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1. AT A GLANCE

Engaging with suandu®dintmedas

This dodwumanesntt oget her the key engagement that has hel
plaesulting in a plan that is acceptable and affordat

Foll owing oenffagemPRL9we adapt ad ea adfc etuhndt vieede dloac k we
recetwvednsurerothabnl wei mpmeO@tdabds eBR20drul | y.

I't explainsustew wer h&mpadedeEnatiengy oduc etde r snu r2éd 2tlh at
we have a strong body ofneesvsi dpelnacnee t o i nform the busi

Our new strategy ieul i Bk@édcomwmyget hati ovm domwihkieeyn hel p us
t h e noefs:

o 9 & Z @
Qe | 0 L™
Core Service  Affordability Resilience Environment Social Purpose
With this new approach to engagement collecting a bro

have i mplemented our new triaonguliséohnprobessantdadund
they are conflicting whictstweailghot einss uappnlgi etdh atto tthhee cio

These processesndviwill lcomaglimpmues to prepare for our fut
i nfiomgn our service delivery plans

We have also |linked togethehasnhalkpedansetagrreeigs amenet h
delivering on our processes as well as ensuring a cle
making through to the f:inal business plan including

OQu2bYear Vision
Our LTeerrgn Del i very Strategy
Our ABWPS8Bi nR saxn

Thi s ampew ocaadcdhr e sedback fr camdrue g (Cluastt ormPran®d r wtnidn y
ensures alignmemettwbtdbl|l bgg. PR24

We have 3 key phases of drhegea gpeainsd mte svshtipdeha ef eheads ibneteon m
inputs of insight into each phase to ensure that we n
communities.

PhaseBFdcuses on ensuring that customers pnidorities
devedwmp company vision alongsi-lermtdetindgrtyostieateég

additionall y-tteesnt eadnbsu @ owlinemngani sati on.
PhaseE®Qtablishes the potenti al plan activities and
f ocans someleeghactavwéenssarkrwdt that we pwesbntedl cust
activit,aed, owd sotpsme t s . Cust omer s whietrhe nhai bginha,yns pr es
and | ow options so thatmpaoary eptuil dnsnoae echci degs.
PmseiMRBcceptabil ity odnduAf fpdrachabi IWet have | ong recogt

af for daarbd Ititiys remai ns atmaihret dhiemirntg otf he ulrowae sti omo s
supply services i nTlingliam ¢gp aarmtdi tiMellasdrsli n t he cont ext
enviroamdntwe know i t' st oa nteaerte fouulr bcaulsatnocneer expect at
stbhdilalgl e to afford the bildl
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OQur plan has focused onairf eawi ckhe ywearree absa si ehd boart posutre fp h a
The four areas ar e:

|l mproving the environment
Lead pipe replacement
Smart metering

Leakage

Whil st we weighed up the bill, iempasectds ofurromhawsre @&meantg
to hedesiagm!| an that wooahgiedml ambrtoans, would meet ou
expectweli obhs affordable. As cust oanetriswiéd lda lnlog n gehd osLer
own efficiency of whatf wrediwid |lanelbaleandeadowmut badaiti
ensutihag it was necessary to undertake that investmen
We throughout this period al sad otngs twa d hoewsrespieldli ftiionppiacc t
relating to Small Company Premiums.

During phase 2 we fhhadn ctursdomgrescihphmawhi phawnisded a stron
and robust bunsoivnee sisntpo aonurt ophase 3 engagement of acce

Despite the cfuirmemci eelxteawmeedbnmertd an extremdlhy posit

el ements oA6%hecpsbomaunrs oposed plan for water supply
acceptOnblye 29 % ussaimdrs proposed plan wowld be difficul
Our engagement appr paancdh wess bhaingehrliys erdo bhuoswt our approach
high quality standards set. out by Ofwat in its method

PRT®38 923
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3. OUR ENGAGEMENT STRATEGY

A. Our Approach to Engagement

As an esseenmitcal provider, providing water as a regul at
good engagement of our customers, stakeholders, and c
regéoneeds but also gain insight from wermeowsr tfoutsthhrag e
ambitions.

