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SOUTHERN WATER CUSTOMER CHALLENGE GROUP 

01 October 2018: 10:30 – 16:00 

Board Room, SWS Head Office, Durrington 

Minutes and actions arising 

Present: Anna Bradley (Chair) 

Ana Christie Dan McDonald 

Phil Belden Nicci Russell 

Steve Hare George Seligman 

Apologies Rupert Clubb Graham Horton (NE) 

Karen Gibbs David Howarth (EA) 

SWS iNeD Rosemary Boot 

In Attendance: Ian McAulay 

Craig Lonie 

Sally Beck 

Branwen Rhead 

Sam Underwood 

Cory Reynolds Items 4 & 9 

Nick Eves Items 5 & 11 

Kevin Wightman Item 6 

Chris Esslin-Peard Item 7 

Alison Hoyle Item 8 

Megan Wynes Item 9 

Helen Simonian Item 10 

Ben Earl Item 10 

Chris Lumb Item 10 

1) Welcome, apologies for absence and declarations of conflicts of interest

Rupert Club, Karen Gibbs, David Howarth, Environment Agency (EA) and Graham 
Horton, Natural England (NE) sent their apologies.   

Rosemary Boot attended the meeting as the SWS independent Non-executive Board 
Member.   

Ian McAulay said he would have to leave the meeting at 1 pm. 

No conflicts of interest were declared. 



2  
  

 

 

2) Approval of July and August CCG meeting and conference call minutes  
 
a) 06 August meeting minutes 
 
Nicci Russell said she thought the action for item 8 on Tapped In (TI) had been more 
clearly defined and should include a comparison of how a higher level of public, customer 
and community engagement positively impacted the SWS SIM (Service Incentive 
Mechanism) and C-MeX (Customer Measure of Experience) scores. Members also 
commented that the action for a five year milestone plan should have been set within a 25 
timeframe, particularly for the transformational initiatives that would take more than one 
AMP period to implement and complete. It should include any stepping stones that will be 
put in place for the period leading to AMP7, as well as those during AMP7 and beyond.  
 
Other than these matters, the minutes of the 06 August meeting were approved.  
     

 
b) 18 July call on PCs and ODIs, 13 August call on acceptability and the 23 

August call on AIM, affordability, PCs and ODIs 
 
The minutes of all three conference calls were approved.  
 
   
3) Updates  

 
Anna Bradley, CCG Chair, invited Ian McAulay, SWS Chief Executive Officer, and Craig 
Lonie, SWS Director of Strategy and Regulations to provide feedback on the Company’s 
presentation of the SWS Business Plan for the period 2020 – 2025 to Ofwat. Craig reported 
that the format was a 20 minute, two part presentation to a panel which included Rachel 
Fletcher, Ofwat CEO, and David Black, Senior Director of Water 2020, and Tim Waggott, 
Non-executive Director, followed by 40 minutes of questions. The first part of the 
presentation provided a high level articulation of the transformational programmes in the 
Plan, and the second provided an operational overview of how the Company was delivering 
its AMP6 commitments and the steps it was putting in place between now and then to reach 
the position it needed to be in for the start of AMP7.  
 

Ofwat’s questions had fallen into three main categories: a) assurance on the financeability 
of the Plan; b) evidence of delivery of AMP6 commitments and the balance between getting 
the basics right and the transformational programmes planned for AMP7; and c) ensuring 
that customers would not be paying for the same things in AMP7 that they had already paid 
for in AMP6. Craig said that it had been a positive and open discussion and Ofwat had 
appeared broadly happy that the Company had covered the right areas, and that its 
responses to questions had been robust. Ian McAulay observed that Ofwat had seemed 
relatively happy, especially considering that: the Plan was 25% larger than previously; the 
Company was reducing its gearing to 70%; releasing its offshore Cayman Island subsidiary 
in line with Ofwat’s requirements; was still offering its customers’ a 3% reduction in their 
bills; and incorporated stretching ODIs. There was a sense, however, that SWS was 
perhaps being over ambitious.  
 

