
 

 

SOUTHERN WATER CUSTOMER ADVISORY PANEL 
 

 
4 August 2015, 1000 – 1600  
 
Southern House, Durrington, West Sussex 
 
Minutes and Action Summary  
 

 

Present: Anna Bradley (Chair) Steve Hare (SH) 

 Brendan McGowan (BM) Rupert Clubb (RC) 

 Philip Belden (PB)  

   

Observers: Rachel Onikosi (CCW) (RO)  

   

In Attendance: Susan Stockwell (SS) Phil Barker (Items 1 – 6) (PBa) 

 Richard Price (Items 1 – 6) (RP) Alison Hoyle (AH) 

 Paul Graham (Item 8.3) (PG) Mark Nolan (MN)  

 
1. Welcome, apologies for Absence and declarations of conflicts of interest  
 
Apologies were received from CAP members Philip Cullum, Jacob Tompkins and 
Ana Christie. Apologies were also received from Matthew Wright, CEO and Simon 
Oates, Director of Strategy.  
 
The Chair advised that Rachel Onikosi had a conflict of interest at Item 3 and would 
join the meeting after that item, pending agreement from the CAP.  
 
The Chair also asked the CAP to note the appointment of Ana Christie, CEO, Sussex 
Chambers of Commerce. Ana has been appointed since the Induction Day on 12th 
June and has therefore still to be introduced to the CAP.  
 
2. Correspondence with environmental and quality regulators 
 
The CAP noted the protocols which are now in place between the CAP and Natural 
England and the EA respectively. They also noted the DWI’s decision not to be 
involved in the work of the CAP.  
 
3. Appointment of the Consumer Council for Water as an observer 
 
In correspondence with Sir Tony Redmond, South East Regional Chair of CCW, the 
Chair agreed to a CCW request to have a permanent observer at the CAP. The 
Terms of Reference allow for the Chair to invite observers, but the Chair wanted to 
ensure the CAP members knew that the proposed arrangement was different to that 
being set up in other company CCGs and asked the CAP to note the arrangement 
and the invitation to Rachel Onikosi to be the permanent observer. 
  
4. CEO Report 
 
Phil Barker, Director of Operations, presented the CEO Report.  
 
The CAP was taken through the “Building on Success” presentation given to SW 
employees at the recent EMT Roadshows. It set the scene for company performance 



 

 

at the end of AMP5. The report covered SW main achievements including H&S, 
water and wastewater performance, financial performance and SIM performance. It 
also highlighted the immediate challenges the company faced at the beginning of 
AMP6.  
 
PBa noted in particular the Company’s target across the AMP owing to its current 
performance and that in recent data released by the DWI, Southern Water is joint first 
on water quality.  
 
Serious pollution incidents were also discussed and it was agreed to provide a 
definition of what this means to the CAP. The industry has set a target date of zero 
serious pollution incidents by 2020. RP advised that SW had identified three factors 
to achieve this – 1. speeding up responses; 2. better maintenance and; 3. targeted 
capital investment.   
 
SIM performance would be discussed at Item 7, however the challenging nature of 
the survey conducted by Ofwat was highlighted to the CAP – there is one broad 
question, asked to a sample size of 200 customers. SS noted that in the energy 
industry, a similar regulatory survey asks participants 42 questions. To improve the 
SIM score, SS visited Anglian Water, highlighting how the industry is willing to share 
knowledge and experience in the customers’ interest.  PB welcomed this approach 
and stated that, as a stakeholder, he had seen much improved partnership working 
by SW in the last three years.  
 
The main challenges for AMP6 for SW were around innovation, efficiency and, 
partnership and collaborative working. The Chair noted that these were on-going 
issues that had been discussed by the CCG and that were now for the CAP to 
consider. In addition, the CAP would also need to consider the issues of culture 
change within the business and the issue of transparency around accountability, 
financial reporting and ownership. It was agreed that these would be included on 
future meeting agendas.  
 
PBa also led a discussion on the SW Corporate Dashboard. The CAP welcomed the 
detail however wondered whether the dashboard was the correct reporting tool for 
the CAP. This will be kept in mind over the next few meetings. 
 
5. Priorities and Promises 
 
The CAP noted the paper on the EMT and senior management ownership around the 
Priorities and Promises.  
 
6. EMT Members – AMP Progress Update 
 
RP explained what SW had achieved in AMP5, building up its in-house ability around 
construction and engineering. In the Capital Delivery team, SW has gone from having 
26 members of staff to having 80 members of staff and in Asset Management from 
having 30 members of staff to 180 members of staff. There are now also over 130 
engineers in the directorate, building SW capability to manage the process in AMP6.  
 
Further recruitment is taking place but the construction industry at present is a highly 
competitive market. SW is competing for talent against major infrastructure projects 
like HS2, Crossrail and Gatwick Airport. The main challenges are around the 
recruitment of senior and bespoke roles.  
 



 

 

Partnership working is still important but SW is now selecting partners who 
demonstrate that they share its values around H&S and the customer. The Strategic 
Solutions Partner (the SSP) also provides SW with access to a global skills base. 
The company recognises that it has a skills gap but is addressing the issue.  
 
7. SIM Performance and Customers First Programme 
 
SS outlined her 5 year plan to improve operational performance across the business. 
The overall strategy includes transforming the business into one which is customer-
led. It also includes a number of objectives designed to improve SIM score moving 
forward.  
 
The framework for developing the customer strategy had been tested and SS 
highlighted that the issue of trust had been identified by staff as what they believed 
should be the key theme - the North Star (the guiding light in the relationship 
between the business and its customers). The strategy will now be tested with 
customers.  
 
