts, helping participants to take these 
into consideration when they review and comment on the draft business plan. It will explain how 
consumer pricing has performed over recent years, what has driven increases in consumer 
goods, and the relationship between market forces, inflation, and pricing. It will provide an outline 
of likely economic trends in future years, again to provide context for Scottish Water’s business 
plan and future pricing.  

 

18.45 – 
18:55 
 
 
 

Presentation 2: 
Business 
planning in the 
water industry 
  

Presentation to 
inform participants’ 
learning 

Plenary presentation 1 (live) 
Chair introduces next speaker, Steve Hobbs from CCW . Chair to highlight that CCW 
represents consumer voice in England and Wales, where the water sector is very 
different to Scotland (i.e. there are multiple private companies delivering water services 
in Eng/Wales as opposed to one publicly owned provider in Scotland, and how customers 
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Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

 10 mins  
 

pay for their water is also different – through council tax rather than metered). Chair 
reminds participants that the SR process in Eng/Wales therefore had different 
considerations, but there are some overall reflections of the process that they might find 
useful to hear about from how others have experienced it. 
 
Presenter: Steve Hobbs, Consumer Council for Water (CCW) 
The presentation will provide participants with a water industry perspective from 
outside of Scotland. Drawing on experiences in England, it will help them to understand 
some of the considerations that need to be taken as Scottish Water prepares its 
business plan and sets pricing.  

18.55 Move to break-out rooms (allows for a 5 minute buffer for presentations overrun)  

18.55 – 19.10 Reflections 
 
15 mins 

To enable 
participants to 
reflect and gather 
initial views 

Break-out discussions  
 

• What stood out to you from those presentations? Why? 
 

• Is anything surprising to hear, or new to you?  
[IF NEEDED, PROMPT BY EXPLORING REACTIONS TO THE MAIN TOPICS OF THE 
PRESENTATIONS]  
 

• What do you think about the way consumer prices have performed and how they 
might look in future (as described in the Fraser of Allander presentation)? 

o Had you thought much about this before today? 
o What does that mean for the discussions you will be having about the 

business plan?  
o Is there now anything in particular you will be looking out for when you see 

the business plan? 
o Has anything you heard in that presentation changed your view about 

anything? 
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Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

• What do you think about the types of considerations that water companies 
typically have to think about as they develop their business plan (as described in 
the CCW presentation)? 
Facilitator to remind participants that price setting in other parts of the UK is 
different to Scotland. 

o What does that mean for the discussions you will be having about the 
business plan?  

o Is there now anything in particular you will be looking out when you see the 
business plan? 

o Has anything you heard in that presentation changed your view about 
anything? 
 

• Is there anything that is still unclear and that you would like more information 
about?  
 

19.10-19.25 Reflections  
 
15 mins 

 Break-out discussions 
• Based on what you’ve heard this evening, what are the key considerations for you 

now?  
o Is that the same as before, or something new? 
o What makes that feel important? 
o Is there anything you have heard tonight that has changed your mind about 

that? 
 

• As noted at the start, the next workshop will involve discussing Scottish Water’s 
draft business plan in more detail. What do you think are the most important things 
that Scottish Water should focus on as it works towards its final business plan?  

o PROBE IF NECESSARY: What about some of the topics you heard about in the 
previous session such as: 

▪ Maintaining its existing level of performance 
▪ Investing in ageing infrastructure 
▪ Responding to the challenges posed by climate change 
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Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

▪ Protecting the most vulnerable consumers?  

 

• Are there any aspects of the business planning process that you would like to 
understand more about? 

 

19.25 Move to plenary 

19.25-19.30 Summary and 
close 
 
5 mins  

To orientate 
participants and 
encourage 
continued 
engagement 

Chair to close the day: 
• Brief overview of what has been covered 
• Brief overview of what to expect in later workshops (and reiterating plans for 

confirming details on this) 
• Reminder of the online community and when this will be open 
• Reminder of incentives process 

 
Thank participants and close  
Note facilitators and tech support will only leave once all participants have left, and all 
facilitators can encourage participants to come off mute, wave and say goodbye by 
doing so. 
 
Facilitators to make a note of any questions raised in group discussions ready to share 
with research team. 
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3. Cohort 1 - Refresher Session – CCW – Presentation on PR24 
in England and Wales  
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4. Cohort 1 - Refresher Session – Fraser of Allander Institute  
– Consumer Prices Presentation 
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5. Online Community - Phase 2 Engagement – Weeks 1 and 2 
Activities 

 
Online Community Activities: weeks 1-2 (w/c 4 – w/c 11 Aug) 
Some things to note: 

- Each row in the table is an ‘activity’ that will be available for participants to click into, read, and respond to. Some activities will be for 
sharing information, while others will involve participation (e.g. asking participants to share a comment, complete an exercise or 
answer questions).  

- Some activities will stay on the online community throughout and will be added to on an ongoing basis (e.g. learning corner, Q&A, 
discussion forum), while others will be on for a limited time.  

o For ongoing activities: we will add new content as separate ‘topics’ within the activity, so that participants can see when new 
information is added. We have labelled these in the script below for reviewing purposes. 

o For time-limited activities: we would send regular reminders, including details of when the activity will end, to encourage 
participation. 

- Some activities will be for all, others will be for Cohort 1 or Cohort 2 only (see Cohort column). For the first couple of weeks, most 
activities will be open to all. 

Week Activity Cohort Script Supporting 
information 
required from 
CS/SW 

1 
w/c 4 
Aug 

Welcome 
(information) 

ALL Welcome to the Online Community! 
 
Thank you for all of your contributions to the research so far. We hope you are looking forward to hearing 
more about Scottish Water’s business plan and we look forward to hearing your views over the coming 
weeks. 
 
You are part of a group of 100 customers accessing this online community. Until now, some of you have 
taken part in a big online workshop, and some of you have taken part in smaller group or one-to-one 
discussions. But through the online community you will be able to interact with everyone! 
 
 

None 
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Week Activity Cohort Script Supporting 
information 
required from 
CS/SW 

Through this online community, you will be able to keep in touch with other members, share your views, and 
access learning resources whenever you like.  
 
Over the next couple of weeks, you will mostly be receiving information from us to help you familiarise 
yourself with the platform and to recap on what’s been covered so far.  
 
After that, we will post tasks, activities or questions for you to complete from time to time. These will be 
quick to do and can be completed when it suits you.  
 
You should receive notifications whenever there are new activities to do. An Ipsos researcher may follow 
up on your posts, so keep an eye out for messages from us. You can message us at any time if you have any 
queries. 
 
We invite you to explore the online community, including the learning corner, which contains lots of useful 
resources. The first activity is available for you now, this is a summary of what you’ve told us so far that 
we’d like you to read and share your views on. 
 
Before you head off to explore, here are some ground rules for taking part in the online community:  
 

• Please refrain from posting anything that could identify yourself or others (for example full names, 
addresses, or email addresses).  

• We want everyone to share their views and opinions, and it’s okay to disagree! But we ask that you 
are respectful of the views of others on the community. Personal attacks, rants, and inflammatory 
language are not acceptable. 

• Please avoid "YELLING": i.e. do not use all caps, as it can come across as shouting and is difficult to 
read. 

• If you have any issues in answering questions or taking part in any of the activities, please let one 
of the moderators in the community know and we will be happy to help!  

 
We really hope you’ll enjoy being part of the discussions and sharing your thoughts as we look at Scottish 
Water’s draft business plan over the next few months. 
 

1 
w/c 4 
Aug 

What you’ve told 
us so far 
(information & 
participation) 

ALL Earlier this year, you all shared your initial views on water and wate water services, responded to the 
information you heard (such as the challenges facing the water sector, Scottish Water’s current 
performance, and plans for the future). You also shared your expectations of Scottish Water’s draft 
business plan. 
 

None 
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Week Activity Cohort Script Supporting 
information 
required from 
CS/SW 

Here is a brief summary of what we covered in those early discussions, and what we heard from you: 
 

• You started by telling us what words or phrases come to mind when you think of water in Scotland, 
and we have pulled these together in a word cloud, see below: 

 
• After hearing more information about water and waste water services in Scotland, you shared your 

views. Here are just a few things that stood out: 
o There was a generally positive view of Scottish Water and its services, but wanted to know 

more about how it compares to other providers, particular on things like water quality and 
waste water compliance. 

o You raised some concerns included high operational costs, executive salaries, and past 
environmental fines. 

o You thought the Long-Term Strategy was sensible on the whole, however some of you 
thought that the plan lacked ambition and could go further. 
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Week Activity Cohort Script Supporting 
information 
required from 
CS/SW 

o You suggested that the Strategy should focus on sewer flooding, pipe repairs, water 
quality, uninterrupted supply, and eco-friendly practices. 

o You had concerns about future charges impacting low-income households and 
emphasised the need to balance affordability and service quality. 

o You highlighted the importance of Scottish Water maintaining public trust and confidence 
through transparent communication as the Business Plan develops. 

 
What do you think of this summary?  
Is there anything you particularly agree, or disagree with?  
Is there anything missing that you’d like to add? 
 
PARTICIPANTS CAN ADD COMMENTS/SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND 
RESPONDS TO COMMENTS. 

 1  
w/c 4 
Aug 

Learning corner 
(information & 
participation) 

ALL Welcome to the learning corner! 
 
Here is where you’ll find all the materials from previous sessions, including presentation recordings and 
slides, and other resources that we think might be helpful. They are simply here for you to reflect on, read 
in your spare time, or refresh yourself on the topic. 
 
All the resources are for your own use, so feel free to engage with them as much or as little as you like. If 
you have any questions, or suggestions for things we can add to the learning corner, please just let us 
know! 
 
Topic 1: Scottish Water presentations 
Here are the presentations that Scottish Water gave at a workshop in March 2025. Those of you who took 
part in smaller group discussions will have seen these slides delivered by an Ipsos moderator. The full 
presentations are available to watch back any time here. Let us know what you think by adding comments 
below: 
 
[PRESENTATION RECORDINGS, HOSTED ON YOUTUBE, WILL BE EMBEDDED HERE FOR PARTICIPANTS TO 
PLAY BACK] 
 
Topic 2: What is inflation and why does it matter? 
 
Inflation is a measure of how the price of goods and services changes over time. It is worked out by 
checking the price of lots of different goods and services. The idea is to include the sorts of things that 
people spend money on, from everyday items (like a loaf of bread and a bus ticket) to much larger ones, (like 

None 
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Week Activity Cohort Script Supporting 
information 
required from 
CS/SW 

a car, holiday). Utility bills are also included in this ‘basket’. The overall price of this ‘basket’ is known as the 
Consumer Price Index (CPI). 
 
Why do I need to know all this? 
When we look at the draft business plan, you will hear the term CPI (which stands for Consumer Price Index) 
used a lot. This is because what Scottish Water charges customers will be impacted by CPI, or in other 
words, by the rate of inflation. Here’s a reminder of how water charges have compared to inflation since 
2015: 
 

 
 
The bank of England website provides some more information about this, including a very short animation 
explaining inflation and CPI: https://www.bankofengland.co.uk/explainers/what-is-inflation  
[ANIMATION TO BE EMBEDDED IF POSSIBLE FOR EASE/QUICK VIEW] 
 
And why not have a play around with this inflation calculator, which can tell you how prices in the UK 
have changed over time, from the year 1209 to today! 
 

https://www.bankofengland.co.uk/explainers/what-is-inflation
https://www.bankofengland.co.uk/monetary-policy/inflation/inflation-calculator
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In an earlier session, some of you saw a presentation by Dr João Sousa, an economist at the Fraser of 
Allander Institute. In this presentation João discussed inflation, what it is and how it impacts everyday 
prices for people not only in Scotland, but across the globe. You can watch the presentation here: 
 
[PRESENTATION RECORDING, HOSTED ON YOUTUBE, WILL BE EMBEDDED HERE FOR PARTICIPANTS TO 
PLAY BACK] 
 
Make sense? More questions? Let us know in the comments how this has got you thinking about our 
water services and future charges! 
 
PARTICIPANTS CAN ADD COMMENTS/SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND 
RESPONDS TO COMMENTS. 
 
Topic 3: Price review in England and Wales 
In an earlier session, some of you saw a presentation by Steve Hobbs from the Consumer Council for Water 
(CCW). The CCW operates and represents water customers in England and Wales. In his presentation, 
Steve reflected on a recent Prive Review that took place in England and Wales, similar to the review that is 
happening now in Scotland. He explained how the process worked and some learnings/things to look out 
for in Scottish Water’s draft business plan. You can watch the presentation here and add any comments 
below: 
 
[PRESENTATION RECORDING, HOSTED ON YOUTUBE, WILL BE EMBEDDED HERE FOR PARTICIPANTS TO 
PLAY BACK] 
PARTICIPANTS CAN ADD COMMENTS/SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND 
RESPONDS TO COMMENTS. 

