
SOUTHERN WATER CUSTOMER ADVISORY PANEL  
  

 
  
6 December 2016, 1000 – 1600   
  
Southern House, Durrington, West Sussex  
  
Minutes and Action Summary   
  

 
  
Present:  Anna Bradley (Chair)  George Seligman  
  Philip Belden   Steve Hare  

Ana Christie  Karen Gibbs  
Phil Belden  Jacob Tompkins (by phone)   
   

Observer:  David Howarth (the EA)    
     

In Attendance:  Robert Jennings  Matthew Wright  
  Simon Oates  Mark Nolan  

Penny Hodge    
   

Will Warner  Item 3  
Paul Kent  Items 4 & 5  
Sam Underwood  Item 5  
Celia Austin  Item 5  
Meyrick Gough  Item 6  
Chris Braham  Item 7  
Hala Osman  Item 7  
   

  
1. Welcome, apologies for absence and declarations of conflicts of interest   
  
The Chair welcomed everyone to the meeting and in particular Robert Jennings, 
Chairman of the Southern Water Board. Bill Tame, Independent non-Executive 
Director and Chairman of the Audit Committee was also scheduled to attend but had 
to send his apologies owing to the rail strike.   
  
Rupert Clubb, and Dan McDonald, CAP members, sent their apologies. Jacob 
Tompkins joined part of the meeting by phone, but made apologies for the post lunch 
session.  
  
There were no declarations of interest.    
  
The Chair then welcomed David Howarth from the Environment Agency (the EA) who 
was attending to discuss item 3, but was also attending as an observer on behalf of 



the EA. Natural England, who are also invited as permanent observers to the main 
CAP meetings, had sent apologies. For the avoidance of doubt the Chair confirmed 
that the Consumer Council for Water (CCW) are now members, not observers, at the 
CAP.    
  
The inclusion of CCW, the EA and Natural England on a more permanent basis was 
owing to the increased workload the CAP would have with regard to PR19. As a result, 
future agendas would be split to ensure distinction between the CAP’s monitoring role 
(with regard to the current business plan), and its role as the Southern Water CCG for 
PR19 (with regard to the next business plan). The DWI have made it clear to all CCG 
Chairs that they prefer to deal with CCGs on a collective basis, and bilaterally only 
where essential. They do not expect to attend any CCG meetings.  
  
To ensure a clear understanding of the CAP and its full remit and membership it was 
agreed that the Chair should write to Ofwat in the New Year.   
  
ROBERT JENNINGS, CHAIRMAN, SOUTHERN WATER BOARD   
    
The Chair then invited Robert Jennings to address the meeting and update the CAP 
on recent Board activity.   
  
Robert Jennings advised that at the last Board meeting (Nov 29) the focus was on  
PR19 with a firm intention for Southern Water to ‘hit the ground running’ in January. In 
the past, company objectives had been to consider what Ofwat wanted as the 
outcomes, resulting in company responses which were tactical and operationally 
driven. Business Plans were now expected to be more strategic and long term, with 
clear input from customers and stakeholders. As a result, the Board has instructed a 
strategic review of the core functions – water, wastewater, customer and the balance 
sheet. The review should be completed in the first quarter, with the independent 
nonexecutive directors each allocated a directorate to sponsor. The Board must take 
into account the totex challenge, which will be a key plank of the review. The 
conclusions of the review will be fed through the Executive Management Team (EMT) 
to the Board.   
  
The Board is also mindful of the partnership it has to have with the CAP to gain credible 
insight into customer and stakeholder views and then to ensure that these views are 
strongly reflected in the next business plan - a key driver behind the reason Board 
members have been encouraged to attend at least one CAP meeting. It was noted that 
all Board members had arranged to attend a CAP meeting, meaning that there should 
be a Board member at every CAP meeting in 2017.  
  
