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SOUTHERN WATER CUSTOMER CHALLENGE GROUP 
 

 

02 September 2019: 10:30 – 16:00 
 
Boardroom, SWS Head Office, Durrington   
Minutes and actions arising 

 

 

Present:  Anna Bradley (Chair)   

Phil Belden Dan McDonald 

Ana Christie Nicci Russell 

Karen Gibbs (by phone) George Seligman 

Steve Hare  

 

Apologies Ian McAulay Graham Horton (NE) 

 David Howarth (EA) 

 
In Attendance: Simon Oates Item 4, 4.3 and 4.4 

Clare Rixon Item 4.1 

Simon Parker Item 4.2 

Chris Braham Item 4.2 

Sally Beck Item 5 

Nick Eves Items 6, 7 and 8 

Branwen Rhead Item 6 

Mark Wintringham Tomlin Item 8 

Colin Ryan Item 8 

Barry Cleasby  Item 9 

  

 

 
1. Welcome, apologies for absence and declarations of conflicts of 

interest  
 

Ian McAulay, SWS CEO, David Howarth, Environment Agency, and Graham Horton, 
Natural England, sent their apologies. Karen Gibbs, CCWater, joined the meeting by 
phone.  
 
No conflicts of interest were declared. 
 
 
2. Approval of the 22 July 2019 meeting minutes  
 
The minutes of the 22 July 2019 meeting were discussed and approved 
 
   
3. Business updates 

 
Members observed that some of the business promises targets were at risk and asked if 
there would be associated penalties. Simon Oates, SWS Director of Corporate Strategy 
and Regulatory Affairs, confirmed it was likely. Drinking water quality, leakage and 



 

2 

 

Category 3 pollution incidents were particularly at risk as they were over target in the year 
to date and there was still the winter to come. This would have significant implications for 
the EA’s Environmental Performance Assessment. However, overall, the company was 
improving. It had moved up slightly in the shadow C-Mex (Customer Measure of 
experience) score and there was an upward trend towards meeting the targets but the 
dashboard only showed a monthly snapshot.  
 
Members commented that messaging to customers on these matters would be challenging 
especially as the press tends to sensationalise poor performance issues, even when 
historic. They suggested that good news should be disseminated locally where it would be 
relevant to customers to counteract some of the more negative national coverage.  
          
 Update on the Draft Determination 

 

Simon Oates reported that the company was in a better position after the Draft 
Determination (DD) than it had been after the IAP. It had taken Ofwat’s cost reduction 
challenge seriously and found a variety of ways to try to close the gap. SWS was submitting 
a constructive response to Ofwat on the DD.  
 
Action:  circulate the link to the response to the Draft Determination (Sally Beck – 

when published)  
 
There was a significant challenge ahead and the Final Determination would need to be 
carefully studied when released on 11 December. The company would have to cut some 
of the planned environmental programmes but it still had one of the largest programmes 
of all the water companies. Members expressed a general concern that Ofwat appeared 
to be cutting costs for customers at the expense of the environment. CCWater had made 
this point in its response to the Ofwat consultation.    
 
The Board had agreed to bring forward funding and invest in people, systems and 
technology straight away to position the company to meet the challenges rather than 
waiting for the start of the new AMP. The Chair commented that this was a major step 
change from the start of AMP6 when the business had waited until day one to set things in 
motion and then had to ramp up to the starting point.  

 
 
4. IAP Action Plans   

 
Members said it was essential to note that some of the IAP plans cited the CCG as 
representing customers, which it did not, and as having an assurance role when it did not. 
Simon Oates agreed. The IAP action plans were the result of an important request from 
Ofwat to ensure the business would deliver the remainder of its current five year plan and 
be in a good place to begin implementing the new plan for 2020 – 2025. It was the role of 
the SWS’s Board to ensure appropriate action plans were in place and Ofwat’s role to sign 
off the action plans. It was helpful that Members were sighted on the content of the plans 
and what was being delivered. Moving forwards, the CCG would be updated on progress - 
what is on track, what is behind but recoverable, what is at risk and what the company is 
doing about it. Members agreed this would be essential.  
 
The Chair observed that there would now be a number of dashboards being presented to 
the CCG, including the business promises dashboard, the UKCSI Index and now the IAPs. 
It would be helpful if the company could find a way of bringing these together, including 
both snapshots and trends, in one place for reporting purposes.  
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Action: Develop a bespoke dashboard that packages up all monitoring information in 

one place (Nick Eves – early 2020) 
 
A. Incident response  
 
Clare Rixon, SWS Incident Manager, explained that the plan built on the work undertaken 
to respond to the freeze thaw event and showed transition was already underway. The 
actions were on target and the plan had been validated by external experts and would be 
assured before it was submitted to Ofwat. The main risk was Brexit affecting the logistics of 
chemicals delivery but the eventual impact would not be known until November / 
December.  
 
