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Present: Anna Bradley (Chair) Jacob Tompkins 

 Philip Belden  George Seligman 

 Philip Cullum (by phone)  

   

In Attendance: Matthew Wright  Simon Oates  

 Mark Nolan  Chris Braham (Item 3) 

 Hala Osman (Item 3) Penny Hodge (Item 4) 

   

 Karen Gibbs (CCW)  

   

 
1. Welcome, apologies for absence and declarations of conflicts of interest  
 
The Chair welcomed everyone to the meeting and, in particular, Robert Jennings, the 
Chairman of the Board of Southern Water, who was attending the meeting for the 
first time. The Chair also welcomed Karen Gibbs from the Consumer Council for 
Water who was also attending for the first time as an observer to the CAP and who 
would discuss the role of CCW and Southern Water later in the meeting.   
 
Apologies were received from Ana Christie, Rupert Clubb, Steve Hare and Rachel 
Onikosi.  
 
There were no declarations of any conflicts of interest.  
 
2. Approval of minutes of previous meeting 
 
It was noted that the CCW training dates had not been circulated and that Action 8 
had not been completed. Karen Gibbs advised that the CCW training dates had not 
yet been set and Simon Oates agreed to bring Action 8 back to a subsequent 
meeting.  
 
Otherwise, the minutes were approved.  

 
3. Approach to customer research and engagement for PR19 
 
Simon Oates introduced this item and also introduced the CAP to Breathe Research, 
the consultants who had been tasked with the first phase of the PR19 research, 
exploring the need for a new 25 year Strategic Statement.   
 
This item was designed as a working discussion with the CAP to allow the CAP to 
provide its thoughts on the research proposal as currently developed between 
Southern Water and Breathe.  
 



The Chair outlined the CAP’s three objectives for the discussion: 
 

1. To gain a clearer understanding of the Breathe proposal;  
2. To consider how the proposal could be adjusted, if necessary, to be most 

effective for the purposes of gaining optimum customer input into PR19; and,  
3. To identify any gaps or if there were any other considerations for Southern 

Water to take into account in the strategic research programme for PR19.  
 
The CAP emphasised the importance of starting with what customers want. Breathe 
agreed, noting that they always start their research from the perspective of the 
consumer.  
 
Breathe’s proposal is in three stages, summarised as: 
 

1. The capture of customers’ thoughts and feelings through the use of an “App”. 
2. Depth interviews and discussion groups with App users. 
3. A quantitative research exercise to rank and prioritise key customers themes. 

 
The CAP welcomed the opportunity to engage with Breathe on its proposals. In 
general there was support for the phased approach, and in particular the use of an 
App which, it was felt, demonstrated innovation by Southern Water in its research 
programme.   
 
The CAP did however challenge both Breathe and Southern Water to consider at this 
early stage customers both as consumers and citizens. Customers pay for more than 
the services they directly receive - they also pay for cleaner beaches and rivers. 
Therefore the ‘citizenship test’ associated with water and sewerage services is an 
important issue within the price review. The CAP strongly believed that the idea of 
citizenship around water should be introduced into the process at a much earlier 
stage then currently envisaged. There was also considerable discussion about the 
App and how it would be applied to the programme, particularly with regard to the 
‘pleasure/pain’ model advocated by Breathe.  
 
Breathe advised that the use of the App encouraged users to consider the services 
Southern Water provides in the course of their daily lives, both in a positive and 
negative way. The CAP pushed, however, to ensure that within the ‘pleasure/pain’ 
model it was still possible to ensure a balance between the direct service people are 
paying for on the one hand, and, the wider responsibilities of the water industry on 
the other. 
 
The wider issue for the CAP therefore was how the App would capture the wider 
citizenship concerns as well as the narrow customer concerns and so address the full 
set of strategic issues to which Southern Water contributes.  
 
Breathe advised that the App is very much consumer lead and whilst it 
acknowledged that the current strategy did not include the wider citizenship tests 
these would be brought in during the qualitative discussions and in future 
engagement. Breathe suggested a daily ‘stimulus’ as a way to keep participants 
involved and to help them to think about the issues. 
 
The CAP pressed for the wider issues to be included from the beginning of the 
process and Southern Water and Breathe acknowledged the CAP’s desire to bring 
the citizenship issue in at a much earlier stage.  
 



