
 

 

SOUTHERN WATER CUSTOMER ADVISORY PANEL 
 

 
29 October 2015, 1000 – 1600  
 
Southern House, Falmer  
 
Minutes  
 

 

Present: Anna Bradley (Chair) Steve Hare  

 Brendan McGowan  Rupert Clubb  

 Ana Christie   

   

Observers: Rachel Onikosi (CCW)   

   

In Attendance: Matthew Wright (CEO) Simon Oates 

 Mark Field Alison Hoyle  

 Corinna Allen Penny Hodge 

 Mark Nolan   

   

 
1. Welcome, apologies for absence and declarations of conflicts of interest  
 
Apologies were received from Philip Cullum, Philip Belden and Jacob Tompkins.  
 
2. Approval of minutes of the previous meeting and matters arising  
 
The minutes were agreed.  
 
3. Chair update  
 
The Chair updated the CAP on recent meetings she had attended. The Chair also 
noted that whilst the SWCCG has evolved into the CAP, there is no single name for 
CCG successors. For the purposes of discussing the CCGs and their successors, in 
an industry context, the Chair will continue to refer to CCGs (in line with Ofwat and 
CCW).  
 
At a recent CCW meeting for CCG Chairs, CCW advised that there will be a 
government sponsored independent review of CCW. In the meantime, CCW would 
continue to examine the role of CCGs in AMP6, how they can work in the customer 
and wider citizen interest, and the nature of the role they might play in PR19. CCW 
have also continued to express concerns around CCG Chairs being paid directly by 
Companies but there remains agreement that neither Southern Water nor the CAP 
will engage in the debate.       
 
The Chair also met with the Ofwat CEO, Cathryn Ross. They discussed the potential 
role of CCGs in PR19. Ofwat are unlikely to pursue the “Negotiated Settlement” route 
(where customer groups negotiate price changes with companies on behalf of all 
customers) for PR19 but Ofwat may be more prescriptive in what it asks of CCGs in 
the next price review. Ofwat may also provide more benchmarking data to CCGs 
enabling CCGs to compare companies. Owfat are also considering the relationship 
between themselves and CCGs. The Chair suggested a more direct relationship 
between CCGs and Ofwat than was the case in PR14 may prove more productive.  



 

 

 
 
 
4. CEO Update  

 
MW updated the CAP on recent company activity and on industry developments.  
 
CEO’s were recently invited to an Ofwat Stakeholder meeting which, similarly to the 
CCW meeting for CCG Chairs, discussed customers and how to ensure they have a 
bigger role in PR19. The event also discussed how the industry could make better 
use of markets – Ofwat has a statutory duty to promote competition.  
 
On regulatory developments MW agreed with Ofwat’s position around “Negotiated 
Settlements”. He also highlighted that at present companies are regulated in four 
parts – retail household, retail non-household, wholesale water, wholesale 
wastewater – and Ofwat is considering increasing the number. MW supports an 
integrated business and is not supportive of changes which could have the opposite 
effect. Ofwat will however consult on this and intend to publish a consultation paper 
in December 2015 with a view to presenting their initial thinking on their approach to 
PR19 in May 2016. The Company is supportive of an evolving regulatory model 
which develops incrementally.   
 
Ofwat has also established a working group to consider the creation of an industry-
wide dashboard which would allow customers and stakeholders to compare 
companies. However, the key issue at present is to consider what customers and 
stakeholders would actually like to see on the dashboard.  
 
Johnson Cox, the Ofwat Chair, has also outlined to companies Ofwat’s future 
strategy based around the five headings of: legitimacy; performance; 
communications; pace; and, board leadership.     
 
There was further discussion around deregulation, company mergers, partnership 
working and infrastructure resilience.  
 
It was agreed to bring back papers to the CAP on resilience, legitimacy, and 
partnership working across the region – to be added to the forward plan.  
 
5. Priorities and Promises: six month report 
 
Simon Oates provided a detailed six month update on the delivery of the priorities 
and the promises. This was the first such report to the CAP in AMP6. The CAP 
welcomed the report and opportunity to discuss the delivery of the priorities and 
promises so soon in the AMP.  
 
The CAP welcomed progress being made in helping customers in financial hardship 
and the continued development of the social tariff. The Company advised the CAP 
that it ‘passported’ customers on to the tariff, meaning that where it provides a single 
service to a customer, the respective customer should still qualify for the similar tariff 
with its water only provider. The Company also noted there is currently no appetite 
amongst the companies in the south east of England to harmonise social tariffs. 
However, there is also an acceptance that it could happen. The question would be 
around which model to adopt across the region. The Company would like to bring this 
discussion back to the CAP at a future date. The CAP also noted that a more 
detailed paper on the social tariff would be brought to its next meeting.   
 



 

 

Within A constant supply of high quality drinking water, performance was strong. 
Leakage remains industry leading, current mean zonal compliance is ahead of target, 
discoloration, low water pressure and temporary hose bans are within target. The 
challenge remains around customers’ minutes lost supply. A recent burst in Hastings 
masked strong underlying performance delivered across the region. The incident was 
handled well, but demonstrated how one event can have such a dramatic effect on 
the annual allowance around this particular promise.  
 