1 
w/c 4 
Aug 

Your questions 
answered 
(Information & 
participation) 

ALL You’ve been asking lots of great questions so far, and Scottish Water have been working hard to answer 
them as best they can.  
 
We have organised the questions into different themes. By clicking on the theme, you can see what you 
and others have asked, along with Scottish Water’s responses. Feel free to add comments and let us know 
what you think! 
 

• Scottish Water’s public ownership 
• Current costs and charges 
• General queries about water services in Scotland 
• Scottish Water’s performance 

None 
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• Environment and climate change 
• Technology 
• Infrastructure 
• Consumer behaviour 
• New housing 

 
PARTICIPANTS CAN ADD COMMENTS/SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND 
RESPONDS TO COMMENTS. 
 

Week 
2 w/c 
11 Aug 

Meet the water 
sector 
(information) 

ALL You might remember this slide from earlier sessions that showed all the different organisations that work 
alongside Scottish Water: 
 

 
 
We’ve asked these organisations to record a short video to tell you a bit more about what they do, and what 
they are looking out for in Scottish Water’s draft business plan: 
[RECORDINGS FROM EACH ORG, HOSTED ON YOUTUBE, WILL BE EMBEDDED HERE FOR PARTICIPANTS TO 
PLAY BACK] 
 

CS coordinating 
with 
stakeholders for 
content 

Week 
2 w/c 
11 Aug 

Draft business 
plan – some 
advance info 

COHORT 
1 

We look forward to seeing you on Thursday evening for our next workshop, where we will be looking at 
Scottish Water’s draft business plan in detail. 
 

CS/SW to sign 
off on advance 
material by 
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(information & 
participation) 

Representatives from Scottish Water will present the draft business plan to you, which will include their 
plans for the next 6 years, what it will cost, and what that means for customer charges. 
 
The draft business plan itself is very long (the summary document alone is 73 pages!) We will share the main 
document after the workshop for those interested in reading into it in more detail. But for the workshop, 
we will break it down into more manageable chunks. There will still be a lot to digest, so here is a bit of a 
preview to help you get familiar with it.  
 
[SHOW ADVANCE MATERIAL] 
 
Don’t worry if you don’t get a chance to look at this before the session, we will take everyone through it 
together. If you are having a look, do tell us: 
 
What are your initial thoughts on this? 
Is it what you expected, anything surprising? 
What do you want to hear more about? 
 
Please share your thoughts below! 
PARTICIPANTS CAN ADD COMMENTS/SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND 
RESPONDS TO COMMENTS. 
 

Monday 11 
August 

2 
w/c 11 
Aug 

Water news 
(participation) 

ALL What have you been seeing or hearing about water lately? 
 
By taking part in this research you might find yourself paying closer attention to water issues (e.g. in your 
area, on the news, on social media).  
 
We invite you to share with other members what you’ve been reading, hearing or talking about. This is a 
space for wider discussion on all things water, but please remember: 
 

1. Commit to learning, not debating: the purpose is to share knowledge and learn from one another, 
not to debate or win arguments! It’s fine to share your views and to disagree, but personal attacks, 
rants or strong language will not be acceptable. 

2. Cite your sources: when sharing information, especially data, news articles, or research findings, 
please provide a source. This helps others to explore the topic further. 

3. Distinguish between fact and opinion: it’s important to state when you are sharing a personal 
opinion, an anecdotal experience, or a fact-based piece of information. 

 



43 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

Week Activity Cohort Script Supporting 
information 
required from 
CS/SW 

4. Watch out for rabbit holes! While we want you to use this space to share whatever it is you’re 
thinking about related to water issues, remember that our main focus is on Scottish Water’s draft 
business plan. So be mindful of getting stuck on a particular issue and losing the bigger picture! 

 
THIS WILL BE AN OPEN DISCUSSION FORUM WHERE PARTICIPANTS CAN ADD POSTS/COMMENT ON 
OTHERS’ POSTS – IPSOS MODERATOR REVIEWS ALL COMMENTS AND WILL ADD RESPONSES WHERE 
APPROPRIATE. 
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Online Community Activities: weeks 3-4 (w/c 18 Aug – w/c 25 Aug) 
Information 
Participation 

Week Activity Cohort Script Supporting information 
required from CS/SW 

WEEK 3 (w/c 18 Aug) 
3 w/c 18 
Aug 

Draft Business Plan 
full document 

1 initially, 
then open 
to ALL 
from week 
4 

Here is the full draft business plan document. You are in no way expected to 
read the entire thing as it is a long document and we have pulled out the key 
bits that we want your views on. But we wanted to make it available for 
anyone who is interested in a longer read! 

SENT 

3 
w/c 18 Aug 

Workshop 2 key 
takeaways 

1 We hope you enjoyed the second workshop. Thank you all for your 
contributions during the session – there was a lot to cover but you all did great 
work! 
 
All the material from the session will be available here on the online 
community soon. Over the next couple of weeks, we invite you to take another 
look, mull things over a bit more, and share any thoughts you have. The main 
draft business plan document will also be available. 
 
To begin, we have added the presentations and the slides that Wendy and 
Simon from Scottish Water delivered at the session here. Feel free to 
watch/read back any time and add any comments. 
 
We’re interested to know what has stuck with you most from the workshop 
last week? Has anything been on your mind since? 
Add your thoughts below! 
 

LAUNCHED 

3 
w/c 18 Aug 

Draft Business Plan 
investment areas 

1 Here are all the investment areas that we looked at in the workshop. These 
are the main areas that Scottish Water plans to focus on and what they want 
to achieve within the next six years. 
 
As you only had the chance to look at one or two of these in detail, you might 
like to look at the ones your group didn’t cover. Or you might want to return to 

LAUNCHED 
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the ones you looked at and share more thoughts. This is your chance to share 
anything on the investment areas that you didn’t get a chance to say at the 
workshop! 
 
How do you feel about what Scottish Water is planning to do? 
How do you feel about the outcomes that are shown? 
Is there anything else you would have expected to see? 
Which of these areas feels most important to you? 
 
SLIDES FROM SIMON’S PRESENTATION SHOWING THE INVESTMENT AREAS 
AND OUTCOMES WILL BE HERE. 
 
PARTICIPANTS CAN ADD COMMENTS/SEE OTHERS’ COMMENTS – IPSOS 
MODERATOR REVIEWS AND RESPONDS TO COMMENTS. 

3 w/c 18 
Aug 

DBP introduction 2 We hope you have been enjoying the online community so far! It’s been great 
to see all your comments and to see you discussing the issues with each 
other. 
 
Over the next few weeks we will be focusing on the draft business plan, which 
is now ready to share. The business plan is very big and made of multiple 
documents (the main document alone is 78 pages!) – but don’t worry, we are 
not asking you to read it all! 
 
We have pulled out the key bits from the plan to show you, and we’ll take it 
step by step. We will show you: 
 

- An introduction to the plan, including an overview of Scottish 
Water’s plans, what this will cost, and what it means for customer 
bills over the next six years (a 10 minute video) 

- A breakdown of the different parts of the plan, including what 
Scottish Water plan to do and what they are trying to achieve over the 
next six years (some reading) 

- A breakdown of the charges, showing you exactly what customer 
bills will look like in the different council tax bands over the next six 
years (some numbers) 

 
Every few days we will release more information. As we share information we 
will ask for your views. Take your time to look through everything, mull it over, 
and share your thoughts when you’re ready. There is a lot of information to 

LAUNCHED 
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digest, so if you have any questions or if anything is unclear, please let us 
know! 
 
For anyone particularly keen, the full draft business plan document will be 
available to you as well! 
 

3 w/c 18 
Aug 

DBP overview 2 Here is an introduction to Scottish Water’s draft business plan. To start with, 
this is an overview of the main areas that Scottish Water plans to focus on 
and what they want to achieve within the next six years.  
 
Please watch this 10 minute presentation by Wendy Kimpton at Scottish 
Water, where she sets out Scottish Water’s focus areas, what this will cost, 
and what that means for customer bills. 
 
You can also look more closely at the Draft Plan on a Page below. 
 
Once you’ve watched the video and read the Plan on a Page, please tell us 
what you think. We will get into more details soon, but for now we’re keen to 
get your initial thoughts on what you’ve seen so far: 
 

o What do you think of the investment areas? 
o Is it what you expected? 
o Anything you’re pleased or not pleased to see? 

o What you think of the CPI+4% increase in customer bills? 
o Does this feel reasonable for the investments that Scottish 

Water plan to make? 
 
WENDY’S PRESENTATION WILL BE HERE ALONG WITH THE DRAFT PLAN ON 
A PAGE. 
 
PARTICIPANTS CAN ADD COMMENTS/SEE OTHERS’ COMMENTS – IPSOS 
MODERATOR REVIEWS AND RESPONDS TO COMMENTS. 

LAUNCHED 

3 w/c 18 
Aug 

DBP in more detail 2 Now you’ve seen an overview of the draft business plan, here is some more 
information about the main areas that Scottish Water plans to focus on and 
what they want to achieve within the next six years. 
 
For each area, you can see what Scottish Water plans to do and what they 
want to achieve. You can read through the slides yourself, but we would also 
recommend watching this 20 minute presentation from Simon Parsons at 

LAUNCHED 
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Scottish Water who will take you through each one. Simon also talks a bit 
more about the alternative options that Scottish Water considered for 
charges. We will get into that in more detail in due course. For now we’re 
interested in your views on Scottish Water’s plans: 
 
How do you feel about what Scottish Water is planning to do? 
How do you feel about the outcomes that are shown? 
Is there anything else you would have expected to see? 
Which of these areas feels more important to you? 
 
SLIDES FROM SIMON’S PRESENTATION SHOWING THE INVESTMENT AREAS 
AND OUTCOMES WILL BE HERE.  SIMON’S PRESENTATION RECORDING WILL 
ALSO BE AVAILABLE AS ADDITIONAL/ALTERNATIVE VIEWING. 
 
PARTICIPANTS CAN ADD COMMENTS/SEE OTHERS’ COMMENTS – IPSOS 
MODERATOR REVIEWS AND RESPONDS TO COMMENTS. 

WEEK 4 (w/c 25 Aug) 
4 
w/c 25 Aug 

Draft Business Plan 
charges  

1 – MAIN 
GROUP 

In the workshop Scottish Water showed you their planned investment  and 
what that means for customer bills. It is proposed that charges will be 
increased by CPI+4% each year between 2027 and 2033 for Scottish Water to 
invest in the areas and to achieve the outcomes we have been discussing.  
We are focusing first on the CPI+4% charge as this is what Scottish Water’s 
draft business plan is based on. But, as you saw in the workshop, there are 
some alternative options that have also been considered. We will revisit those 
as well, but to begin we want to hear what you think of the CPI+4% charge that 
Scottish Water has put forward. 
 
A quick reminder about the CPI bit… That means that whatever inflation is, 
the charge will be 4% on top of that. We don’t know what inflation will be, so 
for the purposes of the research materials Scottish Water have estimated 2% 
based on the Bank of England’s target. It’s important to bear in mind that it 
could end up being more or less than this.  
 
Here is the table showing the charges broken down by council tax band. It 
shows what the bill will be based on the 4% increase alone, and what the bill 
would be if inflation was 2% (but remember this is an estimate used for the 
purposes of the research, and in reality this could be more or less). We have 
also included the charges that will apply if you are receiving a 25% or 35% 

Slides 1-8 (plus “DBP on 
page” and 
discounts/exemptions 
summary slide for 
reference) 
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discount. . A reminder of the discounts available is provided below. The plan 
on a page is shown again here as a reminder of what the CPI+4% charge is for. 
 
You already discussed the CPI+4% charge as a group, but here we are 
interested to hear your own personal reflections on the charges as they apply 
to you. Your comments on the charges will be private. That means only Ipsos 
moderators will be able to see them. But if looking at these charges raises any 
worries or issues that you’d like to discuss with someone, please get in touch 
with the research team.  
 
CPI+4% TABLES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
 
How do you feel about this?  
How would these charges impact your household? 
What about other households – how might they be affected? 
Are these charges acceptable to you or not? Why is that? Has your view 
changed since the workshop? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 

4 
w/c 25 Aug 

Draft Business Plan 
charges  

1 – WATER 
ONLY 
GROUP 

In the workshop Scottish Water showed you their planned investment  and 
what that means for customer bills. It is proposed that charges will be 
increased by CPI+4% each year between 2027 and 2033 for Scottish Water to 
invest in the areas and to achieve the outcomes we have been discussing.  
We are focusing first on the CPI+4% charge as this is what Scottish Water’s 
draft business plan is based on. But, as you saw in the workshop, there are 
some alternative options that have also been considered. We will revisit those 
as well, but to begin we want to hear what you think of the CPI+4% charge that 
Scottish Water has put forward. 
 
