
 

 

SOUTHERN WATER CUSTOMER ADVISORY PANEL 
 

 
2 February 2016, 1000 – 1600  
 
Southern House, Durrington   
 
Minutes  
 

 

Present: Anna Bradley (Chair) Steve Hare  

 Jacob Tompkins  Philip Belden   

 George Seligman Rupert Clubb 

 Ana Christie  

   

In Attendance: Matthew Wright (CEO) Simon Oates 

 Hala Osman (Item 8) Alison Hoyle (Items 9 & 10) 

 Mark Field (Item 11) James Seymour (Natural 
England) (Items 1 – 6) 

 Mark Nolan   

   

Observers: Rachel Onikosi (CCW) Rosemary Boot (SW Board) 

 
1. Welcome, apologies for absence and declarations of conflicts of interest  
 
Apologies were received from Brendan McGowan and Philip Belden.  
 
There were no declarations of any conflicts of interest.  
 
2. Approval of minutes of the previous meeting and matters arising  
 
At the last meeting, the CAP discussed the social tariff and the possibility of having to 
align various tariffs in the future and how SW should approach this decision. By way 
of update, RO, on behalf of CCW, believed that there was a shift in opinion towards 
the alignment of the social tariffs across the industry. AB also noted that Ofwat 
appeared to be pushing for further uniformity.  
 
The minutes were agreed.  
 
3. Chair update  
 
The Chair introduced George Seligman, as the new member of the CAP. She also 
welcomed Rosemary Boot and James Seymour to the meeting.  
 
4. CEO Update  

 
MW updated the CAP on recent industry developments and company activity.  
 
Taking the CAP through the dashboard, he pointed out that overall, the Company 
was performing well.  
 
SW was on course to have a water quality score of 99.98%, which would be SW’s 
best performance for a number of years and would confirm their position as a leader 
in the industry.  



 

 

 
MW also advised the CAP of a major loss of supply after an incident on the Isle of 
Sheppey. It was a complicated situation, however SW ensured that the loss did not 
affect the whole island. In discussion, SW advised it held a vulnerable customers list, 
something which was unknown to the CAP. The CAP expressed an interest in 
reviewing this at a later date and the company agreed.   
 
MW also noted that Portsmouth Water had publicly stated its intention to exit the non-
household retail market and confirmed that SW was still considering its strategic 
options.  
 
5. Resilience  
 
The Water Act 2013 placed a new statutory duty on Ofwat around resilience. 
 
Jacob Tompkins recently chaired the Ofwat ‘task and finish’ group (TFG) on 
Resilience and, at the invitation of the Chair, updated the CAP on the TFGs work.  
The TFG was charged with considering what this new duty meant for Ofwat, water 
companies and the sector as a whole. It reported back to Ofwat in early 2016. 
 
The TFG emphasised the importance of understanding that resilience did not just 
mean infrastructure. Its scope is much wider and should include what resilience 
means with regards to skills, money, social infrastructure and in engendering a water 
saving culture. It is also about anticipating trends and sustainability, and protecting 
the environment, now and in the future.   
 
The TFG made ten recommendations to Ofwat, all of which have been accepted. It 
reported last month and will meet again in one year to assess progress.  
 
JT discussed in detail the recommendations which in summary were: 
 

1. Agree a shared definition of resilience for the sector.  
2. Increase public engagement and education.  
3. Ensure clear routes for funding legitimate resilience measures.  
4. Ensure coherent planning for resilience at both a national and regional level.  
5. Establish wastewater, sewerage and drainage plans.  
6. Improve understanding of risk and failure.  
7. Ensure services are resilient under different water sector structures.  
8. Develop benchmarking, standards and metrics.  
9. Ensure existing plans are stress-tested.  
10. Establish a water and wastewater resilience action group.  

 
The final report can be accessed through the Ofwat website at:  
http://www.ofwat.gov.uk/publication/resilience-task-and-finish-group-final-report/  
 
6. Natural England  
 
The Chair introduced the CAP to James Seymour from Natural England.  
 
