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1 Executive Summary 

The Consumer Futures Unit commissioned BMG Research to conduct a survey amongst 

small and medium sized businesses focusing on their experience of water and sewerage 

services within the non-domestic water market in Scotland. The survey explored themes 

such as the businesses’ awareness of competition in this market, their experience of 

switching between licensed providers, and also considered ways in which the market could 

be improved. 

The survey built upon, and progressed, some of the issues first addressed in research 
commissioned by the Consumer Futures Unit’s predecessor organisation, Consumer 
Futures, in its report Navigating unfamiliar waters (2014).1 It also drew upon some of the 
themes explored in the research undertaken by BMG in 2015, on behalf of Citizens Advice 
and Citizens Advice Scotland, which focused on how small businesses across the UK 
engage with essential markets (“the 2015 Research Report”).2 

The findings from the survey confirm that awareness of competition in the non-domestic 

market, which Navigating unfamiliar waters and the 2015 Research Report had found was 

beginning to rise, has increased significantly.  The survey shows that businesses are 

becoming more engaged in the market, and more likely to switch water supplier. This has 

enabled greater market penetration from smaller water suppliers.  

Greater awareness of competition in the market will help to ensure that business consumers 

see benefits in more competitive prices. It will also help to drive improvements in the quality 

of services received by businesses. 

The research suggests that there are two key steps for businesses in the switching process. 

These can be summarised as follows: 

(1) Finding an alternative supplier (which requires awareness of competition in the 

non-domestic market, and access to information); and 

(2) Actually switching from one supplier to another (which requires a smooth transition 

process, and a supportive regulatory framework, to do so). 

BMG’s research found that nearly all of the businesses reported that the switching process 

had been positive, and that they had not experienced any negative issues during the 

switching process. In addition, these latest findings highlighted that lower charges were most 

frequently cited as a positive aspect of switching.   

BMG’s research findings also suggest that competition within the non-domestic water market 

in Scotland is intensifying. 

                                                
1
 Consumer Futures, Navigating unfamiliar waters: SMEs’ awareness and experience of the water 

market in Scotland, 2014. 

2
 BMG Research, How small businesses engage with essential markets, prepared for Citizens Advice 

and Citizens Advice Scotland, 2015 
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2 Key findings 

The key findings from the research include: 

 The 2015 Research Report confirmed that there was an increasing level of awareness 

amongst small businesses in Scotland about competition in the non-domestic water 

market. This trend is further highlighted by the current research which demonstrated that 

the majority of the businesses surveyed are aware they have a choice when choosing 

their water supplier (44 participants, 88%).  

 Business Stream is the most commonly used supplier of water and sewerage services 

(18 participants, 36%).3 

 A total of 40% (20 participants) of those surveyed have been with their current water 

supplier for less than 4 years. 

 Over half of the businesses became aware that they can choose who supplies water to 

their business through marketing or being directly approached by a water company (23 

participants, 52%). This echoed findings in the 2015 Research Report, which highlighted 

that most businesses typically became aware of competition through marketing 

materials distributed by providers.  

 Of those businesses which are in the process of switching, or have already switched, 

their water supplier, the internet was most frequently cited as the main source of 

information for finding out about the new supplier (3 participants, 43%). 

 The majority of businesses would use the internet to find out more about other water 

suppliers (35 participants, 80%). 

 Those surveyed would use various websites to find out information about other water 

suppliers. A total of 49% (17 participants) would use water suppliers’ own websites, 46% 

(16 participants) would use price comparison websites, and 43% (15 participants) would 

use the Scottish Water website.  

 More than a third of businesses pay more than £100 a month or more than £1,200 a 

year for their water and sewerage services (19 participants, 38%).  

 The most typical frequency of payment is a quarterly water and sewerage charges bill 

(10 participants, 20%).  

 Two fifths of businesses receive flexible billing options (20 participants, 40%), however, 

just over a third of businesses do not receive any additional services from their provider 

(18 participants, 36%). 

 The majority of businesses are satisfied to some extent with their current water supplier 

(31 participants, 62%); with 42% (21 participants) stating they are very satisfied.  

 

                                                
3
 Business Stream’s market share in June 2013 was just under 98%; Navigating unfamiliar waters. 



Key findings 

 
3 

 The majority of businesses surveyed do not have a desire to switch their water and 

sewerage provider (32 participants, 64%). 

 A quarter of the businesses surveyed would not consider switching regardless of how 

great the potential savings (12 participants, 24%). 

 Nearly all businesses that had switched stated that the switching process had been a 

positive experience, and did not have any negative aspects. 

 All businesses that are in the process of switching, or have already switched, their water 

supplier emphasised lower charges as one of their reasons for switching provider.  

 The Navigating unfamiliar waters research report, and the 2015 Research Report, both 

highlighted the key role of the prospects of lower charges in persuading SMEs to switch 

providers. A similar trend emerged in the current research, where lower charges were 

found to be most frequently cited as a positive aspect of switching.  

 All businesses that have switched water provider stated that lower charges would 

encourage them to switch their water provider again. 

 The majority of businesses surveyed have never been in debt with their water and 

sewerage provider (44 participants, 88%). 

 Two thirds of businesses that have been contacted by their water provider regarding 

debt were aware at the time that they owed money for unpaid bills (4 participants, 67%). 

 Two thirds of those who had been contacted by a provider regarding a debt had heard 

of the company that contacted them (4 participants, 67%). 

