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Southern House, Durrington, West Sussex 
 
Minutes and Action Summary  
 

 

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

 Philip Belden (PB) Rupert Clubb (RC) 

 George Seligman (GS) Ana Christie (AC) 

 Philip Cullum (by phone)  

   

In Attendance: Matthew Wright (MW) Simon Oates (SO) 

 Mark Nolan (MN) Chris Braham (CB)(Item 6) 

 Kevin Wightman (Item 7 & 8) Paul Kent (Item 10) 

 Paul Graham (PG)(Item 3)  

   

 
1. Welcome, apologies for absence and declarations of conflicts of interest  
 
The Chair welcomed everyone to the meeting. There were no declarations of any 
conflicts of interest. Apologies were received from Jacob Tompkins and Rachel 
Onikosi.  
 
The CAP noted the changed order to the agenda.  
 
2. Approval of minutes of previous meeting 
 
The minutes were approved.  

 
3. Company response to Ofwat Vulnerability focus report 
 
Paul Graham reported on the Ofwat report. Vulnerability is complex, and 
understanding is evolving. Ofwat want the industry to move away from the concept of 
“vulnerable customer”, towards terms like “customers in circumstances that make 
them vulnerable”. Southern Water supports this approach.  
 
SW were looking at the approaches of Wessex Water and Yorkshire Water. PC also 
noted that from the energy perspective there is no ‘best practise’ identified but that 
British Gas is a good example to follow of a business on a journey and of driving 
change in this area. It was noted that Barclays is also ahead of energy companies. 
 
The CAP noted SW’s ambition to be a leader in this area, supporting vulnerable 
customers, and its plans to recruit further senior staff to own and lead in this area 
within the business. The CAP advised that the company needed to have a clear 
sense of what being an industry leader in this area would mean – how success would 
be measured. 
 
The CAP encouraged partnership working in this area. SH noted that from the 
experience of Age UK, a multi-agency approach is usually the most successful in 
helping the customers who need it most. The CAP also noted that often the task is in 



helping people to come forward and ask for help and that this is something often 
achieved through partnership working. SW agree and confirmed that their approach 
is support all customers to be able to contribute something towards their bill.  
 
Overall, the CAP supported this work, noted Southern Water’s approach in this area 
and looked forward to further updates, including further consideration of the new 
definition and how an expansion of competition might impact vulnerable customers.  
 
For its part, the CAP agreed to revise its Terms of Reference to include a role in 
monitoring progress in this area of work and to recruit a new CAP member with 
experience in debt management/ money advice.  
 
 
4. Headlines from Ofwat’s Water 2020 decision document 
 
The CAP were informed of the latest Ofwat publication which builds on the proposals 
presented in the December consultation document and in subsequent stakeholder 
briefings.  There were few surprises in Ofwat's final decisions representing a positive 
step forward in Ofwat’s engagement with companies and their willingness to keep 
companies informed. 
 
With regard to the CCG’s involvement in PR19 it was noted that the role is to be 
largely similar to that of the PR14 CCG role as interpreted by Southern Water’s CCG, 
but with a new emphasis on transparency of the CCG’s themselves – something 
which both SW and the CAP encouraged and welcome.  
 
The CAP also welcomed the proposed new and broader approach to willingness to 
pay research (WtP) which was to be more deliberative in its approach and also 
include focus group work.  
 
The CAP also noted Ofwat’s decision to part move from RPI to CPI but remained of 
the opinion that this was a matter for the Board.  
 
There was also a brief discussion on Ofwat’s proposals for further competition in the 
industry and how there were concerns, across the industry, on how this could lead to 
the fragmentation of the wholesale business. The Chair suggested that if the 
Company felt sufficiently strongly about the issue, the CAP could consider the impact 
this could have on customers at a future meeting.  
 
Otherwise, the paper was noted.   
 
5. PR19 readiness (including the role of CCGs) 
 
The paper provided what would now be a regular update on key dates and 
milestones in the PR19 programme.  
 
Whilst largely in keeping with the last price review, the Chair raised the point that 
Ofwat had ‘raised the bar’ with regard to customer research and that the nature and 
scope of the research would have to be even more extensive than last time. SW 
agreed and confirmed that it wanted to take engagement with its customers to the 
‘next level.’ MW advised that SW wanted a broader understanding of the nature of 
SW’s involvement in its customers’ lives.  
 
