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Item  Raised by Date Raised Subject Matter 
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Rationale and How to close this Challenge SEW Response inc. date Further CCG commentary inc date
Status

(Open/Closed)
SEW Forward Planning Status Priority

2 CCG

29/03/2017 + 
updated 

24/06/2020 Engagement 

Strategic stakeholder mapping - SEW to strategically map the stakeholder groups 
within its area for different business activities e.g. consumer vulnerability, water 
resources. As part of this consider who is impacted or interested. Once identified 
groups need to be contacted to ask them how they would like to be engaged 
explaining why it's relevant to them. e.g. no engagement, inform only, consult, co-
develop approaches, co-deliver. Chair gave example of work done at Western 
Power Distribution, and shared details.  Also to develop a mechanism to keep 
stakeholder lists up to date. 

14.10.20 We would like to see evidence that for 
each policy area e.g. consumer vulnerability, 
environment, resilience, customer service that 
SEW has mapped stakeholder groups in its area. 
Thought about who might be interested or 
impacted by decisions. From this to strategically 
identify which partners to work with on different 
issues that support the delivery of the business 
plan.

Work carried out by CAG consultants to assess the original SEW stakeholder 
network, identify any gaps and provide updated stakeholder contacts that SEW 
could incorporate into its ongoing activities.  This work was completed and 
contacts were used to invite contacts to the second stage stakeholder workshops 
for co-creation of vulnerability strategy.  This work will be on-going for the 
business with more robust systems being introduced ready for AMP7.  We have 
committed to development of these systems in Appendix 15 VAAP Services

March 2021 - Stakeholder mapping approach has been implemented into the 
Vulnerability Strategy Team (and wider but this is not the context of the challenge) 
– The Team has a very clear approach to managing its stakeholders and its 
approach based on engagement with those stakeholders and what customers told 
us in our survey. A delivery led approach has been taken with maintaining the data 
within the stakeholder database (without this the team is ineffective at fulfilling its 
job) but strategic stakeholder mapping is undertaken annually.  Our baseline of 
stakeholder segments has been included in the 31st March 2021 CCG.  CCG should 
be mindful and ensure that this practical provision of evidence in a department is 
recognised

Proposal to close rejected 24/6/20

Open

Further stakeholder mapping to be undertaken 
through year 1 of AMP7 - this will be updated to 
CCG as progresses.

5/1/21 - Stakeholder Engagement Strategy under 
development, to come to CCG and show how the 
approach will be embedded across the 
organisation

WPD do not cover any part of the SEW region but 
company commits to engaging with WPD as part 
of a benchmarking exercise

Red 1

4 RMSG 15/06/2017 Engagement 

Feedback loops - SEW to improve its feedback loops with customers and 
stakeholders, explaining how their feedback has influenced company decision 
making. There is potential to encourage parties doing one-off pieces of work to 
join SEW ongoing/online communities. CCG suggested  publishing 'Playback 
documents'

14.10.20 - the CCG has regularly raised how are 
you feeding back to customers and stakeholders 
how you have listened to their views and how you 
use this as an opportunity for further 
engagement. We are aware this happens 
naturally with your stakeholder forums such as 
the ESG but it is less clear for other types of 
research. To close this off we would like to see 
how you do this for each engagement activity e.g. 
customer surveys (can customers opt to get 
updates)
28.10.20 - The CCG would like to see this built into 
business plan engagement for PR24 (merged with 
PR24-2 a duplicate of this challenge). 

Potential to use enduring engagement community will be looked at post business 
plan submission.

Merged with challenge PR19-134 
28.10.20

Open Amber 1

5 CCG 05/07/2017 WRMP

Good practice - SEW should demonstrate how it is taking innovative and good 
practice engagement approaches for PR19 into WRMP

14.10.20 - To close this off, the CCG needs 
visibility as to the lessons learned, which if any 
are being taken forward and why. 

The Company plans to hold a lessons learnt session to review engagement carried 
out for its WRMP and PR19, to build these into our ongoing engagement strategy 
for the future.

