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SOUTHERN WATER CUSTOMER CHALLENGE GROUP 

 
 

 

14 May 2018: 14:00 – 16:00 

Notes of the Conference Call  
 

 

Present:  Anna Bradley (Chair)   

 Phil Belden Steve Hare 

 Ana Christie Dan McDonald 

 Rupert Clubb Nicci Russell 

 Karen Gibbs George Seligman 

   
Apologies None  

   
Observers: Graham Horton (NE)  

 David Howarth (EA)  

   
In Attendance: Craig Lonie  

 Adam Higgitt  

 Sally Beck  

 Hala Osman Item I and 2 

 Mark Field Item 3 

 Chris Lumb Item 3 

 Chris Braham Item 3  

 Kevin Wightman Item 4 

   
 
 

The Chair welcomed everyone to the call.  

 
1. Engaging with non-household business customers and retailers 

  
Hala Osman, SWS Strategy Manager, said the paper brought together and built on the 
information the CCG had seen at the March meeting after a separate meeting with Ana 
Christie.  
 
It was agreed that the paper gave a fair representation of the work done so far, but a 
number of challenges were made for the future: 
 

 Better collaboration with Business Stream to identify and target different types of 
businesses.  

 Better segmentation of business customers and deeper understanding of all 
segments, to identify key differences in their requirements.  

 A particular focus on heavier users of water to identify their needs. 
 

Members asked for confirmation of whether the voluntary sector was covered and whether 
there were any significant differences in requirement for very small businesses? 
 
Members also suggested that the company could make more use of its business-focused 
link on the website. The information provided was very good but feedback could be solicited 
and responded to, which in turn, would generate more feedback.  



2  
  

 

 

 
 
ACTION: Rework the table to show the segments and the water use per segment to 

assist in future engagement with the most significant users (Nick Eves - June 
meeting)  

  
In summary it was recognised that the Company had established a fairly comprehensive 
view of businesses as one group, which represented a solid beginning to engaging with 
non-household customers for PR19. The Company is now in a good position to introduce 
more subtlety into the engagement and analysis of data by drilling down within the sectors 
during AMP7.  
 
 
2. Engaging customers and stakeholders on current levels of performance and 

how this compares to other companies 
 
Hala Osman said the paper summarised the range of comparative data that had been 
provided to customers and stakeholders as part of wider engagement activities where 
relevant. The table set out where and when the comparative performance data had been 
used at both global and county levels.  
 
Members made the following observations: 

 Important to note the learning that had been gained from the early use of 
benchmarking data, particularly during the early phases of the WRMP engagement. 
This had informed later presentation. 

 Recognised the confidence that was given by the cognitive testing that had been 
done to test customer understanding of the information provided 

 This was supported by the fact that when leakage benchmarking data had changed 
and new and old benchmark positions were tested against each other with 
customers, it did make a difference to WtP results.  

 Encouraged the Company to make good benchmarking data available to customers 
in an ongoing way whenever appropriate – on bills, on the website etc.  
 

In summary, members said that they were confident that benchmarking data had been 
used well through the engagement, had been understood by customers and had made a 
difference to the findings.  
 
   
3. Co-delivery and Tapped In 
 
Members were reminded that Tapped In (TI) specifies different ways that customers and 
stakeholders can become engaged. Each initiative could not be expected to ‘tick’ all of the 
boxes, so the key question is whether the range of activities provides an adequate spread 
of Tapped In approaches when they are taken together.  
 
It was agreed that there had been a reasonable spread of TI activity across the different 
business areas. However they asked for more information about the following: 
 Timescales and spread across the AMP(s),  
 The scale of impact, such as percentage of land/people impacted or  
 Which are pilots and which are full blown initiatives  
 How each initiative fits on the TI continuum over time i.e. what will be done in each 

AMP that shifts things up the continuum. 
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ACTION: Bring back a plan on a page that blends the initiatives, shows how they map 
across time, and what the scale and expected impact and/or benefit will be 
(Nick Eves – July meeting) 

 
 

4. ODIs and Service Levels  
 

The paper was a summary of the 03 May PCs early submission to Ofwat. This was a holding 
position. On PCs that are common to many companies, Ofwat is likely to establish a 
common metric. Feedback was expected around the end of June or early July. 
 
Members observed that the comments they had made at the last meeting did not appear to 
have been taken into account. In particular the spread of environment PCs across the 
outcomes, the lack of golden thread from customer and stakeholder priorities to PCs, and 
customer and stakeholder preferences for the strategic approach to applying rewards and 
penalties. The Company said that some of these issues had been addressed in the covering 
letter that accompanied the submission to Ofwat, which also made it clear that the overall 
approach was subject to change by the final submission.  
 