The CAP Chair raised concerns about the way the specification for the research for 
PR19 had been drafted and noted that the tender process would be key to how the 



research was ultimately conducted. In particular, the specification assumes that this 
research will test the current strategic priorities rather than having a more open 
conversation with customers in a more deliberative mode about what the priorities 
need to be. It was agreed to keep the Chair, on behalf of the CAP, included in 
discussions with regard to tendering the process in the interests of setting this 
research off on the right foot, since it will set the tone for the whole of PR19.  
     
The CAP agreed the new Terms of Reference which would now go to the Board for 
approval. The Chair would attend the next SW Board to discuss in advance of the 
Board taking a decision.  

 
6. PR19 benchmarking for CCGs 
 
The Water 2020 consultation recognised the need for balance between being able to 
reflect local requirements and the benefit of comparability. Ofwat want companies to 
be able to innovate and ensure plans reflect issues specific to the company or region. 
On the other hand, some comparability provides customers and CCGs with more 
information with which to challenge companies to set stretching performance 
commitments or opt for a lower cost but a less stretching option. 
 
The recent Water 2020 decision document confirmed Ofwat’s intention to increase 
the use of comparative information, to better inform customers and enable CCGs to 
provide a more powerful challenge. They recognised the importance of the data 
being comparable across companies. 
 
The CAP and SW had strongly supported the idea of benchmarking for CCGs to 
allow a greater degree of insight into how a company was performing. However, the 
CAP and the Chair in meeting with Ofwat, has continued to advocate the view that 
the benchmarking must be useful to CCGs and what they want to know about – 
prescribed lists from Ofwat, disconnected with issues and customer concerns are not 
helpful. CCGs and the CAP are equally interested in what customers and 
stakeholders think is important, not just what Ofwat thinks is important.  
 
The CAP agreed with the SW option of a customer focussed annual datashare which 
would provide publication of the main KPIs plus some basic analysis and the 
provision of secondary KPIs and normalisation data on the same website, but only as 
data, which would be technical information targeted at companies, stakeholders and 
regulators.  
 
The CAP proposed two more categories of data that would be helpful to CCGs: 
“satisfaction” and “trust”. There could also be greater emphasis on demand 
management, which was something much closer to customer hearts, than asset 
management, which wasn’t necessarily a key customer concern.   
 
The CAP emphasised the importance of publishing the information in a timely 
manner at regular periods. The CAP also made the point that it would require robust 
assurance on the quality of the data.  
 
Finally, the CAP recognised the challenges involved in this process but would, 
through the Chair, continue to encourage Ofwat to carry out its own engagement 
work with customers and stakeholders to determine what comparative data they 
would most like to see.  
 
 
 



7. Southern Water performance 2015/16, annual report and assurance process 
 

Whilst the annual report remains important as a one-stop shop for performance 
reporting for stakeholders, SW are of the strong opinion that it is also important that it 
is accessible to customers, should they choose to access it. Subject to the findings of 
the engagement with customers on their reporting preferences, SW also see the 
annual report as the foundation for the more tailored performance information that it 
wants to provide to customers. 
 
The CAP were reassured by the robust assurance process to be carried out by 
various auditors.  
 
The issue of tax was raised and SW advised that the tax section was deigned to be 
more transparent and clear. The CAP observed that it was absolutely transparent but 
perhaps not very comprehensible. The CAP would like to see the Company develop 
a way of reporting this kind of corporate information which is both transparent and 
easily understood by customers. 
 
8. Southern Water update on reporting to customers and stakeholders 
 
At the last CAP SW set out its proposed approach to understanding customers’ 
preferences with respect to the method, content, and context of business 
performance information. SW were now updating the CAP on how it is delivering this 
work. The delivery reflects SW’s new approach towards customer insight, which 
seeks to use both analysis of operational and other data, in addition to direct 
engagement with customer and stakeholders. 
 
It is in two phases: 
  
Phase 1 of the work has been completed and provides an understanding of current 
behaviours through analysis of existing digital information.  
 
Phase 2 will then add depth to Phase 1 insights by engaging directly with customers 
and testing different content, context and media. This research will be informed by 
the findings from Phase 1 and best practice from other sectors.   
 
SW was now in the process of designing four focus groups to be run in the next three 
weeks. The CAP expressed a desire to be involved in the design process and it was 
agreed to a conference call the following week to discuss in more detail.  
 
