
 

 

SOUTHERN WATER CUSTOMER CHALLENGE GROUP   

 

Notes: Community Engagement task and finish group meeting  
 
27 April 2018, 11:00 – 13:00 
 

 

Present:  Anna Bradley  Chair, SWS CCG 

 George Seligman SWS CCG 

 Dan McDonald SWS CCG 

 Craig Lonie SWS Director of Strategy and 
Regulation 

 Meyrick Gough SWS Water Strategy Manager 

 Chris Lumb SWS Catchment Strategy Manager  

 Chris Braham SWS Catchment Risk Manager 

Nick Eves SWS Head of Insight 

Adam Higgitt SWS Head of Public and Regulatory 
Policy 

Sally Beck SWS Strategic Advisor to the CCG 

 
Meeting brief: 
 
The CCG has challenged SWS to improve the way it engages communities and to facilitate 
co-imagining, co-creation and co-delivery as it designs, develops and implements its future 
plans and proposals.  
 

Outline Agenda: 

 

1. Introductions   Anna Bradley    5 mins 

2. Scene setting   Anna Bradley    5 mins 

3. Discussion and advice 

a. Project A   (Catchment First – Meyrick Gough) 30 mins 

b. Project B   (Water – Chris Lumb)   30 mins 

c. Project C   (Wastewater – Chris Braham) 30 mins 

4. Summary and conclusions All     20 mins 

 
Discussion: 
 
The task-and-finish group meeting had been organised because the CCG had challenged 
SWS (Southern Water Services) a number of times that its community engagement did not 
truly involve communities in co-imagining, co-creating and co-delivering the future as it 
developed its PR19 plans and proposals. CCG Members had offered to advise the Company 
so that it would be better positioned in the Tapped In (TI) continuum.  
 
The Chair opened the discussion saying that SWS had marshalled the community 
engagement work it had undertaken beneath the ‘Community’ pillar of the Customer 
Engagement Framework. However, the CCG had not yet seen evidence that the work was 
directed at engaging communities but rather at providing information to customers when it 



 

 

attended community events, such as county or science fairs, where recipients may not even 
be SWS’s customers. This was a one-way activity and was not designed to engage with 
communities of interest or geography where there were common concerns. She hoped this 
meeting would help the Company to improve its community engagement through CCG 
advice. She handed over to Meyrick Gough, SWS Water Strategy Manager, to talk about the 
ways the Company intended to engage customers in its PR19 water management planning 
and delivery.  
 
Meyrick said that a key transformative proposal for the Company’s PR19 Business Plan was 
‘Catchment First’. There were a significant number of catchment schemes proposed across 
the region at a range of scales. The general catchment management principle is to look to 
the upper catchment to solve problems downstream, such as preventing nitrate and 
pharmaceuticals infiltrating groundwaters and aquifers, and the benefits this would bring for 
raw water. Catchment First was predicated on partnerships and engagement on the issues 
that stakeholders, such as NGOs, farming clusters and ‘friends of groups’ were concerned 
about.  
 
The key issues were a) how to convert the money that customers’ paid through their bills into 
environmental benefits and b) how to create open access so that customers can enjoy the 
benefits of the investments the Company made using their money. For example, the 
Brighton ChaMP (Chalk Management Partnership) for water had many farming clusters on 
the Downs, but there were very few routes into the countryside that enabled public access. It 
was vital that the money customers paid to Southern Water delivered public benefit and 
improved amenity values.  
 
There were different issues in different parts of the region. For example, the Hampshire 
River Test had an internationally important 6km stretch of chalk stream habitat but it was a 
non-continuous patchwork with only 1.8 km accessible to the public and with the footpaths in 
very poor condition. In Hampshire, generally, there were many landowners that did not want 
public access across their land but it was not reasonable for Southern Water to use 
customers’ money to improve areas where customers were not allowed to enjoy the benefits. 
Landowners’ permission was vital to implement any scheme, and potential ‘showstoppers’ 
needed to be understood and agreements reached before making proposals public and 
raising the expectations of customers or NGO groups. However, the discussions with 
landowners became very granular and it was easy to lose sight of the bigger picture and the 
potential catchment-wide gains.  
  