On SIM performance SS advised the CAP on current score. Companies are given 30 
hours’ notice that the quantitative surveys are being conducted.  
 
The CAP welcomed the update and the Chair suggested that the CAP’s focus should 
be on the transformational piece which should be discussed at a future meeting.  
 
8. Customer Engagement 

 
8.1 Customer Insight 

 
The customer insight plan outlined SW’s strategy to fundamentally change the way it 
engages with its customers and stakeholders around the delivery of the business 
plan.  
 
As well as the establishment of the CAP, SW intends to improve customers’ and 
stakeholders’ input into the delivery of the plan by being more active in local 
communities, spending more time talking directly to customers and stakeholders, and 
by publishing information on how well SW is performing in each of the counties it 
serves. 
 
The CAP encouraged SW to be more innovative and make better use of technology, 
particularly in its use of social media, highlighting the benefits it can bring for 
community engagement. It was also important for SW to allow its social media 
function to evolve and ensure it was tool for engagement and not just for 
broadcasting.  
 
The CAP supported the programme in principle and would ask for feedback from 
CAP members unable to attend today’s meeting.     

 
8.2 Customer Promises: Pilot Research  

 
SW agreed to conduct regular surveys around five of the Promises. The pilot 
research programme was the first phase of this programme.  
 
The CAP felt the survey covered a strange combination of issues, was too long and 
that the questions were too simplistic. It also felt that a postal survey was an old 
fashioned approach.  



 

 

 
The objective of the surveys is to monitor behavioural change, which the CAP 
acknowledged is difficult to achieve. However, the CAP advised that educational 
measurements need to be distinguished from general measurements.  
 
The CAP was very keen to be confident that these surveys produced robust 
measures of the company’s delivery against the relevant Promises and requested 
further conversations before the survey goes live. As the final analysis would not be 
available by the next CAP meeting, SW agreed to arrange a conference call to allow 
the CAP to review the pilot survey results.  

 
8.3 Social Tariff Update 

 
Previously, the CCG had insight into the development of the social tariff and the CAP 
was given an update on its progress and the additional customer research work SW 
had commissioned.  
 
The social tariff is funded by a cross subsidy based on the ACTS (average cost to 
serve). The CAP Chair noted that the PR14 research had provided more useful 
results as it demonstrated that customers understood that they would pay in one way 
or another – if not by supporting a social tariff introduction, then by having to fund 
bad debt. The key purpose of the social tariff was to ease people back into paying 
something towards their bills.  
 
SS suggested a future meeting could discuss the detail of the cross subsidy as well 
as some analysis of the 1500 customers accepted on to the initial Essentials Tariff.  
 
SW agreed to bring the social tariff work back to the CAP.  
 
9. Update on Bathing Water Enhancement Programme 
 
The paper introduced the CAP to the Bathing Waters Enhancement Programme and 
noted the three particular measurements SW had to consider in its work, these being: 
 

1. the continued maintenance of the existing 54 beaches in the SW Region that 
are already rated as excellent;  

2. that SW had to deliver a further seven beaches to excellent standard by the 
end of March 2020, and;  

3. that whilst working towards the delivery of the further seven beaches,  SW 
had to protect customers from cost uncertainties in line with the ODI. (If the 
costs end up being lower than expected, SW has to return this money to 
customers).   

 
AH advised that, at present, the remaining beaches (that is to say those not included 
in the 54 already designated as excellent) have been quantified, but none has been 
named as it is important to ensure that, in the first instance, the selection of the final 
seven is acceptable to customers. The CAP agreed, adding that as well as having 
the reasoning as to why the final seven were selected, it would also find it useful to 
understand why other beaches may have been designated as being too complicated 
this time round. AH agreed to return to this issue but highlighted to the CAP that the 
cause of failure at key locations can often be dependent on seasonal population 
trends.  
 
The CAP also questioned whether there might be any differences between the 
selection of sand or shingle beaches. AH advised that this might not necessarily be 



 

 

the correct correlation. The amenity value of the beach, eg to windsurfers or sailors, 
might be more useful in understanding the analysis.   
 
AH also advised that there was a need to factor in a longer term approach and that 
SW was examining whether or not to carry out more complex investigations for the 
next AMP.  AH would bring this back to the CAP at a later date.  
 
The CCG had been aware of the sensitivity around the Bathing Waters Enhancement 
Programme and AH explained to the CAP that Ofwat’s reluctance to allow funding for 
the enhancement programme was because it was allowing customers to pay for a 
programme which went beyond SWs statutory duties. The onus was therefore on SW 
to ensure it proved worthwhile and value for money to customers – which is why 
Ofwat involved the CAP in the process.  
 
The CAP welcomed the work and looked forward to future updates on the 
programme.  
 
10. CAP Reporting  
 
The CAP was mindful of its own responsibilities around reporting and that it should 
remain open and transparent in its work. As a starting point, members were keen that 
the CAP made reference to its Terms of Reference and remained faithful to what the 
SW Board had asked of it.  
 
It agreed to review the ToR, and its own minutes and Action Points after its first 
report in March 2016. In the meantime it would seek to see what the Company 
planned to do around its own reporting of the delivery of the priorities and promises.  
 
RC also suggested that the Advice Note Process, used by the CCG, would be a 
useful way to demonstrate the CAP’s impact on Board thinking and decisions with 
regard to the priorities and promises.  
 
The Chair agreed and asked that the CCG Advice Notes be circulated to the CAP. 
The Chair also requested that the CAP think about the audience for its report.  
 

 
 
 
 
 
 

 

 

 

 

  