Engagement enables us to not only identify insight to
it also provides an opportuncirteyatteo siodleunttiiofnys owiptohr touunri
customer s, nwiirolviidrest am i ncreased chance of successf.
In dbcemeamtwi |l show how we have adapted and evolved
the insight that we have obtained from our embedded s
OQur appr aadalptiaoughotubd ABEIt papptoaeaehes and to | earn
comments made by Ofwat in its review of our PR19 enga
We wanted to ensure that we adapted in a meaningful w
testing stuldact saddeorwst and -tdatvmewts wg customers-in what
moving external environment for our customers.

To devel op our engagement strategy, we have integrate
specialist r esseawhdh hc empadbnied us to draw on their exp:¢
programmes, cross sector research approaches and a we

| mpl ementing our new strategy for AMPY7

In 2020 we implemented ouponawedtmrnhtegy whathl eacning
whil st ensuring that it met the current and future ne
want to create with our customers and communities.

This new strategy focusedhenmieaxxgpamdi ipg ovurdiinmgs iaghte mpa
to drive not just our business planning pitaagsses, st
service delivery putting customer and community Vviews

PRT®38 923
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Long Term Strategies Business Service
and vision planning delivery

Key theBywesundertaking a mapping exercise we start by

us as a cofmwaumy carsd omer s . We know from our work witdt
everything we dotltane fiey itnheoemene whHil st ensuring tha
model and.approach

Who We have a broad range of customers and stakehol der
groupsnappByng acti vitiewe tcoank eynggargleupwsgt bupsweoni ghe ri
t op.i cs

HowWe gain our insight from five key workstreams, whi
OngoingivBAUundertake ongoing engagediamty talcrtdwgh iman
which covers a broad range of our business includir
Scrutiny Panel, aodossecseohgopi wgrkurveys of our cust

services they have received
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CentralisedntEWgrigiemg with regulators and across the
Wal es we have centralised some key research el ement
Community EngWgemedértake work with manydcaoymmuni ty
basis whidéspaoperfect opportunity to gather insigt
our wor k. Work iextghmp il tedgr mi ng community with our cat
programme or our vul.nerlanbiaddiyt isatnak evheoslwdoetrksawi t h st
Housing Associations and | ocal council s.

Coll aborativieaNeRdhaeoadr sthared research findings acros

companies to enable us to addt hesesats ermnd thibsrka la gleeav elh
understand ampigahthastti @ity

Bespoke RéWeerehspecific insight inputs are requir:eé
company (or the known data is no longer relevant ¢t
part.ners

Wh a t we | eAMPEG dmaod mPR19

We have taken t WPR19eathalphgd dbuovomapphaack and embed ou
engagement within the organisation.

OQur | earnings came from three primary sources:
Of wa't
CCw
Our Customer Scrutiny Panel (as then it was called

Exteraeal ewer s

Of wat 6s feedback from PR19

Fol | otwhiriRd 9 ass e@fswetntpr ovi ded each ddnepany uwsittohmea vi e
engagementasamactkeywere identified to enabl e owhmpcahni es
is set out in Table 1

PRT®38 923
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P&RRd®b ack

l dentified chall eng How we have adapted our ap

evidence on cu
ed on |l onger t
being incorpo

Mor e
engag
Vi ews
Pl an

evidence
mati on
es duri

> 35 O
o —+h =
e (]
o =

dence
ys and
sis out
stand c
ance of

More evi
sur ve
analy
under

rel ev

ust omer
outcornm

Smal | number of cus

engaged with

Companyb6s approach
ilack of independen
uncl ear how ODI rat

customer. vi ews

Lack of segemancled r
techni.ques

Lack of di
vul nerabl e

rect enga
.customer

nsufficient eviden
nderstands how cus
ehaviour may and s
t

I
u
b
its approaches to r

Our engagement strat edghkxepna
strategic areas for our <cu
backbone to our engagement
time and deeper than we ev
ongoCuwgt omer Advi s orreys ePaarncet
Wehave ibutid tevery part of ¢
have been informed by insi
Mat erials have been adapte
standards deaffiomedebhyc Of w

