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SOUTHERN WATER CUSTOMER CHALLENGE GROUP  
 

 

05 December 2017: 10:30 – 16:00 

Chailey Meeting Room, Southern House, Falmer, East 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  Philip Cullum  
 
Observers: David Howarth (EA) Graham Horton (NE) 
 
In Attendance: Paul Sheffield SWS SiNED  

 Ian McAulay  
Sally Beck  
Simon Oates  Items 5, 7 and 8  
Jo Fielding-Cooke  Items 5, 7 and 8 
Karen Sharpe Items 5 and 7  
Mark Field  Items 5 and 7   
Adam Higgitt  Items 8 and 10 
Hala Osman Item 8 
Cory Reynolds Item 8 
Meyrick Gough  Item 9 

 
 
1. Welcome, apologies for absence and declarations of conflicts of interest  
 
Two Members, Rupert Clubb and Phillip Cullum, sent their apologies. Phillip sent some e-
mail comments. 
 
No conflicts of interest were declared.  

Paul Sheffield was introduced as the Senior independent Non-Executive Director (SiNED) 
attending the December Customer Challenge Group (CCG) meeting. Paul had joined the 
Southern Water Services (SWS) Board in June 2014. 

2. Approval of the minutes of the 09 November 2017 meeting  

Ian McAulay, SWS CEO, asked for the word ‘three’ to be struck from the minutes (page 3, 
penultimate paragraph) in referring to the water companies in the region sharing data. All the 
water companies in the region are working on this together. Other than this, the minutes of 
the meeting were approved.  
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It was noted that the Government’s environment plan proposals were now more likely to be 
published in January than pre-Christmas.  

 
3.  Chair, Member and CEO updates and general discussion  
 
The CCG Chair, Anna Bradley, invited Members to update the Group on recent activities. 
 
Phil Belden began saying he had taken part in the Brighton ChaMP (Chalk Management 
Partnership) for Water field trip run by the National Park Authority. It was a valuable visit that 
highlighted the number of farmers involved and the issues for managing the chalk aquifer 
resource as well as setting out the policy proposals to address future issues. The following 
day, he had taken part in a site visit to East Worthing Wastewater Treatment Works. This 
had been organised by SWS to demonstrate to key stakeholders, including Sarah Hendry 
from Defra and local politicians, how SWS is working with a range of utilities in a cross-
sector approach to investing in future operational and site resilience. Sarah had indicated 
that it was the right approach to be taking. Phil expressed that he hoped that Defra, as part 
of its post-EU policy development, would accept SWS invitation to see first-hand the 
measures in water catchments being trialled and adopted by the Company with partners.  
 
Dan McDonald had attended a SWS stakeholder engagement event in Kent. He said that a 
great deal of information had been presented to attendees but he thought more time could 
have been spent taking feedback. He also commented that Councillors' views had 
dominated at the meeting. Other CCG Members said they had a similar experience at the 
stakeholder engagement events they had attended, as reported at the previous meeting.  
 

The CCG suggested SWS should consider how to directly engage with Council Officials 
as BaU outside of the PR19 engagement processes and activities.  
 
Ana Christie had attended a SWS business-focused event where attendees had been 
encouraged to openly air their views, and George Seligman had gone to the annual 
Vitacress Forum at Sparsholt Agricultural College where the water environment and 
abstraction issues were discussed. SWS had not been represented, but George thought 
there would be value in attending.  
 
Steve Hare had attended SWS’s Water Futures meeting in London. He reported a very high 
level of engaging and dynamic debate covering new technologies and their potential impact 
on the water environment. Anna Bradley had also attended the event. In six years of working 
as the CCG Chair she was not aware of SWS taking the lead in bringing together expert 
futurists to shape the long term vision for water in this way. The sea change was most 
welcome.   
 
Steve Hare had also participated in SWS’s Vulnerability Challenge Group which he thought 
produced high quality outcomes as well as ensuring SWS built on what had already been 
achieved in this area by others. Anna had attended the Resilience Research focus group 
which was well organised, provided high quality engagement and she looked forward to 
seeing the findings.  

