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SOUTHERN WATER CUSTOMER CHALLENGE GROUP 

 
 

 

05 March 2018: 10:30 – 16:00 

Boardroom, Southern House, Durrington, West Sussex 

Minutes and actions arising 

 
 

 

 
Present:  Anna Bradley (Chair)   

 Phil Belden Dan McDonald  

 Ana Christie Nicci Russell  

 Karen Gibbs George Seligman  

 Steve Hare   

   
Apologies Rupert Clubb  

   
Observers: Graham Horton (NE)  

   
In Attendance: Sara Sulaiman SWS NED   

 Ian McAulay   
 Craig Lonie   
 Sally Beck  

 Gerard Harkin Item 4 

 Kevin Wightman Item 5  

 Hala Osman Item 5  

 Jo Fielding-Cooke Item 6 

 Chris Esslin-Peard Item 7  

   
   

 
 

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

 
Rupert Clubb sent his apologies, as did Meyrick Gough, SWS Water Strategy 
Manager, who could no longer take the planned agenda session on 
‘Resilience-in-the-round’.   
 
George Seligman said he had recently been appointed a Trustee of the Wild Trout Trust. 
Although an environmental charity, he thought it unlikely there would be a conflict of 
interest.  

  

Sara Sulaiman attended the meeting as the Non-Executive Director (NED).  

 
2) Approval of the minutes of the 05 February 2018 meeting 

 
Nicci Russell asked for an amendment to her suggestion that different scenarios could be 
tested with customers on removing ties with the Cayman Islands to include finding out 
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what they think about the issues, in particular in customer or resilience contexts, rather 
than simply removing the ties. Dan McDonald requested an amendment to show that 
Medway Council had approved a motion to reduce single-use plastics. Other than these 
amendments, the minutes of the meeting were approved.    
  
3) Chair, Member and CEO updates and general discussion 

  
The Chair, Anna Bradley, invited Ian McAulay, Chief Executive of Southern Water Services 
(SWS) to update Members on the impact of the recent freeze and thaw conditions. Ian 
responded that it had been a difficult weekend with a combination of unusual events that 
had severely impacted water supplies. The impact of a rapid rise in temperature to 
approaching double figures over the weekend from the sustained sub-zero conditions of the 
week before which had frozen saturated ground, had caused movement in pipes and burst 
water mains across the region. The distribution input was facing twice the normal demand 
and the pressure had dropped significantly to both domestic and industrial customers, 
which in turn meant it was harder to identify leaks. The entire country was affected from the 
South to Scotland and East to West as the thaw kicked in. Water resources had been 
depleting quickly because the supply system was not designed to manage all UK nations 
going down at the same time.   
 
The position in Southern Region had been critical but emergency command measures 
taken by SWS was bringing it under control. A Gold Command Centre had been 
established at the Durrington Head Office site and Silver Command Centres had been 
established for each County to ensure adequate resources and support were where they 
were needed. He offered to take CCG Members to see how the Gold Command Centre 
was operating at a suitable point during the day and apologised that he would have to leave 
the meeting soon but was sure Members would understand given the situation.  
 
George Seligman asked about the impact of the burst pipes on customers’ bills? The Chair 
said she imagined there might be a significant spike in customer complaints and that SWSs 
might want to consider how it could proactively manage what could be a significant 
increase in costs. Nicci Russell said there was a major public sector angle too, for example, 
hospitals. Steve Hare asked whether there was additional proactive support for people who 
had been identified as vulnerable?     
 
Ian confirmed that each case would be looked at individually. The ‘reach and support’ 
programme for vulnerable customers was up and running and the Company had also 
invested £2 million in the ‘find it and fix it’ scheme to identify and repair leaks as soon as 
they were identified.  
 
Dan McDonald said that the increased in communications to customers was appreciated 
but there should also be communications with stakeholders who can then forward to their 
own constituencies. The Chair agreed and suggested that Steve Hare, Dan McDonald and 
Ana Christie could help draft communications to the sector they represented. 
 