The Chair reported that she had spent 10 minutes with Ofwat. Rachel Fletcher had said that 
the Company had provided really strong responses to Ofwat’s questions and asked whether 
Anna believed SWS would reach the AMP7 starting line by March 2020. She had been able 
to respond that many measures were underway, that the Company was on a carefully 
managed incremental journey that would see it well placed by the start of the AMP, and that 
SWS had paid attention to CCG challenges and was becoming increasingly customer-



3  
  

 

 

centric in its thinking. Ian thanked CCG Members for their challenges and said he truly 
believed these had made SWS develop and submit a better Business Plan.   
 

The Chair then spoke about her intention to stand down from the CCG at the end of 2018. 
Rupert Clubb, said he felt it was also time, after a seven year tenure and two Price 
Reviews, to stand down so that the new Chair could develop the CCG in the way that 
he/she wanted. The Chair asked Ian to update Members on his recruitment plans and he 
replied that it would be near impossible to replace Anna, the current Chair. However, he 
was developing a role description and skills matrix for the recruitment process and would 
work through an independent global executive search and assessment agency to recruit a 
new Chair. Whilst the Chair would be appointed by the Board, he and the new Chair would 
appoint any new Members. [Amendment: subsequent to the meeting, the Chair was asked, 
and agreed, to remain in post until Ofwat has published its new strategy in the Spring of 
2019] 
        

Anna commented that the role of the Chair and the CCG had developed and was more time 
consuming during PR19 than it had been for PR14. It potentially might become less time 
consuming now the PR19 Business Plan and CCG Report to Ofwat had been submitted 
and more of the work involved became internalised and capacity was developed within the 
Company. She thought, however, that the role description ought to include a flexible 
approach to the time and input required as this changed according to where SWS was in 
the five year Price Review process.  
 

Members asked Ian if he wanted their input to the process, and he responded that it could 
be helpful from those that did not intend to apply for the role themselves. They also asked 
Ian if he thought the skills matrix for CCG Members ought to be updated and if there were 
any Members he would like to replace. Ian thought that a refresh of the skills matrix could 
be valuable to reflect the broader changes taking place across the sector and in the 
regulatory environment, and with a view of customers that was wider than just bill payers, 
but that he did not want to replace any of the current Membership. Anna commented that it 
would be appropriate for the new Chair to review the CCG Terms of Reference and the 
skills matrix once appointed. Tenure was also discussed and it was agreed this should be 
limited to a maximum of two terms, although a long-term phasing of Membership changes 
would be necessary to prevent a total substitution in one go and an associated loss of 
historic knowledge. Ian agreed to circulate key recruitment dates as soon as possible.  

 
Action: Circulate key recruitment dates once known (Sally Beck – as soon as 

determined)       

 

On other matters, Ian reported that the Consumer Council for Water (CCWater) had issued 
its annual customer complaints league table which named SWS as the industry’s worst 
performer for customer complaints for the sixth successive year. Even though a 20% 
reduction in written complaints in 2017/18 had been achieved, the Company had still failed 
to improve its relative position. He said that it was disappointing as SWS had since further 
improved its complaints record in the year to date and had now moved up a few places in 
the table, but this information did not make headlines and was only to be found in the 
middle of the CCWater press release.  

 

There was only one other update. Phil Belden had dropped in on SWS’s water efficiency ‘hit 
squad’ in Brighton’s relatively deprived Whitehawk Estate. There was a planned programme 
of postcode-based door-knocking to show residents what they could do to reduce their 
water consumption and consequently reduce their bills. He had also spent some time 
talking to the team manning the Community Engagement Van who were providing water 
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efficiency advice to passing residents. The team had not seen much footfall at the site he 
had visited but they told him they had proactively approached a local supermarket and 
received permission to use its car park. The footfall there was much busier and they would 
be able to engage more customers. He thought the team should be given a pat on the back 
for being proactive and for providing sound information that would help customers reduce 
their bills.    
 
