
1  
  

 

 

SOUTHERN WATER CUSTOMER CHALLENGE GROUP 

 
 

 

04 December 2018: 09:00 – 14:00 
 
Nicklaus Suite, East Sussex National, Little Horsted, Uckfield, East Sussex, TN22 
5ES  

Minutes and actions arising 
 

 

Present:  Anna Bradley (Chair)   

 Ana Christie Dan McDonald 

Phil Belden Nicci Russell 

Karen Gibbs George Seligman 

Steve Hare  

  

 
Apologies Graham Horton (NE)  

 David Howarth (EA)  

  

 
SWS iNeD None  

 
In Attendance: Ian McAulay  

 Craig Lonie  

Sally Beck  

Chris Esslin-Peard Item 4 

Nick Eves Items 5 and 7 

Branwen Rhead Item 6 

Oliver Farr Item 7 

Ben Earl Item 8 

Ashley Marshman Item 9 

Meyrick Gough Items 10 and 11 

 
 

 
NOTE: The CCG had held a private dinner with SWS senior executives to discuss the 

future role of the CCG the night before the meeting. As part of the discussion, the 
CEO suggested that the CCG could help further SWS ambitions by supporting its 
drive to change national policy and remove obstacles for the water industry that 
make achieving outcomes that benefit customers, stakeholders, citizens and the 
environment challenging. Members observed that this was not part of the current 
CCG remit. They thought that care needed to be taken in how much the CCG did 
in this space, partly because there are other groups that might also think this was 
part of their remit and the CCG doesn’t want to duplicate work or step on other 
people’s territory. In particular CCW was mentioned as having a national 
advocacy remit.  
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Notwithstanding, the CCG agreed that it would be helpful if they were to identify 
when and where national and regulatory policies created obstacles to SWS 
achieving the things customers expected of it. A short list of key obstacles to 
delivering what customers want, is something that the CCG could then raise in 
external circles. The CCG thought that in terms of the weight of such activity it 
should never be more than 20/80, with the majority of the CCG’s efforts being within 
its narrower terms of reference. 

 

 
1) Welcome, apologies for absence and declarations of conflicts of interest  

 
David Howarth, Environment Agency (EA) and Graham Horton, Natural England (NE) 
sent their apologies.   
 
Rupert Clubb has stepped down from his role as a CCG Member. His extended 
contribution was noted and formal thanks for his work on the CCG was extended.  
 
No SWS Board Member attended the meeting.   
 
No conflicts of interest were declared.   

 
 

2) Approval of the 01 October 2018 meeting minutes  
 
The October minutes had recorded the Chair’s intention to step down from the CCG after 
the December 2018 meeting. Since then she had agreed to continue in the role until 
Ofwat published its new strategy, due in the Spring of 2019, as this could influence the 
type of skills and expertise Ian McAulay, SWS CEO, would be looking to recruit. She 
asked for this to be noted.  
 
Other than this, the minutes of the 01 October 2018 meeting were approved.  
 
The Chair also noted that Members had not yet seen the five year milestone plans set 
within the 25 year strategy timeframe for the transformational initiatives that would take 
more than one AMP period to implement and complete. These plans should include any 
stepping stones that will be put in place for the period leading to AMP7, as well as those 
during AMP7 and beyond.  

    
 

3) Updates  

 
Ian McAulay reported that Brexit was dominating Westminster, and its wider implications 
have the potential to create a significant impact on the sector. For example, many of the 
chemicals used in water treatment are imported from the EU and the supply chain needs 
to be secured. A list of the chemicals that are required will be supplied to Ana Christie to 
investigate if these can be included in the British Chambers of Commerce risk register and 
thereby raise awareness of the issue.    

 
Action: Provide details of the chemicals used to treat water which are currently 

sourced from the EU to Ana Christie for potential inclusion on the British 
Chambers of Commerce risk register (Ian McAulay) (subsequently completed 
early January 2019) 
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Defra will be running a consultation on regulatory reform. The response time is likely to be 
short.  
 

Ensuring there is enough water to meet future demand is of concern nationally so there is 
widespread support for reducing consumption to sustainable levels and an imperative to 
reduce leakage. Ian is on the national steering group. Currently, the South East is 18 
months into a period of dry winters and the Met Office is predicting average winter rainfall, 
raising concerns regarding a potential drought. Meanwhile, Thames Water is finding 
evidence that wet wipes are not only causing blocked sewers but depositing wipes is 
having an impact on rivers by altering flows.  