 

Anna had attended the November SWS Board Meeting. She had taken soundings from 

CCG Members beforehand and was able to provide the Board with the following positive 

feedback: 
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“The CCG is pleased with the fulsome written response to our Advice note documenting the 
substance of the action taken to address some shortcomings. We appreciate the 
constructive response and the Board’s attention. We particularly welcome the work on the 
customer engagement framework and look forward to seeing this populated with the work 
that has been done and seeing the gaps being filled, over the next few months. 
  
We also think that the work to bring Water Futures and Let’s Talk Water 1 together in Let’s 
Talk Water 2, helps to make sense of all the work done to date and show how it all fits.  
  
These two advances help the CCG to feel much more positive about the next stages of the 
business planning process. 
  
While, strictly speaking, corporate reputation is not for the CCG, we have several times 
remarked about the need for water companies to get ahead of the curve in relation to 
taxation and related governance matters. We commented on some of this in our PR14 report 
to Ofwat. We continue to think it would be wise to try to develop a best in class offer in these 
key respects, including developing an information offer to customers that provides not just 
transparency but a comprehensible narrative about corporate structure and governance. For 
the CAP, one area of legitimate concern given our remit is that, should there be critical 
media reporting around taxation, governance and corporate structures happened to coincide 
with customer satisfaction and affordability surveys, this could seriously alter the survey 
results.  

 
Finally, some feedback to the Board from CCG members as stakeholders and observers of 
SW: there is a positive view of stakeholder engagement as stakeholders. There remains a 
sense that the company continues not to make as much of the good stories you have, but 
we are seeing signs of the company being 'out there’ more, both nationally and locally. This 
is welcome.” 
 
Ian McAulay agreed there had been a trial by social media and commented that Re-
Nationalisation is still on the agenda, fuelled by poor publicity. He explained why the bond 
issuing vehicle in the Cayman Islands had been established under the applicable 
Companies Act requirements at the time. SWS is looking at how it can reorganise its 
structure in order to remove the Cayman Island issues recognising that the process will be 
complex.   
 
Anna said she had been at an event run by Indepen that discussed how the utilities needed 
a new approach to describing their social and economic value. Ian responded that he had 
spent 35 years working in the water industry and it had always had strong sense of 
corporate social responsibility and supported economic growth but it wasn’t good at 
reporting the good things it did.  
 
Ofwat’s annual Company Monitoring Framework (CMF) showed that SWS had improved in 
many areas. On overall performance the company is: 

 99.97% compliant with legislation 

 Prices are reducing for customers 

 Inland water quality is improving 

 53 beaches are excellent and another beach is moving up the rating 

 SIM (Service Incentive Mechanism) Scores are the highest ever for two waves in a 
row. These are now 4.43% with the industry average at 4.42. There is one wave left 
during this reporting year.    
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Ian said he is committed to continual improvement and moving all areas to excellent within 
the next 10 years whilst making interaction with SWS easier for the consumer. He believes 
that regulation has taken the UK to a good position. Meanwhile, there are significant 
changes ahead, politically with Brexit, strong demands for social and economic development 
and, potentially, a new environmental regulator.   
 
Ian continued that he is working to make the region the most water and energy efficient in 
the EU and believes the time is opportune for introducing long-term policies. Brighton and 
Hove City Council have created a new Energy and Water Infrastructure Board which will 
help progress this ambition. He has been in discussions with Ebbsfleet Development 
Corporation and Thames Water about designing the water community of the future and 
water efficiency kite-marking. He is informing developers that SWS will not be connecting 
supplies to water inefficient developments - there is not enough water in the SE to meet 
demand. He is going to meet the EA Chair at Bewl Reservoir where levels have dropped to 
33%. The region is already in a difficult position and a dry winter is forecast. SWS might 
have to consider bringing old plants back on line.  
 
On water quality - a group of 30 - 40 farmers are involved in a nitrate scheme that is looking 
at using nature intelligently to improve water quality, new metrics are being developed for 
water amenity, and SUDS (Sustainable Urban Drainage Systems) are being built but they 
need to be adopted and maintained to be effective.  
 