 Two thirds of those who had been contacted by a provider regarding a debt paid the 

money they owed (4 participants, 67%). 
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3 Summary of recommendations 

More is needed to ensure that existing switching mechanisms inform, empower and meet 
consumers’ needs. Consideration should, for example, be given to establishing a price 
comparison website for the non-domestic water sector which will help to empower 
consumers in the switching process. 

Further consideration should be given to other ways of using the Internet and customer 
engagement points to ensure consumers have adequate access to information about 
competition. 

More is needed to ensure consumers have access to value-added services from their 
licensed provider such as flexible billing. Further research is also necessary to understand 
the link between the provision of additional services and consumer switching. 

Additional research is required to better understand why some businesses are unwilling to 
consider switching as an option in their decision making, and what could influence this 
position to encourage switching. 
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4 Introduction 

4.1 Background 

BMG Research was commissioned by the Consumer Futures Unit to conduct a survey 

amongst small and medium sized businesses about their experience of water and sewerage 

services within the non-domestic market in Scotland. The survey focused on exploring their 

awareness of competition in the non-domestic water market in Scotland, their experience of 

switching between licensed providers of water and sewerage services, and on identifying 

any concerns they might have about the water market in Scotland and how this market might 

be improved. Based on a sample of 50 respondents this report summarises the results of the 

survey conducted between 25th February and 4th March 2016. 

The survey took forward some of the themes explored in previous research undertaken by 

Consumer Futures. The Navigating unfamiliar waters report highlighted the findings of 

research, conducted in 2012 not long after the introduction of water sector competition, 

which found that consumer awareness of competition in the water sector in Scotland was 

low. Navigating unfamiliar waters also found, however, that since the 2012 research, 

competition in the market had “significantly matured” and that SMEs’ engagement with the 

market appeared to be “gaining traction”.4 

The current survey also progressed some of the themes and issues which BMG had 
previously undertaken on behalf of Citizens Advice and Citizens Advice Scotland,  in the 
2015 Research Report. This report focused on how small businesses across the UK 
engaged with essential markets. The 2015 Research Report featured a number of key 
findings in relation to small businesses’ experiences of purchasing water and sewerage 
services in the non-domestic water market. While the research sample of Scottish small 
businesses within the overall UK sample was small, it nevertheless provides some grounds 
for comparisons with the current survey in key areas such as small businesses’ awareness 
of competition within the non-domestic market. This issue is considered in Section 5 below. 

4.2 Methodology 

BMG Research conducted a CATI (Computer Aided Telephone Interview) study on behalf of 

Citizens Advice Scotland using a database of 898 contacts. The questionnaire was designed 

by BMG Research in conjunction with the Consumer Futures Unit. The survey consisted 

largely of a series of closed questions but where necessary to capture a more detailed 

answer, open questions were asked and interviewers were trained in probing the respondent 

for as full an answer as possible. A copy of the questionnaire can be found in Appendix B.  

An overall target of 50 respondents was set and split disproportionately into quotas based on 

size, location and sector of business. A breakdown of the profile of the businesses 

interviewed is included in Appendix A. 

                                                
4
 Navigating unfamiliar waters 
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4.3 Report structure 

Where tables and graphics do not match exactly to the text in the report this occurs due to 

the way in which figures are rounded up (or down) when responses are combined. Results 

that differ in this way should not have a variance which is any larger than 1%. 

Throughout the report, in tables and in graphs, the symbol * is used to denote any figure that 

is less than 0.5%. 

Differences based on size of business and whether the business pays more or less than 

£100pm/£1200pa have been discussed where significant.  
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5 Awareness of competition 

This section outlines the key findings of the survey in relation to the questions focussing on 

awareness of competition in the non-domestic water market, and on aspects of the details of 

the businesses’ current water suppliers.  

All participants were asked if they are aware they can choose who supplies water to their 

business. The vast majority (88%) said that they are aware. 

The 2015 Research Report confirmed that there was an increasing level of awareness 

amongst small businesses in Scotland about competition in the non-domestic water market. 

This trend is further highlighted by the current research which demonstrated that the majority 

of the businesses surveyed are aware they have a choice when choosing their water 

supplier (44 participants, 88%).  

 

 

A3. Are you aware that you can choose who supplies water to your business? Sample base: 50 

All participants were then asked who currently supplies their premises with water and 

sewerage services. Results found that Business Stream is still the most commonly used 

supplier of water and sewerage services (36%). Around one in five participants (22%) are 

currently supplied by Clear Business Water and a small minority (2%) are supplied by 

Aimera and Cobalt Water. Around a third (32%) have some other water provider; with most 

of these (9 participants) stating that Scottish Water supplies their service, whilst a few 

participants have a private water supply and a further few explained that they have more 

than one water provider. 

88% 

12% 

0% 20% 40% 60% 80% 100%

Yes (44)

No (6)
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A1. Who currently supplies your premises with water and sewerage services?  Sample base: 50 

All participants were subsequently asked how long they have had a contract with their 

current supplier. Around a third of participants (34%) have always been with them. A quarter 

(24%) have been with the supplier between 1 and 4 years, one fifth (20%) have been with 

them for 5 years or more, and 16% have been with them for less than one year.  