 
4) PR14 monitoring : Better information and advice 
 
Cory Reynolds, SWS Head of Communications, said that a range of colleagues had 
contributed to the paper as it covered four areas: a) the percentage of customers who are 
aware of the causes of blocked drains; b) the number of customers aware of how their 
money is used; c) unwanted billing enquiries; and d) per capita consumption. She would 
field any questions the CCG raised.    
 
Members thought it a very strong paper that set out many positive actions. They were 
particularly interested in whether the door knocking, as visited by Phil in the Whitehawk 
Estate, would have a positive and significant impact on water efficiency and reaching T100 
(Target 100 – to reduce water consumption to 100 litres per person per day by 2040). There 
were strong movements across the industry on water efficiency behaviour-change and it 
was noted that, in this field, SWS was an industry leader. They also noted that a customer-
facing leaflet had been produced and asked if one was available for non-household and 
businesses? Hard water was a specific issue for non-household such as the NHS and 
hospitality sectors, and advice on dealing with this would be valuable. Cory responded that 
a winter campaign on preventative measures and water efficiency was being planned for 
businesses. She would bring back more information to the next CCG meeting. Ian 
commented that the water retailers were becoming active in this space and were working 
closely with Waterwise, although capacity within the smaller retailers was limited.   
 
Of the range of work areas in this Business Promise, the Chair asked what was critical to be 
completed during the current AMP. It seemed that there was still more work to do on 
segmenting the business and non-household customers and building the relationship with 
the retailers. She asked for a paper setting this out to be brought back to the CCG.  
 
Action: Bring back a paper showing the segmentation of businesses and non-

household and the work that has been completed to date with both the 
retailers and business and non-household (Ashley Marshman – December 
2018 meeting) 

 
Members asked if the Company was flexible enough to change direction and scale up or 
down depending on whether work programmes proved to be successful or ineffective. They 
were concerned about the ability of SWS to achieve some of the Business Promises and 
hence wondered whether the promises were credible. For example, the Company had 
committed to a 10% reduction in water use by the end of the AMP but had only conducted 
just over 15,000 home visits to date and this did not seem of a large enough scale to 
achieve the reductions looked for. Ian agreed that that relying on home visits would not be 
enough and that non-household would be targeted to reduce water use by 13%. He 
commented that the water regulator was looking for even bigger reductions across the 
industry. Ian mentioned that SWS was working with WaterAid on the ‘water levels’ 
programme where, for every litre of reduced consumption, help would be provided in the 
developing world to increase the availability of safe, clean water by the equivalent amount. 
The Chair welcomed the programme saying it would play out well with the younger 
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generation who are generally more aware of, and concerned with, global issues. It could be 
the start of a conversation and lead to wider interest in the water environment.  
 
On unwanted billing enquiries, the Chair commented that the continued high level of these 
would have a knock-on impact on SIM (Service Incentive Mechanism) scores, which was 
unfortunate as Members had seen and heard of many of the positive initiatives SWS had 
put in place to improve the customer experience. She asked for an update to be provided 
on customer experience initiatives in early 2019.  
 
Action: to provide an update on customer experience initiatives (Mark Field – 

February 2019 CCG Meeting) 
 
 
The Chair asked Ian for updates on the Business Promises Dashboard. Many of the areas 
looked as if extensive improvements were needed to achieve the targets by the end of the 
AMP. Ian replied that SWS was still meeting its leakage target, although the freeze thaw 
and the subsequent hot summer had had a significant impact. Another major event could 
mean the target would be missed. Members commented that the images of water pouring 
out of a burst water main for eight to nine hours during the drought conditions gave a 
negative perception of the Company and its ability to resolve issues quickly. Ian responded 
that 99.5% of customers had continued to receive a good service. The whole sector was 
struggling with leakage and the SWS remained the industry leader. The introduction of new 
mains monitoring technologies would mean that potential bursts could be detected and 
prevented more effectively.  
 