Members had no questions but suggested progress was reported on a quarterly basis. This 
was agreed.  
 
Action: Report progress on the Incident Response action plan a quarterly basis 

(Clare Rixon – every three months)        
 

B. Drainage and wastewater 
 

Chris Braham, SWS Head of Strategic Planning: Wastewater, reported that all water 
companies had been required to produce a drainage and wastewater management plan 
(DWMP) to cover the period until 2023. The plan provided an opportunity for the company 
to work collaboratively with many partners including the Regional Flood and Coastal 
Committee.  
 
Members said they were supportive of the approach and the emphasis on collaboration. 
They thought the map showing both upstream and downstream solutions valuable and that 
it could be even more helpful if it were overlaid with transport, growth, housing and the 
energy strategy maps.  
 
C. Performance Commitment monitoring 
 
Simon Oates explained that the Performance Commitment (PC) monitoring action plan was 
to ensure the company became a high-performer and that best practice was captured to be 
extended to other areas of the business. The dashboard was completed and fit for purpose 
and an execution plan was currently being developed. Transition would take two – three 
years. The company had based this plan on the outcomes it had promised to deliver, not on 
the budget. It was looking to be innovative in the way it worked with partner organisations 
with shared objectives, such as the wildlife trusts, which were better placed to deliver more 
on the ground than SWS, in practice, could.  
 
Members said they would like to see more detail on the underlying steps to delivery, 
especially because climate change could have a serious impact on the company’s 
performance.   
 
Action: Bring back the PC execution plan (Martin Roughead – when available) 
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D. Resilience 
 
Simon Oates reported that resilience had been one of the main areas of focus for Ofwat but 
it had stated that the action plan had everything in it that had been expected and more. 
Ofwat would now be monitoring how the company delivered the plan. Other than saying this 
was encouraging, Members had no comments. 
 

 
5. Compare and contrast the region’s water only companies PR19 assurance 

reports 
 

The Chair opened the session saying that it would have been disproportionate for the 
region’s water only companies to engage customers on the same scale as SWS. Of 
interest, Members noted that the challenges these CCGs faced were similar to the ones 
they had encountered.  
 
Considering the work they had undertaken in the lead up to the PR19 submission, 
Members agreed it seemed more valuable to call deep dive meetings on an issue-by-issue 
basis rather than have on-going sub-group structures. They recognised that the deep dive 
meetings held during PR19 planning sessions seemed to have influenced the way the 
business was starting to collaborate more widely.  
 

 
6. Customer and stakeholder updates 

 
Nick Eves, SWS Head of Strategic Customer Insight, said that he had plotted a few of the 
examples of the work planned for the period 2020/24 on the ‘Tapped In’ (TI) continuum to 
illustrate where the company could be positioned. The Chair commented that it was all 
moving in the right direction but proof would be in delivery. Members liked the format and 
contents of the paper and thought it showed a lot of the good work underway, particularly 
on personas, affordability and vulnerability. Comparators could be helpful.  
 
They asked how the work on the social contract was progressing and Nick responded that it 
was still in its early stages. He would bring back a draft report once it was further developed 
but before it was fully formed – probably to the November meeting. 
 
Action: Bring back the draft social contract for discussion before it is fully developed 

(Nick Eves – November 2019 meeting)    
 
.  
7. UKCSI and C-Mex drivers 
 
Simon Oates said the transfer of customer services to Capita was well underway, the 
contract was comprehensive and performance would be carefully monitored and managed. 
Overall, the company’s ratings were moving in the right direction. Members thought the 
customer experience metric was positive, especially as there were many things in the public 
domain that could have impacted it negatively. They asked about penalties and Simon 
responded that these would be applied if the company scored more than 1.3 points away 
from the standard variation. Although SIM is no longer used as a metric, the Chair asked to 
continue to be updated to illustrate the company’s performance and so that the CCG could 
understand how it compared to the new C-Mex measure. Simon agreed to this.   
 
Action:  provide an update of the SIM score alongside the new shadow C-Mex rating 

(Kevin Wightman – ongoing until March 2020)    
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8. Western Area  
 
The slide set on the Western Area had just been produced for the Board and would be 
circulated to the CCG.     
 
