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SOUTHERN WATER CUSTOMER CHALLENGE GROUP 
 

 

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

 

 

Present:  Anna Bradley (Chair)   

Phil Belden Dan McDonald 

Karen Gibbs Nicci Russell 

Steve Hare George Seligman 

 

Apologies Ana Christie Graham Horton (NE) 

 David Howarth (EA) 

 

In Attendance: Ian McAulay  

Simon Oates  

Helen Simonian Items 4 and 6 

Joanne Harris Item 4 

Chris Braham Item 5 

And Beebee Item 6 

Nick Eves Items 7, 9 and 10 

Alison Hoyle Item 8 

Sally Beck  

  

 

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

interest  
 

Ana Christie, David Howarth, Environment Agency (EA), and Graham Horton, Natural 
England (NE), sent their apologies.  
 
No conflicts of interest were declared. 
 
 
2. Approval of the 22 July 2019 meeting minutes  
 
The minutes of the 02 September 2019 meeting were approved. It was agreed that in 
future, the minutes would record only what was agreed, what was disagreed and any 
areas of challenge. 

 
   
10. Future of the CCG 
 
This item was taken first to provide some context for the rest of the meeting.  
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Simon Oates, SWS Director of Corporate Strategy and Regulatory Affairs, said it was vital 
to stress how the CCG had, since its inception in 2012, provided immense value. It had 
been instrumental in changing the company’s thought processes and culture.    
 
It was agreed that the work of the CCG in advising the company as it developed its 2020 – 
25 Business Plan was now complete. Further, because the company had taken all the 
CCG advice and guidance regarding customer and stakeholder engagement and 
collaboration on board such that it had become BAU, it was time to draw matters to a 
conclusion for the group in its formal CCG format. Other than a conference call after Ofwat 
had published its final determination on 16 December 2019 and a meeting in February 
2020, there would be no further meetings. However, Members would not be formally stood 
down immediately as the company may want to request their support if it decided to ask 
Ofwat to refer its final determination on the Business Plan to the Competitions Market 
Authority in early 2020.  
 
It was also agreed that the monitoring role performed by the CGG duplicated 
responsibilities for the Board and Executive. It was agreed that the CCG Terms of 
Reference should be amended to retain responsibilities for assurance on PR19 processes 
but exclude AMP6 delivery monitoring. This needs to be agreed by the Board. As a 
consequence, the CCG would not produce an Annual Report for 2019 – 2020 or an end of 
AMP6 report.    
 
Action:  revise the CCG Terms of Reference to retain the PR19 assurance role but 

exclude monitoring the delivery of AMP6 commitments. (Sally Beck – 
February 2020)  

 
The company will ensure Members are kept informed of and updated about developments of 
interest as it considers its new customer engagement advisory model and the need for any 
future version of a CCG. During this period the Company will have one-to-one conversations 
with current Members to gauge how willing each is to be involved and in which ways.   

 
Members commented that: 

 it was vital that the company engaged customers regarding the issues that affected 
them directly and locally. A CCG model was not the best model for this work; 

 it would be helpful to the business to retain expertise and knowledge in some 
central group, such as the CCG, for the next price review. But increasing diversity 
in the Group would be beneficial; 

 continuing to engage CCG Members on their areas of interest and expertise would 
be valuable. Key examples were the advice provided on trust, working within 
communities and for customers in circumstances that made them vulnerable.    

 
Ian McAulay, SWS CEO, said he wanted to do more futures optioneering to think about 
what the company should be like in 10 years’ time and then work backwards to shape the 
outcomes it was looking to achieve in the more immediate future. The Western Area is a 
good example of working in this way. It meant having to consider the energy, agriculture 
and water requirements within the Environment Agency’s (EA) Section 20 timescale with all 
involved understanding that the decisions made now were right for the longer term. It will 
provide the model for future working. He thought a CCG-like structure with expert members 
could add value to this type of futures work.   
 
