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SOUTHERN WATER CUSTOMER CHALLENGE GROUP   

  

 
  

09 November 2017: 0900 – 14.00  

SWS Boardroom, Southern House, Durrington, West Sussex  

Minutes and actions arising  

  

 
  

  

Present:  Anna Bradley (Chair)    

  

  

Phil Belden   Steve Hare  

Ana Christie   Dan McDonald  

Rupert Clubb  Nicci Russell  

Karen Gibbs (by phone)  George Seligman  

    

Apologies  Philip Cullum    

    

Observers:  Mike Putnam (SW iNED)    

    

In Attendance:  Ian McAulay    

  Sally Beck    

Adam Higgitt    

Joel Hufford   Item 4   

Hala Osman  Items 4 and 5   

Jo Fielding-Cooke  Item 5  

Mark Field   Item 6  

Richard Sands  Item 7  

Meyrick Gough   Item 8  

   

  

  

1. Welcome, apologies for absence and declarations of conflicts of interest   

  

No conflicts of interest were declared. Members were reminded to return their Disclosures 

for Probity Controls form.  

Mike Putnam was introduced to the Customer Challenge Group (CCG) Members. Mike 

joined the Southern Water Services (SWS) Board in September 2017.   

2. Approval of the minutes of the 03 October 2017 meeting   

The minutes of the meeting were approved   
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3.  Chair, Member and CEO updates and general discussion   

  

Anna Bradley, CCG Chair, asked Nicci Russell to provide feedback from the Ofwat CCG 

Chairs meeting she had attended for Anna. Nicci reported that:  

• she had clarified that it is the responsibility of water companies rather than 

CCGs to provide the evidence required by Ofwat in Table 2 of their Aide 

Memoire   she also reported back that: o  CCGs had pushed back to 

Ofwat on a suggestion that there was a CGG role in assuring the quality of 

the evidence in the Business Plan (BP) on resilience and financeability. 

Ofwat said this would not be mandatory, but did not say whether they want 

to see the assurance or not   

o Ofwat’s expectations regarding the balance between assurance and analysis of 

the quality of engagement weren't clear, and views on this differed between CCG 

Chairs  

• Ofwat: o confirmed CCGs could commission their own research to provide 

further assurance   

o were still thinking through the agenda for the Q4 meeting where they may 

discuss the points above.   

  

Dan McDonald provided a short update on Ofwat's engagement event. They are expecting 

companies to think very broadly about the best ways to fully engage with hard to reach 

communities and the vulnerable. They had some useful slides which he would circulate.   

  

Steve Hare had attended SWS’s recent Stakeholder Perceptions Audit feedback meeting 

where the findings from the second annual survey were presented to staff. The people 

attending seemed genuinely interested in the findings, which showed that those ‘engaged’ 

had generally positive perceptions of SWS. At the end of the meeting, Ian McAulay, SWS 

CEO, said he hoped the findings were indicative that customer engagement was now seen 

as a whole company responsibility and was embedded throughout the organisation.  

  

Phil Belden had been to a variety of SWS meetings and stakeholder events including a 

thought-provoking staff seminar on integrated catchment management planning. Will 

Andrews-Tipper from the Green Alliance had presented early thinking on market trade-offs 

between sectors to deliver better environmental outcomes. Phil said there was a lot of 

enthusiasm for the approach from across the Company and Ian had set staff a challenge to 

implement the approach in a few test areas. Phil had also joined the afternoon panel session 

which discussed the possibilities in more detail. He was due to attend the Brighton ChaMP 

(Chalk Management Partnership) field trip later in November.   

  

Ana Christie had attended a SWS Stakeholder Workshop. She found it very informative with 

lots of information imparted both verbally and through materials but thought more time 

should be provided for discussion and listening to stakeholders’ feedback. The meeting she 

attended had a high proportion of Council (county/city/local) representatives and much of the 

discussion focused on development issues and lack of SWS visibility in the planning 

process. Anna reported a similar experience at another stakeholder event.  