Robert Jennings also advised that the Board has been considering SW’s relationship 
with both the Drinking Water Inspectorate (the DWI) and the EA and that a new Board 
sub-committee has been established to consider the particular issues which have 
arisen. Historically, focus by the DWI has been on Mean Zonal Compliance. The Board 
welcomes the fact that SW scores well is this area but also believed that it was no 
longer wise to rely on this one single measure. The DWI is moving towards a new more 
risk based approach and the company must now follow suit.   
  
With regard to strategic themes, the Board has also been thinking about issues such 
as river partnerships, water re-use and water trading, seeing potential for the CAP to 
be involved in its long term thinking around these new initiatives by providing a degree 



of assurance around the acceptability of these issues with customers and 
stakeholders. The Board has a range of issues it would like to explore which will go 
well beyond the period of the next AMP.   
  
The CAP welcomed the update and the role the Board envisaged for the CAP, where 
the Board clearly had a sense of the engagement it would like to have with the CAP. 
The CAP also encouraged the Board to consider what it would like to discuss with the 
CAP and advise the CAP in advance.  In the first instance, it was agreed that an EMT 
update will come to the April CAP to request input from the CAP on the outline strategic 
objectives.   
  
The Chair thanked Robert Jennings for the update.   
  
2. Approval of minutes of previous meeting  
  
With one minor amendment, the minutes were approved.  
  
3. Environmental Performance Report 2017  
  
The Chair invited David Howarth, from the EA, to introduce the Environmental 
Performance Assessment (the EPA). Will Warner, Environmental Regulation and 
Governance Manager, Southern Water, joined the meeting for this item.   
  
The report was published in July 2016 and summarises the EA’s findings for 2015. 
Southern Water has made further progress since the report was published and the 
CAP had requested a discussion on the report and progress to date.   
  
David Howarth explained how the report was compiled based on six metrics and 
supplementary commentaries covering all aspects of SW’s environmental 
performance. SW has seen a decrease in category 1, 2 and 3 pollution incidents, 
moving from red to amber. Self-reporting was down, however the EA acknowledges 
that with fewer incidents overall, and particularly from above ground assets (where the 
EA would expect high levels of self-reporting) this will make achieving the target 
performance more challenging. However, SW was previously the top performer in this 
area. Overall SW has improved year on year and has continued to do so since the EPA 
was first published.    
  
SW is performing particularly well in the areas of per capita consumption, the 
percentage of households metered (SW is highest) and leakage. It was noted that 
these were all areas which are not currently reported in the EPA. Going forward the EA 
would be moving towards a new style of report. The six parameters currently used can 
been seen as having a narrow focus, whereas the new EPA+ report will broaden its 
scope to include issues such as discharge permit compliance for water treatment 
works, security of supply and water resources NEP schemes.   
  
The CAP noted the report, thanked David Howarth for the update and welcomed SW’s 
continued improvement.   
  
4. Looking after the environment – progress update   
  
Paul Kent, Environment & Wastewater Strategy Manager, joined the meeting for items 
4 and 5.   



  
The paper provided a summary of Southern Water’s performance in year 2 regarding 
the Looking after the environment priority and its respective promises. The paper 
outlined each annual commitment and its performance target as well the expected 
future performance indictors across the AMP.   
  
Overall, SW acknowledge that there is some way to go in order to deliver on the 
promises. However, this is with regard to delivery by the end of the 5 year period. SW 
continue to build intelligence to identify priority areas as well as improved work on risk 
analysis to avoid having a principally reactive process. This is particularly true on the 
issue of the jetting of sewer blockages.   
  
It was noted that with regard to the proportion of renewable energy SW use, the 
measure appeared to be about maintaining current levels, which, on the face of it, was 
not very challenging. However, SW advised that this was as a result of consultation 
with customers where there was little to no support for increasing SW’s use of 
renewable energy, owing to the associated costs. The CAP challenged that SW should 
go further and deeper to properly explore the issue with customers. This was of 
particular importance if SW wished to pursue its ambition of being seen as a guardian 
of the local environment. Aspirationally SW agree with the CAP, but the challenge 
remains around proving value for money to get customer buy-in. The CAP and SW 
agreed that it was probably something which should be explored as a long term issue 
with customers as part of the Strategic Statement research.    
  
