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SOUTHERN WATER CUSTOMER ADVISORY PANEL 
 

 

03 October 2017: 0900 – 14.00 

Avisford Hilton Hotel, Arundel, West Sussex 

Minutes and actions arising 

 

 
 

Present: Anna Bradley (Chair)  

 Phil Belden  Steve Hare 
Ana Christie  Dan McDonald 

Rupert Clubb Nicci Russell 

Karen Gibbs  

   
Apologies George Seligman  

 
Observers: Lisa Harrington (SW iNED) David Howarth (the EA) 
 
In Attendance: Craig Lonie  

 Sally Beck  

 
Nikki Deeley  Items 3, 6 and 7 
Hala Osman  Item 4 
Joel Hufford  Item 4 
Richard Sands Item 6 
Paul Kent Item 8 
Meyrick Gough  Item 8 
Kevin Wightman Item 9 
 

 
 
1. Welcome, apologies for absence and declarations of conflicts of interest  
 
George Seligman sent his apologies.   
 
No conflicts of interest were declared.  
 
Lisa Harrington was introduced to CAP members. Lisa has been a Board Member for the last 
two years with particular interest in Customer Service and digital issues. 
 
 
2. Approval of the minutes of the previous meeting (01 August 2017) and the 

conference call  (05 September) 
 

The minutes of both meetings were approved.  
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A) Advise and Challenge - PR19  
 
3. Ofwat Methodology - requirements of CCGs and requirements of Companies 

regarding customer engagement  
 

Ofwat had invited comments on the Aide Memoire from CCG Chairs.  The analysis prepared 
by SW and the aide memoire provided a backdrop for the Assessment Framework 
discussion. 
 
 
4. CAP Assessment Framework   
 
The Chair reported on the previous evening’s conversation and checked conclusions with 
the CAP. These are recorded here along with further points made in the meeting: 
a) it is important to be clear how the Framework will be used:  

i) as building blocks for the CAP Report to Ofwat alongside the records of papers 
received, the areas the CAP scrutinized, and the Company's plans to address the 
issues raised - for example: 
1) this is what needs looking into 
2) this is how SW found out what customers want 
3) this is what SW heard  
4) these are the actions taken. 

ii) there are cross-cutting issues such as resilience that also need referencing 
against customer engagement..  

iii) The Assessment Framework should include business customers, which is less 
explicit in the Ofwat directions.    

b) the 'Tapped In' (TI) work should be included in the CAP Assessment Framework, in 
particular the shift from PR14 to PR19 and on to PR24 maturity.  

c) Should cover SW’s work with external partners, both to develop the plan and implement 
it, especially around long-term environmental and resilience issues. This should be 
reflected in the Report to Ofwat, even though not in Ofwat’s specification for CAP 
scrutiny. 

d) Needs to take account of the extent to which customers and stakeholders are content 
that the five year plan will make a significant contribution to the 25/50 year strategy. 
 

The CAP also explored 'what exceptional customer engagement and good customer service 
look like'. CAP would like to see a full strategy for customer engagement to understand how 
SW are covering all areas such as responses to flooding and dealing with complaints, as 
well as developing PR19. Simon Oates is leading the work on customer journeys and 
services and is due to present to the December CAP meeting.  
a) Ofwat will consider evidence of transparency, governance and CCG independence from 

SW when taking account of CCG reports at PR19. This includes:  
i) opportunities for CAP to meet on its own without SW representatives 
ii) Board/CAP relationships - open invitations for CAP to attend Board meetings and 

Board Members to observe CAP meetings, CAP meeting agenda item on 
feedback from Board meetings and ‘Actions for the Board’    

iii) mapping and recording of challenges, Advisory Notes and SW responses  
iv) A discrete CAP section of the SW website. 