As this would be the final meeting of the CCG in its current form, Ian wanted sincere thanks 
to the Chair and CCG Members to be formally recorded. Members also asked for it to be 
recorded that Anna had been a remarkable Chair.   
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The agenda then reverted to the planned order.  
 
 
3. Business updates  

 
Ian reported that: 

 the company was getting ready to launch its ‘prepare your house for winter’ 
campaign 

 He and Members of the Executive Leadership Team had been paying visits on the 
‘Around our sites in 80 days’ tour of the region. They had seen and discussed 
issues at the sites with the staff that worked there and found it immensely valuable 
in understanding the day-to-day challenges faced by the on-site teams and the 
priorities to focus on at each site 

 The Board had a new Chair, Keith Lough, whose background was in the natural 
resources and energy sectors including British Energy plc and non-executive roles 
at Gulf Keystone Petroleum plc and the Gas and Electricity Markets Authority 
(Ofgem) where he was chair of the Audit and Risk Assurance Committee. 

 
Updates from Members included: 

 That the National Board of CCWater will be visiting all water companies in the New 
Year 

 Attending the Labour Party conference fringe events where renationalization of the 
water industry was not mentioned, surprising as it is a key ambition for Labour 
during its first 100 days in government were it to be elected. The main thrust was 
that water is an energy intensive industry and needs to focus on bringing down 
emissions and impacts 

 that the belated Service Delivery report from Ofwat showed the company’s failures 
but also the improvements and had highlighted that the company had the fastest 
improving SIM (Service Incentive Mechanism) scores.    

 

 

The transformation programmes 
 
4. Water First   

 
Helen Simonian, SWS Director for Wholesale Water Services, introduced Jo Harris who is 
leading the Water First transformation programme. Jo reported that the programme is about 
getting the basics – quality and resilience from source to tap – right. Previously, the 
Drinking Water Inspectorate (DWI) had served regulatory notices on the company and 
regular monthly meetings are now held to discuss progress. The company is on a path of 
continuous improvement. Feedback from the DWI is highly positive. 
 
Water First is not just about complying with legal instruments, it is about reducing risk by 
having tight policies and procedures, setting high expectations through training, and culture 
change. Hazard Reviews are regularly conducted, from full drain surveys to tap water 
testing, to assess hazards which were then fed into find and fix plans. Operations had been 
the starting point for the Water First programme and the next steps would be bringing the 
networks into the programme.  
 
Jo circulated a set of training and site manuals, project plans and milestones. These had 
been developed using industry best practice and were continually updated and embedded 
in the system by, for example, showing videos at staff meetings and the use of ‘Clever 
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Nellie’, a simple and enjoyable system of online testing to reinforce training which also 
generated reports on staff participation and levels of knowledge. 
 
Members thanked Jo for the detailed background and asked: 

 If information provided to front line staff included, for example, how long it might 
take to reach the sites and what the permit levels are for each of the sites?  

 Whether the manuals included: 
o customer communication processes, for example, the need to inform the 

communications function? 
o Customers’ priorities at individual sites when implementing find and fix? 
o Reminders on the importance of the accuracy of data and information 

collection? 

 If sites could be used to advertise the improvement schemes and environmentally 
beneficial works SWS was undertaking? 

 
Jo confirmed that information flows are joined up and streamlined to provide agents with all 
the information, such as site specific risk profiles and mitigation measures to enable 
decision-making on the spot, especially critical when in the middle of the night. 
Communication flows were being looked into and the use of sites as locations to 
disseminate information to customers was being assessed.   
 
Ian commented that under Jo’s leadership, operational stabilisation had been achieved and 
this had been recognised by the DWI. He wanted to commend her work and effectiveness.  

 
 
5. Environment+ 

 
Chris Braham, SWS Head of Strategic Planning: Wastewater, said that Environment+ 
demanded close internal working and continuous learning to achieve treatment compliance. 
It was what customers expected. It is vital to recognise that ‘how’ the work is done is as 
important as ‘what’ is done as part of the business transformation.  
 