 
There had been approximately 40 queries from Ofwat regarding the Business Plan 
submission, although none were significant, mainly Ofwat wanting to ensure it 
understands what is in the plan. There didn’t seem to be any patterns or trends to the 
enquiries. Other companies were in the same position.  

 

Ian had met with Ofwat for an hour to discuss current performance. He reported that the 
Company had achieved its highest ever SIM (Service Incentive Mechanism) score. 
However, there had been some serious pollution incidents, serious in terms of volume of 
pollutant but not in terms of environmental impact.   

 

The leakage target for year four of the five year AMP will be missed but the Company will 
focus on making sure it will meet the year five target.  

 

Gillian Guy, Chief Executive Officer of Citizens Advice, had joined the Board as an 
independent Non-executive Member.  

 

50 million pounds has been paid into the SWS pension scheme and a recovery plan had 
been agreed with the Pensions Regulator. The most important things is that the workforce 
are content with the scheme.  

 

The Company had also concluded the de-leverage programme successfully and the 
historic off-shore investment vehicle was being dismantled. The Chair thought it would be 
helpful if Members were included in communiques to the Board on such matters to raise 
awareness of the position prior to media reportage.  

 
Action: Circulate Board communiques on financial and corporate matters to CCG 

Members via Diligent (CoSec Office – as and when these arise)        

       

Since the previous meeting, CCG Members had attended: 

 some of the Innovation Week sessions on affordability, and were particularly 
impressed by: 

o the specialist technical advances on phosphate removal as it was highly 
significant. SWS should be telling its customers what it is doing in customer 
friendly language 

o the 3D design programme that would mean, in time, the entire network could 
be mapped out. Again, the Company should find ways of communicating this 
good work to its customers and stakeholders. 

 a session on finding solutions to help busy customers implement T100. This had 
investigated the types of approaches that could be most effective, from competitions 
and incentives to gamification, real time water use information and collaboration. It 
concluded that technology has a role, particularly in helping people be in control of 
their water usage, but it was not a universal solution. A wide range of solutions need 
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to be offered that are appropriate for different customer segments. T100 also needs 
to be closely linked with reducing leakage. Customers can only be asked to reduce 
consumption if the Company is bringing leakage under control.   

 An internal workforce policy event on the Blueprint for Water to promote traction 
within the business, which had felt positive and optimistic.  

 An inaugural pilot meeting on the green growth platform on minimising waste. These 
would be held quarterly and reports would be brought back to the CCG. 

 An excellent affordability and vulnerability forum where SWS set out how water 
company schemes were being aligned across the region.     

 

 
4) Trust and confidence: developing a Performance Commitment 

 

The key points from the session included that: 

 it should be about having a conversation with customers and establishing what good 
looks like and what the drivers of trust are for them 

 trust needs to be captured across all types of users, including customers, 
businesses, non-household and the retailers, as the more inclusive the better. This 
will allow a more nuanced appreciation of the various things that drive trust for 
different segments.  

 separate customer segments will have different perspectives so measurements will 
need to be broken down into distinct metrics and these can be used to create a long-
term index. If the time is taken to get this right then it will be a very valuable tool  

 CCG Members could contribute ideas on what trust looks like in their own areas of 
expertise.  

 there is a lot of noise on trust across all sectors so SWS needs to focus on the areas 
within its remit and be highly transparent   

 comparability with other water companies and the best within other sectors is key to 
credibility   

 reputation and trust are built on four things: how a company delivers its services; 
how it looks after its customers; the impact of its policies; and the added value it 
provides 

  

It was agreed that SWS’s needed to undertake more work to understand the drivers of 
trust, develop a number of different measures across the segmentation and refine these to 
create a long-term index which can be used as a comparator with other water companies.      

 
Action: bring back a refined view of what the trust index measures could be (Chris 

Esslin-Peard – April 2019)       

 
 

5) Engagement Strategy update:  
 

Members warmly welcomed the update. The elements of the strategy are exactly what 
they wanted to see with many positive examples of the work being undertaken. Comments 
included: 

 the work with the Customer Action Group was valuable and the group could be 
used in a variety of ways such as testing ideas and direction including, for example, 
incident planning and management 

 there are a wide range of partners, participants and co-deliverers across the region 
and it would be important to bring them along on the journey  

 there are areas that will need considerable engagement and focus with customers, 
stakeholders and consumers as participants over the next five years to enable SWS 
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to achieve what it has set out to do, particularly to achieve T100.  
 