A quick reminder about the CPI bit… That means that whatever inflation is, 
the charge will be 4% on top of that. We don’t know what inflation will be, so 
for the purposes of the research materials Scottish Water have estimated 2% 
based on the Bank of England’s target. It’s important to bear in mind that it 
could end up being more or less than this.  
 

Slides 26-33 (plus “DBP on 
page” and 
discounts/exemptions 
summary slide for 
reference) 
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Here is the table showing the charges broken down by council tax band. It 
shows what the bill will be based on the 4% increase alone, and what the bill 
would be if inflation was 2% (but remember this is an estimate used for the 
purposes of the research, and in reality this could be more or less). We have 
also included the charges that will apply if you are receiving a 25% or 35% 
discount. A reminder of the discounts available is provided below. The plan on 
a page is shown again here as a reminder of what the CPI+4% charge is for. 
 
In the workshop you saw the charges for combined services (water and 
waste water). But since you told us that you have a septic tank, we are 
showing you charges for water only services to give you a better idea of 
what the charges mean for you. If this isn’t right, please let us know and we 
will show you the combined charge instead! 
 
You already discussed the CPI+4% charge as a group, but here we are 
interested to hear your own personal reflections on the charges as they apply 
to you. Your comments on the charges will be private. That means only Ipsos 
moderators will be able to see them. But if looking at these charges raises any 
worries or issues that you’d like to discuss with someone, please get in touch 
with the research team.  
 
CPI+4% TABLES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
 
How do you feel about this?  
How would these charges impact your household? 
What about other households – how might they be affected? 
Are these charges acceptable to you or not? Why is that? Has your view 
changed since the workshop? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 

4 w/c 25 
Aug 

DBP charges 2 – MAIN 
GROUP 

As you have seen, Scottish Water have suggested that customer charges will 
be increased by CPI+4% each year between 2027 and 2033. for Scottish Water 
to invest in the areas and to achieve the outcomes we have been discussing.  
 
We are focusing first on the CPI+4% charge as this is what Scottish Water’s 
draft business plan is based on. But, as you saw in Wendy’s video, there are 

Slides 1-8 (plus “DBP on 
page” and 
discounts/exemptions 
summary slide for 
reference) 
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some alternative options that have also been considered. We will look at 
those as well, but to begin we want to hear what you think of the CPI+4% 
charge that Scottish Water has put forward. 
 
A quick reminder about the CPI bit… This means that whatever inflation is, the 
charge will be 4% on top of that. We don’t know what inflation will be, so for 
the purpose of the research materials Scottish Water have estimated 2%, 
based on the Bank of England’s target. It’s important to bear in mind that it 
could end up being more or less than this. For a recap on inflation, head to the 
learning corner! 
 
 
Below you can find a summary of what the charges will be for each council tax 
band over the six years. You will see two bills, one based on the 4% increase 
alone, and another based on 4% plus inflation (but remember this is an 
estimate used for the purposes of the research, and in reality this could be 
more or less). You will also see alternative bills for those who are eligible for a 
discount. A reminder of the discounts available is provided below. 
 
You can focus on your own tax band, or look across the tax bands to see the 
differences. We are interested to hear your personal reflections on these 
charges as they apply to you. If do not pay council tax at the moment (e.g. 
because you’re a student), you can still find out what council tax band you are 
in by entering your postcode here.  
 
Your comments here will be private. That means only Ipsos moderators will be 
able to see them. If looking at these charges raises any worries or issues that 
you’d like to discuss with someone, please get in touch with the research 
team.  
 
CPI+4% CHARGES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
 
How do you feel about this?  
How would these charges impact your household? 
What about other households – how might they be affected? 
Are these charges acceptable to you or not? Why is that? 
 

https://www.saa.gov.uk/
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PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 

4 w/c 25 
Aug 

DBP charges 2 – WATER 
ONLY 
GROUP 

As you have seen, Scottish Water have suggested that customer charges will 
be increased by CPI+4% each year between 2027 and 2033. for Scottish Water 
to invest in the areas and to achieve the outcomes we have been discussing.  
 
We are focusing first on the CPI+4% charge as this is what Scottish Water’s 
draft business plan is based on. But, as you saw in Wendy’s video, there are 
some alternative options that have also been considered. We will look at 
those as well, but to begin we want to hear what you think of the CPI+4% 
charge that Scottish Water has put forward. 
 
A quick reminder about the CPI bit… This means that whatever inflation is, the 
charge will be 4% on top of that. We don’t know what inflation will be, so for 
the purpose of the research materials Scottish Water have estimated 2%, 
based on the Bank of England’s target. It’s important to bear in mind that it 
could end up being more or less than this. For a recap on inflation, head to the 
learning corner! 
 
Below you can find a summary of what the charges will be for each council tax 
band over the six years. You will see two bills, one based on the 4% increase 
alone, and another based on 4% plus inflation (but remember this is an 
estimate used for the purposes of the research, and in reality this could be 
more or less). You will also see alternative bills for those who are eligible for a 
discount. A reminder of the discounts available is provided below. You told us 
that you have a septic tank, so we are showing you charges for water only 
services to give you a better idea of what the charges mean for you. If this 
isn’t right, please let us know and we will show you the combined charge 
instead! 
 
You can focus on your own tax band, or look across the tax bands to see the 
differences. We are interested to hear your personal reflections on these 
charges as they apply to you. If do not pay council tax at the moment (e.g. 
because you’re a student), you can still find out what council tax band you are 
in by entering your postcode here. Your comments here will be private. That 
means only Ipsos moderators will be able to see them. 
 

Slides 26-33 (plus “DBP on 
page” and 
discounts/exemptions 
summary slide for 
reference) 

https://www.saa.gov.uk/


52 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

Week Activity Cohort Script Supporting information 
required from CS/SW 

If looking at these charges raises any worries or issues that you’d like to 
discuss with someone, please get in touch with the research team.  
 
CPI+4% CHARGES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
 
How do you feel about this?  
How would these charges impact your household? 
What about other households – how might they be affected? 
Are these charges acceptable to you or not? Why is that? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 

WEEK 5 (w/c 1 Sep) 
5 
w/c 1 Sep 

Draft Business Plan 
alternative charges  

1 – MAIN 
GROUP 

In the workshop Scottish Water showed you some alternative charging 
options, and what they would mean for what Scottish Water could do over the 
next six years. 
 
CPI+3% (TOPIC 1) 
Here are the tables again which show what the monthly bills would be if 
Scottish Water reduced the charge increase to CPI+3%. Remember the CPI 
bit refers to inflation which would be on top of the 3% increase that Scottish 
Water charge. We don’t know what inflation will be over the next six years, but 
for the purposes of the research materials Scottish Water have estimated 
2%, as that is the Bank of England’s target. 
 
Here is the table showing the charges broken down by council tax band. It 
shows what the bill will be based on 3% alone, and what the bill would be if 
inflation was 2% (but remember this is an estimate used for the purposes of 
the research, and in reality this could be more or less). We have also included 
the charges that will apply if you are receiving a 25% or 35% discount. A 
reminder of the discounts available is provided below. 
 
Reducing the charges means that Scottish Water will have less investment 
than what they have set out in their draft business plan. Scottish Water have 
summarised what this will mean for the investments and outcomes. This is to 
show you what is different between the CPI+4% (which is what the draft 

Slides 9-16 for CPI+3% 
Slides 17-24 for CPI+5%  
(plus 
discounts/exemptions 
summary slide for 
reference) 
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business plan is built around) and the CPI+3% alternative. We want to know 
what you think of this alternative.  
  
CPI+3% TABLES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
How do you feel about this alternative? 
What do you think of the charges and the outcomes? 
How does it compare with CPI+4%? 
Is this more or less acceptable than CPI+4%? Why? Has your view changed 
since the workshop? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 
CPI+5% (TOPIC 2) 
Here are the tables again which show what the monthly bills would be if 
Scottish Water reduced the charge increase to CPI+5%. Remember the CPI 
bit refers to inflation which would be on top of the 5% increase that Scottish 
Water charge. We don’t know what inflation will be over the next six years, but 
for the purposes of the research materials Scottish Water have estimated, as 
that is the Bank of England’s target. 
 
Here is the table showing the charges broken down by council tax band. It 
shows what the bill will be based on 5% alone, and what the bill would be if 
inflation was 2% (but remember this is an estimate used for the purposes of 
the research, and in reality this could be more or less). We have also included 
the charges that will apply if you are receiving a 25% or 35% discount. A 
reminder of the discounts available is provided below. 
 
Increasing the charges means that Scottish Water will have more investment 
than what they have set out in their draft business plan. Scottish Water have 
summarised what this will mean for the investments and outcomes. This is to 
show you what is different between the CPI+4% (which is what the draft 
business plan is built around) and the CPI+5% alternative. We want to know 
what you think of this alternative. 
 
CPI+5% TABLES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
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Week Activity Cohort Script Supporting information 
required from CS/SW 

 
How do you feel about this alternative? 
What do you think of the charges and the outcomes? 
How does it compare with CPI+4% or CPI+3%? 
Is this more or less acceptable than the other options? Why? Has your view 
changed since the workshop? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 

5 
w/c 1 Sep 

Draft Business Plan 
alternative charges  

1 – WATER 
ONLY 
GROUP 

In the workshop Scottish Water showed you some alternative charging 
options, and what they would mean for what Scottish Water could do over the 
next six years. 
 
CPI+3% (TOPIC 1) 
Here are the tables again which show what the monthly bills would be if 
Scottish Water reduced the charge increase to CPI+3%. Remember the CPI 
bit refers to inflation which would be on top of the 3% increase that Scottish 
Water charge. We don’t know what inflation will be over the next six years, but 
for the purposes of the research materials Scottish Water have estimated 
2%, as that is the Bank of England’s target.  
 
Here is the table showing the charges broken down by council tax band. It 
shows what the bill will be based on 3% alone, and what the bill would be if 
inflation was 2% (but remember this is an estimate used for the purposes of 
the research, and in reality this could be more or less). We have also included 
the charges that will apply if you are receiving a 25% or 35% discount. A 
reminder of the discounts available is provided below. Since you have a 
septic tank, we are showing you the water only charges rather than the full 
combined charges that you saw in the workshop. 
 
Reducing the charges means that Scottish Water will have less investment 
than what they have set out in their draft business plan. Scottish Water have 
summarised what this will mean for the investments and outcomes. This is to 
show you what is different between the CPI+4% (which is what the draft 
business plan is built around) and the CPI+3% alternative. We want to know 
what you think of this alternative. 
  

Slides 34-41 for CPI+3% 
Slides 42-49 for CPI+5%  
(plus 
discounts/exemptions 
summary slide for 
reference) 
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Week Activity Cohort Script Supporting information 
required from CS/SW 

 CPI+3% TABLES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
How do you feel about this alternative? 
What do you think of the charges and the outcomes? 
How does it compare with CPI+4%? 
Is this more or less acceptable than CPI+4%? Why? Has your view changed 
since the workshop? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 
CPI+5% (TOPIC 2) 
Here are the tables again which show what the monthly bills would be if 
Scottish Water reduced the charge increase to CPI+5%. Remember the CPI 
bit refers to inflation which would be on top of the 5% increase that Scottish 
Water charge. We don’t know what inflation will be over the next six years, but 
for the purposes of the research materials Scottish Water have estimated, as 
that is the Bank of England’s target. 
 
Here is the table showing the charges broken down by council tax band. It 
shows what the bill will be based on 5% alone, and what the bill would be if 
inflation was 2% (but remember this is an estimate used for the purposes of 
the research, and in reality this could be more or less). We have also included 
the charges that will apply if you are receiving a 25% or 35% discount. A 
reminder of the discounts available is provided below. Since you have a 
septic tank, we are showing you the water only charges rather than the full 
combined charges that you saw in the workshop. 
 
Increasing the charges means that Scottish Water will have more investment 
than what they have set out in their draft business plan. Scottish Water have 
summarised what this will mean for the investments and outcomes. This is to 
show you what is different between the CPI+4% (which is what the draft 
business plan is built around) and the CPI+5% alternative. We want to know 
what you think of this alternative. 
 
CPI+5% TABLES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
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Week Activity Cohort Script Supporting information 
required from CS/SW 

How do you feel about this alternative? 
What do you think of the charges and the outcomes? 
How does it compare with CPI+4% or CPI+3%? 
Is this more or less acceptable than the other options? Why? Has your view 
changed since the workshop? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 

4 w/c 25 
Aug 

DBP charges - 
alternatives 

2 – MAIN 
GROUP 

You might remember from Wendy’s video that Scottish Water considered 
some alternative charging options. Here we show you more about what these 
are and what they would mean for what Scottish Water could do over the next 
six years. 
 
