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Executive Summary

The purpose of this report is to provide assurance and opinion to Ofwat on the work
of the Bristol Water Local Engagement Forum (LEF) in connection with its review and
challenge of Bristol Water’s 2015 — 2020 Business Plan and 25 year strategy.

As a result of its work, the LEF is able to confirm:

® Bristol Water’s 2015-2020 Business Plan and its resulting impact on bills
appropriately incorporate the views of its customers. There is strong customer
acceptability for its Plan.

¢ The Company’s customer research on its Plan has taken account of characteristics of
good engagement set out by Ofwat and CCWater and has reached a wide range of its
household and non-household customers, both current and prospective.

¢ The Planis focused on a series of outcomes that reflect a sound understanding and
reasonable balance of different customer and stakeholder views and priorities as
evidenced by its research.

* The phasing, scope and scale of activities contained in the Plan are designed to
deliver the outcomes in ways that are socially, economically and environmentally
sustainable and to maximise acceptability to customers.

® Bristol Water has given adequate consideration to both the short and long term in
its planning.

¢ The Company has considered and included innovative and sustainable approaches in
its Plan that are designed to deliver its stated outcomes.

® Bristol Water intends to meet its statutory obligations and its overall Plan strikes a
reasonable balance between maintaining current levels of service and maximising
affordability and value for money for customers.

¢ The Company is proposing additional measures to assist those customers who are
struggling to afford their bills through more effective promotion of its social tariffs
and assistance schemes.

e Bristol Water will be using a suite of performance measures that are appropriate to
monitor progress against its stated outcomes.

* Inresponse to customers’ views on rewards, the Company’s Plan does not include
rewards for out-performance other than those already in place under the current
regulatory regime.

® As aresult of the LEF challenges on creating more affordable bills, reducing costs and
the cost of capital, Bristol Water is proposing a first year cut in bills before inflation,
and then inflation only rises.

We commend Bristol Water’s 2015-2020 Business Plan and the LEF’s review and
challenge process.

Charles Howeson John Savage CBE
Chair LEF Deputy Chair LEF



The LEF was established in January 2012 with a diverse membership including
customer representative organisations, the statutory consumer, water and
environmental regulators, local authorities, trade organisations, environment and
countryside groups.

The LEF’s key objectives over the two years since its formation have been to advise
and challenge Bristol Water on its customer engagement methodologies for the
Business Plan, on its interpretation of the results of this engagement and the
reflection of customers’ views in its strategy and its business plans. The LEF has also
challenged the Company on the scope, justification, cost-effectiveness and
affordability of its plans.

The LEF and Bristol Water agreed and implemented effective meeting processes and
protocols to enable the LEF to fulfill its objectives whilst maintaining its
independence.’ The engagement process involves effective review and robust
challenge of the Company’s customer research programme, business planning
methodologies, assumptions and outcomes.”

Bristol Water has co-operated fully with information requests from the LEF and has
responded positively and constructively to its challenges and information requests.
The LEF and the Company have been able to work constructively and collaboratively
in order to achieve their respective objectives. The Company has welcomed the
advice and challenge provided by the LEF.

The LEF has been given adequate and appropriate access to Company information
and personnel throughout the process.

In undertaking its work, the LEF has been fully aware of the need to robustly and
independently challenge the Company and to be able to evidence its findings and
opinions. The extent and detail of the LEF’s challenges are described in the main
body of this report.

Numerous changes and amendments to Bristol Water’s plans have resulted from the
LEF’s challenges particularly in the following areas:

® The scope of and approach to customer research

® The design and definition of outcomes, performance measures and incentives

e The clarity of the Company’s communication with its customers over its
plans.

e Removal of financial rewards for out-performance other than the existing
Service Incentive Mechanism (SIM)

e Areduction in the level of customer bills in relation to inflation in 2015-16,
and

! A list of the meetings held with the Company is provided in the LEF’s Governance Process document
2 A full list of the challenges in listed in Appendix 1



® Further assistance measures for customers who are struggling to afford their
bills

Extensive challenging by members of the LEF on the Company’s customer research
helped ensure the research was unbiased, gave a fair representation of Bristol
Water’s customers views, and was fed into the company’s thinking on future
investment.?

The LEF was keen to ensure that Bristol Water’s future plans did not include or risk a
reduction in level of service to customers. The LEF has paid close attention to the
choices the Company has made in the discretionary areas of its Plan to ensure they
align with the willingness of its customers to pay for them.

At the same time the LEF accepts that the Company is facing new statutory water
quality and environmental obligations and that it has had to strike a balance
between meeting these and doing as much as it can to maintain existing service
levels.

The Drinking Water Inspectorate (DWI), the Environment Agency (EA) and Natural
England (NE) were represented on the LEF and participated fully in the engagement
process. The statutory quality regulators have assessed the Company’s proposals to
achieve compliance with its statutory obligations®. The DWI, EA and NE have
confirmed to the LEF that they do not have material concerns in this respect.

The LEF’s focus has been on ensuring that the work the Company is obliged to do is:

Fully justified by the evidence available

Worthwhile as other parties involved in achieving the obligation are doing
their bit
Supported by the associated quality regulator, and

e Customers will be paying no more than they have to for it.

In particular repeated challenges were made to the Company and the Environment
Agency on the justification and cost effectiveness of Bristol Water’s proposals to
address new Eel regulations. As a result of the LEF’s challenges, the Environment
Agency and the Company agreed a cheaper solution coupled with ongoing
discussions aimed at achieving the most cost-effective outcome for customers and
the environment.

The Company’s proposals to develop new water resources received particular
scrutiny from the LEF due to their impact on customer’s bills. The LEF is satisfied that
the plans are warranted and the proposed timing of the associated investment

3 A statement from CCWater on the customer research, its use and the resulting outcome for customers in the

Company’s Plan is provided in Appendix 3.
4 Statements from the DWI, EA and NE are provided in Appendices 4, 5 and 6 respectively



strikes a reasonable balance between the impact on bills in the forthcoming five-year
period and the next.

The LEF was particularly interested in the Company’s proposals to adopt new and
innovative ways or working to deliver its service to customers in the future and the
beneficial impact these will have on customer bills. It wanted to be sure the
Company was doing as much as it could to identify benefits to customers and the
environment from doing things differently in the future and that any associated risks
had been properly considered and would not be borne by customers. The increased
use of catchment management in this respect is supported by the LEF.

The LEF challenged the Company to explore all opportunities to reduce bills in real
terms whilst maintaining its good service to customers and meeting its statutory
obligations.

Challenges by the LEF resulted in the Company moving from an initial position of
increasing bills above inflation to increasing bills in line with inflation. Further
challenges on creating more affordable bills, reducing costs and the cost of capital
shifted this position further and Bristol Water’s Business Plan now reflects a first
year cut in bills before inflation, and then inflation only rises. The LEF welcomes this
given its knowledge of more industry-wide efficiencies and assumed costs of capital.

Whilst the overwhelming majority of both household and non-household customers
find the Company’s plans to be acceptable, the LEF challenged the Company on how
it intends to assist the few who didn’t, particularly those customers who are
currently struggling to afford their bills. The LEF was pleased to learn of the
Company’s intention to identify ways to promote its social tariffs and assistance
schemes more effectively, both directly with consumers and indirectly through
partner organisations such as its local Citizens Advice Bureau, Age UK, debt advice
agencies and debt charities.

Whilst the LEF supports the principle of incentives to promote efficiency and
innovation, it expressed particular concerns to Bristol Water over the inclusion of
financial rewards where there is no evidence that customers were willing for the
Company to benefit from out-performance.

The LEF welcomed the Company’s decision to consult its customers on the principle
of financial rewards for good performance in response to this challenge.

The LEF supports the Company’s decision not to propose financial rewards other
than the SIM as a result of the research findings that showed that customers did not
want the Company to include financial rewards in its Business Plan.



1. Introduction

The independent Customer Challenge Group (CCG) for Bristol Water’s Business Plan
submission for Ofwat’s 2014 price review is known as the Local Engagement Forum
(LEF).

The purpose of this report is for the LEF to provide assurance and opinion to Ofwat
in connection with its review and challenge of Bristol Water’s 2015 — 2020 Business
Plan and 25 year strategy. The report is in two parts; this volume which describes the
work undertaken by the LEF, its findings and the evidence to support these; and a
separate document which describes the LEF’s objectives and its governance
processes and includes the LEF membership, its terms of reference, a list of the
meetings held and the minutes of these meetings.

The LEF was established in January 2012 with an independent chair and deputy chair
and diverse membership including the Consumer Council for Water (CCWater), the
Drinking Water Inspectorate (DWI), the Environment Agency (EA), Natural England
and a selection of Bristol Water’s key stakeholders including local authorities, trade
organisations, environment and countryside groups, academics and representatives
of customers with particular needs. >

The LEF’s key objectives over the two years since its formation have been to advise
and challenge Bristol Water on its customer engagement methodologies for the
Business Plan, on its interpretation of the results of this engagement and the
reflection of customers’ views in its strategy and its business plans. The LEF has also
challenged the Company on the scope, justification, cost-effectiveness and
affordability of its plans.®

In order for the LEF to assure itself of the detail of Bristol Water’s plans, and to
gather evidence to support its findings, three LEF sub-committees were formed
covering customer service (chaired by CCWater), water resources management
planning (chaired by EA) and the investment programme (chaired by CCWater). The
Customer Service Sub-Committee has met regularly since May 2012, the Water
Resources Sub-Committee since September 2012 and the Investment Programme
Sub-Committee since March 2013. All the sub-committees reported their challenges
and findings to the LEF.”

The LEF has looked to its members who represent the statutory bodies (eg DWI, EA
and Natural England) to confirm the requirements of mandatory elements of Bristol
Water’s Business Plan and the evidence of need. The LEF challenged both DWI and
EA on their decisions and required both regulators to confirm the statutory
justification for their requirements.

> The membership of the LEF and the engagement arrangements with Bristol Water are described in the LEF’s Governance
Process document

6 The LEF’s terms of reference is provided in its Governance Process document

7 A list of the LEF sub-committee meetings held is provided in the LEF’s Governance Process document



2. Engagement and Challenge Process

Bristol Water accommodated the role and objectives of the LEF from the outset and
was responsive to its challenges. The LEF and the Company have worked
constructively and collaboratively in order to achieve their respective objectives.

The LEF has been given adequate and appropriate access to Company information
and personnel throughout the process.

Typically the LEF and its sub-group meetings consisted of presentations given by
Bristol Water (or its consultants) on customer and technical aspects of its Business
Plan, its planning methodologies and assumptions and on its interpretation of
Ofwat’s business planning requirements. The LEF and its sub-groups were given the
opportunity to challenge the Company on its planning activities and assumptions
both in the meetings and through email correspondence.

In order to gather evidence to support its findings to Ofwat, the LEF asked the
Company to maintain a diary of challenges made to it, the DWI and the EA, the
responses to these challenges and the resulting outcome. Around 500 challenges
have been recorded.?

Bristol Water co-operated fully with information requests from the LEF and
responded positively and constructively to its challenges.

The LEF was given access to Bristol Water’s customer research consultants (Blue
Marble) and to its independent technical assurer (Mott MacDonald) and its
independent economic experts (NERA and Susana Mourato) who provided assurance
to the Company on associated elements of its Business Plan.

8 A list of the challenges posed by the LEF is included in Appendix 1



3. Work Completed and Key Findings

3.1. General

The LEF and its sub-committees had the opportunity to review, discuss and challenge
Bristol Water on:

e Research identifying customers’ priorities and preferences for services and
cost (willingness to pay), options for business plans and their acceptability of
the Company’s preferred plan and incentives

® Qutcomes and Measures of Success

e The 25 year strategy ‘Water in the Future”

¢ The draft Water Resources Management Plan (dWRMP)

e Development and finalisation of the 2015 -2020 investment programme

® The proposed level of customer bills and the associated drivers

e The Company’s proposals on incentives and rewards

The following sub-sections outline the key challenges made by the LEF on the
components of the Plan it has reviewed and its key findings.’

Case studies are provided throughout this report to illustrate typical challenges that
were posed by the LEF, the Company’s response to these and to demonstrate the
impact of the challenges on the final Plan.

CCWater has prepared a statement on the customer research, its use and the
resulting outcome for customers in the Company’s Plan.®

3.2. Governance of the business planning process

The LEF sought and received satisfactory assurance that the Company’s governance
arrangements for the preparation of its Business Plan and the engagement and sign
off by its senior management were robust and fit for purpose. Several of the
Company’s executive and non-executive directors attended meetings of the LEF and
to demonstrate their engagement with the business planning process and the
content of the Plan. They recognised the value of the LEF challenges in assisting
them in their work.

9 A complete list of challenges posed by the LEF is provided in Appendix 1

10 CCWater’s Statement is provided in Appendix 3



3.3. Customer Research

The LEF has challenged the Company robustly on its customer research
methodologies and has been mindful of Ofwat’s expectations of good engagement
as set out in its policy statement. Several members of the LEF are highly experienced
in customer research and in the interpretation of results. The LEF was particularly
keen to ensure the Company obtained the views of the widest range of customers
and stakeholders and accommodated these appropriately in its Business Plan both in
the short and long-term. It also wished to confirm that a reasonable balance
between the views of different groups had been struck and that the Company had
appropriately considered the needs of customers who expressed particular concerns.

Bristol Water’s customer research for its Business Plan was in five parts:

® Domestic and business consumers’ priorities for the service provided —to
inform the Company’s Outcomes

e Domestic and business customer preferences for services and cost
(willingness to pay) — to assist the determination of the investment
programme and options

e Testing of four service options for its business plans with both domestic and
business customers — to help prioritise the final plan

e Acceptability testing of the final preferred plan with domestic and business
customers — to determine overall acceptability and understand any
variations across different customer groups

e (Qualitative research into incentives — to determine whether customers
supported the Company receiving a reward for outperforming its targets

The LEF was involved in the development of the research methodologies at each
stage, the research material and in the interpretation of the results. The quantitative
research into incentives resulted from a specific challenge from the LEF.** More
detail on this is given in Section 3.3.5 of this report.

3.3.1 Consumers’ Priorities
The Company’s research into consumers’ priorities involved two stages:

e A gualitative stage that discussed themes around water service. Eight in-
depth interviews were conducted with business customers and eight
household discussion groups were held.

® A quantitative stage that asked customers by telephone to rank the
importance of sixteen different aspects of the water service for domestic
customers.

M Further details on the research into incentives and rewards are given in Section 3.3.5 of this report.
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The LEF Customer Survey Sub Committee (CSSC) reviewed and challenged the
approach used for both stages and the findings.

As a result of its review and challenge and the way the Company amended its
approach in response to those challenges, the LEF is satisfied with the
robustness of the Company’s research into consumers’ priorities.

3.3.2 Customers’ Preferences for Services and Cost

The Company’s research into domestic and business customers’ preferences for
services and cost (commonly known as Willingness to Pay) was a two-stage
approach:

e Stage 1 covered domestic customers’ preferences for interruptions, resilience
and aesthetic/health attributes using face-to-face interviews

® Aninterim research exercise where focus groups were used to explore
attitudes around leakage, water efficiency and metering, which informed the
Stage 2 work.

e Stage 2 sought customers’ views around leakage, water efficiency and
metering, again using face-to-face interviews. This stage also included
interviews with business customers to assess preferences on interruptions,
resilience and aesthetic/health attributes. Desk research was also conducted
to obtain health attribute valuations for coliforms, and cryptosporidium.

The LEF Customer Service Sub-Committee reviewed and challenged the
guestionnaires and research material used for both stages and changes that were
made by the Company following cognitive testing and pilot interviews. The Sub-
Committee reported its findings at each of the LEF meetings.

CASE STUDY — LEAKAGE

The LEF expressed concerns over the inclusion of leakage in the Stage 1 preference
research, as leakage was not recommended in the UKWIR report on carrying out
willingness to pay studies. As a result of these concerns Bristol Water dropped
leakage from its Stage 1 research. The Company discussed leakage with customers
through qualitative focus groups and then followed recommended practice of using
these results to develop a Stage 2 of its WTP work. This meant that the value that
customers place on leakage wasn’t over or under stated and allowed customers’
preferences on service improvements to be properly reflected in the Business Plan.

11



The LEF Customer Service Sub-Committee challenged the statistical models used for
the analysis and whether the research considered other benefits such as
environmental ones. The Company confirmed that environmental benefits would be
considered in stage 2 and/or through research into benefits transfer.

The Sub-Committee ensured the questionnaire had clearly stated references to
inflation and sewerage costs being in addition to the bill impacts presented. The
Sub-Committee also received assurances from the market research agency that the
approach to cold calling followed best industry practice.

In addition to these challenges, the LEF asked Bristol Water to benchmark its
preference survey results against other companies'? and also requested an
independent peer review of the research on customers’ preferences on service and
cost. The LEF also requested a peer review of how the customer preference
(willingness to pay) values were used in the cost/benefit work. The Company agreed
to all these requests including its commissioning of an independent peer review by
Susana Mourato of the London School of Economics. The LEF is content with the
outcomes.

For the domestic customer preference research on leakage, metering and water
efficiency valuations, four focus groups were carried out to provide the basis for
input into a quantitative questionnaire. The LEF Customer Service Sub-Committee
was concerned over the facilitation of these groups and questioned the quality of
the outputs. Bristol Water agreed with these concerns but considered the outputs
to be good enough to be used for the purpose of devising a quantitative
guestionnaire, but not for wider use. The LEF accepted this. The LEF Customer
Service Sub-Committee provided input on the approach to the stage 2 questionnaire
from two options developed by the economic consultants NERA from the qualitative
focus group output.

In response to the challenges the Company shared the results of the independent
peer review by Susana Mourato on its methodology for research into customers’
preferences for services and cost.

The LEF was generally assured by the findings of this peer review, which concluded
that the research was good. However it did note that review highlighted where
elements of the research could have been improved. The Company provided
satisfactory assurance to the Company that the issues raised were industry wide
rather than Bristol Water specific and highlighted where methodologies for
researching preferences for services and cost could be strengthened in future.

'2 There is an industry project, being driven by Southern Water, which is being undertaken by a specialist research
agency to compare results across the 13 companies involved.
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The LEF endorses the scope and progress of Bristol Water’s research into
customers’ preferences for services and cost and is happy with the way the
Company has involved the LEF in the development of the scope of the surveys
and the interpretation of the results.

3.3.3 Testing of four indicative service and price options to inform the
development of the final Business Plan

For the purposes of this testing exercise, Bristol Water developed four indicative
business plan scenarios, which included varying investment options, and their impact
of service and customer bills.

CASE STUDY — INVESTMENT SCENARIOS

The LEF reviewed and challenged the four investment scenarios proposed initially
by the Company. The four scenarios proposed included changes in bills of minus
£12 in real terms over 2015-2020, no change in bills in real terms, and two real
term £12-increase scenarios covering different service levels. The LEF challenged
the Company that a plus £6 scenario would be more useful and meaningful in this
testing exercise than the two plus £12 scenarios proposed.

The Company agreed with the LEF’s challenge and replaced one of the plus £12
scenarios with a plus £6 alternative.

Bristol Water shared the details of the approach it adopted for the research. The LEF
reviewed and challenged these and several changes to the approach to improve the
clarity of information provided to customers and the questions asked of them were
made by the Company as a result.

13



CASE STUDY — LEVEL OF BILLS

During the development of the Business Plan options survey, the LEF pressed for
Bristol Water to include references to the fact that the customer would also face
increases from other bills, such as the sewerage bill, energy bills as well as seeing
increases from inflation. This would enable customers to make their assessments
on what they wanted to pay for a service package while being aware that other
household bills could increase.

The Company made changes to its research methodology accordingly.

The LEF challenged the use of ‘at risk” when the Company wanted to describe its
service and price options testing that some properties were at risk of failure of
supply. The wording was changed so the number of properties being supplied by a
single source was the focus of the question. This avoided customers being led to
supporting a scheme due to alarmist wording, rather than supporting a scheme after
a rational consideration of the issues.

The LEF also challenged Bristol Water to add ‘I can’t afford my bill’ into one of the
answers customers could give if they didn’t find the Business Plan acceptable. Whilst
customers would have already been asked a similar question during the scene-
setting part of the research, the Company included a second question as it more
explicitly allowed it to see the size of any potential problem on affordability. It also
enabled the LEF to challenge the Company on whether it was doing enough to help
those customers.

The Company tested the four agreed scenarios with a representative sample of both
its domestic customers and its business customers. Qualitative testing using eight
household and two business focus groups was conducted followed by quantitative
testing via interviews with both domestic and business customers.

The LEF reviewed and challenged the results of the acceptability testing which
showed that a majority of customers found the plus £6 scenarios to be acceptable
when consulted in groups but the majority of customers found the ‘no change in
bills’ scenario to be acceptable when answering individually.

3.3.4 Acceptability Testing of the Company’s preferred Business Plan
The Company’s objective was to test acceptability with an uninformed audience of

each element of the preferred plan, and finally overall acceptability once the impact
of inflation and the bill had been considered.

14



The Company developed its acceptability testing research initially through a
quantitative survey of 519 households (comprising in-home computer assisted
interviews) and 27 business customers (using semi-structured telephone interviews).

Bristol Water invited feedback from the LEF on its proposed approach for
acceptability testing.

The LEF Customer Service Sub-Committee met with the Company during the
development of the acceptability testing methodology and worked collaboratively
with the Company and its market research consultant to ensure the methodology
was appropriate for its intended use.

The LEF was particularly keen that the research would clearly and unambiguously
indicate the level of acceptability of the Company’s preferred plan across all
customer groups.

The Sub-Committee’s challenges covered:

® The presentation of the Business Plan information and the stimulus material
for the testing

e The profile of consultees reflected the demographics of the Company’s
customer base

e The questionnaires used for interviews

e The importance of capturing the reasons why any customers found the Plan
unacceptable

® Ensuring customers were aware that the water bill was only about half of the
joint water and sewerage bill they would have to pay

The LEF wanted to ensure that the impact of inflationary increases on bills was
clearly explained to customers when they were consulted on the Company’s plans.

The LEF also wanted assurance that the views of uninformed customers were sought
as part of the research and that the widest range of customers as possible was
included. It also requested transparency and the availability of clear and easy-to-
understand information about the investment programme for customers.

Bristol Water took on board these requests.*®

The headline results of the testing showed that, informed of the impact of the
Company’s preferred Plan on their bills, 92% of household customers and 96% of
business customers found the Plan to be acceptable. The LEF established that these
results were sound through their review of the detailed findings from the
acceptability testing exercise.

13 The full list of challenges and questions posed by the LEF Research Sub-Committee is given in Appendix 1
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CASE STUDY — CUSTOMERS IN WATER POVERTY

The proportion of customers deemed to be in water poverty is a concern to the
LEF and it challenged the Company on its plans to reach these customers and
help them with their affordability issues.

The Company responded that its prime objective is to ensure the number of
customers in water poverty does not increase during the next five years and will
be looking at innovative ways to achieve this. The LEF felt strongly that the
Company should be proactive in reaching these customers with the aim of
reducing the number in water poverty. It also recommended that the Company
assessed and quantified the action required around water poverty before the
Business Plan was completed.

Bristol Water acted upon this challenge by this challenge by providing an analysis
of the impact in 2015 — 2020 of its proposed assistance tariffs for customers
deemed to be in water poverty. The LEF welcomed this and CCWater agreed with
the Company to review the implementation of the customer assistance
proposals.

As a result of its review and challenges and the Company’s responses, the LEF
considers that the acceptability testing of the Bristol Water’s Business Plan has
been effective and robust and that a large and clear majority of both household
and non-household customers find the Company’s Plan to be acceptable.

3.3.5 Testing customers’ views on incentives that have rewards

In response to a challenge from the LEF for evidence that customers support the idea
of financial rewards for out-performance against incentives, the Company undertook
a consultation exercise with 32 household customers on this issue in October 2013.**

14 More details on this research and the LEF’s view on the results are provided in Section 3.4.2 of this report.
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3.4. Outcomes, Measures of Success, Targets and Incentives

3.4.1 Outcomes and Measures of Success

For its 2015 — 2020 Business Plan Bristol Water has set itself six aims of reliable
supply, excellent quality, environmentally sustainable, responsive to customers, best
people, right culture and a sustainable business. The Company has also proposed a
set of outcomes and associated measures of success it thought would best deliver
these aims.

The Company was challenged robustly by the LEF over the development of the
outcomes and measures of success to ensure they were based on customer views,
and wouldn’t bias expenditure towards areas that customers hadn’t valued or
prioritised.

Bristol Water welcomed the feedback from the LEF and responded positively to the
challenges raised and provided assurance or amended its work where appropriate.

The LEF was keen that customers clearly understood the Company’s plans and made
a number of challenges on both the clarity of language used to explain the outcomes
and measures of success and the choices for these. Bristol Water amended language
and terminology as a result. The LEF was particularly keen to see a reputation
measure of success. The Company included a ‘Highly Reputable’ outcome with a
stakeholder survey measure of success in a wider aim of ‘Sustainable Business’ as a
result of this challenge.

The ‘Environmentally Sustainable’ aim promoted significant debate amongst the LEF
members. The LEF wanted the ‘Efficient Use of Resources’ outcome to be split
between the Company and customers. Bristol Water agreed to this change. For the
efficient use of resources by customers, the LEF wanted the measure of success of
per capita consumption (PCC) to capture this. PCC has subsequently been included as
a measure.

The LEF members also helped Bristol Water develop two new measures of success
that would better deliver the outcome of ‘Sustainable Environmental Impact’. These
are ‘Raw Water Quality of Sources’ and ‘Waste Disposal Compliance’. The Company
also added a ‘Biodiversity’ measure of success as a result of an LEF challenge. This
was particularly welcomed by the Natural England and the RSPB.

The LEF members challenged the wording around the measure of success for the
‘Resilient Supply’ outcome to ensure investment was phased at a pace customers
found acceptable to pay for, rather than the company being driven to achieve the
measure without further regard for customers’ views.
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The LEF members also helped develop the “Bills are Easy to Understand’ element of
one outcome so the Company focuses on ensuring each customer group finds their
bill easy to understand.

As a result of its review and challenges, the LEF considers that the outcomes
and measures of success are reflective of customer views and statutory
obligations and are designed appropriately to address customer priorities.

3.4.2 Targets and Incentives

Bristol Water shared its thinking and approaches on targets and incentives with the
LEF as it developed them.

The LEF expressed reservations about the idea of a positive incentive or reward for
work that customers could consider as part of the Company’s normal, everyday
activities — such as a positive incentive to beat a target for customers who found the
water acceptable to drink.

Whilst the LEF supports the principle of incentives to promote efficiency and
innovation, it expressed concerns to Bristol Water over the inclusion of financial
rewards where there is no evidence that customers were willing to pay for them.

Without evidence of customer support of the concept of a reward, the only ‘reward’
the LEF is comfortable with is one associated with customer satisfaction with value
for money as the LEF believes this is self-regulating, as customers will only be
satisfied if bills are controlled.
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CASE STUDY — FINANCIAL REWARDS

The LEF expressed reservations about the idea of a positive financial incentive or
reward for issues that customers could think are part of the Company’s normal,
everyday activities without evidence that Bristol Water’s customers found this
concept reasonable. The LEF requested that Bristol Water provide specific
evidence that customers support the idea of a reward. The LEF did not believe
that willingness to pay evidence was sufficient as this was carried out by the
Company to understand the value customers place on issues, and didn’t ask the
guestion about whether they would be prepared to pay more on their bill to
reward a company that has beaten its targets. The WTP evidence should only be
used to judge the level of a ‘reward’ once evidence on whether customers agreed
with the idea was available.

Bristol Water considered this challenge carefully. It responded by stating that
financial rewards drive innovation but that the timing and scale of such rewards
require careful consideration. The Company undertook to find out customers’
views on rewards and incentives.

As a result of its research the Company found that, athough there was some
evidence of support from customers, the majority of customers rejected the
principle of positive rewards.

As a result of this research Bristol Water has chosen not to include positive
financial rewards in its Plan other than the Ofwat-defined SIM. The LEF has
welcomed this decision.

The LEF welcomed the Company’s decision to consult its customers on the
principle of financial rewards for good performance as a result of its
challenges. The LEF supports Company’s decision not to propose financial
rewards other than the SIM in its Plan as a result of the research findings.
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3.5. The 25 year strategy “Water in the Future”

“Bristol Water’s 25-year strategy sets out the outcomes it wants to deliver, the
measures of success that will demonstrate delivery and its 25-year targets for these
measures are set out in its publication entitled “Water in the Future” as well as being
consulted as part of the wider stakeholder group.

The LEF had the opportunity to comment and challenge a draft of “Water in the
Future” prior to its publication for consultation in December 2012.

The LEF made challenges on the 25-year strategy in the following areas:

®* Whether Bristol Water’s vision should be to ‘exceed expectations’. This was
then examined through the consumer priorities research and changed to
‘meet expectations’

® The lack of cost data included in the strategy

® The achievability of the hosepipe ban target in the light of climate change

® The achievability of the proposed full metering target by 2030

® The need to include customers’ views from the priorities research in the
document

The LEF received satisfactory responses from the Company to these challenges

The feedback from the public consultation has also been reviewed by the LEF. No
material concerns were raised by the LEF.

After research on customers’ preference for service and cost (WTP) was published,
the LEF returned to query Bristol Water’s ambitions for hosepipe bans, as they didn’t
reflect customers’ views. Bristol Water said it would account for this in the Business
Plan and when it next reviewed its 25-year Plan. In response the Company did revise
ambitions on hosepipe ban down in its final Business Plan in line with customers’
expectations.

With this exception in mind - as a result of its review and challenge and the
Company’s responses, the LEF considers that the 25-year strategy as published
reasonably reflects customers’ views.
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3.6. The draft Water Resources Management Plan (dWRMP)

The LEF was given the opportunity to review and challenge the draft Water
Resources Management Plan (dAWRMP) through three meetings of its Water
Resources Sub Committee (WRSC).

The Water Resources Sub-Committee made the following challenges on the dWRMP:

e How the Company was using the standard industry and/or appropriate water
resource planning methodologies

e How the Company calculated environmental and social costs

e Whether the Biodiversity 2020 aim of no increase in abstraction was
included. The Company confirmed that biodiversity forms part of the
Strategic Environmental Assessments of the schemes and that it did not
intend to abstract beyond its existing licence agreements. The challenge by
the LEF resulted in Bristol Water discussing and agreeing biodiversity targets
with the RSPB, EA and Natural England

e Should Bristol Water consider the reduction of bulk supplies to other
companies

e Whether the provision of non-potable supplies to a new power station would
cause any supply risks to existing customers

e How customer priorities survey results were used in decision making when
developing dWRMP scheme options

® The approach to metering — change of occupier or compulsory

® The robustness of the leakage reduction targets

Bristol Water provided satisfactory assurances to the LEF on all these challenges.

In response to the challenge on leakage the Company shared the results of an
independent peer review it had commissioned into its leakage management
approach and the method used to assess leakage targets for the Business Plan, and
the Water Resource Management Plan.

The LEF was assured by the findings of this peer review, which concluded that
leakage management practices at the Company are in line with good practice and
that the proposed leakage target for 2020 is appropriate.

Bristol Water provided satisfactory assurances to the LEF on all the challenges
it posed on its draft Water Resources Management Plan and the LEF was
content with the draft Plan as published for consultation.
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3.7. 2015 -2020 Investment Programme

3.7.1 Investment scenarios

Bristol Water developed four scenarios for its 2015 —2020 investment programme
together with the associated impact on levels of service and customer bills.
Customers were consulted on the four scenarios.

The LEF was given the opportunity to review and challenge the Company’s proposals
and their impact on customers and to comment on the research methodology and
process.”

The focus of the LEF at that stage was on the drivers and justification of investment
to maintain or improve water quality and the evidence of the need for
environmental improvements.

Particular challenges posed by the LEF included:

e The justification for why work is needed on lead communication pipe
replacement and metaldehyde catchment work when this was funded at
PRO9

® The proposed investment at river abstraction points to protect eels - wanting
to make sure other parties would be doing their part to make sure the
Company’s work would have a beneficial impact

® The investigations into Invasive Species within the National Environmental
Programme and the resulting catchment management investment proposals

®* The need, quantum and timing of the proposed investment to address algal
blooms at Cheddar WTW and its alignment with customer priorities and its
impact on customer bills

e The proposed expenditure on the Southern Resilience project and customers’
willingness to pay for it

® The level of developer contributions

The LEF was also particularly keen to ensure that the impact on customer service and

customer bills was clearly articulated by the Company.

3.7.2 Challenge scope and process

Once the Company received the results of its customer consultation exercise it
finalised its preferred investment programme and the LEF was invited to review and
challenge it in detail.

15 Sections 3.3.3 and 3.3.4 of this report provides the LEF’s opinion on this activity.
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To help its challenges on the investment programme, the LEF met with the
Company’s independent PR14 technical and costing assurer Mott MacDonald. The
LEF also considered the independent peer review Susana Mourato undertook for the
Company on the assessment of benefits.

The LEF documented its assurance needs and scope and agreed these with the
Company and its independent assurers. These needs were both generic and specific
with the aim of establishing whether the proposed investment was justified,
represented the best value for customers and that they were willing to pay for it.'®

Bristol Water shared with the LEF the assurance reports provided to it by Mott
MacDonald and Susana Mourato.

The following case studies illustrate the key challenges posed by the LEF on the
Company’s investment proposals:

CASE STUDY — CHEDDAR 2 RESERVOIR

The LEF challenged the Company to justify the drivers, phasing and costs for this
major water resources scheme. The LEF was particularly interested in seeing how
the proposal aligned with customers’ priorities and wanted assurance that
projected growth in demand supported the need for and the timing of investment.
The LEF wanted to fully understand the impact on customer bills arising from
delaying the scheme slightly so it could be sure that the proposed timing
represented the best value for customers. The LEF also sought assurance that an
appropriate long-term view had been incorporated into the proposals.

The Company and its independent technical assurer provided satisfactory
assurance to the LEF that the proposals for the Cheddar 2 were soundly based and
in the best interest of customers. It was also clear that a deficit in supply was
forecast, and pacing the investment over a longer period would mean a large
investment requirement, due to other investment needs, at one point over the
following 5 year period.

16 The LEF’s technical assurance questions and Mott MacDonald’s responses are detailed in Appendix 2
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CASE STUDY — EEL REGULATIONS

The LEF raised concerns from an early stage to both the Company and the
Environment Agency that the Company’s initial proposals to install screens at four
locations appeared to be disproportionally costly, particularly at its Purton WTW
canal intake. There was also no evidence that other parties who needed to do
works to the river to make installing the screens worthwhile, were going to do
this. The LEF was of the view that the screens would be a waste of customers’
money.

The Company’s initial response was that the requirement for screens was in the
National Environment Programme (NEP). The EA reinforced this view and expected
the Company to fulfill its obligations under the NEP.

The LEF continued to challenge on this point. The Company confirmed its
obligations under the NEP and has included investment at the four sites in its Plan
but only 40% of its original estimate for the work at Purton WTW. The Company
assured the LEF that its revised estimate of the cost at Purton was based upon its
current view of the likely solution at the site but including further investigations to
better define the need and the solution. There will be ongoing discussions with the
EA as these investigations proceed and the outcome becomes clearer. Both the EA
and the Company confirmed that they aim to achieve the most cost-effective
outcome. The LEF considers this agreement to be sensible. The Company assured
the LEF that if the eventual cost of work exceeded the estimate then the Company
would bear the risk of this, not its customers.

The LEF commends the Company for questioning the cost benefit of the initial
Purton proposals and the transference of risk to its shareholders.
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CASE STUDY — SOUTHERN RESILIENCE SCHEME

The LEF challenged the Company to justify the drivers and costs for this major
water supply resilience scheme. The LEF was particularly interested in seeing how
the customer willingness to pay and priority data supported the scheme and it was
also keen to understand the customer benefits expected from the investment, the
timing of these and the impact on customer bills. The LEF also challenged the
Company to demonstrate that it had appropriately considered alternative solutions
for increasing resilience.

Both the Company and its independent technical assurer provided satisfactory
assurance to the LEF that the proposals for the Southern Resilience Scheme were
soundly based and in line with customers’ needs and priorities

CASE STUDY — ALGAL BLOOMS AT CHEDDAR WTW

The LEF challenged the Company to justify the investment drivers and the £20m
cost for the water quality scheme at Cheddar WTW intended to deal with algal
blooms.

The LEF was particularly interested in seeing how the customer willingness to pay
or priorities results supported the scheme. The LEF also challenged the Company to
demonstrate that it had appropriately considered alternative solutions for
improving the water quality.

The Company and its independent technical assurer provided satisfactory
assurance to the LEF that the water quality proposals for Cheddar WTW scheme
were soundly based, in line with its statutory obligations and its customers’ needs
and priorities and reflect the best way forward.

The Drinking Water Inspectorate assured the LEF that the scheme is necessary and

that its supports the Company’s proposals to address the water quality issues at
Cheddar.
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3.7.3 Key findings and conclusions
Investment planning methodologies and assumptions

The LEF has seen that Bristol Water has where possible considered and included
innovative and sustainable approaches in its Plan that are designed to deliver its
stated outcomes. Particular areas where innovations are currently in place and will
continue include risk assessment, decision-making tools and greater and more
sophisticated use of asset and performance data in investment planning. Whilst
these approaches reflect best practice in the wider industry they are new ways of
working and represent a cultural shift for the Company. The LEF commends the
Bristol Water in this respect.

The LEF challenged the Company and its independent technical assurer extensively
on whether the proposed innovations were soundly based, whether the Company
could be doing more in terms of innovation and that the risk of them not working
would be borne by the Company and not by its customers. The LEF is content with
the assurances it has received and welcomes the knowledge that the Company has
improved and extended its use of innovative and sustainable approaches since
previous Price Reviews. The LEF would like to see further use of innovation in AMPG6.
An example of where there is scope for future improvement is the Company’s asset
deterioration modeling and investment optimisation tool known as SEAMS. The
Company commissioned an independent peer review of SEAMS by Atkins and it
shared the findings of this review with the LEF. The review concluded that the
Company has built the best model it could do with the data available to it. However,
the input data is limited and so the model is not as robust as others in use in the
sector. This is something the Company is aware of and has considered this in
creating its Business Plan.

Notwithstanding this, the LEF has received assurance from the Company’s technical
assurer that the quality of asset, cost and performance data used by the Company
was deemed to be suitable for investment planning purposes and no major
inaccuracies in the level and timing of investment have been found as a result of
poor data quality.

The LEF has received assurance that the capital costs for the material components of
the proposed investment programme are soundly based and either reflect the
current costs the Company is incurring or are reasonable estimates of the costs it is
likely to incur in the future.
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As a result of its challenges and the Company’s response to these, the LEF
considers:

e Bristol Water has used appropriate planning tools, methodologies and
assumptions to develop its proposed 2015 — 2020 investment
programme.

e The Company has appropriately linked the results of its customer
research to its investment plans and has adopted a sound approach to the
assessment of customer benefits. Clear linkage to customer preferences
and their willingness to pay have been established. Appropriate
consideration of affordability has been made when compiling the
proposed investment programme.

e Bristol Water has given adequate consideration to both the short and
long term in its planning, particularly in the case of Cheddar reservoir.

e The measures of success the Company intends to use to monitor the
effectiveness of its proposed investment have been appropriately
incorporated into its programme.

Statutory investment proposals

A clear linkage to statutory obligations has been established in all cases and the DWI
and EA have confirmed to the LEF that they are satisfied that the Company’s
investment proposals are designed to meet the respective obligations.

The DWI’s Statement to the LEF confirming the extent of its support for the drinking
water quality proposals contained in Bristol Water’s Business Plan.'’

The EA’s assessment of the extent to which Bristol Water’s Business Plan will meet
its statutory obligations is provided in its ‘Response to Bristol Water’ dated 4
November 2013.'8

7 The DWI’s Statement to the LEF confirming the extent of its support for the Company’s drinking water quality proposals is
provided in Appendix 4 to this report.

The EA’s assessment of the extent to which Bristol Water’s Business Plan will meet its statutory obligations is provided in its
in Appendix 5. Appendix 5 includes EA’s initial response to the Company and a subsequent communication that incorporates
the Company’s responses to the EA’s recommendations and the EA’s further observations.
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Natural England (NE) provided the LEF with its assessment of the Company’s
environmental proposals.™

The LEF accepts that the Company has to meet its statutory obligations and is
satisfied that due care has been taken to ensure the proposed investment
represents reasonable value for money for customers and that appropriate
measures of success will be used to monitor this.

The LEF is satisfied that the Company’s proposed pace of investment in AMP6 to
meet its statutory obligations is appropriate and in line with the interests of its
customers.

The LEF is also content that the proposed investment is intended to be socially,
economically and environmentally sustainable.

The LEF is satisfied that proposals contained in the Company’s 2015-2020
investment programme associated with meeting statutory water quality and
environmental obligations are justified.

Discretionary investment proposals

The LEF recognises that, given that it has to meet its statutory obligations, Bristol
Water has had to strike a balance between investing to maintaining short and long-
term asset serviceability and levels of service, accommodating population and
economic growth in its supply region and ensuring that bills are affordable for the
vast majority of customers. This means that the Company has had to make informed
trade-offs in the areas of its proposed investment programme where the Company
has discretion, for example in maintaining performance and levels of service.

The LEF is content that the proposed 2015 — 2020 investment programme
appropriately reflects the views of Bristol Water’s customers and that it is focused
on delivery of outcomes which reflect a good understanding and reasonable balance
of customer priorities.

19 NE’s assessment in provided in Appendix 6
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The LEF considers that the phasing, scope and scale of activities in the plans as
required to deliver the outcomes are socially, economically and environmentally
sustainable.

As a result of the assurance given to the LEF by the Company’s independent
assurance providers and from its own challenges, the LEF considers that
Bristol Water intends to meet its statutory obligations and its overall Plan
strikes a reasonable balance between maintaining current levels of service
and maximising affordability and value for money for customers.

