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 Jacob Tompkins (JT) Rupert Clubb (RC) 
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 George Seligman (GS)  
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1. Welcome, apologies for absence and declarations of conflicts of interest  
 
The Chair welcomed everyone to the meeting. There were no apologies or 
declarations of any conflicts of interest.   
 
It was agreed to remove items 7 and 10 from today’s agenda and to take them at a 
later date.   
 
2. Approval of minutes of previous meeting 
 
With minor amendments the minutes were approved.  

 
3. Chair update 
 
The Chair updated the meeting on membership and reported that Brendan McGowan 
had decided to leave the CAP. The CAP were disappointed to hear this but accepted 
his decision. The Chair will therefore discuss with the Company plans to recruit new 
members. Ofwat are encouraging CCGs to have members with a background in debt 
management. This post and someone with experience of younger customers will also 
be considered alongside a wider discussion on the role of all the environmental and 
quality regulators and how they wish to be involved with the CAP during PR19. The 
Chair also advised that the future role of CCW would be part of a discussion on CCG 
membership for PR19 as CCW expected to be members of all CCGs. 
 
Ofwat have been providing more detail on the role of CCGs for PR19. They have 
been hosting meetings with CCG Chairs to discuss Water 2020 and, in particular, the 
role of CCGs in PR19. The proposals are largely the same as the role of SWCCG for 
PR14. The main area still in contention is environmental performance. Ofwat want 
this reported through CCG Reports however, during the last price review, the quality 
regulators were clear they preferred to express their opinions on company business 
plans directly to Ofwat.  



 
 
Vulnerability is also a major discussion area for Ofwat at present. The definition of a 
vulnerable customer has changed and Ofwat wants to discuss how to proactively 
identify and address issues for vulnerable customers. It has now produced a toolkit 
on vulnerability for companies to use. The Chair suggested this was an important 
issue for the CAP to discuss and it was agreed to add it to the June agenda and ask 
the company to report on how they were responding to the Ofwat proposals.  
 
The UKWIR (United Kingdom Water Industry Research) meeting updated CCG 
Chairs on work UKWIR had commissioned around ODIs and performance indicators. 
It touched on the role of benchmarking in the industry and what CCGs could be 
expected to do with regard to benchmarking in PR19. The Chair has therefore asked 
Ofwat how it will consult with CCGs to ensure that the benchmarking information 
provided is what CCGs need and want – not simply what Ofwat believe is useful and 
important to CCGs.    
 
Finally, the Chair has had introductory meetings with the new Chairs of the CCGs of 
Thames, Anglian and Affinity Water.  
 
4. CEO update 
 
MW updated the CAP on recent industry developments and company activity.  
 
Operational performance was good. SW had no red lights on the EA environmental 
report. Water quality compliance was at 99.89%, moving SW from joint top to top of 
the league table in this area. With regard to the target of a 25% reduction in internal 
flooding by the end of the AMP, the glide path for this year has been missed, but it is 
not a cause for concern, underlying performance has improved.  
 
SW were now conducting weekly shadow surveys around SIM performance. These 
are the same as the quarterly surveys Ofwat carries out. Current scores are around 
4.3 which is better than the historic average. MW was also pleased to report a 
significant reduction in the number of complaints. He believes this is owing to two 
particular reasons. Firstly, the outsourcing of inbound calls and, secondly, the 
introduction of “Rant and Rave” which allows customers to leave comments which 
SW can respond to almost immediately. 
 
With regard to market reform, MW advised that the programme had slipped by three 
weeks. SW is supportive of markets but does not want to see this at the cost of the 
integrated value chain. SW remains passionate about retaining the value of the 
integrated business.  
 
With regard to WRMP, MW also informed the CAP that he had initiated discussions 
with other water companies in SE England to have one WRMP in the region. This 
would require a two stage approach as the WRMP needs to be approved by the 
Secretary of State. The first stage would follow the usual route of company sign-off of 
individual WRMP’s by the SoS and, in the second stage, the companies would work 
to integrate their respective WRMP’s as far as possible to create a regional wide 
WRMP.  
 
