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1. Welcome, apologies for absence and declarations of conflicts of interest  
 
The Chair welcomed everyone to the meeting. Rupert Clubb sent his apologies. 
There were no declarations of interest.   
 
2. Approval of minutes of previous meeting 
 
The minutes were approved.  

 
3. Behavioural Change Programme 
 
Simon Oates introduced the paper.  
 
The SW Business Plan committed to delivering a number of outcomes through a 
programme of customer behavioural change. In particular SW committed to helping 
customers change behaviour with respect to reducing water usage in the form of a 
water efficiency programme, and, in preventing blocked drains and sewers through 
the FOG (fats, oils and grease) and flushables programme. SW previously advised 
how the two programmes were essential to the delivery of a number of business plan 
targets, including reducing per capita consumption, avoiding water use restrictions 
and reducing blocked drains.  
 
The CAP had therefore requested an update on progress and SW requested advice 
and challenge from the CAP on a number of areas involved in the programmes. 
These included where the CAP believed SW should be refining its focus, where the 
CAP saw opportunity to integrate the two programmes and what lessons SW could 
learn from others who operate similar programmes.  
 
The paper covered a wide ranging and extensive list of issues.  
 
On the programme relating to water efficiency, SW advised that it was engaging with 
vulnerable customers, in order to help them with bills and the impact that less water 
use could have on bills. However, was also focusing on wealthier customers too, to 
ensure that any behaviour changes experienced would be felt right across the 



customer base and not just by one particular group. The CAP noted and welcomed 
the partnership working SW had engaged in, both with Brighton and Hove City 
Council and the University of Sussex respectively. The CAP noted that there was 
now a water efficiency team within the business and challenged the extent to which 
this work was integrated into the organisation as a whole. The company said that this 
would follow once systems and process changes in customer service made it 
possible to focus on the impact of behavioural change, for example testing the use of 
information on bills to see how to make messages most effective. 
 
The discussion on water efficiency was wide-ranging, including consideration of the 
role of metering. In particular, a question was asked about the contribution that 
metering had made to efficiency so far and the extent to which this would be 
maintained and /or could be repeated. WRMP as the driver for efficiency was also 
discussed as were the challenges around market opening and the loss of business 
customers in April 2017.  
 
With regard to UMP, CCW advised that they were producing a report on customers’ 
experience of metering and would be able to share this with the CAP once finalised.  
 
The CAP encouraged SW to use the learning from all the work done so far to embed 
behaviour change within the business. It also encouraged SW to use the learning to 
date to set a water efficiency target for the next AMP.  
 
It was therefore agreed that the issue would come back to the CAP with more details 
on how the work would move towards a business as usual activity and what a target 
might be based, on work so far, for the rest of this AMP and for inclusion in the PR19 
business plan submission to Ofwat.  
 
With regard to the FOG and flushables programme, there were a similar range of 
education and engagement programmes taking place. However, as well as working 
towards influencing behaviours, there has also been the opportunity to use 
enforcement powers where appropriate. SW operate an ‘educate and enforce’ 
strategy. To date, this programme has focused on food establishments. For example, 
SW is working more closely with local authorities to increase the number of 
establishments with fat traps. Enforcement is then considered, where all other 
options have failed to deliver any tangible results, and SW will prosecute as with the 
case of a shop in East Grinstead.  
 
The CAP welcomed the detailed update on this area of work and gave similar advice 
as with water efficiency about embedding this in the organisation and being explicit 
about the learning so far and the way this would allow a scaling up of activity in the 
next year. It was agreed that further updates should come to the CAP to explain how 
this programme will develop, so it is mainstreamed and there are clear targets for the 
business.  
 
Update on Recent Board Strategy Day  
 
The Southern Water Board recently met to discuss its future strategy and wanted to 
share its thinking with the CAP. The board believes the industry is at a pivot point 
and that the environment for monopoly businesses is changing. Increased 
competition is inevitable and SW must consider which model will be suitable to 
sustain it in the future. The Board had asked the executive for further work to explore 
a variety of options. 
 
The CAP thanked the business for sharing its thinking in this area.  



 
4. Performance Reporting  
 
The paper provided a summary of Southern Water’s performance in year one of the 
AMP with regard to ODI’s. It also provided comparative data against other companies 
in the sector.  
 
SW has 13 performance targets with regards to water and wastewater respectively. 
SW advised the CAP that 11 of the 13 targets had been met for water and 9 of the 13 
wastewater targets have also been met.  
 