Members welcomed hearing Ian's vision and plans. Their comments included that:  

 that SWS should be pushing for water recycling to become an industry expectation in 
major developments and especially within large blocks of flats 

 it was positive news on SIM Scores and, recognising that Ofwat's CMF (Company 
Monitoring Framework) is backward facing, SWS had clearly made improvements.  

 there are opportunities to work with the manufacturing and constructions industries in 
the policy and regulatory space on energy and water efficiency 

 it was welcome to see SUDS back on the agenda. 
 
The Chair asked Ian about the Company Dashboard and when he would be in a position to 
bring a realistic forecast of the projected AMP outturn including an assessment of the risks, 
as this would be needed for the CCG Annual Report and report to Ofwat for the PR19 BP? 
Ian responded that he would provide the forecast for the end of the calendar year in 
February and the financial year in May 2018.  
     
ACTION: Provide reports on the end of AMP forecast with a realistic assessment of 

risks and expected outcomes in February 2018 and final outturn in May 2018 
(Craig Lonie and Andrew Brookes)    

 
David Howarth, EA, commented that the November Company Dashboard indicated there 
had been 121 Category 3 pollution incidents but the EA had only 99 recorded. SWS had 
performed better than the Dashboard indicated.   
 
 
A PR14 Monitoring: 
 
 
3. PR14 Monitoring: a constant supply of high quality drinking water    
 
The Chair explained that this item had been pulled from the agenda as a more detailed 
paper would be provided for the January meeting.  
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This prompted a discussion between Members about the quality of papers and slide sets. 
Members agreed that the papers submitted for the December meeting were not as high 
quality as they could be, raised more questions than they provided answers for, and were 
sliding back into using jargon and terminology that was not for public use, for example, the 
use of ‘frail’ to describe vulnerability. 
 
ACTIONS:  

 Provide a detailed paper on 'a constant supply of high quality drinking water' for 
monitoring the delivery of the PR14 commitment (Meyrick Gough for the January 
CCG meeting) 

 Clarify with precision CCG requirements for the information submitted in SWS papers 
and ensure there is the right mix of jargon-free written papers with hard information 
vs slide decks that capture the high level messages to facilitate meaningful 
discussion at CCG meetings (Anna Bradley working with Sally Beck and SWS 
workstream leads - January meeting) 

 
 
5.  Retail  
 
a) Year to date performance 
 
Simon Oates, SWS Chief Customer Officer, set the context for the session by highlighting 
the significant changes that had been taking place in the Customer Service operating model 
since October. The restructure involved: 

 revised customer journeys 

 the creation of an online portal, 'Your account', to facilitate self-serve. This had a 
customer feedback mechanism for iterative improvements.  

 going to the market for new service suppliers 

 instituting joint billing with South East Water (SEW) which was reducing customer 
frustrations 

 a new Home Move Team which had exceeded its customer satisfaction targets.  

 a downsizing of the team 
 
This had all resulted in, the lowest number ever of customer complaints, around 350, being 
recorded in November. Internal processes had been changed to reduce the average time it 
took to deal with complaints from 10 days down to 60-70% being handled within 24 hours. 
The bad debt target of £20 million was on course and currently stood at 21.5 million. The 
groundwork was being laid this year for a strong 2018.  
 
The CCG Chair commented that the results had not previously been visible to the CAP and 
were impressive.  
 
David Howarth, Environment Agency, asked how joint billing would work in practice? For 
example, if SEW are to bill on behalf of both companies, would complaints be directed to 
SEW rather than SWS? Simon agreed this was likely, and added that other companies 
would also be coming into the household retail market. What will be important from a 
customer’s perspective, is the branding and how the story is told to customers. Ian McAulay 
added that competition is a good thing but agreed there is a juxtaposition between providing 
competitive markets whilst trying to get more people engaged with the Company and its 
plans.    
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b) AMP6 performance commitments 
 
Mark Field, SWS Head of Billing and Collections, reported on the new approach for 
collections. The Company was now having early conversations with customers to 
understand the reasons for non-payment of bills and sending less through to debt collection 
agencies. The approach was tested throughout the year for tone of voice and letters in a 
cycle of test, prove and roll out.    
 
The Chair asked what percentage of complaints were about collections and Mark responded 
that the majority of complaints were to do with consumption levels with customers assuming 
the reading is wrong. Simon Oates added that the billing cycles had been irregular which 
hadn’t helped as consumption was aligned with the bill - sometimes the bills would be low 
and at other times high. This had now been regularised and the mantra was ‘right bill, right 
way, right time’. If the basics are right then fewer customers will need to contact the 
Company and the people who do need help will be handled by more highly trained staff.  
 
