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4 July 2017, 1430 – 1600  
 
Conference Call  
 
Minutes and Actions 
 

 
CAP Attendees:  Anna Bradley, Karen Gibbs, Dan McDonald, Ana Christie, Steve Hare, 

George Seligman, David Howarth, Nicci Russell 

SW Attendees: Craig Lonie, Kevin Wightman, Hala Osman, Mark Nolan 

Apologies: Phil Belden, Rupert Clubb, Philip Cullum  

 

 
1. Update on the quantitative workshops 

SW agreed to carry out a ‘you said, we did’ exercise to demonstrate how it is responding to 

advice from the CAP.  

At the last CAP meeting, there was a challenge to consider comparisons with other 

companies, but with an acknowledgement that direct comparisons were challenging. SW has 

however now included comparative data from two other regions - the north west and south 

west coastlines. The sample size had also been increased.  

In a second issue, the CAP challenged around the appropriateness of the approach to 

reaching customers in vulnerable circumstances. SW has amended its approach and will now 

complete questionnaires face-to-face in participant’s homes with a simplified questionnaire.  

The CAP welcomed the developments and evidence of their input into the work.  

2. Update on drought research  

The paper provided a more detailed approach to the research as requested by the CAP at its 

June meeting. It provided an overview of the context for the research, an outline of the SW 

approach and a draft of the questions for the online survey.  

The CAP welcomed the scenarios, seeing them as powerful illustrations of the situations 

customers may have to face in the future. There was however a feeling that there could be 

more on the issue of water re-use and so missing was an education piece around how 

customers can manage their own resources and help contribute to drought avoidance. SW 

agreed to incorporate this into the work.   

The CAP was invited to send further comments by 11 July.  

3. Tapped-In workshop outputs 

An update was provided on the outputs from the CAP workshop which took place at the June 

meeting. SW also outlined its early thoughts on the ideas it would like to develop and 

requested the CAPs thoughts on these.  

 



 

The results of the questions about where participants saw Southern Water on the Customer 

Participation Continuum saw a general spread clustered around ‘Listening and Acting’ and 

‘Engaging and Involving’. A key observation was that CAP members tended to place dots 

towards the ‘Listening and Understanding’ aspect while the SW team placed theirs further up 

the Continuum. 

The ‘Community and Experience’ aspects were ranked relatively higher up the Continuum, 

while ‘Futures and Action’ where skewed toward the lower end. While most attendees believed 

Southern Water had moved beyond ‘Listening and Understanding’ none of them saw Southern 

Water as having achieved full Customer Participation.  

SW ran a similar exercise at a Stakeholder Panel and the emerging results are fairly similar.  

SW will consider further the results and bring an update to future meeting.  

4. Pilot results from WRMP focus group  

The pilots had taken place on 19 June. The first one consisted of retired participants and the 

second one of younger participants. The CAP Chair had been an observer of the retired 

participants pilot.  

The pilots showed two main themes: 

1. A lack of awareness of how the charging system works, and 

2. By playing back the results of the research and seven outcomes identified from Let’s 

Talk Water 1, participants felt SW was only helping when people were in ‘dire straights’ 

and that an objective to keep bills affordable was also missing.  

However, the pilot proved useful in helping customers think about the future. Older participants 

thought that looking 50 years ahead was too long, although younger participants did not. There 

general agreement that more should be done to encourage water being used more wisely with 

water re-use becoming a top priority for the future. There were mixed views around the issue 

of water trading and catchment management and more support for rewards, rather than 

penalties, to change behaviour.      

Overall, SW felt the pilots had helped in refining the topics to be discussed in advance of a 

programme of wider research.  

 

 

 

 


