
 

 

SOUTHERN WATER CUSTOMER ADVISORY PANEL 
 

 
1 December 2015, 1000 – 1600  
 
Southern House, Durrington   
 
Minutes  
 

 

Present: Anna Bradley (Chair) Steve Hare  

 Jacob Tompkins  Philip Cullum   

   

In Attendance: Matthew Wright (CEO) Simon Oates 

 Paul Kent (Items 5 & 6) Simon Parker (Items 5 & 6) 

 Ben Earl (Item 7) Kevin Wightman  
(Items 8, 9 &10) 

 Kathryn Rathouse 
(Consultant)(Item 9) 

Mark Nolan 

 
1. Welcome, apologies for absence and declarations of conflicts of interest  
 
Apologies were received from Phil Belden, Ana Christie, Rupert Clubb, Brendan 
McGowan and Rachel Onikosi.  
 
There were no declarations of interest.  
 
2. Approval of minutes of the previous meeting and matters arising  
 
The minutes were agreed.  
 
3. Chair update  
 
The Chair provided an update on recent meetings she had attended including the 
Southern Water Board in November to discuss the CAP’s progress throughout 2015. 
The Chair also advised that there is the potential for a new member, which would 
complete the CAP membership, and that the CAP would be updated in due course.  
 
4. CEO Update  

 
MW updated the CAP on recent industry developments and company activity.  
 
He advised that the Government recently announced its intention to introduce 
household competition by the end of the current Parliament. The announcement was 
unexpected by the industry and was made by the Treasury. There was a view that it 
would have been useful for the industry to be aware of the Government’s intention 
whilst designing the infrastructure for non-household market, as this would not 
necessarily be fit for purpose for the household market. Ofwat is due to publish a 
consultation on the issue and subject to the completion of the costs/benefits analysis 
work, the expectation is that household competition may be introduced in April 2020. 
 
As the business plan had already been signed off, CAP members enquired as to how 
the programme would be funded during the AMP and what, if any at this early stage, 
strategic options SW was considering as a result of the announcement.  



 

 

 
MW confirmed that there was no provision for funding for the introduction of 
household competition in AMP6. Like all incumbents, SW could choose to exit the 
retail market, but as most of its promises to customers are made around the 
wholesale side of the business it would be unlikely that other companies alone would 
become SW’s primary customers. MW did not believe that incumbents could become 
primarily infrastructure companies without regard to the customers who use the 
service provided. Customers who use the service will remain SW’s focus. MW 
strongly believed all companies, retailers and wholesalers, must ensure that the 
customer still drives decision making within the respective businesses. 
 
MW also reported on recent meetings he and other CEO’s had had with the new 
Minister responsible for the water industry, Rory Stewart MP. The Minister wants to 
encourage longer term planning in the industry and SW is of a similar opinion and is 
supportive of this ambition.  
 
CCW is broadening its remit and expanding into broader policy issues beyond pricing 
and billing. CCW and SW continue to have monthly meetings and SW remains 
supportive of CCW’s work and how it can spread best practice across the industry.  
 
With regard to Company performance, MW highlighted the strong areas of 
performance since the last meeting and also the areas which remained challenging, 
notably around SIM. Performance in the wholesale business is good, however the 
main area of operational concern remains around serious pollution incidents. Overall 
performance remains strong. SW remains an industry leader in the water-side of the 
business and is a much improved performer in the wastewater-side.  
 
5. Introduction to Wholesale Service Customer Outcomes and Promises: 

Removing Wastewater Effectively  
 
Simon Oates introduced the paper. 
 
The paper was the second of a series of three papers, which provided the CAP with 
an introduction to the wholesale services outcomes, designed to increase the CAP’s 
understanding of the wholesale promises. The paper also outlined the various 
regulatory obligations placed upon the wholesale business and noted that the 
delivery of 15 of the 26 customer promises were the responsibility of the wholesale 
business.  
 
