
 
 

Notes of the meeting on ‘engaging with the business community’ 
 
05 April, 14:30 – 16:00, Bury, Durrington 
 
Attendees:  

• Ana Christie, CEO Sussex Chamber of Commerce 
• Nick Eves, SWS Head of Insight 
• Hala Osman, SWS Strategy Advisor 
• Branwen Rhead, SWS Stakeholder Policy Manager 
• Sally Beck, Strategic Advisor to the SWS CCG  

 
Outline Agenda 

• Introduction  
• How SWS engages with businesses customers on insight 
• How SWS engages with business stakeholders  
• How SWS can engage with the most relevant industries  
• Key issues around: 

o Business stream 
o Behavioural change 

• How do we want to engage with business customers, stakeholders, Sussex Chamber 
in the future  

• Wrap Up / next Steps  
 
 
Discussion 
 
Ana Christie, CEO Sussex Chamber of Commerce and SWS CCG Member, had agreed to 
suggest ways that Southern Water could better engage with non-household and business 
customers in the build up to PR19 and beyond.  
 
Hala Osman, SWS Strategy Advisor, said that the Company had been gathering insight 
across the non-household segmentation although this wasn’t complete. The finding fell 
broadly in line with the findings and evidence gathered from customers. Branwen Rhead, 
SWS Stakeholder Policy Manager, discussed the county and regional stakeholder 
engagement workshops the Company conducted which had representation from some non-
household sectors, although primarily these were from development and farming 
communities.  
 
Ana said the non-household sector was extensive, beyond the Company’s current 
engagement levels and it needed to reach out much more widely to:  

• Agriculture including farmers, vineyards and breweries 
• Education including schools, colleges and universities 
• Industry which incorporated developers, manufacturing, road and rail 
• Hospitality including hotels, restaurants, food outlets and conference/event venues 
• Health incorporating hospitals, care homes and providers and voluntary groups.    

   
These are all major water consumers and their views are important as are their needs to 
understand how to be more water efficient and reduce their bill impact. Branwen said that 
non-household retail side of the business had been sold off to Business Stream, and SWS 
was working to understand how best to work with and through it to engage its customers. As 
it was a new concern of around one year, more time was needed to establish how this was 



 
going to work in the future. She asked about the type of support that the Chamber could 
provide?  
Ana provided some key pointers on the ways Southern Water could use the Chambers of 
Commerce to engage the non-households sectors more effectively:  

• The Company could better maximise its premier membership of the Sussex Chamber 
as well as with the Chambers in other counties. For example:  

o Sussex Chamber of Commerce has 15,000 strong audience on twitter and 
can re-tweet SWS’s messages which it should capitalise on  

o Membership includes two free pages in the Business Edge magazine which 
has a 14,000 readership  

o The Chamber can post SWS videos on their YouTube channel 
o Can host ‘top tips’, such as water efficiency on their website 

• SWS could have greater visibility at Chamber of Commerce events which would raise 
its profile. It could also provide speaking opportunities for the CEO and other 
Directors? 

• SWS could work with the Chambers on any national lobbying activity and is really 
keen for the Chambers to be involved in the Company’s plastics policy work as they 
are also planning activity in this area 

 
Ana suggested that SWS could work more closely with and through the Chambers to help 
effect behaviour changes with the non-household sectors and that they would be highly 
receptive to understanding the measures they could introduce to reduce their water 
consumption.  
 
The Company thanked Ana for her valuable advice. Engaging with non-household 
customers was a ‘work in progress’ and the Company would, in future, work more closely 
with the Chamber and report on its progress through the regular CCG meetings.  
 
ENDS 