CPI+3% (TOPIC 1) 
Here are another set of tables which show what the monthly bills would be if 
Scottish Water reduced the charge increase to CPI+3%. Remember the CPI 
bit refers to inflation which would be on top of the 3% increase that Scottish 
Water charge. We don’t know what inflation will be over the next six years, but 
for the purposes of the research materials Scottish Water have estimated 
2%, as that is the Bank of England’s target. 
 
Below you can find a summary of what the charges will be for each council tax 
band over the six years. You will see two bills, one based on the 3% increase 
alone, and another based on 3% plus inflation (which we have estimated to be 
2%, but remember this could end up being more or less). You will also see 
alternative bills for those who are eligible for a discount. A reminder of the 
discounts available is provided below. You can focus on your own tax band, 
and/or look across the tax bands to see the differences.  
 
Reducing the charges means that Scottish Water will have less investment 
than what they have set out in their draft business plan. Scottish Water have 
summarised what this will mean for the investments and outcomes. This is to 
show you what is different between the CPI+4% (which is what the draft 
business plan is built around) and the CPI+3% alternative. We want to know 
what you think of this alternative. 
 

Slides 9-16 for CPI+3% 
Slides 17-24 for CPI+5%  
(plus 
discounts/exemptions 
summary slide for 
reference) 



57 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

Week Activity Cohort Script Supporting information 
required from CS/SW 

CPI+3% SLIDES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
How do you feel about this alternative? 
What do you think of the charges and the outcomes? 
How does it compare with CPI+4%? 
Is this more or less acceptable than CPI+4%? Why? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 
CPI+5% (TOPIC 2) 
Here are another set of tables which show what the monthly bills would be if 
Scottish Water reduced the charge increase to CPI+5%. Remember the CPI 
bit refers to inflation which would be on top of the 5% increase that Scottish 
Water charge. We don’t know what inflation will be over the next six years, but 
for the purposes of the research materials Scottish Water have estimated 
2%, as that is the Bank of England’s target. 
 
Below you can find a summary of what the charges will be for each council tax 
band over the six years. You will see two bills, one based on the 5% increase 
alone, and another based on 3% plus inflation (which we have estimated to be 
2%, but remember this could end up being more or less). You will also see 
alternative bills for those who are eligible for a discount. A reminder of the 
discounts available is provided below. You can focus on your own tax band, or 
look across the tax bands to see the differences.  
 
Increasing the charges means that Scottish Water will have more investment 
than what they have set out in their draft business plan. Scottish Water have 
summarised what this will mean for the investments and outcomes. This is to 
show you what is different between the CPI+4% (which is what the draft 
business plan is built around) and the CPI+5% alternative. We want to know 
what you think of this alternative. 
 
CPI+5% SLIDES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
 
How do you feel about this alternative? 
What do you think of the charges and the outcomes? 



58 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

Week Activity Cohort Script Supporting information 
required from CS/SW 

How does it compare with CPI+4% or CPI+3%? 
Is this more or less acceptable than the other options? Why? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 

5 w/c 1 Sep DBP charges - 
alternatives 

2 – WATER 
ONLY 
GROUP 

You might remember from Wendy’s video that Scottish Water considered 
some alternative charging options. Here we show you more about what these 
are and what they would mean for what Scottish Water could do over the next 
six years. 
 
CPI+3% (TOPIC 1) 
Here are another set of tables which show what the monthly bills would be if 
Scottish Water reduced the charge increase to CPI+3%. Remember the CPI 
bit refers to inflation which would be on top of the 3% increase that Scottish 
Water charge. We don’t know what inflation will be over the next six years, but 
for the purposes of the research materials Scottish Water have estimated 
2%, as that is the Bank of England’s target. 
 
Below you can find a summary of what the charges will be for each council tax 
band over the six years. You will see two bills, one based on the 3% increase 
alone, and another based on 3% plus inflation (which we have estimated to be 
2%, but remember this could end up being more or less). You will also see 
alternative bills for those who are eligible for a discount. A reminder of the 
discounts available is provided below. You can focus on your own tax band, 
and/or look across the tax bands to see the differences. Since you have a 
septic tank, we are showing you the water only charges rather than the full 
combined charges that you saw in the workshop. 
 
Reducing the charges means that Scottish Water will have less investment 
than what they have set out in their draft business plan. Scottish Water have 
summarised what this will mean for the investments and outcomes. This is to 
show you what is different between the CPI+4% (which is what the draft 
business plan is built around) and the CPI+3% alternative. We want to know 
what you think of this alternative. 
 
 
 

Slides 34-41 for CPI+3% 
Slides 42-49 for CPI+5%  
(plus 
discounts/exemptions 
summary slide for 
reference) 
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Week Activity Cohort Script Supporting information 
required from CS/SW 

CPI+3% SLIDES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
How do you feel about this alternative? 
What do you think of the charges and the outcomes? 
How does it compare with CPI+4%? 
Is this more or less acceptable than CPI+4%? Why? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 
CPI+5% (TOPIC 2) 
Here are another set of tables which show what the monthly bills would be if 
Scottish Water reduced the charge increase to CPI+5%. Remember the CPI 
bit refers to inflation which would be on top of the 5% increase that Scottish 
Water charge. We don’t know what inflation will be over the next six years, but 
for the purposes of the research materials Scottish Water have estimated 
2%, as that is the Bank of England’s target. 
 
Below you can find a summary of what the charges will be for each council tax 
band over the six years. You will see two bills, one based on the 5% increase 
alone, and another based on 3% plus inflation (which we have estimated to be 
2%, but remember this could end up being more or less). You will also see 
alternative bills for those who are eligible for a discount. A reminder of the 
discounts available is provided below. You can focus on your own tax band, or 
look across the tax bands to see the differences. Since you have a septic 
tank, we are showing you the water only charges rather than the full 
combined charges that you saw in the workshop. 
 
Increasing the charges means that Scottish Water will have more investment 
than what they have set out in their draft business plan. Scottish Water have 
summarised what this will mean for the investments and outcomes. This is to 
show you what is different between the CPI+4% (which is what the draft 
business plan is built around) and the CPI+5% alternative. We want to know 
what you think of this alternative. 
 
CPI+5% SLIDES WILL BE HERE ALONG WITH SLIDE SUMMARISING THE 
DISCOUNTS/EXEMPTIONS. 
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Week Activity Cohort Script Supporting information 
required from CS/SW 

How do you feel about this alternative? 
What do you think of the charges and the outcomes? 
How does it compare with CPI+4% or CPI+3%? 
Is this more or less acceptable than the other options? Why? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 
 

5 w/c 1 Sep Summary thoughts 
on the DBP 

1 In the next workshop you will hear again from Scottish Water about how the 
draft business plan is developing in response to your feedback, along with a 
range of others (including more customers like you, and also business 
customers and a wide range of water sector stakeholders like SEPA, WICS, 
ICG and Consumer Scotland). 
 
What do you think of the Draft Business Plan as a whole? 
Is there anything you would like to see changed about the draft business 
plan?  
Is there is anything you would want to make sure stays as it is? 
And is there anything you think needs more explanation? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 

 

5 w/c 1 Sep Summary thoughts 
on the DBP 

2 Now you have had a chance to look at the draft business plan, including the 
planned investment areas and increase in charges over the next six years, we 
want to get your summary thoughts. 
 
What do you think of the Draft Business Plan as a whole? 
Is there anything you would like to see changed about the draft business 
plan?  
Is there is anything you would want to make sure stays as it is? 
And is there anything you think needs more explanation? 
 
PARTICIPANTS CAN ADD THEIR OWN COMMENTS BUT WILL NOT BE ABLE TO 
SEE OTHERS’ COMMENTS – IPSOS MODERATOR REVIEWS AND RESPONDS TO 
COMMENTS. 

 

  

https://www.sepa.org.uk/
https://wics.scot/
https://www.scottishwater.co.uk/About-Us/What-We-Do/Independent-Customer-Group
https://consumer.scot/


61 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

7. Online Community – Phase 2 Engagement - Monthly 
Charges (Reference & Alternatives) 
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8. Non-household Cohort – Phase 2  
Engagement - Background Pack   
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9. Non-household Cohort – Phase 2 Engagement – Discussion 
Guide                                                                     

Interviews with 40 non-domestic/non-household (NHH) customers, 60 minutes. Fieldwork is taking place between Monday 18 August and 
Friday 26 September. 
 
Purpose: 

• To introduce non-household (NHH) participants to the process and ensure they understand the aims, their role, and what will happen 
with the findings.  

• To support participants’ learning, so that they understand how water services are provided and paid for in Scotland, SW’s current aims 
and challenges, and key aspects of the current long-term strategy.  

• Introduce/gather views on key business plan content and acceptability of reference charging scenario/alternatives. 

Time 
allocated 

Interview 
section 

Questions and materials  

Pre-
interview 

Advance 
information 
pack 

Information pack to be sent to non-domestic customers including: 
• Overview of SW/water services (WS1 presentation recording) 
• Information sheet (2 pages) summarising SW’s aims, challenges/performance and Long-Term 

Strategy, with links to presentation recordings and other material 
5 mins Introduction, 

scene-setting 
and consent 

Introduce the research: 
• My name is XXX and I’m a researcher at Ipsos. For the first few minutes I am going to explain 

what this research is about, why you have been asked to take part in this interview, and what 
it will involve.  

• This research is being carried out to inform decisions about our water and waste water 
services in Scotland, including how they are paid for. The findings will help inform Scottish 
Water’s business plan and decisions around future investment and charges.  

• Ipsos is an independent research company and we have been asked to conduct this research 
on behalf of Consumer Scotland. 

• Consumer Scotland’s role is to ensure that the views of consumers’ are reflected in Scottish 
Water’s business plan, that affordability issues have been taken into consideration when 
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Time 
allocated 

Interview 
section 

Questions and materials  

setting water charges, and that decisions about where to invest reflect what is most 
important to Scottish Water’s customers. 

Explain their role 
• Your input is part of a range of public engagement that Scottish Water and others in the water 

sector have been undertaking to hear from a wide range of customers. 
• We are seeking your views on Scottish Water’s draft business plan. Scottish Water will aim to 

take on board the views being gathered through the process as it works towards delivery of 
the final version of the business plan. The final confirmation stage of the process will ask 
consumers whether Scottish Water’s final business plan commands their support  

• We are engaging with households and businesses as part of this research. Today we want to 
focus on your experience as a business customer in Scotland. 

Explain what to expect and consent to record 
• The interview will last up to an hour and will involve a walk through of Scottish Water’s draft 

business plan and some discussion around specific parts of it. If you are interested, we can 
share the full draft business plan with you afterwards. It is a long document, so we have tried 
to summarise it for you as much as possible! 

• There are no right or wrong answers, we’re just interested in your views. 
• The research is voluntary, so if there are any questions you’d prefer not to answer, that’s fine. 

And if you want to pause or stop the interview at any point you can do so and you don’t need to 
explain why. 

• Everything you say will be treated in the strictest confidence and you will remain anonymous. 
That means that no information about individuals will be passed on to anyone outside the 
Ipsos research team, and neither Consumer Scotland, nor anyone else receiving the findings, 
will be able to identify individuals in any reports that Ipsos produce.  

• Any questions? 
• Request permission to record interview - recording is just to help us spend more time 

listening, and less time writing notes. Once this has been used to help write the final report, it 
is securely deleted. It will not be share with anyone outside the Ipsos research team. 

10 mins Participant 
background 

To begin, I’d like to learn more about your business, water usage and the service you get at the 
moment. 
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• Can you tell me a bit about your business and what you do?  
 

• Could you tell me what you know about your water supplier? 
o What, if anything, do you know about licensed providers and what they do?  
o What, if anything do you about Scottish Water and what they do?  
o What do you know about how pay for water and waste water services?  
o Did you know those things before taking part in this research, or did you read about 

them in the information pack we sent you? (Note what they already knew/what was 
new) 
 

• (IF NOT COVERED) How much do you feel you know about your water supply? 
o What about what happens to waste water when it leaves your business premises – how 

much do you feel you know about that? 
 

• How important is water to your operations? Refer to answer given during screening (Q15) and 
probe for more details: 

o What do you use water for? 
o How often? 
o How would the business be affected if your supply was disrupted in some way? (E.g. if 

there was a supply interruption) 
 

• If not available in screener: And how much roughly does your business spend on water and 
waste water services per year? (or per month if that’s more readily available). 

• If available in screener: You told us that your business spends £X on water and waste water 
services per year, is that right? 

o And is your bill based on a water meter? 
 

• Generally, how do you feel about the water and wastewater service provided to your 
business?  

o Why do you say that? PROBE for how satisfied they are at present, and what underlies 
that 
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o [if time] Have you had any issues with your service, with your licensed provider or with 
Scottish Water in the past?  
 