Proposal to close rejected 24/6/20
Open

WRMP Engagement plan being developed to 
input into WRSE - Innovation is considered for all 
engagement within the cost envelope

Red 1

6 CVSG 13/10/2017 Affordability

Identifying and supporting customers in financial difficulties - SEW to explore 
how they can use insights from this geographical debt data and wider data about 
the distribution of income levels to develop more proactive targeted action to 
prevent customers falling into debt in the first instance and improve the uptake of 
social support in high deprivation or currently ‘under-represented’ areas. The 
Group would also like  impact of social support on bad debt levels and water 
poverty. 

14.10.20 - This challenge is about identifying 
communities where there are high levels of 
customers at risk of falling in financial difficulty 
and taking proactive action to prevent this. It 
would be useful to see a summary as to how you 
are proactively identifying vulnerability. 

SEW engaging with Energy companies to assess use of vulnerability risk data, both 
for supporting financial vulnerability, and also from vulnerability risk arising from 
loss of supply. 

This is now part of the ongoing update to the Vulnerability Sub-Group.

March 2021 - Internal deprivation data is being pulled together alongside Horizon 
Scanning activity with Centre for Sustainable Energy and Sustainability First.

Open

Business As Usual Activity - will be discussed with 
future Vulnerability Horizon Scanning Report due 
in 2021

Horizon Scanning finalisation due Summer 21 Amber 1

7 CVSG 03/01/2018 Customer service

Codes of practice - SEW to track which codes of practices are being used by 
customers and their effectiveness and transparency

14.10.20 - we will close challenge when this 
happens (it has been on the to do list a while)!

We have committed to a full review of our communications and literature with an 
emphasis on keeping it simple.
5/1/21 - SEW looking at benefits of monitoring and will provide statistics of 
current usage

Open

Business As Usual Activity

Red 3

June 2021: 20 challenges
4 Consumer vulnerability
2 Affordability
1 Customer service
5 Drought Plan
4 WRMP
2 Engagement 
1 Interruptions
3 Net Zero

Customer Challenge Group 
Challenge Log

Changes since last meeting provided in purple
Status RAG key:

Red: the CCG has not seen sufficient information or has no confidence that this area is 
being satisfactorily addressed.

Amber: CCG has concerns but has seen some evidence that progress is being made.
Green: No immediate concerns and CEG is confident that this area is being addressed.

Priority ratings:
1. High priority - important to consumers or urgent due to timelines, inter-dependencies with other work

2. Medium priority – important but not urgent
3. Low priority – lower impact for consumers, not time dependent

CCG Challenge Log AMP7 Dec 2020 10/06/2021 Page 1 of 3



Commercially Confidential

Item  Raised by Date Raised Subject Matter 
CCG Challenge 

Rationale and How to close this Challenge SEW Response inc. date Further CCG commentary inc date
Status

(Open/Closed)
SEW Forward Planning Status Priority

Customer Challenge Group 
Challenge Log

8 CVSG 03/01/2018 Vulnerability

Third party intermediaries - SEW to understand best practice in terms of 
approaches to power of attorney/ third parties acting on behalf of customers and 
consider how this can be applied to its business practices. 

14.10.20 - to close this off we need evidence that 
you have researched good practice power of 
attorney and  can demonstrate how you have 
considered this in designing your vulnerability 
processes. Have been new developments in this 
space with new bereavement standard 
discussions. 

Due to the high number of carers in area, mental health issues and aging 
population, we have committed to supporting carers within our region and will 
create a set of supporting processes based on best practice. 
5/1/21 - My Account functionality enables Power of Attorney. Bereavement 
practices being reviewed. 

March 2021 - details provided within meeting slides
As discussed in presentation at 31st March 2021 the company explained how they 
were working with CRUSE on their bereavement processes and training support.  
Whilst POA is currently under further strategic debate and any process changes 
are not as yet identified.  This is not an area of complaint for customers due to the 
flexible process that we operate that enables customers to lodge a formal POA or 
alternatively nominate any individual to act on their behalf.  The company has 
processes in place to assess contacts where customers are no longer in a position 
to act for themselves but hasn’t lodged any POA or nominee which have been 
agreed as part of wider legal review from a compliance perspective.  Additionally 
this is not an area of concern based on our BSI audits

Proposal to close rejected post March 
2021 meeting

Open

Future planned action - Vulnerability Strategy

March 2021 - No evidence to support that this is 
an area of performance impact has been raised 
by CCG.  Company does not intend to bring 
anything back to CCG around this area.