       

ACTION:  Stakeholder team to consider providing more time for discussion at SWS 

hosted events and have less time given over to presentations (Stakeholder 

Team - ongoing)   
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George Seligman asked for information on unwanted contacts as the monitoring report 

showed the target was at risk. Simon Oates, SWS Chief Customer Officer, explained that 

SWS had applied a highly rigorous methodology to categorise ‘wanted’ and ‘unwanted’ 

contacts, and when he had examined the data it showed the SWS had over-complied. The 

numbers would reduce materially when the Company used the same reporting basis as 

other water companies. However, the focus was on getting the right systems in place and 

reducing unwanted contacts overall. Simon was asked to bring this back to the December 

CAP PR14 monitoring session.    

  

ACTION:    Provide more detail of the methodology used and the data on unwanted 

contacts (Simon Oates for the December CAP meeting)  

  

  

Ian McAulay outlined SWS’s delivery on its PR14 performance commitments. Most areas 

were on track although the data on bathing waters had not yet been finalised, and 

monitoring of T100 showed that per capita consumption was slightly up.   

  

Ian continued that he had a meeting planned with Sarah Hendry from Defra, local MPs, 

councillors and company CEOs, at the East Worthing Wastewater Treatment Works for an in 

depth discussion on making the Victorian works resilient and fit for the future. £47 million had 

already been spent on the site and with the development demands the area was facing, it 

could be more cost effective to redevelop the site along the lines of Peacehaven.    

  

On 21 November he is hosting a SWS Round Table on ‘Water Futures’ and how the Report 

could best be used to inform the PR19 Business Plan. Dieter Helm will lead the debate with 

representatives from WWF, the CBI, the National Infrastructure Commission as well as the 

CEOs of the Hampshire and Isle of Wight Wildlife Trust and Brighton and Hove City Council.   
  

He also has a meeting with the CE and Board of Ebbsfleet Development Corporation (EDC) 

to discuss making it a water efficient Garden City using the T100 approach. Thames Water 

will also be involved and are proposing to discuss putting water meters inside homes as it is 

easier for water companies to identify and prevent leakage if it owns all the external pipes.   

  

Brighton and Hove have formed a new Water Infrastructure Board with Ian as Chair and he 

is in discussions about water supply, use and treatment with CEs of a range of Councils. 

Meanwhile, development demands are not easing. Ian’s position is that he is not in the 

business of connecting new supplies to water inefficient developments. He is pushing for 

water efficient white goods to become standard but thinks it unlikely, due to costs, that 

greywater recycling measures will be installed.   

  

Finally, Ian said that SWS is transforming how it meets customers’ needs from committing to 

plain English to working with other agencies to identify and support vulnerable customers.     

        

Dan McDonald reported that some CCG Members had visited SWS’s Customer Services 

that morning. He had joined a team ‘huddle’ and had found it extremely positive and 

rewarding to see first-hand how the company was transforming its approach to meeting 

customers’ needs. He asked Ian whether sharing the data held by different sectors working 

to identify and support vulnerable customers would ever become a reality.   

  

Ian responded that there needs to be a consistent approach across all the water companies 

in the region with the potential to have one core team operating across them all. There was 
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also an embryonic Water UK initiative to streamline an approach across the energy and 

water industries.   

  

CCG Members commented that it would be valuable to share this approach and the data 

with 3rd sector organisations. The good work being implemented in this area is not widely 

known and shared consent would be good practice as well as providing a cost-efficient 

model.     

  

Ian mentioned that all the water supply companies will shortly be applying for pre-drought 

orders. Rupert Clubb linked this to expectations that the government is likely to make an 

announcement regarding large new housing developments in the budget. There was a 

strong argument for a regional spatial planning approach in the South East based on 

pressure on the water environment.   