The CAP particularly welcomed this development as further evidence of greater 
partnership working.  
 

 



5. Performance Dashboard 
 

The dashboard was discussed during the CEO update.  
 

6. PR19 – timetable and links to WRMP and NEP 
 
SO introduced the paper and CB highlighted some of the key decisions taken to date.  
 
The paper introduced the PR19 timetable and the SW internal programme. The 
PR19 programme is designed to bring together the Strategic Statement, the 
wholesale and retail business plans, the Water Resource Management Plan (WRMP) 
and the drought plan. A lessons learnt review had been conducted from the previous 
PR14 process and a number of improvements had been built into the PR19 process 
to ensure a more integrated approach.  
 
The improvements include: 
 

• Having a single programme lead 
• Building the programme around customer and stakeholder engagement 
• Having an earlier start to the strategic review and the results feeding in to 

both the business planning and WRMP option development 
• Planning in more time for audit and quality assurance 
• Earlier planning to identify future requirements with regard to EMT, Board and 

CAP review and input 
 
The new integrated approach would also consider a number of emerging themes 
from the Water 2020 consultation.  
 
A new Strategic Statement will also be prepared and should build upon the 
successful approach undertaken for PR14. Ofwat are encouraging companies to do 
longer term planning. The CAP was supportive of this approach but encouraged SW 
against appearing to just do more of the same type of reserach. It advised SW to go 
further with its engagement and research work. The Chair noted that, for PR14, there 
often appeared to be a bias towards focus group research. A more robust 
deliberative research programme, which was more structured and allowed more 
managed conversations with customers, with would keep SW ahead of the curve. 
SW agreed and thanked the CAP for its feedback.  
 
It was agreed that an update on PR19 would become a standing item for all future 
agendas.  
 
The CAP noted progress, welcomed the update and looked forward to further 
updates at future meetings.   

 
7. Role of the CCG in PR19 

 
In was agreed to take this paper at the next meeting but for it to be updated to make 
proposals to ensure the CAP is PR19-ready by updating the Terms of Reference in 
the first instance and then by reviewing the workplan.  

 
8. Introduction to Affordable Bills 
 
Simon Oates introduced the paper before Corinna Allen and Paul Graham discussed 
the detail of the work on Affordable Bills.  



 
The Priorities and Promises were agreed with the SW Board and EMT at a time 
when they were mindful of the challenging economic conditions faced by many 
customers. As a provider of essential services, there was early recognition that, the 
affordability of customer bills should be a key SW priority.  
 
The detail and background of the Affordability Priority were outlined in the paper.  
 
PG advised that the main focus of the work to date was on two of the customer 
promises – customers in genuine financial hardship provided with improved support, 
and, 10 per cent reduction in average water use by 2020 with better advice on saving 
water, energy and money. The SW Business Plan had forecast a fall in customer 
spending power and so the focus has been on early intervention with customers who 
may need help paying their bills.  
 
Corinna Allen also discussed the work SW was doing in presenting improved 
information to customers. SW wants information to be more accessible and 
attractive, with customer forms which are easier to understand. The focus remains on 
the ‘trinity’ of water efficiency, FOG and affordability and how behaviour related to 
FOG and water efficiency can improve affordability issues. SW plans a larger 
campaign around affordability to increase awareness.  
 
With regard to the definition of affordability, PG explained that, for SW, ‘support’ 
equated to some form of financial assistance. SW defines a financial assistance 
scheme as one which does one of the following: 
 

• Reduces the level of current charges paid by the customer; 
• Increases the income of the customers’ household; 
• Reduces the level of arrears owed by the customer; or, 
• Provides one-off financial assistance to the customer.  