George Seligman highlighted the catchment partnership for the Test and Itchen rivers that 
Defra had established to enhance water quality and wildlife. The representative body 
included many partners including different landowners, the Rivers and Wildlife Trusts and a 
range of NGOs, the Environment Agency, local authorities, and Portsmouth and Southern 
Waters. It was a very complex organisation dealing with complex issues but all were working 
together to common ends.  
 
Meyrick said this was replicated across the region, for example, in the Medway and Rother 
Valley. A key issue was the sustainability of the partnerships and project-managing the 
delivery of improvement schemes.  
 
Members suggested that the partnerships as described comprised stakeholders with 
interests and concerns in the issues but did not appear to have real community involvement. 
There seemed little connection between the things that affected communities, such as 
pollution, sewage and flooding, and the network of catchment partnerships. Who brings the 
community voice to the table? It was not enough to assume that the water companies, 



 

 

because they engaged with customers on willingness to pay and other insight, were 
community representatives. Whilst the partnerships relied on the water companies and the 
Environment Agency to determine what schemes were possible, for example, in protecting 
and enhancing the salmon stocks in the Test by ensuring the rivers are as fish-friendly as 
possible, the communities themselves should have their own voice in these fora.    
 
The Chair suggested that the best way to improve engagement was to bring communities in 
from the planning stage and have a wider representation that included the beneficiaries of 
public goods, including schools. It was too easy to determine in advance which organisations 
would be appropriate and which wouldn’t. Catchment Partnerships should be prepared to 
extend their membership beyond the obvious. For example, the Ramblers Association would 
be keen to work in groups to promote access. There would be greater engagement in 
delivering a scheme if everyone involved stood to benefit from its delivery. Extending 
memberships would be vital to fulfil the Community Engagement pillar of the Customer 
Engagement Framework and to fully realise the co-imagining and co-creation space of the 
Tapped In continuum.  
 
The discussion moved on to a pilot scheme to replace lead supply pipes in Deal, Kent, and 
provide subsidies for households to replace their domestic lead pipes – a historic legacy. 
Chris Lumb, SWS Head of Strategic Planning for Water, explained that Southern Water has 
to chemically dose the water supply to make it safe to consume and meet Drinking Water 
Inspectorate statutory requirements. The entire town needed to be engaged in this scheme 
and all lead pipes removed to enable the Company to discontinue chemical treatments – 
which was a key customer preference that emerged from the work on Let’s Talk Water 1 and 
2 and the consultation on the draft Business Plan. Advice on the most effective way to 
engage every household and premises was sought from Members.  
 
Members thought that some key risks would be: 

 an uneven and economically-driven distribution of uptake 

 targeting the full range of sectors necessary and especially people in circumstances 
that made them vulnerable 

 funding allocations for places that were not private homes such as care homes, 
schools and doctors’ surgeries  

 the responsibility for implementation in properties of multiple occupation and house 
conversions 

 ensuring that trustworthy plumbers were used rather than poor DIY installation work  

 potential issues with individuals applying for the subsidy and not changing the pipes.  
 

They asked how the subsidy scheme would be managed and it was confirmed that there 
would be an administration group which would receive and monitor customer and non-
household applications and ensure that works had been undertaken. The Company is 
thinking of using reward only Operational Delivery Incentives (ODIs) to fund the scheme and 
the consultation on Performance Commitments (PCs) showed strong customer support for 
this approach. 
 
Members asked if lead supply pipes were a widespread problem across the region? Chris 
responded that there were four major hotspots of which Deal was the smallest. The 
Company would trial the scheme there and, if successful, it would be rolled out to the 
remaining areas.  
 