 
The CAP concluded that further work was needed to simplify the draft CAP Assessment 
Framework to ensure it was fit for purpose. They proposed a focus on the two big Ofwat 
questions and use the detail as tests for each of these questions.    
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ACTIONS:    

1. Simplify the CAP Assessment Framework for the next meeting (Craig Lonie working 

with Anna Bradley)   

2. Review the dimensions of independence and ensure everything we have previously 

agreed was in place and identify any new requirements (Sally Beck for the January 

meeting) 

 
b) Oral update on the Board Strategy Day   
 
Craig Lonie reported that following the publication by Ofwat of the Draft PR19 Framework for 
Business Plan submission, the Board had held a Strategy Day in August 2017 with another 
due on 10 October 2017. At the August meeting the Board were provided with bill pricing 
information based on two scenarios:  
a)  BAU which showed that if SW simply continued to provide the service levels of PR14, 

customer bills would be reduced by around 10% 
b) the shared costs of implementing transformational schemes such as the Ebbsfleet 
 catchment proposal and a fundamental refresh of Brighton's infrastructure to make it 
 resilient, which would result in a moderation of bills.   
 
The Board had discussed: 
a) the financeability of the business prioritising the resilience of operational, financial and 

corporate governance systems 
b) how the credibility of the PR19/AMP7 Business Plan will be enhanced if SW can positively 

demonstrate increased customer satisfaction 
c) the average ratings SW receives on retail billing which has to be improved.  
 
The intention for the next Board Strategy Day Meeting on 10 October was to create some hard 
incentives for the 2019 Business Plan recognising that both the bid costings and business 
delivery plans need to be credible to gain Ofwat approval. Ofwat would also focus on customer 
engagement. 
 
The CAP raised a number of points, including: 
a) it would be helpful if the Board clarified what kind of company it wanted SW to be 
b) wanting to know what the Board's view was on moderating bill pricing to facilitate the 

transformational schemes  
c) the range of future business risks including those created by Brexit, and currency values 

affecting investors dividends. 
 

Craig and Lisa Harrington (Board representative) responded that SW had to meet business 
priorities, such as ensuring future resilience, but there were many options and decisions yet 
to be made including, for example, the future of retail. No major-scale capital schemes are 
currently envisaged although discussions with the Environment Agency (EA) are ongoing 
about desalination. The Board will focus on achieving a balance between the risks and 
opportunities at their next Strategy Day when they will be presented with a high level 
costings analysis. What is of overriding importance throughout is that whatever SW does, it 
does well, and that it fully meets its customers’ expectations.            
 
 
6 . Corporate Culture - triangulation of engagement results and how responses 
 are balanced 
 
Nikki Deeley explained that SW had engaged Corporate Culture (CC) to link and triangulate 
the customer insight and stakeholder research with the company vision and wider contextual 
work to provide a coherent view of the company's strategy moving forward. From this, CC 
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had identified the gaps in research still required to provide hard, customer-focused evidence 
for the decision-making processes for the PR19 Business Plan.   
 
The CAP were invited to provide their comments on the draft Framework and their 
responses included:  
a) there was good evidence of customer engagement within the columns of the draft 

Framework 
b) there were some gaps - for example, the environment, which could be either be integral 

within every aspect or form its own area 
c) BAU activities should not be lost, or the ambition to deliver this work better 
d) welcomed the clarity about the gaps in research and engagement that need to be filled 
e) the Framework and outcomes needed to be aligned with long-term (25 - 50 year) 

Company and water environment goals.  
 
The CAP asked SWS to think about the following:  
a) recognition of the intention to deliver sustainable development through co-delivery 

should be explicit 
b) the draft Framework brought together many strands of insight research and customer 

engagement but did not take account the quality of the discussions (good or bad) 
 
Overall, the CAP welcomed the clarity provided on the work to date and SW’s recognition of, 
and intention to conduct, the further research necessary to ensure SW’s PR19 Business 
Plan submission was fully grounded in customers’ priorities.  
 
 
7.  LTW2 – draft and timetable  
 
Nikki Deeley said that new customer insight and engagement had been used to develop the 
draft new ten customer outcomes and priorities set out within LTW2 (Lets Talk Water 2). 
There were now three additional priorities over and above those developed from LTW1. The 
ten are likely to form the basis of the customer priorities for the PR19 Business Plan.  
 