The CAP welcomed the paper and, as with the previous paper at the last meeting, in 
it also noted the style and design of the paper and how it provided detailed 
information to the CAP in a straightforward manner.   
 
In discussion, the CAP noted, in respect of blockages, the Company’s admission that 
there were still knowledge gaps to be filled. The CAP enquired as to how SW 
intended to fill the gaps.  
 
PK pointed out that blockages can occur for a variety of reasons and for differing 
reasons across the network. The challenge is how to try to predict where blockages 
might occur. SP advised that the strategy was to target four or five specific areas. 
SW would identify high-risk areas and carry out data analysis. Other traditional 
methods would also go ahead, like the annual £2.5m ‘jetting’ programme. SW was 
also targeting the quality of the work and challenging contractors where it didn’t 
believe the work was of sufficient quality.  
 



 

 

The CAP noted the work being planned and the strategy in place to see gradual 
changes and a reduction in the number of blockages in the network.   
 
The CAP was particularly interested in the issue of wet wipes and how they had 
added to blockages in the network. There had been little direct engagement with 
manufacturers but an industry group has now been established by Water UK to work 
with and influence the wet wipes manufacturers. The wipes are ‘flushable’, according 
to the manufacturers’ claim, but the unintended consequences of how they cause 
blockages in the network is unknown to the wider public and only if both industries 
work together can the issue be sufficiently addressed. JT also suggested that the 
Environmental Liability Directive could be used to point out the environmental liability 
of the issue.    
 
SW does, however, have a number of options at its disposal to improve the situation 
including customer education programmes, but it can also opt for prosecution if it 
believes a case has merit. SW did so in a recent successful prosecution in East 
Grinstead.  
 
The CAP noted the paper and looked forward to further updates on the Removing 
wastewater effectively priority and its respective promises in due course.  
 
6. FOG & Flushables Project  
 
Simon Oates introduced the paper and Simon Parker highlighted some key issues in 
the strategy to demonstrate the full impact that FOG and non-flushables have on the 
network. The project aligns to the customer promise around the percentage of 
customers who are aware of the issue of blocked drains and to see an annual 
reduction in the number of blockages in the SW network. To achieve this, SW is 
investing £1.4m over the course of the AMP to create a dedicated field team, focused 
on engaging with customers on this particular issue.    
 
SP advised the CAP that SW intended to analyse the data to discover what range of 
interventions work best and, in particular, what helps in changing customer 
behaviour. SW also recognised that partnership working will be important in both the 
design and reinforcement of programmes to ensure delivery. For example, in working 
to improve oil recycling, SW is working closely with food establishments. SW is 
exploring options to offer a ‘fat trap’ service on an on-going basis. The SW 
Communications Team is also looking at ways to work with supermarkets to launch a 
campaign to get the correct messaging across to a wider audience designed to 
discourage the pouring of fat down drains. Local supermarkets are also an obvious 
place for customers to acquire a fat trap.  
 
The CAP welcomed the programme. It was extremely supportive of the Company’s 
ambition to work in partnership and in the opportunity identified to educate 
customers. The CAP also advised that it could prove useful for SW to find out what 
other companies are doing in this area and to see what, if anything, is already 
working elsewhere. SW should also identify the drivers for change. The CAP also 
believed working with younger people would also be useful in the longer term as they 
are instinctively more likely to be environmentally focussed.  
 
MW confirmed that Anglian had published a number of papers on the issue which 
SW consulted. SP also brings previous knowledge in this area from his time at 
Yorkshire Water. SO confirmed that SW had already commissioned research work 
with customers in target areas and launched a pilot project in Littlehampton.  
 



 

 

The CAP cautioned against SW being accused of stigmatizing any particular group of 
customers. SW should ensure the messaging clearly encourages everyone to ‘do 
their bit’.  SO agreed and said that the work would be sensitive to such issues.  
 
Overall, the CAP welcomed the programme and looked forward to further progress 
updates in due course.  
 