Members thought that there were some things Southern Water could do to engage the 
community as a whole, including: 



 

 

 bringing together community groups and asking them to help design the programme,  
decide how the scheme should be administered and who should be accountable, and 
to develop a common message set before it was ‘owned’ by the administration group  

 working closely with developers and the local council 

 linking the programme to water efficiency and cost reductions  

 using digital and social media cleverly and as it was important not to rely on 
traditional means of local advertising as many would not engage with these.  

 
 
The meeting then moved on to the issue of wastewater management and external flooding - 
which was becoming more challenging due to growth in the region.  
 
Chris Braham, SWS Investment Strategy Manager, reported that the Company is 
investigating a range of initiatives to address flooding including land drainage and monitoring 
CSOs (Combined Sewer Overflows) and storm flows. He said there was a specific village 
that he would use as an example. It comprised approximately 50 properties where one 
household had experienced external storm water and sewage flooding on a number of 
occasions. He had been working with engineers who had been investigating a range of 
potential solutions including disconnection from the network, smart water buts and 
soakaways. However, as engineers, they were not thinking about working with the 
community to co-create a solution. This was a live issue for the Company and there were 
likely to be more of similar types of issues in the future due to growth in the region. Chris 
asked Members advice regarding how to go about engaging the community to help deliver a 
solution that only affected one household?  
 
The Chair thought that a good way to approach this would be to quantify how much surface 
water was involved and how often, and that this could help shape potential solutions that 
could benefit the whole community such as creating ponds or water gardens for the amenity 
value, or making surplus water available for individual gardens to help cut household bills. It 
would also create a greater good as less water would go into the sewer system and would 
be repurposed to provide community benefits.  
 
As it was only 50 odd premises, Members thought that simply knocking on doors and asking 
residents what benefit they would like from a scheme would be a start. The Company could 
hold a public meeting or similar and be told that the customers wanted the Company to build 
a storage tank. It was, however, a great opportunity to co-create with the community. Chris 
agreed and said the issue was a growing problem but it also presented a growing 
opportunity to co-create.  
 
The Chair rounded up the meeting by asking the SWS team what each had learnt? Meyrick 
responded that on catchment planning it was about establishing the partnerships with wider 
representation to provide validation and keeping them engaged as new understandings of 
the issues developed.  
 
Chris Lumb said that the principle would be to bring the community together and co-create 
solutions rather than deciding what to do in advance.  
 
Chris Braham thought for his area the main objectives would be to discuss communal 
benefits with the affected communities as well as a culture shift within the Company from 
one that thought about engineering solutions to one that considered the softer aspects that 
engagement would bring. The work of the FOG (Fat, Oil and Grease) team provided a model 



 

 

example of ways of working. The Chair commented that there were pockets of best practice 
but the learning had to be transferred across the business.  
 
Adam Higgitt, SWS Head of Public and Regulatory Policy, said that the Company was 
working towards a wider definition of ‘customer’. It would no longer just mean bill payers but 
include everyone that came into the region for whatever purpose. He said his Stakeholder 
Team were highly experienced at engaging stakeholders, bringing individuals on board at an 
early stage, even those that do not view the Company favourably initially. There needed to 
be a strong interface between his team and other Directorates in the Company. Having 
listened to the points raised, he intended to scope out how this position could be improved. 
 
The Chair said there was now an excellent customer and stakeholder engagement 
framework which should frame future activity. Nick Eves, SWS Head of Strategic Insight, 
mentioned he was working up an engagement strategy that wold focus on the Company 
culture and ensure engagement was seen as business as usual. He said he had taken six 
key things away from the meeting: what would the communal benefits be; clarity and plain 
English were essential; each approach should be personalised; make intentions tangible – 
what does it really mean for individuals and the wider community; put in the effort at the start 
to engage with the right people at the right time and follow this through; understand and 
agree the milestones and timetables with the community and make sure this is adhered to. 
He would use these principles to shape ways of working by the Company. 
 
Members said they were reassured to hear this and looked forward to seeing some 
examples over the coming months. The Chair rounded off the meeting by saying she hoped 
it had proved of value to everyone and thanked people for their time.              
   
 
 
    
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
           
 
    