Ian gave a brief update on other matters. On drought he reported that water levels at Bewl 
had risen from just over 30% pre December to 90%. He had been able to defer executing 
the Temporary Use Bans (TUBs) although he would not finalise the decision for the next 
few months until there was certainty over water resources. TUBs are seen as unacceptable 
but there was a requirement to plan for their introduction when needed as part of the 
current economic and regulatory model. Karen Gibbs said she thought there was a general 
confusion about the extent to which restrictions apply and Ian commented that there were a 
range of interpretations of the restrictions, which were under review by Defra.  
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Ian continued that, if water was going to be at the heart of the Government’s economic 
strategy, a national policy lead from Defra would be valuable to ensure that the supporting 
water resources infrastructure was in place. For example, Scotland is a ‘hydro-nation’ with 
bulk water transfers from Loch Lomond, where there is more water than in the entire Lake 
District, distributed to where it is needed. It may be that new models for trans-regional water 
transfer will be introduced in England and Wales. Decisions over the proposed Abingdon 
reservoir could be brought forward from the current 2040. However, the Business Plan was 
predicated on the current model and it could be challenging if the model changed at this 
point.     
   
Ian reported that he had chaired the City Conference where water was top of the agenda. 
The mood music was ‘a time for change’ across the water sector as a whole. Michael Gove 
was not for re-nationalisation, but was highly critical of water companies and is looking for 
an overhaul of the system. Jonson Cox took a balanced view albeit with an emphasis on 
scrutiny of Company dividends and said that SWS paid a disproportionate dividend in 2016. 
Ian said that this had been the first dividend for several years and, that taken over the 
number of years, the Company had paid below Jonson’s notional figure of 7.4%.  
 
Ian continued that dividends are paid based on performance and the Company would stay 
within Ofwat’s boundary position. Sara Sulaiman, SWS’s independent Non-Executive Board 
representative, said that this needed to be looked at over the long-term rather than focusing 
on a single year. However, returns to shareholders versus returns to the company must be 
completely transparent. Nikki Russell commented that people link dividends with supply 
interruptions and environmental and pollution issues and there is a compound impact on 
customer perceptions and trust in the Company.  
 
Phil Belden said that Dieter Helm would say dividends should relate to outcomes and Ian 
agreed that it should be about providing value and the benefits water companies bring to 
their customers and society. For example, taking the economic value of bathing waters – 
some two million people would come to Brighton this summer bringing a return of up to £2 
billion to the economy. He reminded Members that Rachel Fletcher, Ofwat's Chief 
Executive, was keen on metrics and asked if the CCG would think about what could form 
interesting new metrics relating to the public and citizens as well as customers.  
 
Ian then excused himself from the meeting saying he would be pleased to show Members 
how the Gold Command was operating to manage water supply across the region.   
 
 
4) Co-imagining, co-creation and co-delivery 
a) for innovation 
  
Gerard Harkin, SWS’s Research and Development Manager, was introduced by the 
Chair. The innovation theme was being brought to the CCG as the projects and 
programmes it incorporates bear a direct relationship with the Tapped In (TI) continuum 
and how the Company is moving towards full customer and stakeholder participation as 
it prepares for PR19.  
 
Gerard’s paper highlighted a) some current examples, approximately 1%, of the 
projects the Company was already implementing, b) what would be in place by the end 
of AMP6 and c) the plans for AMP7.  
 
Gerard said that innovation is much broader than technologies, that the Company was 
very active in the co-creation space, and that innovation needs to benefit customers. 
As a physical example, he showed a transmitter designed to sit above an external 
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domestic water meter, monitor water use and send real time data into the home. If the 
WiFi was down it would store data and transmit it when the connection returned. It was 
above the industry water proofing standard, and had a long battery life. He was looking 
to crowd-source a name for the device before a 100-home trial took place starting in 
2018. 
 
Members asked what type of information he was expecting to receive from the trial and 
Gerard responded that one of the main purposes of the trial is to solicit customer 
feedback on its value, the user interface, the usefulness of the water saving advice and 
tips, and impact on behavioral change, through a series of focus groups / diaries / 
hashtags. Two MSc students at the University of Brighton’s Data Analytics programme 
were being sponsored to analyse the data and patterns of use. Two Members, George 
Seligman and Dan McDonald offered to take part in the trial to experience first-hand 
the type of actions customers could take to help themselves to reduce costs.  
 