Ian continued that a key issue with water treatment plants had been systems outage which 
meant much of the summer maintenance work had not taken place. The Company had 
brought old plants back online to ensure water supply could meet demand. The recent, 
national, extreme drought scenario exercise had looked at the real possibility of long-term 
drier conditions. The South East, in particular, was never more than 18 months away from 
an extreme drought. Many water companies would look to implement TUBs (Temporary 
Use Bans) to keep supplies available, and drier conditions would be difficult for everyone, 
especially farmers. Members commented that the media promulgation of negative 
messages in extreme weather conditions is not helpful to anyone. 
 
On pollution, Ian said that due to a difficult period and some aging infrastructure, there had 
been a couple of serious incidents. The Company now had a ‘hit squad’ to manage events 
efficiently. There was a significant, targeted investment programme using advanced 
technologies planned for implementation over the next three to five years that should make 
the system resilient for the future.  
 
The Chair commented that these issues, unfortunately, were the ones that had a negative 
impact on SIM scores, and pollution, particularly, causes serious reputational damage. Ian 
agreed and said that there were always difficult choices regarding whether to invest to 
achieve leakage targets or to prevent pollution.  
 
 
5) PR19 lessons learned   
 

Nick Eves, the SWS Head of Strategic Insight, said that the purpose of the session was to 
understand the key issues that had arisen out of the PR19 process from the perspective of 
the CCG. He had identified a range of areas for a lesson learnt report that would guide the 
Company in subsequent work and asked Members if they thought these were the right 
areas and if they thought anything was missing.  
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Members commented that: 

 all the major issues in the report had been picked up but that it was the nuance and 
nature of the engagement with customers that needed to be brought out and 
expanded 

 customer segmentation needed to capture all key groups and to not to shoehorn 
wider segments into smaller labels  

 shared ownership needed to include a shared framework with shared responsibility 
and shared delivery 

 that scaling up of successful pilots was definitely needed 

 definitions were needed to illustrate what is meant by customers as opposed to 
consumers 

 the environment could be seen as a ‘customer’ that was now starting to pay the bill 
for over exploitation – an ‘environmental balance sheet’ could be appropriate    

 the emphasis should be on working with, rather than communicating to, customers 
and communities, and the language used should be a shared language. Barriers to 
this should be identified and addressed. 

 
Nick agreed and said the lessons learnt report would be developed with a set of principles 
to guide future work.  
 

 
6) SWS Business Plan: headline comparisons with other water companies 

 
Kevin Wightman, SWS Economic Regulation Manager, said he thought the paper was 
self-explanatory. He had principally compared the SWS Business Plan with those of the 
other WASCs (Water and Wastewater Companies) but hadn’t closely reviewed the 
thousands of pages, rather looking for the differences in key areas such as bill impacts, 
Performance Commitments (PCs) and Operational Delivery Incentives (ODIs). These, in 
turn, might indicate the areas where Ofwat may provide a challenge. He had graphically 
represented SWSs relative position compared to other companies in a series of graphs 
showing, for example, if the Company was leading the way or was in the middle of the 
group. The three lines on each graph showed that all water companies were converging 
towards the upper quartile (UQ) by the end of the AMP with the outliers disclosing that 
they would not be able to reach UQ. Rosemary Boot, SWS independent non-executive 
Board Member, commented that she was surprised to see a SWS Compliance Risk Index 
target of fourth place and Kevin responded that the Company’s performance had improved 
significantly.   
 
He continued that the SWS Business Plan appeared more ambitious than the plans of 
most other water companies and, where SWS had been lagging, there was an improving 
position. Kevin continued that on ODIs, the Company was broadly in line with other 
WASCs but had larger penalties on pollution incidents. Ofwat would be likely to push other 
companies to increase their penalties too. Members commented that there was a 
significant skew towards penalties in the SWS Plan, and Craig Lonie remarked that, as 
discussed within the CCG forum, willingness to pay and other research had shown 
customers want and expect the basics to be delivered and the Company had responded 
by setting high penalties and showing it had listened to its customers.  
 