3.8. Customer Bills

The LEF welcomed the Company’s approach of listening to its customers’ views and
amending it proposed Business Plan to reflect the findings of its scenario testing.
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CASE STUDY — LEVEL OF BILLS

The Company’s early proposals included bills increases above inflation. The LEF
challenged this and further development of the Company’s Plan improved the proposal
to increase bills by only inflation. Whilst the LEF welcomed the Company’s revised
proposals, it challenged it to do more to reduce its costs and create more affordable
bills. The LEF strongly encouraged the Company to consider reducing bills in relation to
inflation and to look hard again at its cost of capital assumptions, profits and dividends.
This was particularly important to the LEF because of the knowledge that some other
water companies had announced their intention to deliver below inflation bills, and the
view that the effect of cost of capital should be creating a downward effect on bills.

The Company responded constructively to this challenge by sharing its assumptions on
the cost of capital with the LEF and explaining the impact on the cost of capital and on
bills of the small company premium. The LEF challenged the company to provide the
evidence of its need for a small company premium given its ownership structure. The
Company showed the LEF the results of research by Oxera which confirmed the
premium remains appropriate. The LEF welcomed the Company’s evidential
movement on the cost of capital.

The challenges by the LEF resulted in the Company moving from an initial position of
increasing bills, to increasing bills in line with inflation and finally to a first year cut in
bills before inflation, and then inflation only rises. The LEF has welcomed this.

CASE STUDY — COMPANY ASSISTANCE WITH BILLS

Whilst the vast majority of both household and non-household customers find the
Company’s plans to be acceptable, the LEF challenged the Company on how it intends
to assist the 2.1% of customers who expressed affordability concerns.

The LEF was pleased with the Company’s response to its challenge by learning of the
Company’s intention to identify ways to promote its social tariffs and assistance
schemes more effectively, both directly with consumers and indirectly through partner
organisations such as its local Citizens Advice Bureau, Age UK, debt advice agencies and
debt charities.
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4. Summary

The LEF has robustly and effectively challenged Bristol Water on its 2015 — 2020
Business Plan over the last two years through constructed and collaborative
engagement with the Company and its advisers. The challenge has been thorough
and extensive as described in this report and its appendices.

The LEF commends the Company for the transparency and openness it has shown in
accommodating its work.

Bristol Water has undertaken extensive and effective research to understand the
views of its customers in ways that have exceeded previous work in this respect and
has appropriately incorporated the views of both its domestic and business
customers in its Plan. The LEF has welcomed the change in the Company’s
approaches to business planning since PR0O9 and notes that engagement with the
customer is now embedded in its ways of working.

The statutory water quality and environmental regulators have assessed the
Company’s plans to achieve compliance with its statutory obligations and have
confirmed to the LEF that they support the Company’s proposals. CCWater has also
endorsed the Plan.

Inevitably, where it has discretion, the Company has had to strike a balance between
maintaining or improving levels of service and maximizing affordability to its
customers.

The LEF considers that an appropriate balance has been achieved that meets the
needs of customers and the environment over the next five years and in the longer
term.

From its reviews and challenges and the Company’s response to these, the LEF
unanimously supports Bristol Water’s Business Plan and considers it represents a fair
deal for customers.

5. Looking Ahead

This report provides the LEF’s assessment of the Bristol Water’s Business Plan as
submitted to Ofwat in December 2013. Both the Company and the LEF will now
await the outcome of Ofwat’s review of the Plan.

If Ofwat require more information on the Plan or the LEF’s assessment of it then the

LEF is committed to continuing its involvement in the process to achieve the
required outcome.
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Appendix 1 - List of Challenges
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PR14 LEF CHALLENGE LOG

DATE

CODE TOPIC CHALLENGE DESCRIPTION RAISED BY | RESPONDENT | CHALLENGE OUTCOME, COMMENTS, RESPONSES COI&QIT:TED
RAISED
C-LEF-001 i:i‘;:;r Has BW reached a ceiling for customer satisfaction LEF BW 08/02/2012 |BW confirmed that they were continuing to work to improve the score. 08/02/2012
1 1 (o) (o)
C-LEF-002 Bill impacts |What is the scale of the penalties under the SIM scheme LEF BW 08/02/2012 FI\)/IeJrI;OcrorTr]\:rrsrned the increase was 0.5% revenue for good performance and a decrease of 1.5% for poor 08/02/2012
C-LEF-003 Cr:te(z)arrncir Is the plan for customer research acceptable Chair LEF 08/02/2012 |CCWater confirmed the plan was in accordance with current guidance and UKWIR practice. 08/02/2012
C-LEF-004 Demand Clarification was asked for the definition of HH and non HH LEF RLD 08/02/2012 |Definition was given at the meeting and RLD to add terms onto glossary. 18/11/2013
C-LEF-005 Customer Forum to approve plan for customer research in accordance with slide 12. CCWater CH D CCW 08/02/2012 Based on knowledge of the work carried out to date by BW the proposal plan fell within current guidelines 08/02/2012
research endorsed plan for UKWIR and best practice.
C-LEF-006 i:zzc;r:::ir Sample for first stage research should include vulnerable people and businesses. CCW Blue Marble | 23/02/2012 |Blue Marble ensured a balanced sample was used reflecting the BW customer demographic. 04/04/2012
3 : : , : -
C-LEF-007 Customer How will vulnerable customers be recruited CSSC Blue Marble | 23/02/2012 Iue. Marble conflr'med th.ey ha.d e.:xperle.nced recruiters who had not had any problems previously. All 23/02/2012
research participants was given a financial incentive to take part.
C-LEF-008 (;:i(z)arr:ir A question was raised as to why randomised number selection was being used. CSSC Blue Marble | 23/02/2012 |It was explained that BW don't hold numbers for all customers. 23/02/2012
: — , 5 . — . ; :
C-LEF-009 Customer Conce.rn wa!s raised about individuals who don't want to answer long CSSC IS 23/02/2012 ue? to the fact that the questionnaire is intended to be only 8 minutes it was agreed that the online 23/02/2012
research qguestionnaires. option was not necessary.
Customer CSSC counter challenged that this was inappropriate as it could be seen as biasing the results. This person
C-LEF-010 research HTA challenged that Blue Marble should contact HTA president as part of survey. HTA CSSC 23/02/2012 |was added to the possible list of respondents and Blue Marble would select the respondents in the usual | 23/02/2012
unbiased way.
C-LEF-011 i:zzc;r;ir Will the research take into account customers who only have mobiles? CCW Blue Marble | 23/02/2012 |Blue Marble confirmed that they would include customers who only had mobiles. 23/02/2012
C-LEF-012 Customer Conce.rn wa-s ralseo! about |nd|V|duaI§ who dor.1 t wa.nt to answer long CSSC Blue Marble | 23/02/2012 |As this was to be an 8 minute questionnaire it was agreed that this option was not necessary. 23/02/2012
research guestionnaires. Will there be an online questionnaire?
Customer Questionnaire Construction- amendments suggested: merge Q b&r; c&g, remove d . : .
C-LEF-013 _ _ _ LEF Blue Marble | 04/04/2012 |Questions merges were approved by BM/BW and questionnaire amended. 04/04/2013
research and i. Have maximum of 15 sub questions
C-LEF-014 i:ic:r:f\r Challenge some of the wording for the questionnaire CSSC Blue Marble | 04/04/2012 |Blue Marble amended the questionnaire to reflect the CSSC comments. 15/05/2012
C-LEF-015 Cr::;r:]cir Ensure questionnaire does not include respondents from water industry. CCW Blue Marble | 04/04/2012 |Blue Marble confirmed an exclusion question was used. 04/04/2012
Customer Chad Staddon (CS) noted that there seemed to be a discrepancy in the results as to It was noted that the discrepancy arose because in the qualitative research the contacts related to positive
C-LEF-016 e . pancy LEF BW 15/05/2012 |experiences such as metering whereas in the quantitative the contacts related to negative experiences 15/05/2012
research positivity to perceptions about the company. .
such as leakage or billing problems.
Custormer AM asked whether there were anv differences in the results from the poorer BM confirmed that there was no statistical difference. It was confirmed that the sample size was
C-LEF-017 Y . . . P BCC Blue Marble | 15/05/2012 |appropriate for this level of research but that a larger size may have defined the issue further, as would an | 15/05/2012
research households than the more affluent ones in relation to hosepipe bans. .
extra question on whether the customer had a garden.
C-LEF-018 Outcomes Environmentally Friendly - Concern was raised that this was not a defined term LEF BW 15/05/2012 It was noted that th,ls V\{as nota quar)tltatlve question raised in the questionnaire, but comments which 15/05/2012
arose from the qualitative research (i.e. customer response).
Water MJK confirmed there was an agreement in place for transfers between companies. In the event of
C-LEF-019 ResoUrces What would BW do in relation to bulk supplies in an emergency. LEF BW 15/05/2012 |restrictions the company would look to prioritise ahead of those not subject to restrictions. Having an 15/05/2012
obligation to transfer in a drought would disincentivise .
C-LEF-020 Custo.mer Does BW provide a personal bill service for non household customers LEF BW 15/05/2012 BY\{ confirmed BWBSL managed the non household large customers. Plans were in place for real time 15/05/2012
service billing for 1000 largest customers.
Additional suggestions for BW Vision.
C-LEF-021 Outcomes Reputationally sustainable, socially sustainable, help and advice on water LEF BW 15/05/2012 |Taken into account when drafting the Outcomes and Measures of Success. 31/11/2012
consumption.
MJK noted that other companies who have had larger programmes have experienced low take up of
C-LEF-022 Demand Were BW considering replacing supply pipes as an option for leakage. UWE BW 15/05/2012 |customers replacing their pipes and therefore the benefits were not realised; therefore the company is not| 15/05/2012
considering this.
Customer It was agreed to have an off line discussion.
C-LEF-023 cesearch Have reservations about researching leakage in willingness to pay CCW BW 15/05/2012 |Subsequently agreed to defer until Stage 2 of willingness to pay. 15/05/2012

Dealt with under 2nd stage WTP research.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.




PR14 LEF CHALLENGE LOG

DATE

CODE TOPIC CHALLENGE DESCRIPTION RAISED BY | RESPONDENT | CHALLENGE OUTCOME, COMMENTS, RESPONSES COI&QIT:TED
RAISED
Js noted that CCWater had issues with BW's intention to include leakage in the WTP
Cust h. Th KWIR th that it not incl . BWh It that CCWat BW |d di the i [ th tely. Cc Wat t
C-LEF-024 ustomer researc eU report had reFommended at i no -be included ad LEF BW 15/05/2012 | was.agreed a ater and would discuss the issue in depth separately. Cc Water accepted 24/01/2013
research concerns that we needed to take this forward from the initial research and inclusion.
investigate further.
MB explained that current evidence from other companies who have had more large scale programmes of
laci . v bibes i . . h : | hei h
C-LEF-025 Customer CS raised the issue of replacement supply pipes as an option on leakage. LEF BW 15/05/2012 replacing con_qpany.5|.de supply pipes in conjunction wit ? request for customers to rep ac-e their own has 15/05/2012
research not resulted in sufficient take up and therefore the benefits on leakage and water quality issues have not
been realised.
C-LEF-026 Customer Population fore.cast - itwas confirmed that as well as the ONS forecasts we do look LEF BW 15/05/2012 |It was noted that the more recent ONS forecasts have more closely matched the Local Authority ones. 15/05/2012
research at Local Authority forecasts.
C-LEF-027 Crzizzir NERA to provide recording of questionnaires. CSSC NERA | 14/06/2012 |Recordings were supplied and are stored on file. 03/06/2012
N dt k d ts and circulat draft ible with due b
C-LEF-028 Customer The co.mmittee we.nt through the questionnaire and made a number of suggestions cSSC NERA then 14/06/2012 reetLarr?fgree O Make amenaments and ¢Ircliate a new dratt as Soon as possibie WIth responses due by 18/07/2013
research to clarify the wording and process. ALL
Completed ahead of research.
C-LEF-029 Customer Include reference to inflation in WTP research CCW BW 14/06/2012 Wording will ensure that customers are aware that is in addition. 04/09/2012
research Completed ahead of research.
i i - +1, + .
C-LEF-030 Customer Ensure status quo is included in research for reference. CCW BW 14/06/2012 BW to provide figures for -1, 0, +1, +2 levels 04/09/2012
research Completed ahead of research.
ERA : : : : : — . .
C-LEF-031 Customer Include sewerage charges in WTP research. ccw B\ 14/06/2012 OnN RA's advice dlq not mcIudg sgwerage as figures, use it as an additional cost. When looking at 04/09/2012
research customer's current bill cost take it into account.
C-LEF-032 (;:Z:z)arrncir Avoid bias for different questions. CCW NERA 14/06/2012 |Questionnaire was rotated to avoid bias. 14/06/2012
Cust NERA dt d ided licy stat t tecti I bl t [ h. BW
C-LEF-033 HStOMET Concern about cold calling in relation to vulnerable customers. CAB BW 14/06/2012 apree qan proviae 'a Po |cys. AtEMENt ON protecting vnerable cus. OMETS I researc 04/09/2012
research agreed to provide a letter of introduction plus contact phone numbers to verify callers.
C-LEF-034 Cr::;r:]cir Can the CSSC view the interviews? CCW BW 14/06/2012 |Not possible to view interviews as in people's homes. NERA agreed to provide recordings. 03/06/2012
BW explained customer priorities may conflict with customers' willingness to pay for things (i.e. customers
may not want to pay more for something because whilst it is a high priority, the current level is
C-LEF-035 Outcomes |JS asked how BW would use customers' priorities to make investment decisions. CCW BW 17/07/2012 |acceptable). It is therefore the Willingness to Pay figures that are used in deciding levels of expenditure 18/07/2013
and the plan was reviewed to ensure it delivers against customer priorities. Confirmed by Susana Mourato
report 28th October 2013.
C-LEF-036 Outcomes TD rfaised hc?w BW would base its .business plan on ’Fhe measures of succ'e.ss, COW BW 17/07/2012 BW explained that it woul.d manage delivery through key performance indicators (KPIs) underneath the 01/11/2013
particularly items it needed to deliver (e.g. legal obligations) that weren't included. measures of success. Business Plan based on Outcomes.
Specifi int ised by th leakage - whether it included cust
C-LEF-037 | Outcomes | Pcc'c POINTS WETETAIEABY ThE sTOUP Oh feakage ~WRETNET I INCIUAed cUStomer LEF BW 17/07/2012 |BW confirmed it did. 17/07/2012
supply pipe leakage.
JS to consider whether CCWater considers meter penetration to be an appropriate outcome measure of
C-LEF-038 Outcomes TQ wa.|s also con'cern.ed that any measure of success on meter penetration must not CCW-TD IS 17/07/2012 succes.s. The group agrefed that the evio.lenc.e on demand reduction and the cost benefit analysis for 11/09/2012
drive inappropriate investment. metering needed to be right. Note: Objection removed when BW was assessed as water stressed by the
EA.
C-LEF-039 Outcomes |Tastes good to drink, changed to is good to drink. DWI BW 17/07/2012 |Change made to Measure of Success. 17/07/2012
C-LEF-040 Outcomes  |Bills definition change "clear" to "easy to understand" CCW BW 17/07/2012 |Change made to Measure of Success. 17/07/2012
BW [ his | il. D 2) BM PR14 R hP | incl [
C-LEF-041 Outcomes How will business customers be represented in MoS CCW BW 17/07/2012 to consider this in more detail. (See DOC 0082) esearch Proposal includes business 23/10/2012

customers.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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CODE TOPIC CHALLENGE DESCRIPTION RAISED BY | RESPONDENT | CHALLENGE OUTCOME, COMMENTS, RESPONSES DATE
RAISED COMPLETED
Cust Were th f cust lining t firm their i ithi I L
C-LEF-042 ustomer ere the numbers of customers declining to confirm their income within norma CCW NERA 04/09/2012 |Yes - within normal levels. 04/09/2012
research levels?
Customer NERA confirmed better than average. MJK confirmed all data except pressure was consistent. Subsequent
C-LEF-043 rasearch Were the results consistent with previous research? CCW NERA /BW | 04/09/2012 |checking of results showed results on pressure were incorrectly reported. 8/1/13 confirmation on correct 08/01/2013
figures.
Customer : . . :
C-LEF-044 rasearch Were the protest responses consistent with previous research? CCW NERA 04/09/2012 |NERA confirmed protest vote was less than average. 04/09/2012
Customer . : :
C-LEF-045 rosearch Was the 1/3 difference between CV and CE normal? CCW NERA 04/09/2012 |NERA confirmed it was. 04/09/2012
MJK confirmed it would be about a trade off between the cost of investment and the risk of failure. The
Cust |d then build kage that met th [ ' ts. Bills will theref t
C-LEF-046 HStomer If willingness to pay increased by 10% would bills increase by this amount? MDC BW 04/09/2012 companY wou. eh bulld a pac age. atme , © va_rlous req.wre.m.en > BIIS WITTTNETetore o , 04/09/2012
research automatically increase because there is a WTP i.e.an increase in willingness to pay would not automatically
result in BW increasing the bill to the amount the willingness to pay research suggests is possible.
NERA will arrange for an internal peer review with staff not involved with the project. - Completed by
Customer . . . NERA 18/07/2013
C-LEF-047 Will the research have a peer review? CSSC Chair BW 04/09/2012
research ! veap vIew ! /03/ Full peer review was organised at the end of the process to see how the results are used in the analysis.- | 28/10/2013
Completed by Susana Mourato.
We haven't specified a target for carbon reduction yet, but this is because we haven't decided what
measure to target yet. For example, should it be total emissions, emissions per customer, or emissions per
Total carbon emissions — Total GHG emissions for both business services & water MI delivered.
processes. This doesn’t suggest a trajectory? Obviously downwards but by how The outcome measures and targets are still being developed. We have shared them now to help us set
much? More than legal compliance? Best industry average? Better than? Worse them appropriately.
than? Why not adopt the West of England Carbon Challenge for public, private and The majority of our emissions are related to electricity use for pumping. Consequently, the biggest long
C-LEF-048 Outcomes |third sector organizations across the region to commit to making annual cuts in RSPB BW 07/09/2012 |term driver of our emissions will be the grid emission factor. Other factors are leakage, pumping efficiency, | 07/09/2012
emissions to reduce their carbon footprint by at least 10% over four years. Align the and consumption, however we have other outcome measures for these.
Company and its Plan Outcomes with what other leading organisations in Bristol are A growing customer base makes overall reductions harder, which is why a per customer target might be a
doing: see http://www.forumforthefuture.org/project/west-england-carbon- better measure of our performance.
challenge/overview ? We are already signed up to the West of England carbon challenge, and our emissions have fallen by over
10% in the last two years, but that partly reflects lower demand as a result of wet summers. Matters dealt
with during development of total carbon emission performance measure.
Meeting River Basin Objectives- set by the EA & meeting compliance with EU Water
Framework Directive. Does this do any more than suggest compliance with
statutory duties by the Company? As | understand it many of the objectives for In terms of WFD status, we did consider this, however our concern is that we influence only a tiny element
WFD implementation (e.g. for protected sites) have not been set yet but meanwhile of this, and we may not be able to influence the outcome at all.
C-LEF-049 Outcomes |ambitious goals for the Company could include: RSPB BW 07/09/2012 |In terms of Catchment management we are already undertaking work in some catchments, and are 07/09/2012
J water bodies impacted by the company operations meeting Good Ecological considering additional schemes for Chew, Blagdon, and the Winford Brook for the next period. We haven't
Status; and yet been able to think of a good outcome or measure to go with this though.
. improved water quality (and quantity?), enhanced biodiversity and lower bills
for customers, delivered through catchment management approaches.
C-LEF-050 Outcomes |Please will the LEF get a chance to re-examine the Outcomes paper? RSPB BW 07/09/2012 |Updated version provided 07/09/2012
Outcome measures for catchment work could be 1. Reduction of source outage
from water quality issues. 2. Risk assessment for sources showing reduced risk of
C-LEF-051 Outcomes W quatity 155U ! ) wing redu ! RSPB BW 09/09/2012 |Replaced by Biodiversity measure 09/09/2012

raw water quality breaches; 3. Reduction in carbon and/or chemical use in
treatment.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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CODE TOPIC CHALLENGE DESCRIPTION RAISED BY | RESPONDENT | CHALLENGE OUTCOME, COMMENTS, RESPONSES DATE
COMPLETED
RAISED
| understand that the potential of finding a good WFD outcome measure ?is
frustrating but | expect more can be made of this ? both by the Company ?on its
own where it can ?influence WFD status on water bodies where it has significant . : L .
C-LEF-052 Outcomes : . L RSPB BW 09/09/2012 |Performance measure abandoned in favour of Raw Water Quality of sources & biodiversity index 09/09/2012
control and via outcomes set for work in partnership with others to meet WFD
objectives ? particularly where the water company would benefit itself from an
improvement in status
Customer Concern was raised that althoueh the results had captured those who had low Although no specific question dealt with that Nera confirmed that the distribution of results in relation to
C-LEF-053 . 5 p. . . LEF BW 11/09/2012 |how many customers consistently selected the higher bill level was normal and they took comfort that the | 11/09/2012
research willingness to pay whether we had captured those with a high willingness to pay. .
results were appropriate.
Cust It lained that th thodol losely reflected th i h ied out and db
C-LEF-054 Hstomer Concern was raised about the methodology being accepted by Ofwat. LEF BW 11/09/2012 Was gxp aine . ° e.me 9 OIOBY ClOSEly TEriee e. © Previotis Tesearch carried out and approved by 11/09/2012
research Ofwat in the previous price review and the UKWIR project.
C-LEF-055 Customer Concern was raised about the statistical models used.. In parti.cular as some other LEF BW 11/09/2012 Nera c-onf-irmed jchat they had previously been aware of this and t_he methijoIogy u.sed in this research 11/09/2012
research research had been reported to CCW that there were issues with the methodology. analysis did not include the methodology that had been brought into question previously.
Cust N lained that th ti highly trained. Th ided lanations to th dents.
C-LEF-056 Hstomer EA questioned the way in which the data was presented to the interviewee. EA BW 11/09/2012 erd explained tha e.q.ues 'ONErs were. 'ehly traine €y provided explanations to the respondents 11/09/2012
research The results showed sufficient understanding.
Cust Clarificati ked as to wheth t derstood additional costs which
C-LEF-057 Hstomer arfrica |on. w.as a5Ked a5 1o WRELREr CUSTOMETS UNCErstoot additional costs Whic LEF BW 11/09/2012 |The results were analysed and there was no statistical difference. 11/09/2012
research were not within the control of the company.
It was confirmed that it was made clear to the respondents that the question related to reducing short
periods of low pressure not a risk of low pressure generally. Analysis was under way as to whether or not a
Customer The results of a high willineness to bav for avoidine low pressure were hicher than willingness to pay to avoid poor pressure results reflected the areas where BW had reduced pressure
C-LEF-058 8 8 Pay 8 P 5 LEF BW 11/09/2012 |operationally. It was subsequently discovered that an error had been made and analysis was therefore not | 01/07/2013
research expected. . . : . .
required. At the time of the updated report it was noted that this was a typographical error. The
correct data showed no statistical difference between the current data and the previous research. NERA
corrected typo in its report dated 18/7/13.
It was confirmed that this was not the point of the question. The question related to whether customers
C-LEF-059 Outcomes The DWI com'mented that there had been di§cussions about the wording in relation DWI BW 11/09/2012 would wish jco pay for improvements solely relating jco discolc?ured water that wa§ safe to drink, hot in 11/09/2012
to whether discoloured water was safe to drink. respect of discoloured water that was not safe to drink. Confirmed that the wording related to discoloured
water that was safe to drink and this had been made clear.
Cust Bristol CC ask heth t thi tarti int bef t . : . .
C-LEF-060 ustomer rsto asked whether or not this was a good starting point before progress to BCC BW 11/09/2012 |The Chairman interjected that this was the next stage of the process. 11/09/2012
research the next stage.
, , , MJK confirmed that the package of provisions would be built looking at the individual requirements of the
Mendip DC (TN) asked whether the pl |d reflect a localised
C-LEF-061 Investment en' |.p (TN) asked whether the plans would reflect a localised service or a MDC BW 11/09/2012 |different customer areas incorporated into the business plan for the whole area. 11/09/2012
provision for the whole company. . .
The plans would reflect a single set of prices for the whole company area.
It was agreed that CCW and BW would discuss this and come up with a customer-friendly definition. The
C-LEF-062 Outcomes CC.W ('I:’D) had commented that the definition for “Population at Risk from Asset COW-TD BW/CCW | 11/09/2012 meaning was explainegl ”t’t’\e maximum numb-er of cus’Fom.ers BW could support using its own resources in 11/09/2012
Failure” was not customer friendly. the event one asset failed”. The target was still to be finalised.
Redefined and new definition approved.
C-LEF-063 Performance [It was suggested that BW should have KPIs for raw water losses and company LEF BW 11/09/2012 MJK noted that both items were currently monitored though K|?|S, but were deemed not to cover enough 11/09/2012
measures usage. of the outcome to be a measure of success.. The more appropriate measure was leakage.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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RAISED
MJK explained that there were a number of uncertainties in this measure that would make a fixed or
Performance reducing target unsuitable. These included population growth, water usage by businesses, and other
C-LEF-064 easures RSPB (MR) suggested a “net water into supply” KPI could be appropriate. RSPB BW 11/09/2012 |supply/demand uncertainties. BW believed PCC and leakage were more appropriate measures. If fixed 21/02/2013
targets for net water into supply were used the net effect would be a greater cost to customers. This was
discussed further in the 21st Feb WRMP meeting.
Perf BW/EA/NE MJK fi d BWd itor this within the KPIs but it d "t ignificant h f th
C-LEF-065 | - oMaN®E e asked whether there should be a Chemicals Measure. EA /EAINE/ | 110072012 contirme O€S MONITOT S WIThIN The RS DUL ILCoEsn T cover a sighiticant EnoUgh area OTENE 111 /09/2012
measures RSPB Outcome to be appropriate.
Performance It was agreed that an off line discussion would take place between EA, NE, RSPB and BW and feedback
C-LEF-066 Reference was made to the correspondence and suggestions from the RSPB. RSPB BW 11/09/2012 |given later. 11/09/2012
measures . . L o
Resulted in development of Water Quality of sources and biodiversity index measures
SB noted that Ofwat had said that it |d not t a plan based solel hich totall
performance |2V Mighlighted six of the proposed measures of success had only et one of the within a company’s control. BW confirmed that it had used the UKWIR/Fronter criteria to make a one.off
C-LEF-067 UKWIR/Frontier criteria by 50% or less. Concern was raised by the LEF about these LEF BW 11/09/2012 P , Y , ' , 11/09/2012
measures assessment to identify whether the proposed measures of success were suitable and whether changes
measures . .
needed to be made. BM concluded that no changes were required.
C-LEF-068 Performance |CCW (JS) raised. v.vhethe.r a surv.ey guestion asking customers whether they use COW-IS BW 11/09/2012 BCC had concern§ about the reliability of survey responses as they are subjective and therefore difficult to 11/09/2012
measures water more efficiently since going on a meter would be a better measure of success. measure and verify.
C-LEF-069 Performance |Bristol CC asked why BW did not have more control over where it purchased BCC BW 11/09/2012 Although BW Fan. bij green energy it still has to repo.rt 'Fotal carbon emissions based on the grid emission 11/09/2012
measures energy. factor so there is limited scope on the total carbon emissions MoS.
Performance |EA believed there was a way to define this measure to ensure that it was more BW/NE/EA/ BW, NE and EA did discuss separately. A separate meeting on 26th October 2013 when it was agreed that
C-LEF-070 g ) Y ) EA 11/09/2012 |a Measure of Success around a baset of indicators reflecting raw water quality should be developed and 11/09/2012
measures within the company’s control to deliver. RSPB
would be acceptable.
Performance |DWI clarified that the compliance fieure is within respect to an industrv best Falling slightly below that standard does not make the water hazardous to health. The standards are set in
C-LEF-071 P 8 P Y DWI BW/DWI 11/09/2012 |relation to exposure over a total lifetime rather than just a short period. Confirmation was given that this | 11/09/2012
measures standard. .
point does not relate to pollutants.
BW ack ledged CCWat i t of affordability i t of a fast roll out of met d
Performance |EA noted that 100% metering would allow for different options on tariffs that are acknowledge , Aer CONCEM In respec ,O ATTOrcabliity In respect Of @ Tast roll oUt of meters an
C-LEF-072 : , , EA BW 11/09/2012 |whether full metering by 2030 was too aggressive.BW acknowledged the comment. 11/09/2012
measures not available at the moment. Was 100% metering by 2030 too aggressive o " ,
Subsequently BW noted as being "water stressed" so this challenge was no longer needed.
C-LEF-073 Crzizr:]cir Probabilities did not appear to be consistent in NERA research EA NERA 11/09/2012 |NERA confirmed this was consistent with UKWIR research 11/09/2012
Customer . NERA confirmed the research was of good quality compared to previous research. Previous research had
C-LEF-074 Was th h of d lit CCW NERA 11/09/2012 11/09/2012
research a5 the fesearch ot good qualty /05/ 66% respondents who understood the research in this study 82% mostly understood the research. /05/
C-LEF-075 Crzizr::]r Was there any interviewer bias in the results? EA NERA 11/09/2012 |Accent had reviewed the data and confirmed no statistical bias had been seen. 11/09/2012
Customer . :
C-LEF-076 rosearch How many interviewers were there? EA NERA 11/09/2012 |NERA quoted that there were 700 respondents 26/06/2013
Cust
C-LEF-077 rzze(;rrr(‘:ir Had the results captured high willingness to pay? LEF BW 11/09/2012 |NERA had confirmed that the distribution of results was within the normal range. 11/09/2012
Cust Th thodol d closely reflected that d by Ofwat in th [ i i d UKWIR
C-LEF-078 HStomer Would the methodology be accepted by Ofwat? LEF BW 11/09/2012 e_ MERodology Used closely refiected that approved by LTwat In the previolls price review an 11/09/2012
research project.
Cust NERA confirmed that there had b bl ith fth thodologies but not th df
C-LEF-079 ustomer CCW had heard that there was a problem with the methodology. CCW NERA 11/09/2012 . cc?n rme at there had been a probiem With one of the METROTOIogles LUL NOT the one Used Tor 11/09/2012
research this project.
Cust Thi h lely to look at valuations f ific el ts of ice. Additional benefit
C-LEF-080 ustomer Did the research include other benefits e.g. environmental. RSPB BW 11/09/2012 N !'esearc was soely 1o 100 a. vaiuations Tor speciic elements of service Honal benetits were 11/09/2012
research considered later through a benefit transfer approach.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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Customer . : .. :
C-LEF-081 rasearch Did the research take into account the ethnicity of the respondents? BCC NERA 11/09/2012 |This data was not captured. 11/09/2012
Th highl [ i . Th [ I i h :
C-LEF-082 Customer How was the information presented to the respondents? EA NERA 11/09/2012 e data was presented. I?y ighly tralned.questloners ey provided explanations to the respondents 11/09/2012
research The results showed sufficient understanding.
C-LEF-083 Customer Did respondents understand that some costs were not in the control of the LEF NERA 11/09/2012 |The results showed no statistical evidence of lack of understanding. 11/09/2012
research company?
Cust
C-LEF-084 r:ze(;rrr::ir The bill differences were outside that proposed by BW LEF BW 11/09/2012 |NERA suggested these to get a better statistical response. The approach was approved by the CSSC. 11/09/2012
Customer . : : :
C-LEF-085 rosearch Low Pressure Result was inconsistent with previous results LEF BW 11/09/2012 |See also C-LEF-058 18/07/2013
Customer : : : : :
C-LEF-086 rasearch Concern about perceptions regarding discoloured water being safe to drink. DWI BW 11/09/2012 |See also C-LEF-059 11/09/2012
Perf BW confi hat th ing KPI itori f sub- f . Further di i k
C-LEF-087 erformantce There needs to be sub-measures building up to measures of success. DWI BW 11/09/2012 con |r.med t at they were using RFIs rT\onltorlng a number of sub-sets of data. Further discussion too 11/09/2012
measures place off line with the DWI to address their concerns.
Performance . . .
C-LEF-088 easures Why did BW not have more control over where it purchased its energy BCC BW 11/09/2012 |See also C-LEF-069 11/09/2012
Performance — . . . . . : . :
C-LEF-089 neasures Definition of River Basin Objectives EA BW 11/09/2012 |EA noted that there was a formal definition which can be found in the River Basin 2010 - 2015 plan. 11/09/2012
C-LEF-090 Duplicated - deleted RW
Performance WIS provided an update on the Measures of Success discussed at the previous LEF.
C-LEF-091 easures (D0082) The Chair commented that part of the sense check was to ensure that the LEF Chair BW 23/10/2012 |Agreed - LEF part of this process 24/10/2012
wording was understandable to customers.
C-LEF-092 Performance |The LEF .rt.aquested that the definition for “disposable income” provided on the slide LEF CAB 23/10/2012 CAB agr(?ed to supply tIIe current definition. CAB confi.rmed that.the 2% limit seemed reasonable. Fuel 25/10/2012
measures was clarified. Poverty is currently estimated at greater than 10% of disposable income.
It was confirmed that as BW had no control over the sewerage bill that it was impossible to include it
Perf ithin th t of this M fS lthough the selecti fa 2% bound istent
C-LEF-093 errormance MDC raised concerns about the impact of the sewerage bill. MDC BW 23/10/2012 W! N the assessment oT this eas.ure OT SULLESS, althoug 'e SEIECtion © ? 7 boundary wa.s consis 'en 26/10/2012
measures with the 3-5% standard for a combined water and sewerage bill. It was confirmed that the estimated bill
for sewerage would be considered in acceptability testing. WW confirmed they will work with BW on this.
C-LEF-094 Performance |EA asked whether BW had considered the effect of insets with grey water recycling EA BW 23/10/2012 M-JK confirmed we currently don’t have any. If there are any in the future their impact on overall demand 27/10/2012
measures on PCC. will reduce the overall PCC.
It was noted that it was only one year’s results in each case. It was also thought that unmeasured
C-LEF-095 Demand HTA gueried why .the measured rate was highe.r than the unmeasured rate in HTA BW 23/10/2012 customers were more likely jco reduce their cqnsumption when faced with possiblet r.estrictions, but those 28/10/2012
relation to actual increased dry year consumption. who were already water saving may have decided they were happy to pay the additional to be
comfortable. The figure related to additional consumption rather than total consumption.
It was explained that the contracts were for proposed power stations and therefore it was necessary to
C i t th Ik I tract ing th t ilable t I th f cust in relation t ter. It I fi that bulk I
C-LEF-096 Demand f)ncern was raised about the bulk supply contracts reducing the water available to LEF BW 23/10/2012 balance the needs o c:us omers in relation .o-power and wa Iar was also confirmed that bulk supply 29/10/2012
give to customers. contracts would be priced to reflect the additional work required to ensure supply to all customers was
maintained, thus having no negative impact on existing customers or their bills
MIJK explained that the figure is calculated from the aim of <1 in 200 years for rota cuts. In effect not to
fail tinth t ext d ht. HTA ted it and h. MJK confirmed that
C-LEF-097 Demand The EA raised concerns about the target of 1 in 25 years for hosepipe bans EA BW 23/10/2012 all except In the Inos eX rerTIe roug , suggested a wait and see approac C(.)n rmed tha 30/10/2012
there would continue to be five yearly reviews of the 25 year SDS plan which would take into account the
situation at the time of reviews.
MJK explained that a considerable amount of the previous improvements was down to technology
CCW (JS) raised a concern about the likely cost of increasing the water quality advances and not cost e.g. trunk mains replacement, flushing. The Company was already on target to
C-LEF-098 Investment CCW-JS BW 23/10/2012 31/10/2012

standard.

meet this aim. It was unlikely that there would be a significant bill impact to increase compliance from
99.96% to >99.99%

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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Performance . . - :
C-LEF-099 Measures Mean Zonal Compliance Definition LEF BW 23/10/2012 |Terminology was not clear to customers, but accepted as amended as industry measure set by a regulator. | 23/10/2012
Performance : :
C-LEF-100 Measures Need to capture a new MoS for environmental impact of new sources LEF BW 23/10/2012 |Conference Call when Measure of Success was agreed and accepted 26/10/2012
Perf Noted that it t ible to take int T f t ty. A d ter bill as 29
C-LEF-101 errormance Was Sewerage taken into account for water poverty MDC BW 23/10/2012 ote z.a ! was. NOt POSSIDIE O, AKe INTO accoUnt sewerage Tor water povgr Y : s.sesse water bill as 2% 23/10/2012
measures was consistent with a 5% total bill for water and sewerage. LEF approved this decision.
Performance . . :
C-LEF-102 easures Safe Practices Mos definition LEF BW 23/10/2012 |Agreed that RIDDOR reportable accidents were the measure. 23/10/2012
Why was measured consumbtion hicher than non-measured in relation to drv vear Only 1 year's results in each case. It was suggested that unmeasured customers were more likely to
C-LEF-103 Demand conZum tion P 8 vy HTA BW 23/10/2012 |reduce their consumption whereas measured customers had lower consumption and were paying for their| 23/10/2012
P ' water so may decide to pay the extra for more water used.
Wh |d BW to bulk contracts which |d affect their ability t I
C-LEF-104 | Demand y wou apree to bullicontracts which Would attect TNElr abllity to SUpPl LEF BW 23/10/2012 |See C-LEF-096 23/10/2012
other customers.
T tonH ipe bans didn’t listic bearing in mind climate ch :
C-LEF-105 Demand arget on .oseplpe ans didn’t seem realistic bearing in mind climate change EA BW 23/10/2012 |See C-LEF-097 23/10/2012
Thought 1 in 15 would be a challenge.
C-LEF-106 Investment |Increased cost of meeting the new WQ standard on lead. CCW BW 23/10/2012 |See C-LEF-098 23/10/2012
Perf . : .
C-LEF-107 er;:argigse Inconsistency between current performance figures and future performance. LEF BW 23/10/2012 |BW updated to ensure consistency. 05/12/2012
Performance . : : :
C-LEF-108 easures Does BW have a choice in how Co?2 is calculated? RSPB BW 23/10/2012 |BW follows standard industry reporting methodology. 26/10/2012
Performance . N " . " .
C-LEF-109 easures Use SSSI Status as Measure of Success NE BW 23/10/2012 |All SSSIs in BW area are in ""favourable status". NE to advise through catchment sensitive farming. 26/10/2012
PB replied that BW follows a standard methodology which is used across the industry and in the
company's formal annual reporting. This requires that the standard grid electricity emission factor is used
Performance LEF in all calculations, regardless of the actual source of the energy (renewables, low carbon generation etc. do
C-LEF-110 easures RSPB asked if BW has a choice in how CO, emissions are calculated. Conference BW 26/10/2012 [not normally help reduce the reported footprint). Other water companies will make the same calculation, | 26/10/2012
Call although Water and Sewerage companies will also have direct emissions to include which can be reduced.
RSPB said there are others within RSPB who may have a view on carbon targets, and he would obtain their
views on whether any other carbon measures may be appropriate.
RSPB asked what were the hard achievements that companies could celebrate?
Performance |Habitat linkage, extension and connection are key concepts in biodiversity and LEF RSPB agreed to provide suggestions for possible Measures, including a review of options from the
C-LEF-111 Ee, Y concep Y Conference|  BW 26/10/2012 |">' - agreed top 86 bossibie ¥ ’ &4d ‘ 27/10/2012
measures these potential Measures of Success could also link to the Outcome on Raw Water Call Biodiversity 2020 paper. NE agreed to assist in this. The agreed deadline was by 9th November 2012.
Quality of BW Sources.
LEF MJK explained that resources are at a similar position as in 2009. The gap between supply and demand
C-LEF-112 Performance RSI.DB ot?served that the pr.es'entation provided a’F the LEF meeting shows BW going Conference BW 26/10/2012 will be filled with new resources, wa’Fer efficie'ncy. me.asu.res,.increased met?ring and imprc_)ved'leakage 28/10/2012
measures quickly into a resource deficit, and asked how this impacts WIS. Call performance. BW agreed to add no increase in distribution input as an option for comparison in the
resource plan.
Performance : TR RSPB by
C-LEF-113 easures Various matters on biodiversity: See references C-LEF-045 - 049 ernail BW/LEF 08/11/2012 |Refer to C-LEF-048 - 052 09/09/2012
Cust . . . .
C-LEF-114 rLejze(;rrrc]:f\r Comparison between previous results and current CPSC results CSSC Chair BW 26/11/2012 |The results were similar 26/11/2012
C-LEF-115 Crl;zzzr:::ir Figures for CE/CV were they scaled? BW NERA 26/11/2012 |Figures were not scaled, but based on a specific methodology. 26/11/2012
Cust . . . . .
C-LEF-116 riiezrrncir Figures for CPSC results were down to the nearest penny would BW use this? CSSC Chair BW 26/11/2012 |BW confirmed the figures are used to the pence. 26/11/2012
Custormer NERA confirmed that the level of weighting they were prepared to use depended on the purpose for which
C-LEF-117 research How had the weightings been allied, regarding the WtP research. CSSC Chair NERA 26/11/2012 |the results would be used for. Because the mean figures were to be used significant weighting on the 26/11/2012

results would not be a problem. However, in this case the amount of weighting used was not significant.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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RAISED
C-LEF-118 Outcomes | Were the MoS now set COW BW 08/01/2013 Mo-S are continually under review. If better measures were found there was no reason why they couldn't 08/01/2013
be included.
BW confi hat i I hi i is. I i [ [ f
C-LEF-119 Outcomes BW to review other Companies' SDS for MoS CCW BW 08/01/2013 con |.rmed that it would do this on a continuous basis. Subsequently considered in wording o 01/11/2013
explanation to customers.
C-LEF-120 DS Who received the 25 year strategy Chair B 08/01/2013 LEF, other invitees to the LEF,. MPS Councillors, I.ocaI and national organisations. Also mentioned in 08/01/2013
customer newsletter and available on BW website.
Custormer The researchers followed a standard process of thanking the respondents at the time and during the focus
C-LEF-121 research Had BW thanked the research respondents? MDC BW 08/01/2013 |groups were given a small payment for attending. As anonymous not possible to contact them again so 08/01/2013
not appropriate.
Customer . PM noted that BW had decided not to review the responses until the end of the feedback period. WIF
C-LEF-122 Had BW ch d the strategy foll feedback EA BW 08/01/2013 12/03/2013
research a changed the strategy toflowing Teedbac /01/ feedback presented to LEF in March. The feedback was limited and no further action was required. /03/
Customer : . \ o —
C-LEF-123 rosearch What was likely to have the greatest influence on BW's thinking? EA BW 08/01/2013 |Legislation 08/01/2013
BW dt iew this and UWE dt ide details of i h d when it
C-LEF-124 Outcomes BW should go further on the satisfied customers outcome UWE BW 08/01/2013 agree .O review thisan ABrect 1o provide detalls o any on going research @s andwhen | 25/11/2013
became available.
C-LEF-125 DS When will the 25 year strategy be published. EA BW 08/01/2013 It had be.en pul.ollshed. There would be no republication. Information will be used to inform 5 year 08/01/2013
strategy in business plan.
H ill th h li ing in mind th in which i
C-LEF-126 Customer ow Wl ,t e research data be normalised bearing in mmd the context in which It EA BW 08/01/2013 |BW confirmed that the second stage results were used for comparison and normalisation. 08/01/2013
research was carried out namely drought followed by heavy rain.
Customer BW commented and CSSC Chair confirmed they had not gone particularly well. Concern had been raised
C-LEF-127 casearch How had the focus groups for the second stage CPSC research gone CCW BW 08/01/2013 |how the quantitative research could be based on the qualitative. CSSC discussed in more detail 24th Jan 08/01/2013
meeting.
i i [ leak houl f il th h i fth
C-LEF-128 Customer Raised concerns about leakage being in the CPSC research CCW BW 08/01/2013 Que;tlo.nnalre section on leakage should r.10t be. drafted until the C55C had a.n understanding of the 24/01/2013
research qualitative research. CC Water agreed to inclusion at the 24th January meeting.
BW confirmed thi tarti int. Further UKWIR h It d hich related to the UK.
C-LEF-129 Outcomes Literature review on lead - how relevant the data in international studies NE BW 08/01/2013 confirme 15 Was a starting point. Further research results were aue which refated 1o the 08/01/2013
No lead study was done.
Slightly but th jority of th b |d be set off by the reduction in chemical . H Iread
C-LEF-130 Outcomes |[Would the UV scheme increase the carbon footprint MDC BW 08/01/2013 |, BNl DUt e r.néjo” y OT the tar ?n would be s.e © .y © recuction in themical usage. nave a rea. Y 08/01/2013
implemented this in two other locations. Even with the increase the total BW carbon use was decreasing.
C-LEF-131 Outcomes Was the sand in the sand filters replaced? MDC B\ 08/01/2013 The sand would be replaced but it took time to regenerate to a useable state. Replacement scheme would 08/01/2013
remove this problem.
C-LEF-132 Outcomes  |Would the DAF filter scheme be sufficient NE B\ 08/01/2013 The planned scheme would give greater capacity and as it is modular it would be possible to put additional 08/01/2013
modules on at a later date when needed.
C-LEF-133 Outcomes  |Would additional sand filters solve the problem CCwW BW 08/01/2013 |They would but they would be more expensive. 08/01/2013
C-LEF-134 Outcomes  |Would stubble burning be useful in the management of slugs MDC DWI 08/01/2013 |Stubble burning is banned. Alternative solutions are being looked at. 08/01/2013
C-LEF-135 Outcomes Z::Z:In?;ﬁskeep the lead standard the same rather than treating water with more MDC DWI 08/01/2013 |The new standard is based on toxicological evidence and protects babies and young children 08/01/2013
: : : . . BW are working proactively with local authorities to identify and work with schools that have lead piping.
Are BW k tively to deal with lead repl t t ding t
C-LEF-136 Outcomes fari(Ieures WOTKINg proactively to deal with fead replacement oF Just respohding to LEF Chair BW 08/01/2013 |BW also replacing company communication pipes as part of mains replacements. This was a key driver. 08/01/2013
' Customers are also encouraged to change their supply pipes.
It was confirmed that it is a standard approach set by Ofwat based on a government procedure. Although
. : . . it wasn’t the most meaningful it was the government standard and enabled comparison with other
C-LEF-137 A hether CO2 ff : LEF BW 1/201 1/201
3 Outcomes question was raised as to whether CO2 emissions were a sufficient measure 08/01/2013 companies. The Chair asked and BW confirmed that the Company would be willing to include additional 08/01/2013
measures.
C-LEF-138 SDS EA asked if BW had changed its planning as a result of the feedback. EA BW 08/01/2013 |Refer to C-LEF-122 24/11/2013