The Chair asked if customers will have a choice on billing frequency. Simon responded that 
this was the ultimate aim and would support the T100 (Target 100 litres per person per day). 
SWS was testing different tariff options and was determining how aggressively it would push 
for universal smart metering. Mark added that a dedicated Affordability Team will launch in 
January and take a case management approach to managing customers in financial 
hardship and on one of SW’s schemes and tariffs.  In addition the team will build a field 
engagement model with regional presence across the SW patch with a focus on engaging 
with CAB, DWP offices and other support organisations. 
 
Dan McDonald asked about arrangements for vulnerable customers? They would be unlikely 
to go online and any targeted letters must be simple and non-confusing. He would like to see 
the Company working in partnerships with other utilities and third sector organisations on 
data sharing initiatives as it would make a significant difference to vulnerable individuals.  
 
The Chair asked SWS to think about involving third sector and support agencies in data 
sharing 'reach and support' partnerships for customers in vulnerable circumstances and/or 
for whom affordability is a concern.  
 
 
c)  Unwanted contacts data 

 

Anna Bradley opened the discussion asking about the method used to record data and 

whether there was an action plan to address the general confusion of recording?   

 

Simon Oates responded that it is a grey area and it depends on how calls are categorised. 

Ofwat have provided three pages of guidance with a number of contradictions embedded. 

The starting point is the driver for the call which may be a billing enquiry but, if at any point 

during the call, the caller expresses dissatisfaction, then the call moves into ‘unwanted’. This 

is proving a challenge for the industry. He is looking to remove human interpretation and use 

a speech analytics programme.  

6. Tour of Operations Contact Centre and PR19 office 
 
The CCG were given the opportunity to visit SWS’s Operations Contact Centre and walk 
through the PR19 Project Office. 
 
 
B PR19 advise and challenge 
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7. Retail: the Customer Experience Plan  

 
Jo Fielding-Cooke, SWS Head of Continuous Improvement, said the Customer Experience 
Plan presented to the CCG was iterative and she was particularly seeking feedback on the 
proposed 2020 targets. 
 
Phil Belden welcomed the clarity of the ‘strategy on a page’ although he advised checking 
for SWS/water industry jargon and to ensure that the language and terminology used is 
understandable and suitable for external audiences. Nicci Russell said she particularly 
supported the ambition in the green ‘We build trust’ box: ‘We listen and always deliver what 
our customers need’.  
 
The Chair asked how sharing services and billing with South East Water would impact on 
the brand and whether a less than £23 cost-to-serve (c-t-s) prediction was realistic. Would 
this fall into Business as Usual activities? Simon Oates said the c-t-s estimation would be 
revisited after Ofwat published their final PR19 methodology. This year, c-t-s was higher to 
deliver at £30 than SWS was currently funded for at £26.80.  
 
Much depended on the future incentive regime which will need thought. The way the 
proposed incentive mechanism, C-MeX (Customer Measure of Experience), will be scored 
means that if, for example, there is an interruption to supply that is outside of SWS’s control 
but which impacts negatively on the customer experience scores, the penalties can be 
severe. The new incentives and penalties are expected to range from + £38 million to a - 
£38 million. It is a major impact for a small revenue stream. Moreover, the industry is 
expecting much more challenging targets to be set by Ofwat and c-t-s needs to fall by 
around £17/18 by 2020. 
 
Ian McAulay expressed some concerns regarding regional cost variations that are not 
accounted for by the industry regulators. There is a big cost difference between having a 
Call Centre in Hull, for example, than in the South East. Some Companies have off-shore 
Call Centres but he believes that high quality call specialists are needed in the region. High 
quality teams would likely result in high C-MeX scores and benefit the Company, but the 
salary needs to be commensurate to attract and retain the staff.    
 
The Chair recognised the case for the ‘reach and support’ service being regionally based 
and the potential for impact on c-t-s. She said this is clearly a decision for SWS Board, but 
the CCG would be happy to offer advice on the right balance for PR19. She also commented 
that the notion that C-MeX incentives, seemed to be driving companies down a particular 
call centre avenue, had not yet featured in Ofwat’s meetings with CCG Chairs and she 
would propose a discussion.       
 