The discussion turned to water resources and, in particular, effluent as an available 
resource. There are specific businesses, such as golf courses, that could reuse effluent 
but which are very resistant. SWS had not imposed any additional charges on water 
during the heatwave of summer of 2018 when there was an unprecedented level of 
demand at the same time as severe water scarcity. The potential to introduce a tariff at 
such times should be considered at a national policy level and could be seen as an 
opportunity to pioneer behaviour change. There were many aspects to consider including 
what happens if private water supplies dry up, acceptance of water recycling and tariffs. 
The options need to be identified and the concepts established.   
 
The Chair commented that the ideas needed to be joined up to make a whole. The 
programmes and initiatives need to set out the building blocks along the way that will 
achieve the 25 year ambition rather than focusing only on current delivery and the next 
five year AMP. She asked that future agendas should include these aspects wherever 
relevant.  

 
Action: Ensure future meeting papers include the 25 year view and the building 

blocks across AMPs that will enable delivery (Sally Beck – to be reported 
as BAU)  

 
 

6) Refresh of the stakeholder engagement strategy  
 
Members said they were highly supportive of the strategy refresh and that many good 
proposals were set out. Key points included:  

 surprise at the range of initiatives SWS has developed in terms of partnerships  
 that embedding a partnership culture through capacity building across and within 

the business would be highly beneficial but there will need to be systems such as a 
CRM tool to record stakeholder contacts and feedback   

 that stakeholders themselves might agree to be involved in some way in training to 
build capacity, for example, by making videos that show the benefits of engagement 
and partnerships. The CCG could potentially help in this area 

 SWS needs to be clear about what it hopes to get from partnerships and what 
stakeholders want, and how the whole can be greater than the sum of the parts 

 Stakeholders need to be placed into the right segments to enable engagement to 
focus on the things they care about. As well as a general forum, it might be helpful 
to have a separate forum for each of the segmented stakeholder groups which 
would provide more focused engagement 

 deeper engagement could also provide an evidence base to use to help influence 
policy development in areas such as recycling and setting tariffs 

 how the work would dovetail with the work of WRSE (Water Resources South East) 
and which organisation would be best placed to deliver some of the initiatives 

 that SWS should have a stronger say in local plans and be able to push back when 
proposed developments hadn’t considered water efficiency measures 

 the Company should also make greater use of the fora run by external 
organisations to promulgate its priorities.   

 
Ian responded that water was a multi-lateral world where everyone involved needed to 
work together to protect water and the environment and everyone that depends on it.  
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7) Water scarcity insight 

 
Oliver Farr from the customer research organisation, Relish, had been commissioned to 
gain insight on customers’ views on water scarcity during and immediately after the 
summer heatwave. The report had been provided but Oliver summarised the key points 
provided thoughts on what SWS should make of the findings. These included that: 

 Brexit was top of people’s minds alongside the concerns about crime, NHS, 
transport, the nation’s crumbling infrastructure and the realisation that the impact of 
climate change is a reality – SWS should provide an optimistic vision rather than be 
drawn into the negative narrative 

 there were many economic benefits to the Company’s work – the jobs and visitor 
numbers to the region as well as the significant role SWS plays in taking care of 
the environment 

 water-efficiency related behaviour change is relevant now as never before although 
most people still see the UK as having plentiful supplies and do not make the link 
between climate issues and their own behaviour  

 most see the role of SWS as to explain what they, as customers, can do, but more 
importantly to explain why it is important, and to begin building a dialogue between 
the Company and its customers using a range of communication channels, such as 
live chat and social media, whilst respecting different customer’s views and the 
range of customer segments  

 overall, customers want SWS to be proactive in engaging, explaining and assisting 
them to do the right thing 

 customers also expect the Company to take the lead on resilience 

 just taking part in research motivated people to change their behaviours as they 
started to think about their personal water use 

 the customers that took part in the research also thought the new branding was a 
good platform to engage them with. 

 
Members’ comments included that:  

 the findings married with those of CCWater’s research and reinforced what was 
established in the early stages of the Business Plan development 

 the terminology shift from ‘educating’ to ‘explaining’ was welcomed as it is less 
patronising and has more emphasis on ensuring people understand not just what 
they could do but why they should do it. It will be important to disseminate this 
internally so that it becomes part of SWS’s corporate language 

 SWS should have water efficiency information suitable for a school curriculum and 
Ofsted should be encouraged to ensure this is a core part of the teaching agenda  

 Universities and Colleges should offer more courses that focus on water as a key 
issue for public health and social care 

 there are opportunities to raise awareness of water efficiency and demand reduction 
within catchment management partnerships, such as at Testwood Lakes, as these 
often have an education officer who could include water efficiency in their work 

 the most benefit is likely to gained by focusing on changing the behaviours of people 
who are ready to change and those that are persuadable rather than people who are 
resistant and who won’t.     