9. Draft CAP report 
 
The CAP were broadly content with the copy but critical of the style which they said 
was jargonistic – and needed to be plain English. They also requested some more 
tangible examples of where the CAP has challenged and how SW has responded.  
 
It was agreed to update and circulate a revised copy of the Executive Summary as a 
result.  
 
10. Catchment management – activity for AMP6 

 
In recent years there has been growing recognition of the benefits from integrated 
catchment management (ICM). Support for the approach has been evidenced in 
recent government publications including Defra’s ‘Catchment Based Approach: 



Improving the quality of our water environment’ (published May 2013) and the 25 
year DEFRA Environmental plan (published May 2016). 
 
The CAP therefore requested a discussion on ICM to introduce the concept and what 
it could mean for customers to the CAP. 
 
A key legislative driver for management of the water environment is the EU Water 
Framework Directive. This Directive aims to secure the availability of good quality 
water for sustainable and equitable use. There is a high risk that the continued 
application of traditional “end-of-pipe” engineering solutions will not be capable of 
meeting the Directive requirements on their own.  Therefore, the parallel application 
of integrated catchment management approaches are critical to the long term 
achievement of the Directive. 
 
The paper listed out a number of partnerships Southern Water had formed to 
advance its catchment management plans.  
 
The CAP agreed that it was one of the most significant pieces of work SW was 
carrying out and welcomed the opportunity to discuss further.  
 
The CAP was particularly interested in further information on the work SW was doing 
around farming.  
 
SW agreed to bring six-monthly updates to include case studies and comparators 
with what other companies are doing.  
 
11. Chair update 
 
The Chair had attended a number of external meetings since the CAP last met 
including with the Consumer Council for Water and its views on Social Tariffs, with 
Frontier Economics on benchmarking, at Ofwat CCG Chairs’ meeting, a CCW 
meeting on the WRMP and a Water UK meeting on customer engagement.  
 
CCW had also offered some training for CCG members which would be discussed at 
Item 14. 
 
12. CEO update 

 
MW advised that much of his update had been covered in the day’s discussion, 
however, he drew the CAP’s attention to couple of important updates.  
 
SW had been rated ‘above average’ with regard to the latest EA performance 
reporting.  
 
With regard to customer service performance, it appeared to have turned a corner, 
with 8 months passing since the dramatic downturn in complaints.  
 
Finally, in a recent tour of the United States, the company was offered some 4.5 
times more than what it needed in terms of borrowing, demonstrating the robust 
financial status of the company.  

 
13. Performance Dashboard 

 
This had been covered throughout the day’s discussion.  

 



14. AOB 
 
There were two additional items: 
 

1. The training offered from CCW was designed to help CCG (CAP) members 
and there was agreement that it would be useful if one or two members from 
the CAP could attend. The invitation would be circulated after the meeting.  

2. The Chair had been contacted by Unison about its campaign for a Living 
Wage. SW advised that it did meet the living wage criteria, but not all its 
suppliers did which is why it wasn’t rated ‘green’. Discussions between 
Unison and SW were on-going. The CAP agreed to respond in such terms, 
noting it was a Company matter.  

 

 
APPENDIX 
 

1. PC Cullum to email re: domestic competition and 
vulnerability  

MN 

2. SW responses to further Ofwat consultations on Water 
2020/ PR19 – consider CAP sub-groups to advise  

Nikki Deeley / Kevin 
Wightman  

3. Amend CAP ToR to include Vulnerability  MN 

4. Updated Exec Summary of CAP report to CAP 
members and MW & SO 

MN 

5. Consider how to involve CAP in Terms of Tender for 
customer engagement work 

Hala Osman / Kevin 
Wightman 

6. Benchmarking for CAPs and PR19 – feedback to 
Ofwat 

AB 

7. Performance Reporting, Co Structure and Finance – 
Co to consider how to respond to CAP feedback 

Simon Oates 

8. Reporting to customer and stakeholders – how to 
identify what topics matter to customers and what they 
want to hear more about – SW to consider approach – 
consider call with CAP next week 

Hala Osman / Kevin 
Wightman 

9. Vulnerability – “strive to be leaders”. SW to consider 
what being good on vulnerability looks like – re-think 
and come back to CAP 

Paul Graham / Kevin 
Wightman 

10. Catchment Management – return to CAP in December 
2016 with case studies 

Paul Kent / Alison 
Hoyle 

 
 

 
 
 
 
 
 
 
 
 

 
 
 

 