The Western Area is predicted to have a deficit of 190 Megalitres per day (ML/d) by 2030. 
Defra wants companies to have a broad portfolio of different solutions to prevent ‘all eggs in 
one basket’. Proposed solutions cut across a number of core programmes including 
leakage, T100, water reuse and transfers and the construction of the Havant Thicket 
reservoir. These will still leave a deficit so a range of additional solutions, including 
augmentation of river flows, treated effluent reuse and a desalination plant were being 
reviewed in an evolving ‘Gateway’ process, managed by Ofwat. By the end of the process, 
the least cost, best value solution had to be agreed by all companies.  
 
Members thought that future climate scenarios could impact these plans if and when other 
water companies and regions also began to be water-poor. The Chair commented that as 
more modelling and appraisals were undertaken, it could be that customer and stakeholder 
preferences and costs would also change and the company might have to undertake more 
acceptability testing. Nick Eves confirmed that the plan had iterative testing embedded.  
 
Members observed it was comforting that Defra is pursuing a least-cost best-outcome 
approach for the environment but this did not square well with the pressure from Ofwat to 
reduce costs. Research had clearly shown that customers were willing to pay for 
environmental protection and enhancement but, as there was a lack of customer 
engagement at the WRSE level, it could be challenging to build this into the Gateway 
approach. It was suggested that there could be a WRSE CCG workshop with delegates 
from each CCG concerning regional customer engagement. A national framework should 
be established to progress action on these matters.  
 
Nick Eves said that there was a WRSE meeting with all the water companies regarding 
customer engagement. He was attending and would provide feedback.   
 
Action: provide feedback from the WRSE water company meeting (Nick Eves – 

November meeting)          
 
 
9. Verbal update on Ofwat undertakings 

 
Barry Cleasby, SWS Head of Asset Intelligence, updated Members on the feedback from 
Ofwat following its investigation. SWS had agreed to a series of Section 19 undertakings. 
Compliance with the undertakings would be monitored on a three monthly basis over 5 
years. Ofwat was keen that customers were able to input in some form. The Chair said that 
the CCG would be happy to advise the business on any engagement SWS was planning 
but thought it advisable to determine Ofwat’s rationale for customer engagement in this 
issue and to identify if Ofwat wanted the CCG involved in any way, and if so how.  
 
Action: determine Ofwat’s rationale for customer engagement in this issue and 

identify whether Ofwat want the CCG to be involved, and if so, how (Barry 
Cleasby – when appropriate)   

 
The company would have a dedicated section on its website. Simon Oates said it was 
important the CCG had visibility on all these matters but their role would not include 
assurance to Ofwat as this was being undertaken by PWC. The Chair commented that it 
was helpful to be made aware of the relationship between SWS and Ofwat, as well as 
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between Ofwat and the quality regulators. It would be vital to understand how these matters 
had affected customer and stakeholder perceptions of the company. Nick Eves undertook 
to bring back a perceptions report to the November meeting.    
 
Action: Bring back a customer and stakeholder perceptions report (Nick Eves – 

November meeting)   
 
 
10.   AOBs     
 
There were no AOBs and the Chair thanked everyone for their time.  
 
 
 
ENDS 
 

 
02 September 2019 ACTION LIST 

Agenda 
Item 

Action Who By when status 

2.a Progress Action 2a from the July 2019 
meeting as a priority 

Sally Beck  September 
2019 

 

4. Develop a bespoke dashboard that 
packages up all monitoring information in 
one place 

Nick Eves Early 2020  

4.A Report progress on the Incident Response 
action plan  

Clare Rixon Quarterly   

4.C Bring back the PC execution plan Martin 
Roughead 

When 
available 

 

5. Circulate the link to the response to the 
Draft Determination 

Sally Beck When 
published 

 

6. Bring back the draft social contract for 
discussion before it is fully developed 

Nick Eves November 
meeting  

 

7. provide an update of the SIM score 
alongside the new shadow C-Mex rating 

Kevin 
Wightman  

ongoing  

8 Provide feedback from the WRSE water 
company meeting 

Nick Eves November 
meeting 

 

9.a Determine Ofwat’s rationale for customer 
engagement in this issue and identify 
whether Ofwat want the CCG to be 
involved, and if so, how 

Barry 
Cleasby 

When 
appropriate 

 

9.b Bring back a customer and stakeholder 
perceptions report 

Nick Eves November 
meeting 

 

 
 
 