     
Action:  

i) follow through on advice regarding catchment management partnerships 
education officers and report back (Ben Earl – June 2019 CCG Meeting) 

ii) load the presentation on water scarcity onto Diligent (Sally Beck – post 
December meeting) (subsequently completed – December 2018) 
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8) T100 and water efficiency updates  
 
The paper illustrates how the four pillars; education; demand reduction, for example, by 
farmers; non household; and water reuse, for example, in new developments will 
contribute to a total reduction in consumption.  
 
Updates to the programme include:  

 meeting with WRSE in the new year to bring the other water companies into the 
T100 programme  

 the ‘water levels’ partnership with WaterAid (that commits to provide the 
equivalent volume of clean, safe drinking water to developing nations that SWS 
customers reduce their consumption by) 

 blending data on energy use, occupancy and water meters to understand which 
customers would benefit from bespoke advice during the Aqualogic home visit 
programme  

 an insight programme into which types of incentives will be most effective to  
reduce consumption at the personal, community and charity levels 

 working with Defra and Waterwise to back voluntary water efficiency labelling on 
white goods  

 the recent ‘Sprint Orange’ workshops to determine what would work as a ‘water 
balance’ real time indicator of demand versus the resource – settling on a once a 
month outgoing message on how much water was used in the previous month 
and whether this is more or less than the one before. 

 
Members’ comments included that: 

 it was a fascinating paper that provided good evidence of on-going progress on 
this ambitious programme  

 it will be interesting to understand the percent of reductions achieved in years 1, 
2, 3 and 4 as this will show whether the programme is on track to meet the 120 
litres per person per day by 2025 

 it is not a precise science and evaluating whether the pillars are the right ones will 
be required periodically, and changed or amended if shown to not be as effective 
as hoped 

 all the customer and stakeholder segments have to be incorporated to make the 
programme complete 
 

It was agreed that the programme is charting new territory within the sector. Currently, the 
looked for progress can only be estimated. However, as it becomes established and data 
is gathered, progress will become clearer through time. A progress report will be provided 
in six months’ time. 
 
Action: To bring a progress report on T100 to the CCG (Ben Earl – June 2019)  
 
 
9) Business, non-household and retailers 

 
SWS is investigating potential incentives for business and non-household to reduce their 
water consumption. An issue is that non-household and business consume 75% of water 
resources but there are no responsibilities for water efficiency in the retailers’ market 
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code. As business and household are the retailers’ customers, the market code prevents 
SWS making direct contact and so it must work through the retailers. Some of the larger 
retailers have the ability to offer more water efficiency services but the smaller ones will 
maintain that it’s not in their business models.  
 
Members’ comments included: 

 there is an immense task ahead to manage water resources in the region and 
the paper illustrates the challenges ahead – one of these is the discontinuance of 
the school visits as schools are now the retailers’ customer. However, it is 
pleasing that SWS are continuing with the remaining planned 78 visits as 
household customers have told SWS they want these to continue. They provide 
an opportunity to explain the need for water efficiency to young children 

 it is helpful to understand the total volume of water business and non-household 
uses versus household as it shows the importance of reducing consumption, 
particularly for the larger users such as the NHS, manufacturers and leisure 

 business and non-household still see SWS as their water company so a 
collaborative approach and co-branding with the retailers is required, with linked 
and aligned messaging from both sides 

 retailers could use the value of the South East environment to its economy as an 
avenue to introduce water efficiency messages to non-household  

 it could be interesting to establish a water retailer league table which could help 
with difficult issues such as introducing water tariffs 

 although many of the retailers do not have a water background, Business 
Stream, SWS largest retailer, does and it also has contracts with big 
supermarkets and hotel chains. This could provide opportunities for joint 
campaigns. 

 
It is a source of frustration that there are no drivers for the retailers on water efficiency, 
and the Company is limited to working with its household customers to reduce 
consumption. It can only work to influence the retailers to offer incentives to their own 
business and non-household customers. There are tensions between meeting the 
regional needs and national policy drivers.  
 
Actions:  

 have an agenda item at a suitable CCG meeting devoted to potential tariff setting 
and a retailer league table (Sally Beck – June 2019 meeting) 

 return with proposals for the best way to influence future policies on retailers and 
their responsibilities. (Ian McAulay – June 2019 meeting)   

 
 
10) Water resources: planning approaches and methodologies  
 
It was noted that customers’ views on water resources have changed as they have 
understood more about water scarcity. There needs to be a huge increase in the volume 
of water available to support the increasing demands of growth, development, agriculture 
and visitors to the region. Water Resources South East (WRSE) is taking a regional view 
using a multi-sector, inter-connected, collaborative approach with the seven water 
companies operating in the South East. The question was, who should ensure that 
customers’ view are taken into account in regional planning? 
 