5 mins Views on SW’s 
current 
challenges, aims 
and LTS 

MODERATOR – THROUGHOUT MAKE SURE TO PROMPT BUSINESSES TO ANSWER AS A BUSINESS 
AND NOT AS A HOUSEHOLD CONSUMER 
 
Moving on, I’d now like to refer to the information we sent you in advance of the interview and ask you 
some questions about that. Did you get a chance to look over it? 
If they did, proceed to questions (can bring up on screen if needed) 
If they didn’t, show on screen and talk through briefly, asking Qs as you go 
 

• [Show on screen] The information pack outlined the main challenges facing the water 
sector (the climate crisis, population change, ageing assets), and Scottish Water’s Long-
Term Strategy for addressing these big challenges. What did you think of this? 

o Were you surprised by the challenges facing the water sector?  
 

• What did you make of the three areas that Scottish Water aims to achieve as part of its 
Long Term Strategy? So that was: 

o Scotland’s tap water remains a source of national pride 
o Scotland’s rivers and seas improve, and our communities are protected from 

flooding 
o Scottish Water plays a key role in enabling Scotland’s sustainable economic and 

housing growth 
o Is there anything here that you agree or disagree with? PROBE for reasoning, noting 

down areas mentioned to revisit later 
o What stands out to you as feeling most important? Why is that? Make a note to refer 

back to later 
35 mins Walk through 

draft business 
plan and gather 
views 

We’re now going to look at Scottish Water’s draft business plan… 
 
I’m going to talk you through the key points from the draft business plan. I’ll pause at points to get 
your reactions and views on this. This is all based on information that Scottish Water has provided, 
but please remember that we are independent from Scottish Water and are interested in what you 
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think, so please feel free to be completely honest about what you agree or disagree with, and it’s also 
completely okay to not be sure either way. 
 
[READ OUT] Scottish Water acts as the wholesaler in the market, selling water and sewerage 
services to water suppliers. Customers’ water prices are agreed between individual customers and 
their suppliers, like your gas and electricity bills. Businesses pay different amounts depending on 
their water supplier, current tariff and usage. Wholesale prices make up a large proportion of the bill, 
and these are set every year, based on an agreement between Scottish Water and the Water Industry 
Commission for Scotland, the economic regulator.  
 
(8-10 mins) 
Talk through slides 2-3 introducing overview of draft business plan/cost of the plan, then keep 
slide 2 on screen for discussion. 
 
SLIDE 2: This first slide show you the key things that Scottish Water wants to do over the next 6 years. 
These are grouped under the 3 long term outcomes that we’ve just looked at. 
 
 
First you will see the maintenance is one of the areas shown. Scottish Water has huge amounts of 
equipment that enable it to provide services – including reservoirs, clean water pipes, waste water 
pipes, water treatment works, waste water treatment works. All of these types of equipment are built 
to last many years and must be maintained.  
 
Scottish Water also looks to make sure it is meeting all of the legislation and regulations around 
delivering clean water services and protecting the environment, and deliver against customer 
priorities. So it will continue to reduce leakage, improve the quality of water it delivers, and protect 
customers from drought risk (which you can see under the reliable water box shown). 
 
It will protect the natural environment by reducing our impact on rivers through things like combined 
sewer overflows and reduce the impact of sewer flooding.  
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The business plan includes actions that help Scottish Water play a role in Scotland’s economic and 
housing growth, building tomorrow’s workforce by recruiting and training graduates and supporting a 
prosperous Scotland by supporting the economy.   
 
Finally, along the bottom here, Scottish Water wants ensure that it remains a leader in customer 
service and will play its part in reducing our carbon emissions and in doing so create woodlands that 
everyone can enjoy. 
 
SLIDE 3 
So that is everything Scottish Water needs to do. Here you can see how much it will cost and where those costs 
are coming from. Costs are split into 3 main categories 
 
Firstly operation costs – these are the day to day running costs of Scottish Water – paying people, paying our 
bills –and is it forecast to be £5.1bn over the six year period. 
 
Then the cost of maintaining the assets which is £5bn. Scottish Water has to ensure that it is responsibly looking after 
the assets – many of which were here before Scottish Water . 
 
Then we have enhancement at £2.1bn– this is the money we needed to meet the legislative and 
regulatory requirements around drinking water quality and ensure Scottish Water plays its part in 
protecting our natural environment. This is really important because Scottish Water relies on the 
natural environment to provide services  
 
It also needs to support planned housing growth in Scotland – this is both domestic and business 
premises – which is £0.5bn 
 
And then we have what are called further service choice at £0.7bn– and this is where Scottish Water 
can most engage with customers like you about which services you want us to maintain or improve.  
 
Improvements also come from other investment and the actual amount of overall investment that 
improves service is bigger than this but this is where Scottish Water can tweak things up and down to 
reflect areas that customers want us to focus on. 
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AGAIN, MAKE SURE TO PROMPT BUSINESSES TO ANSWER AS A BUSINESS AND NOT AS A 
HOUSEHOLD CONSUMER 
 

• What stood out to you from this initial information about the draft business plan? 
o Do the investment areas feel right to you?  
o Does it meet your expectations?  
o Was anything missing? 
o Does anything feel surprising or unnecessary?  

 
• [ASK IF NOT ALREADY COVERED ABOVE] Earlier you mentioned that [refer to previous 

responses] were areas you felt it was important for Scottish Water to focus on. To what 
extent do you feel the draft business plan addresses these? 
 

• [ASK IF NOT ALREADY COVERED ABOVE] And you mentioned that [refer to previous 
responses] were areas you felt Scottish Water should not be focusing on. What are your 
thoughts on that now, having seen an overview of the draft business plan? 

o Do you still feel that Scottish Water should not be focusing on this, or has anything 
changed for you? 

 
 (10 mins) 
We’re now going to look at 1 or 2 investment areas in a bit more detail, as well as the charges that 
Scottish Water are proposing.  
Investment areas (interviewer refer to recruitment spreadsheet for preset order to follow/replacing 
one with an area the participant has highlighted as important if applicable): 

1. Scotland’s water remains a source of national pride (drinking water quality, reliable water, 
leakage, maintenance) (slides 4 and 5)  
2. Scotland’s rivers and seas improve… (CSOs, internal and external sewer flooding, 
maintenance) (slides 4 and 6) 
3. SW has played a key role in growth… (economic and housing growth, tomorrow’s workforce, 
supporting a prosperous Scotland) (slide 7) 
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4. Improving lives of customers, communities and environment… (customer service, climate 
change, carbon) (slide 8) 

 
Share slides relevant to investment areas/outcomes covering, talk through 
After each investment area, spend a few minutes probing: 

• How do you feel about what Scottish Water plans to do in this area?  
o How satisfied are you with this as an outcome?   
o Does it go far enough? 
o Is there anything else you would have expected to see? 
o Overall how important does this feel to you? 

 
(15 mins) 
Now I’m going to show you what Scottish Water’s plans are for charges over the next six years. 
Remember that Scottish Water acts as the wholesaler in the market, and wholesale prices make up a 
large proportion of the bill you get from your licenced provider. So while these charges won’t show 
exactly what your business would pay, they should give you a good idea. 
 
The charges presented include reference to CPI – or the Consumer Price Index. This effectively 
refers to the annual rate of inflation, which is a measure of how the price of goods and services 
changes over time. What Scottish Water charges customers will be impacted by CPI, or in other 
words, by the rate of inflation. We don’t know what inflation will be, so have estimated 2% based on 
the Bank of England’s target. It’s important to bear in mind that it could end up being more or less 
than this.  
 
Show slide 9 and talk through how investment and charges were determined, then show one of 
slides 11-13 summarising the CPI+4% table of charges for NHH customers (showing only the 
slide/charges most likely to apply to participant based on information collected during screening 
about current bill) 
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SLIDE 9 
To do all the things we have just been talking about requires Scottish Water to invest. It believes that to 
be able to continue to deliver services in a way that makes them sustainable over the long term it needs 
to charges to customers to increase by 4% above inflation each year for the next 6 years.  
 
As Scottish Water developed its draft business plan it looked at what a range of charges would allow it 
to do – this was to make sure that it was only asking for the minimum that it needs to deliver its 
services. Some of these were rejected because Scottish Water felt they were asking too much in terms 
of charges at one end, and that they didn’t create enough revenues for it to meet the basic 
requirements of us at the other end. – there are two alternative scenarios in the DBP – where we look at 
what we can deliver with slightly higher or lower charges. These basically either slightly increase the 
services we can offer or reduce them – we will go into this in more detail later. 
 
SLIDE 10 
So lets look at what that 4% above inflation looks like. In this table the figures in blue include the 4% 
increase plus the inflation increase, which we have assumed will be 2%. You told us you were currently 
spending around X per year on water and waste water services. Here you can see that in 2027/28 that 
would be £XXX, then by 2029/30 that would be £xx, and in 2032/33 it would be £xx.  
 

• How do you feel about this charge? 
o How would it impact your business? 
o Looking at the charges alongside the investment areas (revisit slide 2) – what are the 

pros and cons?  
o Do the charges feel affordable for your business? Why/why not? 
o And thinking more broadly, how might these charges impact your sector as a whole? 

• Overall, do these prices feel acceptable or not? PROBE for reasoning and what would need to 
be in place this make this feel more acceptable 
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Share one of slides 14-16 and then 17-19 showing alternatives (CPI+3% and CPI+5%) for NHH 
customers, talk through (showing only the slide/charges most likely to apply to participant based 
on information collected during screening about current bill) 

• How do you feel about these alternative options? 
o How do they compare with the CPI+4% approach? 
o What would the pros and cons be? PROBE around different outcomes (e.g. more/less 
o  investment) 
o How would these impact your business? PROBE on both alternative charges 

 
Share slide 20 summarising all three scenarios 

• Overall, which of these charges (CPI+4%, +3% or +5%) feels most acceptable to you? Why? 
 

5 mins Wrap up  
• Based on what we’ve discussed today, is there anything you would like to see changed 

about the draft business plan?  
o Is there is anything you would want to make sure stays as it is? 
o And is there anything you think needs more explanation?  

 
• Is there anything else you’d like to know at this stage? Explain that we can take down 

questions and pass these along to Scottish Water, or we can share the Q&A document that has 
questions raised by domestic customers with answers provided by Scottish Water. 
 

• That’s all the questions I wanted to ask you, but before we finish is there anything else 
you’d like to mention? 
 

Facilitator thanks participant, explains next steps and confirms consent to recontact for phase 3: 
• Your thank you payment will be arranged by iThoughts who recruited you. 
• Would you like a copy of the full draft of the business plan? If yes - please remember that this 

is a confidential document and should not be shared with anyone else. If anything else occurs 
to you as you’re reading it, please feel free to share views with us over email and we will take 
that on board too. 
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• COLLECT CONSENT TO RECONTACT: Finally, as you may know, we would potentially like to 
speak with you again in a few months to summarise the feedback we received from you and 
other businesses, update you on Scottish Water’s draft business plan, and gather your views 
on how things have progressed. This would involve taking part in another online interview, in a 
similar format to this one. We will confirm the date for this as soon as possible. If you are 
invited to take part in this additional interview, you would receive an additional ‘thank you’ 
payment. Are you happy for us to recontact you about this? Record consent and confirm 
contact details. 

 
 
Rotation of investment areas across interviews 

Interview 1st  
investment 

area 

2nd 
investment 

area  

3rd investment 
area (if time) 

Interview 1st  
investment 

area 

2nd 
investment 

area  

3rd  
investment 

area (if time) 
*If participant mentions an area that is particularly important to them (based on LTS), facilitator will cover the relevant investment 
area first and then follow pre-set list. 
1 *1 2 3 21 *4 3 2 
2 *4 1 2 22 *1 4 3 
3 *3 4 1 23 *2 1 4 
4 *2 3 4 24 *3 2 1 
5 *4 3 2 25 *1 2 3 
6 *1 4 3 26 *4 1 2 
7 *2 1 4 27 *3 4 1 
8 *3 2 1 28 *2 3 4 
9 *1 2 3 29 *4 3 2 
10 *4 1 2 30 *1 4 3 
11 *3 4 1 31 *2 1 4 
12 *2 3 4 32 *3 2 1 
13 *4 3 2 33 *1 2 3 
14 *1 4 3 34 *4 1 2 
15 *2 1 4 35 *3 4 1 
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16 *3 2 1 36 *2 3 4 
17 *1 2 3 37 *4 3 2 
18 *4 1 2 38 *1 4 3 
19 *3 4 1 39 *2 1 4 
20 *2 3 4 40 *3 2 1 
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10. Non-household Cohort – Phase 2 Engagement – Fieldwork 
Stimulus 
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11. Cohort 1  - Phase 2a Workshop – Advance Material 
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12. Cohort 1 – Phase 2a Workshop - Discussion Guide  
 
Thursday 14th August 2025, 6-9pm 
 
Group of 63 participants, with 8 pre-assigned break-out groups (of 7-8 participants each) 
Purpose of the session: 

• Remind participants of the overall process, aims, their role, and what will happen with the findings.  
• Present draft business plan and explore proposed priorities/investments/charges and implications of these. 
• Gather participants’ views on key draft business plan content and acceptability of reference charging scenario/alternatives.  

Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

17.30 – 17.50 
 

Set-up: 
Facilitators 
check in 
20 mins 

Ensure 
technology is set-
up correctly 
before 
participants enter 
the room  

Chair, facilitators and tech team only 
 
• Test link, mics and cameras. 
• Test who has the host/co-host function and ensure it is allocated to the right team 

member(s) for assigning break out rooms.  
• Make all facilitators co-hosts. 
• Change screen name to NAME – Org – Chair/Facilitator. 
• Check everyone is on the WhatsApp group for facilitation team to be able to ask 

questions 
• Facilitators, speakers and observers allowed in early and asked to change screen name 
• Meanwhile tech support is assigning participants who are in the waiting room, 

facilitators, experts and observers to break-out rooms. 
 

17.50-18.00 
 

Participant 
check-in 
10 mins 

Enable 
participants to get 
settled and 
resolve any tech 
issues 

Participants log into the online session 
 
• Participants encouraged to join the Zoom session early to check in and check their 

video/mic.  
• Participants encouraged to get a pen and paper and get settled somewhere quiet. 
• Register as people join and change screen names as necessary to first name and first 

initial of surname (e.g. Jane S). 
 

18.00 – 18.10 
 
 

Welcome, 
introductions 

To welcome and 
orientate 
participants 

Ipsos chair to welcome back participants to the second workshop  
 
Participants allocated to break-out groups, but not put in them. 
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allocated 

Discussion 
structure 
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and context 
setting  
10 mins 

 
• Briefly reminds participants of the overall aims of the research, what their 

participation will involve, and the role that they  will play. Highlights what the end goal is 
i.e. to help inform Scottish Water’s business plan and decisions around future 
investment and charges.  

 
• Briefly recaps on the SRC27 process and how this research is informing this, including 

the role of Consumer Scotland “Consumer Scotland’s role in this process is to ensure 
that the views of consumers’ are reflected in Scottish Water’s Business Plan and that 
affordability issues have been taken into consideration when setting water charges. 
and that decisions about where to invest reflect what is most important to Scottish 
Water’s customers. The final confirmation stage will ask consumers whether Scottish 
Water’s final business plan commands their support.” 
 

• Explains their role “We are now moving into a stage of the process in which your input 
will be crucial – informing the evolution of the draft business plan into the final version. 
In this session, we’ll look to understand your views on this draft plan, how it aims to 
protect and enhance Scotland’s water services, and how this will impact your bills in 
future. Later in the autumn, after hearing your views and concerns – the Scottish Water 
team will come back and explain how they’ve aimed to take these onboard, along with 
feedback of regulators and others, as they work to deliver the final version of the 
Business Plan. This all leads towards the final stage of the research next year, where 
you’ll be asked to what extent Scottish Water’s final business plan commands your 
support .”  

 
• Provides summary of overall process (i.e. number of future workshops and online 

community) and today’s agenda (including time of breaks and finishing time).  
 
• Explains who is here – our group of participants representing people from across 

Scotland, Ipsos facilitators, presenters, and any observers.  
 

• Explain purpose of today’s session Explain that we will be focussing on certain parts of 
the draft business plan that we really want their views on. Scottish Water will talk us 
through some of this, and we will look at some of the content in more detail in our 
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discussion groups. Encourage them to have a critical view, and to have in mind 
questions such as: 

 
o What do you like about it? 
o What do you not like about it? 
o How acceptable does this feel to you? 
o What might make this more acceptable?  
o What might need more explanation? 

 
• Quick reminder of housekeeping and ground rules – mention that plenary sessions will 

be recorded so keep camera off if don’t want to be visible during that. Reminder to only 
have first name and first letter of surname showing. 

 
• Provide assurances around the scope of the research and confidentiality 
 

18:10 Move to pre-allocated break-out rooms  

18.10 – 18.25 
 

Break-out group 
introductions 
and warm-up 
discussion 
 
15 mins 

To allow 
participants to 
meet others and 
warm up / explore 
top-of-mind 
perceptions of 
water services. 

Facilitator welcomes participants, thanks them for their participation and introduces 
themselves. Collects permission/consent for recording. 
 
• Please briefly tell everyone your first name, where in Scotland you live  
 
• What has been on your mind about water and wastewater since the last session? 

 
o Why has that been on your mind? 

 
o What prompted that?  
 
o Taking part in this process, or something else? PROBE to establish whether it 

was the process (e.g. online community, previous sessions) or something else (e.g. 
something on the news, conversations with friends/family) that prompted this 

 
• Has anyone changed their views on any issues since the last session?  
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o What prompted that?  
 

o Taking part in this process, or something else? 
 

• To help prepare for this session, we sent you some information via the online 
community which included an overview of the draft Business Plan – or “plan on a 
page”. Did anyone get a chance to look at it? For those who did, what were your initial 
thoughts? 

o Anything in particular that stood out? 
o Was it what you were expecting to see or did anything surprise you? 
o What do you think it could mean for customer charges over the next 6 years? 

 
• [If time] Is there anything else that you have seen on the online community that has 

stuck with you? 
 

Facilitator thanks participants and acknowledges we will now move to plenary to see the 
first presentation. 

18:25 Move to plenary  

18.25-18.35 Introduction of 
the draft 
Business Plan 
and its general 
focus areas 
 
10 mins 

Presentation 1: 
Introduction to 
the business plan 
and CPI+4% 
charge 

Wendy Kimpton, Scottish Water - introduction to the draft business plan:  
 
• Brief recap on key challenges and Long Term Strategy to remind participants of this 

context (note that participants will have been sent the summary from WS1 in advance as 
a reminder). 
 

• Overview of what is covered in the draft business plan (including reference to how it has 
been informed by customers and others in the water sector). 

 
• Brief overview of the investment areas within the draft business plan 

(highlighting/explaining the choice/regulatory areas).  
 

• Introduces CPI+4% charges and impact on customer bills over 6 year period. References 
CPI for context and gives overview of the exemptions/discounts in place. 
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• Explains how affordability was considered/balanced with investments. 
 

18.35 Break out Discussion 1  

18.35-18.50 Break out 
discussion and 
reflection on 
Presentation 1 
 
15 mins 

To enable 
participants to 
reflect and gather 
initial views 

Facilitator will have copies of the slides to show again if needed. Facilitators to remind 
participants that they will hear more about the draft business plan later, and that we’re 
looking for initial thoughts on the information provided so far. 
Facilitator note – allow participants to respond to the 4% charge increase but ensure space is 
also given to the other topics (investment areas, discounts/exemptions, regulation/choice 
areas). 
 

• What stood out to you from the information that you just received? 
 

• You heard about the broad coverage of what is in the draft Business Plan. We will 
look at this in more detail later this evening. But how does this overview compare 
with your expectations?  
 

• SHOW SLIDE 5 (SR27 Draft Business Plan on a Page): What are your initial 
thoughts on the investment areas? Facilitator note down initial thoughts to revisit in 
next breakout. 
 
o Any that you were pleased to see included? Why? 
o Any that you were not pleased to see included? Why? 
o Were any unclear? 
o Were there any you would like to know more about? 

 
• [IF NOT COVERED ABOVE] SHOW SLIDE 8 (What this means for customer bills): 

And what are your initial thoughts on the 4% increase in customer bills? Facilitator 
to remind participants that they will hear more about this later and will see a full 
breakdown by council tax band. 
o What do you think of how bills could change over time? 
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o Do these bill increases feel reasonable for the investments that Scottish Water 
plan to make? Why/why not? 

o Is there anything more you wanted to know about this?  
 
Facilitator read out if needed: CPI stands for Consumer Price Index and represents inflation. 
We don’t know what inflation will be over the next six years, but it will impact bills. For the 
purpose of showing what this might mean for customer bills, we have assumed that inflation 
will be 2% (which is the Bank of England’s target). But it could be more or less. There is more 
information about this on the online community. 

 
• STAY ON SLIDE 8 (What this means for customer bills): Wendy talked about the 

discounts and exemptions that are available to just over half of households. What 
do you think of these? 
o Do you agree or disagree with the discounts and exemptions being available? 
o Are they targeting the right groups? 
o Are the discounts too low, too high, or about right? 
 

• [IF TIME] SHOW SLIDE 6 (The Cost of our Plan): You also heard that most of the 
investment are things Scottish Water are required to do to meet regulations, but 
there’s a small amount that Scottish Water is choosing to do based on customer 
feedback. What did you think of that? 

 
• What questions would you like to ask the presenter? [prioritising if necessary/if 

time]. 
 

Facilitator to keep a note for Q&A later and reassure participants that any questions not 
answered in the session will be submitted to Scottish Water afterwards and responses will 
be shared with them over email/online community]  
 

18.50-19.00 Break  

19.00 Stay in Plenary 



158 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

19.00-19.20 Business Plan – 
Detailed 
overview 
 
20 mins 

Presentation 2: 
investment areas, 
outcomes and 
alternative 
charging options 

Simon Parsons, Scottish Water – detailed overview of draft business plan: 
• More detailed overview of investment areas and outcomes based on draft plan of 

CPI+4% (e.g. water quality, waste water compliance, leakages, and how this compares 
with other water providers).  
 

• Summarise alternative options (+3% and +5%) and what the differences would be in 
terms of investments/progress against specific actions.  

19.20 Break out groups  

19.20-19.35 Break out 
discussion and 
reflection on 
Presentation 2 
 
15 mins 

To explore initial, 
top of mind 
reactions to 
investment and 
alternative 
options, and 
gather questions  

Facilitator will have copies of the slides to show again if needed.  
 
We will be looking at the investment areas and charges in more detail soon, but for now 
I’m interested to hear initial thoughts on the information just shared.  
 
• How do you feel about the investment areas now that you have heard more about 

them, including the intended outcomes? Facilitator refer back to points raised in 
previous breakout (things they’re pleased to see/not pleased to see/not clear about)  
[show slides 13-17 with the investment areas/outcomes as needed] 

 
o Do these meet your expectations? 
o Do these feel like the right outcomes? 
o Do they feel balanced with the increase in customer charges? 
o Is there anything missing? 

 
• SHOW SLIDE 18 (draft plan and alternative scenarios): You have heard that the draft 

plan involves a CPI+4% increase in charges. What about the alternative options of 
CPI+3% or +5% that Simon talked about – what do you make of those? 

o Are these better or worse than the CPI+4% approach? Why? 
o Is there anything more you want to know about this?  

 
• What questions would you like to ask the presenter? [prioritising if necessary/time and 

inviting participants to ask a question on the group’s behalf]. 
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Facilitator to keep a note for Q&A and reassure participants that any questions not 
answered in the session will be submitted to Scottish Water afterwards and responses will 
be shared with them over email/online community]  
 

I19.35 Back to plenary  

19.35-19.50 Q&A Session 
with Scottish 
Water 
 
15 mins 

Q&A  Feedback followed by Q&A in panel-style. 
Q&A session, with facilitators each asking the top question from their break-out group or 
calling on participants to.    
 
Chair to introduce next breakout session, where there will be a focused discussion on the 
investment areas and charges. Encourage them to think about how the business plan 
might impact  them and their households, but also how it might affect others like your 
neighbours, family and communities. Chair will explain that all the material from tonight’s 
session will be available on the online community afterwards, and you will have the 
opportunity to reflect more on what this means for you personally. 

19.50 – 20.00 Break 
20.00 Break out groups 
20.00-20.55 
 

Reflections on 
draft business 
plan 
 
55 mins 
 
 

To gather detail 
views on the draft 
business plan 

We now have the opportunity to discuss the content in some more detail. 
 
Let’s first look at the investment areas that are outlined in the draft Business Plan. As a 
reminder, theses were SHOW SLIDE 21 (Draft business plan on a page): 

o Scotland’s water remains a source of national pride – focusing on maintenance, 
drinking water quality, reliable water and leakage 

o Scotland’s rivers and seas improve, and our communities are protected from 
flooding – focusing on maintenance, combined sewer overflows and pollution 

o SW has played a key role in enabling Scotland’s sustainable economic and 
housing growth – focusing on economic and housing growth, workforce and 
supporting a prosperous Scotland 

o Improving lives of customers, communities and environment to help Scotland 
flourish come rain or shine – focusing on customer service, climate change and 
carbon foot print 
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(10 mins) We are going to look at 1 or 2 of these in detail (other groups will be looking at 
different areas, so they will all be covered). You will also have the chance to look at all of 
these again on the online community afterwards. 
 