Amber 3

9 CVSG 05/03/2018 Vulnerability

Vulnerability training - SEW to research best practice in training and identifying 
vulnerability and to map where they think they are relative to exemplary cross-
sector approaches.

SEW to investigate this post business plan submission.  SEW will commit to 
systematically evaluating our training including the use of third party specialist 
suppliers such as RIDCA and will look to interim solutions to improve the 
robustness of our training and evaluation in the short-term post business plan. 

Open

Future planned action - Vulnerability Strategy

Red 3

10 CVSG 05/03/2018 Vulnerability

Vulnerability training - SEW to provide further information on how it measures 
the effectiveness of their training and to provide feedback from that as 
appropriate.

Open
Future planned action - Vulnerability Strategy

Red 1

11 CCG 01/08/2018 Affordability

Financial support mechanisms. The proposals for customers in financial difficulty 
e.g. extra tariff are not supported by customer research.  The company needs to 
better understand who its customers are who are struggling to pay. We challenge 
the company to co-create its approach to financial vulnerability post September 3 
and provide leadership of other water companies in this area. 

As suggested we will review this post-September 3 and work with the CCG to 
develop the approach.

March 2021 - The company has commission National Energy Action to review the 
companies Affordability Support tariffs and the link to water poverty.  As well this 
ties in with the work being undertaken by Centre for Sustainable Energy and 
Sustainable first who are commissioned to provide Horizon Scanning Report on 
affordability post the pandemic – Additionally there is more strategic discussions 
on Affordability tariffs being held across the industry

14.10.20 - we understand it makes to 
wait until Defra's approach on cross 
subsidy and work on Covid-19 pandemic 
impacts is better understood before 
progressing this. 

Open

This action has been superseded by Covid-19 
financial impacts and potential agreements and 
this will be updated as part of Vulnerability 
Strategy

On hold - due to Ofwat consultation on industry-
wide approach to social tariff

Horizon Scanning finalisation due Summer 21 
plus industry outcome.

Red 1

12 CCG 01/08/2018 Interruptions

Map those areas that have had a) more than one supply interruption in the last 
year b) more than one supply interruption in the last two years and outline what 
action will be taken to address their problems. SEW to share the strategy for 
customers affected by multiple interruptions. 

We will pick this up with the CCG post business plan to ensure full understanding 
of our investment decision making process - however our asset management plan 
is created by a number of risks, including but not limited to: mapping supply 
interruptions, burst mains and quality issues. Appendix  11 - Our investment plan 
covers how we maintain our service, events such as interruptions to supply are fed 
into this. But we would be happy to review further with the CCG post-business 
plan submission as a deep dive.

Open Red 1

13

Zoe McLeod & 
Penny 
Shepherd - 
Bilateral with 
Andy and Steve 01/07/2018 Vulnerability

Carers - How will you consider carers views, and engage with them going forward? 
This is particularly important  given large number of older people in your 
constituency

14.10.20 - this is a segment that appears to be 
ignored. There would be an opportunity to engage 
with your own staff who are carers. BG has a staff 
carers group for example who help shape their 
approach in this area. 

The company has also recognised the need to improve engagement with the 
carers community (which was a notable gap in the business plan engagement) - 
including gaining a better understanding of their priorities and needs. This is 
particularly welcome as the region has a higher than average older and ageing 
population, with a potentially higher and growing number of carers. 

Open

Future planned action - Considered as part of the 
Vulnerability Forums and Engagement Strategy

Amber 3

14 CCG 24/06/2020 WRMP

Scope of engagement - SEW is to articulate how and where customer and 
stakeholder views can influence the WRMP i.e. the measures and priorities and 
where there was no scope e.g. due to regulation, national policy or regional 
priorities. 

14.10.20 - Much of water resources engagement 
is being undertaken at a regional level. Some 
requirements are set and customers are not able 
to influence them. It is important to be clear 
where customers/stakeholders can influence in 
practice and focus on those areas. 

25.11.20 (LD) - This work has started. We are in the process of mapping the new 
guidelines, government policies and WRSE work to define what the scope of 
influence for customers and stakeholders will be. This will be set out in a roadmap 
showing timing and outputs of key building blocks for the plan and being explicit 
about what we did last time, what input we had from stakeholders and customers 
at the time and what we are asking for input to now and what we are not. A first 
draft of this work is due end of November 2020 for internal review by SEW.    