Action: When in a position to make decision, bring to the CCG a paper setting out 

SWS’s proposals for Call Centre location and retail brand, including the 
implications for cost-to-serve (Simon Oates and Mark Field)   

 
Looking ahead, the Chair asked if the ambition to be in the top four Companies for customer 
satisfaction ratings was realistic, and would Ofwat think it credible? Simon Oates responded 
that SWS was the most rapidly improving Company, had been in the top half for the last two 
waves so reaching the top four in the next two years seemed a reasonable proposition.  
 
David Howarth thought it was not over ambitious as SWS was already in the top four if water 
supply and sewerage scores were combined. Ian said that if all targets were easy or already 
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met, then there would be nothing to be aspirational about, and Phil Belden rounded off the 
discussion commenting that excellent customer service was more important than the targets.   
 
Jo Fielding-Cooke asked the CCG for their views on the draft PR19 Retail Performance 
Commitments? 
 
CCG views and questions included the following on proposed regulatory commitments: 

 C-MeX scoring should not be only for residential customer contacts but could be 
broadened to meet Ofwat’s customer definitions 

 customer satisfaction should be benchmarked against other Companies both within 
and outside the water industry 

 whether there should be more than one financially-incentivised commitment? 

 that the commitments on water usage were particularly helpful and welcome but was 
there a requirement to have one on per capita consumption? 

 if there would be a social tariff? 

 had the numbers of customers to whom SWS could give support been identified? 

 would the T100 target be tracked through occupancy levels as otherwise it would be 
impossible to know if this was being met?  
 

Simon Oates responded that he may introduce another financial incentive and that the 
Company would begin shadow reporting once Ofwat published its final methodology. He 
would be introducing a bespoke measure on vulnerability for the region and the absolute 
levels of affordability and the numbers SWS could support were a Company decision but 
had yet to be defined. It was primarily about the quality of support the company provided 
rather than absolute percentages. He said he would bring the number back to the CCG 
once worked through. In response to T100, Simon stated this was based on stakeholder 
engagement work to date but was mainly based on trust. 
 
Phil Belden said he was surprised that the AMP6 target on educating customers about the 
mediation of hard water was to be discontinued as it was an important issue. Simon said 
that it had never been a hard target and although it would no longer be a performance 
commitment, the Company would be continuing the activity.    
 
 
8. Customer Engagement   

 
Jo Fielding-Cooke introduced the session by asking the CCG to discuss the table of what 
good customer engagement should look like and that she proposed to take the CCG through 
the pillars of the Framework setting out the range of engagement underway. She also 
wanted to discuss the proposed Customer Engagement Assurance process.   
 
Phil Belden said that the table setting out external organisation’s ‘good customer 
engagement’ standards looked very limited and focused on the financial services sector. It 
was explained that information from this sector was all that could be found as a comparator.  
 
Jo reiterated the ambition to achieve active engagement with one million customers. To 
date, she had found evidence that more than 700,000 customers were actively participating 
and the more she looked, the more evidence she was finding of the different ways 
customers were engaging with the Company.   
 
Paul Sheffield, SWS SiNED, asked how SWS could identify whether the 700,000 were 
unique engagements or, for example, one customer engaging on five different occasions?  
The Chair also questioned whether having a one million target was the right motivational 
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ambition? Whilst recognising that numeric quantity provides statistical credibility, it was 
much more powerful to have quality in the effort to try to understand what customers want 
and to meet their asks, rather than having an arbitrary headcount.  
 
She asked SWS to consider whether setting a target of achieving the active participation of 1 
million customers is the right motivational objective or whether the objective should be about 
a robust understanding of what it is trying to understand about its customers is a more 
powerful driver. 
 
CCG Members discussed the Framework saying that most of the information they had heard 
about so far was in the green ‘Listening’, purple ‘Insight’ and orange ‘Customer Experience’ 
pillars, but what is the learning that has been gathered from customer experience work so 
far that might influence the future BP. And what has been learnt through the behavioural 
change programme that will help to inform the PR 19 BP. And how will all of this insight be 
triangulated and used to inform the business plan?  
 