Natural England said there are 6 or 7 potential ODIs/PCs which didn’t make it to Ofwat but 
are still being considered by SWS. They cover Natural Capital and SSSI condition amongst 
others.  
 
The EA said that there were many environmental PCs effectively hidden within the delivery 
of WINEP (Water Industry National Environment Plan). The EA also raised concerns about 
the fact that the PC for reducing Category 1, 2 and 3 pollution incidents could attract both 
penalties and rewards; the EA is not comfortable with the idea of the Company being 
rewarded for polluting less but still having category 1, 2 or 3 incidents. 
 
The CCG made the following challenges: 

 That it would be important to apply a consistent approach, rooted in some principles 
that followed from work with customers and stakeholders about the best way to apply 
rewards and penalties.  

 That there here was a need for a narrative that shows a clear line of sight, the golden 
thread, from customer and stakeholder views and priorities through to PCs and ODIs, 
taken individually and as a set, and before building in Ofwat’s specific requirement.  
 

The CCG looked forward to receiving the results of the PCs and ODI research using the 
sliders and if there was no new work on the strategic approach to rewards they would 
welcome seeing again the research that informed the use of ODIs for the last price review, 
at the June meeting. 
 
ACTION:  Bring another iteration of the paper to the June CCG meeting showing 

the golden thread from customer and stakeholder priorities through to 
PCs and ODIs, Ofwat priorities and the proposed rewards and 
penalties  (Kevin Wightman – June meeting) 

 
 

5. AOB 
 
There were no AOBs.  
 

The Chair thanked everyone for their time.  
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ENDS 
 
 

 

MAY 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

1 Rework the table using the pillars to show the 
segments and the water use per segment to assist 
future engagement with the most significant users 
and confirm that the ONS definitions include the 
voluntary sector 

Nick Eves June 
meeting 

    

3 Bring back a plan on a page that blends the 
initiatives and shows how they map across time, 
the scale and expected impact and/or benefit 

Adam 
Higgitt 

July 
meeting 

 

4 Bring another iteration of the paper to the June 
CCG meeting showing the golden thread from 
customer and stakeholder priorities through to 
PCs and ODIs, Ofwat priorities and the proposed 
rewards and penalties 

Kevin 
Wightman 

June 
meeting 

 

 
 
 

 
 
 

 

30 April 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

5. Bring a paper to the CCG that summarises 
engagement activity and shows how this 
engagement has influenced the Business Plan  

Nick Eves June 
meeting 

  

7. 

 

Bring a supplementary paper on data sharing 
to the CCG 

Mark Field June 
Meeting 

  

  

8.1 Bring a paper to the CCG in a table format 
setting out the risks, customers views and the 
decisions this has led to  
 

Chris 
Braham and 
Chris Lumb 

July 
meeting 

 

8.2 Bring another iteration of the outcomes 
paper to the June CCG meeting setting  
out initiatives, AMP delivery timetable 
and the outcomes the work will lead to.   

 

Chris 
Braham and 
Chris Lumb 

June 
meeting 

 

9. Bring back a definition of future customers and 
stakeholders and an iteration of the paper 
incorporating the views of 18 – 25 year-olds 
across all segments and topics to gain a clear 
understanding of the views of future 
customers. 

Hala 
Osman 

July 
meeting 
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10. Bring back a paper showing examples of 
conflicting customer and stakeholder 
views and how the Company has used 
triangulation to make Business Plan 
decisions and/or conduct more research 
if necessary.  

Nick Eves July 
meeting 

 

11. SWS to share the RAND and PwC 3rd Line of 
Defence reviews with the CCG when available 

Hetty Farrell 
and Claire 
Elliott 

As and 
when 
available 

  

12. Provide a short and accurate description of 
why the billing enquiries scores had gone the 
wrong way to the CCG 

Mark Field End May  

13. Bring back a paper back to the CCG showing 
PCC vs leakage and the Distribution Input 

Kevin 
Wightman 

June 
meeting 

 

 
 
 
 
 

 

09 April 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

3.4 Nicci Russell to share the Ofwat freeze-thaw 
lessons learnt review with the CCG  

Nicci 
Russell 

When 
available – 
June - tbc 
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Bring back a ‘close-down’ paper showing  

a) how the research and insight gathered from 
customers and stakeholders on resilience 
has shaped the business plan  

b) how resilience has been played across all 
chapters of the business plan 

Meyrick 
Gough / 

Adam 
Higgitt   

30 April 
meeting 
 
Moved to 
being part 
of a paper 
in June 

  

  

 

 

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  
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4.1) ii Bring back the innovation strategy and 
implementation plan 

GH June 
meeting  

 

 

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  

Moved to 
June 

 

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 

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  

  

 