Open Amber 1

15 DPWG 28/08/2020 Drought Plan

Clear aims - SEW to articulate what questions it wants to ask customers and 
stakeholder groups as part of the development of the Drought Management Plan. 
Also to be clear where stakeholders can't influence

25.11.20 (LD) - The objectives have been shared with CCG, most recently at 
meeting 25/11/20. Those objectives are shaping the questions to be asked and the 
approach is being shared with the CCG sub-group.

Open Red 1

16 DPWG 28/08/2020 Drought Plan

Gap analysis - SEW to review its current research and insight to understand what it 
already knows/doesn't know re drought. So builds on, rather than duplicates 
research n this area. 25.11.20 (LD) - This work has been progressed looking at WRMP14 and WRMP19 

customer research and collating other insight sources we have that are relevant to 
drought. We are looking at Drought Plan 2013 and Drought Plan 18 
representations on draft drought plans for further insight. The key 'Gap' is an up to 
date understanding of customer views on how they understand drought, how we 
manage drought, how we engaged with them and their preferred phasing of 
restrictions. This  is being addressed  as part of the customer research. 

Open Red 1
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17 DPWG 28/08/2020 Drought Plan

Stakeholder mapping - Undertake stakeholder mapping of potentially interested 
and impacted customers/groups for the drought plan. Contact relevant 
stakeholders to understand how they would like to be engaged. E.g. not at all; 
inform only; consulted; co-develop approaches or co-deliver solutions

25.11.20 (LD) - We are not fundamentally changing how the current drought plan 
works. Its format is being modified so that technical information and options 
moves to the WRMP and what remains is a tactical response plan when in 
drought. We do want to speak to retailers and other water users that are non 
public water supply about their needs during drought and incorporate into the 
plan. This is part of our engagement work with stakeholders work to help inform 
the draft plan.  Most engagement with stakeholders is likely to occur during the 
formal consultation period for the draft drought plan. 

Open Red 1

18 DPWG 03/11/2020 Drought Plan & WRMP

Optioneering/measuring value - for optioning on the drought plan and WRMP, 
SEW to articulate not only how it will assess the economic and environmental 
impacts but also the social impacts of approaches e.g. SROI/use of capitals

25.11.20 (LD) - Any new options that come forward and ought to be considered  
for drought management will feed into the WRMP process. We will not be 
assessing new options as part of the drought plan work, we will be identifying 
options to be taken forward into WRMP. So there is not a need to optioneer or 
measure values of options in drought plan.  

Open Amber 1

19 DPWG 03/11/2020 Drought Plan & WRMP

Golden thread - SEW to develop an insight document which brings together key 
drought management plan and WRMP insight e.g. like National Grid's playback 
document

25.11.20 - SEW have a document in draft that we are reviewing and will be 
completed shortly. This will be circulated to the CCG shortly. 

Open Green 2

20 CCG 27/05/2021 Net Zero

Engagement - Map key stakeholders impacted and interested in carbon reduction 
and proactively reach out to these groups including with updates on progress. The 
company already has a positive story to tell and there is scope to promote this 
more widely. Expanding the stakeholder network will also help to identify and 
deliver innovative practice, build support for the approach and trust and 
confidence in SEW. We recognise that SEW has positive collaboration and sharing 
of good practice on net zero via Water UK working groups and has sought 
feedback from its Environmental Scrutiny Group. But we are mindful that as PR24 
approaches willingness to share will inevitably decline and SEW will need sources 
of expert insight outside of this mechanism. ESG stakeholders are also generally 
biodiversity rather than carbon experts and SEW should endeavour to involve 
leading players on carbon. They could be strong advocates for its approach.

Open

21 CCG 27/05/2021 Net Zero

Wider net zero strategy – in line with SEW’s mission and responsible business 
ambition level outline the company’s carbon reduction strategy beyond tackling 
operational emissions by 2030, to deliver genuine net zero and longer-term net 
positive

Open

22 CCG 27/05/2021 Net Zero
Supply chain – outline your approach to tackling supply chain and employee 
emissions. Also explore how the supply chain can assist you Open
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