ROTATE ORDER OF INVESTMENT AREAS ACROSS BREAKOUT GROUPS AS FOLLOWS 
(FACILTIATORS AIM TO COVER 1 WITH A 2nd/3rd OPTION READY TO COVER IF TIME).  

o Scotland’s water remains a source of national pride (drinking water quality, 
reliable water, leakage, maintenance) (1) – slides 22 and 23 

o Scotland’s rivers and seas improve… (CSOs, internal and external sewer flooding, 
maintenance) (2) - slides 22 and 24 

o SW has played a key role in growth… (economic and housing growth, tomorrow’s 
workforce, supporting a prosperous Scotland) (3) slide 25 

o Improving lives of customers, communities and environment… (customer 
service, climate change, carbon) (4) slide 26 

Note - if covering (1) and (2), slide 22 only needs to be covered once: 
 
GROUP 1 – Sally : 1,2,3 
GROUP 2 - Alex: 4,1,2 
GROUP 3 - Ben: 3,4,1 
GROUP 4 - Erin: 2,3,4 
GROUP 5 – Yulia: 4,3,2 
GROUP 6 - Cat: 1,4,3 
GROUP 7 - Colin: 2,1,4 
GROUP 8 - Laoise: 3,2,1 
 
FOR EACH ONE, SHOW RELEVANT SLIDE AND ASK: 
 

• How do you feel about what Scottish Water plans to do in this area? (referencing 
the Outcomes e.g. maintaining the number of properties at risk of repeated internal 
sewer flooding per year, reducing the amount of water lost through leaks etc) 

 
o How satisfied are you with the outcome(s) here?   
o Does it go far enough? 
o Is there anything else you would have expected to see? 
o Overall how important does this feel to you? 
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Now let’s look again at what these investment areas mean for customers’ bills. As a 
reminder, you’ll have the chance to see all of this on the online community after . 
 
(15 mins) 
SHOW SLIDE 27 (Business plan CPI+4%): Let’s look again at the CPI +4% charges and what 
that means for monthly customers’ bills. On this slide you can see how monthly charges 
would change across all 8 council tax bands. So, for example, someone living in tax band 
B would see their water bill go from [read out charges for tax band B as shown on table, 
highlighting figures at the start, middle and end of the six year period as well as the total 
change between 2026/7 and 2032/33. Ensure participants are clear on the distinction 
between the 4% only figures and the blue figures that show what the costs could be if 
inflation is 2%, but this could end up being more or less]. 
Annual figures available on slide 33 if needed 
 

o How do you feel about this?  
o Thinking about your own household, and if you’re happy to share with the group, 

how would these charges impact you? PROBE on reasons for any issues or 
concerns they choose to share 

o And thinking more broadly, how might these charges impact other households? 
o Would these charges impact some groups more or less than others? PROBE for 

who/how and note down 
o Thinking again about the investment areas (toggle between slides 27 and 28 as a 

needed) - what are the pros and cons? 
o Overall, do the charges feel affordable? Why/why not? PROBE for details on who 

it is/isn’t affordable for 
 
SHOW SLIDE 29 (Discounts and exemptions): As you heard in the presentation, there are 
some discounts and exemptions that apply to certain groups of people... [read through 
information on the slide]. 
 

o How does this make you feel about the charges? (toggle between slides 27 and 
29 as needed) 

o Before you mentioned that the charges would impact some groups more than 
others [play these back] – do these discounts/exemptions make a difference? 
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o Return to slide 27 (CPI+4% table): Do the charges feel any more or less 
affordable? PROBE for reasons and details on who it is/isn’t affordable for 

 
STAY ON SLIDE 27 (CPI+4 table): Based on everything we’ve discussed, does the CPI+4% 
charge feel acceptable or not overall? PROBE for reasoning and what would need to be in 
place to make this feel more acceptable. 
 

 
(5-10 mins) 
SHOW SLIDE 30 (CPI+3%) AND READ OUT: Now let’s look again at the alternatives that 
were mentioned. Starting with CPI +3% and what that means for customers’ bills. [read 
out charges for tax band B as shown on table, highlighting figures at the start, middle and 
end of the six year period as well as the total change between 2026/7 and 2032/33. 
Ensure participants are clear on the distinction between the 4% only figures and the blue 
figures that show what the costs could be if inflation is 2%, but this could end up being 
more or less]. 
Annual figures available on slide 34 if needed 
 

o How do you feel about this alternative? 
o How does it compare with the draft plan of CPI+4%? 
o What would the pros and cons of that be? PROBE around the different outcomes 

e.g. less investment in internal sewer flooding, carbon and maintenance (refer to 
text in red box on slide) 

o What would the impact be if Scottish Water took this approach instead? 
▪ What about the impacts on customers? PROBE to clarify whether 

participants are referring to their own households or others 
▪ What about on the areas that Scottish Water can invest in?  

o Is this more or less acceptable than the previous scenario? PROBE for reasoning 
 

(5-10 mins) 
SHOW SLIDE 31 (CPI+5%) AND READ OUT: Now let’s look at the other alternative of CPI 
+5% and what that means for customers’ bills.…  [read out charges for tax band B as 
shown on table, highlighting figures at the start, middle and end of the six year period as 
well as the total change between 2026/7 and 2032/33. Ensure participants are clear on 
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the distinction between the 4% only figures and the blue figures that show what the 
costs could be if inflation is 2%, but this could end up being more or less]. 
Annual figures available on slide 35 if needed 
 

o How do you feel about this alternative? 
o How does it compare with the other options we’ve looked at? 
o What would the pros and cons of that be? PROBE around the different outcomes 

e.g. increased investment in quality standards, managing rainwater, and 
combined sewer overflows (refer to text in green box on slide) 

o What would the impact be if Scottish Water took this approach? 
▪ What about the impacts on customers? PROBE to clarify whether 

participants are referring to their own households or others 
▪ What about on the areas that Scottish Water can invest in?  

o Is this more or less acceptable than the previous scenario? PROBE for reasoning 
 

(10 mins)  
To wrap up, I’d to think about what you would want Scottish Water’s final business plan to 
include. 
 

• [if time, SHOW SLIDE 32]: Overall, which of the charging options that you have 
seen (+4%, +3%, +5%) feels most acceptable to you and why?  
 

• Based on what you’ve seen/heard today, is there anything you would like to see 
changed about the draft business plan as Scottish Water prepares its final 
business plan?  
 

• Is there is anything you would want to make sure stays as it is? 
 

• And is there anything you think needs more explanation?  
 20.55 Back to plenary 
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20.55-21.00 Summary and 
close 
 
5 mins 

To orientate 
participants and 
encourage 
continued 
engagement 

Chair to close the day: 
• Brief overview of what has been covered 
• Brief overview of what to expect in the online community and in the next workshop (and 

reiterating plans for confirming details on this) 
• Reminder of incentives process 

 
Thank participants and close  
Note facilitators and tech support will only leave once all participants have left, and all 
facilitators can encourage participants to come off mute, wave and say goodbye.  
Facilitators to make a note of any questions raised in group discussions that weren’t 
addressed in the Q&A sessions ready to share with research team. 

 

  



165 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

13. Cohort 1  - Phase 2a Workshop – Scottish Water 
Presentation  



166 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 



167 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

  
 
 
 



168 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



169 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



170 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



171 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



172 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



173 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



174 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



175 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



176 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



177 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



178 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



179 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



180 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



181 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



182 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



183 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



184 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



185 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



186 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



187 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



188 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



189 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



190 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



191 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



192 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



193 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



194 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



195 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 
 



196 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



197 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



198 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

 
 
 



199 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 



200 
 

24-085562-01  | Version 1 | Public | This work was carried out in accordance with the requirements of the international quality standard for Market Research, ISO 20252, © Ipsos 2026 

14. Cohort 1  - Phase 2b Workshop – Discussion Guide  
Wednesday 8th October 2025, 6-9pm 
 
Group of ~50 participants, with 7 pre-assigned break-out groups (of 7-8 participants each) 
Purpose of the session: 

• Recap on what the process has involved so far  
• To hear from Scottish Water about how feedback on the draft business plan is being responded to  
• Gather participants’ views on Scottish Water’s response. 

Time 
allocated 

Discussion 
structure 

Objectives Questions and materials  

17.30 – 17.50 
 

Set-up: 
Facilitators 
check in 
20 mins 

Ensure 
technology is set-
up correctly 
before 
participants enter 
the room  

Chair, facilitators and tech team only 
 
• Test link, mics and cameras. 
• Test who has the host/co-host function and ensure it is allocated to the right team 

member(s) for assigning break out rooms.  
• Make all facilitators co-hosts. 
• Change screen name to NAME – Org – Chair/Facilitator. 
• Check everyone is on the WhatsApp group for facilitation team to be able to ask 

questions 
• Facilitators, speakers and observers allowed in early and asked to change screen name 
• Meanwhile tech support is assigning participants who are in the waiting room, 

facilitators, experts and observers to break-out rooms. 
 

17.50-18.00 
 

Participant 
check-in 
10 mins 

Enable 
participants to get 
settled and 
resolve any tech 
issues 

Participants log into the online session 
 
• Participants encouraged to join the Zoom session early to check in and check their 

video/mic.  
• Participants encouraged to get a pen and paper and get settled somewhere quiet. 
• Register as people join and change screen names as necessary to first name and first 

initial of surname (e.g. Jane S). 
 

18.00 – 18.15 
 
 

Welcome, 
introductions 
and context 
setting  

To welcome and 
orientate 
participants 

Ipsos chair to welcome back participants to the second workshop.  
 
Participants allocated to break-out groups but not put in them. 
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15 mins 15. Welcome back to participants and thank them for their engagement in both the 
workshops and the online community. 

 
16. Warm up poll over Zoom polling function.  (Emphasise that this is just for fun and 

to take stock of how people are feeling - we won’t see who has said what, and we 
won’t use these results as part of the findings) 

 
“As a result of taking part in this research so far, have you made any changes to your use 
of water and wastewater at home?”  

a. Yes, I have already 
b. No, but I plan to 
c. No, and don’t plan to 
d. Don’t know  

  
17. Briefly remind participants of the SR27 process including its aims and overall 

timelines. Remind them that part of the process is to ensure that decisions 
about where to invest reflect what is important to Scottish Water’s customers, 
and that this is what they have been helping to do already.  

 
18. Explain their role at this stage of the process – “When we last met, you heard 

about and shared your views on Scottish Water’s draft business plan. Those 
findings have been shared with Scottish Water. So this evening the Scottish 
Water team will explain how they’ve aimed to take that feedback onboard, along 
with feedback of regulators and others, as they work to deliver the final version 
of the Business Plan. This all leads towards the final stage of the research next 
year, where you’ll be asked to what extent Scottish Water’s final business plan 
commands your support.”  

 
• Recap on what they told us: 

 
o You felt that the investment areas within the draft business plan seemed broadly 

reasonable, particularly around maintaining and future-proofing infrastructure 
 

o You raised some queries about certain aspects of the plan, and wanted more 
information about:  
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▪ Investment in planting trees, supporting housing growth and recruitment 

of apprentices and trainees 
▪ Outcomes related to water quality and leakages 

 
o You had a mix of views on the impact on customer bills. Overall there was broad 

acceptance of bills increasing by CPI+4% when that was balanced with the target 
outcomes from the investment, and when compared with the CPI+3% and CPI+5% 
alternatives.  
 

o But you had concerns about impact this would have on customer bills, particularly 
on households that are already facing increases prices elsewhere.  

 
o You recognised the challenge of delivering the outcomes in the plan, and wanted 

to know more about how progress would be monitored. 
 
o You were keen to understand how this business plan compared with the previous 

plan, including how customer prices compared with the previous review. 
 

• Explain format of today’s session and timings.  Explain that we will hear from Scottish 
Water again, with a couple of presentations, and that we will also hear from the Water 
Industry Commission for Scotland (WICS) who will be explaining more about their role as 
the economic regulator with overall responsibility for the SR27 process, and what they 
are looking for from the business plan. In the last session some of you wanted to 
understand more about how Scottish Water is held to account, so we hope that hearing 
from WICS will help to give you more of a sense of that, although it’s important to 
remember that there are other regulators within the water sector too (and you heard 
more from them on the online community). Share today’s agenda (including time of 
breaks and finishing time). 
 

• Provides summary of next steps in the process. After tonight, the online community 
will remain open for a few days, but then we won’t see everyone until next year, but will 
be in touch about where and when.  
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• Reminder of recording of plenary sessions, so keep camera off if don’t want to be 
visible during that. Reminder to only have first name and first letter of surname 
showing. 

 
• Provide assurances around the scope of the research and confidentiality 
 

18:15 Move to pre-allocated break-out rooms  

18.15 – 18.25 
 

Break-out group 
introductions 
and warm-up 
discussion 
 
10 mins 

To allow 
participants to 
meet others and 
warm up / explore 
top-of-mind view 
on the draft 
business plan. 