  

The 25 year environment plan had still not been published and the government may consult 

on draft proposals around Christmas. A regional environmental body may also be 

established. Alongside all this, the government were keen to rebalance the economy 

between north and south whilst recognising that the infrastructure in the south supported 

productivity. With a potential drought on the horizon, which Rupert thought SWS should 

make public at an early stage, an important issue was for people to understand the true 

value of water. Published figures suggest that around 80% of water demand could be met 

through water reuse, so it could be opportune to push for water recycling and efficiency 

measures in all new development. Whilst meeting government policies and drivers were not 

CCG responsibilities, it might be valuable to facilitate a CCG discussion on the implications 

of economic rebalancing, spatial planning and the environment.   

  

Ana Christie said that she had read the Grant Thornton blueprint on ‘Shaping a Vibrant 

Economy’ with reference to affordability and vulnerability. It provided constructive insight and 

she would share this with CCG Members.   

  

  

4.  CAP Assessment Framework    

  

Joel Hufford, Stakeholder Engagement Manager, said that since the previous CCG Meeting, 

he had worked through the draft Framework in detail with Anna to ensure it would capture 

the evidence required for the CCG Report to Ofwat. He outlined the purpose of the different 

sections of the Framework and opened up the discussion.   

  

Members comments included:   

a) asking why there were some test areas that seemed to repeat each other, for example, 

lines 3 and 4 on slide 3, were very similar?   

b) suggesting that the engagement actions could be listed in one table, and that the table 

could be split into two rows   

  

Members asked SWS to think about:  

a) differentiating between stakeholder and customer views    

b) clarifying that ‘customers’ covered both household and non-household groups.   

  

Joel responded that the table had been compiled from Ofwat’s test areas for CCGs as set 

out in the Aide Memoire. All Members agreed the table was helpful, that it would consolidate 
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the evidence in one place, and that it would serve the needs of both SWS for the Business 

Plan and the CCG for their Report. They would email Joel with any further thoughts.          

  

ACTION:    Refine the CAP Assessment Framework based on Members comments and 

recheck it with Anna Bradley (Joel Hufford - asap)    

  

  

  

  

5.  Customer Engagement Framework and forward plan   

  

Jo Fielding-Cooke, Head of Customer Performance, began by saying that Southern Water is 
putting customers at the heart of all it does. The word ‘customer’ covers everyone from 

individuals, communities, businesses, tourists and staff. She introduced John Drummond from 
Corporate Culture (CC) who had helped put the Customer Engagement Framework together. 
Jo asked the CCG if the level of ambition, to achieve the ‘active’ participation and meaningful 
two-way dialogue with one million customers seemed realistic and achievable?   

  

The Chair welcomed the Framework saying it brought all the strands of customer 

engagement together in one place and captured significant areas of work. It served to 

illustrate that some pillars, for example, ‘customer experience’ and ‘community’, were 

relatively invisible to the CCG, whereas in other areas, such as ‘insight’, the CCG already 

had a rich understanding.   

      

Members asked SWS to think about the following:  

a) that the Framework needed detail. For example, under ‘Futures’ it would be necessary 
to know what the starting point is, what is being put in place and where SWS want to 
end up?   

b) commending the step change in reaching out to customers, but would like to see how 

this compared with other companies and sectors with good customer engagement   

c) there should be a mapping process over time, for example, on phone call trends  

d) it would be helpful to know where customer engagement took place, whether urban, 

rural or coastal   

e) querying whether there would be real customers on the Customer Engagement Strategy 

Group as an Executive Leadership Group need to have external challenge:  i. it should 
involve partners as well as customers  

ii. that a true cross section of society is needed, not just the already engaged  

f) that the environment itself should be considered as a customer.   

  

John Drummond responded that SWS had similar gaps in their customer engagement as other 
water companies and that the work is evolving as and when greater clarity is derived on the 
needs of the customer segments. The goal is to actively engage customers in delivering the 

plan not just in developing it. The list and definitions SWS had assigned to the range of terms 
used within the ‘customer’ and ‘stakeholder’ umbrella descriptions of different groups would 
be shared.    