The core themes were protection, enhancement and transparency and there were five 
major workstreams: permit compliance; preventing pollutions; managing abstractions; bio-
resources and energy and reducing flooding. All were underpinned by accurate reporting, 
training, policies and risk assessments to understand where to prioritise efforts. The overall 
aim is to be awarded 4 stars in the EA’s annual performance assessment. The key issue is 
ensuring compliance and recognising that in five years’ time, the standards will be even 
higher and the targets tighter.  
 
Simon Oates commented that there were two moving parts to consider – the tightening 
targets which meant the performance improvement trajectory needed to move even faster. 
It would be a challenge to ensure customers and stakeholders understood why 
performance may look worse than it actually is. Members advised being open about what is 
happening, the rate of improvement versus the rate of restriction, and where the company 
expected to get to. 
 
Chris continued that there is a monthly steering board to check progress against 
milestones. All the smaller schemes were already completed and the ‘Competent Operator’ 
training schemes would be completed and assessed by March 2020. Programmes to 
address power failures at pumping stations were underway and larger schemes would start 
in AMP7.  Ian commented that power outages continued to be a big issue. A number of 
sites had lost power the previous weekend and needed to be designed with automated 
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reset/start rather than rely on manual intervention.  
 
Members’ comments included that:  

 Water quality and pollution prevention had been explored at the recent Strategic 
Environment Panel and it was fascinating to see the latest developments and 
technologies   

 It would be interesting to map back and identify whether what is now in place 
through Environment+ would have prevented the Ofwat investigation 

 It was encouraging to see training linked to company culture 
 To move the company to a four star rating would mean vast improvements were 

needed. Was there a target date? 
 

Chris said improvements were already visible in the field and that achieving four stars was 
the aim but tightening targets meant achieving them would be a considerable challenge.  
    
 
6. Operational Excellence  

 
Andy Beebee, SWS Head of Operational Excellence (OE), said that, in 2017, the company 
recognised that there were several areas where it was not meeting customer, stakeholder, 
investor or regulatory requirements. The Capital Delivery programme was under delivering, 
risk was increasing whilst resilience was decreasing. Things therefore needed to change. It 
contracted the Egremont Group, a management consultancy specialising in business 
transformation, to conduct an internal and external review to diagnose and develop 
solutions to the issues.  
 
The high level findings were that there were conflicting goals and measures, time was spent 
reacting and firefighting, the data was poor and teams were working in silos. The solutions 
proposed were to create a single, permanent, operational performance team to embed OE 
principles and culture as BAU and to establish a big-picture overview of the whole system 
before changing individual parts.  
 
Andy said OE is not a quick fix. It is an ongoing process to improve processes and 
performance, efficiently and effectively, to meet the needs of all parties by engaging 
externally, listening and learning from feedback and driving continuous improvement. OE 
ensures the basics are fixed, quality and standards are upheld and continuous 
improvement factored in. It ensured end-to-end processes are understood and resourced, 
delivered problem solving and coaching in problem solving skills. A toolkit and knowledge 
base were being curated.  
 
Members asked about the Hub approach and whether this helped to breakdown silos. Andy 
confirmed it did. There were now some 60 Hubs with 900 plus people involved and some 
300 individuals trained. Hubs brought field managers, technicians, ops and sometimes 
experts together to discuss the programme of works across functions, plan ahead, develop 
solutions and report transparently on performance. It was an aid to decision-making and a 
way of making performance visible and tangible, reducing risk and increasing resilience via 
a horizontal and vertical structure in an end-to-end process. This way of working had 
become BAU and is delivering results and compliance as well as financial savings and 
efficiencies.  
 
The Chair welcomed this programme saying it was evidence that the company culture was 
truly changing.     
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7. Customer and stakeholder updates 
Nick Eves, SWS Head of Strategic Customer Insight, introduced Kirsty Cockburn who had 
recently joined the company as Head of Media and Public Affairs. Amongst other work, 
Kirsty had previously work at the BBC and government think-tanks on inclusivity and 
community engagement.  
 