 

A2. How long have you had a contract with this supplier? Sample base: 50 

Those who are aware they are able to choose who supplies their water and sewerage 

services were asked how they became aware. Over half of the businesses (52%) became 

aware through marketing or being directly approached by a water company. Over a third 

(36%) became aware through the media, nearly a quarter (23%) via the internet, and nearly 

one in five (18%) through a colleague. 7% could not recall how they became aware they had 

a choice when choosing their water supplier. 

36% 

22% 

2% 

2% 

32% 

6% 

0% 5% 10% 15% 20% 25% 30% 35% 40%

Business Stream (18)

Clear Business Water (11)

Aimera (1)

Cobalt Water (1)

Other (16)

Don't know (3)

34% 

20% 

24% 

16% 

6% 

0% 5% 10% 15% 20% 25% 30% 35% 40%

Always been with them (17)

5 years or more (10)

Between 1 and 4 years (12)

Less than one year (8)

Don't know (3)
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A4. How did you become aware that you can choose who supplies water to your business? Sample base: 44 

When looking at how much each participant pays for their water bill, it becomes apparent 

that those with a higher bill are more likely to have become aware through marketing or a 

direct approach from a water company; 78% of those who pay more than £100pm/£1200pa 

compared with 36% that pay less than £100pm/£1200pa. 

Those who are aware they have a choice regarding who supplies water to their premises 

were then asked where they would look to find out more about other water suppliers. The 

majority (80%) would use the internet. Around one in ten would use existing literature (11%), 

a brokerage organisation (9%), and newspapers (9%). Over one fifth (23%) stated they 

would use some other source of information; with a few of these stating they would find out 

more through water suppliers directly contacting them. 2% of participants stated they would 

not look for information on other water suppliers.  

 

A5. Where would you look to find out more about other water suppliers? Sample base: 44 

Those who said they would use the internet for information about other water suppliers were 

subsequently asked which websites they would use. Water suppliers’ own websites was the 

most common type of website cited (49%). Nearly one half (46%) said they would use price 

comparison websites, despite there being no water specific price comparison website 

available. Over two fifths (43%) said they would use the Scottish Water website, while less 

52% 

36% 

23% 

18% 

14% 

7% 

18% 

7% 

0% 10% 20% 30% 40% 50% 60%

Marketing/direct approach from a…

The media (16)

The internet (10)

Through a colleague (8)

From a brokerage organisation (6)

Through a friend or family member…

Other (8)

Don’t know (3) 

80% 

11% 

9% 

9% 

23% 

2% 

5% 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

The internet (35)

Existing literature (5)

A brokerage organisation (4)

Newspapers (4)

Other (10)

Would not look (1)

 Don’t know (2) 
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than a third would use the Scottish Government website (29%) and a water regulator 

website (26%). Around one in ten (9%) would access the Citizens Advice Scotland website. 

More than a third (37%) reported they would use some other website to find out more 

information about other suppliers; all of these highlighted they would use a search engine for 

example Google. One business also said they would visit the Federation of Small 

Businesses’ website.  

 

A6. What websites would you look at to find out more about other water suppliers? Sample base: 35 

49% 

46% 

43% 

29% 

26% 

9% 

37% 

6% 

0% 10% 20% 30% 40% 50% 60%

Water suppliers' own websites (17)

Price comparison websites (16)

Scottish Water website (15)

Scottish Government website (10)

A water regulator website (9)

Citizens Advice Scotland website (3)

Other (13)

Don't know (2)
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6 Experience of existing services 

Section 6 sets out the findings of the survey regarding SMEs’ experiences of the quality, and 

type, of services received from their current water supplier. This section also includes 

findings in relation to issues around the billing and collection of water and sewerage 

charges. 

All participants were asked on a scale of 1 to 5 where one is very dissatisfied and 5 is very 

satisfied, how satisfied they are with their current water supplier. The majority of businesses 

(62%) are satisfied to some extent with their current water supplier, with 42% stating they 

are very satisfied. Conversely, less than one in five (16%) are dissatisfied to some extent, 

with 4% stating they are very dissatisfied. When looking at how much each business pays 

for its water bill, those who pay less than £100pm/£1200pa are more likely to be satisfied 

with their current provider (72% compared with 42% of those who pay more than 

£100pm/£1200pa). 

 

B1. On a scale of 1 to 5 where one is very dissatisfied and 5 is very satisfied, how satisfied are you with your 

current water supplier? Sample base: 50 

 

 

 

 

 

42% 

20% 

22% 

12% 

4% 

62% 

16% 

0% 20% 40% 60% 80%

Very satisfied (21)
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Summary:
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When analysing the results by size of business, it becomes apparent that small business 

owners are the most satisfied.  

 

B1. On a scale of 1 to 5 where one is very dissatisfied and 5 is very satisfied, how satisfied are you with your 

current water supplier? Sample base: 50 

All participants were asked how much they pay for water and sewerage charges. Nearly two 

fifths (38%) pay more than £100 a month or more than £1,200 a year, whereas one fifth 

(20%) pay less than £10 a month or less than £120 a year. Around one in ten (12%) are 

unsure how much their water bill is.  