  

The Chair thought this would be helpful, adding that the CCG were not customers-by-proxy. 
Their role is to capture what SWS is doing to engage its customers and challenge SWS when 
its actions were not far reaching enough.     

  



   

6  

  

ACTION:  Circulate SWS’s definitions of ‘customers’, ‘stakeholders’ and ‘communities’  

(Jo Fielding-Cooke - asap)   

  

Returning to the question of SWS’s ambition for active participation from 1 million customers, 

the Chair asked SWS to think about the quality of the engagement rather than the number. 

There needed to be a sufficient sample size within each segment to fully understand the 

customers in each.   

  

Jo offered to bring back a populated Framework showing what SWS was doing in each pillar 

and particularly in the pillars the CCG were not yet sighted on .  

  

ACTION:   Incorporate CCG comments and populate the Framework (Jo FieldingCooke 

– December meeting)   

  
Members raised the following questions and points:   

a) what should the ultimate goal be - to gain insight from every single customer?   

b) How can the Framework take account of those that don’t want to be engaged?   

c) was the process of engaging customers simply creating an industry within an 

industry?  

d) questioning whether SWS can really put the interests of customers first in all its 

decisions when as a Company it must comply with regulations and meet its 

shareholders expectations?    

e) the work underway with communities including businesses and Local Authorities 

needed to be articulated as it was still an ‘empty box’ for Members, and other water 

companies were strong in this area.     

  

Members asked SWS to think whether Southern Water had the right skills to change 

customers’ behaviours? Changing staff behaviours is important but can any company 

change the behaviours of all its customers – there will always be some you cannot reach  

  

Simon Oates provided an example of one behaviour change the Company was tackling - to 

shift customers towards self-service. Dan pointed out that Southern Water could potentially 

provide computers in libraries to facilitate even wider self-service and this would be one way 

of engaging communities.   

     

John Drummond said there was good evidence on the work SWS were doing on resilient 

communities – Ebbsfleet for example. However, the Chair pointed out that this type of work 

was not yet visible to the CCG or even externally with communities themselves.   

  

ACTION:   Provide more detailed information on the customer experience and 

community pillars of the Framework (Jo Fielding-Cooke – December 

meeting)  

  

The session ended with John Drummond saying he had been pulling together engagement 

information from all the water companies and, in general, no company was strong across all 

areas. His personal view is that SWS has a very robust programme in place with more 

strength and depth than expected but had not been successfully showing this.  

  

    

6 .  Affordability and vulnerability   
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Mark Field, Head of Billing and Collections, led the discussion on affordability and 

vulnerability. He asked for Member's views on two key points:   

• whether the approach taken aligns with their experience of other sectors?  

• whether the proposed measurements would adequately capture the key assessment 

areas?  

  

Anna said that the approach follows Ofwat's methodology and so is what has been asked 

for.   

Comments from CCG Members included:   

a) welcoming the approach to ‘reach and support’ but that it needs to be sustainable and  

part of the long term strategy on affordability and vulnerability  

b) asking if definitions of affordability and vulnerability could be agreed - they were not one  

and the same thing  

c) vulnerable customers range from financial to physical or age related vulnerability and  

they are not always unrelated. Work is needed on the best way to identify those at risk.   

d) that it was vital to provide vulnerable customers with the support they need. EON, for  

example, are helping vulnerable customers by finding suitable payment methods   

e) there had to be an element of fairness to the 74% who have to pay to support the 

vulnerable   

f) there should be a timetable for checking status, as people can move in an out of 

vulnerability, and without checks the vulnerable group will expand over time    

g) that SWS shouldn't underplay the good work it does in making sure all customers can  

pay in a flexible way or the practical support it provides such as assistance in the home  

and ensuring water is provided during interruptions in supply  

h) welcoming the emphasis on outcomes and evaluation, and specifically on the numbers  

of customers that 'feel' supported.   