The CAP noted that the Removing wastewater effectively priority was a paper for this 
meeting and that Looking after the environment would be discussed in depth at the 
December meeting.  
 
However, the CAP welcomed the update and noted in particular the issue of serious 
pollution incidents and EA classification. Of particular note was the issue of pollution 
incidents and the way in which the Company challenged the EA’s categorisation. MW 
confirmed that the Company does not challenge all notices, but has a duty to 
challenge where the Company believes it is legitimate to do so. There was also a 
question as to a perceived lack of consistency across the country in the EA’s 
interpretation – which makes benchmarking difficult.  
 
In conclusion, the CAP welcomed the six monthly update on the delivery of the 
priorities and promises and noted progress to date.  
 
6. Customer principles  
 
The paper detailed the Company approach, outlined in the three sections: 
“Development of our Customer Principles”, “Brand development”, and “Customer 
Insight”.  
 
MF introduced the paper, noting that the Customer Principles would be the 
foundation of the Customer Strategy. The Company has identified ‘Trust’ as the 
North Star for the principles. Customers want a service that is ‘personal’ rather than 
‘local’. They also want a service that is effortless – a hassle free, straightforward 
experience. The Company’s ambition is to understand the journey customers are on. 
The North Star has been identified through testing with 300 employees, the vast 
majority of whom are also customers. The premise was to get some validation and 
understanding of the sentiment behind the principles - a temperature check. There is 
more strategically robust work to be done where various forms of research will be 
carried out. The aim is to have the Customer Strategy work completed by April 2016. 
As part of the background work, MW spent time with the Head of Santander UK, to 
gain insight from other sectors. As previously noted, Susan Stockwell had also met 
with other water companies to discuss their customer strategies.   
 
The CAP welcomed the development of the work and requested further detail into the 
research work. MF agreed to share a breakdown on the research work done to date 
and to bring future research work back to the CAP.   
 
The work on brand audit continues and it is hoped to be completed by the end of 
2015. In order to develop a principle of trust with its customers, the Company needs 
to build and maintain a strong emotionally engaging brand. The Company 
understands its current challenges with its brand and wants to move beyond the 
inconsistences. The ambition is to establish a consistent brand which resonates with 
customers and is clearly aligned to the customer principles and practiced across the 
business. For the Company, tone of voice is a key feature of this work. It does not 
see brand as just being about a logo.  



 

 

 
The CAP was supportive of the work and the Chair, in particular, welcomed the 
approach and what she saw as a much clearer strategy. CA agreed to bring the 
completed audit work back to the CAP in 2016. 
 
SO introduced the section on Customer Insight. The Company’s Engagement Wheel, 
developed and used in PR14, provides a clear process for engagement work with 
customers, and will continue to be used for AMP6 customer insight work. In AMP6, 
the Company wants to develop a more broad-based insight programme, outlined in 
the paper, and proposes to commission advice to flesh out a strategy for capturing, 
interpreting and synthesising data into genuine information on customer insight. As 
this work progresses the Company would like the CAP’s involvement in this work.   
 
The CAP was supportive of the approach and agreed that the Company was moving 
in the right direction. The CAP also welcomed the opportunity to be more involved in 
the detail of the work. All agreed the work was pivotal in moving the Company   
forward and to achieve a more positive sentiment from customers towards the 
Company brand.  
 
MW pointed out that the challenge was in determining how a monopoly can provide a 
personal service. 
 
7. Stakeholder Engagement Programme  
 
PH outlined the new approach being taken in Stakeholder Engagement in the 
Company’s Stakeholder Engagement Programme. The detailed paper outlined the 
Company approach in AMP5, how the approach will evolve for AMP6, and it provided 
a number of case studies on how the Company is engaging with its stakeholders on 
a variety of issues. 
 
The Chair welcomed the new strategy, noting how different it felt from the previous 
iterations which had been presented to the CCG during PR14. The Company had 
now clearly responded to the advice and challenge given.    
 
SO agreed to bring back a quarterly update on Stakeholder Engagement to the CAP 
and the CAP also offered to input into the new periodic stakeholder surveys.   
 
8. Looking after the environment  

 
AH lead the discussion, outlining how the paper was designed to introduce the 
Looking after the environment priority to the CAP.  
 
The paper highlighted, in particular, the approach to phasing, regulatory and statutory 
duties, and the risks and uncertainties involved, and how they applied to the overall 
approach to ensuring delivery.  
 
The CAP welcomed the paper and the approach taken in providing such detailed 
information on both the background to the priority and the approach to delivery 
across AMP6.  
 
The paper was noted.  
 
 
 
 



 

 

9. Assurance Framework for Customer Principles  
 
As previously discussed, the CAP does not believe it is for it to comment but 
appreciates that Ofwat expects the Company to keep the CAP informed on its 
approach. SO advised that its strategy will involve both focus groups and 
engagement work with its broader customer base and that he will report back to the 
CAP in due course.  
 
The paper was noted.  
 
10. CAP Report 
 
The CAP agreed to wait to discuss this once the Company’s approach to reporting on 
Priority and Promise delivery is considered and shared with the CAP.  
 
11. AOB  
 
None  
 

 
 

 
 
 
 
 
 
 
 