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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COMPLETED
RAISED
O fth ised b dent ti the strat i
C-LEF-139 SDS ne .O © conc.ern.s ral>ed B TESpOnAEnts commenting on the strategy was in LEF BW 08/01/2013 |BW confirmed they would have to respond to the outside influences. 08/01/2013
relation to outside influences.
UWE challenged BW to consider going further on the Satisfied Customers outcome.
C-LEF-140 Outcomes Can BW do something to lead the field in innovation? What can BW do to make UWE BW 08/01/2013 |See C-LEF-124 25/11/2013
water more customer- focussed, fun e.g. the Wessex Water app.
H BW get t t that it will potentially still h t ficit
C-LEF-141 Resources ow does EEL OVET 10 CUSIOMELS tha .I W po. entially still have a water defic LEF UWE 08/01/2013 |WRSC discussed this point in their meeting of 21st February 2013. 21/02/2013
even though there has been the second highest rainfall on record?
o : . . It was confirmed that this had been done during the previous process but it had yet to be agreed upon this
In ref he NERA D 4 the Ch h f hmark h
C-LEF-142 None n reference to the 0C0094 the Chair raised the issue of benchmarking wit LEF Chair BW 08/01/2013 |time. Wessex agreed that they would be willing to enter into benchmarking with BW. See Industry WtP 08/01/2013
respect to Stage one survey results.. .
comparison study.
BW hai fi hat th i h icularl Il h
C-LEF-143 Customer How had the focus groups gone? CCW-IS | NERA/ CSSC | 08/01/2013 commented and Chair con |rm§d t. at the groups W|tnejssed ad nC{t gone partlcu_ar y well, anfj t at. 08/01/2013
research they were concerned how the qualitative results would be interpreted into the quantitative questionnaire.
BW confirmed that the i in electricit ts for the UV |d partially be set off by the reduction i
C-LEF-144 Investment |Mendip asked whether the scheme could affect the carbon footprint. MDC BW 08/01/2013 cher:\ci)cr\alllr;]:ts at the Increase In electricity coststorthe would partially be set off by the reguctionin 08/01/2013
MJK confi that thi |d f th is of all sch . Furth tail [ t of th
C-LEF-145 Investment |CCW asked whether a cost/benefit analysis would be taken into account. CCW-TD BW 08/01/2013 |, JK confirmed _a N WC.)U d form the basis of all schemes. Further details were provided as part of the 25/07/2013
investment planning appraisal. IPSC
Although Nitrate reduction work is in olace there is little emphasis on bhosphate EA confirmed the drivers were different. There was EU legislation with respect to nitrates but no such
C-LEF-146 Investment g P P Phosp UWE BW 08/01/2013 |legislation currently relating to phosphates. Defra and the EA had been in discussions at a European level | 08/01/2013
reduction. UWE asked why? . . . . .
with respect to phosphates in washing powder but there was no current driver to reduce/ban it.
GW confirmed the process. He confirmed that the major problem was the speed of the process. Part of
the treatment was physical and the rest biological. When the sand was skimmed or replaced it took a
C-LEF-147 Investment |Mendip asked whether BW replaced the sand in the slow sand filters. MDC BW 08/01/2013 |period of time to redevelop the biological filter. As a result the amount of water available to supply to 08/01/2013
customers was reduced. BY example it was noted that it took approximately 2 days to renew the bacterial
filter in the summer but 5 days in the winter. See also C-LEF-131
GW confirmed that the proposed scheme would have greater capacity than the current slow sand filters
C-LEF-148 Investment |NE asked if the proposed DAF solution would be sufficient. NE BW 08/01/2013 |and that as the DAF system was modular it would be possible to increase the capacity easily in the future. | 08/01/2013
See also C-LEF-132.
C-LEF-149 Investment |CCW asked whether additional sand filters would solve the problem. CCW-TD BW 08/01/2013 |GW explained that they were more expensive than DAF. See also C-LEF-133. 08/01/2013
GW noted that BW were currently working directly with farmers and they had been responsive and happy
ist. But thisi ffici lve th lem. The sch h ious| k Il h
C-LEF-150 Investment | UWE asked about PES schemes. UWE BW 08/01/2013 to assist. Butt | is |§ not sufficient to sc? ve the problem | e sc e-mes ad previously worked we .owever 08/01/2013
the rate of decline in use had reduced in recent years so its effectiveness may have almost reached its
peak.
C-LEF-151 Investment Chair asl_<ed are I?W proactively changing lead communication pipes or only LEF BW 08/01/2013 GW confirmed tha.t !3W was proactively working with local authorities to identify and work with schools 08/01/2013
responding to failures. which have lead piping.
Cust
C-LEF-152 rzzezrr:f\r As BW had no customers supplied by rivers so river flows did not seem appropriate. | CSSC Chair BW 24/01/2013 [NERA confirmed it was used as a control in the research. 11/06/2013
Cust Using lit [ istent with t tati Id fer lit
C-LEF-153 Hstomer sing litres/year was inconsistent with customers expectations would prefer litres CSSC Chair NERA 24/01/2013 |NERA agreed to use litres per day 24/01/2013
research per day
Woul i in WRMP [ i i I [ likel f f thi
C-LEF-154 Customer Could desalination be used as an option. COW BW 24/01/2013 oy d be discussed in but as it was disproportionately expensive not likely to form part of this 24/01/2013
research business plan.
e : . : :
C-LEF-155 Customer Could Leakage bias customer responses CSSC Chair NERA 24/01/2013 NERA confirmed .the controls built into the research will show whether the WTP is due to leakage or other 24/01/2013
research factors such as bill level.
1 . e : . . Thi \
C-LEF-156 Customer Why was % used rather than X and Y as previous CCW NERA 24/01/2013 Stage focuss.ed on the risk to the individual of the e>.<per|ence of a particular attribute. This wasn't the 24/01/2013
research case here. This approach had been successfully used in other research.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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COMPLETED
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Customer Used as flags for what customers associated with leakage which had allowed NERA to develop the controls
C-LEF-157 research How had the focus groups informed this stage of the research. For the audit trail. | CSSC Chair NERA 24/01/2013 |of rows 4,5,6 & 7. Was not possible to control for all factors e.g. the notion of wastage in respect of 01/08/2013
leakage. Agreed to amend the memo to clarify audit trail. Covered in final WtP Stage 2 report.
H he Non H hol I id it reflect BW
C-LEF-158 Customer oW were t, e Non Household customers selected and did it reflect CSSC Chair NERA 24/01/2013 [NERA used BW database and data regarding demographics. Results were weighted accordingly. 11/07/2013
research demographics
In focus groups customer mentioned desalination and Cheddar 2 in relation to supply demand issues.
Water _ . Acceptability Stage 2 research looked at metering, water efficiency and leakage as a quantitative survey.
C-LEF-159 How d t h fit into AWRMP WRSC Ch BW 21/02/2013 19/11/2013
Resources OW GOes CUstomer research Tit Into ar /02/ WTP data used in WRMP and is included in the SDB model so forms part of the business plan and used in /11/
Statement of Response on dWRMP.
C-LEF-160 Water Will the dWRMP change COW BW 21/02/2013 Results have led to reconsideration of the pIannir.mg for the fWRMP and has to record all changes and why 19/11/2013
Resources they were done. A Statement of response. Was circulated.
High level environmental reviews carried out within option screening with EA. Full strategic environmental
Water assessments (SEAs) were carried out on feasible schemes. SEAs published with dWRMP for consultation.
C-LEF-161 ResoUrcas How had environmental impacts of schemes been reviewed? NE BW 21/02/2013 |Habitats Regulation Assessments part of SEA. 21/02/2013
EA confirmed that as part of the dWRMP scoping Ofwat Countryside Council for Wales EA and NE had
responded. EA confirmed 3 month consultation period.
Water BW had followed EA environmental benefits assessment guidance on land, traffic etc. Embedded carbon
C-LEF-162 ResoUrces Environmental and Social Costs Assessment NE BW 21/02/2013 |based on standard methodology. Pumping costs converted to CO2 in accordance with DEFRA traded cost 21/02/2013
of carbon. SEA sets out detail of how these were applied.
Water No offer from Dwr Cymru, UU transfer expensive due to works required at Purton, WW transfer viable
C-LEF-163 ResOUrces What discussions had taken place in relation to bulk transfers. WRSC BW 21/02/2013 |from Bridgwater, SWW expensive and considerable infrastructure needed at cost. Note: All these have 21/02/2013
been rejected
Wat Confirmed that the sch listed on the schedule. It |d red [ but h dditional
C-LEF-164 ater Consider reducing WW Bulk supply out. CCW BW 21/02/2013 on. rmed that was the s¢ eme Ste on. © schedtie. T WOUIt reduce Intome bt have additions 21/02/2013
Resources environmental and water available benefits.
C-LEF-165 Water Any scope to increase connectivity? EA BW 21/02/2013 No internal co.nstraints. 'Additional pipework would fall under resilience. BW plan to reduce number of 21/02/2013
Resources customers reliant on a single source.
Gives BW the ability t Isoril ter but looki t the best opti to how. Sub t
C-LEF-166 Demand How does "Water Stressed" classification affect metering. CCW BW 21/02/2013 |ves.,. . ©3 ,I YO comptf SOy MELEr LUt WETe I00KINg at the bEst Option as to ow. SUbsequen 21/02/2013
classification to 'non-stressed' so no longer relevant.
NE PR f Isoril [ h leak
C-LEF-167 | Demand | \Enoted PRissue of compulsorily metering when customers see leakage as NE BW 21/02/2013 |Challenge noted. No further action. 21/02/2013
inefficiency.
Not ible b details of pre-meteri ti ilable. Also ch f I d
C-LEF-168 Demand Has any research been done into benefits of change of occupier metering? CCW BW 21/02/2013 © p055|' © fe.cause no detaris of pre-metering consumption avafiable. AISo thahge of occ 1arge gardens 21/02/2013
had only identified approx. 2000 so far.
Compulsory Metering would rine alarm bells. want assurances that social tariffs Baseline - current company policies on optant metering and leakage. BW will require more assurances on
C-LEF-169 Demand P Y . 5 & ’ CCW BW 21/02/2013 [comp metering before implementing. Note: BW no longer classed as 'water stressed'. Policy reverts to 21/02/2013
would be designed to support vulnerable customers .
previous status.
Regulations inspectors carry out process review on domestic water usage in businesses. Suggest rainwater
Water : . : . : : : :
C-LEF-170 ResOUrCas What does the business audit entail NE BW 21/02/2013 |harvesting but do not include this on benefits due to high up front costs. Also focus on untoward usage 21/02/2013
such as leakage and third parties tapping in.
Wat £1.26 2. | ing to £1.35 2 1/4/13. Viabl h for dAWRMP |d tl than £1
C-LEF-171 €T Icurrent cost of water? NFU BW 21/02/2013 per m2. Increasing to £1.35 per m2 on 1/4/13. Viable schemes for WOUIG costiess than 21/02/2013
Resources per m2. And would have no impact on bills as would be covered by new customers.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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W N lcul fi limits. BW h f 809 inty i its level of servi
C-LEF-172 ater Confidence limit in deficit figure by 2030, WRSC Chair BW 21/02/2013 ot cz? culated as.con idence limits uses headroom of 80% certainty it can meet its level of service 21/02/2013
Resources effectively a 1:5 risk
Water . . . . Had been considered but additional costs significantly disproportionate to the benefit. Had already
-LEF-17 I h f Ch 2 help th . EA BW 21/02/201 21/02/201
¢ 3 Resources Could increasing the size of Cheddar 2 help the increased demand /02/2013 increased from 6ML to 9ML. Believed there was no additional yield available over and above that. /02/2013
Wat
C-LEF-174 Res;ufcres Are there any unconstrained schemes which may have a benefit on flood risk? EA BW 21/02/2013 |Too early to say. Possibility Chew Stoke Reservoir would be within this class and is in 25 year WRMP. 25/11/2013
W Yes i iculari lati [ . BW [ ' [ li . EA
C-LEF-175 ater 's Biodiversity included in the SEA? NE BW 21/02/2013 es |.n particular in re atIOI’I to abstractions assuming abstractions continue at licenced rate 21/02/2013
Resources confirmed donor companies have to do SEA for bulk transfers.
C-LEF-176 Water Water Framework Directive effects? NE BW 21/02/2013 I3W u.n.aware (?f.any actior.ms on WFD other tIIIan monItoring which BW intends to continue. Subsequently 55 1113
Resources identified additional requirements and they've been included.
Wat
C-LEF-177 Res:urecres Quality aspects in relation to WRMP DWI BW 21/02/2013 |Dealt with under Quality schemes not WRMP. Catchment options and treatment options were likely. 21/02/2013
Water It was a supply to a gas power station. It could be billed at the actual cost to supply so no effect on
C-LEF-178 Resources Could the non potable bulk supply in 2017 be reduced. EA BW 21/02/2013 |customers. If BW refused power station would have to look at more expensive environmentally damaging | 21/02/2013
alternatives. If not required would reduce the risk of a hosepipe ban from 1in 15to 1 in 25 years.
C-LEF-179 LEF What happens if Ofwat does not accept the LEF report? LEF BW 12/03/2013 |BW were pleased with the input and had found it extremely valuable. Work not wasted. 12/03/2013
The previous meeting did not have an independent chair due to the Chairman and . .
C-LEF-180 LEF LEF LEF 12/03/2013 |The LEF d d h th : 12/03/2013
Deputy Chairman unavoidably absent. The chair had been taken by the CSSC Chair. /03/ © FAISEd NO CONCETNS ant Were happy there Were ho [5sUes /03/
fwat t intending t li til aft iSSi fth i lans. Th
C-LEF-181 Investment  |Will Ofwat be producing baselines. DWI BW 12/03/2013 O W? were no m. ending to produce baselines until after submission of the business plans ey were 01/04/2014
due in March/April 2014.
C-LEF-182 Investment  |Will there be one baseline for all CCW BW 12/03/2013 |BW expected there to be individual baselines for companies but the methodology would be consistent 12/03/2013
f h llecti R h |d th I
C-LEF-183 Investment Sa:\lej:nezg not been collecting June Return data how would they be able to produce DWI BW 12/03/2013 |An August Submission was required to produce relevant data 12/03/2013
It d that the Chai |d draft a letter to Ofwat for circulation. LEF sub tly decided
C-LEF-184 LEF Should the LEF consider contacting Ofwat about their concerns on the process. MDC LEF 12/03/2013 | & \/a° agresdthat the Lhalrman Would dratt a Ietter to Liwat Tor circuiation. LiF subsequently declde 12/03/2013
not to send such a letter.
BW confirmed that th hanism in the Water Industry Act which ided a fall back isi
C-LEF-185 PR14 What would happen if the PR14 process failed CCW-TD BW 12/03/2013 contirme . At there was a'mec anism Ir.] € YWater InAUstry AL WRICH provided a fall bacik provision 12/03/2013
based on the final K of the previous AMP period
River basin plans were not due to be signed off until 2015. How would companies BW confirmed that river basin plans are less of a problem than for WASCs. Further details can be found in
C-LEF-186 PR14 EA BW 12/03/2013 12/03/2013
be able to deal with sign off. /03/ the RBMP for 2009 - 2015. /03/
C-LEF-187 DS Were BW intending to respond to individual feedback on the 25 year strategy CCW-TD BW 12/03/2013 BW V\Iel’e not intending to respond directly bu't a '.'thank you" to all respondents would be put on the 12/03/2013
directly. website. Unforeseen circumstances meant this did not get done.
Perf BW I he Biodi ity 202 h is f M f BW confi 100% in f I h 9 . BW has theref f
C-LEF-188 erformance could use the Biodiversity 2020 paper standards as the basis for a Measure o NE BW 12/03/2013 confirmed 100% in favourable status (ab9ve the 95A.suggested) as therefore outperformed on 12/03/2013
measures Success. these targets already and therefore cannot give an effective measure of success.
fi hat the E lici I K policies i ignifi h I
C-LEF-189 PR14 If UK left the EU would environmental policies change? MDC EA 12/03/2013 Confirmed t .at the EU policies were very close to UK policies in any event and no significant change would 12/03/2013
be expected if UK left the EU.
W Has th h in th I fi i h i
C-LEF-190 ater a5 t. ere.: been any change in the supply/demand figures since the previous CCW-TD BW 12/03/2013 |BW confirmed the climate change impacts had been updated 12/03/2013
Resources meeting in October?
Wat BW said it ded f kd d during May/J July but it iewi ducing the total
C-LEF-191 arer Will the bulk supply to Wessex continue? LEF Chair BW 12/03/2013 >ald ] wa's needed for peak deman .urmg ay/lune/luly but it was reviewing reducing the tota 12/03/2013
Resources volume supplied as part of the future options.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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DWI said that it thought Dwr Cymru (Welsh Water) was looking for opportunities to trade water but CCWJ
Water was not sure if the Welsh Assembly Government was keen to promote this. DWI noted that Dwr Cymru
C-LEF-192 Were BW looking at trading water with Dwr Cymru LEF Chair LEF/BW 12/03/2013 |already supplies Birmingham and BW noted that its supply at Purton originates from Vyrnwy in North 12/03/2013
Resources . — : : : :
Wales via the Severn. Age UK asked about bringing water in from outside? BW confirmed that it was
considering a number of options of bringing water from outside its own supply area. See also C-LEF-198.
What was the difference between the two types of change of occupier metering One related to all changes of occupier and the other only to those with large gardens (which would only
C-LEF-193 D d AgeUK BW 12/03/2013 12/03/2013
eman mentioned on slide 18 of the presentation on 12/3/13 &€ /03/ produce approx. 2000 metered properties per year). See also C-LEF-199. /03/
IS i I i ide leaks? Should this inf i
C-LEF-194 Investment s It costly to repair custom.er side leaks? Should this info be provided to customers MDC BW 12/03/2013 |Metering will assist customers to be more aware of leaks on their side of the pipe. 12/03/2013
to encourage them to repair.
. st . e
C-LEF-195 Investment |Why cant we insist customers replace their own supply pipes Chair BW 12/03/2013 MIK explained that on the 1~ leak BW carry out the. repair under a current scheme for specific types of 12/03/2013
customers. The scheme proposed would extend this offer to other types of customers. See also C-LEF-200
C-LEF-196 Demand were increased population figures included in the calculations for the dWRMP? CCW-JS BW 12/03/2013 |[Confirmed. See also C-LEF-207. 12/03/2013
BW idering both d d and I tions. SDB updated reflecti dat flected i
C-LEF-197 Demand Has there been a difference in the SDB since October 2012 CCW-TD BW 12/03/2013 Were considering bo emand and supply options Updated reriecting hew data, reriected in 20/11/2013
statement of response.
Wat
C-LEF-198 Res;ufcres Chair asked if Wales was likely as a net exporter since it has excess available. LEF Chair BW 12/03/2013 |Duplicate of 192 12/03/2013
A K asked for clarificati h h f ier M i i
C-LEF-199 | Investment sligdeeul Sas ed for clarification on the two Change of Occupier Metering optionson |, BW 12/03/2013 |Duplicate of 193 12/03/2013
I t of h t idi ly pi I t, Chair ask h
C-LEF-200 | Investment | "éSPect of ascheme to subsidise supply pipe replacement, Chair asked why we |\ oo BW 12/03/2013 |Duplicate of 194 12/03/2013
can't insist customers replace their own supply pipes.
MJK explained that within the optimiser the cost benefit analysis will take into account the results of the
research when drafting the PBP, final WRMP and FBP. Currently metering has not come out as an
. . optimised scheme because customer preference data has not yet been included (as not available until
C-LEF-201 LEF CCWIJ asked how BW to take int t cust : CCW-JS BW 12/03/2013 12/03/2013
askedhow Was goIng to take INTo account cUstomer responses /03/ April). However, change of occupier metering has been included in the DWRMP as it is considered that the /03/
additional benefits would make it cost beneficial, and because BW believe it is an important element of a
balance approach to supply and demand.
Wat
C-LEF-202 Resjurecres CCWT asked whether BW used the EA methodology. CCW-TD BW 12/03/2013 |MIJB confirmed that both BW and their independent consultants used the EA methodology. 12/03/2013
. . MJB explained there was minimal impact as it doesn’t reduce pumping. Water is pumped up to the
M k hether th for th
C-LEF-203 Demand endl!:) asked whether there was a reduced carbon impact for the pressure MDC BW 12/03/2013 |reservoirs and then gravity takes it to the supply pipes. The impact on pumping will be the reduced 12/03/2013
reduction schemes.
leakage.
Water MJB confirmed that they had been in the original list of unconstrained schemes. But both of those
C-LEF-204 ResoUrces Mendip asked if redundant quarries had been considered. MDC BW 12/03/2013 |considered had been filtered out during the review using the EA methodology due to the uncertainty in 12/03/2013
yields.
Wat DWI asked if fthe f t deficit duet tainability reducti
C-LEF-205 ater 95 .e T any Of the Torecast deticlt was aue to sustainabliity reductions on DWI BW 12/03/2013 |BW does not have any of those yet but future investigations may identify some. 12/03/2013
Resources  |abstraction.
WT hat Willi Pay (WTP incl h igh
C-LEF-206 Customer CC. noted that Willingness to Pay ( ) was not included and so there might be CCW-TD BW 12/03/2013 |MIJK explained that WTP would be taken into account in the PBP, FDP and final WRMP. 12/03/2013
research a disconnect between the dWRMP and the PBP.
: . . . : WRMPSC _
C-LEF-207 Demand Chair — was increased population included in demand figures? Chair BW 12/03/2013 |MIJB confirmed. See also C-LEF-196. 12/03/2013
_ , MIJK explained that the electricity bill was £7M out of a total turnover of £107M. The major reductions
Ch ked about th t f tt t d whether BW WRMPSC
C-LEF-208 Demand al.r ?S eda ou. © pro!oor on Q.energy costtowaterand whether were : BW 12/03/2013 |would come from reductions in leakage and increased metering. The biggest concern is if there is no 12/03/2013
sensitised to the increase in electricity costs. Chair

electricity there will be no pumps.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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Wat
C-LEF-209 Resoaufcres Have BW responded to NE on their position with regards to biodiversity? CCW-TD BW 12/03/2013 |Yes. A separate meeting to discuss Biodiversity matters was held on 18th June 2013. 18/06/2013
Wat if BW intending t d to the individuals wh ided feedback. PEJM
C-LEF-210 ater |11 BV WEre INtending to respondto the Inclivicua's Wno provided feeabac CCW-TD BW 12/03/2013 |See C-LEF-187 19/03/2013
Resources |[stated that it was not intended to respond to individuals directly
W WT asked if there had th h in th I I i There h h li h . MJB confi hat the Cli h i h
C-LEF-211 ater CCWT asked i t ere had t erg been a change in the supply/demand balance since COW-TD BW 12/03/2013 ere has been a change due to climate change. MIJB confirmed that the Climate Change impacts had 20/03/2013
Resources [the Sub Committee meetings in October 2012 been updated.
Ouraimist k d plan f t t ifically to obtai h d. What t
C-LEF-212 PR14 Are BW aiming for Ofwat’s “Enhanced” status for the plan? IPSC Chair BW 30/04/2013 |. uralm 15 1o make a gf)o plan Tor our CUSTOMETS O SpeCiically 1o obtain ehhance at Was mos 30/04/2013
important was producing a balanced plan
WIS confirmed that there was no plan to change the Outcomes unless there was a significant change in
C-LEF-213 Outcomes |Were there any plans to change the Outcomes RW BW 30/04/2013 |circumstances. BW were not planning to make any changes but were open to suggestions from other 30/04/2013
companies Measures of Success if there was anything we had not thought of previously
C-LEF-214 | Investment |Was the presentation looking at Opex or Capex? RW BW 30/04/2013 [BW confirmed it was looking at both types of solution. 30/04/2013
C-LEF-215 Investment Had SEAMS moéel been used before? MM noted that he had worked with SEAMS IPSC Chair BW 30/04/2013 WIS confirmed the models h:f've been built specifically for BW. They had previously carried out work for 30/04/2013
on previous projects. Severn Trent and Northumbrian among others.
WIS noted that there was assurance built into and around the project itself. There were internal review
C-LEF-216 Investment HOYV would the LEF get assurance on the modelling? Would there be any peer IPSC Chair BW 30/04/2013 processes., the project h.ad its own r.eviewelf and the Reporter woulld also audit the da.\ta and procedure. 04/11/2013
review? MM Confirmed the audit would review design and ensure appropriateness. See Auditor report from LEF
meeting of 4th November 2013.
EA - a new statutory instrument (SI) was introduced in 2010, after an EU directive. The SI makes the EA
. . . . _ the competent authority for implementation. Under its provisions structures need to be updated to
C-LEF-217 Investment |The Chair asked the meeting to explain the problem with Eels. IPSC Chair BW 30/04/2013 R . . . 30/04/2013
ensure no inhibition of the passage of Eels through waterways. The issues involve Obstruction and
Abstraction.
Were th th isati in the BW ho had obligati in thi
C-LEF-218 | Investment | o ¢ ere Otherorganisationsin the BIV-area Wno nad obligations i this area IPSC Chair BW 30/04/2013 |EA - yes. All EA assets were updated. 04/11/2013
(eels) over which BW has no control?
MJK - an internal response was being drafted to the initial request for info from the EA. They confirmed
C-LEF-219 Investment |Has the Eel management plan been shared with other organisations? IPSC Chair BW 30/04/2013 |two levels of work: High priority sites at low cost - phase one. And projects with significant cost 04/11/2013
implications - phase two. See briefing paper on Eels.
Could the rel t parti [ tail ing th ks when th
C-LEF-220 Investment a:eur:ads?re evant parties provide more details regarding these works when they IPSC Chair BW 30/04/2013 | EA/BW confirmed they would provide a briefing on eels. 04/11/2013
C-LEF-221 Investment Cpuld Eels subsequently become caught in differe.nt areas up gr (-zlown stream once GSF/BW BW 30/04/2013 EA - Yes. MJK confirm'ed ’Fhat would be a business risk. It was noted that this could be evidenced as good 04/11/2013
first tranche of works completed and cause new sites to fall within early schemes? practice among organisations. BW produced separate document on Eels.
Alternative solutions would be looked at if this proved necessary. It was noted new treatment works
C-LEF-222 Investment Had there been problems with quality relating to metaldehyde as a result of the COW-IS BW 30/04/2013 must ?nclude provision for mgtaldehyde removal but that there was nq retrofitting provis.ion. P.>W was not 30/04/2013
wet summer? planning new TW but that a risk based approach was acceptable allowing time to further investigate
catchment type solutions.
What orovision had been made for customer supolv pipe replacement in relation to MJK confirmed that a SDB had not proved to be cost beneficial when replacing piping at change of
C-LEF-223 Investment P . . PRIy Pipe rep Chair BW 30/04/2013 |occupier - as was common practice. Lead was on going issue being mitigated by current phosphate dosing | 30/04/2013
the reducing lead standard limit? . . e : .
regime. Strategy was that when a standard failed, individual pipes would be dealt with.
C-LEF-224 Investment |What funding was available? Chair BW 30/04/2013 |[MIJK £1.2m had been set aside within the current draft plans. 30/04/2013
C-LEF-225 Investment Reviewing NEP Stage 2 - it appeared that additional matters need to be dealt with Chair BW 30/04/2013 MJK - Investigations were on going and were due to end 2017. Egford was to be dealt with under the 04/11/2013

by BW, in particular invasive plants and fish and Egford Main and Sub Nitrate.

catchment management programme. Part of NEP

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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EA - the additional isi Eels - k ledge still i ly st . EA offered to k IPSC/LEF up t
C-LEF-226 | Investment |Were there likely to be any further changes between stage 2 and 3? CCW-JS EA 30/04/2013 date © additional provision on £€IS - KnOWIedge Sl In arly Stages oriered toxeep /LEF up to 30/04/2013
C-LEF-227 Investment |Was there provision for metaldehyde at Cheddar IPSC Chair BW 30/04/2013 [MIK confirmed this was not necessary as the risk of met aldehyde was currently assessed to be low. 30/04/2013
Looki t risk BW the UKWIR methodol I Hal ith th MJK - Tidal .- saline i t Sh Canal - 11 ti t for 2 k
C-LEF-228 PR14 | ooking at ris used the U me (.)(?lo c.)gy.o.leve oped by Halcrow wi e Chair BW 30/04/2013 .Severn .|da surge. - saline ingress at Sharpness Cana 0,000 properties out for 2 weeks or more 30/04/2013
industry and Ofwat. Were there any specific significant risks? or major TW failure.
MJK - No new solutions but new methodology developed by UKWIR was being used rather than the
C-LEF-229 PR14 Were there any new solutions to these risks? Chair BW 30/04/2013 |previous company one. The questions in the previous WtP research (PR09) were not dealt with under the | 01/11/2013
new approach. The new survey instruments are better, a more robust approach.
No specific assurance has been received direct from Ofwat but they were involved in steering group.
C-LEF-230 PR14 Are Ofwat on board with methodology? CCW 30/04/2013 |Ofwat's 9 principles form part of the practice guide. Noted that the Reporter needs SEMD security 30/04/2013
clearance to provide the LEF with necessary assurance.
C-LEF-231 | Cost of Capital |LEF would need assurances that calculations are to the correct level. Chair BW 30/04/2013 |Confirmed. PWC provided this in their assurance report to BW Board. 21/11/2013
MIJK - confi hat efficienci lcul I her th ithin individual
C-LEF-232 PR14 How will efficiencies be taken into account? ccw Bw 30/04/2013 Sciem(;” irmed that efficiencies were calculated on overall programme rather than within individua 30/04/2013
MIJK - Aim is to get he right control plan togeth . Th h tyetb ified and
C-LEF-233 PR14 Will there be a preparation on menu choices for the LEF? Chair BW 30/04/2013 'M 1510 SELNE FIENT CONTTOl plan together Now © MENU protess hias not yet been specried an 2014
can be better addressed at a later stage.
MIJK - different validation processes are used for each deferent level of cost estimate maturity. Cross
, , industry comparisons can be done using the TR61 database. GSF - S/D schemes have already gone
C-LEF-234 Out H the pl lidated? CCW BW 30/04/2013 30/04/2013
ureomes OW 5 the plan valldate /04/ through the process. Some schemes are alternatives for the same issue. In the current AMP5 70-75% of /04/
schemes were at maturity 1 or 2.
C-LEF-235 Outcomes Will LEF be informed about risk data on the cross asset optimisation? Chair BW 30/04/2013 |[MIK - the information was available at the end of the process. A report was provided to the LEF. 25/11/2013
WIS confirmed the model was throwing up errors which were being rectified before rerunning the
ios. BW will i tigat thing that i t t tati . B ill if del output
C-LEF-236 | Investment [Do BW feel confident in the modelling output? RW BW 30/04/2013 >eenarios . WI nvestigate anyrning . é > CONTrary 1o expecta |on.s Wi verity moge OL.J .pu 30/04/2013
before putting it into computer. MJK - Bill impacts assume a 6.0% vanilla CoC - same as competition
commission determination.
MJK confi h f the pl he Pref lan. Th I h
C-LEF-237 Investment |Concerned that BW was including plans which would result in decline in service. Chair Bw 30/04/2013 JK confirmed that none of the p. ans were t ? referred plan _ ey were examples to draw out themes 30/04/2013
for customer research. All scenarios comply with statutory requirements.
C-LEF-238 Billimpacts |Would there be a basket of options? CCW BW 30/04/2013 |MIK - confirmed that there would be. This was subsequently included as the Purple plan. 18/07/2013
SEAB - confirmed that th |d be. Sub tly included in Phase 2 . Noted also that pl
C-LEF-239 Billimpacts |Will there be qualitative as well as quantitative work? CCW BW 30/04/2013 , contirmed tnat there wou' €. >ubsequentiy Inciude |r|1 A€ < stlvEys. Toted also that plan 25/11/2013
requirement by Ofwat was to be 'acceptable to most customers'.
RW - Experienced auditors where a concern is raised. MM have costs estimators available to assist. MJK -
C-LEF-240 Investment |How will Reporter check costs? Chair RW 30/04/2013 |noted that board would have concerns if costs were underestimated. If over-estimated there would be a 30/04/2013
risk of good schemes being excluded, neither of which was acceptable to the Board.
C-LEF-241 Investment BW to clarify which schemes are compulsorily required and which are non Chair bw 30/04/2013 BW confir.m will itemise the compulsory schemes. A response was supplied in Slide 4 of 9/7/2013 IPSC 09/07/2013
statutory. presentation.
C-LEF-242 Investment When carrying out research will customers be asked to note inflation and other Chair bw 30/04/2013 MIJK - the current gstimfa\tes include curren.t best estimates. The only items not able to take into account 30/04/2013
costs? are Sewage costs, inflation and the SIM adjustment.
CCWT — what is the diff bet the Methodol dtheE tati
C-LEF-243 PRI4 |0 B S SRR DEEEN TN TIETOEDIbEY Snt e RpEranen CCW-TD bw | 07/05/2013 |MIK — Methodology — how Ofwat want the plan done, Expectations — what information is required. 07/05/2013
What h fter 201472 Will th th df iew t how far BW
C-LEF-244 PR14 at happens arter ! €re NOL be a needior a review 1o see now tar DWI BW 07/05/2013 |MJK/Chair both noted that Ofwat had not provided any instructions as yet. 07/05/2013

has got to achieving the MoS
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MJK noted that the reason trade offs would be necessary would be circumstances out of BW’s control.
CCW raised bout Trade Offs. It I ted that should these b
C-LEF-245 Outcomes ralsed conterns about Trade LITs. 1t was ? >0 NOted that Shou . e5e be CCW-TD BW 07/05/2013 |MJK confirmed that any trade offs would need external challenge, but confirmed the point was important. | 01/11/2013
agreed further challenge would be needed during the 2015-2020 period. ,
Trade offs not included.
. . MJK saw this as an opportunity to read and consider Trade offs. CCWJ noted that CCW were looking at the
Trade-Off tter to be d d at th t Ofwat kshop for Ch
C-LEF-246 Outcomes ragde-Is w-ere i ma. SF 1O DE GISCHSSEM ab ThE nex V\{a WOFKSROP TOF LN4Irs CHAIR BW 07/05/2013 |issue and a response was expected shortly. AUK — Noted concerns about the impact on customers. MJK 01/11/2013
and Companies at which both MJK and CCWT were speaking. . . . : .
confirmed that it would be reviewed as a point of process. Trade offs not included.
Reporter — Ofwat sets the prices. The change in numbers of customers in water poverty is driven by
C-LEF-247 Performance |CCWT - Raisejd the Fhallenge whether % customers in poverty should be a CCW-TD BW 07/05/2013 economic a-ctivity. MJK also commented that BW has affordable tariffs which affecte.d the n.umber of 07/05/2013
measures reputational incentive. customers in water poverty. But research has revealed that most customers do not like having large
subsidies for other customers in poverty
Cust
C-LEF-248 rzze(;rrr(‘:ir Have BW received any complaints in relation to the WTP research CCW-TD BW 07/05/2013 |[No only customers contacting to check whether the research was genuine. 07/05/2013
C-LEF-249 Bill impacts |HTA —What were the base prices for the -£12 etc. HTA BW 07/05/2013 |MJK —2014/15 prices. 07/05/2013
C-LEF-250 PR14 MDC comrIwented they he didn’t feel the hosepipe ban change from 1in15 to 1in 25 MDC BW 07/05/2013 MJK - explained th_at athe more |mportant.f|gure was the rota cut frequency, from which the hosepipe ban 07/05/2013
was a particular concern frequency was a bi-product of the calculation.
: : MJK confirmed that £-12 to £12 were chosen because they were effectively £1 per month change. The
Cust Asked whether -£6 ld b dered. Was £-12 put int t ?
C-LEF-251 HStomer >red whether I/vou © consiaere a5 PULINTO Stare cUStomers CCW-TD BW 07/05/2013 |variety was so that the differences could be captured but that the change was reasonable. Originally set 07/05/2013
research Would £-6 be sustainable : . :
up as two £12 scenarios but agreed with IPSC that £6 alternative was useful.
MJK confirmed that the cost of capital was included in the costings at 5% (the same as the Competition
What habpens with reeard to Cost of Capital — concerned that maiority of costs Commission determination and %2% lower than other companies. BW did better over all). BW are not
C-LEF-252 | Cost of Capital were notptltoa “ble of cognsultation b theFIJ_EF Jorty CHAIR BW 07/05/2013 |expecting a large change. However 1% would have a 3% impact on bills (£3.5M) There would be more of | 07/05/2013
P Y an impact for WASC as 2% would be £4. Any effect would happen in year 1 of the period rather than
being spread over the period
C-LEF-253 Customer I—Ias corIcerns about.the WW/BW similarity with respect_ to bill increz_Ises. VVIth BW MDC BW 07/05/2013 MJK c_onfir_mefoI that the WTP re_search made it cIear. tIIat sewerage was separate. Unless WW end up 07/05/2013
research increasing and WW increasing on top. Not sure how this could be differentiated. charging significantly more the impact should be minimal.
C-LEF-254 Customer Chair noted that if something could be misu.nderstood then it would be. DChair —it Chair BW 07/05/2013 IVIJK confirmed that a “health warning” would be included in the research. This was subsequently 18/07/2013
research would be a double up on quantum and not in percentage. included.
C-LEF-255 Investment |IPSC Chair — Scenarios don’t currently have defined schemes attached. ISPC chair BW 07/05/2013 |The schemes are going through checks. Research was to see which outcomes customers' prefer. 18/07/2013
Were external circumstances such as climate/cost of capital/income erosion taken
C-LEF-256 Customer Into account a§ t.hese p.ut customers in a vulnerable position. Disinves.ting in RSPB BW 07/05/2013 IVIJK - BW agree on the.importance oI climate (o:ha'mge resilience. Other the other hand we do not want to 07/05/2013
research infrastructure is incredible for the short term future let alone the medium term. Do bias the research by using inappropriate descriptions.
the draft scenarios spell out the impacts clearly in a world of fast changes?
MJK- We would capture additional comments from customers.BW Board has concerns about the proposed
Cust i ducti io being included. But if it "t included cust |d t that hadn’t
C-LEF-257 HStOMET Has a concern if we disagree with customer responses to different scenarios. Chair BW 07/05/2013 p.rlce requetion scenarilo cing |n.c Hae ot T I WasiE Inei .e Cu.s ome.rs cOUTE SUSSEST Hhd vI/e. .a n' 18/07/2013
research given them all the options. Previous research suggests that this option will not be selected, but if it is this
shows a step change in customer requirements from the previous research.
MIJK i I i itional i ite challenging. A lot of th I h
C-LEF-258 Investment |Can BW manage the proposed £401M? CCW-TD BW 07/05/2013 JK it v_vou d reguwe additional engineers and be qglte challenging ot of the cost would be on Cheddar 07/05/2013
2 as a single project but we would use external parties.
MJK- has not been overcome completely. Some engineers have stayed on beyond retirement. Have more
C-LEF-259 Outcomes Has the problem of retiring engineers which was raised in PR09 been resolved? CCW-TD MJK 07/05/2013 |active training in place and new graduates have been recruited as part of a plan to deal with the ageing 07/05/2013