Members expressed concerns that they were still unsighted on engagement activities and/or 
findings with BP implications within three of the boxes - community, behaviour change and 
customer-driven culture. They also had yet to see the data on, or analysis of, the customer 
segmentation.  
 
Jo said that the information Members were looking for was still being collated and would be 
brought to the January and February meetings. She asked Members for their views on the 
engagement updates:  

 
 

a) Behaviour change 
 
Members welcomed the facts provided on driving down water consumption. However, they 
asked:  

 how many customers acted on the advice given during the water saving visits?  

 for more information on the outcomes after visits to resolve blocked drains and asked 
if there were FOG (fat, oil and grease) examples of co-creation?  

 how the new digital service was driving change?  

 for data to be presented with percentages as this is more meaningful in terms of ‘x 
amount of y’ 

 to have an understanding of scale – they were aware of pilots using small groups but 
asked where and how SWS are scaling initiatives up?  

 
ACTIONS:  

i. bring together the learning gained over the last 18 months on behaviour change from 
across the four change programmes to help inform future business planning, targets, 
and the scaling up of initiatives (Jo Fielding-Cooke and Ben Earl – January 
Meeting)  

ii. bring together any learning from the customer experience work that could inform the 
BP (Jo Fielding-Cooke – February Meeting) 

iii. bring back the segmentation (Jo Fielding Cooke – January Meeting) 
iv. Ensure that proposed or achieved outcomes are provided alongside actions 

wherever applicable and that outcomes are shown in percentage form as it is more 
meaningful for the emerging Business Plan (Jo Fielding-Cooke and all)   
 

 
b) Stakeholder update 
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Adam Higgitt, SWS Head of Policy and Stakeholder Engagement, reported that the overall 
feedback from the recent series of workshops was that stakeholders were pushing SWS to 
be more ambitious.   
 
Members had been present at each of the workshops and those who had attended all 
agreed that the meetings were dominated by councillors and had hoped that the 
environment had been brought into the discussions at an earlier point. They applauded the 
use of digital polling but said it was only useful to people who could use it. Perhaps a keypad 
on the tables would work better next time?  
 
They thought the findings that catchments, sustainable abstraction and the environment 
should be a significant factor for SWS plans, were interesting. They asked how SWSs would 
respond to this point? They also noted the findings that SWS should have new performance 
commitments or ODIs for these as well as for growth.       
 
The Chair asked SWS to pull together a report for the next meeting setting out how they 
intend to respond these points.   
 
ACTION:  bring back to the January meeting a report on the workshops and a plan on 

how to respond to outcomes from the Stakeholder Workshops and share with 
the CCG (Jo Fielding-Cooke and Adam Higgitt)  

 
 
c) Customer research 
    
Hala Osman, SWS Strategy Advisor, outlined the findings from recent insight research. On 
resilience, environmental issues, covering diverse issues such as climate change, 
population growth, flooding were major concerns. Drought was the biggest issue and the 
findings evidenced that customers wanted SWS to be proactive on water efficiency, have 
water reuse built into new developments, and would be tolerant of standpipes in an 
emergency but not to build this in as a solution in its planning. Customers wanted a mixed 
approach to flooding using both engineering and natural environmental solutions.  
 
Members agreed that the responses seemed well informed and this was partly because a 
wide mix of people had been involved, some of whom had their own expertise to bring to the 
discussion.  
 
On vulnerability, the findings on financial vulnerability evidenced that it fluctuated and 
customers needed a flexible approach from the Company. The findings on age and health 
showed a much more linear progression and the Company needed to have a consistent 
baseline. 
 
The personas research was interesting and would be used to underpin SWS approach and 
reach to its customer segmentations.      
  
The research reports would be shared with CCG Members outside of the regular meetings. 
 
 
d) Community 
 
Cory Reynolds, SWS Head of Communication, outlined how community outreach stretched 
across all channels. The objective was for SWS to engage all customers in the Business 
Plan development using a wide range of techniques including events, digital and social 
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media, media and marketing. The focus would be on the 10 outcomes agreed for ‘Let’s talk 
water 2’. CCG Members would be provided with a more detailed paper in January showing 
the geographic spread and type of events to reach mixed audiences.  
 