7. Water Efficiency  
 
The paper briefed the CAP on the SW Water Efficiency Strategy, outlining what was 
being delivered over the next five years and providing the CAP with a clearer 
understanding of the reporting process against the targets set. The paper also 
outlined the thinking and planning behind the priorities set and the partnerships which 
were already underway or in development.  
 
Similarly to the work on FOG and non-flushables, the CAP advised that SW had to 
ensure that the strategy engaged with, but didn’t blame, customers. The wider 
population needs to be involved in this type of work. SW agreed.  
 
JT also believed that the SW programme compared well in scale and ambition with 
other companies, a fact which the CAP welcomed.  
 
In promoting the work to customers, the CAP also suggested SW should work to gain 
buy-in from staff across the business. SW should also consider segmentation and 
who it considers to be the target audience in any of the specific projects within the 
plan. The CAP was mindful of previous information that water efficiency was not just 
an environmental issue. SW should also remind customers that water reduction can 
help those with affordability issues.  
 
The CAP noted the paper and remained supportive of this work.  

 
8. Assurance Framework – briefing  
 
The CAP noted the progress made on this work and that Ofwat required SW to 
consult with it in preparing the Framework.  
 
9. Promises survey update  
 
Kevin Wightman introduced Kathryn Rathouse, from KR Social Research, who joined 
the meeting by conference call to discuss the detail of the recent customer surveys 
around the promises.  
 
Kathryn had worked with SW in designing the draft survey. Kathryn was also 
commissioned to conduct a lessons-learned exercise with regard to the pilot. The 
initial findings found that questions had not been effective around two of the promises 
– A service that meets customers’ individual needs and Better information about what 
we do, why we do it and what it costs. The paper outlined to the CAP the work being 
undertaken to make improvements.  
 
KW advised that the lessons-learned exercise would be completed in December and 
shared with the CAP in due course. SW will also carry out another round of cognitive 
testing on the revised questions and improved survey layout in January 2016. SW 
will also complete another survey round in the spring of 2016 in advance of year one 
reporting.   
 



 

 

Having challenged on a number of areas of the surveys at previous meetings, the 
CAP welcomed the revised surveys and the work SW had done to improve the 
results and improve customer feedback.  
 
The CAP continued to challenge around a number of areas including the sample 
size, the survey style, and to consider how best to gain insight into customer 
perceptions of Southern Water. SW agreed, noting further insight into customer 
perceptions would also be useful with regard to the brand identity work.    
 
SW welcomed the comments on the surveys and the CAP noted the changes made. 
The CAP looked forward to receiving further progress updates in due course.  
 
10. Social Tariff update  
 
The CAP was presented with an update on the development of the social tariff which 
included a re-evaluation of the forecast take-up and level of cross-subsidy required to 
fund it. The paper also covered how the recent customer research work had 
incorporated the doubtful debt cross-subsidy and the arguments for and against 
aligning the SW social tariff with those of the main overlapping water only companies 
in the region.   
 
In particular, SW was keen to discuss the case for and against alignment and to get 
the CAPs view.   
 
The CAPs journey on the development of the social tariff was something it inherited 
from its predecessor, the CCG. Some members therefore had a lot of knowledge and 
understanding of the work that SW has invested in to create its social tariff. The CAP 
firmly believed that the SW social tariff was one which met users’ needs but was also 
acceptable to the wider customer base. The Chair noted that in the SW model, SW 
provides more support to fewer people whereas other companies appear to provide 
less support, but to more customers.  
 
Overall, the CAP remained supportive of the SW social tariff and the way in which the 
SW tariff addressed the issue of bad debt. Given the work already done in designing 
and piloting the tariff, the CAP believed SW should keep its own tariff, allow time to 
let the various models develop and then consider if the various tariffs complemented 
each other or if alignment should be considered.  
 
The CAP noted progress and SW welcomed the support.  
 
11.  AOB 
 
None  
 

 

 
 
 
 
 
 
 
 


