
 

 

SOUTHERN WATER CUSTOMER ADVISORY PANEL 
 

 
4 April 2017, 1000 – 1600  
 
Southern House, Durrington, West Sussex 
 
Minutes and Actions 
 

 

Present: Anna Bradley (Chair) Phil Belden 

 Philip Belden  Steve Hare 

Ana Christie Karen Gibbs 

 

Observers: David Howarth (the EA)  

  

In Attendance: Ian McAulay Craig Lonie 

 Simon Oates Mark Nolan 

Penny Hodge  

 

Richard Price Item 6.1 

Mark Thompson Item 6.1 

Barry Clesby  Item 6.1 

John Sanders (Ricardo)  Item 6.1 

Mohan Gunaratnam (MWH) Item 6.1 

Paul Kent Item 7.1 

Sam Underwood  Item 7.1 

Mark Turner (EY) Item 8.1 

Hala Osman Items 8.1, 8.2 & 8.4 

Kevin Wightman Items 8.1, 8.2, 8.3 & 8.4 

Ben Earl Item 9.1 

Simon Parker Item 9.1  

 

 
1. Welcome, apologies for absence and declarations of conflicts of interest  
 
George Seligman, Rupert Clubb and Dan McDonald sent apologies. (Dan was on-route to the 
meeting but got delayed and was unable to attend).  
 
Owing to time constraints it was agreed to take Item 8.4 at 11am in advance of the Item on 
Real Time Systems. It was also agreed to take the Drought Plan item as read and any 
comments to be fed back via email. Finally, it was agreed to return with a separate paper on 
the SW response to WWF’s Blueprint for Water at the June meeting (Item 8.3, Annex C).  
 
There were no declarations of any conflicts of interest.  
 
2. Approval of the minutes of the previous meeting  

 
The minutes were approved with some minor changes from James Seymour (Natural 
England) which would be incorporated before being published on the website.  
 
Matters arising: the Chair asked about the AIM discussion which SW had agreed to have with 
Ofwat. SO confirmed this was scheduled to take place on 19 April 2017. 



 

 

3. Craig Lonie, Director of Strategy & Regulation  
 

The Chair introduced Craig Lonie, the new Director of Strategy and Regulation. Craig provided 
a brief background on his career to date and his early learnings at SW. From a PR19 and CAP 
perspective, he noted that the customer voice is not as prominent as it could be and that he 
saw his task was to work with the CAP to bring voice of the customer to life.  
 
4. Chair update  
 
The Chair advised the CAP that she and the CEO had interviewed and appointed a new CAP 
member, Nicci Russell, who is also the new CEO at Waterwise.  
 
Since the last meeting the Chair had attended SW Board and had previously circulated a note 
of key issues to be raised - appended to these minutes for the record. The Chair also attended 
the SW Momentum Workshop which the CEO would discuss further in his update. The CEO, 
SO and the Chair had also all attended an Ofwat event based around its challenge to 
companies on customer engagement for PR19: Tapped In. The themes of which should feed 
into CAP thinking for future rounds of engagement. The company were asked to return to the 
CAP with a view of how it proposed to take account of Tapped in going forward. It was also 
noted that the Chair would be meeting with Cathyrn Ross, Ofwat CEO, on Thursday.  
 
5. CEO update (including Performance Dashboard)  
 
The CEO updated the CAP on company progress to date and in the changes he continued to 
make since his appointment at the beginning of the year.  
 
The CAP noted some steady improvements in SIM (albeit still at 16th place) and written 
complaints with regard to billing, and that SW had moved of the CCW ‘red list’.  
 
The restructure also highlighted changes made to the business and with new directorates 
being put in place which, the CEO believes, will allow continued focus on performance whilst 
also placing greater emphasis on compliance, resilience and asset management as well as 
the commercial aspects of the company which need to be prioritised.   
 