Otherwise, the update was noted.   
  
5. Bathing Waters Enhancement Programme  
  
Sam Underwood, Stakeholder Manager, Hants and the Isle of Wight, and Celia Austin, 
Environment Strategic Planner, joined the meeting.   
  
The paper provided an update on the customer and stakeholder engagement work for 
the Bathing Waters Enhancement Programme. The CAP was advised that the 
engagement programme was central to two of the six criteria being used to select the 
final seven bathing waters. The CAP also noted that two particular criteria in question 
were ‘deliverability success’ (where third party involvement, such as by local 
authorities, is necessary) and ‘benefit to users.’   
  
The CAP were reminded of the context of this work. As well as maintaining the 
‘excellent’ status of all current bathing waters which had been designated as such, 
customers had also supported work which would see a further seven bathing waters 
raised to ‘excellent’ status. At present, this has been narrowed down to twenty-one 
bathing waters and the process was now moving towards selecting the final seven.   
  
The CAP agreed that it needs to go back and review the criteria agreed at PR14 to 
assure itself that the final seven meet the criteria. It would also be important for the 
CAP to ensure SW has not simply identified the easiest seven bathing waters to 
improve. Finally, in wider discussion the CAP believed that it would also be important 
to ensure those bathing waters which aren’t selected this time around can be helped 
to achieve excellent standard in subsequent programmes of work.   
  



It was noted by both SW and the CAP that the Bathing Waters Enhancement 
Programme also provided the opportunity to establish long-term sustainable 
partnerships with key stakeholders. Therefore, SW has ensured that the stakeholder 
team has been involved in all meetings alongside the technical experts.   
  
Going forward, where a bathing water is selected, there is a draft ‘statement of intent’, 
designed to formalise any agreement between the local authority and SW. Once 
achieved, SW agrees that the next steps would involve communicating to local 
communities what has been invested, but also to make it clear that there will be further 
phases in this programme.   
  
The CAP noted the progress to date and looked forward to a further discussion in 
February.   
  
  
  
6. WRMP – Introduction and link to PR19  

  
Meyrick Gough, Water Strategy Manager, joined the meeting.   
  
The paper formally introduced the CAP to the Water Resources Management Plan (the 
WRMP). The paper also provided the CAP with some background information on the 
specific issue arising in the Western Area (particularly at the rivers Itchen and Test in 
Hampshire). The paper was designed to provide the CAP with an overview of the 
WRMP process and how it is influenced by customer and stakeholder engagement.   
  
The Company welcomed CAP feedback in general but in particular around the 
multicriteria approach (MCA) used to incorporate customer preferences into the 
WRMP. SW also highlighted the fact that, alongside the WRMP, it is expected to 
produce a Drought Plan (DP), setting out how SW will respond during a drought event.   
  
The CAP noted that SW are pursuing an integrated programme of customer and 
stakeholder engagement which will be used to inform the Strategic Statement, the 
Business Plan and the WRMP. This is something which the CAP welcomed given the 
previous challenge levelled by the CCG during PR14. It was also noted that in the 
research results, customers were clearly strongly in favour of long term investment 
around resilience – a development welcomed by the CAP. The CAP also encouraged 
further discussions with customers around the issue of tariffs and the emerging theme 
of water re-use.   
  
With regard to the MCA, the example of hose-pipe bans was cited. Hants has not had 
a hosepipe ban since 1976 whereas Kent has had them every 6-7 years. The MCA 
therefore allows different preferences from across the SW region to be included in the 
WRMP, reflecting local needs and sensitivities. The MCA then works to objectively 
bring in customers’ preferences and then monetise the priorities in a similar way to 
willingness to pay. The CAP noted that this was a new approach, in which SW was 
leading, in a similar way to the stochastic modelling used in the last WRMP. It was 
agreed that the results of the WRMP financial modelling would be shared with the CAP 
as soon as possible.       
  