workforce

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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A f [ he EA lay in timi f the Ch Il buil i
C-LEF-260 Outcomes reas.o concern ralseq by the ay in timing of the Cheddar bu‘. d, Scenarios EA BW 07/05/2013 |Concerns have been addressed in the Statement of Response dated 19/11/13 19/11/2013
used in draft plan and impact on demand from the new Power Station.
BM - No. The gualitative research was to look at the scenarios as packages and bring customers
C t . . . . st
C-LEF-261 Hstomer Was research acceptability an all or nothing option? Chair BM 16/05/2013 preferences to |nd|V|d.uaI. typgs of schemes. PE“V_I noted that BW "Ye“? I.ooklng at a_ prudent apprf)ach. 1 25/11/2013
research phase enables better insight into customers requirements before finalising the business plan. This was
subsequently included in the plan.
, . , MJK confirmed the packages had been put through the optimisation model with a cross checks on
Cust Noted the WTP h t lable. Would there be suff tinf t
C-LEF-262 Hstomer ote ) © . research was not avarable. Wou ere be sutticient information Chair BW 16/05/2013 |resilience and supply/demand. Tentative details on risk have been included. Risk/likelihood are broadly 17/05/2013
research to feed into this stage of the research? :
acceptable. Not declaring that we have WTP yet.
Cust
C-LEF-263 r:ze(;:;r Was there sufficient data not to invalidate results from WTP? Chair BW 16/05/2013 |MIJK confirmed that the results we had so far from the WTP enabled a crude assessment 17/05/2013
Customer They would need to fill two of the listed criteria. CAB has provided suggestions as to suitable criteria.
C-LEF-264 research When selecting respondents, How will vulnerable customers be assessed? Age Uk BM 16/05/2013 |AgeUk suggested BME groups. BM confirmed they were included. Data was more interesting with a wide | 18/07/2013
demographic input.
C-LEF-265 ?ej_-i(;rrrc]:f\r Researchers often used pubs to recruit respondents. Will BM be doing this? Chair BM 16/05/2013 |There is a no alcohol policy. We used hotels/suitable halls. 18/07/2013
Customer BM asked BW for sample size requirements which were confirmed as 300. Together with Stage 2 domestic
C-LEF-266 research Using halls may exclude some vulnerable groups. Age UK BM/BK 16/05/2013 |CAP1 interviews. Vulnerable people were also captured. BM confirmed researchers fully fulfilled their 18/07/2013
brief.
. : Age UK noted that another spate of distraction burglaries were taking place which their interviewers
Cust Asked A K CAB if they f to the chall th tt
C-LEF-267 ustomer sked Age UK and it they found responses to the challenge with respect to Char Age UK/CAB | 16/05/2013 |needed to be aware of. CAB noted Trading Standards needed to be made aware. The proposed pre 17/05/2013
research vulnerable people acceptable. _ _
fieldwork steps and precautions were acceptable.
Cust PEJM will listen to all audi dings. BM ided a di [ id t of moderating th
C-LEF-268 ustomer Members were invited to attended a recorded interview. BM BW 16/05/2013 | .. V\{I Isten to afl audio recordings provided a discussion guide as part oT moderating the 11/06/2013
research discussions.
C-LEF-269 Customer Was there to be a pilot? Chair BW 16/05/2013 In 1st stage qualitative research only. Stage 1 quantitative questionnaire was discussed at 11/6 meeting 11/06/2013
research for approval by the CSSC.
Cust Mi h bet ilot and hall testi fed back b il to th . Substantial ch
C-LEF-270 HStOMET e edback regarding changes? CSSC BM 16/05/2013 nor cRAanges be "T’ee” P! O. and na es. NG Was Tet batk by emall to the grotip. substantial thanges 30/06/2013
research would need to be discussed in more detail.
Cust PEJM noted that NHH Id not b tati HH. An indicati | Id b d.BW t
C-LEF-271 ustomer How were the businesses to be selected Chair BW 16/05/2013 . no-e ? WOUIGNOL be s representative as N Ihditative sample Wolld be tse © 11/06/2013
research provide list of contacts
Cust BM - Practicality. Th ilability for attendi di i |d be limited f HH le.
C-LEF-272 Hstomer Why were there three groupings for Stage 1 and four for Stage 2? Ch BM 16/05/2013 rac IC? 'y . © aval a- Mty Tor atien .|ng SroUp |scuss.|ons WOUIG bE HIMIted Tor NONHH sample 17/05/2013
research Phone questionnaire more likely to cover wider group of businesses.
C-LEF-273 Cr:izr:]cir There has previously been issues with surveys conducted during summertime. Ch BM 16/05/2013 |BM - The 2nd phase was in September and should not therefore encounter any issues. 17/05/2013
Customer MJK confirmed that everything except SIM was included at stage 1. SIM would be included at stage 2.
C-LEF-274 rasearch Would customer be asked to consider all bill impacts? Chair BW 16/05/2013 |Retail side was unknown so only assumptions could be made. Stage 2 should be able to include if final 18/07/2013
methodology confirmed. If not will have to use best guess.
Customer . : : . . L :
C-LEF-275 rosearch How will sewage be taken into account? CCW BW 16/05/2013 |Sewage will be itemised separately along with inflation. 17/05/2013

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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PEJM BW are in the process of introducing electronic bills. This was considered once implemented.
MJK there is a scheme in progress on paperless billing. Discounts are a separate issue and part of the
billing process.
PEJM — BW are also promoting the environmental benefits of online billing. One of the ideas to
C-LEF-276 Outcomes |Would discounts for electronic bills be considered AGE BW 16/05/2013 |supplement this was to plant trees in return for customers agreeing to go for online billing. 17/05/2013
MJK noted that it is not policy currently to make a reduction for direct debits. The question is whether
there is any incentive as the majority of customers 60-70% are already on DD and those who are not are
more likely to be vulnerable customers. Thus decreasing bills for those who can pay and increasing for
those who cannot which is counterproductive.
PEJM firmed that individuals will have thei login which will ith them. Sub t
C-LEF-277 Outcomes How are Electronic Bills set up, against the individual or the property? Mendip BW 16/05/2013 Fon rmed that Indiviauals YVI ave. eirown fogin Which Wil move wi em. subsequen 17/05/2013
occupier would then need to register for it.
Cust B PEJM no i laints. Did i f tacts. O fth [ hether BW h
C-LEF-278 ustomer Did BW have any issues in the previous research ue BW 16/05/2013 no issues or comp aints. Did receive a few contacts. One of the queries was whether researc 17/05/2013
research Marble was normally so complicated — assured not.
Lengthy discussion on definition of acceptable. BM noted Acceptability and Willingness are two separate
C-LEF-279 Outcomes |The question is what level is “acceptable”? CHAIR BW 16/05/2013 |concepts. BM obtained up front responses on acceptability. PEJM — BW will need to look at where social AMP6
tariffs are necessary
MJK — Within f ting — Affordability isa M fS . Willb t of bills, i h
C-LEF-280 Outcomes Its about acceptability of plan and who can afford it Chair BW 16/05/2013 . | |n' orecasting OTAAbIItY 15 @ VIeasure of Suctess. TVITDE part ot bils, INCOMEs, changes 17/05/2013
e.g. social tariff.
Cust Di [ ide for Ph 1. Will BM [ half of BW t ti BM-N t . WIS Definiti t lear. BM Th tati t
C-LEF-281 ustomer |§cus§|on gmde. or .ase i be responding on behalf o o questions Chair BIVI/BW 16/05/2013 eed standard responsgs S Definitions rTeed o be clear ere can be representatives a 11/06/2013
research raised in group discussions? focus groups. PEJM noted this can change dynamics of group.
BW fi h li in the LEF [ D0144 [ BM.
C-LEF-282 igi‘;ﬁir Can BW confirm what information BM have had so far? Chair BW 16/05/2013 confirmed the same slides used in the presentation (D0144) were provided to 17/05/2013
Cust PEJM - Draft stimul terial irculated to the CSSC. L di d with LEF on 7/5/13 and
C-LEF-283 vstomer It was noted that the language used needs to be in customer speak for clarity. Chair BW 16/05/2013 . ratt SHmuIUs material was circtiated to the ANgUage Was disclssed Wi on7/5/13 an 17/05/2013
research was re-iterated by SEAB.
MJK — Confirmed BW will dtod konitbutiti isk. If water i i th
C-LEF-284 Outcomes Have BW made provision for Universal Credit? Mendip BW 16/05/2013 onirme WI. nee. © €0 sorTme W.0r on It BUtiti>acompany ris WAteris an isste then AMP6
landlords and other bodies will be shouting first.
C-LEF-285 Outcomes If there is a % increase can BW ask for prepayment Mendip BW 16/05/2013 |MJK — Not entitled to ask for prepayment, has to be based on current rate, BW will have to bear the risk. 17/05/2013
C-LEF-286 Customer Thelje is low conf?dence in the <.:Iata from 'the 1.0 respondents whose WtP most Chair BW 11/06/2013 NERA confirmed this would be ignored.— Yes. 11/06/2013
research motivated hosepipe bans. Chair — will this be ignored?
UWE — The research results show evidence of 2 groups in the populations. 2 . : N :
Cust MJK noted the PR h split 409 40% rel lit 209 t lity. Th t
C-LEF-287 Hstomer extremes with different priorities: lowest bill and trying to deal with environmental UWE BW 11/06/2013 noted the PROI researc. split was 40% price, 40% reliability and 20% water quality e curren 12/06/2013
research . . research showed 45% on price.
impact in almost equal balance
MJK confirmed thi I dto bed fter A t. C leted WTP iew by S
C-LEF-288 Investment |Chair would like assurance on peer review on how BW apply figures in modelling Chair BW 11/06/2013 contirme > Was planhed to be done atter Algust. Lomplete PECrTeview Dy susana 28/10/2013
Mourato 28th October 2013
Cust MJK confirmed that th |d be allocated tionately t ber of cust . Now i dix t
C-LEF-289 Hstomer How will the household and non household results be taken into account? Chair BW 11/06/2013 contirmed that they Wotlld Be allocated Proportionately to hUmber ot customers. Now In appendixto 11/06/2013
research RERA non-household report.
Cust Non-d tic WTP. Thereis a | bet th b f0-4 I
C-LEF-290 Hstomer - on-domestic ere 15 a 1arge sap bEtween e NUMBETS o L4 employees ccwW BW 11/06/2013 |Nera - Yes, but we do weight and do sensitivity testing on the weight 11/06/2013
research businesses that were recruited compared to the ONS data.
Cust
C-LEF-291 r:zezrrr:\r Non-domestic WTP - the report talked about a paucity of sample CCW BW 11/06/2013 |Nera - Yes, but we do weight and do sensitivity testing on the weight 11/06/2013

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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Cust WTP -d tic - Stage 2 lts - H dd d to be about the 139
C-LEF-292 vstomer OMESTC - Stage .resu >~ HowW concerr'le .O .We nee- 0 be abou , e 13% CCW BW 11/06/2013 |Nera - Yes, but we do weight and do sensitivity testing on the weight 11/06/2013
research of the sample who describe themselves as having difficulty with understanding.
Th 2- k h i i h ice -
C-LEF-293 Customer e stoppage (2-3 weeks) and oseplpe'ban attr.lbutes ave now been tested twice CCW BW 11/06/2013 |Nera - Yes, but we do weight and do sensitivity testing on the weight 11/06/2013
research what value should you use? Something in the middle?
Cust MDC asked about tly reduci . Noted th flict bet th
C-LEF-294 H> o-mer ?S ed abot Permanen y reducing pres.sure ote © contiict between the MDC BW 11/06/2013 |BW noted that the main issue was for customers where their pressure was permanently low. 11/06/2013
service perceived need to improve pressure when this had lower WTP values.
Customer . . . : :
C-LEF-295 service How many properties on the DG2 Register Chair BW 11/06/2013 |BW confirmed there were 72 on the register 11/06/2013
Cust MJK confirmed it fairly high. M hared li d BW helpi h ible.
C-LEF-296 > o-mer What was the cost to alleviate low water pressure? Chair BW 11/06/2013 contirmed was- Alrty nig any Were on share supp 'es an wer'e eiping where possibie 11/06/2013
service Others were located higher than reservoirs and would require pumps to alleviate.
Customer Slowly. On bursts yes but the main issue will be seepage. BW has invested and is investing in new
C-LEF-297 service Will technological improvements assist BW in improving maintenance? MDC BW 11/06/2013 |technology to reduce repair times. More difficult to address seepage — only mains replacement will cover | 11/06/2013
this.
Cust H d t for the fact that t tob - diti d that
C-LEF-298 Hstomer .OW Pyou account Tortne a'c ° .CUS Omers seemto be pre. conditioned tha CCW BW 11/06/2013 |We have considered that as we drafted the quantative survey. This was tested: -£12 option. 18/07/2013
research bills will not go down and don't treat it as a reasonable suggestion?
C-LEF-299 Customer When drafting th.e q.u.ant survey can you include the effect of inflation fas an.other COW BW 11/06/2013 Bristol - (MK) - some reservations z?bout including inflation. B‘Iue Marble - we could add questions onto 22/10/2013
research company saw a significant effect on customers after they heard about inflation. the end of the survey so we could judge the effect. Included in Stage 2 research.
Cust Sh d- tecti T is the t 'getti ' going to lead
C-LEF-300 Hstomer OW card - on protec |n.g Water sources IS the term getting Worse: going to fed CCW BW 11/06/2013 |Will consider wording and get it right for quantative survey. Updated 1807/2013
research respondents to vote against that?
Cust
C-LEF-301 rLejze(;rrncf\r Can you let us see revised paperwork when there have been changes CCW BW 11/06/2013 |Yes. For big changes. Shared on 17/06/2013 approved on 18/07/2013 for minor changes. 17/06/2013
Custormer Would vou be able to outline to me vour reasonine for using the £10 valuation for MJK - If we had confirmed coliforms in a reservoir we would issue a boil notice to all customers potentially
C-LEF-302 Y . Y & 8 CCW BW 12/06/2013 |affected. Under our bond we pay £10 to customers affected by a boil notice. We may not have any 12/06/2013
research health attributes please. .
schemes that depend upon the valuation.
SB - It’s a units issue. The presentation units are in £/hh/year for a 1% change in probability of event. The
Customer In Stage 1 results (page 48 Of Nera report - PR14 Domestic Customer Stated £80.04 and £0.71 are £/hh/year for one less day of interruptions. I've checked through the stage 1 report
C-LEF-303 rasearch Preference Survey- 19 October 2012), it says the valuation for stoppages for 2-3 CCW BW 12/06/2013 |this morning and the £/hh/year for a 1% change in probability of event isn’t explicitly reported. However, 18/07/2013
weeks is 80.04, and for hosepipe bans is 0.71. there is a graph in appendix B from the pilot results which shows approximate values of about 2 for
hosepipe bans and about 11 - for stoppages.
We haven’t got the stage 2 equivalent yet to the £0.71 and £80.04 you quote. If they are not listed in the Julv 2013
Customer In yesterday’s graph —Page 28 — of the slide pack it compared stage 1 valuations of final stage 2 report | will take on an action to convert the 1% values. | will also ask NERA when | feedback Y .
C-LEF-304 ) . ) CCW BW 12/06/2013 . . . . : . . NERA final
research these two attributes with the stage 2 valuations. on the draft results that having the common attributes values listed side by side explicitly is needed in the .
. . : version report
final report. This has now been included.
Customer It had stage 1 stoppages at just over £8 and hosepipe bans at stage 1 at just over July 2013
C-LEF-305 . 8 pp. 8 J PP 8 J CCW BW 12/06/2013 |Numbers and units confirmed in final report. NERA final
research £2. Which of these is correct? .
version report
On 12 June. 19 June and 20 June by email, CCWater made 20-30 suggestions for . . .
Cust Blue Marbl ded to ch d d not mad d h | dated
C-LEF-306 ustomer amendments on the Acceptability research. Details are available from Jenny CCW BW 12/06/2013 ue Viarble provided a response to thanges made and not made, and reasons why in an email date 11/07/2013
research o 11/07/2013
Suggate at CCWater - jennifer.suggate@ccwater.org.uk
CCWater commented that slide 2's numbers looked high for AMP6 compared to
C-LEF-307 Investment |spend in AMP 5. And asked if you ran with the £276m that you spend in AMP5 CCWater BW 09/07/2013 |BW responded that bills would fall. 09/07/2013

would bills fall?

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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TheR t Writ ked what the Board’s strategic vi the indicati
C-LEF-308 Investment prsgrae:wcr)m:e FILEr asked what the Board's strategic View was on the Indicative RW BW 09/07/2013 |BW confirmed it was larger than we wanted although the indicative programme was yet to be optimised. 01/11/2013
Cust C that the LEF t bei lted terial at th ti th
C-LEF-309 ustomer oncerns that the are not being c?nsu © O.n material at the same time as they CCW BW 09/07/2013 |BM accepted some issues had arisen due to staff absence. 18/11/2013
research company and on not all comments being taken into account.
Cust I h int till being in th t though it h
C-LEF-310 HStomer >SUES SUCH a5 malr'm enance. > I. cing In e.quan SUTVEY, eve.n ough It hds CCW BW 09/07/2013 |Process improved for the future. Removed percentages to make it less emotive. 18/11/2013
research produced an emotive reaction in people during the qual exercise.
C-LEF-311 Customer On quest.ion' 21 - we wanted to know what Bristol wanted to get from this section - COW BW 09/07/2013 This question w-as used to help explain which elements are considered most important. See BM response 11/07/2013
research but we didn't get a response for further details.
Cust The ch in the definiti fint ti t | ithout th text that
C-LEF-312 Hstomer © Chanse In the aetini -|on O7 INterrup |on.s O SUPPly WIthOUE The CONtEXt tha CCW BW 09/07/2013 |Context given by providing correct level and performance. See BM response for further details. 11/07/2013
research Tony asked for, and on discoloured complaints cause us some concerns
C-LEF-313 Investment (?C.Watcer -asked what it would cost to replace the Line of Works in total, rather than CCWater BW 09/07/2013 BW responded that they di'd consider that, bu.t it would cost more. Once we have done this 15 years worth 11/07/2013
fixing it piecemeal. of work hopefully we won't have to do anything more for 40-50 years.
C-LEF-314 Investment |CCWater asked for confirmation that all schemes linked to customer outcomes. CCWater BW 09/07/2013 |BW said they did. 11/07/2013
The Chair asked; what the Dri for thi k? (Studi i [ t BW |ai th [ for the followi f ; cust inutes lost
C-LEF-315 Investment e a!r asked; what were the Drivers for this work? (Studies being carried out on Chair BW 09/07/2013 |2 exp al.ned e.se [drivers] were for e. ollowing measures o succgss, cus omer minutes los 11/07/2013
Reservoirs.) (interruptions), discoloured water complaints, leakage, and asset serviceability
C-LEF-316 Investment |The Report Writer asked what was in the ‘Other’ category [of the table]? RW BW 09/07/2013 |BW said this related to activities such as running GIS systems, leakage and stop taps. 11/07/2013
BW lained that link i t tt t ing WTP val d th f traint
C-LEF-317 Investment |The Report Writer also asked how investment areas linked to outcomes. RW BW 09/07/2013 explained that we fin |n\./es ment to outcomes u§|ng ve U?S a.n © performante .cons raints 11/07/2013
that we choose. The model gives the most cost effective way of delivering that level of service.
The Chair al ked if ‘What Ifs’ aft timisati hen th
C-LEF-318 Investment woeuld Elarpapse?]as ed if we can do atlis” after optimisation and when these Chair BW 09/07/2013 |BW confirmed that we can do 'what if's' modelling and that this was carried out in the scenario models. 01/11/2013
C-LEF-319 Investment |The Report Writer asked how long term asset stewardship was considered. RW BW 09/07/2013 |BW explained the asset level models consider 25 years while the Cross Asset Optimiser uses 10 years. 17/07/2013
C-LEF-320 Investment CCW?ter'asked about the difference in expenditure between chlorine and CCwater BW 09/07/2013 BW said the cost difference V\./a.s the removal of Chlorine from the site, as this was a health and safety issue 18/07/2013
chlorination? for both BW staff and those living nearby.
C-LEF-321 Investment The Chai.r asked.us to confirm our replacement rate for meters and whether we Chair BW 09/07/2013 BW confirmed the rep!acemer)t rates wc?re 13 years for household meters and 20 years for non household 19/07/2013
have an issue with loss of income from meters. meters. There was no issue with loss of income.
C-LEF-322 Investment I\'/I&F-]'— The R.ep.ort Writer.asked about our vehicle fleet and if there were any RW BW 09/07/2013 BW saic'l that we constantly consideregl if Ieasir.lg yehicles would be cheaper and that AMP6 building 20/07/2013
significant building spend in AMP6. expenditure would be more on operational buildings.
BW said the Auditor look luti i Il as the pref luti Iso th
C-LEF-323 Investment |CCWater asked what the quality audit covered. CCWater BW 09/07/2013 efficfz:::itese uditor looked at solutions considered as well as the preferred solution and also the cost 21/07/2013
. . . BW explained that the Northern Resilience Scheme only allowed for the loss of Purton TW while the
CCWat ked why th ting Northern Resil Sch did not the |
C-LEF-324 Investment ateraskedwhy the existing Rorthern Restiience scheme did hot cover the 1055 CCWater BW 09/07/2013 |Southern Resilience Scheme would cover the loss of the Sharpness canal and hence both Purton and 22/07/2013
of the Sharpness Canal. .
Littleton TWs.
C-LEF-325 Investment |The Report Writer asked if the resilience proposal had the same scope as PRO9. RW BW 09/07/2013 |BW said it was a different solution as it now considered growth synergies as well. 23/07/2013
BW said thi being tested in the st 1 tabilit h but BW |d have to d thi
C-LEF-326 Investment |The Chair asked who decided which resilience schemes to include. Chair BW 09/07/2013 Sfal .IS was BEINg tes e“ N TNE STABE L atteptabliity research bu Wouldhave 1o do something 24/07/2013
else if we included more resilience schemes.
The Chair raised the i f the EA the timi f Cheddar Il. Thi
C-LEF-327 Investment © alr.ralse © |ssue.(-) © £A CONCEINS OVEr the fiming of Lheddar > Was Chair BW 09/07/2013 |The difference between the brown/blue plans and the orange plan was the timing of building Cheddar II. 25/07/2013
also seen in the acceptability focus group.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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CCWater mentioned that in the focus groups customers didn't understand why they BW responded that they couldn’t unless they could get a cheaper price for a bulk supply from Wessex -
C-LEF-328 Investment |would be charged more because of the timing of Cheddar. There is a question of CCWater BW 09/07/2013 |which BW was negotiating on now, but that the bulk supply would have £30m of investment costs. It was | 25/07/2013
whether Cheddar can be put back. concluded this it was not viable due to S19 undertaking.
The Chair asked if th k mai i [ |l f
C-LEF-329 Investment de\e/ecl:os:;:;tid i the new trunk mains/service reservoirs were all for new Chair BW 09/07/2013 |BW said the priority was providing 12 hour storage across the whole network, old and new. 27/07/2013
. . . BW confirmed this was the case until 2020. The Report Writer also asked if our actual figures in AMP5 had
C-LEF-330 I t t |TheR t Writ ked if the f d the latest data. RW BW 09/07/2013 28/07/2013
nvestmen € REpOTL IVrter asked Irthe Tigures tsed the fatest censts data /07/ matched forecast. BW confirmed the forecast was 4000-4100, while the actual figure was 3900. /07/
BW explained that the service level is included in the performance data input into the Asset Level Models
The Report Writer asked about how the investment modelling linked with (ALMs). What comes out of the ALMs is constrained by the results of the acceptability research. WTP
C-LEF-331 I t t RW BW 09/07/2013 29/07/2013
nvestmen outcomes/measures of success and where service level was included. /07/ values feed into the Cross Asset Optimiser (CAO), which then optimises the ALMs output. The CAO is also /07/
constrained by the Measures of Success targets. See slide 22 for relevant diagram.
BW lained that this referred to wh i t h h d or BW dt
C-LEF-332 Investment |The Report Writer asked for clarification on the ‘Not required or nice to have’ filter. RW BW 09/07/2013 | . exp. al.ne . At this rererred to where dreumstances have thanged of Was prepared to carry on 30/07/2013
with existing risks.
C-LEF-333 Investment The Chair asked BW.to confirm if the initial design reports contained proof the Chari BW 09/07/2013 BW confirm.ed that the IDRs included whether it can be built, practical design, time to build and phasing 31/07/2013
scheme could be built/was deliverable. over AMPs if necessary
BW said it depended on the complexity of the scheme and if we have not done a similar scheme before.
C-LEF-334 Investment |The Chair asked about costing for the rest of the Named Schemes. Chair BW 09/07/2013 |For cheaper schemes, a lower level costing was involved. This is usually based on historic cost data for 01/08/2013
similar work. At PR09, 75% of the total programme at PRO9 was costed using the IDR approach.
CCWater asked how the household and non household valuations were combined.
BW lained thi d th ber of h hold ber of h hold’s ratio (93%/7%).
C-LEF-335 Investment |CCWater also asked if BW were using the value for hosepipe bans and adding it to CCWater BW 09/07/2013 ex.p aine 'S Was . one on the number of households/number of non household's ratio (93%/7%) 02/08/2013
. . BW said the two valuations were tested separately.
rota cuts and causing double counting.
In respect of the Southern Resilience Scheme CCWater said the values used bore no BW explained the frequencies of the different lengths of interruptions were taken from work Halcrow had
C-LEF-336 Investment |relation to the Nera WTP values. A peer review of the process was requested to CCWater BW 09/07/2013 |done for us on assessing the risks. BW then set out the calculation to obtain the value per customer for 03/08/2013
consider WtP and how that information was used in the model. each of the interruptions.
The Chair expressed his difficulty in understandine how fieures converted into value BW said the inputs into the CAO were expressed as £/event while the WTP values obtained from NERA
C-LEF-337 Investment P Y g 8 Chair BW 09/07/2013 |were £/customer/change in likelihood of event occurring. The Chair asked if this would form part of the 28/10/2013
per customer. . \ .
peer review of the WTP research. See Susana Mourato's peer review report.
C-LEF-338 Investment CCWater aske(.j for clarification with regard to the Nera r.eport. Nera WTP was CCWater BW 09/07/2013 BW said they would ask NERA to present the WTP values using consistent units in their final report. 18/07/2013
£80.36 - the slides that were presented recently gave a figure of £10 and £12. Report now complete
Concerns were raised about the cost of installing screens to safeguard eels. What Screening for Eels forms part of the NEP. EA concurred with this. Subsequently it transpired that
C-LEF-339 Investment |evidence is there that other parties who needed to do works to the river to make CCWater BW 10/07/2013 |investment in this area could be reduced as the Eel population proved to be less than was previously 21/10/2013
installing the screens worthwhile, were going to do their part. thought.
Th line f to th ft WRMP 13. The EA rai
C-LEF-340 Investment © dea?d !ne O responses O_ © dr? was 8/8/13. The EA raised con.cerns EA BW 18/07/2013 |BW agreed to show more detail in its consultation responses 18/07/2013
about timing of Cheddar Il build and impact on demand from new Power station.
CCWat ised the i f the diff in fi for the 2-3 k st
C-LEF-341 Investment _ ALErralsed the I5ste o1 the I. erence In |gtfres O.r © Wee s.oppage CCWater BW 18/07/2013 |BW to provide NERA’s email explaining calculation. See briefing paper on WtP conversion 18/07/2013
attribute between the graph on slide 6 and the figure in the table on slide 7.
BM said in the qualitative research, the purple plan (decreased maintenance) was universally rejected. In
C-LEF-342 Customer CCWater asked !3!\/I to .explain any difference between qualitative and quantitative CCWater BM 18/07/2013 the guantitative r-esefarch 67% fognd the purple'plan unacceptable. The.diff.erence was dl:le-tO resjpor?dents 18/07/2013
research research regarding maintenance. making comparative judgements in the qualitative phase but were considering the plans in isolation in the

guantitative survey.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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Customer BW said an annual RPI impact of around £5 based on current RPl. BM said how we show this is in the stage
C-LEF-343 research The Deputy Chair asked what the impact of inflation would be. Dchair BW 18/07/2013 |2 acceptability research is critical because customers were talking about flat bills /no increase when 18/07/2013
discussing the brown plan. The EA said that the understanding of inflation always an issue.
C-LEF-344 Customer CCWater alsq |.’aised a concern about the position each plan was presented changed cSSC BW 18/07/2013 !3M explained that a quarter of the sample saw each plan first. Rotating in this way avoided an order effect 18/07/2013
research the acceptability result. in the results.
It d that t |ld do it and firmed h |d id for the LEF. S
C-LEF-345 Investment |Asked if the reporter will scrutinise the options and costs RW BW 18/07/2013 was agree at reporterwotld do 1t and confirmed he collld provide assurance Tor the ce 25/11/2013
assurance report.
. . BM said the brown plan had lowest acceptability amongst C2s and the brown plan is more consistently
Cust AgeUK asked if vul bl th tage that preferred the b
C-LEF-346 rLejze(;rrncf\r i‘i asked ITVUINErable groups WETE In the percentage that preterre € brown Age UK BM 18/07/2013 |acceptable for those would can’t afford their bills, aren’t satisfied with current service or who thing water 18/07/2013
plan is poor value for money.
Customer BM responded that it would be misleading not to include the information if that is the plan’s proposal.BW
C-LEF-347 cesearch CCWater asked if the maintenance reduction is scaring customers. CCWater BM 18/07/2013 |said it was the reason the percentages on levels of maintenance were removed for the quantitative survey | 18/07/2013
to avoid biasing the customers’ responses.
Cust CCWater al ked why Out h as ‘best le, right culture’
C-LEF-348 Hstomer . Aer also as ket Why u’ comes Stc asf et PEOPIE, TIght CUTture were CCWater BW 18/07/2013 |BW said it was trying to be completely transparent about its business. 18/07/2013
research included when these weren’t customer facing.
BW explained that there was almost no spend in the last 2 years when the reservoir is filled. Delaying the
: . : build by 3 years would put £92m of expenditure into AMP7. BW was looking to the results of the
Cust CCWat ked if the t f the Ch I I h k
C-LEF-349 Hstomer ater asked if the |m|ng orthe edda.r reservoir could be pushed back by 3 CCWater BW 18/07/2013 |acceptability research to give the customers’ views on the right pacing. Mendip said BW should promote 25/07/2013
research years and what would the impact be of this. ) _ L , _ ,
the benefits of Cheddar Il reservoir , which is wider than just a supply/demand balance issue. BW said the
focus on the amenity value was coming out of the public consultation on the reservoir.
Customer CCWater asked why the Cheddar Treatment Works scheme would cost £20m to BW said it was a wholesale replacement of the treatment process. BW confirmed that [fertiliser] was part
C-LEF-350 treat algal blooms in raw water. North Somerset asked if this was due to fertiliser CCWater BW 18/07/2013 . P P ' P 25/07/2013
research of the issue.
from land.
C-LEF-351 Customer CCWater raised the -issue of the DWI Fomments on metaldehyde and whether BW CCWater EA 18/07/2013 The EA sa.1id the comments were unhelpful and that there were jointly agreed drinking water catchment 18/07/2013
research should be approaching EA about the issue. plans which covered metaldehyde.
Cust With d to 'Water is Good to Drink' CCWat ised bout th tf
C-LEF-352 ustomer 'th regara to e er.|s 00 (? n , ater ralsed a concern about the cost Tor CCWater BW 18/07/2013 |BW said the investment would also support iron compliance. 18/07/2013
research number of water quality complaints reduction-
Mendip asked about the proposed change of occupier metering policy, could . . . : . :
Cust BW conf d th I lied t t ting t ter. BW said builds h b tered
C-LEF-353 ustomer customers change back after 12 months. AgeUK asked about metering in new MDC BW 18/07/2013 | . confirme 1> ONTy applied to CUSTOMETS OPHing to meter >ald NEW DUTIAS have been metere 18/07/2013
research . since 1999.
builds.
Cust
C-LEF-354 r:zeoarrncir AgeUK also asked if leakage is easier to detect with meters. Age uk BW 18/07/2013 |BW said yes they investigate high readings that are unlikely to be consumption. 18/07/2013
Customer CCWater asked about the Government expectation water companies would adopt
C-LEF-355 customers supply pipes and how much this would cost. An UKWIR study had costed | CCWater BW 18/07/2013 |BW said it wasn’t planning to. 18/07/2013
research . . . . . .
this as £4/bill. CCWater asked if BW would move informally to this policy.
CCWater commented that just because we have customer research showing WTP,
C-LEF-356 Customer BW doesr\ft hav.e to include in its busines§ plan and BW should c.onsider the overall CCWater BW 18/07/2013 BW to p.rese.nt to IPS.C on 25th July. LEF were urged to attend. BW noted comments for consideration in 25/07/2013
research acceptability of its proposals. CCWater said the LEF needed confidence in the use of developing final business plan.

WTP in cost benefit analysis and the timing of schemes.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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Customer AgeUK raised concerns about the acceptability research showing that 16% of BW explained that Ofwat will be looking at both affordability and acceptability of the plan as a whole. BW
C-LEF-357 research customers were worried about their bills and 5 % currently said they couldn’t afford | Age uk BW 18/07/2013 |would need to consider if it needs to do more mitigation over and above the existing social tariffs to 04/11/2013
their water bill. The Deputy Chair agreed 21% was a sizable proportion. address affordability concerns. Have considered, more publicity of existing, not new, measures.
BW explained it had developed a biodiversity index Measure of Success in collaboration with RSPB, NE and
C-LEF-358 Customer CCWa.1ter- was. co-ncerned that BW could buy its way out of doing anything to deliver CCWater BW 18/07/2013 the EA. The target.would be Increasing year by year. NE said it c.overed areas .owne_d by BW and area.s 18/07/2013
research the biodiversity index MoS. where BW was doing work through the planning system. NE said that sometime biodiversity offsetting
could be a good thing.
C-LEF-359 Customer Chair felt that the reason for inclusion of group discussion results in the analysis Chair BW 25/07/2013 BW ackr.10wle'dged it was. irT\portant to give greater weight to the survey results rather than the focus 25/07/2013
research was unclear. group discussions and this is the approach that was used.
I hat the Ofwat final hodology for PR14 h I BW h h h i h .I felt that i likel [ h
C-LEF-360 PR14 t was noted that the Ofwat final methodology for ad been released on LEF BW 25/07/2013 ad not yet had chance to review the document. It was felt that it was unlikely to impact the proposed 25/07/2013
25.07.13. Outcomes.
Chair stated that Blue Marble’s comments that the order in which plans were
Customer presented in the survey affected the views of respondents caused him concern. .
C-LEF-361 . . . Chair BW 25/07/2013 (See C-LEF-362 30/07/2013
research Chair requested a more considered response from Blue Marble or BW as to why this
issue is not material to the survey results.
BM explained order of presentation was rotated within the survey so that equal proportions of the sample
(n =74-77) were presented with e.g. the purple, brown, blue or orange first, followed then by the other
Customer plans in this sequence. Having equal proportions answer each of the 4 possible rotation sets essentially
C-LEF-362 research Blue Marble were asked by the Chair about presentation effects Chair BM 25/07/2013 |balances out any potential presentation effect in the sample overall. BM explained that people who see 25/07/2013
the purple plan before all the others rate this plan as being much more acceptable than those who see the
purple plan last, because they have had exposure to each of the other plans and are better informed. But
overall the sample is balanced.
Customer BW explained that LEF and its sub-committees were noticing regular changes in proposed expenditure and
C-LEF-363 rasearch Why are these figures different to those presented before? Chair BW 25/07/2013 |service levels because BW were exposing the LEF to its latest thinking and draft costs, rather than waiting | 25/07/2013
until numbers were finalised.
BW explained that the blue plan represents the same level of non-infrastructure maintenance as in 2010-
Cust 2015, whilst th ferred plan i tothatintheb lan. P d infrastruct int
C-LEF-364 HStOMEr e liable supply (slides 12-14) on interruptions. CCW BW 25/07/2013 ’ W Istihe preterred plan s hearer © mhatn the brown pian roposg nirastructure .mam enance 25/07/2013
research expenditure represented a reduction from the AMP5 level. Proposed non-infrastructure maintenance was
lower than the figures presented to the LEF 18.7.13 but similar to the spend in 2010-2015.
CCWater asked whether the hosepipe ban target proposed in ‘Water in the Future’ . — .
Cust BW stated that the SDS Ild b dated after Ofwat had ts Final Det tion. 25 t t
C-LEF-365 Hstomer (BW's Strategic Direction Statement (SDS)) should be amended in response to CCWater BW 25/07/2013 Srared that the w.ou € Upcated arter iwat nad given 1ts Final Letermination year targe 25/11/2013
research , supported by WtP so retained for 25 year strategy.
customers’ views.
: . BW explained that the value for 2-3 week interruptions had been used for this, as BW wouldn’t necessarily
Cust CCWat ked how BW had obt d |l t lue f ta cuts wh
C-LEF-366 HStomer . a ’er asKe OW. ? obtalned a WITIgnEss o pay value Tor rota cuts when CCWater BW 25/07/2013 |use rota cuts in such a situation. Customers are more willing to pay to avoid the loss of their piped supply | 25/07/2013
research it didn’t ask a question on it. _ _
rather than to avoid a hosepipe ban.
Cust BW d that it will replace th ide of th ly pi dinth t of d fail
C-LEF-367 Hstomer CCWater asked whether BW would be subsidising lead pipe repairs. CCWater BW 25/07/2013 | . answgre a. 't WITl replace the ?ompany >de OTTNE SUPPIY pIpe and i the Vet o a second faliure 25/07/2013
research will subsidise repairs on the customer’s pipe.
Customer BW explained that it wasn’t submitted to DWI due to issues at PR09, but it would be happy to include it as
C-LEF-368 research Chair asked why trunk main relining wasn’t a DWI scheme. Chair BW 25/07/2013 |a maintenance proposal. DWI said that one company had submitted schemes which DWI could “commend | 18/11/2013