Members supported the ideas but asked if SWS had considered where events would be held 
and if these were the best places to have real community engagement? They recognised 
that media could be used as traction to get real messages out to customers but thought 
SWS should be moving community activities towards the co-creation end of the participation 
journey and wondered if the plans captured these aspects of engagement?  
 
To help shape what was brought to the next meeting, the Chair suggested that papers came 
back on:  

a) the Communications and Dialogue box of the Customer Engagement Framework as 
this would support the quantity requirement and C-MeX  

b) the information provided on Community was expanded to incorporate engagement 
with many different types of communities including religious, business, students and 
land issues-based, such as ‘friends of’, farming clusters or flood affected, and asked 
if SWS had thought about how to engage with these?    

 
ACTION: Differentiate between engagement with ‘communities of interest’ and 

engagement with individuals who are part of the community and provide a 
detailed paper, by working with CCG Members, to shape the plans for 
community engagement that incorporates sectors such as businesses, 
students and agriculture as well as geographic locations (Adam Higgitt and 
Cory Reynolds working with Dan McDonald, Ana Christie and Phil 
Belden)     

 
 
9. Shadow Reporting Data 

 
Meyrick Gough, SWS Water Strategy Manager, reported that the water industry had 
developed a series of consistent methodologies to calculate leakage, supply interruptions 
and sewer flooding. These will be used across the industry once all the companies had their 
data aligned. The changes will only impact SWS’s performance metrics on leakage, moving 
it from best performing to seventh best. The Company thinks this is likely to have an impact 
on customers’ WtP (willingness to pay) for improvements in the service. He proposed 
undertaking customer research on the issue during the WRMP (Water Resource 
Management Plan) Consultation.  
 
The CCG Members agreed this would be a positive development.  

 
 

10. The draft Business Plan  
 
Adam Higgitt reported that he would be developing the plans for the public consultation of 
the Business Plan which would include a non-technical summary for the public and a range 
of interactive media. He would bring back detailed plans to the January CCG Meeting. 
 
The Chair agreed the item was to note at this stage.  
 
 
9.   AOB  
 
There were no AOBs.  



  

12 
 

 
 
10. CCG private meeting  
 

The Chair asked Members for their feedback. They thought that SWS was making big 

strides, trying to put the business in the right place but there will still some major gaps to be 

addressed and that they currently felt detached from the WRMP. They wondered if the 

Company was really absorbing the advice from Members and would like feedback on how 

the advice was being addressed. They thought perhaps they ought to challenge the 

company more often and that they needed to keep the pressure up. Anna Bradley thanked 

everyone for their time.    

 
ENDS 
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DECEMBER ACTION LIST  

 

Agenda 
Item 

Action Who  By when status 

3.a November Dashboard: to provide reports on the 
end of AMP forecast with a realistic assessment of 
risks and expected outcomes in February 2018 and 
final outturn in May 2018  

CL and 
AB 
 

Feb and 
May 
2018 

 

4. A constant supply of high quality drinking water: 
Item pulled from the December meeting as a more 
detailed paper required for January 

MG Jan 
meeting 

 

7. Customer Experience: When in a position to make 
decision, bring to the CCG a paper setting out 
SWS’s proposals for Call Centre location and retail 
brand, including the implications for cost to serve  

SO and 
MF 

When 
able to 

 

8.a.i Behavioural change: bring together the learning 
gained over the last 18 months on behaviour 
change from across the four change programmes to 
help inform future business planning, targets, 
scaling up of initiatives  

JF-C 
and BE 

Jan 
meeting 

 

8.a.ii Bring together any learning from the customer 
experience work that could inform the BP  

JF-C Feb 
meeting 

 

8.a.iii Bring back the segmentation  JF-C Jan 
meeting 

 

8.a.iv Ensure that proposed or achieved outcomes are 
provided alongside actions wherever applicable and 
that outcomes are shown in percentage form as it is 
more meaningful for the emerging Business Plan 

JF-C 
and all 

Ongoing   

8.b Stakeholder Workshops: bring back to the January 
meeting a report and a plan on how to respond to 
outcomes from the Stakeholder Workshops and 
share with the CCG  
 