 

B2. Approximately how much do you pay for water and sewerage charges? Sample base: 50 

 

62% 

52% 

73% 

70% 

22% 

28% 

20% 

10% 

16% 

20% 

7% 

20% 

0% 20% 40% 60% 80% 100%

Total

Micros (1-9)
(25)

Small (10-49)
(15)

Medium (50-249)
(10)

Summary: Satisfied Neither satisfied or dissatisfied Summary: Dissatisfied

20% 

2% 

16% 
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38% 
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MONTHLY - More than £100 a month OR
YEARLY - More than £1,200 a year (19)

Don't know (6)
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As can be expected, the larger businesses pay a higher water and sewerage charge.  

 

B2. Approximately how much do you pay for water and sewerage charges? Sample base: 50 

All participants were then asked how often they receive a water and sewerage bill or pay a 

direct debit. The most typical frequency of payment is a quarterly bill (20%). There is no 

notable difference based on size of business. 68% of those who pay more than 

£100pm/£1200pa receive their water bill monthly, compared with 36% who pay less. 

 

B3. How often do you receive a water and sewerage bill/pay a direct debit? Sample base: 50 
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Participants were asked what additional services their current provider gives them, apart 

from receiving water and sewerage services. Two fifths (40%) receive flexible billing options, 

16% receive more competitive charges and water repair works, 12% get leaks and other 

problems fixed, and one in ten (10%) receives help with using less water. However, over a 

third (36%) do not receive any additional services from their water provider. 

 

B4. Apart from receiving water and sewerage services, what additional services does your current provider give 

you? Sample base: 50 

40% 

16% 

16% 

12% 

10% 

8% 

36% 

8% 
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Flexible billing options such as
direct debt, monthly charges (20)
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7 Experience of switching  

This section present the key findings of the survey with reference to SMEs’ experiences of 

switching. 

All participants were asked at what stage their business is in terms of switching water and 

sewerage provider. The majority of businesses surveyed do not have a desire to switch their 

water and sewerage provider (64%). 14% are contemplating switching and 12% have 

switched already. A minority (2%) are preparing to switch or in the process of switching. 

 

C1A. In terms of switching water and sewerage service provider, which of the following statements most 

accurately describes the stage that you and your business are at the moment? Sample base: 50 

When analysing the results based on how much businesses pay for their water services, we 

find that a quarter (26%) of those who pay more than £100pm/£1200pa have already 

switched their provider, compared to 4% of those who pay less. Furthermore, 80% of those 

who pay less than £100pm/£1200pa do not want to switch provider, compared with 42% of 

those who pay more. When looking at how long the businesses have been operating, we 

find that 81% of businesses that do not want to switch have been operating for more than 5 

years, compared to 19% that have been operating for up to 5 years. 

 

 

 

 

 

 

 

6% 

14% 

2% 

2% 

12% 

64% 

0% 20% 40% 60% 80%

Unaware that you could switch (3)

Contemplating switching (7)

Preparing to switch (1)

In the process of switching (1)

Switched already (6)

Do not want to switch (32)



SMEs’ Awareness and Experience of the Water Market in Scotland 

 
16 

 

Those who are in the process of switching or have already switched their water supplier 

were asked what prompted them to switch. All businesses (100%) highlighted lower charges 

as one of their reasons for switching provider. More than a quarter (29%) also stated poor 

experience with their previous supplier as a reason, and 14% stated getting help with saving 

water and spending less on it as a contributing factor.  

 

C2. What prompted you to switch water and sewerage service provider? Sample base: 7 

Those who are in the process of switching or have already switched their water supplier 

were subsequently asked how they found out about the company they switched to or are 

switching to. The internet was most frequently cited as the source of information for finding 

out about the new supplier (43%). 43% stated they found out about the other water company 

through some other means; a couple found out via a representative from the water company 

itself, while one found out from a third party. No notable difference was found based on size 

of business.  

 

100% 
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14% 
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C3A. How did you find out about the company you switched to/are switching to? Sample base: 7 

Those who are in the process of switching or have already switched their water supplier 

were asked what the most positive and negative aspect of the switching experience is. 

Lower charges are cited most frequently as the positive aspect of switching, while nearly all 

businesses stated there had been no negative aspect of the switching process. However, 

one business said the provider has not issued a correct bill or invoice yet.  

Those who have already switched their water supplier were asked what would encourage 

them to switch again. All businesses (100%) stated that lower charges would encourage 

them to switch their water provider again, two thirds (67%) said help with saving water and 

spending less on it, half (50%) said poor experience with their previous supplier, and a third 

(33%) said more flexible billing arrangements would encourage them to switch their water 

supplier again.  

 

C4. What would encourage you to switch again? Sample base: 6 

All participants were asked how much in savings would they have to make before they were 

tempted to switch. A quarter (24%) still stated they would not consider switching. 18% stated 

they would need to save £10-20 a month or £120-240 a year before they would be tempted 

to switch, and 16% stated £20-50 a month or £240-600 a year.  
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C5. How much in savings would you have to make before you were tempted to switch? Sample base: 50 

Perhaps surprisingly, when looking at how much the businesses pay for their water services 

there was no difference between those who pay more than £100pm/£1200pa and those who 

pay less. Both are just as likely to be tempted to switch if they would save less than £10 a 

month / less than £120 a year (12% of those who pay less than £100pm/£1200pa, compared 

to 11% who pay more). 
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8 Experience of debt recovery 

This section focuses on the survey’s main findings on issues such as the SMEs’ experiences 

of debt recovery. 

All participants were asked if they have ever been contacted by a water or sewerage 

provider telling them that they were in debt for water services. The majority of businesses 

surveyed have never been in debt with their water and sewerage provider (88%). 