Members thought it would be valuable to understand the views of all the CCGs concerned. 
The position is analogous to that of regional and local planning with the regional strategic 
plan setting the policy direction for the local plan, and where everyone worked together to 
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deliver the total through local initiatives. This will need a framework for everyone to work to 
although this is not yet in place.  
 
It was suggested that the way forward might be to call all seven CCGs together for a small 
conference or gathering to engage them collectively and this could potentially construct a 
working group with the right mix of skills. Alternatively, each CCG Chair could be asked to 
put forward a list of names, although this may not result in the right skills mix. Either way, it 
is felt important to hold periodic conferences to bring everyone together.  
 
The policies and strategy should come first, then an inter-regional framework, followed by 
a technical framework and the rest would follow. It should be noted, however, that water 
company licenses require each company to ensure its own customers take precedence in 
an emergency, such as a drought, and would mean that the terms of any water trading 
agreement would be suspended.  
 
The framework needs to be in place by 2021 to ensure that all the conditions are in place 
for PR24. This means that conversations with customers, business and non-household on 
the resilience of supplies need to begin very soon so that the issues are socialised and 
understood. It was agreed that a way to engage all the CCGs would be advanced and 
fast-tracked.    
 
Action: find a suitable way to engage WRSE CCG early in the New Year (WRSE – 

early in the New Year)          
 

 

11) PR14 monitoring: a constant supply of high quality drinking water 

 

The Chair asked if anyone had any questions but as no one had, the paper was accepted 
and the meeting closed.  

 

 
11) AOB 

 
There were no AOBs.  
 
The Chair said it had been a very positive meeting and thanked everyone for their time. 

 

 
ENDS 

 

 
04 December 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

3 i) To provide details of the chemicals used to treat 
water which are sourced from the EU to Ana 
Christie for potential inclusion on the British 
Chambers of Commerce risk register  

Ian McAulay Completed  

3 ii) Include CCG Members in the circulation of 
Board communiques on financial and corporate 
matters via Diligent 

CoSec 
office 

As/when 
these arise 
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4 Bring back a refined view of what the trust index 
measures could be 

Chris Esslin-
Peard 

April 2019 
meeting 

 

5 Ensure future meeting papers include the 25 
year view and the building blocks across AMPs 
that will enable delivery (the 25 year view and 
building blocks will be included in all papers 
reporting on long term projects and initiatives 
as BAU) 

Sally Beck BAU 
moving 
forwards  

 

7 i) Follow through on advice regarding catchment 
management partnerships education officers and 
report back  
 

Ben Earl June 2019 
meeting 

 

7 ii) Load the presentation on water scarcity onto 
Diligent  

Sally Beck Completed 
December 
2018 

 

8 Bring a progress report on T100 to the CCG Ben Earl June 2019  

9 i) Have an agenda item at a suitable CCG meeting 
devoted to potential tariff setting and a retailer 
league table  

Sally Beck June 2019  

9 ii) Return with proposals for the best way to 
influence future policies on retailers and their 
responsibilities 

Ian McAulay June 2019  

10 Find a suitable way to engage WRSE CCG early 
in the New Year 

SWS / 
WRSE  

Early in 
2019 

 

 

 
01 October 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

4 ii) Provide an update on customer experience 
initiatives 

Mark Field April 2019  

8 i) Provide a paper on SWS environmental 
compliance  

Alison 
Hoyle 

February 
2019 

 

8 ii) Provide a regular six-monthly update on 
compliance with quality regulations  

Alison 
Hoyle 

April 2019  

 

 
06 August 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

4 Include an agenda item in early 2019 on the key 
risks to delivering the business promises 

Kevin 
Wightman 

February 
2019 
meeting  
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8 Provide a regular update during the customer 
engagement update on how a higher level of 
public, customer and community engagement is 
positively impacting the positioning of SWS on 
the TI continuum in relation to SIM/C-MeX 
scores  

Nick Eves BAU 
moving 
forwards 

 

 

 

02 July 2018 ACTION LIST 

Agenda 
Item 

Action Who By when status 

5.e 

 

Share with the CCG the five-year milestone plan, 
set within the context of a 25 year plan, with 
stepping stones, costs and efforts mapped out for 
each major work programme. (These will be 
presented as part of each relevant paper for the 
major programmes and initiatives as BAU)  

Workstream 
leads 

As per 04 
December 
meeting 
Action 5 
above  

  

  

 