The Chair asked what the plans were for roll-out after the test and development phase? 
Gerard confirmed that the first stage is the 1-year home trial and this will inform the 
strategy and approach to wider installations. Members commented that they were very 
interested in all water efficiency measures, thought the device was a good way of 
continuing to engage with customers and wondered if it could be installed as standard 
in all new homes? The Chair added that it was in a good space on the TI continuum 
and invited Gerard to expand on other work areas.   
 
Gerard highlighted the partnership with the Environment Agency (EA), the South 
Downs National Park Authority and others to comprehensively monitor water and 
environmental quality through a Catchment Sensor Network. The subject of a year-long 
insight and scoping exercise, it is hoped to use a ‘Citizen Science’ channel for people 
to input to the system. In 2019, the partnership would be choosing and trialing an 
appropriate sensor management network. 
 
Phil Belden said that catchments are viewed in different ways by different users – to 
farmers they support agriculture, to ramblers and anglers they represented recreational 
opportunities. He thought it frustrating that the scheme was not being scaled up faster 
and wondered if rainwater could be harvested to recharge the aquifer? The Chair 
commented that there is a big gap in the Performance Commitments that could be 
plugged for AMP7 but thought the programme was in right co-creation and co-delivery 
space. Gerard thought the project was still in the co-imagining stage, sharing and 
understanding the information to shape the thinking for the next steps.  
 
Gerard mentioned other headline areas including the major Fawley development with 
the potential for water efficient home and grey water recycling. A technical study on the 
use of biodigesters to create energy was nearing completion. The FOG (Fat, Oil and 
Grease) Team was expanding its capabilities and working with local communities. A 
water reuse project was about to be launched. The Biocage innovation has had a 
significant impact on reducing tanker movements in and out of sites. He said that there 
would be an innovation strategy before long and propositions would be created by staff, 
customers and stakeholders.  
 
The Chair agreed the work programme was really interesting and asked whether there 
was the capacity to scale up the programme for the Business Plan? She asked for the 
topic to come back showing how the projects map onto the TI continuum and the 
anticipated timelines from now to the end of September, for the rest of the AMP and for 
AMP7.        
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ACTION: Map the innovation portfolio against Ofwat’s Tapped In continuum and 

include timelines for (Gerard Harkin – April or June meeting tbc): 
 Now to September 
 Rest of AMP6  
 AMP7 

 
Graham Horton from Natural England asked how innovative SWS was compared with 
other water companies? Gerard said that the water sector was, in general, behind other 
industries which was the reason Ofwat had laid down the challenge. Some other 
companies were promoting themselves strongly as being innovative but much of what 
they were doing was high tech and low risk.  
 
Gerard continued that innovation isn’t restricted to technical teams but SWS’s Human 
Resources, Procurement and Commercial Team also have to be innovative. Speed, 
agility, customer-focus and proportionate risk-taking are important components of 
innovation. His view was that the future starts today and innovation had to provide what 
customers had co-created and, where possible, co-delivered.  
 
The Chair said this was good to hear especially as the CCG had not, hitherto, been 
exposed to much of this work. Various projects had been brought to them but they had 
been concerned about scale and pace. Now there was a sense that the groundwork 
was underway laying the foundations for PR19. It was something that would be 
reflected in the CCG’s Annual Report. She would be interested in seeing more of the 
building blocks including the strategy and the roll-out plan.     
 
ACTION:  Bring back the innovation strategy and implementation plan (Gerard 

Harkin – April or June meeting tbc).  
 

 
b) For resilience 
 
The session on resilience had to be postponed as the author of the paper was not 
available. Instead, Members took the opportunity to visit the Gold Command Centre for 
managing water supplies across the region.   
 
 
5) Developing ODIs/C-MEX/D-MEX 
  
Kevin Wightman, SWS’s Economic Regulation Manager, said he had produced the paper 
in four parts setting out: 

 the background to Outcome Delivery Incentives (ODIs) to ensure all Members had 
the same level of understanding about the requirements 

 the Framework the Company had developed 

 the first draft of the Performance Commitments (PCs), and  

 the plan for testing the PCs and ODIs with customers to ensure it’s what they want.  
 
He asked Members for their comments. 
 