JS had previously been the NE representative on the SW CCG. He introduced the 
role of NE and how it worked with SW.  
 
JS believed there had been culture change at both SW and NE and that both were 
now working more closely than ever in an open and pro-active manner to achieve 
results. For example, NE and SW recently signed a new partnership agreement 

http://www.ofwat.gov.uk/publication/resilience-task-and-finish-group-final-report/


 

 

around catchment management, which allows SW to work more closely with local 
farmers to take forward its ambition around catchment management. It shows NE 
and SW working towards delivery and is something to be celebrated. Both have 
shifted focus from licenses and directives to what is actually trying to be delivered.  
 
JS also noted that such an arrangement benefits NE in achieving its own duties as 
NE moves towards focussing on commissioning work and also by the simple fact that 
companies, such as SW, have a much greater public profile and can reach a wider 
audience.  
 
JS also advised the CAP that this approach complements the NE approach where it 
wants to work with farmers as an adviser, and not a regulator. It sees itself as 
bringing tools to improve the land and to encourage ‘catchment sensitive farming.’  
 
The CAP welcomed the briefing on the work of NE and in particular its partnership 
working with SW. PB noted that in the past the environmental and privates sectors 
tended to be slow in reaching partnership agreements and that the arrangements 
between NE and SW should be welcomed.  
 
The Chair also noted that catchment management would remain an important issue 
for the CAP, as it was for the CCG.  
 
The CAP welcomed the update, with NE agreeing to come back next year with a 
further update and for the team(s) responsible for the partnership at SW to come to 
discuss with the CAP how the relationship will be operate in practice from the 
company perspective.  
 
7. Water 2020 Draft Response   
 
The paper provided the CAP with an insight into the SW response to Ofwat’s Water 
2020 consultation. This was Ofwat’s first major publication on the future shape of the 
regulatory framework to be applied to the sector beyond 2020.  
 
SO talked the CAP through the paper noting that Ofwat continued to place an 
emphasis on ‘outcomes’ rather than the more traditional ‘outputs’. There was also a 
push for further disaggregation of the wholesale business with the proposed 
introduction of two new price controls. SW intended to respond to the consultation in 
a way which aligned to the Company’s core objectives for PR19 and beyond.  
 
The four main objectives for SW in its response were: 
 

1. To seek out opportunities to support Ofwat and enhance SW’s reputation 
where there is alignment with the SW strategic priorities. eg a focus on 
customer engagement and enhanced roles for CCGs; and stronger incentives 
for upper quartile performance.  

2. To preserve and enhance value in the core monopoly business. 
3. To identify opportunities to increase value as markets open.  
4. To seek to minimise the burden of regulation/ management distraction.  

 
One particular area where SW was noted to be pushing back against Ofwat was in its 
proposals to move to a CPI indexation. SW’s concern, shared with others in the 
industry, is that company debt is linked to RPI, as there is no CPI market. Moreover, 
HM Treasury has confirmed it has no plans to issue CPI-linked debt. SW’s position is 
therefore to seek to maintain RPI linked debt but to support CPI for the purposes of 



 

 

billing and advised the CAP that a change could result in a bill pressure of at least 
£10. 
 
The Chair noted the impact on customers but cautioned against the CAP overlapping 
with work which is for the SW Board. However, there was agreement that the CAP 
should continue to bear this issue in mind going forward and that future discussions 
should consider more explicitly the consequences for customers, which would be 
more relevant to the CAP.  
 
The CAP was supportive of the SW response but it was agreed that a more detailed 
discussion on the specific role of CCGs in PR19, as proposed in the Water 2020 
consultation paper, would be helpful and would come to the next meeting in April.  

 
8. Customer Insight Strategy  
 
The CAP were introduced to Hala Osman, the new insight Strategy Adviser, who 
would be leading on the insight strategy for both the delivery of the 2015-2020 
business plan, and in particular the promises surveys, as well as the insight work 
around PR19.  
 