The Chair asked Kevin to confirm that not many rewards or penalties were attached to the 
transformational programmes because a) many of these were laying the pathway to 
AMP8, and b) they were new things that had no history and therefore it was challenging to 
set targets, let alone rewards and penalties. Kevin confirmed this was indeed the case. He 
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continued that some water companies had a few eye-catching initiatives in their plan, such 
as customer shares, but even if this happened, it would be a very small dividend in the 
region of £1.20 per annum. Yorkshire Water were really pushing on reducing leakage. Ian 
commented that his ambition was to eliminate leakage by 2030.  The Chair observed that 
Welsh Water had a focus on governance and social values which evidenced that water 
companies, although private enterprises, were operating in the value of public goods 
space.      
 
Members noted that Anglian and Wessex Water were aiming for zero carbon, and that 
South West Water had an innovation centre and suggested that SWS could work together 
with them to share mutual benefits. Kevin agreed that it looked similar to the Bluewave 
Centre SWS had initiated.  
 
The Chair asked about water companies’ bill reductions compared to overall spend and 
Kevin said that Northumbrian, in particular, was planning an extensive programme whilst 
delivering a 13% bill reduction but had not made it clear how this would be delivered. 
South West Water and United Utilities were both planning a big reduction in overall 
expenditure and Anglian Water was increasing expenditure but bills were also increasing. 
Yorkshire Water had a leakage elimination programme but bills were increasing.  
 
Ian commented he thought SWS had landed in a good place overall. Members asked what 
happened next and Ian responded that Ofwat would conduct an initial assessment of 
Business Plans and categorise them as either ‘excellent’, ‘fast track’, ‘slow track’ or 
‘significant scrutiny’. Between January and June/July 2019, Ofwat would ask for additional 
information and evidence and the volume would depend on which category the Business 
Plan was placed in.  
 
Ian also provided an update on refinancing saying that all remaining gearing and offshore 
issues would be resolved by early 2019 and the information would be made publicly 
available.      
    
 
7) Trust and confidence update  
  
Chris Esslin-Peard, SWS Head of Regulatory Strategy, said that the main paper set out 
the work SWS had already undertaken, and what it was going to do, on customer trust and 
confidence. The Company was now also sighted on what others have done and were 
proposing to do and it all looked fairly comparable. He thought the Company was in a 
reasonably good space on all the practical issues such as gearing, dividends and 
executive pay.  
 
He reported that the YouGov research was complete and the findings would be used to 
refresh the customer participation and engagement strategy. This would be guided by a 
set of communications principles, such as making sure SWS does what it has promised to 
do. There was still more work to do to develop a trust and confidence PC. A survey would 
be designed that could be turned into an index, and a target that the Company could 
achieve would be set against this. It would be published annually on the website and 
reported in the annual report. No other water companies in England had a PC on Trust 
and Confidence, although Welsh Water did, but it wasn’t that strong. Ofwat had not yet 
commented on it.  
 
Rosemary Boot asked if the Company could use a ready-made target such as the 
Edelman Trust Barometer? Chris responded that it may be possible if it could be adapted 
to fit the situation, but the Company may still need something bespoke. He would try to 
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bring a proposal to the CCG at the next meeting in December. If not, it would be the 
February meeting. Ian commented that the Company was aiming to develop this in time to 
publish in the next Annual Report.  
 
Chris said there were always political and media issues that could affect customers’ trust 
and confidence, and it was important to remember that there were two audiences for this 
work - a) customers, and b) political and the stakeholders that could influence political 
thinking.   
 
Members commented that the first few years of a trust and confidence PC may not be that 
meaningful but it would gain traction over time. 
 