to support” rather than put in place a legal instrument. BW will consider doing this, but did not do so.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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Cust BW said that 143km of mai d to be at risk, and a list had b d to prioriti
C-LEF-369 HStOMET 1 - air asked whether the length or the cost of pipe would drive the activity level. Chair BW 25/07/2013 >ald tha mo mal.ns WETE 85555 10 bE at TISK, and a fist had been drawn up to priorti>e 25/07/2013
research replacement by cost-benefit.
C-LEF-370 Customer Chair'stated that he felt the element of choic.e involved in this deciéion shoyld be Chair BW 25/07/2013 BW responded that t.he level of relining is sufficient to achieve the targets identified in acceptability 25/11/2013
research explained to the LEF. RW asked if the choice is all about cost-benefit analysis. research. Cost benefit of scheme presented.
Cust
C-LEF-371 r:Ze(;rrr::ir RW asked if the mains relining schemes are geographically distinct. RW BW 25/07/2013 [BW said it looked at lengths of mains and assess if they can be combined. 25/07/2013
Cust BW d that it b f i t likely to give iron fail di iggi b
C-LEF-372 ustomer Chair asked if the use of the word ‘ferrous’ is deliberate. Chair BW 25/07/2013 answere .a 'L Was, DECAUISE TEITOUS Mains are Most fIKEly 1o give ITon 1aliures and 1ce pIgging can be 25/07/2013
research used for other pipe works.
Cust CCWat ked whether the level of i dintheb I
C-LEF-373 Hstomer a e.r a5 e. WRELNET The TEVET OT SETVICE Propose Ih € Prown plan was CCWater BW 25/07/2013 [BW answered that it would be too expensive to reduce leakage further than it was planning. 25/07/2013
research appropriate given customer support for leakage reductions.
C-LEF-374 Customer Chair askec’j if_the sgpport for ri\{er water qu§lity improvements rgflc?cted Chair BW 25/07/2013 BW fc?lt it was Probably a mixture of both. Chair said the results make sense if customers are mainly 25/07/2013
research customers’ wish to improve their own supplies or was more altruistic. thinking of their own supplies.
Cust Slide 31 sh th ti BW h de in its bill calculations. Chair asked if
C-LEF-375 |~ otomen olide 34 SNOWS Ihe assumptions BIV nas made n 1ts bIF calciations. Thalr askedita | qp o BW 25/07/2013 |BW replied that it is implicit in the stated WACC. 25/07/2013
research Small Company Premium had been included in the cost of capital.
hair asked if ' in relati h ital | i h
C-LEF-376 Customer C air asked if any adjustment in relation to the Capital Incentive Scheme was Chair BW 25/07/2013 [BW replied that it was included in the bill projections 04/11/2013
research included.
BW stated that it has outperformed those assumptions so it was reasonable to assume they would
C-LEF-377 Customer RW z?\sked. if it is reasonable to assume the PR0O9 efficiency assumptions will RW BW 25/07/2013 cohtinue. [BW sta.ted that it had beeh h-elped b.y input cost.s being lower than expecjced due to salaries 28/11/2013
research continue in 2015-2020. being below inflation]. BW has commissioned First Economics to do a study on frontier movement, and
Oxera to look at the relative efficiency effect on opex, and that this report was provided 28/11/13.
BW replied that the forecast are based on current rates so additional efficiencies will be on top of those
C-LEF-378 Customer RW z'aske.d if the co.st estimates are based on current outturn costs, do they include RW BW 25/07/2013 already found. BW noted that costs for meters, mains and communication .pipes are showinfg efficiencies 25/07/2013
research efficiencies found in 2010-15. of c2-3%, although the programmes were not yet completed. BW noted this was the first price control
period in which actual costs had been below those assumed at the Price Review.
hair asked if phosphate i i i . CCW ked if BW Id j BW replied that i k I i historic levels. BW replied th
C-LEF-379 Customer Chair asked |. phosphate is trapped in sediment. CCWater asked i could just Chair BW 25/07/2013 rep ied that |t.w.as, and takes a long tl.me to .remove due to_ istoric levels replied that to do so 25/07/2013
research take the sediment out. would involve draining the whole reservoir and it would also stir up more phosphate.
W ked h £2 | with algal bl h
C-LEF-380 Customer cc ?ter asked how does £20m to deal with algal blooms compare to other CCWater BW 25/07/2013 |BW said DAF was more cost effective and more secure option. 25/07/2013
research solutions.
BW fi hat h | I [ he LEF. Audi in LEF mi f
C-LEF-381 Customer RW asked if the reporter will scrutinise the options and costs. RW BW 25/07/2013 confirmed that he would and could provide assurance to the See Audit report in minutes tor 25/07/2013
research 4/1/2013
Customer |CCWater asked if BW could use the planned new Southern link - to move water to BW stated that once it was built the Southern Resilience Scheme would allow it to spread demand over its
C-LEF-382 CCWat BW 25/07/2013 25/07/2013
research Cheddar WTW when the algal blooms are high. arer /07/ sources to mitigate the risk of algae, but it wouldn’t deal with peak demand /07/
Cust Chair asked if BW h bl ith t ted at privatisati ing to th
C-LEF-383 Hstomer Al asked 95 @ Probiemm WIth assets created at privatisation coming tothe 1 chair BW 25/07/2013 |BW stated that this was not a significant issue. 25/07/2013
research end of their useful life.
Cust BW replied that th ly site where this i i is at Mal bury due to low fl dit tb
C-LEF-384 | > 0METehair asked if the EA had asked BW to reduce abstractions. Chair Bw 25/07/2013 | " rePUedtiat tne Only Se WRETE THIS 15 ai ISSUe 15 at MaTmesbury aue to IoW Tows, and It WOt be a1 55/07/2013
research significant investment driver.
Cust BW noted that th d bulk ly W i tly subject t tion 19 undertaki d
C-LEF-385 HSTOMET 1 - c\Water asked about progress on the bulk supply from Wessex. CCWater BW 25/07/2013 noted that the pro’pose -u .supp y ITOM TVESSEX IS CUTTENtly SUbJect 10 @ section 25 undertaxing, an 25/07/2013
research therefore DWI wouldn’t sanction its use.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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C-LEF-386 Customer Ch-ai.r asked for BW to prepare a 2 page summar-y tq dempnstrate how the Chair BW 25/07/2013 BW confirmed.that an independent repor"c to the LEI': on how BW had used WTP in its cost benefit analysis 28/11/2013
research Willingness To Pay (WTP) research was used to justify this scheme. would be provided. See Susana Mourato's peer review dated 28th October 2013.
Cust BW d that it is, but anythi 1009 t bl hich t be add d th h
C-LEF-387 ustomer Chair asked if any positive shortfall shown on the table is a problem. Chair Bw 25/07/2013 answere . AL 1L15, DUL anything over % presents a problem which cannot be addresse rous 25/07/2013
research normal operational storage.
C-LEF-388 Customer Chair asked if the recent CEOs and Minister meeting had touched on developer Chair BW 25/07/2013 BW answered that it was briefly covered, and that the Water Bill includes simplification of the charging 25/07/2013
research costs. rules.
C-LEF-389 Customer A list of challenges to th.e methodology of the investment proposal presented on CCWater BVI/BW 25/07/2013 A full respon;e p-resentation was given to the LEF hard copy entitled Bristol Water's response to CCWater's 26/07/2013
research 9th July 2013 was submitted to BM/BW. questions on its investment proposals.
Customer On the issue of cold calling, CHAIR asked BM/BW to put the appropriate
C-LEF-390 research arrangements in place. Age-UK asked if the field agency would contact the policeto | Age UK BM 30/07/2013 |BM confirmed the field agency — Indifield — would do this. 30/07/2013
inform them that a survey was being undertaken in the area.
Customer : . : . . : :
C-LEF-391 rosearch Chair asked if the length of the questionnaire BM was aiming for was 15 mins? Chair BM 30/07/2013 |BM - Yes 30/07/2013
C-LEF-392 Customer SEAB a.sked if a fourth option could be inf:luded to capture customers who did know SEAB cSSC 30/07/2013 All agreed to this change, but cognitive testing found question confusing and removed for stage 2 main 30/07/2013
research their bill amount but were happy to pay it. survey.
Customer BM — For example, Q 7 is an open question, which means that the interviewer usually finds a code to
C-LEF-393 cesearch CHAIR — also asked BM to clarify why ‘do not prompt’ is sometimes used. Chair BM 30/07/2013 |record the respondent’s answer. We have found that different approaches to questions keeps the survey 30/07/2013
interesting and open questions can relax the customer as they are speaking in their own words.
Cust MJK fi d that turi tabilit h telyisi tant. Thi d in st 2
C-LEF-394 ustomer CHAIR asked if we needed to test acceptability of individual elements. Chair MJK 30/07/2013 con .|r.me At captufing acceptabliity research separately Is Importan 'S Was done In stage 30/07/2013
research acceptability research.
CHAIR — not sure about the term ‘reliable supply’, too technical. Similarly, . : : .
Cust BM — that th t t f ly. Th
C-LEF-395 ustomer maintenance is an emotive word. CAB — commented that the show card F is Chair BM 30/07/2013 agreed a. . e wording needed to be amended to be more consumer friendly. This was done in 30/07/2013
research . . : . stage 2 acceptability research.
difficult to understand, it needed some wording around it.
C-LEF-396 Customer CAB — asked if the interviewer would provide an explanation of ‘reliable supply’ if CAB BM 30/07/2013 BM said it would need to en§ure that interviewers were well informed of the meaning so that this can be 30/07/2013
research asked? conveyed clearly when required.
On leakage MJK confirmed that the target is from 49Ml/d to 43Mld/d —a 12%
Customer reduction. Showcard to say BW is meeting target and will reduce target level from CCW confirmed that the concept was difficult for the public to understand and that cognitive testing is the
C-LEF-397 SEAB CCW 30/07/2013 30/07/2013
research 18% to 16%. SEAB asked if the CCWater research on the economic level of leakage /07/ key. /07/
could help with the language.
Customer . : :
C-LEF-398 rasearch CCWater asked whether the price needed to include pence. CCWater CSSC 30/07/2013 |Agreed that bills would be to the nearest £. 30/07/2013
Customer e e e . : . :
C-LEF-399 research CHAIR asked if existing mitigation measures would be explained. Chair BW 30/07/2013 |BW said no. 30/07/2013
Customer : : . : : :
C-LEF-400 rasearch CAB asked if respondents could choose more than one option to this question. CAB BM 30/07/2013 |BM confirmed this was the case. 30/07/2013
Cust This asks about t hip. Age UK asked if renti ty/t t Id
C-LEF-401 HStomer I.S a5Ks @ c?u pro.per v ownership. Age UK asked if renting property/tenant cou Age uk CAB 30/07/2013 |CAB stated the standard category was private rented. 30/07/2013
research be included in the list.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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Q12 - amend to: I’'m aware of my water bill and I’'m am aware of the approximate Amended to - | am aware of the approximate cost of my water bill and | don’t have a problem paying it -
cost of my water bill and | am happy to pay it - Liz clarified 5/8 - On Q12 — the 5/8 Phil added:Re Q12, you’re quite correct about the possible dual meaning; | did intend that when |
current wording (below) can be interpreted in two ways: suggested the wording!
Customer | am aware of the approximate cost of my water bill and | don’t have a problem
C-LEF-402 CCW BW 02/08/2013 06/08/2013
research paying it [NT1] /08/ SB: | was seeking to avoid the word “happy” as that’s emotively too strong if taken literally (as opposed to /08/
| don’t have a problem could be — | don’t have any difficulty(as in struggling), or it its other more neutral meaning of being fine or ok about something) and | was also trying to find wording
could be | don’t have an issue with it for this option which would align with / fit more closely to the wording of the last two ‘affordability’
options.
Custormer Q14 - Should this be ‘safe and clean’ rather than ‘good’? Good is a subjective
C-LEF-403 research description of the water supply but the legal requirement is for it to be safe and CCW BW 02/08/2013 |Amended to - WATER IS SAFE TO DRINK WITH A CLEAR AND CLEAN APPEARANCE 06/08/2013
clean rather than good to drink.
Customer Q16 - Could be simplified. EG. The exercise we are now going to undertake involves looking at the possible impact of inflation on your
C-LEF-404 Now we are going to look at how inflation may affect your water bill from 2015 to CCW BW 02/08/2013 . 50ING . & P P Y 06/08/2013
research 2020 annual water bill across the 2015-2020 period.
Cust 17 - includ th tion -Anoth tion:
C-LEF-405 HStomer Q net .e another option n9 er-op on CCW BW 02/08/2013 |There is an option to record a verbatim response if customers want to make this point 06/08/2013
research Bills should increase by less than inflation/not at all/decrease
Customer . o N : o i
C-LEF-406 rasearch By email Suggest adding into list " | can't afford my bill". CCW BW 05/08/2013 |coding added 06/08/2013
C-LEF-407 Customer f:?uggest am(?nd T? - "Bristol Water’s plans have been olllesigned so that bills will only CCW BW 05/08/2013 |Amended 06/08/2013
research increase by inflation over the 5 years from 2015-2020
C-LEF-408 Customer CHAIR asked BM to |c')r0\./id9: an explanation of the ordering effect seen in the stage 1 Chair BM 11/08/2013 BM confirmed .that the appro.ach was standard in the industry and that they had eliminated the ordering 11/08/2013
research research and that this didn’t affect the overall results. effect by showing each plan first to 25% of the respondents.
Customer . . . . : : :
C-LEF-409 research Question to support the evaluation of PR14 business plan were received ? BW 11/08/2013 |Comments were supplied and incorporated into the research. 11/09/2013
Cust B il - On Sh dE, ted using the stat tf Sh dM :
C-LEF-410 HSTomer . y emai~+n owc?r sugges' =0 USING the statement from showear CCW BW 16/08/2013 |Showcard E was amended with a statement from showcard M. 19/08/2013
research instead of the potentially contradictory statement.
Custormer Showcard | — would it be possible to have some more contextual information
C-LEF-411 research around the leakage %s — eg. is this better than most companies? The %s CCW BW 16/08/2013 |Industry average included for context. 19/08/2013
themselves are difficult to comment on without some reference point.
C-LEF-412 Customer On the metetri.ng statfement - might the intention of increased metering be better CCW BW 16/08/2013 |amended 19/08/2013
research understood if it explained that being metered encourages people to use less water?
Showcards M & N Based on the cognitive interview feedback it seems that the
C-LEF-413 Customer stf—,\tement aroum.j sewerage bills could be stronger. Would it !oe possible to inclgd.e, COW BW 16/08/2013 The f?nal approved questionnzj\ire ch_arified both water companies different roles and that each company is 19/08/2013
research with the appropriate context, the current average sewerage bill and note that this is carrying out its own research into bill payment.
also under a separate review being carried out by Wessex Water?
Custormer We have seen that customers engage with inflation more effectively when it is
C-LEF-414 research presented as a monetary example — so the same should apply to the sewerage CCW BW 16/08/2013 |See C-LEF-413 19/08/2013

element of the bill.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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NERA The survey was designed to always be asking people about experiences they could relate to (e.g.
long interruption or hosepipe ban, with some degree of risk) and the formats were chosen after checking
the recommendations in the literature and confirming them with the initial and pilot research. Distinct
from this we can report the derived WTP (for that attribute and that range of risks) using any of a number
of units, and the unit of “value per expected day” has the advantage that it is convenient for Bristol to use
in considering the benefits of various schemes with various effect on the risks of 2-3 week stoppages, and
the same for hosepipe bans. It also helps in sense-checking the relative sizes of the WTP values derived for
different interruptions.

The number 0.105 expected days is the 2-3 week stoppage duration multiplied by the current risk of this in
Bristol every year, | believe. We would expect schemes to improve this risk to deliver improvements of
only a fraction of this, for example the improvement might be of 0.01 of an expected day. But to value
that improvement, it can be multiplied by the WTP value (£ per expected day) that we reported. So for the
outputs, we provided the 2-3 day interruption and the hosepipe ban per expected day to make the
valuations easier for Bristol Water to use and more immediately comparable with the other attribute
valuations. We considered this useful because the 2-3 week interruption and hosepipe ban happen over
considerably longer time frames than the other interruptions attributes and are therefore not directly
comparable.

To be clear, we are NOT claiming that the 2-3 week stoppage WTP value (£ per expected day of
improvement to this risk) is valid for any other length of stoppage or any range of risks especially those
outside the range we surveyed. We are only adopting a convenient unit to report the values in.

Customer By email Why was the survey designed to ask the question on a different output

C-LEF-415
research to that which is now included (i.e. 0.105d/yr. vs. 1.0d/yr.)?.

CCW BW 22/08/2013 22/08/2013

Perhaps it is mixing up a) our choice of units to report in (£ per expected day) with b) thinking that we are
only putting this value on an effect of size one expected day? As above, the value should be valid within
the range of risks that we surveyed (interpolating) and maybe a little beyond (extrapolating with caution),
Straight-line Relationship — the calculation of the 1 day less restriction value but probably not for a big extrapolation. Where above they say that “an increased output could be
£101.28, assume a straight-line relationship to the calculated WtP mean value of delivered for less” that seems to be a reference to the cost side of the equation, not the benefit or WTP
£10.63. The NERA Report provides no evidence to support or confirm that this is a side. As a general matter we would expect customers’ marginal valuations for service improvements to
valid assumption. It can be the case that cost/value does not increase in linear decline as service gets better and better, but perhaps not very strongly over the ranges of levels of service
Customer proportion to output. In this case it would be likely that an increased output could CCW BW 22/08/2013 that we surveyed, if so a linear assumption is appropriate. We tested for this sort of non-linearity in
research be delivered for less than a straight-line relationship would suggest and customer’s customers’ utility functions extensively, within each range of levels of risk that we surveyed. Mostly we
willingness to pay will reflect the same relationship if they were sufficiently found that there was not sufficient statistical evidence to support a non-linear finding within this range, as
informed. What evidence can NERA provide to support the use of the straight-line described for example in section 5.3.3 of the domestic customer report. We therefore concluded that,
relationship used to calculate the 1 day less restrictions WtP values for both the over the relatively small service level ranges examined, utility hence the marginal WTP was approximately
Temporary Use Ban and the 2-3 Weeks Stoppage? linear in service levels. This allows us to employ the expected day WTP values across the surveyed risk
range for the Temporary Use Ban and the 2-3 week stoppage. For our linear interpolations, described for
example in section 7.2 of the domestic customer report, the straight line relationships used there are
simple approximations and we note that they are not universally robust.

C-LEF-416 22/08/2013

Cust H has the individual ttribute WtP value b d in CBA both f
C-LEF-417 ustomer ) OW a5 the Individual mean attribute value been usedin othtor CCW BW 22/08/2013 |[This has been covered in the peer review by Susana Mourato. 28/10/2013
research individual schemes and packages of schemes?

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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The theory behind including incentives is not so much to reward companies for out-performance, but to
By email - since July, CCWater has given the concept further thought, and to allow y. ! .I Haing I. VeS| . - W p ! u g -
. , : e encourage innovation. Behavioural modelling has shown that a penalties only regime encourages
us to support a ‘reward’” we would like to see specific evidence that customers ) e : . .
. . . . . companies to minimise risk and just do enough to meet targets, whereas a regime with rewards and
Customer support the idea of a reward. We do not believe that willingness to pay evidence is penalties tends to encourage more innovation. (More precisely, the modelling shows companies with an
C-LEF-418 sufficient. As this was carried out to allow companies to understand the value CCW BW 05/09/2013 |. . : S ’ .. . 06/11/2013
research . L . innovative approach achieve lower returns than risk averse companies in a penalties only framework, and
customers place on issues, and didn’t ask the question about whether they would . . . . : ..
. . that they achieve higher returns than risk averse companies in a rewards and penalties framework). This is
be prepared to pay more on their bill to reward a company that has beaten its . . . .
an important result, and is the reason why Ofwat has become open to more opportunities for companies
targetson X or Y.
to out-perform.
By email - We agree that incentive rewards drive innovation, but incentive rewards
for outperformance should be acceptable to customers i.e. the company would
need customer evidence to show that incentive rewards are acceptable to their
C-LEF-419 Customer custom'ers.- !f BRL Fan p.roduce such evider?ce,.this wquld be.acc.eptable.t(') us. While COW BW 09/09/2013 BW conducted an Incentives research workshop on 6/11/13 at which the respondents rejected incentive 06/11/2013
research the availability of financial rewards may drive innovation which is beneficial, rewards.
customers still pay more if a target is met or exceeded. We need clear evidence to
clearly show customers would accept paying more to give the company this reward
in return for whatever added value service the company’s innovation delivers.
How will your business plan ensure you meet the statutory environmental Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-420 PR14 obligations that apply to your company as set out in Defra's Statement of EA BW 11/09/2013 . d P . : & 4 P 31/10/2013
L. received by the EA and form part of their report issued 31st October 2013.
Obligation?
What environmental outcomes and associated commitments (performance Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-421 | Outcomes vironmental ou associate tments (p EA BW 11/09/2013 |~"W queries ral part  regtiatory usInEss plan hav 31/10/2013
measures) and incentives have you included in your business plan? received by the EA and form part of their report issued 31st October 2013.
What assumptions have you made about future Water Framework Directive Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-422 PR14 commitments that remain uncertain? How have these been reflected within your EA BW 11/09/2013 . q P . ) 5 Y P 31/10/2013
. received by the EA and form part of their report issued 31st October 2013.
business plan?
, , Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-423 Investment |How are you planning to phase delivery of WFD measures up to 20277 EA BW 11/09/2013 31/10/2013
Y W youp ngtop Very ures up /03/ received by the EA and form part of their report issued 31st October 2013. /10/
Have you developed improvements over and above the NEP that might contribute Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-424 Investment EA BW 11/09/2013 31/10/2013
Y to improved WFD compliance? /03/ received by the EA and form part of their report issued 31st October 2013. /10/
Please can you provide a letter of assurance from the company board that the
measures set out in the National Environment Programme (NEP) have been Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-425 Investment EA BW 11/09/2013 31/10/2013
v included within your business plan? If there is any material differences please /03/ received by the EA and form part of their report issued 31st October 2013. /10/
describe them and the rationale for the change?
C-LEF-426 Investment Are you putting forward any specific proposals for transational investment before EA BW 11/09/2013 Answers to these queries raised as part of the EA regulatory assessment of the business plan have been 31/10/2013

the start of PR14?

received by the EA and form part of their report issued 31st October 2013.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.




PR14 LEF CHALLENGE LOG

DATE

CODE TOPIC CHALLENGE DESCRIPTION RAISED BY | RESPONDENT | CHALLENGE OUTCOME, COMMENTS, RESPONSES DATE
COMPLETED
RAISED
C-LEF-427 Outcomes Whatc action have you taken to ensure that you generate wider benefits and deliver EA BW 11/09/2013 Answers to these queries raised as part .of the EA regulatory assessment of the business plan have been 31/10/2013
multiple outcomes? received by the EA and form part of their report issued 31st October 2013.
C-LEF-428 Outcomes Are.you planning to adopt innovative or new approaches to the way you deliver EA BW 11/09/2013 Answers to these queries raised as part .of the EA regulatory assessment of the business plan have been 31/10/2013
environmental outcomes? received by the EA and form part of their report issued 31st October 2013.
C-LEF-429 PR14 What mgchanisrp is your company proposing to use to adjust process during the EA BW 11/09/2013 Answers to these queries raised as part .of the EA regulatory assessment of the business plan have been 31/10/2013
price review period? received by the EA and form part of their report issued 31st October 2013.
C-LEF-430 Investment Have. you ensured that you. haye identified the most cost effective means of EA BW 11/09/2013 Answers to these queries raised as part .of the EA regulatory assessment of the business plan have been 31/10/2013
meeting your statutory obligations? received by the EA and form part of their report issued 31st October 2013.
Performance What success measures have you set for reducing environmental incidents? What s Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-431 your target compliance rate for meeting Environment Agency discharge permit EA BW 11/09/2013 : a P . . & 4 P 31/10/2013
measures o . received by the EA and form part of their report issued 31st October 2013.
conditions? How do you propose to meet 100% compliance?
To what degree are you planning to undertake capital maintenance where you have Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-432 I t t e . EA BW 11/09/2013 . . : 31/10/2013
nvestmen identified that this is contributing to problems within the environment? /03/ received by the EA and form part of their report issued 31st October 2013. /10/
. .y Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
-LEF-4 I H k fthe D F k hin PR14? EA BW 11/09/2013 31/10/2013
C 33 nvestment ave you taken account of the Drainage Strategy Framework within /09/ received by the EA and form part of their report issued 31st October 2013. /10/
Please detail and justify any differences in the preferred supply-demand options
you have included in your business plan for delivery in AMP6 compared to your
draft WRMP. Please highlight if you have based your business plan on different . . :
Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-434 | Investment |supply and demand forecasts to those in your draft WRMP and what effect these EA BW 11/09/2013 W quer | P . . &u 4 ! P Y 31/10/2013
: . . received by the EA and form part of their report issued 31st October 2013.
have had, if any, on your preferred options. Please clarify to what extend these
differences result from the consultation responses you have received on your draft
WRMP.
How will you manage abstraction sites that fall within Ofwat's Abstraction Incentive Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-435 Investment |Mechanism? Do you envisage that AIM will impact on your supply-demand EA BW 11/09/2013 _ 9 P . . & 4 P 31/10/2013
balance? received by the EA and form part of their report issued 31st October 2013.
How do you propose to maintain regular engagement with partners to discharge Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-436 PR14 EA BW 11/09/2013 _ . : 31/10/2013
your RMA duties? /03/ received by the EA and form part of their report issued 31st October 2013. /10/
What has been your approach to developing partnership projects to manage flood
C-LEF-437 Investment risk from all sources and sewer flooding? How many partnership projects have you EA BW 11/09/2013 Answers to these queries raised as part of the EA regulatory assessment of the business plan have been 31/10/2013

included in your business plans and what are your plans for delivering this work
during the AMP period?

received by the EA and form part of their report issued 31st October 2013.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.




PR14 LEF CHALLENGE LOG

DATE

CODE TOPIC CHALLENGE DESCRIPTION RAISED BY | RESPONDENT | CHALLENGE OUTCOME, COMMENTS, RESPONSES DATE
COMPLETED
RAISED
How many properties will be better protected from the risk of sewer flooding
th h k during this PR period? What f f A to th i ised t of the EA lat t of the busi lan h b
C-LEF-438 None ro.ug y.our wor .urlng | is PR perio .a are your measu.res of success or EA BW 11/09/2013 nsv.vers o these queries raised as par .o e . regulatory assessment of the business plan have been 31/10/2013
dealing with properties at risk of sewer flooding? What proportion of all properties received by the EA and form part of their report issued 31st October 2013.
at risk on the DG5 register is this?
How have you made use of Cabinet Office guidance "Keeping the Country Running",
C-LEF-439 Investment the UKWIR resilienc.e gu.idance, and Ofwat principles for resilience planning.in your EA BW 11/09/2013 Answers to these queries raised as part .of the EA regulatory assessment of the business plan have been 31/10/2013
approach to managing risks from all types of hazard to your outcomes, services, and received by the EA and form part of their report issued 31st October 2013.
networks?
C-LEF-440 Investment How have you taken into account future climate change and the possibility of more EA BW 11/09/2013 Answers to these queries raised as part .of the EA regulatory assessment of the business plan have been 31/10/2013
extreme events? received by the EA and form part of their report issued 31st October 2013.
. . : . Answers to these queries raised as part of the EA regulatory assessment of the business plan have been
C-LEF-441 I t t |What th de to fulfil dut fety? EA BW 11/09/2013 . . : 31/10/2013
nvestmen At actount have you made to TWIHT your uties oh managing reservolr satety /03/ received by the EA and form part of their report issued 31st October 2013. /10/
CCWater would like to ask you to look further at your costs, and see if a reduction
to below inflation prices is possible. You’ll be aware of the pressure from some I . .
. . . . BW Board agreed to a £2 decrease to average bills in the 1st year of AMP6, then only inflation increase for
C-LEF-442 Investment |other water companies who have announced their intention to deliver below CCW BW 29/09/2013 . & verage bitst Y vl on | 05/11/2013
. . . , . . . remainder of AMP6.
inflation bills, and Ofwat’s view on bills — particularly the effect of cost of capital
creating a downward effect on bills.
Please could you send me the confirmed final outcomes, measures and KPIs for
drinking water quality that will go in the final business plan, with reference to
C-LEF-443 Quality current performance against those measures, how much base maintenance DWI BW 04/10/2013 |Output Performance spread sheet was provided. 25/11/2013
expenditure is allocated to water and how this relates to customers willingness to
pay research.
The Chair emphasised the importance of assessing and quantifying the action . . . : :
BW confirmed that figures and plans to mitigate water poverty would be incorporated which has been
C-LEF-444 PR14 required around water poverty before the Business Plan is completed. Not to Chair BW 08/10/2013 <Ubsequently done g P g P Y P 08/10/2013
address this issue sufficiently may well trip up the entire process. q Y '
BW stated that they can be perceived as less healthy and therefore have a lower credit rating. That prior
to the 2007 financial crisis, there were more companies able and willing to lend to smaller businesses,
through ‘Artesian Loans’ (using monoline insurers to provide credit wrapping), but that is no longer
ilable. BW is issuing bonds which will I debt rates th ller WOC h
C-LEF-445 PR14 Chair asked what the critical mass is on smaller water only companies. Chair BW 08/10/2013 avatiabie 15 155UING HONTS WRICH WITT acLess IoWer debi Fates than some smatler > SUCh as 08/10/2013

Portsmouth; larger WASCs can issue their bonds with smaller spreads and access cheaper debt. BW’s
investment spread is currently at 2%. BW issues bonds less often than other companies (because of
having a smaller investment programme than large companies so less debt is required) and is therefore
not able to take advantage of the continuing low rate of interest.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.




PR14 LEF CHALLENGE LOG

DATE

CODE TOPIC CHALLENGE DESCRIPTION RAISED BY | RESPONDENT | CHALLENGE OUTCOME, COMMENTS, RESPONSES DATE
COMPLETED
RAISED
BW explained that borrowed monies are ring-fenced to their purpose and that licensing issues also
hibit th tice. BW clarified that th [ t al d t in being bi thi ttract
S ard CENTD sk iy  company tis v by e comparies, o
C-LEF-446 PR14 can they not borrow the money and then pass it on to their smaller subsidiaries. BW 08/10/2013 & . P o . Y p 7 8¢ . : pany . P 08/10/2013
. . er with land, coast, and business practices mean that customers pay for variations in many other things,
Otherwise it is the customer who pays the added cost of borrowing. . . o . . :
depending on where their supplier is. Larger companies can loose out through less customer satisfaction
on service levels etc. By and large it tends to equal out.
MJK explained it’s default tariffs for month 7 Average Cost to Serve (ACTS) for households, and that we are
C-LEF-447 PR14 CCWTD asked for an explanation as to how retail prices will be set . CCWater MJK 08/10/2013 |lower than the sector ACTS so we’'ll get our actual costs, rather than companies who are above it, having 08/10/2013
to decrease to the ACTS.
BM stated that respondents’ identity is not held by them for privacy reasons, so that information is not
C-LEF-448 PR14 CCW asked if BW can contact this person to find out what went wrong. CCWater BM 08/10/2013 |available. However, all respondents had the option to have their details passed to BW to discuss any 08/10/2013
issues they were not happy with. This was declined by all respondents.
BM explained that the challenge was to get a full understanding of the plan across to respondents. This
C-LEF-449 PR14 BCC queried the variance between acceptable and very acceptable. BCC BM 08/10/2013 |was achieved through the interviewer in the consumer’s home. Many consumers expressed their surprise | 08/10/2013
at some of the activities that BW is involved in and felt they had learned a great deal.
MJK indicated that big i t PRO9 and th imately £4mii dded £6.00 t
C-LEF-450 PR14 CCWTD raised a query about energy changes and how they impact on bills. CCWater MJK 08/10/2013 custol:qeliabiTls At encrgy was a big 1sste @ an © dpproximately =4m Intrease aude © 08/10/2013
C-LEF-451 PR14 Comments and queries supplied on Acceptability Research Phase 2 Summary CCWater BW 15/10/2013 |BW/BM supplied responses which were presented to the LEF on 22/10/2013 22/10/2013
NK — said that keeping groups in similar catchments worked best when respondents could relate to each
: . . other; shared experiences, especially things like hobbies and attitudes helps the group to form quickly and
Cust Ch ted th lit bet Id d dents. WIS asked why th
C-LEF-452 Hstomer AIF NOted the split between OITEr and younger respondents askedwhy this Chair BM 22/10/2013 |blend. This breaks down inhibitions and allows for group cohesion to form for discussions. It makes for a 22/10/2013
research was so? . . . L
comfy dynamic. PM — this type of structure can also show up differences within age groups whereas that
could be lost in too wide a selection.
Customer BM — explained that vulnerable in this case is largely about ability to pay and AB groups are the upper
C-LEF-453 research TD - asked why there are no vulnerable respondents from sections AB. CCWater BM 22/10/2013 |income groups, it therefore does not necessarily apply. Using CD will give a wider vulnerable group 22/10/2013
experience.
Cust
C-LEF-454 rzzec:rr;f\r TD — asked BM if they expected respondents to fill in a form prior to joining groups. | CCWater BM 22/10/2013 |BM - agreed that they would and this was done prior to the group activities. 06/11/2013
: . BM — explained about the MRS industry Code of conduct for market research. It also forms a key part of
TD — ask heth I I h ? WIS -wh
C-LEF-455 Customer . asked whether respondents would be told about the recording J5-whois CCWater BM 22/10/2013 |their proposal to BW as a key part of the ethical guidelines. BM - one of the older DE groups. Members of | 22/10/2013
research going to be recorded? . . . . ,
this group and BW were able to sit in adjourning room to listen.
Cust BM — Explained they find dents h to give their opini dless. It bout offeri
C-LEF-456 Hstomer DP — Asked whether a bias will be introduced through paying respondents £707? SDC BM 22/10/2013 *P a!ne ey rindrespon en > Nappy .O glve = opmlc?n.s re.gar €53. 1L Was more abault orrenng 22/10/2013
research compensation and expenses for giving up their time and recognising its value to the respondents.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.




PR14 LEF CHALLENGE LOG

DATE

CODE TOPIC CHALLENGE DESCRIPTION RAISED BY | RESPONDENT | CHALLENGE OUTCOME, COMMENTS, RESPONSES DATE
COMPLETED
RAISED
BM — explained that it starts at 6.00pm with everyone in one big room. There was a series of short
ions foll k at 7.00 for th [ ingl i h ions.
C-LEF-457 Customer TD — Asked for clarification on the process for the evening [of 6th November 2013]. | CCWater BM 22/10/2013 presentatlorIs © F)wed by 3 brfea a OO, o.r the opportunity to mingle and .dISCU-SS the p-resentatlc?ns 22/10/2013
research Food and drink will also be available at this time. At 7.30 to 8.30 everyone will go into their groups in
separate break out rooms. At 8.30 they all go back to the one room to wrap up.
BM — Explained they will all be merged, and this will highlight differences of opinion within the different
ings. Each ill [ k ing their feeli h . Th
C-LEF-458 Customer TD - asked what happens with four groups’ results questions. CCWater BM 22/10/2013 groupings. Each moderator wi transc_rlkIe and take notes, adding t EII‘. ee.lngs about each group cY 22/10/2013
research then get together and compare. All this is then put together for analysis with caveats on age etc. as
appropriate. A report is then presented to BW.
Cust
C-LEF-459 rize?arrr::ir TD — asked if BW is asking respondents to comment on the four strategies. CCWater BW 22/10/2013 [PM — Both the concept of incentives and how that applies to the individual strategies. BM - concept ok. 22/10/2013
TD - h lts h I h ill he ti I MIJK — h LEF h I h I ill k he B Meeti f 25th
C-LEF-460 Customer Once the results have been merged and analysed, what will be the timescale CCWater BW 22/10/2013 JK —Once the CSSC and ave been consulted, the results will be taken to the Board Meeting of 25t 22/10/2013
research after that? November 2013.
MJK —There is likely to beone of three outcomes. Yes, customers accept the incentives method of
regulation. No, customers reject outright an incentives method of regulation. Only some of the proposals
Customer . : : - :
C-LEF-461 CCW JS — Will there be a quick report/feedback prior to that? CCWater BW 22/10/2013 |are accepted. Before 25th can say how we responded to it. TD concerned. Gone thru prep will be asked 22/10/2013
research . .
what he thought of it. Needs to be able to process. Can be email. Feedback pre 25th. BM plan to get
back first draft straight after. More formal findings on 18th 19th. TD was involved in those discussions.
Customer Acceptability Slide TD —We saw BM'’s presentation at LEF meeting. There is now 26 people did not find it acceptable, as outlined on slide. Two keys reasons — currently most did not think
C-LEF-462 rasearch additional slide — 41 — to be discussed. BM —We were asked to add the profile of CCWater BM 22/10/2013 |it was VfM. Also 19 were not finding difficult to pay. The important message here then is the starting 22/10/2013
not people who did not accept the plan. point of their valuation. It’s the not VfM, then for these respondents, it is not about cost of bill.
W/ lai thisis thei try | to indicat ill t without inflation. MIJK lai
C-LEF-463 PR14 TD asked for clarification of the term ‘flat bill’. CCWater BW 04/11/2013 > exp ameoI . s Is the industry -ang.ua.ge 0 indicate a bill amoun .WI .ou nriation explained 04/11/2013
that the flat bill is based on the price limit formula based on K = 0 + inflation.
C-LEF-464 PR14 TD asked if that meant PR0O9 schemes were going to overrun. CCWater BW 04/11/2013 |MJK explained that it was not. 04/11/2013
MJK explained that the previous regulatory figure was 60% catch up to the frontier. Since Oxera indicates
C-LEF-465 PR14 TD queried the catch-up figures of 0.5% per annum. CCWater BW 04/11/2013 |Bristol Water is 5% behind the frontier, we have applied a 3% catch-up efficiency. Overall a 1% per annum | 04/11/2013
improvement — 0.5% catch-up and 0.5% productivity.
C-LEF-466 PR14 TD asked whether BW is able to handle capital programme. CCWater BW 04/11/2013 [MJK —Yes. AMP6 capital expenditure of £340m is similar to AMP5 plus Cheddar Il reservoir. 04/11/2013
.MJK lai that t fi i link i i t of 4.85%. 4.79
C-LEF-467 PR14 BCC asked about debt. BCC BW 04/11/2013 explained that some debt was _lxed z?md some index linked _gl_vc.as a combined cost of 4.85% % 04/11/2013
represented a good balance before financing costs became prohibitive.
MIJK explained that this figure includes inflation.
C-LEF-468 PR14 JS asked why cost of capital had previously been quoted at 4.85%. CCWater BW 04/11/2013 |TD asked whether there was refinancing in AMP6. MIJK explained that £250m of new debt in AMP6 will 04/11/2013
include £50m refinancing in 2017.
C-LEF-469 PR14 TD asked whether CoC was for new or replacement financing. CCWater BW 04/11/2013 | MIK explained that £250m of new debt in AMP6 will include £50m refinancing in 2017. 04/11/2013
C-LEF-470 PR14 TD asked whether the retail margin applies to all companies. CCWater BW 04/11/2013 | BW explained that it is likely to be all companies. 04/11/2013
C-LEF-471 PR14 The Chair asked if the customer research showed that they were not in favour of Chair BW 04/11/2013 MJK confirmed that BW would in that case continue with the penalties only system, already in place in 04/11/2013

incentives, what BW would do in that situation.

some business areas.

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.




PR14 LEF CHALLENGE LOG

DATE
CODE TOPIC CHALLENGE DESCRIPTION RAISED BY | RESPONDENT | CHALLENGE OUTCOME, COMMENTS, RESPONSES DATE
COMPLETED
RAISED
C-LEF-472 PR14 TD asked how the flat bills system would work when the incentives are assessed CCWater BW 04/11/2013 MIJK confirmed that the incentives reward/penalty would be reconciled at the end of AMP6 and applied at 04/11/2013
annually. the start of AMP7.
AH confirmed that he did not. Mott Macdonald’s review process was quite rigorous and therefore foresaw
C-LEF-473 PR14 Th.e Chair asked the Mott MacDonald reporter whether he could foresee any issues Chair RW 04/11/2013 no problems. In all AH e.xpressed himself irTIpressed with the work BW had produced. That i’F was an | 04/11/2013
[with the LEF process to date]. exemplary approach which Ofwat may use in the future. An Outcomes Centred method for risk analysis.
Good measure of individual thinking. Good planning.
MJK — diff is that th Iti |l f for th
C-LEF-474 PR14 TD —asked for clarification on the difference between 1% and £39m? CCWater BW 25/11/2013 J. . .dl erence ISt_ at.t € penalties are a expressed as a percentage of revenue, except for the asset 25/11/2013
reliability penalty which is expressed as a reduction to the RCV
AH said he believes that the diagrams seen all around the building, the Parthenon model of the business
C-LEF-475 PR14 %H asked if AH could comment on how the plan provides for further development I A 25/11/2013 plan, s.hows that the.: 25 year stra’Fegy is.being embedded into a ’Ic.Jusiness as usual’ philosophy. BW has 25/11/2013
into the future? taken its outcome aims as a starting point, rather than the usual industry output approach. JH —-so
therefore customers are even more at the heart of everything that BW now does.
CH — BW was at the bottom of the company list at the end of PRO9 because of a
piece of research that was not as good as it could be. So it is a really good idea to . .
C-LEF-47 PR14 Ch BW 25/11/2013 | LG — BW | f these. 27/11/201
° show where, how and why thinking has been changed. Therefore asked if BW could ar >/11/2013 | LG —yes, can provide examples of these /11/2013
give examples of where these changes are greatest.
A video presentation was shown that has been prepared for support of the
C-LEF-477 PR14 CCWat BW 25/11/2013 [MIJK —Yes. 25/11/2013
planning application for Cheddar 2. TD asked whether planning could be refused. arer /11/ e /11/
MJK —Th t of th irls k the floodi ti hich t
C-LEF-478 PR14 The Chair asked whether there is a lot of flooding around Cheddar. Chair BW 25/11/2013 © area.u WESE OT TNE FESETVOIr S .n.own a5 the ood.lng compensa lon area which needs to be 25/11/2013
accounted for in the event of the possibility of the reservoir flooding.
TN - ted that th iS i d of football pitches. He is led to beli
C-LEF-479 PR14 commen 'e atthe arez? ® 'f’ need orfoothall pitenes. He Is ed to belleve MDC BW 25/11/2013 [MIK — possibly for sewage works but not for drinking water. PM noted that there is a scheme set 25/11/2013
that football pitches act as a filtering area.
Alinl [ fth ity of h i . TD - h
C-LEF-480 PR14 in 15 years estimate of the necessity of hosepipe bans. TD - Sought assurance | ..\, i\ BW 25/11/2013 |MIK confirmed that there were none. 25/11/2013
from BW that there were no major concerns in the new plan.
C-LEF-481 PR14 TD - asked for assurance from the EX about plan now? CCWater EA 25/11/2013 |EA confirmed it had no concerns. 25/11/2013
C-LEF-482 PR14 TD — why does the graph show a drop in discoloured water quality contacts? CCWater BW 25/11/2013 |MIK — that’s the impact of the trunk mains relining. 25/11/2013

Key: Green = No further action required. Blue = Change made as result of challenge. Yellow = Awaiting outcome.
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Ourref  281275BA13 Mott MacDonald
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Your ref

Charles Howeson,

Chair of the Local Engagement Forum,
Bristol Water,

Bristol,

BS99 7AU

28 November 2013
Attn: Sally Birse

Dear Charles

Technical assurance questions raised by the local engagement forum

We undertook a high-level assurance review and challenge of the processes and information that constitute
technical element of Bristol Water’s business plan. Our opinion is based on a sample of processes and data, and
on the final draft of the high-level business plan. In summarising our assessment, we have tested the plan
against an assurance framework that incorporates some of Ofwat’s tests for a high-quality plan.

Our assurance complements other assurance that Bristol Water commissioned: the Water Resources
Management Plan, financial elements and technical detail of the customer engagement process. These areas
were thus outside of our scope.

Our preliminary view is that the processes supporting Bristol Water's PR14 business plan are reasonable. The
messages in the high level plan align to the information presented to us as part of our assurance activities (where
they are within the remit of our scope). The data behind the plan is reasonable and we have explained in our
report where improvements can be made and where Ofwat may challenge Bristol Water.

This is a preliminary view because the business plan data tables and detailed business plan narrative were not all
available for review at the time of writing.

The nature of the assurance undertaken, its limitations and our findings are summarised in our report to Bristol
Water. This statement is based on the supporting evidence made available to us before 18 November 2013.