The work to flesh out the outcomes is iterative, ongoing and needs further development.  
The next stage was to present it to the Board at the next Strategy Day (10 October) for their 
review, and to SW’s ELT (Executive Leadership Team). The CAP were invited to comment 
on the draft document at this stage of its development.        
 
The CAP raised questions about: 
a) how SW are defining sustainable development and taking account of environmental and 

sustainability issues specific to the SE? 
b) who the partners would be in delivering sustainable economic growth, and what the 

interdependencies are? For example, how will delivery depend upon sectors such as 
telecoms and energy and other partners such as developers and Local Authorities? 

c) the importance of the draft outcomes being authenticated through further customer 
insight and engagement, as some of the top level are Company derived. The CAP 
would like to be sighted on the revisions (see action below)  

d) how LTW2 would incorporate the wider environment? Much of SW visuals focused on 
the coastal environment rather than, for example, the unique chalk rivers and 
groundwater assets. 

e) the T100 (Target 100 - the ambition to reduce per capita water consumption to 100 litres 
per day) was applauded as consistent with customer and stakeholder aspirations. It 
would be good to get plugged straight into developers.  
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The CAP asked SWS to think about the following:  
a) whether some draft outcomes, such as ‘people value water’ were really appropriate and 

deliverable. How would SW bring about such a major shift in public attitudes?  Might this 
not just be an outcome of the whole plan, rather than an outcome in its own right or a 
priority?  

b) the potential of SW’s work with developers in incentivising water efficiency measures to 
be extended across other sectors to encourage good water-use behaviours?  

c) Could incentives and penalties be applied to customers, whilst still helping vulnerable 
customers?      

d) whether there were too many draft outcomes and the number should/could be reduced?     
 

SW responded that the overall outcome looked for was a sustainable and resilient future for 
water in the SE, strengthening and building on the solid foundations of BAU activities. 
Further work was needed to refine the draft outcomes and to clearly articulate the 
underpinning targets. When LTW2 is published (by the end of October 2017), there will be a 
page for each outcome with examples of how the targets will be achieved. Developments 
would be shared with the CAP. 
 
The CAP welcomed this approach and advised that a formal audit trail should be 
established.   
 
ACTION:  Organise a session to review the new outcomes from LTW2, check against 

Corporate Culture gaps and discuss priorities for action, inviting CAP 
Members (Nikki Deeley)  

 
 
8. Wholesale Business Plan development 
 
The paper on the wholesale business plan indicated the impact of customer and stakeholder 
views on the development of the draft PR19 Business Plan, as well as the potential 
performance commitments and Outcome Delivery Incentives (ODIs) for AMP7. It was 
presented to the CAP for information and comment.  
 
The customer survey had been conducted through a ‘shopping basket’ approach. Some 
important findings were that customers would a) prefer water reuse schemes, underground 
storage and water efficiency measures and b) that the least preferred option was investment 
in desalination. The findings would be used to determine which schemes were invested in 
and when they would be used. There had been early engagement with the EA about the 
findings and the EA was sighted on the scale of the challenges ahead.  
 
The CAP asked about how customers had been selected to take part in the survey, and the 
demographic range and its diversity? SW explained that one thousand people had been 
selected from its customer base using mosaic and the survey was inclusive of all groups 
including those identified as vulnerable.  
 
ACTION: To recirculate the WRMP paper on the methodology for the customer choices 

shopping basket as soon as possible (Meyrick Gough) 

 
Paul Kent discussed the Waste Water Plan saying many of the easier below-ground issues 
had already been implemented and other asset management challenges, such as burst 
pipes or blocked sewers, were difficult to predict and prioritise. A move towards an 
‘intelligent’ sewer network with smart sensors providing real-time information about potential 
asset failure and the urgency of response times would improve performance. Customer 
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preferences show that effective waste water removal is a customer priority but this is not 
borne out by the WtP evidence.  
 