 

D1. Have you ever been contacted by a water and sewerage provider telling you that you were in debt for water 

services? Sample base: 50 
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Medium sized businesses are more likely to have been in debt with their water and 

sewerage provider than smaller businesses. 

 

D1. Have you ever been contacted by a water and sewerage provider telling you that you were in debt for water 

services? Sample base: 50 

Those who have been contacted by a water provider regarding a debt were asked if they 

were aware that they owed money for unpaid bills. Two thirds (67%) were aware, while 17% 

were unaware they owed money. 

 

D2. When you were contacted, were you aware that you owed money for unpaid bills? Sample base: 6 
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 21 

Those who have been contacted by a water provider regarding a debt were asked how they 

were contacted. 67% had been contacted by letter, 50% had been contacted by phone and 

17% had been contacted by email. These businesses were subsequently asked if they had 

heard of the company that contacted them. Two thirds (67%) said they had, while one third 

(33%) said they have not. 

 

D4. Had you heard of the company that contacted you? Sample base: 6 

Those who have been contacted by a water provider regarding a debt were subsequently 

asked whether they paid or not. Two thirds (67%) said they did and of the two business 

owners that did not pay the money they owed to their water provider one received further 

contact from the collections company and one asked their water provider to come out and 

view the site regarding the dispute.  

 

D5. Did you pay? Sample base: 6 
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Appendix A: Employer profile 

Number of employees 

Number of employees  Sample size  Percentage  

1 - 4  16  32%  

5 - 9  9  18%  

10 - 19  11  22%  

20 - 49  4  8%  

50 - 249  10  20%  

Sector of business 

Sector Sample size  Percentage  

AB Primary sector  2  4%  

C Manufacturing  10  20%  

F Construction  5  10%  

GH Transport, retail and distribution  4  8%  

I Accommodation and food service activities  8  16%  

J Infocomms  2  4%  

M Professional activities  5  10%  

N Administrative and support services  3  6%  

OP Public administration and defence; compulsory 
social security; Education  

4  8%  

KLQRS Other services  7  14%  

Number of sites 

Number or sites  Sample size  Percentage  

One (just this site)  42  84%  

Two  5  10%  

Three  2  4%  

Four  0  0%  

Five or more  1  2%  
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Location of business 

Area  Sample size Percentage 

Central Scotland  7 14% 

Glasgow  7 14% 

Highlands and Islands  6 12% 

Lothian  6 12% 

Mid Scotland and Fife  6 12% 

North East Scotland  6 12% 

South Scotland  6 12% 

West Scotland  6 12% 

 

Length of time trading 

Length of time  Sample size Percentage 

Up to one year  2 4% 

Over 1 year, up to 2 years  2 4% 

Over 2 years, up to 3 years  2 4% 

Over 3 years, up to 5 years  3 6% 

Over 5, up to 10 years  4 8% 

Over 10 years, up to 20 years  7 14% 

More than 20 years  29 58% 

Don’t know  1 2% 
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Legal status 

Legal status  Sample size Percentage 

Sole proprietorship/trader  5 10% 

Private limited company, limited by 
shares(LTD)  

26 52% 

Partnership  14 28% 

Private company limited by guarantee  1 2% 

Community Interest Company (CIC, limited 
by guarantee or shares)  

1 2% 

Other  3 6% 

 

Description of business 

Description  Sample size Percentage 

A social enterprise with primarily social or 
environmental objectives...  

19 38% 

More than 50% owned by women  10 20% 

50% or more owned by people from an ethnic 
minority background  

1 2% 

A family business, majority owned by members of 
the same family  

32 64% 

None of these  13 26% 
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Work premises 

All participants were asked if their main business or work premises is also their home. Just 

over three quarters (78%) have work premises away from their home. 

 

S12. Is your main business or work premises also your home? Sample base: 50 
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Appendix B: Questionnaire  

SME Awareness and Experience of the Water Market in Scotland 

Citizens Advice Scotland 

Introduction 

INTERVIEWER TO ASK TO SPEAK TO OWNER OR MANAGING DIRECTOR. IF NOT 

AVAILABLE MAKE APPOINTMENT TO CALL BACK AT A CONVENIENT TIME. 

Good morning/afternoon, my name is XXX and I am calling from BMG Research, an 
independent research organisation. We are undertaking a survey on behalf of Citizens 
Advice Scotland which represents the interests of consumers and small and medium sized 
businesses in markets in Scotland such as water, energy, and communications services. 
Their remit is to advise the Government on changes that are required to the way that certain 
services are delivered. 

The survey focuses on awareness, experiences, and concerns that small and medium sized 
businesses such as yours might have about the water market in Scotland and how it might 
be improved. The results from the survey will be published and may influence Government 
policy in the area. The survey takes the form of a telephone interview lasting approximately 
10 minutes. We are interested in the views of all small and medium sized businesses; would 
you be able to help us with this survey? 

REASSURANCES TO USE AS NEEDED 

 You may want to have a recent water bill to hand when answering some of these 
questions, but this is not essential. 

 Any information you provide will be treated in strictest confidence, and answers you give 
will not be attributed to you or your organisation in the data. 

 We work strictly within the Market Research Society Code of Conduct. 

 The contact at BMG Research is Sarah Howell on 0121 333 6006. 

 Your business details have been acquired from Dun & Bradstreet’s commercial 
database.  