Phil Belden asked about the presentation of the commitments. He wondered about the 
balance between Ofwat’s common performance commitments and the ODIs that 
customers supported? The Chair asked for confirmation of the interpretation of ODIs as 
simply PCs with financial consequences. Kevin confirmed that ODIs show how the 
Company is delivering its PCs. If a project required significant financial investment, then 
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PCs are also required so that the Company has to report performance on a suite of 
measures and, in this way, protect customers’ interests. 
 
Craig Lonie, SWS’s Director of Strategy and Regulations, reminded Members that the 
amount at stake is larger for PR19 than it was for PR14, with higher rewards and penalties 
and settlements linked to revenues. Water companies are monopolies, and Ofwat’s role 
as the regulator is to measure and recognise both poor and excellent service.  
 
George Seligman asked if rewards and penalties affected customers’ bills? Kevin 
responded that a penalty will reduce customer’s bills - to date, over a five year period. 
Ofwat are now looking to make this more immediate on a year-to-year basis. Craig said 
that a simple way to view this was whether you had created an IOU to your customers 
through underperformance or whether had you earned one from them for over 
performance. Sara Sulaiman reported that Severn Trent had been very transparent about 
penalties and rewards with their customers, for example, communicating clearly that if 
they out-performed their commitments, it would mean higher bills. The approach was 
supported by customers and built confidence in the Company.  
 
The Chair thought it important that ODIs were attached to commitments customers were 
prepared to pay more for, such as demand reduction. They also had to be linked to 
Willingness to Pay (WtP). Customers may agree to pay ‘x’ to achieve ‘y’ but may not be 
prepared to pay ‘x’ plus ‘x’ to achieve ‘y’ plus ‘y’. She asked where the links were. 
 
Kevin said that Ofwat had set 14 common performance commitments and will expect 
Companies to be in Upper Quartile (UQ) in each of these to gain rewards. Craig 
commented that this will create different challenges for different Companies. For example, 
Thames will find achieving UQ very difficult on leakage due to the difficulties of digging up 
London’s streets and would see this as unfair, and Portsmouth has abundant water 
supplies so T100, vital for SWS, is not even on their radar.  
 
Kevin asked Members if they thought anything was missing from the Framework SWSs 
had developed to test the ODIs and PCs? He thought it reasonably rigorous with different 
levels of granularity. He drew Members attention to the first draft of the ODIs and PCs 
which were nested under the 10 Business Promises.  
  

Phil Belden asked about the total number of proposed ODIs - was 45 too many? He also 
asked whether the PCs and ODIs were grouped together as outcomes that customers 
wanted, for example, under Blue Flagged Beaches? Kevin responded that there had been 
a debate during PR14 regarding the number of ODIs but the number had still increased, 
and that Ofwat did not want the ODIs and PCs grouped as this would not be sufficiently 
transparent. Phil thought that they might be transparent to Ofwat as they stood but would 
not be to customers. Kevin agreed that there was a presentational challenge but the 
information would be customer-friendly when it was published. The Chair agreed that 
outcomes had to be relevant and the Company’s performance communicated clearly to 
customers and stakeholders. George Seligman asked about the route taken from the 
Business Promise to PC and ODI because, in some cases, they didn’t map across clearly 
and they needed to be overlaid.  
 

Kevin said the Company had looked at a range of areas in developing the ODIs and PCs 
and also delineated between ‘doing the basics better’ and the transformational agenda. 
There were more ODIs attached to the basics as the transformative Business Promises 
were less familiar and harder to develop. There were more ODIs attached to the basics as 
customers place a high priority on these.  
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The Chair, however, thought the research to date suggested that customers were less 
supportive of rewards for getting the basics right and would rather pay for rewards for 
innovation. She said the paper took an overly pragmatic approach to what the Company 
got benefits for, focusing on the things that are more easily measurable and not the things 
that are most highly valued. Phil Belden said that adding value was a stronger proposition 
and more exciting than the basics. Kevin agreed this was a fair challenge. He agreed to 
the Chair’s request to review what has been heard from the customer and stakeholder 
engagement findings, develop the links and build ODIs that reflect the relative priorities 
that have been identified and to map these across the Authentication Framework, focusing 
not just on the individual ODIs but also the whole set. 
     