i) that there were significant variations in the South East in terms of affordability with entire  

local communities badly affected by poor life skills and learning opportunities impacting  

their ability to pay. Affordability in deprived communities should be included in the  

proposals. Some communities were obvious, such as Hastings, but others, for example,  

dispersed rural communities, would be harder to identify  

j) whether the strategy would also include prevention?   

k) asked how SWS could provide better support and empower others as well? An ideal  

approach would be a joining-up between multiple agencies, aggregating small pieces of  

information and with a common set of principles and approach agreed. For example, if a  

third sector organisation were supporting someone in 'debt counselling', working with an  

advocate on the person's behalf.  

  

The company confirmed that the strategy is about fairness and affordability for all. Part of it 

will be designed to help customers be aware of what they can do if in need and to ensure 

SWS has the right packages in place to support them, including things like 'payment 

holidays'. The points raised would be covered in the next steps and be included in the 

outcomes. Research with experts in vulnerability and agreements with other water 

companies and utilities is needed to flesh out and build the strategy. CCG Members would 

be involved.  

  

Simon Oates reminded everyone that Ofwat is also looking for a set of commitments 

regarding the temporarily vulnerable.  

  

ACTIONS:   The CCG set a challenge for the company to:       

a) Differentiate in the strategy between:   
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i. existing vulnerability and/or affordability issues   

ii. the prevention of potential affordability and vulnerability issues and  

iii. Affordability for general populations          

b) Consider whether SW could adopt a more proactive approach to addressing 

affordability and vulnerability in financially disadvantaged communities.    

  

The Chair asked whether SWS saw vulnerability as a special case category for the Business 

Plan submission?  The Company responded that it would be hard to make a case for it and 

that the company spent the time making a real difference to vulnerable customers.    

  

The Chair also queried bad debts to the company? It was confirmed that none had been 

written off. Further, since the introduction of new ways of helping customers with bad debts 

to pay through early assistance schemes and working with them along the collection journey, 

SWS is now in a better position than the industry average.   

  

There was also a short discussion about addressing affordability through skilling local 

populations to work in the water industry. Ian McAulay commented that roughly 50% of water 

engineers are due to retire in the next 10 years. He had been thinking about working with 

local businesses to establish a Southern Water Skills Academy to bring along the next 

generation. Rupert Clubb agreed this would leave a real legacy within the region and they 

agreed to have further discussions.  

  

    

7.   The draft Business Plan   

  

Richard Sands said that now ‘Let’s Talk Water 2’ was published, the focus was on producing 

the PR19 Business Plan (BP). A draft BP Executive Summary was being developed and 

would be shared with the CCG for information as soon as possible.   

  

In terms of the BP public consultation, the current thinking is to conduct it using a range of 

innovative social media, meetings and events based on around 10 key questions as well as 

through a formal publication.   

  

The Chair asked how the five-year BP would reflect the challenges and requirements for 

resilience set out in Water Futures. CCG members said that the BP needs to establish that 

the environment is a critical player in its own right for the future health and wellbeing of all.   

  

Ian McAulay agreed with the points, reminding the CCG that the Plan would be a highly 

technical document that was ultimately for submission to Ofwat for the regulator’s approval. 

Collectively, the CCG recommended an abridged version for the public consultation that 

must be accessible. The rewards would be higher levels of response.   

  

The Chair concluded that the next steps would be to see the draft WRMP consultation 

approach, the draft BP Executive Summary and she requested that the BP customer choices 

were shared at the January CCG meeting.              

  

ACTIONS:      

a) Ensure the environment and resilience are threaded through the BP plan in relevant 
areas and made explicit as significant areas of investment (Richards Sands – 

ongoing)  
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b) Share the proposed customer choices in the draft Business Plan (Richard Sands –  

January meeting)  

c) Share the draft Business Plan Executive Summary (Richard Sands – asap)  

  

  

8.  Water Resource Management Plan and Drought Plan   

  

Meyrick Gough, Water Strategy Manager, said that the Water Resources Management Plan  

(WRMP) and Drought Plan consultations would be published towards the end of January 

2018. SWS had consulted with roughly 700 people for the previous WRMP and this time 

wanted to involve many more. He sought advice from the CCG on which methods (from the 

handout) would best reach out across the customer base and gain high quality insight.  