Advi
baronm
bein

Our embedded Customer
on b otcho ndvbeirgseart d oanlssbo
on topics such as well

l'iving

Qur approach remai ns pormoepro
base, has been adapted to0
going engagement ndagde hadsssnubr
to give us coméeethgn ©d wae 63
expectations.of high qual.

I ndependentfracsmuliaaalcRar bee
designed across the workst
and ODI rates are driven f
Of wat from centralised res

cust
re:

We have implemented a
strategyuswvdadc ¢ lmdridesl evant.

We have eangegiegdhy cust omer s
circumstances
This eiys tahekme of. our strat ¢
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Of wat also fed badelkdbhre kf ebbé@maehgt hat was wused in PR1

Tabl:&6f vat #RIOs s ment oandemethodts

Of wat 6s asfesdmaok specifically for PR19 rese
Small number of customers engage with.

Lak of varietymehhedgagemthehbw used.

No segmentation appliecdrtabl engage oimeclsudi ng v
Uncertainty whether fulils brreepadetshe nafedcust omer

Lack of evidence that company is adopting the

Consumer Council 6freedMaack f(rOCE@WR19
CCWublished key rfercommeRhlda,t itohesivegthu s hegewi de comment s

Tabl:€EC3 PR19 assessment on companies

CCW Industry RecommEmbedding into AMPY

Be clear how engage We have i mplemented embed:¢
Busi nPlssmand be transour stirnctlegdyd egelt bpment of
extent suafmecon nfilfseirtri angul ati on process.

not possible to act

clear how company h

it and share across

More focus on BAU eOur strategy foraseamdm o1
ifa wider programme customer engagememaptawsr ioveg

engagement to improteam&edbadnlow wto deliver o
Mor e «coorldtaibve resea We have cobhabesataedh, bot
shared challenges treseamdadharing researfihndnier
i nnovation, reduce with both South East trhe giuc
bet ween small and | national shari.ng of infori
and introduce consi

research.outputs

Companies should puThe South East region shat
materials and findi ShaPei astmaki ng eistsiabd e and
accessible to all al |l

PRT®38 923
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Approach (1) that COur research idedpdwdisy & pe
seereducer momonse bicustomers who are harder t

more consideration <circumsdaméfcfecsr dbabil ity
sel dloemard customers
more flexibility of

Approach (2) that CWhilst we have noti nusnidghtt ¢
seereduce reicradrle bi ar ddaidur horizon scanning i

observational reseaobservational research unct
people and househol shared (such we MNMéareb Ce& Wy aBtl
water, disposal behgarden r.esearch)

engage with water e

to use these to inf

communi cations

Approach (3) that COuEngagement Strategy has
sekcl ose gap betweereach that includewethose
i nformed consumers traditionally hard to reat

payer to ensure the
directi oninoofr et rsaevnesl
checki nusionfllsBsn wi t h
consumers not prewvi

Approach (4) that COur Customer Advi sanr yo nPgaonice
seecreate highly enpanel of 1,000 customers \
reseapracrht i ci p@ame s ongoing engagement and r e:¢
i mmer sive exercises

Approach (5) that COur BAU teamstwadk klsolwd érs a
sekBcoecreation used rareas of the business incl
creativelytsodehthek

Farming and | andowners
Vul nerability and Affor
Educational institution
Reduce research conmnWe have ensured that ,wtuirl i
meaningful views ewhsi mil|l ar amdatplpo dsatcohessupport
with confidence approach to.triangul ati on