The CAP welcomed the update on the WRMP progress and also noted the update 
provided on the issues around the license changes at Candover and the Western Area.   



  
7. Update on Strategic Statement Research   
  
Chris Braham, Head of Strategic Asset Management, and, Hala Osman, Strategy 
Adviser, joined the meeting.   
  
The paper set out the SW response to the phase one results from the Breathe research, 
which were previously discussed with the CAP. This included the testing of the findings, 
the deliberative research options, the timeline for the second phase and the production 
of the Strategic Statement. The CAP welcomed the work and the discussion on the 
draft strategic themes for the next AMP.   
  
The CAP also challenged, that where there were two or more research programmes 
running in parallel, SW has to ensure the CAP can see the ‘golden thread’, avoiding 
duplication and ensuring that the research work continues to build upon the previous 
phase of work. The CAP was also supportive of the principle of re-testing, which 
provides a sound assurance process. However, there is an issue of timing and of 
questions being too simplistic and SW should address these challenges.    
  
In particular, the CAP advised that the work on the Strategic Statement and the WRMP 
needed to be better woven together and asked that when it sees the next stage of this 
work SW is clear about how this will be done. The CAP also expressed concerns about 
whether acceptability testing could sensibly be done before the further deliberative 
depth work had been completed, owing to the fact that the deliberative work would 
inform the nature of the strategic priorities to be tested.  
  
Benchmarking was also becoming an important issue and the CAP challenged SW on 
how it would use benchmarking in the research to test and ensure there was a more 
informed response from customers. SW agreed and advised that the next phase would 
be the deliberative research and the CAP would get to discuss this at the January call.   
  
On the particular issue of leakage, where SW continues to perform well, the Breathe 
research results nevertheless showed customers’ believed that more should be done 
to tackle leakage. The CAP therefore challenged that there needed to be more work 
done with customers around the bill impact of having no leaks whatsoever.   
  
Finally, with regard to what else should be discussed with customers, the CAP advised 
customers should also have the opportunity to consider the issues of resilience, water 
trading, water re-use, tariff options and carbon, as well as the previously noted further 
discussion on leakage.   
  
The CAP welcomed the work, noted the progress and looked forward to the next update 
at the January call.   
  
8. Chair update  
  
The Chair had attended a number of external meetings since the last CAP meeting in 
October and updated the CAP on the discussions and emerging themes.   
  
There had been a number issue raised at CCG chairs’ meetings.   
  



CCW had recently assessed the 2015/16 CCG reports on company performance for 
the first year of the current AMP. CCW has also considered future options for CCG 
reporting on company performance – either as stand-alone reports or added 
commentary in company reports. The CAP should also reflect upon the CCW findings 
in advance of its next report in 2017.   
  
CCG Chairs have discussed the future for outcomes and ODIs. Ofwat is currently 
consulting and the CAP will discuss the issues at the January call. CCG Chairs have 
also challenged Ofwat on the use of rewards and mandatory ODIs and the ‘stretching’ 
of ODIs. CCG Chairs noted that there aren't any rewards currently available for 
customers. The Chairs’ challenge is around the point that customers may well be happy 
with current performance – thereby eliminating any need to be  
‘stretching’. Ofwat is driving this agenda whilst customers have to pay for it. Overall, 
CCG chairs can be seen to be pushing back on some of the Ofwat assumptions and 
becoming more challenging.    
  
Outside of the Ofwat meetings, the Chair also attended a behavioural research 
workshop. The slides will be circulated on request. The work was with regard to utilities 
and water companies. The Chair also attended a meeting about the new PIN, a 
thematic piece on customer engagement which provides a checklist on how to 
approach customer engagement. A summary report is available and can be circulated 
on request. Britain Thinks, a new think tank, has also provided work on the differing 
types of research and what they are good for, including how to consider the benefits 
that each type of research can deliver. The paper is an easy read and could be 
circulated for those interested.   
  