The CAP was asked to note the SW approach to developing an insight strategy for 
AMP6 and to provide feedback on the draft Customer Insight Principles.  
 
Of particular importance to the CAP was the proposal for greater partnership 
working. SW has appointed an insight partner to share its knowledge and expert 
learning. Part of the work would be to establish current perceptions of SW and the 
quality of its customer insight. CAP members would be able to be involved and 
details would be circulated after the meeting.  
 
At this early stage, the focus was on creating a partner to deliver, however SW would 
come back with more detail on what this meant, and what the partner would be 
involved in delivering. As it develops, the work will link to the SW brand values and it 
is hoped will gain broader insight into customers and their wider concerns, not just as 
customers, but as citizens.  
 
The CAP welcomed the plans and the opportunity to participate in the discussion and 
SW agreed to bring an update to the next meeting.  
 
9. Bathing Water Enhancement Programme  
 
Alison Hoyle introduced the paper which focused on the strategic aspects of the 
bathing water programme and the approach to customer engagement work 
associated with the Bathing Water Enhancement Programme. The CAP was invited 
to comment in advance of more detailed proposals being brought forward.    
 
In discussion, AH confirmed that a 3 year programme was achievable and that 
bathing waters are defined by the way they are each regulated and monitored.  
 
MW also highlighted some of the challenges and quirks which companies can face. 
For example, Walpole Bay failed owing to seaweed which had washed up on the 
chalk reef. As the reef was a designated habitat, it cannot be touched, but the 
seaweed, in turn, causes the beach to fail the necessary compliance tests for bathing 
waters.  
 



 

 

There were also challenges around recognising the wider amenity and regional 
economic value of some beaches as well as the fact that not all users were 
necessarily SW customers. The CAP therefore emphasised the importance of 
segmentation in the engagement work.  
 
The CAP noted the work and looked forward to a more detailed report in due course.  
 
10. A constant supply of high quality drinking water  
 
The paper introduced the CAP to the work being done under this priority.  
 
The CAP noted how well SW performed in this area and how well the Company 
compared against others in the sector.  
 
As noted elsewhere, in previous years, the industry focused on the management and 
monitoring of ‘outputs.’ However, the move towards ‘outcome’ based regulation for 
2015-2020 allows for greater flexibility in the mix of activities associated with meeting 
customer priorities.   
 
The CAP noted the detailed work and looked forward to further progress updates in 
due course.  
 
11.  Responsive Customer Service 
 
Mark Field joined the meeting.  
 
MF provided a summary, highlighting the work going on in this area and 
acknowledging the challenges SW still faced. In particular, SW was moving towards 
a more proactive relationship with its customers, contacting them in advance of any 
problems. Shrinkage in volume of the in-bound contact should allow SW to invest 
more in a digital strategy and other innovations.  
 
The SW improvement plan will focus on four main areas: 
 

1. Billing complaints: re-engineering the ‘meter to cash’ process to create a 
customer led model to remove sensitivity around bill ‘shocks’ and payment 
scheme variances.  

2. Contact reduction: Embedding service improvements at Capita to ensure a 
responsive contact model.  

3. Digital strategy: developing a digital service and channel shift plan to provide 
customers with choice and self-service options.  

4. Customer Charter: Developing a clear charter coupled with an internal culture 
programme to place emphasis on driving the right behaviours and ensuring 
changes are embedded across the business.  

 
The CAP welcomed and supported the plan, advising that the best judge of its 
success, would, of course, be customers themselves, which in turn reverts back to 
the insight work – emphasising how important it is.  
 
The CAP was supportive of the plan which focused on what customers want and 
looked forward to further updates in due course.  
 
 
 
 



 

 

12. Communications Brand Development  
 
The CAP was provided with a brief update on the brand audit in advance of the final 
report which would be brought to the CAP in April.  
 
The CAP noted the work to date and looked forward to more detailed discussion at 
its next meeting. 

 
13. AOB 
 
None 
 

 
 

 
 
 
 
 
 