Custometti 8gr Panel (was Cust omé &&)C hfad d elmgoek Gfrroaurp PR19

Feedback CG3RP mvaurpredomi nant!|l y rien arte snpgo ntsoe PtRol 9w haiccthi v
adaptations to that bespoke engagement programme wer e

We took the hatathenge oupvmbder abl atcugt omers through
annualr ¥l niety Strakeynwol der

Triangulation challenges

Seveasadessments wefel uodieng aRBDH9 which focused on tri
undertaken by industerdyy exgpeslash acomsnmOfswalta naindde nGGVi.i ed t
f ol Igovkiery triangul ataoneashof.tfaWde almabe orssvi ewed this a
t hathawee adapted our appeogalbembnboughrategygedesi_g.n

PRT®38 923



Paglk2 »
Portsmouth
W

ater _——
~

Tabl:@drdangul ation reviews

l denti fied chall eng How we have embeANMRBRd $nhit &t

Selection of PCs anOur new triangulation pr ot

setting relied on mmultiple sources of insigl

information synt hesitsreidanagnudl at ed t hr ou
framework and process

Ongoing chall engsma Meter
f

ng i s a parti cuwlsaerari
us

| i
Wat er 6hoice o appr with c tomers and stakehq«
met eriieven BROLOT andhe ifnigred angul at ed
adaptations the fin
were conflicting an

results where robus
provide clear. concl

new engagement approat
|l ising a broader r ammgeo
c

r
remai nder of resear i
e evidence base.

Foll owing PCs and TO
u
single sour.ces of it

WRMR onsultation wa«Our a
statisticall yitrleeomre wei gh
guestioned weightin
research

roach temmsturiegmngslkat
ng on Views

Customer Panel (CAPI n AMP7veverdated our new (
demographically.repPanel that reflects our.ci
No formal triangul aRobust tr imandwldeembeddeoedr i i

(scoring /ilweflghéi nprocess.
transparency was su
understand reasons

I n 2wWe 0deveoluorpeodngoi ng st.Tatff @egy sfeadr oAMRMbeddi ng engag:¢
everything we do with the ambition of wiatkhi nag coluerari nsi
emphasis on:

Consideri ngntkendgampeomdant objectives, a cllkaw r eason
we intended to engage effectively.

Focusinngnaki ng our engagement embadadediiavdh taosu gwe Iblot e
our research approaches, enablvimg wsvti o omentetner. und e
Dealing with Of watds comments on where they believe

Qur approach to gatheringciresatghyg obsrn8unbongspppPhioal
alolur strategic plan#idng aserwelcle aselad wrerdyay

We have embedded our engagement strategy for AMP7 int
customer Vvi ewsamidawme itnhpel emaegnt ed met hods thatwurenabl e
cust oamedr commuB.WEY
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To support oust rentgeageammite ment ed our new research gro

Customer Advisory Panel (CAP)

I'n 202 set CAP athri ch i sb unsaidnbe suspe heofi flit ucruest o mer s .

This is a qualitative research group made up of:
10 household customers split equally between ABC1l ¢
5 future ,clbstiaoggeawsp of customer ©orwhlaag el iakte uwiitvlermsarn g

5 custiomelrsecabs¢ eaniceiseht her drn nfaemalital vul ner abil i ti
ment al . heal t h

5 nlhmusehold .customer s

We utilised this pamedi ndsoumlhammutmearmesi dritn go.uttha n Fi

Fi gurCumet hod orfe sGAaP c h

Barometer Group

Arepreseqrtaaupg veef 1, 000 customers that have signed up
research surveys across AMPT7.

Stakehol der Groups

Over the AMP we havewaypstibaedwermdagqglhoroaur st akehol de
particularly through oWe Rawenkedt gl pagshndesbipkehol de
areas such as:

Catchment management
Vul nerability and affordability

Communigtayg eenmte nt s e s stilbsd sfu@hthti a&keester voi r
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