Action: To bring a proposal for a trust and confidence PC to the CCG for comment 

and advice (Chris Esslin-Peard – either the December 2018 or the 
February 2019 meeting)  

 
 
8) Compliance reporting 

 
Alison Hoyle, SWS Director of Compliance and Asset Resilience, said the paper provided 
a flavour of the regulatory compliance environment and the context for the new 
compliance reporting to the Drinking Water Inspectorate (DWI) and the Environment 
Agency (EA). The compliance reports would be updated every six months and show 
where the Company was performing well and where it needed to improve. She asked 
Members for comments or questions. These included that: 
 

 the direction of travel was welcomed and, as this is also about Company culture, it 
could therefore be an area of interest for the Board 

 it was encouraging to note that the Modern Compliance Reporting Framework 
incorporated ethical business practice  

 section 5 on water quality and ‘water first’, and section 6 on environment and 
‘environment plus’ are critical to performance improvement and to caring for the 
environment in an open and transparent manner 

 the DWI had provided a highly positive report at the April CCG meeting on the 
continuous improvement made by SWS     

 
Alison responded that issues were being addressed through the ‘environment plus’ and 
‘water first’ programmes. Issues were not just to do with infrastructure but about training, 
having the right checks being in place and ensuring that what needs to happen is known 
and understood by the user teams and individuals. Alison continued that the DWI 
recognise that it can take years to change the culture and capabilities, and the Company 
had also agreed a timetable and action plan for this with the DWI.   
 
The Chair observed that, in the current context, DWI enforcement cases against the 
Company seemed less likely and asked about the position with the EA? Alison responded 
that the regulators regulate differently. The DWI want a legal and enforceable programme. 
The EA want a holistic view of the environment rather than just meeting set targets.  
Members had not realised that companies were star classified and welcomed SWS’s 
ambition to reach the highest level, 4 star. The Chair asked Alison if she could provide a 
paper on environmental compliance aligned to David Howarth’s Annual EA Environmental 
Performance Assessment Report and to update Members every six months on 
compliance. Alison confirmed she would.  
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Actions:  

 to provide a paper on SWS environmental compliance (Alison Hoyle – February 
2019 meeting) 

 to provide a regular update on compliance with quality regulations (Alison Hoyle – 
every six months with the next one due for the April 2019 meeting)   

 
Members asked if there were any other quality-based regulatory issues and Alison 
responded that Natural England (NE) tended to regulate through the EA but the Company 
was working with NE on environmentally sensitive areas such as farming. The Chair noted 
that the plans for catchment management and increasing the number of team members 
showed how the Company was already scaling up for AMP7. Alison commented that, as 
much of the water in the region was groundwater, it was critically important to prevent it 
becoming contaminated. This would be the focus for most of the catchment management 
work.        
 
 
9) Water for life communications  
 
Cory Reynolds and Megan Wynes, SWS Brand and Publications Manager, introduced the 
session saying that the refresh of the brand was an important piece of work as it would 
underpin the Company’s vision, values and Mission Statement. It was critical that it rang 
true as it would lead the Company and staff on the pathway to AMP7. ‘Water for life’ 
establishes that water is essential and enables everything that anyone does. Partners, 
stakeholders and customers would intrinsically understand: what the Company stood for, 
being honest, human, vibrant and bold; what it does; why it does it; and what drives it 
forward. However, it had not yet been presented to the Board.   
 
Members said they thought the brand and visuals were very strong but this alone would 
not change the Company culture or identity and how it is perceived by customers and 
stakeholders. It needed a shift in the culture of the business. Citizens Advice had had a 
refreshed brand but it was meaningless to customers. The Chair asked about future-
proofing and how the brand could underpin a culture shift from one where SWS said what 
it wanted and was going to do to one which gave customers and stakeholder a stake in 
the meaning of the brand? Had customer insight been used in its development? Nick Eves 
confirmed that insight from the PR19 research had been used including customer quotes 
and that there had been a vast amount of material, including stakeholder mapping 
reviews, to draw upon.  
 
Cory said that the new brand would provide a compelling narrative and would form part of 
the DNA of the Company. Both Anglian and Northumbrian Water have strong brands that 
engender recognition and trust. SWS was not yet in that position. It would be embedded 
with staff first and then rolled out externally. The Company had a strong Business Plan 
and now needed a strong brand. The impact of the brand would be benchmarked and 
tracked both internally and externally. Nick commented that the new branding had been 
tested with customers and staff and all the feedback had been really positive. 
 