Nick took the paper as read. A significant volume of insight had been gathered and was 
feeding into business plans and creating change. Some key things were: 

 insight into customers’ views in preparation for C-MeX (Customer Measure of 
Experience) ratings 

 Reviews of incident management 

 The behaviour change marketing plan focusing particularly on Western Area. The 
customer action group had been used to ensure the language and information 
was understandable and that customers were able to disseminate the information 
to friends and families. Trials are taking place in Havant and Hayling Island 

 Understanding the value customers place on water  

 The type of performance information customers wanted to see via a website 
dashboard 

 This year’s ‘prepare your home for winter’ campaign 

 
The Chair commented that the customer insight programme was visibly growing in scale 
and scope and making a difference across all areas of the business which was to be 
welcomed. It was important to have an overview of the learnings and how these 
complemented what was already known. It looks and feels completely different to the way 
the company used to be and is impressive.   
 
Members asked about building customers’ trust. Welsh Water (WW) appeared to have 
done this successfully. Nick responded that WW had broken down the components of trust 
into simple parts which its customers responded to.  
 
Members also asked what the company was doing about water recycling schemes. Nick 
said that the first wave of customers would be consulted the following week to gain initial 
reactions to introductory materials. Further insight sessions were planned throughout 
November and December to see how their views developed and changed as they became 
more informed. He had a relatively good spread of income and families from which to gain 
valuable qualitative insight but he asked for advice on how to engage hard-to-reach 
customers confirming that those taking part would receive some payment for the time they 
gave. Members observed that incentives needed to be carefully administered as it could 
affect any benefits individuals received. There were community leaders and charities who 
may be willing to help with engaging hard-to-reach customers.   
 
Members asked whether the T100 campaign was having any effect and Nick said that the 
geographic areas of focus for the campaign showed reduced consumption. The work would 
provide evidence about what the most effective tools were, such as lamp post banners or 
bus shelter posters or direct customer contact which would help direct future action.      
  
8.   Update on EA and DWI regulatory issues 

 
Alison Hoyle, SWS Director of Risk and Compliance, said that the Compliance Risk Index 
was showing improvement and had been positively impacted by the Water First 
programme. Customer contacts regarding water quality have reduced year on year and this 
is key as customers notice taste, smell and appearance. The DWI were happy with the 
company’s direction.  
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However, there was a greater improvement in water quality than for pollutions which had 
been increasing. The company would only be rated as one or possibly 2 star by the EA. 
Much hard work, the mobilization of incident response and a major rebuilding programme 
on some of the larger works had significantly improved performance this year and the 
environmental impacts were reducing. The EA had seen the improvement plans for 
pollution and compliance and were relatively content but the company now had to 
implement the plans and deliver. Meanwhile, there were ongoing discussions with the EA 
about SoSI which could negatively impact performance for some years ahead.  
 
Members commented that the paper shows that risk levels are higher than the average for 
water companies and particularly for leakage which was the highest of all. The ‘best 
performers’ of good performance on total leakage were seen as the ones that had reduced 
leakage the most by percentage reduction which obviously is easier if leakage is higher. 
SWS was at the upper end of good performance although the percentage change made 
the company’s performance look relatively worse than it actually is. Alison confirmed that 
monthly performance is improving and the upward trajectory was on track. 
 
 
9. Performance Reporting Dashboard  

 
As part of the undertaking it had provided to Ofwat, the company has to transparently report 
on its performance via an online dashboard, developed with customers to ensure it met 
their requirements. Nick asked Members for advice on the types of performance content 
they would prioritise, how they thought it could be best presented and with what frequency it 
should be updated. 
 