It was noted by SW that, at its City Conference, Ofwat had recognised the significance of the 
resilience agenda and its particular issues in the South East of England – particularly with 
regard to water scarcity and economic growth. The point is further emphasised by the recent 
Defra publication on resilience and vulnerability where a clear message is emerging from HMG 
that there is an expectation that the resilience issue should be properly addressed in PR19. 
The Board would now drive for a more ambitious agenda in Lets Talk Water Part 2 (the 
Strategic Statement) and in the final Business Plan submission for PR19.  
 
Finally, on a discussion around process, the CEO confirmed that CAP advice and challenge 
should be sought in advance of Board approval.  
 
* 8.1 PMO (brought forward) 
 
The CAP had previously expressed concern at the lack of a joined up approach to PR19. It 
therefore welcomed the introduction of the new PR19 Project Management Office (PMO) and 
the clarity it was putting around the PR19 programme and in particular in beginning to identify 
the key milestones.  
 
The CAP noted that June looked particularly ‘intense’ with regard to its own workload and 
stressed to the Company that the conference calls in May and July should be utilised, 
wherever possible, to ease the burden but also to avoid any slippage in the programme.  



 

 

 
The CAP also welcomed a CAP orientated version of the plan which would help with the  
Golden Thread/ Audit Trail in preparation for the CAP final report to Ofwat.  
 
The Chair also noted that once the plan  is in place, the CAP will be able to focus on matters 
of substance, rather than matters of process and timetable. 
 
The CAP welcomed the work the PMO had achieved to date and the opportunity it provided 
the CAP to plan its own work and receive reports and proposals from the company in a timely 
fashion. 
 
6.1 Real Time Systems - Presentation 
 
As part of its own learning and development the CAP had asked for presentations on Real 
Time Systems (RTS) from third parties involved in the industry with a view to hearing (at a 
later date) about how SW intends to take the issue forward. Two of SW’s Strategic Partners, 
MWH and Ricardo, presented on the subject.  
 
MWH led with “What is the art of the possible?” posing the question “How does the technology 
stop the bad things happening and/ or mitigate risk”. RTS has two essential elements – 
geography and time and can enable timely interventions on the principle of resilience.   
 
The CAP noted the possibilities and the case studies presented. There was a question as to 
whether there was potential in PR19 to identify the ODIs which could be most influenced by 
real time monitoring such as sewer flooding, high cat poll incidents, and bathing waters, as 
whilst RTS does not prevent incidents, it allows earlier identification and mitigation. 
 
Ricardo discussed the possibilities of RTS being used as a tool to change culture and 
behaviour.  
 
RTS alone won't solve problems and it needs to be linked to ensuring the right processes and 
the right people with correct skills and experience are in place. Ultimately, it should have a 
clear customer focus.   
 
The CAP welcomed the introduction to the issue and looked forward to a presentation on SW 
proposals in due course.  
 
 
7.1 Bathing Waters Enhancement Programme – final selection  
 
The Company agreed with Ofwat a mechanism which involves the CAP in the selection 
process of the specific Bathing Waters to be included in the AMP6 Bathing Waters 
Enhancement Programme. This item presented the Company’s final selection to be submitted 
to Ofwat.  
 
The Chair began by reminding the CAP of its requirements under the Terms of Reference with 
regard to the Bathing Waters Enhancement Programme (the BWEP). The ToR state: 
 
The CAP will therefore be required to be involved in the Bathing Waters selection process by: 
 

 providing both advice and challenge on the engagement programme design; and, 
 giving the CAP’s views to the Board on how well the Bathing Waters identified meet 

the Ofwat agreed selection criteria set out in the Business Plan.    
 



 

 

Having been through a fairly extensive journey from the initial 21 proposed until the final 7 
selected there was general agreement that the CAP was satisfied with the process and the 
detail of this would be outlined in its note to the Board. The note, along with a cover letter from 
the Chair, would be circulated to the CAP in advance of submission and would also be made 
available on the website.  
 