 
The industry definition of affordability was where a customer’s bill is more than 5% of 
the households’ disposable income. SW have reduced the threshold to 3% and are 
also including pension credit recipients and PG reported that the current number of 
recipients is currently above target. The CAP welcomed the progress made.  
 
CAP members supported the integrated approach but believed that the website 
would be key to the programme. CA advised that the updated work on the website 
was progressing, with reviews and improvements being carried out in phases. The 
website would also focus on different campaigns at different times. SW would also be 
introducing new Apps which would be road tested at the end of the month. 
Customers had also been invited to test the new BETA website. The CAP noted the 
improvements and encouraged SW to ensure the website was as relevant and 
accessible as possible for customers who were seeking advice on affordability 
issues.  
 
The Chair also raised the issue of another promise within the Affordable Bills priority 
– customers provided with better information on how we are providing value for 
money. The Chair was concerned that SW does not know what customers equate as 
evidence of good value for money. SW are encouraged to test this with customers to 
ensure SW and its customers had a similar understanding of what was meant when 
discussing ‘value for money’.   
 



With regard to customers in hardship, it was noted that this was not just an issue 
unique to SW but was a national issue and provided additional challenges as it 
proved a complicated process for those customers in need. The CAP encouraged a 
simple, single access point for customers to contact SW. SW agreed and pointed out 
that customers in genuine hardship tended to be ‘non-engaged customers’ – that is 
to say, the ones who have been identified as in hardship but who have not 
responded to company engagement and who haven’t paid anything for some time. 
SW has a specialist advice team to help these customers and has commenced home 
visits to engage with these customers directly. SW helps customers with their water 
and sewerage bills and also works with them to apply for other benefits they may 
qualify for but are not currently receiving.    
 
The CAP enquired as to how SW confirms customers are entitled to the benefits they 
may be receiving and how it monitors if customers’ circumstances change. PG 
advised that SW asks for copies of eligibility certificates. SW is also working in 
partnership with Brighton and Hove City Council. Local authorities have greater 
access to customer information and can help confirm customer eligibility. They can 
also help identify those in need.  
 
SW advised that, overall, it needs to demonstrate that the schemes related to helping 
customers pay bills is net beneficial to all customers. An increase in uptake will see 
more customer paying at least part of their water bills which is a win/win for all 
customers.  
 
The CAP also asked how SW dealt with situations where customers still cannot make 
payments despite some help. SW advised that where a customer is engaged and 
making some form of payment it would not pursue them through a debt management 
scheme.  
 
The CAP welcomed the work on affordable bills and looked forward to further 
updates in due course.  
 
9. Insight Strategy – findings from The Foundation  
 
SO introduced the paper and HO discussed it in more detail.  
 
The paper provided an update on the work being undertaken with The Foundation, to 
develop the SW Customer Insight Strategy for AMP6. In PR14, SW engaged with 
more than 34,000 customers and for AMP6 it wants to build upon this and learn from 
the best companies in the sector to create an even more holistic and broader insight 
programme which fully integrates customer insight into BAU activity. 
 
At the last CAP meeting, SW had just commissioned The Foundation. Since then, the 
work has progressed, including conducting internal stakeholder interviews, key 
customer research work and looking at best practise in other industries. SW has also 
discussed ‘parallel conversation’ work with Andy Day, who established customer 
insight functions at Orange, O2 and News UK, thereby allowing SW to consider how 
different solutions and approaches worked elsewhere and how these could be 
applied at SW.  
 
The Foundation’s Interim Report was shared with the CAP. The five key findings 
were: 
 

1. Customer data sits across multiple teams and is not easily accessible  
2. SW is information rich but insight poor 



3. SW has a strong bias towards quantitative insight 
4. There is significant scope to make more use of technology solutions 
5. Customer engagement in the water industry has historically been driven by 

regulatory requirements  
 
The CAP was supportive of the work and the direction it was taking SW and agreed 
with the assessment that SW was doing insight work well, but a change in culture to 
being a truly customer centric organisation was still an on-going process.  
 