Demeter House, Station Road, Cambridge CB1 2RS, United Kingdom

T +44 (0)1223 463500 F +44 (0)1223 461007 w www.mottmac.com

Mott MacDonald Limited. Registered in England and Wales no. 1243967

Registered office: Mott MacDonald House, 8-10 Sydenham Road, Croydon CRO 2EE, United Kingdom
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Mott MacDonald

Overall opinion

We consider that Bristol Water’s plan is reasonable, begins from a position of strong performance, and clearly
responds to customer opinion. It is relatively well supported by the detailed planning. Bristol Water has taken an
exemplary approach to developing outcomes and integrating them into its high-level planning. It has achieved
very high customer acceptability for its plan.

Engineering costs are compiled in accordance with normal practice and although different cost estimation
methods are used by different consultants, the overall process is good. Overall we consider that Bristol Water’s
engineering costs are comparable with industry costs.

Our opinion on the LEF’s individual questions is annexed to this letter.

Yours sincerely,

Dr Andrew Heather
Technical assurer

Mott MacDonald Ltd
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Annexe: Response to questions raised by the Local Engagement Forum

The generic areas of technical assurance the LEF required of the Company and its independent assurers

included:

1.1

1.2

1.3

Justification for investment with
clear linkage to drivers (statutory
and discretionary), customer
preferences and willingness to
pay, outcomes and measures of
success

The clarity of need and evidence
for investment to meet statutory

water quality and environmental

obligations

The identification and prioritisation
of discretionary investment and
the benefits to customers

Investment categories are linked to outcomes wherever
practicable.

At the detailed scheme level, whilst many links between
investment and outcomes are clear, some could be more strongly
articulated for some schemes. However, for some investment
groups such as IT and vehicles, it may not be worthwhile trying to
fully quantify the service impact of minor asset failure, and a ‘cost-
effectiveness’ approach remains most appropriate.

We recommend that during AMP6 the company continues to
develop its data for linking assets to outcomes.

Overall we consider the company’s approach to be reasonable.

We recommend that the company provides adequate evidence to
Ofwat in order to explain the needs for water quality schemes,
even though it has successfully made the case to the DWI.

On the environmental obligations the greatest uncertainty was the
Eels Directive compliance at the Gloucester and Sharpness canal
abstraction. It appears that scheme will be seen as excessively
expensive for an uncertain benefit, and that greater environmental
benefit could be achieved in other catchments for less cost. The
company has therefore chosen to take a risk on the cost of
meeting its obligations. Rather than the £10m estimate for that
site, the company has allowed £7m. The approach is reasonable
although we have not reviewed the individual options in detail,
although they do exist.

The process has been thorough, with a significant amount of
proposed investment being held back because it does not meet
the priority criteria.

We challenged the company to ensure that its business plan fully
explained its approach with respect to the use of ‘must invest’
scheme categories. We found that a significant proportion of
investment was assessed on an individual scheme basis and
classified as ‘must invest’, because full data on the costs of not
investing were not available (for example for long-life structures
which have little or no failure data, or for vehicles, plant and
machinery). We found that some of the ‘must invest’ projects
could have been left as free choice, but the company did not have



1.4

1.5

1.6

1.7

The sophistication of asset
management and investment
planning methodologies

Investment solutions including the
use of tried and tested
technologies and the adoption of
innovative and sustainable
solutions

The consideration and selection
of investment options including
both capex and opex solutions

The assessment of benefits and
the robustness of the cost benefit
methodology
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time to re-run the cross asset optimizer.

It is especially important for Bristol Water to explain to Ofwat the
full case for the Cheddar water treatment works upgrade, which
the company proposed to the DWI as a water quality
enhancement project. The DWI commended the project, but did
not consider it a water quality obligation. The project will therefore
be part of the company’s maintenance plan and not a statutory
water quality project. Therefore we consider that the case should
be made in full to Ofwat.

We recommend that in future the company collects more risk
management data in order to make it easier to express investment
in terms of costs of not investing, costs of investing, and benefits
to service or outcomes. However, we accept that for some asset
types the analysis is not worth doing and ‘cost effectiveness’
approach is more appropriate.

Bristol Water has made significant progress during AMP5, and
has developed more sophisticated forecasting tools. This step
forward will also help in delivering AMP6 since it should allow
ongoing re-prioritisation of the optimized element of the
programme, leading to more efficient delivery.

We recommend that the company continues to develop its
capability in asset and risk management and modelling during
AMPG6.

For the major schemes, tried and tested technologies are likely to
be used.

We did not review in detail the company’s plans for innovation.

The company has attempted to identify lowest whole-life solutions
to problems.

Catchment management has been proposed for AMP6 and has
also been a solution in AMP5. For Metaldehyde this is an opex
solution to a water quality problem that would otherwise be very
expensive to solve. Catchment management is thus likely to be
the lowest totex solution until such time as an effective treatment
process is available. .

For modelled and many named schemes the quantification of
benefits was strong.

We found that for some named schemes, risks and benefits could
be better quantified and more strongly aligned to outcomes. This



1.8

1.9

The quality of asset and
performance data

The robustness of capex and
opex cost estimates

The scope for future cost
efficiencies

Risk identification and
apportionment with particular
challenge on any unnecessary
risk being borne by customers

The Company’s ability to deliver
its proposed investment

The prioritisation of investment
and phasing of delivery of
outcomes to minimise the impact
on customers’ bills (both
measured and unmeasured) and
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would be an area for further development during AMPG.

We have reviewed some data as part of our review of the
investment models. We have seen where the models use data
and the extent of input available to them.

We consider that Asset and performance data are much improved
with the advent of the Avon+ projects. However, as with most
water companies there are still some areas of data weakness
which we recommend the company addresses during AMP6.

For named schemes, the costs are constructed for individual
schemes; for modeled schemes a cost curve approach has been
used.

Based on sample of capital costs we consider that capital costs
are robust and are built according to good practice.

We did not review opex build-up in detail.

The company proposes to continue improving operating cost
efficiency in line with its economic consultants’ recommendations.
Its proposed efficiency is in line with Ofwat’s previous approach,
being 60% catch-up plus the frontier shift.

On Capex, the company is proposing to deliver efficiency of 1.2%
p.a., through three initiatives — using the cross asset optimizer to

deliver an efficient mix of schemes; ensuring asset specifications

are appropriate; and seeking to build at competitive costs.

The approach is reasonable although we did not review the
economic assessments and hence cannot comment on the
quantum of efficiency available.

The company is not proposing notified items, so it is attempting to
balance overall risk in its price offering.

The resilience scheme reduces the risk to customers of a major
supply outage; it also reduces the risk to the company of having to
respond to a major interruption to supply.

The company has a good track record of overall delivery in AMPS5.
Proposed investment for AMP6 is of a similar scale and therefore
the company should be equally able to deliver it.

We have reviewed the prioritization of schemes in the cross asset
optimizer but not the calculation of customers’ bills.
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m LEF question Reporter response

maximise affordability

114 The alignment of the proposed There is good alignment between the 25-yr strategy and the five-
investment programme with the year business plan.
Company’s 25 year strategy

1.15

The extent of quality control and
executive management
engagement with the proposed
investment programme

The approach to quality control is reasonable and there has been
a good level of executive management involvement. Bristol Water
should check that this involvement is fully explained in its
business plan.

In addition to these generic challenges, the LEF challenged the Company and its independent assurers on
specific areas of its investment programme including:

m LEF question Reporter response

2.1 The justification for why work is Both these programmes are ongoing schemes that may span
needed on lead communication several AMP periods. Lead pipes are replaced as samples fail the
pipe replacement and drinking water standard, rather than removing all lead pipes in one
metaldehyde catchment work operation. The catchment management for metaldehyde control
when this was funded at PR09 was a pilot scheme in AMP5 and is an opex solution because no

economically viable treatment process is currently available.
The approach is reasonable.

2.2 The proposed investment at river | We did not review whether other parties will play their part.
abstraction points to protect eels - | we found that Bristol Water's approach to the Eels Directive
wanting to make sure other compliance was reasonable although uncertainty remains over the
parties do their part to make sure | Gloucester and Sharpness Canal abstraction.
the Company’s work will have a
beneficial impact

2.3 The investigations into Invasive The company has provided for surveys to investigate the
Species within the National presence of invasive species, some of which can be controlled if
Environmental Programme and identified before they are fully established. Examples include
the resulting catchment knotweed, invasive shrimp species, zebra mussels, and floating
management investment pennywort. No major action is planned for this AMP — the costs
proposals are for investigative surveys.

The approach is reasonable.
2.4 The need, quantum and timing of | Although Bristol Water has a non-statutory letter of support from

the proposed investment to
address algal blooms at Cheddar
WTW and its alignment with
customer priorities and its impact
on customer bills

the DWI, we recommended that it fully quantifies the risk to
service in its case to Ofwat. The scheme will be funded through
maintenance and so we would expect it to be subject to the same
challenges as other maintenance activities.

The timing is a matter of judgment but the risk is present
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W LEF question Reporter response

whenever there is a ‘good’ algal growing season.

25 The proposed expenditure on the | The benefits of the southern resilience project have been
Southern Resilience project and articulated in detail and customers accept the company’s concern
customers’ willingness to pay for it | and appear willing to pay for it.

Resilience is a matter of judgment and we recommend the
company’s business plan clearly sets out the evidence supporting
the risk assessment, and the benefits that will be delivered. The
new Water Bill is expected to contain specific resilience duties.

2.6 The largest schemes contained in | The water mains programme is a series of smaller schemes rather
the water mains, service than a large scheme. The length of mains rehabilitation has been
reservoirs and management and estimated through deterioration modeling, which also proposes
general areas of the programme, | the pipe types to replace. This is in line with normal UK water
their impact on levels of service industry practice and links to long-term customer service.
and linkage to customers’ Management and general programmes include large budgets for
preferences information technology, which has driven many of the

improvements delivered in AMP5. Whilst M&G is clearly important
for delivering customer service, the links are generally not as well
quantified as for operational assets. For example an IT, vehicle, or
office failure could directly affect service to customers, but it is not
practicable to say how many customers or for what period.

The Bedminster service reservoir replacement will be a complex
project because of the need to ensure adequate supplies are
available during its refurbishment.

2.7 The level of developer Not reviewed.

contributions
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CONSUMER COUNCIL FOR

The Consumer Council for Water (CCWater) is the
independent statutory representative of domestic
and non-household water consumers for England
and Wales.

In addition to the work CCWater carries out on
behalf of customers during a Price Review, Ofwat
gave CCWater specific tasks relating to its
membership of a Customer Challenge Groupzo.

Our extensive challenges across Bristol Water’s
plan on customer engagement, research,
outcomes, performance measures, incentives and
its investment plan give us the confidence that
they have developed a plan with customers’
priorities in mind, and that reflect the needs of
customers over the next five years and in the
longer term.

Customers’ have found Bristol Water’s business
plan acceptable, with 92% of its customers
accepting its plan. We were pleased that Bristol
Water after challenge about its approach to those
customers who found the plan unacceptable,
went on to consider what more it would do for
those customers who had indicated they struggled
to afford their bill.

As part of the LEF, CCWater challenged Bristol
Water to do better than the RPI plus K package it
was considering in July 2013. They responded to
this, and we pressed them further in September
and asked them to look again at their costs and do
better than the RPI only package they had at that
point. The company responded to this challenged
and has is now offering a £2 reduction in 2015-16
with RPI only after that point. We have also
repeatedly challenged on the cost of capital,
which the company also moved on.

20 Ofwat - Involving customers in price setting - August 2011

- Pg23-24

As part of our role within the LEF, we have
scrutinised the customer engagement approach,
research methodology, material, results and how
the company has used those results as it has
planned it 25 year strategy and 5-year business
plan. CCWater are confident the outcomes Bristol
Water wants to achieve in its business plan and
long-term plan reflect the priorities that their
customers’ said they valued through research.

We challenged Bristol Water on its outcomes and
performance measures, and welcomed their shift
in several areas in response to challenges.

CCWater also challenged extensively on the
company’s investment programme, so we could
understand the extent of innovation,
sustainability and cost-effectiveness that were
being considered as the company developed its
plan. These challenges are outlined in the LEF
report and Challenge Log. Bristol Water have
improved their innovative and sustainable
approaches since previous Price Reviews, and we
would like this to develop more during the next
few years. We have been assured that their
investment is cost-effective compared to other
approaches to an issue.

Overall Bristol Water’s approach to engaging with
the LEF has been good.
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Final Version 29/10/13

guardians of drinking water quality

Drinking Water Inspectorate Statement for Bristol Water’s Customer
Scrutiny Group Report to Ofwat

1. Introduction

1.1 The Drinking Water Inspectorate (DWI) is the independent regulator of
drinking water quality in England and Wales. We protect public health and
maintain confidence in public water supplies by ensuring water
companies supply safe clean drinking water that is wholesome, and that
they meet all related statutory requirements. Where standards or other
requirements are not met, we have statutory powers to require water
supply arrangements to be improved.

1.2 We publish information about drinking water quality and provide technical
advice to the Secretary of State for the Environment, Food & Rural
Affairs, and to Welsh Ministers.

1.3 For PR14, water companies are expected to ensure that their business
plans make provision to meet all their statutory obligations, including the
need for public water supplies to be safe, clean and wholesome, and that
provision is made for a sustainable level of asset maintenance to maintain
public confidence in drinking water quality. Ministers summarised these
requirements in Defra’s Statement of Obligations2!, and in their further
guidance on PR14 matters to Ofwat. In addition, the Inspectorate set out
in DWI Information Letter 01/2013 — The 2014 Periodic review of
Prices — Guidance for water companies, published on 1 February
2013 supplementary guidance to companies on the regulatory framework
for drinking water quality, statutory requirements, the Inspectorate’s role
in the Price Review process and our requirements for companies seeking
technical support. The Inspectorate also published separate PR14
guidance on a range of specific issues. All of the Inspectorate’s published
PR14 guidance is available on the DWI website.

1.4 1t is worth noting the particular emphasis that Ministers placed in their
Guidance on the resilience of supply systems, and that the Inspectorate
placed on existing duties to manage the introduction of new sources and
to plan supply arrangements to protect consumers and ensure no
deterioration in the quality of their supplies.

2 http://www.defra.gov.uk/publications/files/pb13829-statement-obligations. pdf
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1.5 The Inspectorate has a position on all of the water companies’ customer

challenge groups in England and Wales. The Inspectorate’s
representative on Bristol Water’s Local Engagement Forum (LEF) has
supported the process by acting as an independent member with the
overall remit of ensuring that the Company business plan proposals
reflect the views of consumers and place drinking water quality at the
forefront of such plans.

2. Formal Drinking Water Proposals Requiring DWI Technical Support

2.1 As with previous periodic reviews, water companies seeking technical
support from the Inspectorate must demonstrate the need for each
proposal. The case for justification must be accompanied by evidence of
the company’s options appraisal process to identify the most robust,
sustainable and cost-effective solution, with evidence that the preferred
solution will adequately address the risk and deliver the required outcome
within an appropriate timescale.

2.2 Bristol Water submitted 6 formal proposals for drinking water quality to
the Inspectorate, listed in the table below:

TS Quality Scheme Type . DWI Final
E E 2 Scheme Name Parameter(s) Preferred Option Deciszgﬁ
BRL0O2 || Cheddar WTW Various - Raw Treatment Replacement of SSFs with Commend for
water Ozone, DAF and RGFs Support
deterioration
BRLO3 || Purton & Littleton Metaldehyde Catchment Catchment actions S19
Catchment Management Undertaking
Management
BRL37 || Cheddar WTW pH Treatment pH correction with sodium Commend for
Final pH hydroxide Support
BRL38 || Lead Strategy Lead Company lead Package of measures Regulation 28
strategy Notice
BRL39 || Stowey Final pH pH Treatment pH correction with sodium Commend for
hydroxide Support
BRL40 || Barrow WTW Cryptosporidium | Treatment UV irradiation Regulation 28
Notice

2.3 The Company is to be commended on the quality of the submissions to

the

Inspectorate, which complied with our

PR14 guidance. The

Inspectorate met with the Company before the proposals were submitted,
and in addition discussions had taken place at meetings of the LEF and
Investment Programme Subcommittee. Therefore, we were broadly
aware of the Company’s plans for drinking water quality and we are
generally supportive of the Company’s approach.
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2.4

2.5

2.6

2.7

2.8

2.9

The Inspectorate has supported all of the proposals as indicated above
and discussed below, and we will put legal instruments in place for three
of them to make these proposals legally binding programmes of work.
Our final decision letters were sent to the Company on 9" October 2013.

The two proposals for Cheddar WTW involve major refurbishment of and
improvements to the treatment works to deal with an increasing level of
raw water challenge, in particular algal blooms. The final water pH
correction proposal, whilst submitted as a separate proposal, is linked to
the same issue. We have commended these two schemes for support
because we agree that it is in customer’s best interests in the longer term
for this work to be done. There are no grounds for DWI enforcement for
the schemes because there is no clear drinking water quality driver and
there is no clear link between the performance of the existing treatment
processes and any non-compliance with the drinking water standards in
the final water. There is evidence of need, however, because of raw water
quality challenges, and the Company provided evidence of deterioration
of raw water quality in its proposal.

The proposal to install pH correction at Stowey WTW is also linked to
deterioration of raw water quality (increasing algal challenge which affects
pH), and we have commended this proposal for support. As with the
Cheddar pH proposal, there are no grounds for DWI enforcement but we
agree that the scheme will benefit customers and that it should be
included in the Company’s business plan. The Company provided
evidence of deterioration of raw water quality in its proposal.

The Company submitted a proposal to address lead in drinking water,
which will be covered by a Notice. The standard for lead will reduce from
25ug/l to 10upg/l in December 2013, and the package of measures
included in the Company’s proposal will improve compliance with the new
standard and reduce consumers’ exposure to lead from drinking water.

The catchment management proposal to address metaldehyde is also
included in the NEP. Metaldehyde is widely used in agriculture for the
control of slugs, and is not removed by existing treatment processes for
pesticide removal. 2012 was a very wet year and Bristol Water, like many
other companies, experienced high levels of metaldehyde in raw waters
which lead to failures of the standard in water supplied to customers. We
recognise that companies need to focus on catchment activities to reduce
the risks to drinking water quality and therefore we will put a legal
instrument in place to cover this proposal.

The proposal to install UV treatment for Cryptosporidium at Barrow WTW
is to address a risk to public health because of detections of oocysts in
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one of the raw water feeds to the treatment works. This proposal will be
covered by a Notice.

2.10 It should be noted that these improvement schemes will make only a
small contribution to enabling the Company to meet its legal obligations in
respect of drinking water quality. These obligations are met
overwhelmingly by the Company making sufficient provision for
operational and maintenance requirements in its business plan, and by its
use of those resources. These are matters for the Company to determine
and deliver. For its part, the Inspectorate will continue to keep under
review, and report on, the performance of the Company in meeting its
legal obligations. Statutory powers are available to secure or facilitate
compliance, if necessary.

2.11 The summary of improvement schemes above reflects the position at
the time of writing this statement. Further discussions are needed with the
Company to finalise details. We will advise the LEF and Ofwat of any
material changes.

2.12 This statement will be copied to Graham Williams of Bristol Water, and
any queries arising should be directed to Jacqueline Atkinson, Inspector,
Drinking water Inspectorate, telephone number: 03000686402; email
dwipricereview@defra.gsi.gov.uk.

Milo Purcell
Deputy Chief Inspector (Regulations)

Drinking Water Inspectorate
Area 7e, 9 Millbank

c/o Nobel House

17 Smith Square

London SW1P 3JR

29" October 2013
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Environment
Agency

A

Response to Bristol Water

Introduction

The final price review methodology confirms that Ofwat expect the Environment Agency
to highlight in the Customer Challenge Group report whether your business plan will
meet your statutory obligations (section 4.2.1 Setting Price Controls for 2015-2020,
Ofwat, July 2013). As part of our engagement with your Customer Challenge Group, we
have been working with you to be assured that your business plan is in accordance with
these requirements.

The following report summarises our views of the evidence provided. These views are
based on a high-level review of the processes as described in the letter explaining our
expectations sent to you in August 2013.

Overview

We welcome the positive way that you have engaged with the PR14 planning process,
through your support of the Customer Challenge Group (Local Engagement Forum) and
through close discussions with Environment Agency managers and technical staff.

We would like to thank you for the information that you have shared with us to allow us
to comment on your business plan approach. This information was in the form of
written answers to our questions, with some supplementary information supplied to
support your responses. We also had subsequent discussions.

We support:
®  Your commitment to deliver all measures identified in the National Environment
Programme (NEP).
e Your willingness to work with others to identify multiple benefits for the
environment and your customers.
®  Your willingness to adopt the use of catchment schemes.

We need to see:
e Further details of your risk assessments and mitigation of all your assets
(including your reservoirs) for resilience.
e Confirmation of your target for permit compliance.

We have made more specific comment on the following areas:

These are our observations on the replies you have made to the questions posed in
response to the expectations letter.

1) Delivery of statutory and environmental requirements.
We welcome the commitment you have made to meet your environmental obligations.
We believe that you have presented sufficient information in your response to

demonstrate how your business plan will allow Bristol Water to meet the statutory
environmental requirements set out in Defra’s Statement of Obligations.

environment-agency.gov.uk



2) Measures identified within the National Environment Programme (NEP).

We are encouraged by your agreement to include all of the measures set out in the NEP
within your final business plan. We note ongoing discussions regarding the screening
requirements for the Purton abstraction. We believe that the programme will allow you
to deliver what is best for both the environment and your customers.

3) Evidence of options and proposals for reducing the impact of a company’s
abstractions from the most seriously affected sites.

We are pleased to see that your company is putting forward options and proposals
within your business plan to reduce the impact of its abstraction from the most
seriously affected sites. All sites requiring investment by the company have been
identified in the NEP and have been included in the business plan.

4) Alignment of the Water Resource Management Plan (WRMP) options and
business plans.

Defra expects that the Water Resources Management Plan (WRMP) will form the water
resources supply-demand balance component of the business plan. We welcome your
assurance that the main water resources supply-demand components of your business
plan will be consistent with your WRMP statement of response.

5) Reservoir safety.

We note your intentions to maintain reservoir safety. This is an important duty given the
potential high impact your reservoirs pose to public safety. Your continued maintenance
and capital investment is essential for public safety.

You have referenced the recent changes in reservoir legislation. Please could you
confirm how you will implement these changes during the next AMP.

Defra set out their expectation in the Statement of Obligations that companies will
prepare reservoir plans. We encourage you to co-operate with relevant authorities and
partners on the development and maintenance of site plans and on incident planning.
Having good incident arrangements in place is essential in order to reduce impacts on
downstream communities should an incident occur.

Under the Flood Risk Regulations, the Environment Agency is required to develop Flood
Risk Management Plans for England that include objectives and measures to manage
flooding from reservoirs. We look forward to working with you as reservoir undertakers
to set out the measures and timescales for delivery.

6) What mitigation measures have been adopted to manage future risks?

You have provided some evidence that you plan to take appropriate measures to
manage risks from natural hazards and climate change. However, we expected to see
more details about your approach, and how you have used relevant guidance from
Ofwat and others. It should be clearer as to how the risks revealed by your analysis are
addressed in your business plan.
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7) Environmental outcomes.

We are happy with the outcomes, performance measures, and targets outcome,
performance measure and targets included in your business plan which accurately
reflect the important role that your company plays in protecting the environment.

Delivery and incentives.

We are encouraged by your approach to setting delivery levels and designing incentives
around your environmental outcomes and obligations, to ensure these are achieved.
Overall your level of ambition is appropriate. Demonstrating the tightest links between
quantitative evidence of customer preferences and your ambition and incentives is
essential. We expect all companies to explore using financial and reputational incentives
in tandem, to go further and faster than statutory environmental obligations wherever
justified by consumer research.

Pollution incidents and compliance.

We would like to see confirmation of your target for permit compliance. All water
companies should be planning to achieve 100 per cent compliance for all licences and
permits, as they are legal obligations. We expect to see this included as a target within
your business plan. In addition, we expect your company to continue to plan for zero
serious (category one and two) pollution incidents during AMP6 and beyond.

8) Change mechanism.

At previous price reviews, Ofwat has used the change protocol for managing in-period
changes the risks and costs. This time you are being asked to put forward proposals for
dealing with such changes. It is imperative that new statutory commitments can be
delivered whilst maintaining levels of ambition around customer priorities, so we want
to see a clear process for dealing with predictable but, nonetheless, uncertain new
commitments you could face during AMP6.

Interim determinations of K provide a route to deal with genuinely unforeseeable events
that meet Ofwat’s materiality criteria, and of course you have more discretion over
expenditure than in previous price reviews. However, to be assured that important
“discretionary” outcomes are not prejudiced by additional legislative requirements, we
would advise you to propose an explicit change mechanism for dealing with such
changes.

9) Eel Regulations

We are committed to working with you to ensure that the requirements of the Eel
Regulations are fully met and welcome the positive strides you have taken to include Eel
screening measures in your plans.

We acknowledge that you have sought clarification regarding the costs and benefits
associated with the implementation of Eel Regulation measures at Purton. Any scheme
can be put through an economic appraisal to validate the approach being proposed at
any given site. This will always require a very site-specific discussion with you for each
scheme.

Where there are concerns, your company can choose to investigate options in this price
review period with a view to have a specific programme of works proposed for PR19
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delivery. After 1 January 2015, it will become an offence not screen intakes or outfalls
for eels, unless we specifically issue notice to exempt the requirement.

Concluding remarks and recommendations

We are confident the information provided by your company and which is to be
included in your business plan delivers the requirements as set out by Defra’s statement
of obligations and the Environment Agency’s expectations, subject to the ongoing
discussions regarding Purton.

We would like assurance on the issues described in our overview ahead of the
submission of your business plan to ensure they are accounted for appropriately.

We look forward to working closely with you over the next few weeks to finalise your
business plan. Our aim is to help you produce a plan that delivers its statutory
obligations and facilitates the continuing achievement of better environmental
performance.
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W Agency

Response to Bristol Water

28 November 2013 - Update following further communication with the company

Following receipt of our evaluation report on 4 November 2013, we have been involved in further discussions with you regarding our

Environment

recommendations in the report. This note provides an update to our response based on those discussions.

The following table summarises the company’s response to Environment Agency recommendations. Based on the further information provided

to us, we now also make the following additional observations:

Environment Agency recommendation

Company response and date

Environment Agency comment and date

We are encouraged by your agreement to
include all of the measures set out in the
NEP within your final business plan. We note
ongoing discussions regarding the screening
requirements for the Purton abstraction. We
believe that the programme will allow you to
deliver what is best for both the environment
and your customers.

Email from Patric Bulmer 25 November
2013.

The NEP also requires Eel screening at
Purton. We have accepted this obligation.
The estimated cost of meeting this specific
requirement to be £6.9m. However, we have
only included 40% of the cost of this scheme
in our plan as we believe that we can work
together with the EA to find an alternative
solution that gives the same benefit without
disproportionate cost

We recognise your concerns and we will
continue to work closely with you to
maximise the environmental benefit across
all your Eel Regulation obligations. 26
November 2013.

Further details of your risk assessments and
mitigation of all your assets (including your
reservoirs) for resilience.

Email from Patric Bulmer 25 November
2013.

Our PR14 business plan includes specific
proposals on resilience of water supply for

Thank you for your additional comments,
which are noted. 26 November 2013.




our customers, targeted at reducing the
number of customers in zones where more
than 25,000 people are reliant on a single
asset for their water supply (and hence a
single failure of an identified asset could lead
to the loss of supply for a significant period of
time). This programme of resilience
improvements will, if funded through the
periodic review process, allow us to reduce
the number of people in this situation from
311,629 to a residual level of 9063 people.

Regarding the resilience risk represented by
our own sites for safety and the broader
environment, we are currently carrying out a
structured site environmental risk
assessment programme that has identified
our top-25 sites which will now be assessed
through full investigation process, reviewing
on & off-site risks. The investigation is
planned to be complete prior to AMP6, with
investment carried out in AMP6 to address
any key risks identified. Our anticipated level
of expenditure for this programme is
£3.952m.

The specific risks associated with reservoir
failure and the potential need for improved
drain-down have been addressed as
follows. As we need to examine in detail the
potential effect of changed requirements in
drain-down capacity, we propose that in the
first year of AMP6 we will carry out a full
investigation at the following sites to
determine our current compliance with any

Bristol Water annex to evaluation report
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new legislation, with most investment being
carried out in AMP7. These investigations
are all scheduled for 2015-2016, the first
year of the AMP6 period, with an anticipated
expenditure of £25k per investigation.

Blagdon Lake

Cheddar Reservoir

Chew Valley Lake

Barrow compensation reservoir
Litton upper reservoir

Litton lower reservoir

Barrow tanks 1,2,3

Chew Magna reservoir

Due to the significant size of Chew Valley
Lake and the scale of inundation risk that this
site could present, we anticipate that in
addition to the investigation we will carry out
improvements to the emergency drain-down
system at the site in the first year of AMPG.
Our anticipated level of expenditure for this
draindown improvement is £1.257m.

Confirmation of your target for permit
compliance.

Email from Patric Bulmer 25 November
2013.

Our PR14 business plan includes proposals
on site environmental risk management,
effluent treatment improvements and fuel
storage improvements that will enable us to
reduce the residual risk our sites can pose
for the environment. Our measure of
success for this will be an improvement of

Thank you for confirming your target of 100%
permit compliance. 26 November 2013.
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compliance against our site discharge
permits, as measured by our own operational
monitoring programme. The "measure of
success" target level we have set for this
measure is 98% compliance within our
operational monitoring although we will aim
toward an internal compliance rate of 100%
Our target for compliance against statutory
monitoring by EA is 100%.

Change mechanism.

At previous price reviews, Ofwat has used
the change protocol for managing in-period
changes the risks and costs. This time you
are being asked to put forward proposals for
dealing with such changes. It is imperative
that new statutory commitments can be
delivered whilst maintaining levels of
ambition around customer priorities, so we
want to see a clear process for dealing with
predictable but, nonetheless, uncertain new
commitments you could face during AMP6.

Interim determinations of K provide a route to
deal with genuinely unforeseeable events
that meet Ofwat’s materiality criteria, and of
course you have more discretion over
expenditure than in previous price reviews.
However, to be assured that important
“discretionary” outcomes are not prejudiced
by additional legislative requirements, we
would advise you to propose an explicit

Email from Patric Bulmer 28 November
2013.

“I can confirm that our final business plan
does not propose any notified items for
adjusting prices during the price review
period. In our wholesale plan we set out a
consideration of the key risks we considered
might be appropriate for including as notified
items. Our conclusion was that notified items
were not appropriate for these risks and
therefore we do not propose any notified
items in our plan.”

Thank you for your additional comments,
which are noted. 28 November 2013.
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change mechanism for dealing with such
changes.
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22 November 2013

Our ref:
Your ref:
Riverside Chambers
Castle Street
Mr Mike King Lot
Bristol Water plc
PO Box 218 T
Bridgwater Road F
Bristol
BS99 7AU
Dear Mike

STATEMENT FOR BRISTOL WATER CUSTOMER GROUP REPORT

Natural England is the government’s advisor on the natural environment. We provide practical
advice, grounded in science, on how best to safeguard England’s natural wealth for the benefit of
everyone.

Our remit is to ensure sustainable stewardship of the land and sea so that people and nature can
thrive. It is our responsibility to see that England’s rich natural environment can adapt and survive
intact for future generations to enjoy.

For PR14, water companies are expected to ensure that their business plans make provision to
meet all statutorily obligations, including the need to protect and restore special sites of nature
conservation importance protected under national and/or European legislation. Ministers
summarised these requirements in Defra’s Statement of Obligations.

In addition Natural England has worked with water companies to identity opportunities for multiple
benefits from other investments to and so make a wider contribution to Government aspirations to
protect and restore biodiversity.

We commend Bristol Water for the submissions and documentation shared with Natural England
throughout the process. We also welcome the very positive way in which your staff have engaged
with the PR14 process and Customer Panel.

We welcome the commitment you have made in the Final Business Plan to meet your obligations
to the natural environment and in particular to deliver all of the relevant elements of the National
Environment Programme (NEP) with respect to Special Areas of Conservation, Special Protection
Areas and Sites of Special Scientific Interest.

Yours sincerely

Mark Jones
Area Manager, Somerset and West of England



Glossary of Terms

AMP5 Asset Management Period 5 (2010 -2015)

AMP6 Asset Management Period 6 (2015 -2020)

AMP7 Asset Management Period 7 (2020 -2025)

CSSC LEF Customer Service Sub-Committee

DOMS Distribution Operation and Maintenance Strategy

DWI Drinking Water Inspectorate

dWRMP Draft Water Resources Management Plan

EA Environment Agency

IPSC LEF Investment Programme Sub-Committee

LEF Local Engagement Forum

NE Natural England

NEP National Environmental Programme

NERA National Economic Research Associates

OXERA Oxford Economic Research Associates

PCC Per capita consumption

PRO9 Periodic Review 2009

PR14 Periodic Review 2014

RBMP River Basin Management Plan

RPI Retail Price Index

RSPB Royal Society for the Protection of Birds

SDS Strategic Direction Statement

SEAMS Bristol Water’s asset deterioration modeling and
investment optimisation process

SIM Service Incentive Mechanism

WEFD Water Framework Directive

WRSC LEF Water Resources Sub-Committee

WTP Willingness to Pay

WTW Water Treatment Works
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	C-LEF-001
	C-LEF-001
	C-LEF-001

	Customer research
	Customer research

	Has BW reached a ceiling for customer satisfaction
	Has BW reached a ceiling for customer satisfaction

	LEF
	LEF

	BW
	BW

	08/02/2012
	08/02/2012

	BW confirmed that they were continuing to work to improve the score.
	BW confirmed that they were continuing to work to improve the score.

	08/02/2012
	08/02/2012


	C-LEF-002
	C-LEF-002
	C-LEF-002

	Bill impacts
	Bill impacts

	What is the scale of the penalties under the SIM scheme
	What is the scale of the penalties under the SIM scheme

	LEF
	LEF

	BW
	BW

	08/02/2012
	08/02/2012

	MJK confirmed the increase was 0.5% revenue for good performance and a decrease of 1.5% for poor performers.
	MJK confirmed the increase was 0.5% revenue for good performance and a decrease of 1.5% for poor performers.

	08/02/2012
	08/02/2012


	C-LEF-003
	C-LEF-003
	C-LEF-003

	Customer research
	Customer research

	Is the plan for customer research acceptable
	Is the plan for customer research acceptable

	Chair
	Chair

	LEF
	LEF

	08/02/2012
	08/02/2012

	CCWater confirmed the plan was in accordance with current guidance and UKWIR practice.
	CCWater confirmed the plan was in accordance with current guidance and UKWIR practice.

	08/02/2012
	08/02/2012


	C-LEF-004
	C-LEF-004
	C-LEF-004

	Demand
	Demand

	Clarification was asked for the definition of HH and non HH
	Clarification was asked for the definition of HH and non HH

	LEF
	LEF

	RLD
	RLD

	08/02/2012
	08/02/2012

	Definition was given at the meeting and RLD to add terms onto glossary.
	Definition was given at the meeting and RLD to add terms onto glossary.

	18/11/2013
	18/11/2013


	C-LEF-005
	C-LEF-005
	C-LEF-005

	Customer research
	Customer research

	Forum to approve plan for customer research  in accordance with slide 12. CCWater endorsed plan
	Forum to approve plan for customer research  in accordance with slide 12. CCWater endorsed plan

	CH
	CH

	TD CCW
	TD CCW

	08/02/2012
	08/02/2012

	Based on knowledge of the work carried out to date by BW the proposal plan fell within current guidelines for UKWIR and best practice.
	Based on knowledge of the work carried out to date by BW the proposal plan fell within current guidelines for UKWIR and best practice.

	08/02/2012
	08/02/2012


	C-LEF-006
	C-LEF-006
	C-LEF-006

	Customer research
	Customer research

	Sample for first stage research should include vulnerable people and businesses.
	Sample for first stage research should include vulnerable people and businesses.

	CCW
	CCW

	Blue Marble
	Blue Marble

	23/02/2012
	23/02/2012

	Blue Marble ensured a balanced sample was used reflecting the BW customer demographic.
	Blue Marble ensured a balanced sample was used reflecting the BW customer demographic.

	04/04/2012
	04/04/2012


	C-LEF-007
	C-LEF-007
	C-LEF-007

	Customer research
	Customer research

	How will vulnerable customers be recruited
	How will vulnerable customers be recruited

	CSSC
	CSSC

	Blue Marble
	Blue Marble

	23/02/2012
	23/02/2012

	Blue Marble confirmed they had experienced recruiters who had not had any problems previously.  All participants was given a financial incentive to take part.
	Blue Marble confirmed they had experienced recruiters who had not had any problems previously.  All participants was given a financial incentive to take part.

	23/02/2012
	23/02/2012


	C-LEF-008
	C-LEF-008
	C-LEF-008

	Customer research
	Customer research

	A question was raised as to why randomised number selection was being used.
	A question was raised as to why randomised number selection was being used.

	CSSC
	CSSC

	Blue Marble
	Blue Marble

	23/02/2012
	23/02/2012

	It was explained that BW don't hold numbers for all customers.
	It was explained that BW don't hold numbers for all customers.

	23/02/2012
	23/02/2012


	C-LEF-009
	C-LEF-009
	C-LEF-009

	Customer research
	Customer research

	Concern was raised about individuals who don't want to answer long questionnaires.
	Concern was raised about individuals who don't want to answer long questionnaires.

	CSSC
	CSSC

	JS
	JS

	23/02/2012
	23/02/2012

	Due to the fact that the questionnaire is intended to be only 8 minutes it was agreed that the online option was not necessary. 
	Due to the fact that the questionnaire is intended to be only 8 minutes it was agreed that the online option was not necessary. 

	23/02/2012
	23/02/2012


	C-LEF-010
	C-LEF-010
	C-LEF-010

	Customer research
	Customer research

	HTA challenged that Blue Marble should contact HTA president as part of survey.
	HTA challenged that Blue Marble should contact HTA president as part of survey.

	HTA
	HTA

	CSSC
	CSSC

	23/02/2012
	23/02/2012

	CSSC counter challenged that this was inappropriate as it could be seen as biasing the results. This  person was added to the possible list of respondents and Blue Marble would select the respondents  in the usual unbiased way.
	CSSC counter challenged that this was inappropriate as it could be seen as biasing the results. This  person was added to the possible list of respondents and Blue Marble would select the respondents  in the usual unbiased way.

	23/02/2012
	23/02/2012


	C-LEF-011
	C-LEF-011
	C-LEF-011

	Customer research
	Customer research

	Will the research take into account customers who only have mobiles?
	Will the research take into account customers who only have mobiles?

	CCW
	CCW

	Blue Marble
	Blue Marble

	23/02/2012
	23/02/2012

	Blue Marble confirmed that they would include customers who only had mobiles.
	Blue Marble confirmed that they would include customers who only had mobiles.

	23/02/2012
	23/02/2012


	C-LEF-012
	C-LEF-012
	C-LEF-012

	Customer research
	Customer research

	Concern was raised about individuals who don't want to answer long questionnaires.  Will there be an online questionnaire?
	Concern was raised about individuals who don't want to answer long questionnaires.  Will there be an online questionnaire?

	CSSC
	CSSC

	Blue Marble
	Blue Marble

	23/02/2012
	23/02/2012

	As this was to be an 8 minute questionnaire it was agreed that this option was not necessary.
	As this was to be an 8 minute questionnaire it was agreed that this option was not necessary.

	23/02/2012
	23/02/2012


	C-LEF-013
	C-LEF-013
	C-LEF-013

	Customer research
	Customer research

	Questionnaire Construction- amendments suggested: merge Q b&r; c&g, remove d and i. Have maximum of 15 sub questions
	Questionnaire Construction- amendments suggested: merge Q b&r; c&g, remove d and i. Have maximum of 15 sub questions

	LEF
	LEF

	Blue Marble
	Blue Marble

	04/04/2012
	04/04/2012

	Questions merges were approved by BM/BW and questionnaire amended. 
	Questions merges were approved by BM/BW and questionnaire amended. 

	04/04/2013
	04/04/2013


	C-LEF-014
	C-LEF-014
	C-LEF-014

	Customer research
	Customer research

	Challenge some of the wording for the questionnaire
	Challenge some of the wording for the questionnaire

	CSSC
	CSSC

	Blue Marble
	Blue Marble

	04/04/2012
	04/04/2012

	Blue Marble amended the questionnaire to reflect the CSSC comments.
	Blue Marble amended the questionnaire to reflect the CSSC comments.

	15/05/2012
	15/05/2012


	C-LEF-015
	C-LEF-015
	C-LEF-015

	Customer research
	Customer research

	Ensure questionnaire does not include respondents from water industry.
	Ensure questionnaire does not include respondents from water industry.

	CCW
	CCW

	Blue Marble
	Blue Marble

	04/04/2012
	04/04/2012

	Blue Marble confirmed an exclusion question was used.
	Blue Marble confirmed an exclusion question was used.

	04/04/2012
	04/04/2012


	C-LEF-016
	C-LEF-016
	C-LEF-016

	Customer research
	Customer research

	Chad Staddon (CS) noted that there seemed to be a discrepancy in the results as to positivity to perceptions about the company. 
	Chad Staddon (CS) noted that there seemed to be a discrepancy in the results as to positivity to perceptions about the company. 

	LEF
	LEF

	BW
	BW

	15/05/2012
	15/05/2012

	It was noted that the discrepancy arose because in the qualitative research the contacts related to positive experiences such as metering whereas in the quantitative the  contacts related to negative experiences such as leakage or billing problems. 
	It was noted that the discrepancy arose because in the qualitative research the contacts related to positive experiences such as metering whereas in the quantitative the  contacts related to negative experiences such as leakage or billing problems. 

	15/05/2012
	15/05/2012


	C-LEF-017
	C-LEF-017
	C-LEF-017

	Customer research
	Customer research

	AM asked whether there were any differences in the results from the poorer households than the more affluent ones in relation to hosepipe bans.
	AM asked whether there were any differences in the results from the poorer households than the more affluent ones in relation to hosepipe bans.