Whilst industry comparison was not available for every indictor, as ODIs are not 
common to all companies, comparative data was available on issues like leakage, 
supply interruptions, compliance, per capita consumption, flooding, pollution incidents 
and SIM.  
 
SW confirmed that phase 2 of the industry dashboard would be published in 
November. The CAP welcomed the ability to make comparisons but also noted that 
not all indicators could be compared or that all comparisons were necessarily 
straightforward. For example, the causes of internal flooding in Yorkshire would be 
different from those in the South East, and therefore such incidents would often 
require explanatory notes to understand the full story.   
 
The CAP noted the work, finding the information useful, and looked forward to the 
next update.   
 
5. Insight programme: progress update 
 
The update was primarily for information.  
 
The CAP was provided with an update on the customer research work. Southern 
Water advised that it has built upon the work of PR14 by continuing to engage with 
customers in the delivery phase of the business plan.  
 
The CAP was provided with information on the approach taken by SW, key findings 
and resultant business change. SW also confirmed that it had begun the work to 
inform the PR19 business plan. The CAP was provided with a summary of the initial 
findings from the first phase of the strategic statement research, resulting from the 
use of the App and follow up interviews.  
 
SW also updated the CAP on its proposed overall approach to the PR19 customer 
research work, showing how each piece builds upon the previous round, providing a 
golden thread through the work. This was a response to previous CAP challenge. 
 
The CAP welcomed the work and, as in previous discussions, emphasised the point 
that insight work is about more than simple research. The CAP welcomed, in 
particular, the fact that the findings showed support for increased partnership 
working, an area which the CAP had challenged the company to increase. The 
issues of providing better information and advice was also of importance to 
customers and the CAP further welcomed this finding.  
 
The CAP also asked how SW intended to link the results to behavioural change. SW 
advised that it hadn’t looked into this yet, but agreed it was important and would 
consider the issue and update the CAP in due course.  
 



6. Chair update 
 

The Chair advised on the appointment of a new CAP member – Dan McDonald, CEO 
of Medway Citizens Advice in Kent. Dan should be joining at the December meeting.  
 
It was also noted that, as a result of the discussion at the CAP dinner the evening 
before, it was agreed to consider holding a CCG regional meeting with company 
representatives present, to discuss common issues and to forge new relationships 
with other South East CCGs. Finally it had been agreed to hold several sessions to 
inform the CAP on the potential for innovative approaches in some key areas as 
background to discussions about options for delivery of PR19 priorities. It was noted 
that the new Ofwat terms of reference for CCGs anticipated customer and 
stakeholder research and engagement not just on priorities but also on the way in 
which these might be delivered. This is also expected to be reviewed as a part of the 
CCG report to Ofwat. A broader understanding of the variety of options available will 
help the CCG to fulfil this part of the remit. 
 
7. CEO update (including Performance Dashboard) 
 
Matthew Wright talked the CAP through the latest company performance dashboard.  
 
SIM score and bathing waters were of particular note.  
 
The second wave SIM score was not as strong as the first wave, resulting in the 
company slipping to (joint) fourteenth place in the year-to-date league table. The 
company had previously been in twelfth position. The company advised that every 
effort was being made to recover performance for the third wave.  
 
With regard to bathing waters, the results showed more variability in terms of annual 
performance than had been initially appreciated. Whilst the results were at green, 
there remained a large risk in spending £30m+ on an enhancement programme, over 
and above the statutory requirements, if “excellent” annual results could not be 
reliably delivered. The volatility in this area raises some issues about the most 
efficient and effective way to achieve improvements in bathing water quality. This 
highlights how important discussion with the CAP and with Ofwat will be before 
taking this issue forward.  
 
In further discussion on the wider issue of environmental performance, the Chair 
suggested that the next meeting would be a good time to introduce the WRMP into 
the CAP’s PR19 discussions and requested, following on from her meeting with 
Howard Davison of the EA, that there be some additional discussion around the Test 
and Itchen. SW agreed.  
 
8. AOB – Bathing Water Enhancement Programme, Update Paper  

 
The paper was for information and was noted.  

 

 
 
 
 
 
 
 



 
 

ACTION LIST 

1. CCW report on UMP to be circulated to CAP KG, MN 

2. Water efficiency programme – update and PR19 
targets to come back to CAP 

BE 

3. Update on FOG & Flushables programme to include 
evidence of behavioural change and integration into 
BAU 

SP 

4. WRMP to next meeting agenda MG, MN 

 
 

 
 
 

 