Members asked about the implementation timetable. If it were to underpin the pathway to 
PR19, it would need to be developed and rolled out quickly and be central to everything 
the Company did. However, they advised that customers tend to think about costs 
whenever rebranding is on the agenda and if it backfired then it would create a 
reputational risk for everything the Company was planning to do. It would be important to 
track customer views. Cory confirmed this would be done. 
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10) Preparing for T100 

 

Helen Simonian, SWS Wholesale Water Services Director, said the paper setting out the 
detailed, costed milestone implementation plan for T100 was driven by the Board 
response to the CCG Advice Note. She asked Members for comments or questions. 
Members said that the plan was really welcome but asked how it linked across the 
executive teams, who was on the steering group and were there any parts of the 
organisation not included or involved?  Helen said that Ian was heavily involved with T100 
and that a Senior Manager from each Directorate would sit on the steering group and 
ensure up the work linked-up across the business. 

 

The Chair observed that the incentive programme was front loaded and asked if this is to 
provide a kick-start. Chris Lumb, SWS Head of Strategic Planning for Water, confirmed it 
was and said the initial focus would be the West of the region as this was a priority area 
for water efficiency owing to the internationally important chalk streams and the need to 
reduce abstraction. Consumption was already actively being reduced through the River 
Itchen Challenge. 

 

Members asked whether it would be possible to ramp up the delivery of smart meters to 
region-wide within one year rather than across the AMP and, if so, would it be affordable? 
Chris responded that the programme had not yet been costed but would be before the 
start of AMP7.  

 

Members commented that the plan provided more information than they had seen 
previously regarding a major work programme and asked if it were comparable with a plan 
for a major infrastructure project. Chis said it was but said it was a live plan that would 
keep evolving and adapted according to what was proved to work best. Three of the four 
pillars had not yet been tested.  

 

Helen said T100 was a 20 year behaviour change journey on a scale never seen before, 
and Ben said that it was highly encouraging that local authorities were also committing to 
T100, and the catchment partnerships to water efficiency measures. The major 
development at Fawley would be the first T100 development in the country. He asked 
Members if there were other elements that could be brought into the programme?  They 
suggested that: 

 a forecast of the benefits could be reported on a monthly basis 

 thought an indication of the how the SWS was structured to deliver the 
programme would be valuable 

 showing how any measures being taken by local authorities and county councils fit 
into the overall plan, and 

 that the programme should be broadened to include business and non-household.  

 

Ben said work with non-household and businesses was already underway and that SWS 
had organised a water efficiency workshop for retailers in November to design measures 
that could be delivered in partnerships.        

 

The Chair said it was good to see that these conversations were happening. She asked 
for an update to be brought to the April 2019 meeting.   

 

Action: Bring back an update on the progress of the programme (Ben Earl – April 
2019 meeting)    

 

11) How the CCG can help SWS prepare for AMP7 – key developments and 
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support  

 

Nick Eves said the paper outlined how the future customer engagement strategy would be 
embedded within the Company so that it became a core way of conducting business. He 
would be providing regular updates going forwards. At the moment, the Company was not 
where it needed to be but he wanted CCG advice on any gaps, the process and culture to 
ensure SWS reaches full customer and stakeholder participation on the TI (Taped In) 
continuum.  

 

There were two customer insight programmes currently underway: research on water 
scarcity and heatwaves, and work on the brand narrative with the newly formed Customer 
Action Group using real time information exchange, and which had received very positive 
approval. Members thought that this type of direct interaction with customers would help to 
minimise customer’s perceptions of a ‘faceless corporation’. The Chair asked whether they 
could be used as channel in order to act as champions for the business. Nick confirmed 
that he would continue to use them as a sounding board on a regular basis and to test the 
acceptability of proposals.   