The CAP also discussed the different stages of research and the different techniques 
used to capture customers thoughts. The CAP thought that the issue of ‘customers of 
the future’ was perhaps also missing at this stage. As a final thought, the CAP 
encouraged Southern Water to consider the relationship between staff and 
customers and how this could be used for better solution development and it was 
noted that terminology and language used was also important.  
 
Simon Oates agreed to consider how to involve staff in the discussions.  
 
Southern Water welcomed the feedback and expanded upon what this particular 
stage of the research programme was about – that is to discover what customers 
believe should be the broad strategic priorities of Southern Water for the next 25 
years. Inputs will therefore be varied and as well as including the App and other 
customer research work it will also include wider policy issues such as government 
and regulatory consultations and decisions, and for this particular review, the impact 
that Brexit may have on the industry.  
 
The CAP also noted the importance of measuring the results and was unconvinced 
by the use of customers expressed ‘passion’, as mentioned by Breathe, as an 
appropriate measure.  
 
The CAP noted that with regard to its own report to Ofwat it had a direct interest in 
how the results of phase one were fed into phase two – thereby reintroducing the 
‘golden thread’, emphasised by the CCG during PR14. The CAP felt the narrative 
that linked all the stages of the process needed to be developed. CAP members also 
raised a question about the value of the quantitative phase for the 25 year strategy. 
CAP members were therefore invited to be observers at focus groups meetings and it 
was also agreed to share the App with the CAP.  
 
The CAP advised that the exercise should start with a ‘blank sheet’ identifying what 
customers see as their future priorities. This should not be an exercise in customers 
checking if the currently identified priorities are the right ones.  
 
Overall, the CAP supported the approach, understanding that this was the first wave 
of research and that it was about wider long-term, strategic objectives. They advised 
that the citizenship issues should be included much earlier in the process, the 
narrative through the stages needed developing and that stock should be taken as 
each stage was completed. 
 
4. Stakeholder Engagement - update 
 
The CAP was provided with an update on the current engagement with stakeholders 
following on from its last detailed update in April.  
 
Since the last meeting Southern Water had undertaken work with some stakeholder 
engagement specialists to undertake a benchmarking exercise. The exercise 
provided 47 recommendations, many of which had already been identified by 
Southern Water. Therefore the report both identified some new actions whilst also 
providing some reassurance that the new approach to stakeholder engagement was 
appropriate.  
 
The CAP noted the priority areas for the immediate future and the feedback received 
from stakeholders providing support for the new approach.  
 



The CAP was supportive of the work, finding the approach refreshing - particularly for 
those CAP members who used to be Southern Water stakeholders. The new way in 
which Southern Water was engaging with its stakeholders was very much welcomed.  
 
The CAP’s main challenge now was to encourage Southern Water to consider how it 
measures the success of the stakeholder engagement programme and to ask how 
Southern Water plans to synthesise the outputs from all the various stakeholder 
engagement work to identify a set of themes and issues which stakeholders have 
raised. These can then be shared with the CAP, the Board and Ofwat as part of the 
evidence base identifying the strategic priorities for the next business plan.   
 
Southern Water welcomed the feedback, understood the point made and agreed to 
report back on this issue in due course.  
 
5. CCW introduction and thoughts on Southern Water  
 
Karen Gibbs was introduced to the CAP. Karen introduced the statutory role of the 
Consumer Council for Water and the latest, unpublished, CCW report, on customer 
complaints and how Southern Water had performed.   
 
Whilst the performance was disappointing, and it was noted that the results were 
reflective of discussions which had taken place at previous CAP meetings, it was 
also noted that the report covered the last financial year and that the results do not 
reflect the recent improvement in Southern Water’s position in the SIM performance 
league table. Southern Water also pointed out that there had been a change in the 
trend in complaints since November which isn’t shown in the CCW report as a result 
of the period of the report. 
 
A particular issue which was of interest to the CAP was CCW’s on-going work on a 
strategy for customers still billed on rateable value based charges. These were 
customers who couldn’t be metered and had faced considerable bill changes when 
being transferred to the assessed method of charging. The CAP asked to be included 
in further discussion in this area and, in particular, around the customers who were 
proving to be difficult to contact. This issue was of particular importance to the CAP 
with regard to the Affordable Bills priority and in particular the customer promise 
aimed at Southern Water supporting customers in genuine financial hardship.  
 