	BCC
	BCC

	Blue Marble
	Blue Marble

	15/05/2012
	15/05/2012

	BM confirmed that there was no statistical difference.  It was confirmed that the sample size was appropriate for this level of research but that a larger size may have defined the issue further, as would an extra question on whether the customer had a garden. 
	BM confirmed that there was no statistical difference.  It was confirmed that the sample size was appropriate for this level of research but that a larger size may have defined the issue further, as would an extra question on whether the customer had a garden. 

	15/05/2012
	15/05/2012


	C-LEF-018
	C-LEF-018
	C-LEF-018

	Outcomes
	Outcomes

	Environmentally Friendly - Concern was raised that this was not a defined term
	Environmentally Friendly - Concern was raised that this was not a defined term

	LEF
	LEF

	BW
	BW

	15/05/2012
	15/05/2012

	It was noted that this was not a quantitative question raised in the questionnaire, but comments which arose from the qualitative research (i.e. customer response). 
	It was noted that this was not a quantitative question raised in the questionnaire, but comments which arose from the qualitative research (i.e. customer response). 

	15/05/2012
	15/05/2012


	C-LEF-019
	C-LEF-019
	C-LEF-019

	Water Resources
	Water Resources

	What would BW do in relation to bulk supplies in an emergency.
	What would BW do in relation to bulk supplies in an emergency.

	LEF
	LEF

	BW
	BW

	15/05/2012
	15/05/2012

	MJK confirmed there was an agreement in place for transfers between companies.  In the event of restrictions the company would look to prioritise ahead of those not subject to restrictions.  Having an obligation to transfer in a drought would disincentivise .
	MJK confirmed there was an agreement in place for transfers between companies.  In the event of restrictions the company would look to prioritise ahead of those not subject to restrictions.  Having an obligation to transfer in a drought would disincentivise .

	15/05/2012
	15/05/2012


	C-LEF-020
	C-LEF-020
	C-LEF-020

	Customer service
	Customer service

	Does BW provide a personal bill service for non household customers
	Does BW provide a personal bill service for non household customers

	LEF
	LEF

	BW
	BW

	15/05/2012
	15/05/2012

	BW confirmed BWBSL managed the non household large customers.  Plans were in place for real time billing for 1000 largest customers.
	BW confirmed BWBSL managed the non household large customers.  Plans were in place for real time billing for 1000 largest customers.

	15/05/2012
	15/05/2012


	C-LEF-021
	C-LEF-021
	C-LEF-021

	Outcomes
	Outcomes

	Additional suggestions for BW Vision.Reputationally sustainable, socially sustainable, help and advice on water consumption.
	Additional suggestions for BW Vision.Reputationally sustainable, socially sustainable, help and advice on water consumption.

	LEF
	LEF

	BW
	BW

	15/05/2012
	15/05/2012

	Taken into account when drafting the Outcomes and Measures of Success.
	Taken into account when drafting the Outcomes and Measures of Success.

	31/11/2012
	31/11/2012


	C-LEF-022
	C-LEF-022
	C-LEF-022

	Demand
	Demand

	Were BW considering replacing supply pipes as an option for leakage.
	Were BW considering replacing supply pipes as an option for leakage.

	UWE
	UWE

	BW
	BW

	15/05/2012
	15/05/2012

	MJK noted that other companies who have had larger programmes have experienced low take up of customers replacing their pipes and therefore the benefits were not realised; therefore the company is not considering this.
	MJK noted that other companies who have had larger programmes have experienced low take up of customers replacing their pipes and therefore the benefits were not realised; therefore the company is not considering this.

	15/05/2012
	15/05/2012


	C-LEF-023
	C-LEF-023
	C-LEF-023

	Customer research
	Customer research

	Have reservations about researching leakage in willingness to pay
	Have reservations about researching leakage in willingness to pay

	CCW
	CCW

	BW
	BW

	15/05/2012
	15/05/2012

	It was agreed to have an off line discussion.  Subsequently agreed to defer until Stage 2 of willingness to pay.Dealt with under 2nd stage WTP research.
	It was agreed to have an off line discussion.  Subsequently agreed to defer until Stage 2 of willingness to pay.Dealt with under 2nd stage WTP research.

	15/05/2012
	15/05/2012


	Span
	Span
	Span
	Span
	Span
	C-LEF-024
	C-LEF-024
	C-LEF-024

	Customer research
	Customer research

	Js noted that CCWater had issues with BW's intention to include leakage in the WTP research.  The UKWIR report had recommended that it not be included.  BW had concerns that we needed to take this forward from the initial research and investigate further. 
	Js noted that CCWater had issues with BW's intention to include leakage in the WTP research.  The UKWIR report had recommended that it not be included.  BW had concerns that we needed to take this forward from the initial research and investigate further. 

	LEF
	LEF

	BW
	BW

	15/05/2012
	15/05/2012

	It was agreed that CCWater and BW would discuss the issue in depth separately.  Cc Water accepted inclusion. 
	It was agreed that CCWater and BW would discuss the issue in depth separately.  Cc Water accepted inclusion. 

	24/01/2013
	24/01/2013


	C-LEF-025
	C-LEF-025
	C-LEF-025

	Customer research
	Customer research

	CS raised the issue of replacement supply pipes as an option on leakage. 
	CS raised the issue of replacement supply pipes as an option on leakage. 

	LEF
	LEF

	BW
	BW

	15/05/2012
	15/05/2012

	MB explained that current evidence from other companies who have had more large scale programmes of replacing company side supply pipes in conjunction with a request for customers to replace their own has not resulted in sufficient take up and therefore the benefits on leakage and water quality issues have not been realised.
	MB explained that current evidence from other companies who have had more large scale programmes of replacing company side supply pipes in conjunction with a request for customers to replace their own has not resulted in sufficient take up and therefore the benefits on leakage and water quality issues have not been realised.

	15/05/2012
	15/05/2012


	C-LEF-026
	C-LEF-026
	C-LEF-026

	Customer research
	Customer research

	Population forecast - it was confirmed that as well as the ONS forecasts we do look at Local Authority forecasts. 
	Population forecast - it was confirmed that as well as the ONS forecasts we do look at Local Authority forecasts. 

	LEF
	LEF

	BW
	BW

	15/05/2012
	15/05/2012

	It was noted that the more recent ONS forecasts have more closely matched the Local Authority ones.
	It was noted that the more recent ONS forecasts have more closely matched the Local Authority ones.

	15/05/2012
	15/05/2012


	C-LEF-027
	C-LEF-027
	C-LEF-027

	Customer research
	Customer research

	NERA to provide recording of questionnaires.
	NERA to provide recording of questionnaires.

	CSSC
	CSSC

	NERA
	NERA

	14/06/2012
	14/06/2012

	Recordings were supplied and are stored on file.
	Recordings were supplied and are stored on file.

	03/06/2012
	03/06/2012


	C-LEF-028
	C-LEF-028
	C-LEF-028

	Customer research
	Customer research

	The committee went through the questionnaire and made a number of suggestions to clarify the wording and process.
	The committee went through the questionnaire and made a number of suggestions to clarify the wording and process.

	CSSC
	CSSC

	NERA then ALL
	NERA then ALL

	14/06/2012
	14/06/2012

	Nera agreed to make amendments and circulate a new draft as soon as possible with responses due by return.  Completed ahead of research.
	Nera agreed to make amendments and circulate a new draft as soon as possible with responses due by return.  Completed ahead of research.

	18/07/2013
	18/07/2013


	C-LEF-029
	C-LEF-029
	C-LEF-029

	Customer research
	Customer research

	Include reference to inflation in WTP research
	Include reference to inflation in WTP research

	CCW
	CCW

	BW
	BW

	14/06/2012
	14/06/2012

	Wording will ensure that customers are aware that is in addition.Completed ahead of research.
	Wording will ensure that customers are aware that is in addition.Completed ahead of research.

	04/09/2012
	04/09/2012


	C-LEF-030
	C-LEF-030
	C-LEF-030

	Customer research
	Customer research

	Ensure status quo is included in research for reference.
	Ensure status quo is included in research for reference.

	CCW
	CCW

	BW
	BW

	14/06/2012
	14/06/2012

	BW to provide figures for -1, 0, +1, +2 levels.Completed ahead of research.
	BW to provide figures for -1, 0, +1, +2 levels.Completed ahead of research.

	04/09/2012
	04/09/2012


	C-LEF-031
	C-LEF-031
	C-LEF-031

	Customer research
	Customer research

	Include sewerage charges in WTP research.
	Include sewerage charges in WTP research.

	CCW
	CCW

	BW
	BW

	14/06/2012
	14/06/2012

	On NERA's advice did not include sewerage as figures, use it as an additional cost.  When looking at customer's current bill cost take it into account.
	On NERA's advice did not include sewerage as figures, use it as an additional cost.  When looking at customer's current bill cost take it into account.

	04/09/2012
	04/09/2012


	C-LEF-032
	C-LEF-032
	C-LEF-032

	Customer research
	Customer research

	Avoid bias for different questions.
	Avoid bias for different questions.

	CCW
	CCW

	NERA
	NERA

	14/06/2012
	14/06/2012

	Questionnaire was rotated to avoid bias.
	Questionnaire was rotated to avoid bias.

	14/06/2012
	14/06/2012


	C-LEF-033
	C-LEF-033
	C-LEF-033

	Customer research
	Customer research

	Concern about cold calling in relation to vulnerable customers.
	Concern about cold calling in relation to vulnerable customers.

	CAB
	CAB

	BW
	BW

	14/06/2012
	14/06/2012

	NERA agreed to and provided a policy statement on protecting vulnerable customers in research.  BW agreed  to provide a letter of introduction plus contact phone numbers to verify callers.
	NERA agreed to and provided a policy statement on protecting vulnerable customers in research.  BW agreed  to provide a letter of introduction plus contact phone numbers to verify callers.

	04/09/2012
	04/09/2012


	C-LEF-034
	C-LEF-034
	C-LEF-034

	Customer research
	Customer research

	Can the CSSC view the interviews?
	Can the CSSC view the interviews?

	CCW
	CCW

	BW
	BW

	14/06/2012
	14/06/2012

	Not possible to view interviews as in people's homes.  NERA agreed to provide recordings.
	Not possible to view interviews as in people's homes.  NERA agreed to provide recordings.

	03/06/2012
	03/06/2012


	C-LEF-035
	C-LEF-035
	C-LEF-035

	Outcomes
	Outcomes

	JS asked how BW would use customers' priorities to make investment decisions. 
	JS asked how BW would use customers' priorities to make investment decisions. 

	CCW
	CCW

	BW
	BW

	17/07/2012
	17/07/2012

	BW explained customer priorities may conflict with customers' willingness to pay for things (i.e. customers may not want to pay more for something because whilst it is a high priority, the current level is acceptable). It is therefore the Willingness to Pay figures that are used in deciding levels of expenditure and the plan was reviewed to ensure it delivers against customer priorities.  Confirmed by Susana Mourato report 28th October 2013.
	BW explained customer priorities may conflict with customers' willingness to pay for things (i.e. customers may not want to pay more for something because whilst it is a high priority, the current level is acceptable). It is therefore the Willingness to Pay figures that are used in deciding levels of expenditure and the plan was reviewed to ensure it delivers against customer priorities.  Confirmed by Susana Mourato report 28th October 2013.

	18/07/2013
	18/07/2013


	C-LEF-036
	C-LEF-036
	C-LEF-036

	Outcomes
	Outcomes

	TD raised how BW would base its business plan on the measures of success, particularly items it needed to deliver (e.g. legal obligations) that weren't included. 
	TD raised how BW would base its business plan on the measures of success, particularly items it needed to deliver (e.g. legal obligations) that weren't included. 

	CCW
	CCW

	BW
	BW

	17/07/2012
	17/07/2012

	BW explained that it would manage delivery through key performance indicators (KPIs) underneath the measures of success.  Business Plan based on Outcomes.  
	BW explained that it would manage delivery through key performance indicators (KPIs) underneath the measures of success.  Business Plan based on Outcomes.  

	01/11/2013
	01/11/2013


	C-LEF-037
	C-LEF-037
	C-LEF-037

	Outcomes
	Outcomes

	Specific points were raised by the group on leakage - whether it included customer supply pipe leakage.
	Specific points were raised by the group on leakage - whether it included customer supply pipe leakage.

	LEF
	LEF

	BW
	BW

	17/07/2012
	17/07/2012

	BW confirmed it did. 
	BW confirmed it did. 

	17/07/2012
	17/07/2012


	C-LEF-038
	C-LEF-038
	C-LEF-038

	Outcomes
	Outcomes

	TD was also concerned that any measure of success on meter penetration must not drive inappropriate investment.
	TD was also concerned that any measure of success on meter penetration must not drive inappropriate investment.

	CCW-TD
	CCW-TD

	JS
	JS

	17/07/2012
	17/07/2012

	JS to consider whether CCWater considers meter penetration to be an appropriate outcome measure of success.  The group agreed that the evidence on demand reduction and the cost benefit analysis for metering needed to be right.   Note: Objection removed when BW was assessed as water stressed by the EA.
	JS to consider whether CCWater considers meter penetration to be an appropriate outcome measure of success.  The group agreed that the evidence on demand reduction and the cost benefit analysis for metering needed to be right.   Note: Objection removed when BW was assessed as water stressed by the EA.

	11/09/2012
	11/09/2012


	C-LEF-039
	C-LEF-039
	C-LEF-039

	Outcomes
	Outcomes

	Tastes good to drink, changed to is good to drink.
	Tastes good to drink, changed to is good to drink.

	DWI
	DWI

	BW
	BW

	17/07/2012
	17/07/2012

	Change made to Measure of Success.
	Change made to Measure of Success.

	17/07/2012
	17/07/2012


	C-LEF-040
	C-LEF-040
	C-LEF-040

	Outcomes
	Outcomes

	Bills definition change "clear" to "easy to understand"
	Bills definition change "clear" to "easy to understand"

	CCW
	CCW

	BW
	BW

	17/07/2012
	17/07/2012

	Change made to Measure of Success.
	Change made to Measure of Success.

	17/07/2012
	17/07/2012


	C-LEF-041
	C-LEF-041
	C-LEF-041

	Outcomes
	Outcomes

	How will business customers be represented in MoS
	How will business customers be represented in MoS

	CCW
	CCW

	BW
	BW

	17/07/2012
	17/07/2012

	BW to consider this in more detail. (See DOC 0082)  BM PR14 Research Proposal includes business customers.
	BW to consider this in more detail. (See DOC 0082)  BM PR14 Research Proposal includes business customers.

	23/10/2012
	23/10/2012


	Span
	Span
	Span
	Span
	Span
	C-LEF-042
	C-LEF-042
	C-LEF-042

	Customer research
	Customer research

	Were the numbers of customers declining to confirm their income within normal levels?
	Were the numbers of customers declining to confirm their income within normal levels?

	CCW
	CCW

	NERA
	NERA

	04/09/2012
	04/09/2012

	Yes - within normal levels.
	Yes - within normal levels.

	04/09/2012
	04/09/2012


	C-LEF-043
	C-LEF-043
	C-LEF-043

	Customer research
	Customer research

	Were the results consistent with previous research?
	Were the results consistent with previous research?

	CCW
	CCW

	NERA  /BW
	NERA  /BW

	04/09/2012
	04/09/2012

	NERA confirmed better than average. MJK confirmed all data except pressure was consistent.  Subsequent checking of results showed results on pressure were incorrectly reported. 8/1/13 confirmation on correct figures.
	NERA confirmed better than average. MJK confirmed all data except pressure was consistent.  Subsequent checking of results showed results on pressure were incorrectly reported. 8/1/13 confirmation on correct figures.

	08/01/2013
	08/01/2013


	C-LEF-044
	C-LEF-044
	C-LEF-044

	Customer research
	Customer research

	Were the protest responses consistent with previous research? 
	Were the protest responses consistent with previous research? 

	CCW
	CCW

	NERA
	NERA

	04/09/2012
	04/09/2012

	NERA confirmed protest vote was less than average.
	NERA confirmed protest vote was less than average.

	04/09/2012
	04/09/2012


	C-LEF-045
	C-LEF-045
	C-LEF-045

	Customer research
	Customer research

	Was the 1/3 difference between CV and CE normal?
	Was the 1/3 difference between CV and CE normal?

	CCW
	CCW

	NERA
	NERA

	04/09/2012
	04/09/2012

	NERA confirmed it was.
	NERA confirmed it was.

	04/09/2012
	04/09/2012


	C-LEF-046
	C-LEF-046
	C-LEF-046

	Customer research
	Customer research

	If willingness to pay increased by 10% would bills increase by this amount?
	If willingness to pay increased by 10% would bills increase by this amount?

	MDC
	MDC

	BW
	BW

	04/09/2012
	04/09/2012

	MJK confirmed it would be about a trade off between the cost of investment and the risk of failure.  The company would then build a package that met the various requirements.  Bills will therefore not automatically increase because there is a WTP i.e.an increase in willingness to pay would not automatically result in BW increasing the bill to the amount the willingness to pay research suggests is possible.
	MJK confirmed it would be about a trade off between the cost of investment and the risk of failure.  The company would then build a package that met the various requirements.  Bills will therefore not automatically increase because there is a WTP i.e.an increase in willingness to pay would not automatically result in BW increasing the bill to the amount the willingness to pay research suggests is possible.

	04/09/2012
	04/09/2012


	C-LEF-047
	C-LEF-047
	C-LEF-047

	Customer research
	Customer research

	Will the research have a peer review?
	Will the research have a peer review?

	CSSC Chair
	CSSC Chair

	BW
	BW

	04/09/2012
	04/09/2012

	NERA will arrange for an internal peer review with staff not involved with the project.  - Completed by NERAFull peer review was organised at the end of the process to  see how the results are used in the analysis. - Completed by Susana Mourato.
	NERA will arrange for an internal peer review with staff not involved with the project.  - Completed by NERAFull peer review was organised at the end of the process to  see how the results are used in the analysis. - Completed by Susana Mourato.

	18/07/2013     28/10/2013
	18/07/2013     28/10/2013


	C-LEF-048
	C-LEF-048
	C-LEF-048

	Outcomes
	Outcomes

	Total carbon emissions – Total GHG emissions for both business services & water processes. This doesn’t suggest a trajectory? Obviously downwards but by how much? More than legal compliance? Best industry average? Better than? Worse than? Why not adopt the West of England Carbon Challenge for public, private and third sector organizations across the region to commit to making annual cuts in emissions to reduce their carbon footprint by at least 10% over four years. Align the Company and its Plan Outcomes wi
	Total carbon emissions – Total GHG emissions for both business services & water processes. This doesn’t suggest a trajectory? Obviously downwards but by how much? More than legal compliance? Best industry average? Better than? Worse than? Why not adopt the West of England Carbon Challenge for public, private and third sector organizations across the region to commit to making annual cuts in emissions to reduce their carbon footprint by at least 10% over four years. Align the Company and its Plan Outcomes wi

	RSPB
	RSPB

	BW
	BW

	07/09/2012
	07/09/2012

	We haven't specified a target for carbon reduction yet, but this is because we haven't decided what measure to target yet. For example, should it be total emissions, emissions per customer, or emissions per Ml delivered. The outcome measures and targets are still being developed. We have shared them now to help us set them appropriately. The majority of our emissions are related to electricity use for pumping. Consequently, the biggest long term driver of our emissions will be the grid emission factor. Othe
	We haven't specified a target for carbon reduction yet, but this is because we haven't decided what measure to target yet. For example, should it be total emissions, emissions per customer, or emissions per Ml delivered. The outcome measures and targets are still being developed. We have shared them now to help us set them appropriately. The majority of our emissions are related to electricity use for pumping. Consequently, the biggest long term driver of our emissions will be the grid emission factor. Othe

	07/09/2012
	07/09/2012


	C-LEF-049
	C-LEF-049
	C-LEF-049

	Outcomes
	Outcomes

	Meeting River Basin Objectives- set by the EA & meeting compliance with EU Water Framework Directive. Does this do any more than suggest compliance with statutory duties by the Company? As I understand it many of the objectives for WFD implementation (e.g. for protected sites) have not been set yet but meanwhile ambitious goals for the Company could include: •         water bodies impacted by the company operations meeting Good Ecological Status; and•         improved water quality (and quantity?), enhanced
	Meeting River Basin Objectives- set by the EA & meeting compliance with EU Water Framework Directive. Does this do any more than suggest compliance with statutory duties by the Company? As I understand it many of the objectives for WFD implementation (e.g. for protected sites) have not been set yet but meanwhile ambitious goals for the Company could include: •         water bodies impacted by the company operations meeting Good Ecological Status; and•         improved water quality (and quantity?), enhanced

	RSPB
	RSPB

	BW
	BW

	07/09/2012
	07/09/2012

	In terms of WFD status, we did consider this, however our concern is that we influence only a tiny element of this, and we may not be able to influence the outcome at all. In terms of Catchment management we are already undertaking work in some catchments, and are considering additional schemes for Chew, Blagdon, and the Winford Brook for the next period. We haven't yet been able to think of  a good outcome or measure to go with this though. 
	In terms of WFD status, we did consider this, however our concern is that we influence only a tiny element of this, and we may not be able to influence the outcome at all. In terms of Catchment management we are already undertaking work in some catchments, and are considering additional schemes for Chew, Blagdon, and the Winford Brook for the next period. We haven't yet been able to think of  a good outcome or measure to go with this though. 

	07/09/2012
	07/09/2012


	C-LEF-050
	C-LEF-050
	C-LEF-050

	Outcomes
	Outcomes

	Please will the LEF get a chance to re-examine the Outcomes paper?
	Please will the LEF get a chance to re-examine the Outcomes paper?

	RSPB
	RSPB

	BW
	BW

	07/09/2012
	07/09/2012

	Updated version provided
	Updated version provided

	07/09/2012
	07/09/2012


	C-LEF-051
	C-LEF-051
	C-LEF-051

	Outcomes
	Outcomes

	Outcome measures for catchment work could be 1. Reduction of source outage from water quality issues. 2. Risk assessment for sources showing reduced risk of raw water quality breaches; 3. Reduction in carbon and/or chemical use in treatment.
	Outcome measures for catchment work could be 1. Reduction of source outage from water quality issues. 2. Risk assessment for sources showing reduced risk of raw water quality breaches; 3. Reduction in carbon and/or chemical use in treatment.

	RSPB
	RSPB

	BW
	BW

	09/09/2012
	09/09/2012

	Replaced by Biodiversity measure
	Replaced by Biodiversity measure

	09/09/2012
	09/09/2012


	Span
	Span
	Span
	Span
	Span
	C-LEF-052
	C-LEF-052
	C-LEF-052

	Outcomes
	Outcomes

	I understand that the potential of finding a good WFD outcome measure ?is frustrating but I expect more can be made of this ? both by the Company ?on its own where it can ?influence WFD status on water bodies where it has significant control and via outcomes set for work in partnership with others to meet WFD objectives ? particularly where the water company would benefit itself from an improvement in status
	I understand that the potential of finding a good WFD outcome measure ?is frustrating but I expect more can be made of this ? both by the Company ?on its own where it can ?influence WFD status on water bodies where it has significant control and via outcomes set for work in partnership with others to meet WFD objectives ? particularly where the water company would benefit itself from an improvement in status

	RSPB
	RSPB

	BW
	BW

	09/09/2012
	09/09/2012

	Performance measure abandoned in favour of Raw Water Quality of sources & biodiversity index
	Performance measure abandoned in favour of Raw Water Quality of sources & biodiversity index

	09/09/2012
	09/09/2012


	C-LEF-053
	C-LEF-053
	C-LEF-053

	Customer research
	Customer research

	Concern was raised that although the results had captured those who had low willingness to pay whether we had captured those with a high willingness to pay.
	Concern was raised that although the results had captured those who had low willingness to pay whether we had captured those with a high willingness to pay.

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	Although no specific question dealt with that Nera confirmed that the distribution of results in relation to how many customers consistently selected the higher bill level was normal and they took comfort that the results were appropriate. 
	Although no specific question dealt with that Nera confirmed that the distribution of results in relation to how many customers consistently selected the higher bill level was normal and they took comfort that the results were appropriate. 

	11/09/2012
	11/09/2012


	C-LEF-054
	C-LEF-054
	C-LEF-054

	Customer research
	Customer research

	Concern was raised about the methodology being accepted by Ofwat. 
	Concern was raised about the methodology being accepted by Ofwat. 

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	It was explained that the methodology closely reflected the previous research carried out and approved by Ofwat in the previous price review and the UKWIR project. 
	It was explained that the methodology closely reflected the previous research carried out and approved by Ofwat in the previous price review and the UKWIR project. 

	11/09/2012
	11/09/2012


	C-LEF-055
	C-LEF-055
	C-LEF-055

	Customer research
	Customer research

	Concern was raised about the statistical models used. In particular as some other research had been reported to CCW that there were issues with the methodology. 
	Concern was raised about the statistical models used. In particular as some other research had been reported to CCW that there were issues with the methodology. 

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	Nera confirmed that they had previously been aware of this and the methodology used in this research analysis did not include the methodology that had been brought into question previously. 
	Nera confirmed that they had previously been aware of this and the methodology used in this research analysis did not include the methodology that had been brought into question previously. 

	11/09/2012
	11/09/2012


	C-LEF-056
	C-LEF-056
	C-LEF-056

	Customer research
	Customer research

	EA questioned the way in which the data was presented to the interviewee. 
	EA questioned the way in which the data was presented to the interviewee. 

	EA
	EA

	BW
	BW

	11/09/2012
	11/09/2012

	Nera explained that the questioners were highly trained. They provided explanations to the respondents. The results showed sufficient understanding. 
	Nera explained that the questioners were highly trained. They provided explanations to the respondents. The results showed sufficient understanding. 

	11/09/2012
	11/09/2012


	C-LEF-057
	C-LEF-057
	C-LEF-057

	Customer research
	Customer research

	Clarification was asked as to whether customers understood additional costs which were not within the control of the company. 
	Clarification was asked as to whether customers understood additional costs which were not within the control of the company. 

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	The results were analysed and there was no statistical difference.  
	The results were analysed and there was no statistical difference.  

	11/09/2012
	11/09/2012


	C-LEF-058
	C-LEF-058
	C-LEF-058

	Customer research
	Customer research

	The results of a high willingness to pay for avoiding low pressure were higher than expected.                                                
	The results of a high willingness to pay for avoiding low pressure were higher than expected.                                                

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	It was confirmed that it was made clear to the respondents that the question related to reducing short periods of low pressure not a risk of low pressure generally. Analysis was under way as to whether or not a willingness to pay to avoid poor pressure results reflected the areas where BW had reduced pressure operationally. It was subsequently discovered that an error had been made and analysis was therefore not required.            At the time of the updated report it was noted that this was a typographica
	It was confirmed that it was made clear to the respondents that the question related to reducing short periods of low pressure not a risk of low pressure generally. Analysis was under way as to whether or not a willingness to pay to avoid poor pressure results reflected the areas where BW had reduced pressure operationally. It was subsequently discovered that an error had been made and analysis was therefore not required.            At the time of the updated report it was noted that this was a typographica

	01/07/2013
	01/07/2013


	C-LEF-059
	C-LEF-059
	C-LEF-059

	Outcomes
	Outcomes

	The DWI commented that there had been discussions about the wording in relation to whether discoloured water was safe to drink.
	The DWI commented that there had been discussions about the wording in relation to whether discoloured water was safe to drink.

	DWI
	DWI

	BW
	BW

	11/09/2012
	11/09/2012

	It was confirmed that this was not the point of the question. The question related to whether customers would wish to pay for improvements solely relating to discoloured water that was safe to drink, not in respect of discoloured water that was not safe to drink. Confirmed that the wording related to discoloured water that was safe to drink and this had been made clear.
	It was confirmed that this was not the point of the question. The question related to whether customers would wish to pay for improvements solely relating to discoloured water that was safe to drink, not in respect of discoloured water that was not safe to drink. Confirmed that the wording related to discoloured water that was safe to drink and this had been made clear.

	11/09/2012
	11/09/2012


	C-LEF-060
	C-LEF-060
	C-LEF-060

	Customer research
	Customer research

	Bristol CC asked whether or not this was a good starting point before progress to the next stage.
	Bristol CC asked whether or not this was a good starting point before progress to the next stage.

	BCC
	BCC

	BW
	BW

	11/09/2012
	11/09/2012

	The Chairman interjected that this was the next stage of the process. 
	The Chairman interjected that this was the next stage of the process. 

	11/09/2012
	11/09/2012


	C-LEF-061
	C-LEF-061
	C-LEF-061

	Investment
	Investment

	Mendip DC (TN) asked whether the plans would reflect a localised service or a provision for the whole company. 
	Mendip DC (TN) asked whether the plans would reflect a localised service or a provision for the whole company. 

	MDC
	MDC

	BW
	BW

	11/09/2012
	11/09/2012

	MJK confirmed that the package of provisions would be built looking at the individual requirements of the different customer areas incorporated into the business plan for the whole area. The plans would reflect a single set of prices for the whole company area.  
	MJK confirmed that the package of provisions would be built looking at the individual requirements of the different customer areas incorporated into the business plan for the whole area. The plans would reflect a single set of prices for the whole company area.  

	11/09/2012
	11/09/2012


	C-LEF-062
	C-LEF-062
	C-LEF-062

	Outcomes
	Outcomes

	CCW (TD) had commented that the definition for “Population at Risk from Asset Failure” was not customer friendly.  
	CCW (TD) had commented that the definition for “Population at Risk from Asset Failure” was not customer friendly.  

	CCW-TD
	CCW-TD

	BW/CCW
	BW/CCW

	11/09/2012
	11/09/2012

	 It was agreed that CCW and BW would discuss this and come up with a customer-friendly definition.  The meaning was explained “the maximum number of customers BW could support using its own resources in the event one asset failed”. The target was still to be finalised.Redefined and new definition approved.
	 It was agreed that CCW and BW would discuss this and come up with a customer-friendly definition.  The meaning was explained “the maximum number of customers BW could support using its own resources in the event one asset failed”. The target was still to be finalised.Redefined and new definition approved.

	11/09/2012
	11/09/2012


	C-LEF-063
	C-LEF-063
	C-LEF-063

	Performance measures
	Performance measures

	It was suggested that BW should have KPIs for raw water losses and company usage.  
	It was suggested that BW should have KPIs for raw water losses and company usage.  

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	MJK noted that both items were currently monitored though KPIs, but were deemed not to cover enough of the outcome to be a measure of success..  The more appropriate measure was leakage.
	MJK noted that both items were currently monitored though KPIs, but were deemed not to cover enough of the outcome to be a measure of success..  The more appropriate measure was leakage.

	11/09/2012
	11/09/2012


	Span
	Span
	Span
	Span
	Span
	C-LEF-064
	C-LEF-064
	C-LEF-064

	Performance measures
	Performance measures

	RSPB (MR) suggested a “net water into supply” KPI could be appropriate.  
	RSPB (MR) suggested a “net water into supply” KPI could be appropriate.  

	RSPB
	RSPB

	BW
	BW

	11/09/2012
	11/09/2012

	MJK explained that there were a number of uncertainties in this measure that would make a fixed or reducing target unsuitable. These included population growth, water usage by businesses, and other supply/demand uncertainties.  BW believed PCC and leakage were more appropriate measures.  If fixed targets for net water into supply were used the net effect would be a greater cost to customers.   This was discussed further in the  21st Feb WRMP meeting.
	MJK explained that there were a number of uncertainties in this measure that would make a fixed or reducing target unsuitable. These included population growth, water usage by businesses, and other supply/demand uncertainties.  BW believed PCC and leakage were more appropriate measures.  If fixed targets for net water into supply were used the net effect would be a greater cost to customers.   This was discussed further in the  21st Feb WRMP meeting.

	21/02/2013
	21/02/2013


	C-LEF-065
	C-LEF-065
	C-LEF-065

	Performance measures
	Performance measures

	EA asked whether there should be a Chemicals Measure.  
	EA asked whether there should be a Chemicals Measure.  

	EA
	EA

	BW/EA/NE/    RSPB
	BW/EA/NE/    RSPB

	11/09/2012
	11/09/2012

	 MJK confirmed BW does monitor this within the KPIs but it doesn’t cover a significant enough area of the Outcome to be appropriate.
	 MJK confirmed BW does monitor this within the KPIs but it doesn’t cover a significant enough area of the Outcome to be appropriate.

	11/09/2012
	11/09/2012


	C-LEF-066
	C-LEF-066
	C-LEF-066

	Performance measures
	Performance measures

	Reference was made to the correspondence and suggestions from the RSPB.  
	Reference was made to the correspondence and suggestions from the RSPB.  

	RSPB
	RSPB

	BW
	BW

	11/09/2012
	11/09/2012

	It was agreed that an off line discussion would take place between EA, NE, RSPB and BW and feedback given later.Resulted in development of Water Quality of sources and biodiversity index measures
	It was agreed that an off line discussion would take place between EA, NE, RSPB and BW and feedback given later.Resulted in development of Water Quality of sources and biodiversity index measures

	11/09/2012
	11/09/2012


	C-LEF-067
	C-LEF-067
	C-LEF-067

	Performance measures
	Performance measures

	BW highlighted six of the proposed measures of success had only met one of the UKWIR/Frontier criteria by 50% or less. Concern was raised by the LEF about these measures .  
	BW highlighted six of the proposed measures of success had only met one of the UKWIR/Frontier criteria by 50% or less. Concern was raised by the LEF about these measures .  

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	SB noted that Ofwat had said that it would not accept a plan based solely on measures which were totally within a company’s control.  BW confirmed that it had used the UKWIR/Frontier criteria to make a one-off assessment to identify whether the proposed measures of success were suitable and whether changes needed to be made.  BM concluded that no changes were required.
	SB noted that Ofwat had said that it would not accept a plan based solely on measures which were totally within a company’s control.  BW confirmed that it had used the UKWIR/Frontier criteria to make a one-off assessment to identify whether the proposed measures of success were suitable and whether changes needed to be made.  BM concluded that no changes were required.

	11/09/2012
	11/09/2012


	C-LEF-068
	C-LEF-068
	C-LEF-068

	Performance measures
	Performance measures

	CCW (JS) raised whether a survey question asking customers whether they use water more efficiently since going on a meter would be a better measure of success.  
	CCW (JS) raised whether a survey question asking customers whether they use water more efficiently since going on a meter would be a better measure of success.  

	CCW-JS
	CCW-JS

	BW
	BW

	11/09/2012
	11/09/2012

	BCC had concerns about the reliability of survey responses as they are subjective and therefore difficult to measure and verify.
	BCC had concerns about the reliability of survey responses as they are subjective and therefore difficult to measure and verify.

	11/09/2012
	11/09/2012


	C-LEF-069
	C-LEF-069
	C-LEF-069

	Performance measures
	Performance measures

	Bristol CC asked why BW did not have more control over where it purchased energy. 
	Bristol CC asked why BW did not have more control over where it purchased energy. 

	BCC
	BCC

	BW
	BW

	11/09/2012
	11/09/2012

	  Although BW can buy green energy it still has to report total carbon emissions based on the grid emission factor so there is limited scope on the total carbon emissions MoS.
	  Although BW can buy green energy it still has to report total carbon emissions based on the grid emission factor so there is limited scope on the total carbon emissions MoS.

	11/09/2012
	11/09/2012


	C-LEF-070
	C-LEF-070
	C-LEF-070

	Performance measures
	Performance measures

	EA believed there was a way to define this measure to ensure that it was more within the company’s control to deliver. 
	EA believed there was a way to define this measure to ensure that it was more within the company’s control to deliver. 

	EA
	EA

	BW/NE/EA/    RSPB
	BW/NE/EA/    RSPB

	11/09/2012
	11/09/2012

	BW, NE and EA did discuss separately. A separate meeting on 26th October 2013 when it was agreed that a Measure of Success around a baset of indicators reflecting raw water quality should be developed and would be acceptable.  
	BW, NE and EA did discuss separately. A separate meeting on 26th October 2013 when it was agreed that a Measure of Success around a baset of indicators reflecting raw water quality should be developed and would be acceptable.  

	11/09/2012
	11/09/2012


	C-LEF-071
	C-LEF-071
	C-LEF-071

	Performance measures
	Performance measures

	DWI clarified that the compliance figure is within respect to an industry best standard.  
	DWI clarified that the compliance figure is within respect to an industry best standard.  

	DWI
	DWI

	BW/DWI
	BW/DWI

	11/09/2012
	11/09/2012

	Falling slightly below that standard does not make the water hazardous to health.  The standards are set in relation to exposure over a total lifetime rather than just a short period.  Confirmation was given that this point does not relate to pollutants.
	Falling slightly below that standard does not make the water hazardous to health.  The standards are set in relation to exposure over a total lifetime rather than just a short period.  Confirmation was given that this point does not relate to pollutants.

	11/09/2012
	11/09/2012


	C-LEF-072
	C-LEF-072
	C-LEF-072

	Performance measures
	Performance measures

	EA noted that 100% metering would allow for different options on tariffs that are not available at the moment. Was 100% metering by 2030 too aggressive
	EA noted that 100% metering would allow for different options on tariffs that are not available at the moment. Was 100% metering by 2030 too aggressive

	EA
	EA

	BW
	BW

	11/09/2012
	11/09/2012

	BW acknowledged CCWater concern in respect of affordability in respect of a fast roll out of meters and whether full metering by 2030 was too aggressive.BW acknowledged the comment.Subsequently BW noted as being "water stressed" so this challenge was no longer needed.
	BW acknowledged CCWater concern in respect of affordability in respect of a fast roll out of meters and whether full metering by 2030 was too aggressive.BW acknowledged the comment.Subsequently BW noted as being "water stressed" so this challenge was no longer needed.

	11/09/2012
	11/09/2012


	C-LEF-073
	C-LEF-073
	C-LEF-073

	Customer research
	Customer research

	Probabilities did not appear to be consistent in NERA research
	Probabilities did not appear to be consistent in NERA research

	EA
	EA

	NERA
	NERA

	11/09/2012
	11/09/2012

	NERA confirmed this was consistent with UKWIR research
	NERA confirmed this was consistent with UKWIR research

	11/09/2012
	11/09/2012


	C-LEF-074
	C-LEF-074
	C-LEF-074

	Customer research
	Customer research

	Was the research of good quality
	Was the research of good quality

	CCW
	CCW

	NERA
	NERA

	11/09/2012
	11/09/2012

	NERA confirmed the research was of good quality compared to previous research.  Previous research had 66% respondents who understood the research in this study 82% mostly understood the research.
	NERA confirmed the research was of good quality compared to previous research.  Previous research had 66% respondents who understood the research in this study 82% mostly understood the research.

	11/09/2012
	11/09/2012


	C-LEF-075
	C-LEF-075
	C-LEF-075

	Customer research
	Customer research

	Was there any interviewer bias in the results?
	Was there any interviewer bias in the results?

	EA
	EA

	NERA
	NERA

	11/09/2012
	11/09/2012

	Accent had reviewed the data and confirmed no statistical bias had been seen.
	Accent had reviewed the data and confirmed no statistical bias had been seen.

	11/09/2012
	11/09/2012


	C-LEF-076
	C-LEF-076
	C-LEF-076

	Customer research
	Customer research

	How many interviewers were there?
	How many interviewers were there?

	EA
	EA

	NERA
	NERA

	11/09/2012
	11/09/2012

	NERA quoted that there were 700 respondents
	NERA quoted that there were 700 respondents

	26/06/2013
	26/06/2013


	C-LEF-077
	C-LEF-077
	C-LEF-077

	Customer research
	Customer research

	Had the results captured high willingness to pay?
	Had the results captured high willingness to pay?

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	NERA had confirmed that the distribution of results was within the normal range.
	NERA had confirmed that the distribution of results was within the normal range.

	11/09/2012
	11/09/2012


	C-LEF-078
	C-LEF-078
	C-LEF-078

	Customer research
	Customer research

	Would the methodology be accepted by Ofwat?
	Would the methodology be accepted by Ofwat?

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	The methodology used closely reflected that approved by Ofwat in the previous price review and UKWIR project.
	The methodology used closely reflected that approved by Ofwat in the previous price review and UKWIR project.

	11/09/2012
	11/09/2012


	C-LEF-079
	C-LEF-079
	C-LEF-079

	Customer research
	Customer research

	CCW had heard that there was a problem with the methodology.
	CCW had heard that there was a problem with the methodology.

	CCW
	CCW

	NERA
	NERA

	11/09/2012
	11/09/2012

	NERA confirmed that there had been a problem with one of the methodologies but not the one used for this project.
	NERA confirmed that there had been a problem with one of the methodologies but not the one used for this project.

	11/09/2012
	11/09/2012


	C-LEF-080
	C-LEF-080
	C-LEF-080

	Customer research
	Customer research

	Did the research include other benefits e.g. environmental.
	Did the research include other benefits e.g. environmental.

	RSPB
	RSPB

	BW
	BW

	11/09/2012
	11/09/2012

	This research was solely to look at valuations for specific elements of service.    Additional benefits were considered later through a benefit transfer approach.
	This research was solely to look at valuations for specific elements of service.    Additional benefits were considered later through a benefit transfer approach.

	11/09/2012
	11/09/2012


	Span
	Span
	Span
	Span
	Span
	C-LEF-081
	C-LEF-081
	C-LEF-081

	Customer research
	Customer research

	Did the research take into account the ethnicity of the respondents?
	Did the research take into account the ethnicity of the respondents?

	BCC
	BCC

	NERA
	NERA

	11/09/2012
	11/09/2012

	This data was not captured.
	This data was not captured.

	11/09/2012
	11/09/2012


	C-LEF-082
	C-LEF-082
	C-LEF-082

	Customer research
	Customer research

	How was the information presented to the respondents?
	How was the information presented to the respondents?

	EA
	EA

	NERA
	NERA

	11/09/2012
	11/09/2012

	The data was presented by highly trained questioners.  They provided explanations to the respondents.  The results showed sufficient understanding.
	The data was presented by highly trained questioners.  They provided explanations to the respondents.  The results showed sufficient understanding.