 If you would like to confirm that this research is genuine you can call Robert McGeachy 

at Citizens Advice Scotland on 0131 550 1069.  
 You can withdraw from this interview at any point if you decide you would not like 

your responses used. 
 We can send you an email link to the final report if you wish. 

 

 

 

 

 

 

 

 

 

 

tel:01315501069
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OUTCOME CODES 

CONTINUE 1 

TRANSFER TO APPROPRIATE RESPONDENT 2 

REFUSED  3 

OUT OF QUOTA – NOT A SME (I.E. <1 OR >250 EMPLOYEES) 4 

HARD APPOINTMENT 5 

SOFT APPOINTMENT 6 

UNOBTAINABLE NUMBER (DEAD LINE) 7 

WRONG NUMBER 8 

OTHER (SPECIFY) 9 

 

Employer profile 

Firstly, I would like to ask a few questions that will help us to classify your answers. 

 

ASK ALL, SINGLE RESPONSE 

S1 Is this site your head office or a branch? 

Head office 1 CONTINUE 

Branch 

2 

ASK FOR CONTACT DETAILS FOR 
HEAD OFFICE. 

THANK AND CLOSE 

 

ASK ALL, WRITE IN EXACT NUMBER 1-250, 996=Refused, 999=Don’t know  

S2 How many people, approximately, excluding yourself are employed by your 

organisation in Scotland – including working directors, managers and people who work away 

from the site?   

 

ADD AS NECESSARY: Do not include outside contractors/agency staff nor self-employed 

contractors 

ADD AS NECESSARY: Include both full-time and part-time staff  

ADD AS NECESSARY: Partners and co-owners should be included 
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ASK IF S2=996 OR 999, SINGLE RESPONSE 

S3 Would that be, approximately....? READ OUT  

Zero (no employees) 1 THANK AND CLOSE 

One to four 2 1-4 EMPLOYEES QUOTA 

Five to nine 3 5-9 EMPLOYEES QUOTA 

10 to 19 4 10-19 EMPLOYEES QUOTA 

20 to 49 5 20-49 EMPLOYEES QUOTA 

50 to 249 6 50-249 QUOTA 

250 or more 7 

THANK AND CLOSE Don’t know 8 

Refused 19 

 

ASK ALL, SINGLE RESPONSE 

S4 We have [DESCRIPTION OF BUSINESS ACTIVITY FROM SAMPLE] as a broad 
description of your company’s activity. Does this sound about right to you? 

Yes 1 

No 2 

 

ASK IF S4=2, WRITE IN RESPONSE - CODE TO 2 DIGIT SIC 2007 

S5  What is the main business activity that you undertake? PROBE AS NECESSARY 

 What is the main product or service? 

 What exactly is made or done? 

ASK ALL, SINGLE RESPONSE 

S6 How many sites in Scotland does your business operate from, including this site and 
your Scotland head office? 

One (just this site) 1 

Two 2 

Three 3 

Four 4 

Five or more 5 

Don’t know 6 

 

 

 



 

 29 

 

ASK  ALL, SINGLE RESPONSE 

S7 We would like to check your postcode as this allows us to classify by area. We have 
your postcode written down as [POSTCODE FROM SAMPLE]. Is this correct? 

Yes 1 

No 2 

 

ASK IF S7=2, WRITE IN, 996=Refused, 999=Don’t know 

S8A  What is your postcode? PROBE AS NECESSARY, CHECK IT IS CORRECT 
AGAINST PAF, IF NOT RE-ASK 

AUTOCODE TO LOCAL AREA FROM POSTCODE  

 

ASK IF S8A=REFUSED OR DON’T KNOW 

S8B In which of the following areas are you based? READ OUT 

Central Scotland 1 

Glasgow 2 

Highlands and Islands 3 

Lothian 4 

Mid Scotland and Fife 5 

North East Scotland 6 

South Scotland 7 

West Scotland 8 

 

ASK ALL, SINGLE RESPONSE 

S9 For how long has your business been trading? PROMPT IF NECESSARY 

 

 

 

  

 

 

 

 

 

 

 

 

Up to one year 1 

Over 1 year, up to 2 years 2 

Over 2 years, up to 3 years 3 

Over 3 years, up to 5 years 4 

Over 5, up to 10 years 5 

Over 10 years, up to 20 years 6 

More than 20 years 7 

Don’t know 8 
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ASK ALL, SINGLE RESPONSE 

S10 What is the legal status of your organisation? READ OUT AS NECESSARY 

 

 

ASK ALL, MULTIPLE RESPONSE 

S11 Is your business...... READ OUT 

A social enterprise with primarily social or 
environmental objectives, where surpluses are 
principally reinvested in the business or community 
rather than being paid to shareholders or owners?  

1 

More than 50% owned by women? 2 

50% or more owned by people from an ethnic 
minority background? 

3 

A family business, majority owned by members of 
the same family? 