ACTION:  Review and develop the linkages between PCs and customer and 

stakeholder engagement findings and build ODIs that, taken together, 
reflect the relative priorities that have been identified. Map against the 
Authentication Framework to demonstrate how they relate to customer 
and stakeholder views and preferences (Kevin Wightman – 30 April 
Meeting) 

    

Kevin said that the money attached to each group of ODIs would be identified after testing 
the proposals with customers and stakeholders. They would have sliders to show how much 
money should go where.  
 
Members turned their attention to how the ODIs and PCs had been grouped. Their specific 
comments and suggestions included under each of the headings:   
 

 ‘Clean, safe and sustainable drinking water’ - leakage and PCC should be 
elsewhere – probably in ‘we value water’.  

 ‘Refreshingly, easy customer experience’ - Members thought that the ‘% customer 
interactions that are digital’ would risk forcing customers to a specific channel not of 
their choosing. This should be about access to digital services for those that want it 
and ease of access to a channel of choice. It was suggested it should instead be ‘% 
of customers agreeing that they were able to contact us using their channel of 
choice’. They also thought that the outreach work should be captured.  

 ‘Bills that are affordable’ - Members understood the rationale for the payment 
sustainability metric, but also wanted to see a metric on the proportion of customers 
needing help who are getting it  

 ‘Customers in vulnerable circumstances’ - Members were keen to see a metric for 
data sharing and offered to help construct one  

 ‘Services that are effective and fit for the future’ – Members recognised that many of 
the metrics were regulatory ones and could have sizeable fines attached if they 
weren’t met. They thought there was room for metrics on partnerships in delivery 

 ‘Recycle every drop of water’ – Members thought there should be some more 
transformational metrics here and a second metric was suggested for treated 
effluent to measure beneficial use to the environment as this is superior to just 
using it to water a golf course. ‘Energy from renewable sources’ didn’t seem to fit 
here and would be better in ‘Sustainable communities’ 

 ‘Rivers, lakes and coasts’ - Members were keen to see more in here. They thought 
it wasn’t being given enough profile and should include metrics on pollution and 
bathing waters and be mapped against Blueprint for Water aspirations  

 ‘Value of water’ – it was suggested that the metric should be the litres of water 
saved rather than number of water efficiency visits. A business customer water 
efficiency measure should also be considered. Members also suggested using the 
‘%’ rather than the ‘number’ of customers with access to daily usage data  
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 ‘Innovate to create sustainable communities’ – Members did not think there was 
much here to reflect innovation and were keen to see Ebbsfleet, Brighton and 
Peacehaven reflected. T100 would fit here. Lead pipes did not belong in here but in 
‘Services that are effective (water)’. Graham Horton from Natural England would 
like the SSSI PC to be extended to sites SWSs has an impact on as well as the 
sites SWSs owns, and offered to help develop something suitable  

 ‘Resilient economy for the south east’ – Members were slightly disappointed by the 
metrics thinking these could be more stretching. For example, it could include a 
metric for leakage under difficult conditions and the use of digital technology for 
early warnings. It should also include high use industrial development and business 
parks.     

 

Craig commented that the Framework will evolve but there also needs to be recognition 
that some suggested metrics are difficult to measure and that much of what is in the 
Framework is based on customer feedback. 

 
ACTION:  Ensure each PC is attached to the relevant Outcome and uses percentages 

rather than numbers, or at least has a clear rationale. Through working with 
relevant Members and observers, include additional PCs on:  

 the % of customers accessing the company through their ‘channel of 
choice’ 

 the proportion of customers needing help who are receiving it 

 data sharing arrangements 

 use of treated effluent to benefit the environment 

 rivers, lakes and coasts – brought together 

 CSOs 

 number of litres of water saved rather than water efficiency interventions 

 sustainable communities  

 impact on SSIs    

 (Kevin Wightman – 30 April Meeting) 

 

The Chair asked Members if they had any comments on the plans for engaging customers 
on the ODIs and PCs? Phil Belden said the way views would be gathered seemed over-
simplistic and that all the previous insight and findings needed to be presented to gain an 
informed view. The Chair agreed but thought there were two ways of approaching gaining 
customers’ views. Top down which would provide an opportunity to look at the full set and 
total rewards and penalties, or bottom up which would be a way to build one ODI at a time.  
Craig said that customers would be informed that there was only 3% in play and asked 
where, in that space, they would place the slider.  