JF-C 
and AH 

Jan 
meeting 

 

8.d Community Engagement:  Differentiate between 
engagement with ‘communities of interest’ and 
engagement with individuals who are part of the 
community and provide a detailed paper, by 
working with CCG Members, to shape the plans for 
community engagement that incorporates sectors 
such as  businesses, students and agriculture as 
well as geographic locations  

AH and 
CR with 
DMD / 
AC and 
PB 

Jan 
meeting 

 

Admin Actions 
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a Include a discussion to compare and contrast 
proposed environmental and resilience performance 
commitments with requirements set out in the 
Blueprint for Water, WISER and Environmental 
Stakeholders views  

SB Feb 
meeting 

 

b Reference Anna’s session at the SWS November 
Board Meeting  

SB Dec 
Minutes 

 

c Embed name change from CAP to CCG for PR19 
and request CCG logo for papers 

SB asap  

d Clarify with precision CCG requirements for the 
information submitted in SWS papers and ensure 
there is the right mix of jargon-free written papers 
with hard information vs slide decks that capture the 
high level messages to facilitate meaningful 
discussion at CCG meetings 

AB 
working 
with SB 
and 
SWS  

Jan 
meeting 

 

e Share 'CCG Governance' paper with Anna to agree 
website information and update. Bring a paper to 
the CCG for discussion 

SB Jan 
meeting 

 

f Remove 'advice' items from the November actions 
and add to the Challenge log 

SB Prior to 
making 
public 

 

g Delete completed actions from minutes SB ongoing  

h Ensure all actions arising have a delivery date AB 
working 
with SB 

ongoing  

 

 
NOVEMBER ACTION LIST  

 

Agenda 
Item 

Action Who  By when status 

3 Stakeholder team to consider providing more time 
for discussion at SWS hosted events and have less 
time given over to presentations (move to challenge 
log) 

AH and 
Team 

ongoing  

4  Refine the CAP Assessment Framework based on 
Members comments and recheck it with Anna 
Bradley   

JH asap  

5  a. Circulate SWS’s definitions of ‘customers’, 
‘stakeholders’ and ‘communities’  

b. Incorporate CCG comments and populate the 
Framework   

c. Provide more detailed information on the 
customer experience and community pillars of the 

JF-C asap 
 
Dec 
meeting 
 
Dec 
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Framework  meeting  

6 a. Differentiate in the strategy between:  
i. existing vulnerability and/or affordability issues  
ii. the prevention of potential affordability and 

vulnerability issues and 
iii. Affordability for general populations 

b. Consider whether SW could adopt a more 
proactive approach to addressing affordability 
and vulnerability in financially disadvantaged 
communities   

MF ongoing  

7  a. Ensure the environment and resilience are 
threaded through the BP plan in relevant areas 
and made explicit as significant areas of 
investment 

b. Share the proposed customer choices in the draft 
Business Plan  

c. Share the draft Business Plan Executive 
Summary 

RS Ongoing 
 
 
 
Jan 
meeting 
asap 

 

8 a. Bring back a proposal for the customer and 
stakeholder engagement in WRMP the 
consultation  

b. Bring back the Executive Summary or similar of 
the draft WRMP before publication  

MG Jan 2018 
meeting 

 

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 

 

 

 
OCTOBER ACTION LIST  

 

Agenda 
Item 

Action Who  By when status 

4 Review the dimensions of independence and 
ensure everything we have previously agreed was 
in place and identify any new requirements  

SB Jan 
meeting 

 

9 (1) Bring back to the next CAP meeting a timetable for 
the remainder of customer research, drawing on the 
EY/Corporate Culture workstream 

HO Nov  
Will now 
be Jan 
2018 

 

12  Ensure the new Discover Water benchmarks are 
used in all customer research. Consider the impact 
on the different levels of delivery of WtP 
(Willingness to Pay) and all other insight research 
for the December CAP meeting 

MG/PK/ 
HO 

Dec 
meeting 
Will now 
be Jan 
2018 
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14 (1) Review previous CAP interventions and record SW 
responses  

SB asap  

14 (3) Draft and circulate CAP meeting minutes within 1 
week of the meeting and ensure publication on the 
CAP section of the website  

SB ongoing  

 