Facilitator welcomes participants, thanks them for their participation and introduces 
themselves. Collects permission/consent for recording. 
START RECORDING 
 
• Please briefly tell everyone your first name and where in Scotland you live  
 
• When you saw you last time you heard about Scottish Water’s draft business plan, and 

since then that has also been shared on the online community. What parts of the draft 
business plan stood out to you most?  

 
o Why did that stand out? 

 
o How did that make you feel? 
 
o How did the summary you just heard compare with your current views on the 

draft business plan?  
 
• Has anything else related to water and wastewater services been on your mind since 

the last session?  
 
o What prompted that?  

 
o Taking part in this process, or something else? 
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Facilitator thanks participants and acknowledges we will now move to plenary to see the 
first presentation. 

18:25 Move to plenary  

18.25-18.35 10 mins 
 

Presentation 1: 
Feedback on the 
draft business 
plan 

Before introducing speakers, chair to mention that there will be a Q&A following the first 
two presentations which will focus on questions for WICS. A second Q&A will be for 
questions to Scottish Water, as there is a further presentation to come from Scottish Water 
later this evening. 
 
 Wendy Kimpton, Scottish Water  
 
• Presentation summarising feedback on the draft business plan received from other 

customer and stakeholder engagement, and (if necessary) outlining overall timeline for 
the remainder of the SR27 process.  

 
18.35-18.45 10 mins 

 
Presentation 2: 
Regulation and 
how Scottish 
Water has 
performed in the 
past 

 Colin McNaughton, WICS 
 
• Introduce WICS and its role 

 
• Explain how WICS holds Scottish Water to account, with reference to its role in SR27 

process for context. Include explanation of the final determination, and how feedback 
from this process will contribute to that.  

 
• Outline how Scottish Water’s current draft business plan compares with previous 

performance – does it represent an improvement/stability, and how does the CPI+4% 
pricing compare with the SR21 pricing.  

 
• Outline what sorts of criteria will WICS be applying when it considers Scottish Water’s 

final business plan.  

18.45 Break out Discussion 1  

18.45-19.00 Break out 
discussion and 

To enable 
participants to 

Facilitator will have copies of the slides to show again if needed.  
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reflection on 
presentations 
 
15 mins 

reflect and gather 
initial views 

• What stood out to you from the information that you just heard? 
 

• What did you think of the other feedback that Scottish Water has received on the 
draft business plan?  

 
o How did it compare with your own views of the draft business plan?  

 
o Did it make you think differently about anything?  
 
o Is there anything you would want to know more about?  

 
• What did you think of the information you received from WICS? 
 

o Did it make you think differently about anything?  
 

o At the last session people said they wanted to hear more about how Scottish 
Water is and would be held to account. How do you feel about that now? 

 
o Is there anything you would want to know more about?  

 
• What questions would you like to ask WICS? [prioritising if necessary/if time]. 

Facilitator to remind group that this first Q&A will focus on questions for WICS, as we have 
more to hear from Scottish Water and a chance to ask them questions later. However, if 
there is a burning question for Scottish Water, they can prioritise it. 
 

Facilitator to keep a note for Q&A and reassure participants that any questions not 
answered in the session will be submitted to Scottish Water afterwards and responses will 
be shared with them over email]  
 

19.00-19.10 Q&A  
 
10 mins 

Q&A on the first 
presentations 
(mainly WICS) 

Q&A in panel-style. Facilitators each ask the top question from their break-out group or call 
on participants to.    
 
Facilitators will encourage participants to focus their questions on WICS and, as they are 
going to hear more detail from Scottish Water soon which may answer some of the queries 
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they may have for Scottish Water. But of course if they have burning questions, they want to 
ask Scottish Water they can.  
 

19.10-19.20 Break  

Stay in Plenary 

19.20-19.40 Response to 
feedback on 
draft business 
plan 
 
15-20 mins 

Presentation 3: 
Clarifications on 
the draft 
business plan 
feedback 
received in the 
last session/ 
online community  

Wendy Kimpton, Scottish Water  
 
• Overview of the areas where there was challenge / more information was requested 

 
• Response to specific investment areas that customers have questioned (Scottish Water 

to explain why these are in the draft business plan) 
 

• How the draft business plan compares with the previous ones including the previous 
customer price, level of investment and outcomes 

 
• What is Scottish Water doing to ensure the plan is as efficient as possible  
 
• Summary of what is changing in the draft business plan / what trade offs are being 

considered in response to feedback 
 

19.40 Break out groups  

19.40-19.55 Initial 
reflections on 
presentation 
and question 
forming 
 
15 mins 

To gather initial 
reflections and 
form questions 

Facilitator will have copies of the slides to show again if needed. 
 
We’re going to spend the rest of the evening reflecting on Scottish Water’s response. 
We’ll have a discussion about specific aspects later, but for now I want to get your initial 
thoughts and to gather any questions you might have for Scottish Water.   
 
• What stood out to you from Scottish Water’s response to the feedback?  

o How did that make you feel? 
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Encourage overall/general reflections, and whatever is top of mind. There is time later to 
explore certain points (e.g. investment areas) in more detail, but it’s fine to capture initial 
thoughts here. 

 
• What parts of the plan, if any, are you now:  

o Clearer about? PROBE on what has caused this 
o Still unclear about? PROBE on what has caused this / what specific aspects are 

unclear 
 
• Have any new issues have come up for you? PROMPT IF NEEDED. This could be 

anything you are now particularly interested in, anything you hadn’t thought about 
before, or anything you have changed you mind about? 
 

• What questions would you like to ask Scottish Water? Facilitator recap on any raised in 
previous discussion and encourage participants to prioritise. Reassure that any 
unanswered questions can be shared with Scottish Water afterwards. 

 
 

19.55-20.05 20 mins Q&A with 
Scottish Water 

Q&A in panel-style. Facilitators each ask the top question from their break-out group or call 
on participants to.    
Chair will send participants on break and explain that when they return they will be back in 
breakouts for final discussion. 

20.05-20.15 Break (participants moved to breakouts during break) 

20.15 - 
20.50 
 

Further 
reflections on 
draft business 
plan 
 
35 mins  
 
 
 

To gather 
detailed views on 
the draft 
business plan 

Facilitator will have copies of the slides to show again if needed. s 
Facilitator to revisit points raised in previous discussion as needed.  
 
Further reflections (20-25 mins) 
Let’s look in more detail at some of the investment areas that you had asked for more 
detail on. As a reminder these included investment in housing growth, creating 
woodlands, and the targets around drinking water quality.  
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Facilitator can bring up Plan on a Page (slide 6) again to as a reminder of the investment 
areas that were clarified in the presentation. (Aim to spend no more than 5 mins on this to 
allow sufficient time for rest of discussion) 
 
o Having heard the clarifications on these points earlier, how do you feel about those 

parts of the draft business plan now? IF NEEDED How about…. 
SHOW SLIDES 7-9 AS NEEDED: 

o Investment related to supporting housing growth? (Slide 7) 
o The targets around drinking water quality? (Slide 8) 
o Investment in creating woodlands, as part of the wider aim of reducing carbon 

emissions? (Slide 9) 
o Anything else? (facilitator to recap on anything mentioned in the initial 

reflections discussion or in relation to plan on page, e.g. apprentices/trainees, 
leakage) 

 
• We heard about how the SR27 process compared with the previous SR21 process, 

including the different contexts, needs and charges in the two periods.  How did that 
make you feel? SHOW SLIDE 10 IF NEEDED: 

o Did it make you feel differently about the investment areas in the business plan?  
o Did it make you feel differently about the impact on customer bills?  
 
 

• We heard about some of the things that Scottish Water are considering to try and 
balance affordability with meeting the outcomes in the draft business plan. What did 
you think of that? SHOW SLIDE 12 AND PROBES AS NEEDED: 

 
o What do you think about the idea of doing some things later rather than sooner 

to keep prices down for everybody? The examples Wendy gave were slowing the 
rate Scottish Water reduces its carbon emissions and slowing the replacement 
of water mains.  
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▪ How do you feel about the impact that would have on what Scottish 
Water can deliver? (refer to the right hand side of the slide, if needed) 

▪ On balance, is this something you feel Scottish Water should explore as 
it develops the final business plan? 

 
o What do you think about the idea of delivering the same outcomes for less to 

keep prices down for everybody? The example Wendy gave was using temporary 
solutions to reduce the impact of flooding for customers - meaning customers 
don’t experience the impact of floods but the underlying issues are not yet 
resolved.  

▪ How do you feel about the impact that would have on what Scottish 
Water can deliver? (refer to the right hand side of the slide, if needed) 

▪ On balance, is this something you feel Scottish Water should explore as 
it develops the final business plan? 

 
• What did you think about the other outcomes mentioned? SHOW SLIDE 13 AND PROBE: 

 
o Which, if any, stand out in particular? How do you feel about that? 
o Would any changes to these make the draft business plan any more or less 

acceptable to you? 
 
• Based on everything you’ve heard and discussed this evening, what parts of the plan, 

if any, are you now: 
 

o More satisfied with? PROBE on what has caused this 
o Less satisfied with? PROBE on what has caused this  

 
 
 
 
Final reflections (10-15 mins) 
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Facilitator to open up Miro Board, with each group using virtual “post it notes” to write up 
their answers to last 3 questions:  
 
• How would you sum up your views on Scottish Water’s draft business plan in a few 

words? 
 

• Is there anything you would like to see changed about the draft business plan as 
Scottish Water prepares its final business plan?  

 
• And is there anything you think needs more explanation or justification?  
 

 20.50 Back to plenary 

20.50-21.00 Summary and 
close 
 
10 mins 

To orientate 
participants and 
encourage 
continued 
engagement 

Chair to close the day: 
• Brief overview of what has been covered 
• Brief overview of what to expect from the research of the process (and reiterating plans 

for confirming details on this) 
 
Your feedback will be shared with Consumer Scotland and Scottish Water, and that will be 
very helpful as Scottish Water develops its final business plan. The final business plan is due 
to be published in February 2026, so the next time we see you will be after that, around early 
April. That will involve another workshop session and at that you will be asked the extent to 
which you support the final business plan. After that, we will be focussing on analysing and 
reporting on this process. And WICS draft determination is then due to happen in June 2026. 
We will stay in touch with over email about next steps and will let you know dates and format 
of the next workshop.  
 
 
• Reminder of incentives process 

 
Thank participants and close  
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Note facilitators and tech support will only leave once all participants have left, and all 
facilitators can encourage participants to come off mute, wave and say goodbye.  
 
Facilitators to make a note of any questions raised in group discussions that weren’t 
addressed in the Q&A sessions ready to share with research team. 
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16. Cohort 1  - Phase 2b Workshop – WICS Presentation  
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Our standards and accreditations 
Ipsos’ standards and accreditations provide our clients with the peace of mind that they can 
always depend on us to deliver reliable, sustainable findings. Our focus on quality and continuous 
improvement means we have embedded a “right first time” approach throughout our organisation. 

ISO 20252 
This is the international specific standard for market, opinion and social research, 
including insights and data analytics. Ipsos UK was the first company in the world to gain 
this accreditation. 

Market Research Society (MRS) Company Partnership 
By being an MRS Company Partner, Ipsos UK endorse and support the core MRS brand 
values of professionalism, research excellence and business effectiveness, and commit 
to comply with the MRS Code of Conduct throughout the organisation & we were the first 
company to sign our organisation up to the requirements & self-regulation of the MRS 
Code; more than 350 companies have followed our lead. 

ISO 9001 
International general company standard with a focus on continual improvement through 
quality management systems. In 1994 we became one of the early adopters of the ISO 
9001 business standard. 

ISO 27001 
International standard for information security designed to ensure the selection of 
adequate and proportionate security controls. Ipsos UK was the first research company in 
the UK to be awarded this in August 2008. 

The UK General Data Protection Regulation (UK GDPR)  
and the UK Data Protection Act 2018 (DPA) 
Ipsos UK is required to comply with the UK General Data Protection Regulation (GDPR) and 
the UK Data Protection Act (DPA). These cover the processing of personal data and the 
protection of privacy. 

HMG Cyber Essentials 
Cyber Essentials defines a set of controls which, when properly implemented, provide 
organisations with basic protection from the most prevalent forms of threat coming from 
the internet. This is a government-backed, key deliverable of the UK’s National Cyber 
Security Programme. Ipsos UK was assessed and validated for certification in 2016. 

Fair Data 
Ipsos UK is signed up as a “Fair Data” company by agreeing to adhere to twelve core 
principles. The principles support and complement other standards such as ISOs, and the 
requirements of data protection legislation.  
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For more information 
Ipsos Scotland 
4 Wemyss Place  
Edinburgh EH3 6DH 
 
Telephone: +44 (0)131 385 1050  

www.ipsos.com/en-uk 
http://twitter.com/IpsosScotland 

 

http://www.ipsos.com/en-uk
http://twitter.com/IpsosScotland