However, the CAP noted that The Foundation’s work has told SW much of what it 
already knew, but it also agreed that it was a reflection of the company’s maturity in 
allowing such insight into its current processes and thinking.  
 
The CAP welcomed the progress and advised, as it had previously done, that it 
would wish to see more insight work earlier in the development process. SW agreed 
and would bring back further updates and request further advice in this area in due 
course.  

 
10. Promises Survey – update 

 
It was agreed to arrange a conference call to discuss this item at a later date. 

 
11. Stakeholder Surveys 
 
PH introduced the paper which provided an update on how SW is developing an 
integrated stakeholder engagement programme to facilitate the delivery of the 2015-
20 Business Plan, PR19 and the WRMP.  
 
Following on from the last update, PH informed the CAP that SW was also now 
looking at other organisations, in particular, the gas and electricity industries, who 
have similar regulatory requirements. SW is also establishing Stakeholder Panels – a 
strategic environmental panel and county-based panels.  
 
There was a question from SW about whether the work of the panels could cut 
across the CAP role. The CAP was unconcerned about the role and scope of the 
panels but it was agreed to return to the issue at a later date to review the work of the 
panels and to discuss the type of matters that were arising as result.  
 
12. Bathing Waters – proposals for engagement  

 
AH presented the paper.  
 
It outlined the research methodology, including, qualitative, qualitative and 
acceptability testing and how SW would fulfil its commitment to the five principles of 
customer insight. AH advised that the technical studies are also underway and will 
run in parallel with the customer research work. They are expected to conclude in 
December. SW has also started engaging with the local authorities covering the 21 
bathing waters identified.  
 
In discussion, the CAP believed the programme to be thorough and welcomed the 
way in which the emphasis was on having a conversation around this issue. The 
CAP did challenge SW to confirm that the site visits to carry out surveys took place at 
key times of use, eg weekends. AH said she would confirm.  
 



RO suggested SW discuss with CCW the work it may do around bathing waters and 
customer engagement. SW agreed this could be useful, albeit as a more general look 
at customers’ views on bathing waters as this particular programme of work was 
more specific.  
 
The CAP sought clarification regarding the first phase qualitative results as they 
appeared to be based upon ‘users’ only. The CAP was concerned that other 
community members who had an interest in bathing waters, eg, B&B owners, had not 
been included. SW agreed to clarify the position.  
 
The CAP welcomed the update and it was agreed to share focus group meeting 
dates with the CAP to allow members to attend should they be available.  
 
The CAP also asked if the technical studies were peer reviewed. AH confirmed that 
they were.  

 
13. Brand Strategy – options 

 
Wendy Edwards, Head of Corporate Communications, joined the meeting and 
presented the latest work on the Brand Strategy.  
 
In developing the brand, SW explored three concept routes, each of which had three 
segments – households, SME and larger businesses.  
 
WE advised that the brand audit and review were complete, as was the work on 
developing a brand proposition. The customer and stakeholder research was now 
underway. After that, the work would be refined and the final route decision would be 
presented to EMT in April. Once approved the brand will be launched and 
embedded.  
 
In summary, SW are developing a brand which is intended to bring both external and 
internal benefits. It should be an identity that resonates with customers and which 
creates a focus point for employees. SW has always emphasised that brand is not 
simply about a logo.  
 
The CAP welcomed progress in this area as this was an issue which had also been 
previously of interest to the CCG. The Chair reminded SW that, as well as the work 
currently being undertaken, SW had information from the previous work carried out 
on the type of brand identity being sought, particularly around partnership working. 
This was a theme that resonated with customers in the past and should clearly be 
part of what SW stands for as a brand – i.e. a brand which encourages collaborative 
working and that it is identified as such.  
 