Paul also discussed bathing waters and the shift in customer and stakeholder views 
emphasising a shift to good from below, rather than a shift from good to excellent, as in 
PR14.  
 
Another area under review is carbon. Customers are prepared to pay for extensive carbon 
reduction measures, and SW are looking into greater utilisation of Combined Heat and 
Power (CHP), increasing investment in solar energy and introducing further operational 
energy efficiency measures as well the potential of purchasing green energy. The current 
target is to achieve 17% of renewable energy (self-produced), whereas other Water 
Companies are looking to be carbon neutral by 2040. SW are determining what the long-
term future should look like and then what this means for 2025. Current thinking is perhaps a 
renewables/carbon footprint reduction of 30% by 2025. 
 
CAP comments included: 
a) welcoming the range of measures being introduced as well as the ambition to achieve 

major reductions by 2025, and thought that SW should aim for high targets 
b) that the tone of information is important – that SW should use terms such as ‘protect 

and enhance the environment’ rather than ‘needing to comply with environmental 
legislation’ 

c) on ODIs:  
i. it could be valuable to compare water use league table data between the different 

areas and authorities as this could be the best way to illustrate where the T100 
targets are being effective and where more concentrated encouragement is 
needed 

ii. that CAP should be updated on the wider targets discussed for ODIs such as 
shellfish compliance, effluent quality and surface waters  

d) the triangulation of research findings from insight, stakeholders and customers is 
demonstrating good third party support. However, can CAP be assured that the 
demographic sample selected for surveys captured the appropriate cross-section of 
society.  The assurance was provided that the selection has been drawn from the 
mosaic segmentation and that this therefore captured a full cross-section of customers 
and stakeholders.     

      
The Chair concluded that it was very helpful to see the connections between the findings of 
customer and stakeholder engagement and current thinking on the draft waste water plan. 
This was something that had not been as transparent to the CCG in PR14 and was a 
welcome development. Similar papers for other bits of the draft BP would be welcome and 
helpful. 
  
 
9.   Customer Engagement – forward plan update 
 
Hala Osman provided contextual information regarding the EY (Ernest Young) review of SW 
engagement plans and how this compared with the plans of other water companies and best 
in class organisations outside the sector.  
 
A significant amount of information had been gathered on how people feel about proposed 
activities but there are still information gaps, particularly on innovation, vulnerability, 
affordability and resilience. There is not yet enough material to build the business plan. The 
draft research proposals for filling these gaps will be circulated as soon as possible to CAP 
Members for their review and input.  
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CAP commented that: 
a) it was encouraging that SW were working to achieve level 3 of the TI customer 

participation continuum and looking towards ‘co-creation’ for the future. However, there 
seemed to be a fair number of gaps and the faster the research can be mobilized the 
better  

b) SW needs to ensure that customer research is linked to customer segmentation based 
on mosaic and includes ‘disengaged’, hard-to-reach and vulnerable groups, especially if 
a desired outcome is behaviour change    

c) it would be helpful if each research proposal came to CAP Members alongside a 
breakdown of the customer segments to understand the full range of participants 

d) that outcome measures are required to assess the impact of the research findings.    
 
SW responded that the research will directly address all these assessment issues and 
embed customer insight into all business planning. The Business Plan submission to Ofwat 
needs to be very specific about the customer and stakeholder research conducted and how 
this has been used to shape the Company’s Plan. A full timetable of the planned customer 
insight research would be provided to the CAP at the November meeting. 
 
The CAP welcomed the overall approach to a highly complex work programme. The outputs 
would provide important evidence of the way SW were engaging with customers and 
stakeholders in the development of the PR19 Business Plan in a meaningful way.  
 
Identified subsets of the CAP would work with the Company in reviewing the research 
proposals to help meet the tight timescales required.      
 