However, having discussed at length the final seven bathing waters selected, the CAP turned 
its attention to the bathing waters which had failed to make the list this time round and also 
the issue of costs.  
 
The CAP thinks it is essential that SW builds on the successful partnership working that has 
emerged in this area by continuing to support some work with partners, where they can make 
a difference to bathing water quality in this AMP. The CAP suggested that this work might be 
helped if SW put the unsuccessful bathing waters into groups around key themes to support 
some cross-regional working. The CAP also wanted to know that there would be a plan for 
further work with interested partners and stakeholders in the next AMP. The CAP requested 
plans for both of these aspects of work in addition to the plan for the 7 bathing waters.  
 
The CAP also sought assurance that the commitment to maintain 54 bathing waters as 
‘excellent’ did not include the new seven identified and SW confirmed this was the case.   
 
With regards to costs, the possibility of outperformance was noted, as the initial costs were 
£7m less than the original estimates. The CAP pointed out that SW could do more than seven. 
SW pointed out that the costs were still estimates and final costs had to be confirmed. The 
CAP and SW therefore agreed to return to the discussion on final costings. The CAP think SW 
needs to demonstrate how this provides a smart and efficient use of funds and is not simply 
an opportunity to provide a windfall gain. 
 
It was agreed to return to the issue when SW had more detail around the final costings and 
requested plans for addressing other bathing waters which did not make the final cut this time 
round.  
 
8.2 & 8.3 Insight Programme and the Strategic Statement   
 
It was agreed to take both these items together but to return to the Blueprint for Water 
response (Item 8.2, Annex C) at the next meeting.   
 
The CAP firstly stressed a desire that SW talk about "Hard to access services" rather than 
"hard to reach consumers".  
 
SW said that with regard to the strategic priorities, there will be changes which look towards 
the transformative priorities of the Board and the Executive Leadership Team (ELT).   
 
Following on from the earlier discussions on the Strategic Statement in March, the CAP again 
stressed a desire that the document should explain to customers what SW does and what it 
does well. The headlines also need to be more exiting. Owing to a new version being tabled 
today, a further conference call was agreed with the CAP to take place early next week in 
advance of publication.  
 
With regard to the deliberative workshops, the CAP remained concerned about the quality of 
the output. The information was technical and confusing. There was concern that participants 
and facilitators could lose sight of what was trying to be achieved. The sharing of comparative 
information had also proved difficult for customers to respond to, particularly when it was not 
clear what good looked like.   
 



 

 

SW acknowledged the challenge and saw an opportunity to improve engagement, particularly 
around long-term strategic issues, during the transformative piece in Part 2. SW also agreed 
to share with the CAP the lessons learned document being prepared by Breathe.   
 
The CAP welcomed the opportunity to have further input into part 1 and stressed the need for 
it have a timely input into part 2 in advance of Board sign-off and wider consultation.  
 
8.4 Willingness to Pay – draft questions and shopping basket 
 
The paper sought feedback from the CAP on the draft questions and shopping basket options.  
 
With regard to the basket questions, these appeared to be very broad, and the CAP 
questioned the thinking behind these things being combined into one question. The CAP saw 
benefit in separating out customers own particular experience with a particular issue from 
general awareness of the issues raised.  
 
It was thought that the price grid could be better explained. And it was important for the 
company to test whether participants were doing this in a “knowing fashion” – ie to what extent 
individual participants had knowledge of the issues. 
 
Finally, on the specifics of the Category 3 pollution incidents, SW confirmed that the question 
were about spending with regard to prevention, it was not about whether or not participants 
thought money should be spent on Category 3 incidents at all.   
 
The CAP also felt that it would be important how SW captured and analysed the information. 
It could also prove useful in identifying priorities in particular areas.   
 
9.1 Water efficiency & FOG 
 
The CAP welcomed this update which very much reflected the CAP’s request from last time.  
 