Members’ advice included: 

 Involving stakeholders as well as customers, as they were more likely to read 
reports and be interested in the company’s performance 

 That an online dashboard could be layered with many different types and depths of 
information 

 That it ought to be grouped and presented under the four key customer facing 
priorities: brilliant at the basics; fit for the future; taking care of water and looking 
after the environment 

 The top level could be the RAG rating of each commitment  

 It would be valuable to: 
o show comparators – how the company is doing compared with other water 

companies 
o use contextual information – where the company is not performing well, explain 

why and vice versa 

 testing it with customers to see what was most important to them and then use 
these first 

 that transparency will help build trust. 

 
  Members asked how often the information would be updated and Simon said it could be 

updated more frequently than annually but the data would not be assured until year end. 
Ian commented that a real challenge is how to get customers interested in water. The Chair 
said it much depended on the language used, for example, they are more likely to be 
interested in ‘the health of our rivers’ rather than ‘water quality’ but it was noted that this is 
not a reported metric. Members thought another challenge was to get customers visiting the 
website – most would only go there if they had an issue or to pay their bills and most of this 
would be done by phone or email.   
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10. Immediate future plans for the CCG 
 

Item 10 had been taken earlier in the day.  
 
 
11. Water Resources South East 

 
Meyrick Gough, Technical Director at Water Resources South East (WRSE), said that the 
intention for WRSE was to produce the first ever water resource plan for the South East. It 
may become a statutory instrument. The planning underway for the Western Area, the 
most water-stressed in the country, will be used as a model for other areas. The work 
being undertaken is multi-sector, multi region and strategic.  
 
The water resource modelling is state of the art although data is a challenge. Each 
company involved had its own data model and these could not easily be harmonised. Many 
variables were being taken into consideration including different grades of water for potable 
supply, to augmenting supplies through grey water recycling, SuDS, water grids and 
transfers. Sectoral uses, such as water use by golf courses, had to be taken into account 
and needed to be part of the solution as some catchments will not be able to provide water 
for these types of uses in the future. Potential droughts, floods and freeze thaws needed to 
be reconciled with other factors and plans to ensure resilience. Additionally, the best value 
solutions had to be identified.  
 
A 50 year view was being taken, and the timetable meant solutions had to be reached. 
WRSE was working to a ‘must’, ‘should’ and ‘could’ formula. In reality, progress was not 
moving fast enough as items such as pipelines, reservoirs and underground storage take 
years to receive planning permission. Ian commented that it becomes complicated very 
quickly and that the model needed to be developed before a meaningful customer 
consultation could be held during 2022 to feed into the statutory Water Resource 
Management Plan (WRMP). 
 
Meyrick continued that RAPID (Regulators Alliance for Progressing Infrastructure 
Development) included the EA, Ofwat and DWI is developing a National Framework setting 
out expectations for the regional groupings of water companies that included the need to 
consider potentially controversial strategic schemes, such as reservoirs and major water 
transfer programmes.  
 
Members’ comments and questions included:  

 That the way the Framework is launched, explained and communicated will be 
critical as it needs to raise awareness of the challenges that are ahead and why 
major schemes are needed 

 that there were multiple stakeholders and consumers ranging from household 
customer to farmers and big industry so options were needed to allow for genuine 
customer engagement   

 how the Western Area strategy would link into the statutory WRMP and the wider 
WRSE plan and the National Framework 

 whether the WRSE plan and the National Framework would have a statutory 
footing? 

 
Meyrick responded that the Western Area strategy is being driven by the WRMP and the 
National Framework would strongly influence it. Defra was looking at whether the National 
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Framework and the WRSE plan should become statutory. In the interim, where there were 
schemes in the WRSE plan that two or more water companies agreed on, the Secretary of 
State had powers to direct the companies to include them in their individual WRMPs.  
 
 
   
AOBs     
 
There were no AOBs and the Chair thanked everyone for their time.  
 
 
 
ENDS 
 
 

 
04 November 2019 ACTION LIST 

Agenda 
Item 

Action Who By when status 

3 Revisit the CCG Terms of Reference to 
retain the PR19 assurance role but exclude 
monitoring the delivery of AMP6 
commitment. 

Sally Beck February 
2020 

 

 
 
 