 

The Chair brought the session to a close and asked Kevin to bring back an updated paper to 
the 30 April Meeting.  

 

ACTION: Bring back a revised PC/ODI paper to the second CCG meeting in April 
(Kevin Wightman – 30 April meeting) 

 

 
6)   Non-household / business engagement  

  
Jo Fielding-Cooke, SWSs Head of Continuous Improvement, said she was taking the paper 
as read and asked Ana Christie if she would like to update Members on the discussion they 
had had the previous week on the business landscape.  
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Ana said they had covered the additional areas that needed to be included in the paper and 
in SWS’s engagement with businesses. These included:  
 
 Academic establishments from schools to colleges and universities. This is where the 

Company could present itself as an employer of choice and attract its future 
workforce, encouraging students to take up careers in engineering and science  

 Agricultural sector including vineyards, breweries and farmers to partner in 
innovations and greywater recycling 

 Manufacturing and construction – these sectors were significant and included 
business parks and railways. The Councils could help with opportunities for 
engagement and partnerships on water resources and waste 

 Tourism, hospitality, retailers and food. Again the Councils could help with building 
partnerships.  

 
Ana said some key issues are:  
 Business Stream and how that is being communicated to businesses and whether 

feedback is being received and fed back to Business Stream 
 Climate impacts – communication and engagement is needed with business users as 

they are huge users of water resources and far outweigh domestic customers.   
 Free water efficiency visits for small businesses should be considered.  

 
The Chair thanked Ana and asked Members how they thought this would position SWSs in 
the business landscape? Nikki Russell thought this was exactly what the Company needed 
to do and Steve Hare reminded Members that business users were not restricted to 
commercial enterprises but should include the voluntary sectors too.  
 
The Chair concluded that these levers could be used to beef up business engagement and 
that although there was a long way to go, the foundations were being laid. Jo agreed to do 
more work to broaden the segments to include the above.      
 
ACTION: Bring back business and retail segmentation and show engagement to date 

and the plan for the future (Jo Fielding-Cooke - for the 30 April meeting) 
 
 

7) Corporate and Financial Structures 
 
Chris Esslin-Peard, SWS Head of Regulatory Policy and Strategy, apologised that the 
paper had arrived late with Members. The events of the previous week hadn’t changed 
what needs to happen but had not made it any easier to complete the paper. He drew 
Members attention to section 2 of the paper as a reminder of the CCG’s role in this area.  
 
George Seligman commented that transparency was paramount and the Chair said that the 
recent events were a collision of the political agenda and the issues the CCG had advised 
SWS on a long time previously which could have significant impact on the reputation of the 
Company. She said the CCG were not being asked to report on the rights and wrongs of 
different corporate structures but were being asked to comment on customer engagement 
on this topic and the way the results were responded to and could build customer trust and 
confidence. She suggested that Chris and she could together craft a CCG objective that 
could be for the meeting minutes.    
 
ACTION: Craft a clear statement of the CCGs role in relation to corporate and 

financial structures (Anna Bradley with Chris Esslin-Peard for the 
March minutes)  
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Chris continued that a task and finish group had now had two sessions, one face-to-face 
and the other by teleconference. He said the first session had been used to describe who 
did and didn’t benefit from the current structures. CCG feedback was that the factual 
position wasn’t clear and simply explaining the facts did not engage customers in the 
issues. The information the Company published in the Annual Report and website is not 
written in a way that would engage anyone.  

 

So the Company had set out some ideas of how to engage customers through a three-tier 
approach: 

a) Asking the public what engenders trust in companies like SWS 

b) Asking what the Company could do to build trust  

c) Discuss the Cayman Islands and gearing with the Board. 

 

Phil Belden said that all customers really want is clean water in their taps and dirty water 
removed by a decent company that had strong values.  

 

The Chair thanked Chris for explaining where the task and finish group had reached. She 
said there were two areas for further work:  

 

a) Finding a way to deliver transparent descriptions of how things are structured 

b) Exploring: 

o what gives customers trust and confidence and what gives them concern 

o what else the Company could do, for example, an Independent CCG-like 
group on corporate and financial structures, a kite mark, or a consumer AGM. 