There was evidence of plans to scale up the strategy; moving away from pilots into broader 
business as usual activity. SW confirmed this but noted that whilst some things could be scaled 
up, there remained particular areas where deliberate targeting remained part of the objective 
to achieve change. In its experience, SW had noted that behavioural triggers can be adopted 
more widely where there is specific scheme, such as the work being done at the River Itchen, 
but nevertheless the ambition remains to scale up and see behavioural change across the 
region.  
 
The CAP welcomed and remained supportive of the work being done seeing at is a clear 
example of the kind of work that should be done, across the industry and help customers see 
SW as a steward of the environment.  
 
The CAP also welcomed progress on the FOG and flushables campaign.  
 
Whilst work continues on specific incidents, with over 100 hot spot areas, more prosecutions 
and door to door challenges, SW are finding that meeting management, particularly with the 
larger, national chains, proves more productive, where there is a clearer focus on nation 
reputational issues. The CAP noted that SW has industry leading methodology and is trying 
to identify key motivators for change, FOG and flushables on its own is a national issue and 
does appear to be moving up the agenda.   
 
Ana Christie also suggested a potential joint working solution could be with the Chambers of 
Commerce. The Chambers meet quarterly with lots of local regulators (such as the Food 
Standards Agency and Environmental Health) and are also working closely with the 



 

 

Department for Business, Energy and Industrial Strategy where the matter could also be 
raised. The Chambers conference for business could also be used as a platform for 
highlighting the issue further with local business and stakeholders.  
 
The CAP welcomed the update and progress made to date and encouraged SW to emphasise 
its leadership in this area and to get the learning into the public domain.  
 
9.2 P&P 
 
The update was noted.  
 
9.4 Drought Plan  
 
The plan was noted and it was agreed to feedback any further opinions from the CAP via 
email.  
 

ACTION LIST  

1. Water Journal articles on Defra’s Strategic Policy 
Statement and Ofwat’s Water City UK Conf to CAP 

MN Complete 

2. Board – circulate CAP papers and minutes MN On-going 

3. Invite CAP members to staff forum  PH tbc 

4. CAP versions of PR19 timeline to be prepared and 
circulated to the CAP 

PMO ASAP 

5. Review Ofwat recent publications around customer 
participation and bring paper to CAP for conversation on 
interpretation  - where is SW and where does it want to be 

KW June 
2017 

6. as 

part of 
5 

Feedback plan – prepare paper on procedure for capturing 
and incorporating customer and stakeholder feedback  

Hala 
Osman 

June 
2017 

7. Points at which things go to CAP and/or the SW board - 
CAP needs more detailed forward plan, setting out future 
agenda‘s to ensure dates align with SW PR19 plan.  

MN/ 
PMO 

ASAP 

8. Artist at ELT – new innovation for capturing thoughts and 
actions. Share with CAP.  

IMcA tbc 

9. Real Time Systems – SW to respond to today’s 
presentations, journey and ambition.  

Alison 
Hoyle 

Dec 2017 

10. Bathing Water Enhancement Programme – return with 
information on final costings and proposals on how to use 
any windfall (pending Owfat/SW discussion) 

Paul 
Kent  

Tbc  

11. Blueprint for Water – SW response back to next meeting 
for discussion (Item 8.2, Annex C) 
Members – to provide obvious feedback now 

PH & 
BR 
 
CAP 

June 
2017 

12. Lets Talk Water Part 1 – latest version of hard copy to CAP 
today for conf call later this week/ early next week  

MN April 
2017 



 

 

13. Breathe lessons learned document on workshops to be 
circulated to CAP 

KW ASAP 

14. In private session – CAP agreed to send Advice Note to 
SW Board around recent challenges regarding the Insight 
Programme and CAP experience to date 

AB/MN April 
2017 

15. CAP review in October – invite CAP stakeholders to 
contribute to review.  

AB/MN Oct 2017 

16. Craft BWEP note to Board AB/MN Apr 2017 

17. First draft of CAP AR AB/MN May 2017 

 