Southern Water asked about the issue of ‘trust’ identified in the CCW report. This is 
of particular importance to the Board and it was disappointing to see low levels 
reported. CCW believes this is reflective of the issues Southern Water has with 
complaints.  
 
The CAP noted the provisional findings and the Southern Water response and looked 
forward with interest to future independent reporting in this area.  
 
6. Chair update 
 
The Chair had attended three particular meetings of importance to the CAP: 
 

1. An Ofwat meeting on benchmarking; 
2. An Ofwat / CCG Chairs’ meeting on engagement; and, 
3. A review of residential competition (also attend by the CEO).  

 



A new industry benchmarking website has been launched: www.discoverwater.co.uk. 
Water UK believes that the key audience is the customer, however CCG Chairs took 
the view that the key audience is interested stakeholders, such as CCGs.  
 
The CCGs present at the meeting felt it was helpful and it was agreed to send the 
link round to CAP members to view and comment back on. Southern Water were 
asked to bring a report back to the CAP looking at how they compare against this 
new benchmarking data.  
 
The Ofwat engagement day focused around encouraging behavioural change. The 
Chair reported that she had concluded that procurement of the right sort of work will 
be a challenge for companies who have only recently begun to get involved in this 
kind of work. It was suggested that the solution might be to commission smaller 
pieces of work and review and refresh the approach as an when necessary.  
 
Finally, at the review of residential competition, the main concern raised from CCG 
Chairs was around the social tariff. A lack of vertical integration between retailers and 
wholesalers was also raised as a concern that might cause problems for customers 
who experienced difficulties with service delivery.  
 
The final issue of note was that Ofwat have again requested that CCG Reports be 
submitted to Ofwat at the same time as company business plans. This is the same 
requirement as for PR14. Most CCG Chairs have objected to this, but the CAP Chair 
had expressed a different view, on the basis that simultaneous submission means 
the Company Board have had sight of all the CAP comments before they submit their 
final plan to Ofwat. The CAP agreed with this approach.  
 
7. CEO update 

 
The CEO noted firstly, in reference to the CCW report previously discussed, that the 
latest quarterly SIM survey showed movement by Southern Water up the league 
table to 12th position (from 18th position previously). The results were encouraging for 
everyone owing to the huge amount of effort that had been put in by staff across the 
business.  
 
On the dashboard it was noted that there were more flooding incidents than had 
been expected, but Southern Water assured the CAP that it was being taken very 
seriously. A new ‘Flooding Programme’ had been devised and it would be brought to 
the CAP for discussion.  
 
Bathing Water figures were currently disappointingly sitting at red. The CAP advised 
Southern Water of experts working at Bangor University, who specialised in weather 
predictions, who might be able to help reduce the apparent unpredictability which 
seems to be causing the problem.  
 
The CEO also advised that they were now pushing for greater momentum in the 
Capital Programme.  
 
Finally, with regard to internal flooding, it was noted that the CAP was due an update 
on the FOG campaign and that it would like to see within this if there was any 
evidence of behavioural change. This would be brought to the next meeting.  
 
The CAP thanked the CEO for his update.  

 
 

http://www.discoverwater.co.uk/


8. Performance Dashboard 
 

This had been covered throughout the day’s discussion.  
 

 
 

ACTION LIST 

1. Citizenship issue to be brought into discussions with 
customers at an earlier stage of strategic statement 
research.  

Kevin Wightman  

2. Southern Water to consider customers of the future 
and how staff can be involved in solution development.  

Simon Oates 

3. CAP members to be able to experience the App. Mark Nolan / Hala 
Osman 

4. CAP to be included in future discussions around 
customers changing to assessed charges re: UMP. 

Simon Oates 
 

5. Flooding Programme to be brought to CAP for 
discussion.  

Simon Oates 

6. FOG campaign update – to next meeting. Simon Oates 

7. Reporting to customer and stakeholders – how to 
identify what topics matter to customers and what they 
want to hear more about – Southern Water to consider 
approach and discuss with CAP. 

Penny Hodge  

 
 

 
 
 

 