4 

SINGLE RESPONSE None of these 5 

SINGLE RESPONSE Refused 6 

 

ASK ALL, SINGLE RESPONSE 

S12 Is your main business or work premises also your home? NB: IF THEY ARE 
MOBILE, E.G. A TAXI/DELIVERY SERVICE, ASSUME THIS IS HOME 

 

 

 

Sole proprietorship/trader 1 

Private limited company, limited by shares (LTD) 2 

Public Ltd Company (PLC) 3 

Partnership 4 

Limited liability partnership 5 

Private company limited by guarantee 6 

Community Interest Company (CIC, limited by 
guarantee or shares) 

7 

Friendly Society 8 

A Co-operative 9 

Industrial and Provident Society 10 

Other (SPECIFY) 11 

Don’t know 12 

Refused 13 

Yes 1 

No 2 
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Awareness of competition 

ASK ALL, SINGLE RESPONSE 

A3  Are you aware that you can choose who supplies water to your business? 

Yes 1 

No 2 

 

ASK ALL, SINGLE RESPONSE 

A1 Who currently supplies your premises with water and sewerage services? READ 
OUT AS NECESSARY 

Business Stream 1 

Castle Water 2 

Clear Business Water 3 

Aimera 4 

NWG Business 5 

United Utilities 6 

Thames Water 7 

Cobalt Water 8 

Other (SPECIFY) 9 

Don’t know 10 

 

ASK ALL, SINGLE RESPONSE 

A2 How long have you had a contract with this supplier? 

Always been with them 1 

5 years or more 2 

Between 1 and 4 years 3 

Less than one year 4 

Don’t know 5 
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ASK IF A3=1, MULTIPLE RESPONSE 

A4 How did you become aware that you can choose who supplies water to your 

business? PROMPT IF NECESSARY 

The media  1 

The internet 2 

Marketing/direct approach from a water company 3 

From a brokerage organisation 4 

Through a colleague 5 

Through a friend or family member 6 

Other (SPECIFY) 7 

SINGLE RESPONSE Don’t know 8 

 

ASK IF A3=1, MULTIPLE RESPONSE 

A5 Where would you look to find out more about other water suppliers? PROMPT IF 
NECESSARY 

The internet 1 

A brokerage organisation 2 

Existing literature 3 

Newspapers 4 

Other (SPECIFY) 5 

SINGLE RESPONSE Don’t know 6 

 

ASK IF A5=1, MULTIPLE RESPONSE 

A6 What websites would you look at to find out more about other water suppliers? 

PROMPT IF NECESSARY 

Price comparison websites 1 

Water suppliers’ own websites 2 

Citizens Advice Scotland website 3 

Scottish Water website 4 

Scottish Government website 5 

A water regulator website 6 

Other (SPECIFY) 7 

SINGLE RESPONSE Don’t know 8 
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Experience of existing services 

ASK ALL, SINGLE RESPONSE 

B1  On a scale of 1 to 5 where one is very dissatisfied and 5 is very satisfied, how 
satisfied are you with your current water supplier? READ OUT 

1 – very dissatisfied  1 

2 – quite dissatisfied 2 

3 – neither satisfied or dissatisfied 3 

4 – quite satisfied 4 

5 – very satisfied 5 

Don’t know 6 

 

ASK ALL, NUMERIC RESPONSE - £XX:XX 

B2  Approximately how much do you pay for water and sewerage charges...? 

RESPONDENT TO SELECT ONE OF THE FOLLOWING TIME PERIODS FOR WHICH TO 

RESPOND: 

a. each month? 
b. each year?  

DK 

If DK READ OUT: 

Monthly Yearly  

Less than £10 a month Less than £120 a year 1 

£10-£20 a month £120-£240 a year 2 

£20-£50 a month £240-£600 a year 3 

£50-£100 a month £600-£1,200 a year 4 

More than £100 a month More than £1,200 a year 5 

Don’t know 7 

 

ASK ALL, SINGLE RESPONSE 

B3 How often do you receive a water and sewerage bill/pay a direct debit? PROMPT IF 
NECESSARY 

Monthly  1 

Quarterly  2 

Six monthly 3 

Annually 4 

Other (SPECIFY) 5 

Don’t know 6 
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ASK ALL, MULTIPLE RESPONSE 

B4 Apart from receiving water and sewerage services, what additional services does 
your current provider give you? PROMPT IF NECESSARY 

More competitive charges 1 

Flexible billing options such as direct debt, 
monthly charges 

2 

Help with using less water 3 

Water repair works 4 

Fixing leaks or other problems 5 

Other (SPECIFY) 6 

Don’t know 7 

 

Experience of switching 

ASK ALL, SINGLE RESPONSE 

C1A  In terms of switching water and sewerage service provider, which of the following 
statements most accurately describes the stage that you and your business are at 
the moment: READ OUT STATEMENTS 

Unaware that you could switch 1 

Contemplating switching 2 

Preparing to switch 3 

In the process of switching  4 

Switched already 5 

Do not want to switch 6 

Don’t know 7 
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ASK IF C1=4/5, SINGLE RESPONSE 

C1B IF C1=4 Who are you switching to? 

 C1C IF C1=5 Who were you with before you switched? 

Business Stream 1 

Castle Water 2 

Clear Business Water 3 

Aimera 4 

NWG Business 5 

United Utilities 6 

Thames Water 7 

Cobalt Water 8 

Other (SPECIFY) 9 

Don’t know 10 

 

ASK IF C1=4/5, MULTIPLE RESPONSE 

C2  What prompted you to switch water and sewerage service provider? PROMPT IF 
NECESSARY 

Lower charges 1 

More flexible billing arrangements 2 

Poor experience with previous supplier 3 

Help with saving water and spending less on it 4 

Extra services offered  5 

Don’t know 7 

 

ASK IF C1=4/5, MULTIPLE RESPONSE 

C3A How did you find out about the company you switched to/are switching to? PROMPT 
IF NECESSARY 

The internet 1 

A brokerage organisation 2 

Existing literature 3 

Newspapers 4 

Other (SPECIFY) 5 

SINGLE RESPONSE Don’t know 6 

 

ASK IF C1=4/5, OPEN RESPONSE 

C3B What was/has been the most positive aspect of the switching experience? 
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ASK IF C1=4/5, OPEN RESPONSE  

C3C What was/has been the most negative aspect of the switching experience? 