ACTIONS:    

1. bring back to the next CAP meeting a timetable for the remainder of customer research, 

drawing on the EY/Corporate Culture workstream (Hala Osman) 

2. work with identified subsets of CAP Members to review and comment on ‘No Regrets’ 

research on resilience (Phil, Nicci, Rupert, George and Ana), vulnerability and 

affordability (Karen, Steve and Dan) (Kevin Wightman and Hala Osman) 

Anna Bradley mentioned that Ofwat were holding a meeting in November to expand on their 
expectations on customer engagement. As she was unable to attend, Dan McDonald was 
attending on her behalf, and he would provide feedback at the next meeting.     
 
 
 

B) Advise and Challenge - monitoring PR14 delivery 
 
10.  Looking after the environment 
 
Paul Kent introduced the subject in terms of the customer promises and Operational 
Development Incentives (ODIs). There are significant risks in having a zero target for 
Category 3 incidents. For example, when the pumps failed in East Worthing through a failure 
of the main incomer panel, it resulted in a Category 3 incident, an incident that at the time 
was beyond SW’s control. As a result, SW are now looking at a dual supply to the site.  
 
Some SW Waste Water Treatment Works (WWTWs) discharges are of concern regarding 
bacteriological standards, for example, the New Romney works has failed on bacteriological 
samples which are in place as it discharges into a stream which runs across the beach.  
 
In general:  
a) bathing water standards - not all in the region reach excellent yet   
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b) carbon emissions will be improved recent installation of solar panels will further improve 
the position.  

c) the effort to control leakage had been effective and significant effort had been expended 
in driving down the Distribution Input (DI). SW are now 2nd in the country after Anglian 
Water. However, monitoring shows that consumption is below the network input volume 
which means that leakage is still a major issue. With 50% of input supplying non-
household use, SW need to investigate this area in more detail 

d) customer consumption had shown a slight increase. 
 
The CAP welcomed the direction of travel. However they added that as Ofwat are now 
expecting companies to deliver against PR14 customer promises, as the baseline for PR19, 
the key priorities are:  
a)  the fundamental need to eradicate serious pollution incidents  
b) ensuring SW proactively promote the positive achievements, such as exceeding the 
 energy targets by installing innovative and smarter power schemes including solar, CHP 
 and dual supply to protect operations and supply.  
 
 
11.  Environmental Performance Assessment 
 
David Howarth from the Environment Agency (EA) led the session. He had provided a table 
for CAP consideration illustrating water company Environmental Performance Assessment 
(EPA) for the period 2016/17. The table utilised the traffic light system to compare each 
company over seven metrics and showed SW was a three star company in 2016/17 and 
moving in the right direction.   
 
There had been a drop in serious water pollution incidents and the monitoring showed SW 
was moving in the right direction (or maintaining high performance) in most parameters 
(there had been a decline in numeric discharge permit compliance). Although not one of the 
performance metrics the EA recognised that SW is industry leading on demand 
management.  
 
Key issues for SW are: 
a) security of supply: the company is facing a potential deficit of 200 Ml/day (mega litres 

per day) in South Hampshire  
b) continuing to drive down pollution incidents and increasing the level of self-reporting 
c) water resources outage in 16/17 was 52.5 Ml/day, almost double the allowance in the 

2014 WRMP and, to date, SW has not provided an adequate explanation 
d) collaborative working on Flood Risk Management has improved considerably over the 

last two years but there is scope for further improvement  
e)  there is also scope for improved collaborative working on the Water Industry National 

Environment Programme (WINEP).     
 
Overall, SW had demonstrated major improvements over the last three years.  
 
The CAP commented that this positive story ought to be shared more widely. They asked if 
there were particular areas where SW could improve its performance? 
 
David responded that SW could share its plans and proposals on flood risk with the EA and 
other flood risk management authorities at an early stage of development. This would create 
synergies and enable beneficial partnerships that could design and implement shared 
schemes in the interest of customers. Further, it was increasingly important for water 
companies to voluntarily cooperate with each other in areas such as resilience to ensure 
schemes were complimentary and mapped across each other cohesively.  
 