 

Nick continued that the water scarcity research already had some surprising insights – 
with one customer estimating consumption levels at only 12 litres per day, but others had 
thought about their entire water footprint. They had been asked to complete four video 
logs over the course of a month and this had prompted thinking on how they used water, 
how much they used and how essential it was to their daily lives. A few said it made them 
much more water aware so that they noticed, for example, initiatives in the workplace, 
literature about water, water leaks and water being wasted. Once they thought about their 
water use, their behaviour tended to become less water intensive. Nick played one of the 
video logs and said he would share a show-reel at the next CCG meeting alongside the 
insight report.  

 

Action: to develop a show-reel of customers’ water use video logs and bring to the 
next meeting along with the water scarcity report (Nick Eves – December 
CCG meeting) 

 

Members commented that the video log was a very powerful tool to help understand what 
customers thought about water use in real time captured in their home, or out and about, 
and hear it in their own words. This could help with messaging for, and communications 
with, customers using the type of language they themselves use. Craig Lonie said this was 
why it was vital that the insight function was tightly enmeshed within the business. This 
type of input was much more valuable than taking information from a spreadsheet. Nick 
said that the key issues were to bring together the functions of customer, stakeholder and 
community insight, engagement and communications so that the business could look 
ahead and get a longer term view in its progress towards AMP7. It was also vital to check 
and track trends at least every year to see how views were changing, for example on trust 
and confidence. Perceptions can be quite slow to move from one place to another. 

 

Members agreed and the Chair said that SWS will have had five years of tracking trends 
by the time PR24 began and this would enable it to see where the Company had started 
from, where it had got to and what more it needed to do. It would also show if the 
Company was doing the wrong things and would help drive the Company forwards in the 
right direction. Further, it would help it keep its customers and stakeholders continuously 
engaged with the business. It was also important to have customer-focused continuous 
communications. Nick said that ‘Trello’, a communications channel, is a good way of 
showing everyone what work is being undertaken at any given time.   
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The Chair wrapped up the session with a general point on how the Company referred to 
working with customers in terms of ‘educating them’ or ‘getting them to understand’. The 
Company should be talking to customers about the things that mattered to them rather 
than the things that matter to Southern Water.           

 
12) AOB 

 
There were no AOBs.  
 
The Chair said it had been a very positive meeting and thanked everyone for their time. 

 

 
ENDS 
 

 
01 October 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

3 Circulate key recruitment dates once known 

 
Sally Beck Once 

determined 
 

4 i) Bring back a paper showing the segmentation 
of businesses and non-household and the work 
that has been completed to date with both the 
retailers and business and non-household  

Ashley 
Marshman 

December 
2018 

 

4 ii) Provide an update on customer experience 
initiatives 

Mark Field April 2019  

7 Bring a proposal for a trust and confidence PC to 
the CCG for comment and advice   
 

Chris 
Esslin-
Peard 

December 
2018 

 

8 i) Provide a paper on SWS environmental 
compliance  

Alison 
Hoyle 

February 
2019 

 

8 ii) Provide a regular six-monthly update on 
compliance with quality regulations  

Alison 
Hoyle 

April 2019  

10 Bring back an update on the progress of the 
programme 

Ben Earl April 2019  

11 Develop a show-reel of customers’ water use 
video logs and bring to the next meeting along 
with the water scarcity report 

Nick Eves December 
2018 

 

 

 
06 August 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 
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4 Include an agenda item in early 2019 on the key 
risks to delivering the business promises 

Kevin 
Wightman 

February 
2019 
meeting  

 

8 Provide a regular update on how a higher level 
of public, customer and community 
engagement is positively impacting the 
positioning of SWS on the TI continuum in 
relation to SIM/C-MeX scores  

Simon 
Oates 

After each 
SIM/C-
MeX wave 

 

 

 

02 July 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

5.e 

 

Share with the CCG the five-year milestone plan, 
set within the context of the 25 year plan, with 
stepping stones, costs and efforts mapped out  

Chris Lumb When 
prepared 

  

  

 
 

MARCH 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

4.1) ii Bring back the innovation strategy and 
implementation plan 

GH December 
meeting 

 

 