ASK IF C1=5, MULTIPLE RESPONSE 

C4  What would encourage you to switch again? PROMPT IF NECESSARY 

Lower charges 1 

More flexible billing arrangements 2 

Poor experience with previous supplier 3 

Help with saving water and spending less on it 4 

Extra services offered  5 

Other (SPECIFY) 6 

Don’t know 7 

 

ASK ALL, SINGLE RESPONSE 

C5  How much in savings would you have to make before you were tempted to switch? 
PROMPT IF NECESSARY 

Monthly Yearly  

Less than £10 a month Less than £120 a year 1 

£10-£20 a month £120-£240 a year 2 

£20-£50 a month £240-£600 a year 3 

£50-£100 a month £600-£1,200 a year 4 

More than £100 a month More than £1,200 a year 5 

Don’t know 7 

Would not consider switching 8 

 

Experience of debt recovery 

ASK ALL, SINGLE RESPONSE 

D1 Have you ever been contacted by a water and sewerage provider telling you that you 
were in debt for water services? 

Yes 1 

No 2 

Don’t know 3 
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ASK IF D1=1, SINGLE RESPONSE 

D2 When you were contacted, were you aware that you owed money for unpaid bills? 

Yes 1 

No 2 

Don’t know 3 

 

ASK IF D1=1, MULTIPLE RESPONSE 

D3 How were you contacted? PROMPT IF NECESSARY 

Phone 1 

Email 2 

Letter 3 

Face-to-face visit 4 

 

ASK IF D1=1, SINGLE RESPONSE 

D4 Had you heard of the company that contacted you? 

Yes 1 

No 2 

Don’t know 3 

 

ASK IF D1=1, SINGLE RESPONSE 

D5 Did you pay? 

Yes 1 

No 2 

Don’t know 3 

 

ASK IF D5=2, MULTIPLE RESPONSE 

D6 What happened next when you did not pay this bill? PROMPT IF NECESSARY 

Negotiated staged payments with the company 1 

Received more contact from the  

collections company 

2 

Had to attend court 3 

Other (SPECIFY) 4 

Don’t know 5 
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ASK IF D6=3, SINGLE RESPONSE 

D7 What was the outcome of your attendance at court? PROMPT IF NECESSARY 

The case was dismissed 1 

Had to pay the bill 2 

Outcome is pending 3 

Other (SPECIFY) 4 

Prefer not to say 5 

 

 

ASK IF D6=3, MULTIPLE RESPONSE 

D8 What was the impact of your attendance at court? PROMPT IF NECESSARY 

Lost business time (both for time spent in  

preparation and attendance) 

1 

Cost of travel 2 

Cost of accommodation 3 

Negative impact on company’s reputation 4 

Negative impact on company’s credit rating 5 

Was unable to switch providers until bill was paid 6 

Other (SPECIFY) 7 

Prefer not to say 8 

 

 

INTERVIEWER TO THANK AND CLOSE 

 

 

 

 

 

  



 

 39 

Appendix C: Statement of Terms 

Compliance with International Standards 

BMG complies with the International Standard for Quality Management Systems 

requirements (ISO 9001:2008) and the International Standard for Market, opinion and social 

research service requirements (ISO 20252:2012) and The International Standard for 

Information Security Management ISO 27001:2013. 

Interpretation and publication of results 

The interpretation of the results as reported in this document pertain to the research problem 

and are supported by the empirical findings of this research project and, where applicable, 

by other data. These interpretations and recommendations are based on empirical findings 

and are distinguishable from personal views and opinions. 

BMG will not be publish any part of these results without the written and informed consent of 

the client.  

Ethical practice 

BMG promotes ethical practice in research:  We conduct our work responsibly and in light of 

the legal and moral codes of society. 

We have a responsibility to maintain high scientific standards in the methods employed in 

the collection and dissemination of data, in the impartial assessment and dissemination of 

findings and in the maintenance of standards commensurate with professional integrity. 

We recognise we have a duty of care to all those undertaking and participating in research 

and strive to protect subjects from undue harm arising as a consequence of their 

participation in research. This requires that subjects’ participation should be as fully informed 

as possible and no group should be disadvantaged by routinely being excluded from 

consideration. All adequate steps shall be taken by both agency and client to ensure that the 

identity of each respondent participating in the research is protected. 



 

 

With more than 25 years’ experience, BMG 
Research has established a strong reputation 
for delivering high quality research and 
consultancy. 

BMG serves both the public and the private 
sector, providing market and customer insight 
which is vital in the development of plans, the 
support of campaigns and the evaluation of 
performance. 

Innovation and development is very much at the 
heart of our business, and considerable 
attention is paid to the utilisation of the most up 
to date technologies and information systems to 
ensure that market and customer intelligence is 
widely shared. 

 

 

 

 

 

 

 

 

 

 