 

Page 9 of 11 

David stated that all companies needed to be aiming to achieve green performance in all of 
the metrics (and that the number of metrics would be increased after 2020). The EA also 
assesses where companies are in relation to the expectations set out in the 2013 letter by 
Paul Leinster, EA CEO, and for the AMP7 period onwards, the EA would continue to track 
progress in moving to the EA/Natural England's WISER (Water Industry Strategic 
Environmental Requirements) expectations.  
 
 
12.  CEO update   
 
Craig Lonie, SW Director of Strategy, provided the update as Ian McAulay was unable to 
attend. A key focus was the work with Corporate Culture to evolve LTW1 priorities and 
promises into positive outcomes for LTW2.   
 
An important development was Ofwat's drive to harmonise reporting metrics across the 
industry to provide consistent, absolute values. A major implication for SW is that leakage 
data will rise by up to 20%. However, if leakage is genuinely up, this may also mean that 
consumption is down. SW is not the industry leader in reducing leakage but is the leader in 
reducing p.c.c. Under the new reporting measures, leakage will be 111 million litres per day 
as opposed to 88 previously, but pcc will be 126 rather than 132 litres per person per day.   
Work on modelling using the latest data continues. SW will continue 'shadow reporting' using 
existing measures throughout AMP6 and then report under the new measures for AMP7. All 
water companies have signed up to the approach to provide consistent reporting.    
 
The CAP asked:  
a) whether the data and numbers used for the modelling leakage and costs had been fed 

into the WtP survey?    
b) If Water UK’s new Discover Water benchmarks were being now being used as the 

CAP will need to assess the way benchmarking data has been used? 
   
ACTION:  To consider how Water UK’s new Discover Water benchmarks are used in 

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. (Meyrick Gough, Paul Kent and Hala Osman)    

 
Craig rounded up by saying that some good news is that internal flooding remains stable 
with the gap narrowing between SW and other companies, and external flooding incidents 
are decreasing.   
 
 
13.   AOB  
 
There were no AOBs.  
 
 
14. CAP private meeting  
 

The CAP agreed to set aside 15 minutes at the start and end of each meeting for a private 

discussion.  

 

They discussed the requirement for a Framework to assess how well SW had engaged its 

customers and stakeholders in the PR19 Business Plan. Members thought SWS should not 

consider this as a tick box exercise but one which illustrated the quality of the engagement 
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and the impact this had had in the Business Plan. There also needed to be an audit of CAP 

interventions to date and SW responses.  

 

There was a short discussion regarding the length and structure of the papers CAP received 

and it was agreed that a common format would be helpful for the future.  

 

There were also concerns about the quantity of customer insight that still needs to be 

implemented. However, there was general agreement that SW was in a better place than 

formerly.  

 

Anna Bradley thanked everyone for their time, saying it had been a very productive and 

valuable meeting.    

 

ACTIONS:  

1. Review previous CAP interventions and record SW responses (Sally Beck)  

2. Develop a proforma for use for CAP papers (Sally Beck) 

3. Draft and circulate CAP meeting minutes within 1 week of the meeting and ensure 

 publication on the CAP section of the website (Sally Beck)    

 
ENDS  
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 OCTOBER ACTION LIST  

 

Agenda 
Item 

Action Who  By when status 

4 Simplify the CAP Assessment Framework for the 
next meeting   

CL/AB Nov 
meeting  

 

4 Review the dimensions of independence and 

ensure everything we have previously agreed was 

in place and identify any new requirements  

SB Jan 
meeting 

 

7 Organise a session to review the new outcomes 
from LTW2, check against Corporate Culture gaps 
and discuss priorities for action, inviting CAP 
Members  

ND During 
Oct 

 

8  Recirculate the WRMP paper on the Customer 
Choices shopping basket  

MG asap  

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 
meeting 

 

9 (2) Work with identified subsets of CAP Members to 
review and comment on ‘No Regrets’ research on 
resilience (PB, NC, RC, GS and AC), vulnerability 
and affordability (KG, SH and DM) 

HO/KW ongoing  

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 

 

14 (1) Review previous CAP interventions and record SW 
responses  

SB asap  

14 (2) Develop a proforma for use for CAP papers  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  

 