 

All this is highly important as SWS is seen as the back of the pack by Ofwat and it needs to 
take action. 

 

Nikki Russell said that there seemed to be a prevailing view in the Company that it was all 
about politics and this was not the case. It’s about what customers think of the Company.  
George Seligman commented that the real problem is that the current structure provides a 
good way of borrowing money and that the Company therefore thinks that Ofwat has got it 
wrong. Dan McDonald said that if the Company was transparent it would build trust. Most 
customers didn’t even think about company structures. The Chair agreed that what 
customers wanted was the kind of corporate behaviours that engender trust, not the other 
way round. The debate between Ofwat and the Board was not one for the CCG to get 
involved in. She looked forward to seeing the next stage of this work.  
 
 
8) AOB 

 
There were no AOBs.   

 
 

9) CCG private time 

 
The Chair asked Members for their feedback.  Members thought there was too much 
defensiveness around the discussion of structure. They thought the Company was not 
used to public scrutiny and was finding it challenging to understand what actions were 
needed to build trust and confidence. However, there would be pressure on the CCG to 
report on this just as there is on the Company to act. 
 
They thought that the discussion on ODIs had been valuable but left until very late in the 
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process. The ODIs had to reference previous research findings and more time should have 
been allotted to the discussion as it was such an important part of the Business Plan.     
 
The Chair thanked everyone for their time.  
  

 

ENDS 
 
 

 

MARCH 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

4.1) i Map the innovation portfolio against Ofwat’s 
Tapped In continuum and include timelines for: 
 Now to September 
 Rest of AMP6 
 AMP7 

GH June 
meeting  

    

4.1) ii Bring back the innovation strategy and 
implementation plan 

GH June 
meeting  

 

5.i Review and develop the linkages between 
PCs and customer and stakeholder 
engagement findings and build ODIs that, 
taken together, reflect the relative priorities 
that have been identified. Map against the 
Authentication Framework to demonstrate  
how they relate to customer and 
stakeholder views and preferences 

KW  09 April 
meeting 

 

.ii Ensure each PC is attached to the relevant 
Outcome and uses percentages rather than 
numbers, or at least has a clear rationale. 
Through working with relevant Members and 
observers, include additional PCs on:  

 the % of customers accessing the company 
through their ‘channel of choice’ 

 the proportion of customers needing help 
who are receiving it 

 data sharing arrangements 

 use of treated effluent to benefit the 
environment 

 rivers, lakes and coasts – brought together 

 CSOs 

 number of litres of water saved rather than 
water efficiency interventions 

 sustainable communities 

 impact on SSIs    

KW, MF, 
CL and CB 
with DM 
and GH 

Prior 
to 
the 
09 
April 
meet
ing 

 

5.iii Bring back a revised PC/ODI paper to the 
second CCG meeting in April  

KW 09 
April 
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6. Bring back business and retail segmentation and 
show engagement to date and the plan for the 
future  
 

 

JF-C 30 
April 

 

7. Craft a clear statement of the CCGs role in 
relation to corporate and financial structures  

AB and 
CE-P 

For the 
March 
minutes 

 

 

 
 

FEBRUARY 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

3.2  Once the WRMP consultation is concluded and 
the plan finalised, identify the links between it 
and the WRSE Regional Plan  

MG  July / 
Aug  

 

7.1)  Bring the draft Business Plan Chapter on 
Customer Engagement to the CCG for their 
review, comment and advice.  

JF-C  May   

7.2).ii  Use the 10 outcome authentications as a 
template for:   
a . Showing how the evidence gathered is being 

used to drive decisions in the Business Plan   
b. Build into sheet two of the Framework  
c . Insert a final column to set out what has been 

learnt to date   
  

JF-C and 
HO  

Ongoing 
to July  

 

 
 

NOVEMBER 2017 ACTION LIST 

Agenda 
Item 

Action Who By when status 

Admin Actions 

b  Investigate the potential for a CCG portal/google 
drop box to keep all information in one place that 
Members can access easily  

SB  By end 
Nov  

  

 
 

 

 