The CAP noted that customers and stakeholders may well like different parts of all 
three concepts. WE accepted that this could be the case, which is where the 
refinement process comes in and allows each concept to be amended to reflect, as 
best as it can, customer and stakeholder feedback. WE also noted that the challenge 
would be when or if the research results were contrary to what the business wants.  
 
The CAP agreed, welcomed the progress and agreed to further updates in due 
course.  

 
 
 
 



14. SW performance reporting plans 
 
SO introduced the paper and outlined SW’s proposed approach to engagement on 
performance information. The first phase will comprise an internal analysis of key 
search terms which drive customers to the website, including consulting with the 
customer contact teams. Based on the findings, SW will move on to focus group work 
to gain answers to the following: 
 

• How much detail would customers like to see in performance reporting?  
• How and where would they like to access the information?  
• What performance information is of most importance to customers?  
• How important is comparisons with other companies and organisations? 

 
Broader strategic stakeholders will be consulted as part of the work being done on 
the statement of Risks, Strengths and Weaknesses.   
 
Phase 1, understanding customer behaviours, will commence in April and run 
through May. Phase 2, the customer research work, will run in parallel with the 
stakeholder consultation.  
 
The CAP welcomed the work and the drive to include customers in determining what 
to put in the public domain. However, the CAP advised that the issue of transparency 
was missing. People are interested in these issues, not just about the company 
structure, but particularly around the issue of financial transparency. There is also the 
issue of tax. Water companies are paying very little in tax, because of the capital 
allowances granted by HMG. This would be helpful to have in the public domain as 
many customers don’t appreciate this point.  
 
SW welcomed the feedback and agreed to bring forward a paper on transparency at 
a later date. 

 
15. CAP reporting plans 
 
The Chair introduced the discussion. The CAP report would be in the public domain 
and, based on discussions at the meetings in the first year, could largely be expected 
to be a positive report because, although some significant challenges had been 
raised, on the whole, positive responses had been given. A particular emphasis 
would be on how SW and the CAP had worked together to improve delivery of the 
priorities and promises in the first year of the AMP.  
 
MW also said it would be important to include how the CAP had influenced decisions. 
The CAP agreed, noting that whilst no specific advice notes had been sent to the 
Board, the report itself could be seen as an ‘annual advice note’ to the Board of the 
CAP’s opinion on the year, highlighting the advice given and providing information 
which the regulators and other stakeholders should find of interest.  
 
The report would likely have two main sections; the first introducing the CAP and its 
work; the second focusing on the delivery of the priorities and promises, 
transparency and the quality of SW reporting.  
 
A draft paper would be prepared for the next meeting.  

 
16. AOB 
None  



 
APPENDIX 
 

ACTION SUMMARY 
1. Legitimacy – provide update on Ofwat approach and bring to 

CAP for discussion 
SO 2016 

2. Partnership working across the SE – with the WoCs – update 
for CAP 

SO 2016 

3. NE to return in Feb 2017 MN Feb 2017 
4. Team working with NE to report to CAP on work to date SO Aug 2016 
5. CCG PR19 paper to CAP MN Jun 2016 
6. Paper on pace and scope of catchment management to next 

CAP meeting 
SO Jun 2016 

7. SW vulnerability strategy to June meeting PG Jun 2016 
8. PR19 to become standing item for future agenda MN Complete 
9. Update CAP ToR to reflect role for PR19 MN Jun 2016 

10. Conference call to discuss promises survey MN Complete 
11. Update on stakeholder panels to future meeting PH Oct 2016 
12. Confirm timings of survey work around bathing waters AH Jun 2016 
13. SW to discuss bathing water engagement work with CCW AH On-going 
14. SW to clarify first phase qualitative research engagement  AH Jun 2016 
15. Share focus group meeting dates re bathing waters with CAP MN Complete 
16. Future paper on transparency to the CAP SO On-going 
17. CAP reporting plans – draft paper to next meeting MN Jun 2016 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 


