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CAP Attendees:  Anna Bradley, Dan McDonald, Ana Christie, George Seligman, David 

Howarth, Nicci Russell, Rupert Clubb  

SW Attendees:  Craig Lonie, Kevin Wightman, Hala Osman, Branwen Rhead, Nikki  

Deeley, Richard Sands, Mark Nolan  

Apologies:  Phil Belden, Karen Gibbs, Steve Hare   

  

 
  

1. Willingness to Pay  

The paper provided the CAP with an overview of the latest willingness to pay (WtP) results 

and how these compared to PR14. The paper did however also outline the changes in method 

which meant that they should not be taken as a like-for-like comparison. Following on from 

today’s discussion, SW will share with the CAP more detail of the WtP results and their 

potential impact on the draft business plan at the October meeting.   

  

The CAP welcomed the update but felt that it was important that it understood the differences 

from PR14. It also urged caution in comparing against PR14 as customer and stakeholder 

priorities will change year-to-year, so comparing against responses from five years ago may 

not be directly comparable. SW agreed this point. The CAP therefore requested that the next 

update date included information on the differences around actual responses and in 

differences caused by the change in methodology. The CAP was also keen to hear how the 

results would play into the decision making process around what to prioritise and to what 

extent – this was particularly salient given the size of the sample.   

  

SW acknowledged this point. This research would be part of a wider engagement programme 

and other sources would be used for insight and evidence into customers’ views. It is abstract 

research which will be tested in the draft business plan where it will be presented with real 

options and associated price tags. The CAP welcomed this point as Ofwat does not want over 

reliance on any one method and it is for the CCG to monitor and report as such.    

  

The CAP also expressed a view that, whilst important, it would also like to see that SW ensure 

that WtP does not over dominate other expressions of customers’ views. SW agreed.  

  

The CAP welcomed the update and looked forward to a further update on the WtP research 

as part of the Wholesale Business Plan paper to be discussed at its October meeting.   

  



2. Let’s Talk Water 1: consultation responses   

The paper outlined the top line summary of customer, stakeholder and staff responses to the 

LTW1 consultation. The paper also outlined the breakdown of responses between the three 

groups.   

  

   

   

The CAP welcomed the update but with limited responses it enquired as to whether this could 

have been promoted to get larger response. It cannot be taken as a true representation of 

millions of SW customers with such a low response. By past experience SW advised that it 

proves difficult to engage customers in such consultations however SW confirmed that it had 

received more responses than last time. The next round of more formal research will be 

targeted to 1000 customers.   

  

The CAP welcomed the update but also requested that consideration is given to ensuring a 

reasonable proportion of the 1000 customers are business customers to ensure continued 

engagement with that group of customers. In light of the new situation with the retail market, 

SW agreed to consider this issue and return with a proposal to the CAP on how to get the view 

of business customers and also how to engage with retailers for PR19.   

  

3. EY Review of Customers Engagement Plan  

SW commissioned EY to review its customer engagement plan and its outcomes to assist it in 

having its ‘ideal’ customer engagement plan.   

  

The review followed on from a CAP challenge for SW to review and learn lessons from the 

first phase of research by reviewing all that had done to date as well as what SW had planned 

and to ensure that it meet the needs of all the interested stakeholders - CAP, Ofwat etc - as 

well as what SW wants to get out of the resrech. The CAP also encouraged SW to look at best 

practice across other industries. SW also saw this as an opportunity to have a more detailed 

conversation with the CAP - this is a draft plan from EY.   

  

4. Update on Customer Segmentation   

The paper updated the CAP on the initial steps taken in relation to customer segmentation 

and to provide an opportunity for the CAP to input into the next steps.   

  

The work followed on from the June CAP workshop. EY also conducted work in this area and 

have produced six personas – disengaged movers; concerned and stable; engaged 

environmentalists; cynics; strugglers; and comfortable. The approach is intended to allow SW 

to understand its customers in more holistic way. There will be a further workshop in late 

September to which the CAP will be invited.   

  

5. Update on Triangulation Framework   

The CAP was advised that the objective of the framework was to facilitate the validation of 

insight data through cross verification of customer research, customer data (from other 

sources) and stakeholder insight. This piece of work had been agreed with the CAP at its 

August meeting. However, upon further reflection about the scope and extent of the work 

involved, SW decided to commission Corporate Culture to identify a robust triangulation 

framework.   

  

The objective is to take all the engagement work done to date, both customer and stakeholder 

research work, to create a mechanism to ensure all insight is captured and that there is an 

alignment and golden thread across the programme. The mechanism should also allow 



correction for where there isn't any at present and also to bring into line and address any 

conflicts.   

  

The Chair had been advised of the work earlier in the day and the intention is to return with 

the framework to the October CAP meeting. The CAP noted the work and look forward to the 

discussion in October.   

   