Amongst the CCG Chairs, there has also been a discussion on what makes a good 
CCG. The Chair will circulate the notes of the discussion.   
  
The Chair also noted that as a result of the CCG dinner in October, the emerging 
themes for the CAP’s focus seemed to be around the environment (which has already 
been acted upon with NGOs coming to discuss in February) and other areas such as 
Real Time Asset Management and benchmarking data. CAP members should have a 
think, and consider what else they might like to consider in more detail.  
  
Finally, the Chair also advised that she had attended the SW Board in November.   
  
9. CEO update  
  
MW noted that the SIM wave 3 results were due next week and SW awaited the results.   
  
With regard to the dashboard, waste water performance was very good with 100% 
waste treatment works compliance, something which had never been achieved before 
and provided grounds for celebration in SW. Flooding was trending back to target. 
Leakage provides a concern on the water side with year-to-date results above where 
SW would like them to be. More resources have therefore been committed to the ‘find 
and fix’ programme. SW however remains the best performer in the industry with 
regard to leakage.   
  
SW is also doing more in the influencing and stakeholder management sphere. MW 
recently attended an innovation session at Brighton University and SW has formed a 
strategic alliance with Ricardo in Shoreham, who have a focus on green energy. MW 



also had dinner with the new water minister, Terese Coffey MP. SW would like to see 
a minimum set of standards for resilience published in next Defra strategic policy 
statement, to be published in January, and took the opportunity to explain this to the 
minister.    
  
MW also discussed the recent Ofwat decision around the Company Monitoring 
Framework, where SW have been moved to ‘targeted assurance.’ The background to 
the issue was discussed and the Ofwat reasoning for the change. The CAP noted the 
need for closer engagement with Ofwat.  
  
Overall, the CAP saw the matters as non-critical to its work, although expressed 
surprise at the way in which Ofwat handled the matter – advising the Company the 
evening before the change, without any opportunity to discuss or dispute the Ofwat 
conclusions.   
  
  
  
  
  
  
10. AOB  

  
MATTHEW WRIGHT, CEO  
  
Whilst not in the public domain at the time of the meeting, Robert Jennings had advised 
that the new CEO would be in place by 1 January 2017. This was therefore Matthew 
Wright’s last CAP meeting.   
  
Anna Bradley, on behalf of the CAP, and its predecessor, the CCG, thanked the 
outgoing CEO for the commitment and time he had given to the CAP’s work and wished 
him well for the future.   
  
11. Private session   

  
ACTION LIST   

1.  AB to write to Ofwat to confirm role of CAP in PR19.  AB  
2.  Board to consider what would be useful to send to CAP for views.  SO  
3.  Board emerging strategic themes: EMT paper to April CAP to 

discuss and feedback to Board.   
SO  

4.  Include use of renewables into wider Strategic Statement research 
to shape discussion with customers.  

KW / HO  

5.  Provisional 7 beaches for Bathing Waters Enhancement Plan to Feb 
CAP meeting for discussion – CAP will check against agreed PR14 
agreed criteria.  

PK / SU  

6.  WRMP deliberative work, willingness to pay and Water Resources 
Financial Modelling work to come back to CAP in February.  

MG  

7.  CAP members to be invited to observe at focus groups.  KW / HO  
8.  Ofwat / CCG Chairs meeting on ODIs – salient points to be shared 

with CAP in advance of January call re: ODIs.  
MN  



9.  Deliberative research – ensure all various strands of research are 
drawn into the same programme. Return to CAP with plan – missing 
the golden thread.   

KW / HO  

10.  Timing of research programme – CAP advised phased approach to 
deliberative research and then acceptability testing. Cannot run in 
parallel. Plan to return to CAP in Feb.   

KW / HO  

11.  Notes and slides from CCG Chair meetings to be shared with CAP.  MN  
12.  Feedback from CCW meeting for CCGs to be shared.  SH  
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