  

After an explanation about the proposed range of methods, the discussion focused on what 

issues SWS would consult its customers about. Anna Bradley suggested giving people a 

‘cost envelope’, setting out the challenges and solutions, and giving people to opportunity to 

make trade-offs. Meyrick said SWS had used a similar approach before and the findings 

were unexpected but surprisingly consistent. Phil Belden said that he had taken part in 

effective planning for real exercises which provided stakeholders and the public with given 

fixed points and then provided a range of variables for people to choose from.   

  

CCG Members asked about the timetable, wondering if customer trade-off preferences 

would become apparent too late in the process to shape the WRMP, Drought and Business 

Plans. Meyrick confirmed that the target month for the consultation was February and the 

Chair asked Meyrick to come back in January with a summary of draft plan and customer 

choices as well as the approach to the consultation.   

  

  

ACTIONS:  

  

a) Bring back a proposal for the customer and stakeholder engagement in WRMP the 

consultation  (Meyrick Gough – January 2018 meeting)  

b) Bring back the Executive Summary or similar of the draft WRMP before publication 

(Meyrick Gough – January 2018 meeting)   

  

9.    AOB   

  

There were no AOBs.   

  

  

10.  CAP private meeting   

  

  

CAP members expressed a clear view that the meeting had been productive and valuable. 

Anna Bradley thanked everyone for their time.     

  

ENDS  
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NOVEMBER ACTION LIST    

Agenda  

Item  

Action  Who   By when  status  

3  Stakeholder team to consider providing more time 

for discussion at SWS hosted events and have less 

time given over to presentations   

AH and 

Team  

ongoing    

3  Provide more detail of the methodology used and the 

data on unwanted contacts   
SO  Dec 

meeting  

  

4   Refine the CAP Assessment Framework based on  

Members comments and recheck it with Anna 

Bradley    

JH  asap    

5   a. Circulate SWS’s definitions of ‘customers’,  

‘stakeholders’ and ‘communities’   

b. Incorporate CCG comments and populate the  

Framework    

c. Provide more detailed information on the customer 

experience and community pillars of the 

Framework   

JF-C  asap  

  

Dec 
meeting  
  

Dec 

meeting   

  

6  a. Differentiate in the strategy between:   

i. existing vulnerability and/or affordability issues   

ii. the prevention of potential affordability and 
vulnerability issues and  

iii. Affordability for general populations  

b. Consider whether SW could adopt a more 

proactive approach to addressing affordability 

and vulnerability in financially disadvantaged 

communities    

MF  ongoing    

7   a. Ensure the environment and resilience are 
threaded through the BP plan in relevant areas 
and made explicit as significant areas of 
investment  

b. Share the proposed customer choices in the draft  

Business Plan   

c. Share the draft Business Plan Executive  

Summary  

RS  Ongoing  

  

  

  

Dec 

meeting 

asap  

  

8  a. Bring back a proposal for the customer and 
stakeholder engagement in WRMP the 
consultation   

b. Bring back the Executive Summary or similar of 

the draft WRMP before publication   

MG  Jan 2018 

meeting  
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Admin Actions   

a  Clarify on email headings whether the  

communication to CCG Members is for information,  

SB  Imediate 

effect  

  

  

 action or an invitation      

b  Investigate the potential for a CCG portal/google 

drop box to keep all information in one place that 

Members can access easily  

SB  By end 

Nov  

  

c  Ensure page numbers are inserted into CCG 

papers  
SB  ongoing    

  

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  Will 

now be 

Jan 

2018  

  

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    
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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 

Will now 

be Jan 

2018  

  

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    

  

  