	11/09/2012
	11/09/2012


	C-LEF-083
	C-LEF-083
	C-LEF-083

	Customer research
	Customer research

	Did respondents understand that some costs were not in the control of the company?
	Did respondents understand that some costs were not in the control of the company?

	LEF
	LEF

	NERA
	NERA

	11/09/2012
	11/09/2012

	The results showed no statistical evidence of lack of understanding.
	The results showed no statistical evidence of lack of understanding.

	11/09/2012
	11/09/2012


	C-LEF-084
	C-LEF-084
	C-LEF-084

	Customer research
	Customer research

	The bill differences were outside that proposed by BW
	The bill differences were outside that proposed by BW

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	NERA suggested these to get a better statistical response.  The approach was approved by the CSSC.
	NERA suggested these to get a better statistical response.  The approach was approved by the CSSC.

	11/09/2012
	11/09/2012


	C-LEF-085
	C-LEF-085
	C-LEF-085

	Customer research
	Customer research

	Low Pressure Result was inconsistent with previous results
	Low Pressure Result was inconsistent with previous results

	LEF
	LEF

	BW
	BW

	11/09/2012
	11/09/2012

	See also C-LEF-058
	See also C-LEF-058

	18/07/2013
	18/07/2013


	C-LEF-086
	C-LEF-086
	C-LEF-086

	Customer research
	Customer research

	Concern about perceptions regarding discoloured water being safe to drink.
	Concern about perceptions regarding discoloured water being safe to drink.

	DWI
	DWI

	BW
	BW

	11/09/2012
	11/09/2012

	See also C-LEF-059
	See also C-LEF-059

	11/09/2012
	11/09/2012


	C-LEF-087
	C-LEF-087
	C-LEF-087

	Performance measures
	Performance measures

	There needs to be sub-measures building up to measures of success.
	There needs to be sub-measures building up to measures of success.

	DWI
	DWI

	BW
	BW

	11/09/2012
	11/09/2012

	BW confirmed that they were using KPIs monitoring a number of sub-sets of data.  Further discussion took place off line with the DWI to address their concerns.
	BW confirmed that they were using KPIs monitoring a number of sub-sets of data.  Further discussion took place off line with the DWI to address their concerns.

	11/09/2012
	11/09/2012


	C-LEF-088
	C-LEF-088
	C-LEF-088

	Performance measures
	Performance measures

	Why did BW not have more control over where it purchased its energy
	Why did BW not have more control over where it purchased its energy

	BCC
	BCC

	BW
	BW

	11/09/2012
	11/09/2012

	See also C-LEF-069
	See also C-LEF-069

	11/09/2012
	11/09/2012


	C-LEF-089
	C-LEF-089
	C-LEF-089

	Performance measures
	Performance measures

	Definition of River Basin Objectives
	Definition of River Basin Objectives

	EA
	EA

	BW
	BW

	11/09/2012
	11/09/2012

	EA noted that there was a formal definition which can be found in the River Basin 2010 - 2015 plan.
	EA noted that there was a formal definition which can be found in the River Basin 2010 - 2015 plan.

	11/09/2012
	11/09/2012


	C-LEF-090
	C-LEF-090
	C-LEF-090

	Duplicated - deleted
	Duplicated - deleted

	RW
	RW


	C-LEF-091
	C-LEF-091
	C-LEF-091

	Performance measures
	Performance measures

	WJS provided an update on the Measures of Success discussed at the previous LEF. (D0082) The Chair commented that part of the sense check was to ensure that the wording was understandable to customers.
	WJS provided an update on the Measures of Success discussed at the previous LEF. (D0082) The Chair commented that part of the sense check was to ensure that the wording was understandable to customers.

	LEF Chair
	LEF Chair

	BW
	BW

	23/10/2012
	23/10/2012

	Agreed - LEF part of this process
	Agreed - LEF part of this process

	24/10/2012
	24/10/2012


	C-LEF-092
	C-LEF-092
	C-LEF-092

	Performance measures
	Performance measures

	The LEF requested that the definition for “disposable income” provided on the slide was clarified.  
	The LEF requested that the definition for “disposable income” provided on the slide was clarified.  

	LEF
	LEF

	CAB
	CAB

	23/10/2012
	23/10/2012

	CAB agreed to supply the current definition.  CAB confirmed that the 2% limit seemed reasonable.  Fuel Poverty is currently estimated at greater than 10% of disposable income.
	CAB agreed to supply the current definition.  CAB confirmed that the 2% limit seemed reasonable.  Fuel Poverty is currently estimated at greater than 10% of disposable income.

	25/10/2012
	25/10/2012


	C-LEF-093
	C-LEF-093
	C-LEF-093

	Performance measures
	Performance measures

	MDC raised concerns about the impact of the sewerage bill. 
	MDC raised concerns about the impact of the sewerage bill. 

	MDC
	MDC

	BW
	BW

	23/10/2012
	23/10/2012

	It was confirmed that as BW had no control over the sewerage bill that it was impossible to include it within the assessment of this Measure of Success, although the selection of a 2% boundary was consistent with the 3-5% standard for a combined water and sewerage bill.  It was confirmed that the estimated bill for sewerage would be considered in acceptability testing.  WW confirmed they will work with BW on this.
	It was confirmed that as BW had no control over the sewerage bill that it was impossible to include it within the assessment of this Measure of Success, although the selection of a 2% boundary was consistent with the 3-5% standard for a combined water and sewerage bill.  It was confirmed that the estimated bill for sewerage would be considered in acceptability testing.  WW confirmed they will work with BW on this.

	26/10/2012
	26/10/2012


	C-LEF-094
	C-LEF-094
	C-LEF-094

	Performance measures
	Performance measures

	EA asked whether BW had considered the effect of insets with grey water recycling on PCC.  
	EA asked whether BW had considered the effect of insets with grey water recycling on PCC.  

	EA
	EA

	BW
	BW

	23/10/2012
	23/10/2012

	MJK confirmed we currently don’t have any.  If there are any in the future their impact on overall demand will reduce the overall PCC.
	MJK confirmed we currently don’t have any.  If there are any in the future their impact on overall demand will reduce the overall PCC.

	27/10/2012
	27/10/2012


	C-LEF-095
	C-LEF-095
	C-LEF-095

	Demand
	Demand

	HTA queried why the measured rate was higher than the unmeasured rate in relation to actual increased dry year consumption.  
	HTA queried why the measured rate was higher than the unmeasured rate in relation to actual increased dry year consumption.  

	HTA
	HTA

	BW
	BW

	23/10/2012
	23/10/2012

	It was noted that it was only one year’s results in each case.  It was also thought that unmeasured customers were more likely to reduce their consumption when faced with possible restrictions, but those who were already water saving may have decided they were happy to pay the additional to be comfortable.  The figure related to additional consumption rather than total consumption.  
	It was noted that it was only one year’s results in each case.  It was also thought that unmeasured customers were more likely to reduce their consumption when faced with possible restrictions, but those who were already water saving may have decided they were happy to pay the additional to be comfortable.  The figure related to additional consumption rather than total consumption.  

	28/10/2012
	28/10/2012


	C-LEF-096
	C-LEF-096
	C-LEF-096

	Demand
	Demand

	Concern was raised about the bulk supply contracts reducing the water available to give to customers. 
	Concern was raised about the bulk supply contracts reducing the water available to give to customers. 

	LEF
	LEF

	BW
	BW

	23/10/2012
	23/10/2012

	It was explained that the contracts were for proposed power stations and therefore it was necessary to balance the needs of customers in relation to power and water.  It was also confirmed that bulk supply contracts would be priced to reflect the additional work required to ensure supply to all customers was maintained, thus having no negative impact on existing customers or their bills
	It was explained that the contracts were for proposed power stations and therefore it was necessary to balance the needs of customers in relation to power and water.  It was also confirmed that bulk supply contracts would be priced to reflect the additional work required to ensure supply to all customers was maintained, thus having no negative impact on existing customers or their bills

	29/10/2012
	29/10/2012


	C-LEF-097
	C-LEF-097
	C-LEF-097

	Demand
	Demand

	The EA raised concerns about the target of 1 in 25 years for hosepipe bans
	The EA raised concerns about the target of 1 in 25 years for hosepipe bans

	EA
	EA

	BW
	BW

	23/10/2012
	23/10/2012

	 MJK explained that the figure is calculated from the aim of <1 in 200 years for rota cuts.   In effect not to fail except in the most extreme drought.  HTA suggested a wait and see approach.  MJK confirmed that there would continue to be five yearly reviews of the 25 year SDS plan which would take into account the situation at the time of reviews.
	 MJK explained that the figure is calculated from the aim of <1 in 200 years for rota cuts.   In effect not to fail except in the most extreme drought.  HTA suggested a wait and see approach.  MJK confirmed that there would continue to be five yearly reviews of the 25 year SDS plan which would take into account the situation at the time of reviews.

	30/10/2012
	30/10/2012


	C-LEF-098
	C-LEF-098
	C-LEF-098

	Investment
	Investment

	CCW (JS) raised a concern about the likely cost of increasing the water quality standard.
	CCW (JS) raised a concern about the likely cost of increasing the water quality standard.

	CCW-JS
	CCW-JS

	BW
	BW

	23/10/2012
	23/10/2012

	MJK explained that a considerable amount of the previous improvements was down to technology advances and not cost e.g. trunk mains replacement, flushing.  The Company was already on target to meet this aim.  It was unlikely that there would be a significant bill impact to increase compliance from 99.96% to >99.99%
	MJK explained that a considerable amount of the previous improvements was down to technology advances and not cost e.g. trunk mains replacement, flushing.  The Company was already on target to meet this aim.  It was unlikely that there would be a significant bill impact to increase compliance from 99.96% to >99.99%

	31/10/2012
	31/10/2012


	Span
	Span
	Span
	Span
	Span
	C-LEF-099
	C-LEF-099
	C-LEF-099

	Performance measures
	Performance measures

	Mean Zonal Compliance Definition
	Mean Zonal Compliance Definition

	LEF
	LEF

	BW
	BW

	23/10/2012
	23/10/2012

	Terminology was not clear to customers, but accepted as amended as industry measure set by a regulator.
	Terminology was not clear to customers, but accepted as amended as industry measure set by a regulator.

	23/10/2012
	23/10/2012


	C-LEF-100
	C-LEF-100
	C-LEF-100

	Performance measures
	Performance measures

	Need to capture a new MoS for environmental impact of new sources
	Need to capture a new MoS for environmental impact of new sources

	LEF
	LEF

	BW
	BW

	23/10/2012
	23/10/2012

	Conference Call when Measure of Success was agreed and accepted
	Conference Call when Measure of Success was agreed and accepted

	26/10/2012
	26/10/2012


	C-LEF-101
	C-LEF-101
	C-LEF-101

	Performance measures
	Performance measures

	Was Sewerage taken into account for water poverty
	Was Sewerage taken into account for water poverty

	MDC
	MDC

	BW
	BW

	23/10/2012
	23/10/2012

	Noted that it was not possible to take into account sewerage for water poverty.  Assessed water bill as 2% was consistent with a 5% total bill for water and sewerage. LEF approved this decision.
	Noted that it was not possible to take into account sewerage for water poverty.  Assessed water bill as 2% was consistent with a 5% total bill for water and sewerage. LEF approved this decision.

	23/10/2012
	23/10/2012


	C-LEF-102
	C-LEF-102
	C-LEF-102

	Performance measures
	Performance measures

	Safe Practices Mos definition
	Safe Practices Mos definition

	LEF
	LEF

	BW
	BW

	23/10/2012
	23/10/2012

	Agreed that RIDDOR reportable accidents were the measure.
	Agreed that RIDDOR reportable accidents were the measure.

	23/10/2012
	23/10/2012


	C-LEF-103
	C-LEF-103
	C-LEF-103

	Demand
	Demand

	Why was measured consumption higher than non-measured in relation to dry year consumption.
	Why was measured consumption higher than non-measured in relation to dry year consumption.

	HTA
	HTA

	BW
	BW

	23/10/2012
	23/10/2012

	Only 1 year's results in each case.  It was suggested that unmeasured customers were more likely to reduce their consumption whereas measured customers had lower consumption and were paying for their water so may decide to pay the extra for more water used.
	Only 1 year's results in each case.  It was suggested that unmeasured customers were more likely to reduce their consumption whereas measured customers had lower consumption and were paying for their water so may decide to pay the extra for more water used.

	23/10/2012
	23/10/2012


	C-LEF-104
	C-LEF-104
	C-LEF-104

	Demand
	Demand

	Why would BW agree to bulk contracts which would affect their ability to supply other customers.  
	Why would BW agree to bulk contracts which would affect their ability to supply other customers.  

	LEF
	LEF

	BW
	BW

	23/10/2012
	23/10/2012

	See C-LEF-096
	See C-LEF-096

	23/10/2012
	23/10/2012


	C-LEF-105
	C-LEF-105
	C-LEF-105

	Demand
	Demand

	Target on Hosepipe bans didn’t seem realistic bearing in mind climate change.  Thought 1 in 15 would be a challenge.  
	Target on Hosepipe bans didn’t seem realistic bearing in mind climate change.  Thought 1 in 15 would be a challenge.  

	EA
	EA

	BW
	BW

	23/10/2012
	23/10/2012

	See C-LEF-097
	See C-LEF-097

	23/10/2012
	23/10/2012


	C-LEF-106
	C-LEF-106
	C-LEF-106

	Investment
	Investment

	Increased cost of meeting the new WQ standard on lead.  
	Increased cost of meeting the new WQ standard on lead.  

	CCW
	CCW

	BW
	BW

	23/10/2012
	23/10/2012

	See C-LEF-098
	See C-LEF-098

	23/10/2012
	23/10/2012


	C-LEF-107
	C-LEF-107
	C-LEF-107

	Performance measures
	Performance measures

	Inconsistency between current performance figures and future performance.
	Inconsistency between current performance figures and future performance.

	LEF
	LEF

	BW
	BW

	23/10/2012
	23/10/2012

	BW updated to ensure consistency.
	BW updated to ensure consistency.

	05/12/2012
	05/12/2012


	C-LEF-108
	C-LEF-108
	C-LEF-108

	Performance measures
	Performance measures

	Does BW have a choice in how Co2 is calculated?
	Does BW have a choice in how Co2 is calculated?

	RSPB
	RSPB

	BW
	BW

	23/10/2012
	23/10/2012

	BW follows standard industry reporting methodology.
	BW follows standard industry reporting methodology.

	26/10/2012
	26/10/2012


	C-LEF-109
	C-LEF-109
	C-LEF-109

	Performance measures
	Performance measures

	Use SSSI Status as Measure of Success
	Use SSSI Status as Measure of Success

	NE
	NE

	BW
	BW

	23/10/2012
	23/10/2012

	All SSSIs in BW area are in ""favourable status".  NE to advise through catchment sensitive farming.
	All SSSIs in BW area are in ""favourable status".  NE to advise through catchment sensitive farming.

	26/10/2012
	26/10/2012


	C-LEF-110
	C-LEF-110
	C-LEF-110

	Performance measures
	Performance measures

	RSPB asked if BW has a choice in how CO2 emissions are calculated.  
	RSPB asked if BW has a choice in how CO2 emissions are calculated.  

	LEF Conference Call
	LEF Conference Call

	BW
	BW

	26/10/2012
	26/10/2012

	PB replied that BW follows a standard methodology which is used across the industry and in the company's formal annual reporting.  This requires that the standard grid electricity emission factor is used in all calculations, regardless of the actual source of the energy (renewables, low carbon generation etc. do not normally help reduce the reported footprint).  Other water companies will make the same calculation, although Water and Sewerage companies will also have direct emissions to include which can be
	PB replied that BW follows a standard methodology which is used across the industry and in the company's formal annual reporting.  This requires that the standard grid electricity emission factor is used in all calculations, regardless of the actual source of the energy (renewables, low carbon generation etc. do not normally help reduce the reported footprint).  Other water companies will make the same calculation, although Water and Sewerage companies will also have direct emissions to include which can be

	26/10/2012
	26/10/2012


	C-LEF-111
	C-LEF-111
	C-LEF-111

	Performance measures
	Performance measures

	RSPB asked what were the hard achievements that companies could celebrate?  Habitat linkage, extension and connection are key concepts in biodiversity and these potential Measures of Success could also link to the Outcome on Raw Water Quality of BW Sources.  
	RSPB asked what were the hard achievements that companies could celebrate?  Habitat linkage, extension and connection are key concepts in biodiversity and these potential Measures of Success could also link to the Outcome on Raw Water Quality of BW Sources.  

	LEF Conference Call
	LEF Conference Call

	BW
	BW

	26/10/2012
	26/10/2012

	RSPB agreed to provide suggestions for possible Measures, including a review of options from the Biodiversity 2020 paper.  NE agreed to assist in this.  The agreed deadline was by 9th November 2012.
	RSPB agreed to provide suggestions for possible Measures, including a review of options from the Biodiversity 2020 paper.  NE agreed to assist in this.  The agreed deadline was by 9th November 2012.

	27/10/2012
	27/10/2012


	C-LEF-112
	C-LEF-112
	C-LEF-112

	Performance measures
	Performance measures

	RSPB observed that the presentation provided at the LEF meeting shows BW going quickly into a resource deficit, and asked how this impacts WIS.  
	RSPB observed that the presentation provided at the LEF meeting shows BW going quickly into a resource deficit, and asked how this impacts WIS.  

	LEF Conference Call
	LEF Conference Call

	BW
	BW

	26/10/2012
	26/10/2012

	MJK explained that resources are at a similar position as in 2009.  The gap between supply and demand will be filled with new resources, water efficiency measures, increased metering and improved leakage performance.  BW agreed to add no increase in distribution input as an option for comparison in the resource plan.
	MJK explained that resources are at a similar position as in 2009.  The gap between supply and demand will be filled with new resources, water efficiency measures, increased metering and improved leakage performance.  BW agreed to add no increase in distribution input as an option for comparison in the resource plan.

	28/10/2012
	28/10/2012


	C-LEF-113
	C-LEF-113
	C-LEF-113

	Performance measures
	Performance measures

	Various matters on biodiversity: See references C-LEF-045 - 049
	Various matters on biodiversity: See references C-LEF-045 - 049

	RSPB by email
	RSPB by email

	BW/LEF
	BW/LEF

	08/11/2012
	08/11/2012

	Refer to C-LEF-048 - 052
	Refer to C-LEF-048 - 052

	09/09/2012
	09/09/2012


	C-LEF-114
	C-LEF-114
	C-LEF-114

	Customer research
	Customer research

	Comparison between previous results and current CPSC results
	Comparison between previous results and current CPSC results

	CSSC Chair
	CSSC Chair

	BW
	BW

	26/11/2012
	26/11/2012

	The results were similar
	The results were similar

	26/11/2012
	26/11/2012


	C-LEF-115
	C-LEF-115
	C-LEF-115

	Customer research
	Customer research

	Figures for CE/CV were they scaled?
	Figures for CE/CV were they scaled?

	BW
	BW

	NERA
	NERA

	26/11/2012
	26/11/2012

	Figures were not scaled, but based on a specific methodology.
	Figures were not scaled, but based on a specific methodology.

	26/11/2012
	26/11/2012


	C-LEF-116
	C-LEF-116
	C-LEF-116

	Customer research
	Customer research

	Figures for CPSC results were down to the nearest penny would BW use this?
	Figures for CPSC results were down to the nearest penny would BW use this?

	CSSC Chair
	CSSC Chair

	BW
	BW

	26/11/2012
	26/11/2012

	BW confirmed the figures are used to the pence.
	BW confirmed the figures are used to the pence.

	26/11/2012
	26/11/2012


	C-LEF-117
	C-LEF-117
	C-LEF-117

	Customer research
	Customer research

	How had the weightings been allied, regarding the WtP research.
	How had the weightings been allied, regarding the WtP research.

	CSSC Chair
	CSSC Chair

	NERA
	NERA

	26/11/2012
	26/11/2012

	NERA confirmed that the level of weighting they were prepared to use depended on the purpose for which the results would be used for.  Because the mean figures were to be used significant weighting on the results would not be a problem.  However, in this case the amount of weighting used was not significant. 
	NERA confirmed that the level of weighting they were prepared to use depended on the purpose for which the results would be used for.  Because the mean figures were to be used significant weighting on the results would not be a problem.  However, in this case the amount of weighting used was not significant. 

	26/11/2012
	26/11/2012


	Span
	Span
	Span
	Span
	Span
	C-LEF-118
	C-LEF-118
	C-LEF-118

	Outcomes
	Outcomes

	Were the MoS now set
	Were the MoS now set

	CCW
	CCW

	BW
	BW

	08/01/2013
	08/01/2013

	MoS are continually under review.  If better measures were found there was no reason why they couldn't be included.
	MoS are continually under review.  If better measures were found there was no reason why they couldn't be included.

	08/01/2013
	08/01/2013


	C-LEF-119
	C-LEF-119
	C-LEF-119

	Outcomes
	Outcomes

	BW to review other Companies' SDS for MoS
	BW to review other Companies' SDS for MoS

	CCW
	CCW

	BW
	BW

	08/01/2013
	08/01/2013

	BW confirmed that it would do this on a continuous basis.  Subsequently considered in wording of explanation to customers.
	BW confirmed that it would do this on a continuous basis.  Subsequently considered in wording of explanation to customers.

	01/11/2013
	01/11/2013


	C-LEF-120
	C-LEF-120
	C-LEF-120

	SDS
	SDS

	Who received the 25 year strategy
	Who received the 25 year strategy

	Chair
	Chair

	BW
	BW

	08/01/2013
	08/01/2013

	LEF, other invitees to the LEF, MPS Councillors, local  and national organisations.  Also mentioned in customer newsletter and available on BW website.
	LEF, other invitees to the LEF, MPS Councillors, local  and national organisations.  Also mentioned in customer newsletter and available on BW website.

	08/01/2013
	08/01/2013


	C-LEF-121
	C-LEF-121
	C-LEF-121

	Customer research
	Customer research

	Had BW thanked the research respondents?
	Had BW thanked the research respondents?

	MDC
	MDC

	BW
	BW

	08/01/2013
	08/01/2013

	The researchers followed a standard process of thanking the respondents at the time and during the focus groups were given a small payment for attending.  As anonymous not possible to contact them again so not appropriate.
	The researchers followed a standard process of thanking the respondents at the time and during the focus groups were given a small payment for attending.  As anonymous not possible to contact them again so not appropriate.

	08/01/2013
	08/01/2013


	C-LEF-122
	C-LEF-122
	C-LEF-122

	Customer research
	Customer research

	Had BW changed the strategy following feedback
	Had BW changed the strategy following feedback

	EA
	EA

	BW
	BW

	08/01/2013
	08/01/2013

	PM noted that BW had decided not to review the responses until the end of the feedback period.  WIF feedback presented to LEF in March.  The feedback was limited and no further action was required.
	PM noted that BW had decided not to review the responses until the end of the feedback period.  WIF feedback presented to LEF in March.  The feedback was limited and no further action was required.

	12/03/2013
	12/03/2013


	C-LEF-123
	C-LEF-123
	C-LEF-123

	Customer research
	Customer research

	What was likely to have the greatest influence on BW's thinking?
	What was likely to have the greatest influence on BW's thinking?

	EA
	EA

	BW
	BW

	08/01/2013
	08/01/2013

	Legislation
	Legislation

	08/01/2013
	08/01/2013


	C-LEF-124
	C-LEF-124
	C-LEF-124

	Outcomes
	Outcomes

	BW should go further on the satisfied customers outcome
	BW should go further on the satisfied customers outcome

	UWE
	UWE

	BW
	BW

	08/01/2013
	08/01/2013

	BW agreed to review this and UWE agreed to provide details of any on going research as and when it became available.
	BW agreed to review this and UWE agreed to provide details of any on going research as and when it became available.

	25/11/2013
	25/11/2013


	C-LEF-125
	C-LEF-125
	C-LEF-125

	SDS
	SDS

	When will the 25 year strategy be published.
	When will the 25 year strategy be published.

	EA
	EA

	BW
	BW

	08/01/2013
	08/01/2013

	It had been published.  There would be no republication.  Information will be used to inform 5 year strategy in business plan.
	It had been published.  There would be no republication.  Information will be used to inform 5 year strategy in business plan.

	08/01/2013
	08/01/2013


	C-LEF-126
	C-LEF-126
	C-LEF-126

	Customer research
	Customer research

	How will the research data be normalised bearing in mind the context in which it was carried out namely drought followed by heavy rain.
	How will the research data be normalised bearing in mind the context in which it was carried out namely drought followed by heavy rain.

	EA
	EA

	BW
	BW

	08/01/2013
	08/01/2013

	BW confirmed that the second stage results were used for comparison and normalisation.
	BW confirmed that the second stage results were used for comparison and normalisation.

	08/01/2013
	08/01/2013


	C-LEF-127
	C-LEF-127
	C-LEF-127

	Customer research
	Customer research

	How had the focus groups for the second stage CPSC research gone
	How had the focus groups for the second stage CPSC research gone

	CCW
	CCW

	BW
	BW

	08/01/2013
	08/01/2013

	BW commented and CSSC Chair confirmed they had not gone particularly well.  Concern had been raised how the quantitative research could be based on the qualitative.  CSSC discussed in more detail 24th Jan meeting.
	BW commented and CSSC Chair confirmed they had not gone particularly well.  Concern had been raised how the quantitative research could be based on the qualitative.  CSSC discussed in more detail 24th Jan meeting.

	08/01/2013
	08/01/2013


	C-LEF-128
	C-LEF-128
	C-LEF-128

	Customer research
	Customer research

	Raised concerns about leakage being in the CPSC research
	Raised concerns about leakage being in the CPSC research

	CCW
	CCW

	BW
	BW

	08/01/2013
	08/01/2013

	Questionnaire section on leakage should not be drafted until the CSSC had an understanding of the qualitative research.  CC Water agreed to inclusion at the 24th January meeting.
	Questionnaire section on leakage should not be drafted until the CSSC had an understanding of the qualitative research.  CC Water agreed to inclusion at the 24th January meeting.

	24/01/2013
	24/01/2013


	C-LEF-129
	C-LEF-129
	C-LEF-129

	Outcomes
	Outcomes

	Literature review on lead - how relevant the data in international studies
	Literature review on lead - how relevant the data in international studies

	NE
	NE

	BW
	BW

	08/01/2013
	08/01/2013

	BW confirmed this was a starting point.  Further UKWIR research results were due which related to the UK.  No lead study was done.
	BW confirmed this was a starting point.  Further UKWIR research results were due which related to the UK.  No lead study was done.

	08/01/2013
	08/01/2013


	C-LEF-130
	C-LEF-130
	C-LEF-130

	Outcomes
	Outcomes

	Would the UV scheme increase the carbon footprint
	Would the UV scheme increase the carbon footprint

	MDC
	MDC

	BW
	BW

	08/01/2013
	08/01/2013

	Slightly but the majority of the carbon would be set off by the reduction in chemical usage.  Have already implemented this in two other locations.  Even with the increase the total BW carbon use was decreasing.
	Slightly but the majority of the carbon would be set off by the reduction in chemical usage.  Have already implemented this in two other locations.  Even with the increase the total BW carbon use was decreasing.

	08/01/2013
	08/01/2013


	C-LEF-131
	C-LEF-131
	C-LEF-131

	Outcomes
	Outcomes

	Was the sand in the sand filters replaced? 
	Was the sand in the sand filters replaced? 

	MDC
	MDC

	BW
	BW

	08/01/2013
	08/01/2013

	The sand would be replaced but it took time to regenerate to a useable state.  Replacement scheme would remove this problem.
	The sand would be replaced but it took time to regenerate to a useable state.  Replacement scheme would remove this problem.

	08/01/2013
	08/01/2013


	C-LEF-132
	C-LEF-132
	C-LEF-132

	Outcomes
	Outcomes

	Would the DAF filter scheme be sufficient
	Would the DAF filter scheme be sufficient

	NE
	NE

	BW
	BW

	08/01/2013
	08/01/2013

	The planned scheme would give greater capacity and as it is modular it would be possible to put additional modules on at a later date when needed.
	The planned scheme would give greater capacity and as it is modular it would be possible to put additional modules on at a later date when needed.

	08/01/2013
	08/01/2013


	C-LEF-133
	C-LEF-133
	C-LEF-133

	Outcomes
	Outcomes

	Would additional sand filters solve the problem
	Would additional sand filters solve the problem

	CCW
	CCW

	BW
	BW

	08/01/2013
	08/01/2013

	They would but they would be more expensive.
	They would but they would be more expensive.

	08/01/2013
	08/01/2013


	C-LEF-134
	C-LEF-134
	C-LEF-134

	Outcomes
	Outcomes

	Would stubble burning be useful in the management of slugs
	Would stubble burning be useful in the management of slugs

	MDC
	MDC

	DWI
	DWI

	08/01/2013
	08/01/2013

	Stubble burning is banned.  Alternative solutions are being looked at.
	Stubble burning is banned.  Alternative solutions are being looked at.

	08/01/2013
	08/01/2013


	C-LEF-135
	C-LEF-135
	C-LEF-135

	Outcomes
	Outcomes

	Why not keep the lead standard the same rather than treating water with more chemicals.
	Why not keep the lead standard the same rather than treating water with more chemicals.

	MDC
	MDC

	DWI
	DWI

	08/01/2013
	08/01/2013

	The new standard is based on toxicological evidence and protects babies and young children
	The new standard is based on toxicological evidence and protects babies and young children

	08/01/2013
	08/01/2013


	C-LEF-136
	C-LEF-136
	C-LEF-136

	Outcomes
	Outcomes

	Are BW working proactively to deal with lead replacement or just responding to failures.
	Are BW working proactively to deal with lead replacement or just responding to failures.

	LEF Chair
	LEF Chair

	BW
	BW

	08/01/2013
	08/01/2013

	BW are working proactively with local authorities to identify and work with schools that have lead piping.  BW also replacing company communication pipes as part of mains replacements.  This was a key driver.  Customers are also encouraged to change their supply pipes.
	BW are working proactively with local authorities to identify and work with schools that have lead piping.  BW also replacing company communication pipes as part of mains replacements.  This was a key driver.  Customers are also encouraged to change their supply pipes.

	08/01/2013
	08/01/2013


	C-LEF-137
	C-LEF-137
	C-LEF-137

	Outcomes
	Outcomes

	A question was raised as to whether CO2 emissions were a sufficient measure.  
	A question was raised as to whether CO2 emissions were a sufficient measure.  

	LEF
	LEF

	BW
	BW

	08/01/2013
	08/01/2013

	It was confirmed that it is a standard approach set by Ofwat based on a government procedure.  Although it wasn’t the most meaningful it was the government standard and enabled comparison with other companies.  The Chair asked and BW confirmed that the Company would be willing to include additional measures.
	It was confirmed that it is a standard approach set by Ofwat based on a government procedure.  Although it wasn’t the most meaningful it was the government standard and enabled comparison with other companies.  The Chair asked and BW confirmed that the Company would be willing to include additional measures.

	08/01/2013
	08/01/2013


	C-LEF-138
	C-LEF-138
	C-LEF-138

	SDS
	SDS

	EA asked if BW had changed its planning as a result of the feedback. 
	EA asked if BW had changed its planning as a result of the feedback. 

	EA
	EA

	BW
	BW

	08/01/2013
	08/01/2013

	Refer to C-LEF-122
	Refer to C-LEF-122

	24/11/2013
	24/11/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-139
	C-LEF-139
	C-LEF-139

	SDS
	SDS

	One of the concerns raised by respondents commenting on the strategy was in relation to outside influences. 
	One of the concerns raised by respondents commenting on the strategy was in relation to outside influences. 

	LEF
	LEF

	BW
	BW

	08/01/2013
	08/01/2013

	BW confirmed they would have to respond to the outside influences. 
	BW confirmed they would have to respond to the outside influences. 

	08/01/2013
	08/01/2013


	C-LEF-140
	C-LEF-140
	C-LEF-140

	Outcomes
	Outcomes

	UWE challenged BW to consider going further on the Satisfied Customers outcome. Can BW do something to lead the field in innovation?  What can BW do to make water more customer- focussed, fun e.g. the Wessex Water app.
	UWE challenged BW to consider going further on the Satisfied Customers outcome. Can BW do something to lead the field in innovation?  What can BW do to make water more customer- focussed, fun e.g. the Wessex Water app.

	UWE
	UWE

	BW
	BW

	08/01/2013
	08/01/2013

	See C-LEF-124
	See C-LEF-124

	25/11/2013
	25/11/2013


	C-LEF-141
	C-LEF-141
	C-LEF-141

	Resources
	Resources

	How does BW get over to customers that it will potentially still have a water deficit even though there has been the second highest rainfall on record? 
	How does BW get over to customers that it will potentially still have a water deficit even though there has been the second highest rainfall on record? 

	LEF
	LEF

	UWE
	UWE

	08/01/2013
	08/01/2013

	WRSC discussed this point in their meeting of 21st February 2013.
	WRSC discussed this point in their meeting of 21st February 2013.

	21/02/2013
	21/02/2013


	C-LEF-142
	C-LEF-142
	C-LEF-142

	None
	None

	In reference to the NERA DOC0094 the Chair raised the issue of benchmarking with respect to Stage one survey results..
	In reference to the NERA DOC0094 the Chair raised the issue of benchmarking with respect to Stage one survey results..

	LEF Chair
	LEF Chair

	BW
	BW

	08/01/2013
	08/01/2013

	It was confirmed that this had been done during the previous process but it had yet to be agreed upon this time.  Wessex agreed that they would be willing to enter into benchmarking with BW.  See Industry WtP comparison study.
	It was confirmed that this had been done during the previous process but it had yet to be agreed upon this time.  Wessex agreed that they would be willing to enter into benchmarking with BW.  See Industry WtP comparison study.

	08/01/2013
	08/01/2013


	C-LEF-143
	C-LEF-143
	C-LEF-143

	Customer research
	Customer research

	How had the focus groups gone?
	How had the focus groups gone?

	CCW-JS
	CCW-JS

	NERA/ CSSC
	NERA/ CSSC

	08/01/2013
	08/01/2013

	BW commented and Chair confirmed that the groups witnessed had not gone particularly well, and that they were concerned how the qualitative results would be interpreted into the quantitative questionnaire.
	BW commented and Chair confirmed that the groups witnessed had not gone particularly well, and that they were concerned how the qualitative results would be interpreted into the quantitative questionnaire.

	08/01/2013
	08/01/2013


	C-LEF-144
	C-LEF-144
	C-LEF-144

	Investment
	Investment

	Mendip asked whether the scheme could affect the carbon footprint. 
	Mendip asked whether the scheme could affect the carbon footprint. 

	MDC
	MDC

	BW
	BW

	08/01/2013
	08/01/2013

	BW confirmed that the increase in electricity costs for the UV would partially be set off by the reduction in chemical costs. 
	BW confirmed that the increase in electricity costs for the UV would partially be set off by the reduction in chemical costs. 

	08/01/2013
	08/01/2013


	C-LEF-145
	C-LEF-145
	C-LEF-145

	Investment
	Investment

	CCW asked whether a cost/benefit analysis would be taken into account.
	CCW asked whether a cost/benefit analysis would be taken into account.

	CCW-TD
	CCW-TD

	BW
	BW

	08/01/2013
	08/01/2013

	MJK confirmed that this would form the basis of all schemes. Further details were provided as part of the investment planning appraisal. IPSC
	MJK confirmed that this would form the basis of all schemes. Further details were provided as part of the investment planning appraisal. IPSC

	25/07/2013
	25/07/2013


	C-LEF-146
	C-LEF-146
	C-LEF-146

	Investment
	Investment

	Although Nitrate reduction work is in place there is little emphasis on phosphate reduction.  UWE asked why?  
	Although Nitrate reduction work is in place there is little emphasis on phosphate reduction.  UWE asked why?  

	UWE
	UWE

	BW
	BW

	08/01/2013
	08/01/2013

	EA confirmed the drivers were different.  There was EU legislation with respect to nitrates but no such legislation currently relating to phosphates.  Defra and the EA had been in discussions at a European level with respect to phosphates in washing powder but there was no current driver to reduce/ban it.
	EA confirmed the drivers were different.  There was EU legislation with respect to nitrates but no such legislation currently relating to phosphates.  Defra and the EA had been in discussions at a European level with respect to phosphates in washing powder but there was no current driver to reduce/ban it.

	08/01/2013
	08/01/2013


	C-LEF-147
	C-LEF-147
	C-LEF-147

	Investment
	Investment

	Mendip asked whether BW replaced the sand in the slow sand filters. 
	Mendip asked whether BW replaced the sand in the slow sand filters. 

	MDC
	MDC

	BW
	BW

	08/01/2013
	08/01/2013

	GW confirmed the process.  He confirmed that the major problem was the speed of the process.  Part of the treatment was physical and the rest biological.  When the sand was skimmed or replaced it took a period of time to redevelop the biological filter.  As a result the amount of water available to supply to customers was reduced.  BY example it was noted that it took approximately 2 days to renew the bacterial filter in the summer but 5 days in the winter.  See also C-LEF-131
	GW confirmed the process.  He confirmed that the major problem was the speed of the process.  Part of the treatment was physical and the rest biological.  When the sand was skimmed or replaced it took a period of time to redevelop the biological filter.  As a result the amount of water available to supply to customers was reduced.  BY example it was noted that it took approximately 2 days to renew the bacterial filter in the summer but 5 days in the winter.  See also C-LEF-131

	08/01/2013
	08/01/2013


	C-LEF-148
	C-LEF-148
	C-LEF-148

	Investment
	Investment

	NE asked if the proposed DAF solution would be sufficient.
	NE asked if the proposed DAF solution would be sufficient.

	NE
	NE

	BW
	BW

	08/01/2013
	08/01/2013

	GW confirmed that the proposed scheme would have greater capacity than the current slow sand filters and that as the DAF system was modular it would be possible to increase the capacity easily in the future.  See also C-LEF-132.
	GW confirmed that the proposed scheme would have greater capacity than the current slow sand filters and that as the DAF system was modular it would be possible to increase the capacity easily in the future.  See also C-LEF-132.

	08/01/2013
	08/01/2013


	C-LEF-149
	C-LEF-149
	C-LEF-149

	Investment
	Investment

	CCW asked whether additional sand filters would solve the problem.
	CCW asked whether additional sand filters would solve the problem.

	CCW-TD
	CCW-TD

	BW
	BW

	08/01/2013
	08/01/2013

	GW explained that they were more expensive than DAF.  See also C-LEF-133.
	GW explained that they were more expensive than DAF.  See also C-LEF-133.

	08/01/2013
	08/01/2013


	C-LEF-150
	C-LEF-150
	C-LEF-150

	Investment
	Investment

	UWE asked about PES schemes. 
	UWE asked about PES schemes. 

	UWE
	UWE

	BW
	BW

	08/01/2013
	08/01/2013

	GW noted that BW were currently working directly with farmers and they had been responsive and happy to assist.  But this is not sufficient to solve the problem.  The schemes had previously worked well however the rate of decline in use had reduced in recent years so its effectiveness may have almost reached its peak.
	GW noted that BW were currently working directly with farmers and they had been responsive and happy to assist.  But this is not sufficient to solve the problem.  The schemes had previously worked well however the rate of decline in use had reduced in recent years so its effectiveness may have almost reached its peak.

	08/01/2013
	08/01/2013


	C-LEF-151
	C-LEF-151
	C-LEF-151

	Investment
	Investment

	Chair asked are BW proactively changing lead communication pipes or only responding to failures.
	Chair asked are BW proactively changing lead communication pipes or only responding to failures.

	LEF
	LEF

	BW
	BW

	08/01/2013
	08/01/2013

	GW confirmed that BW was proactively working with local authorities to identify and work with schools which have lead piping. 
	GW confirmed that BW was proactively working with local authorities to identify and work with schools which have lead piping. 

	08/01/2013
	08/01/2013


	C-LEF-152
	C-LEF-152
	C-LEF-152

	Customer research
	Customer research

	As BW had no customers supplied by rivers so river flows did not seem appropriate.
	As BW had no customers supplied by rivers so river flows did not seem appropriate.

	CSSC Chair
	CSSC Chair

	BW
	BW

	24/01/2013
	24/01/2013

	NERA confirmed it was used as a control in the research.
	NERA confirmed it was used as a control in the research.

	11/06/2013
	11/06/2013


	C-LEF-153
	C-LEF-153
	C-LEF-153

	Customer research
	Customer research

	Using litres/year was inconsistent with customers expectations would prefer litres per day
	Using litres/year was inconsistent with customers expectations would prefer litres per day

	CSSC Chair
	CSSC Chair

	NERA
	NERA

	24/01/2013
	24/01/2013

	NERA agreed to use litres per day
	NERA agreed to use litres per day

	24/01/2013
	24/01/2013


	C-LEF-154
	C-LEF-154
	C-LEF-154

	Customer research
	Customer research

	Could desalination be used as an option.
	Could desalination be used as an option.

	CCW
	CCW

	BW
	BW

	24/01/2013
	24/01/2013

	Would be discussed in WRMP but as it was disproportionately expensive not likely to form part of this business plan.
	Would be discussed in WRMP but as it was disproportionately expensive not likely to form part of this business plan.

	24/01/2013
	24/01/2013


	C-LEF-155
	C-LEF-155
	C-LEF-155

	Customer research
	Customer research

	Could Leakage bias customer responses
	Could Leakage bias customer responses

	CSSC Chair
	CSSC Chair

	NERA 
	NERA 

	24/01/2013
	24/01/2013

	NERA confirmed the controls built into the research will show whether the WTP is due to leakage or other factors such as bill level.
	NERA confirmed the controls built into the research will show whether the WTP is due to leakage or other factors such as bill level.

	24/01/2013
	24/01/2013


	C-LEF-156
	C-LEF-156
	C-LEF-156

	Customer research
	Customer research

	Why was  % used rather than X and Y as previous
	Why was  % used rather than X and Y as previous

	CCW
	CCW

	NERA
	NERA

	24/01/2013
	24/01/2013

	Stage 1 focussed on the risk to the individual of the experience of a particular attribute.  This wasn't the case here.  This approach had been successfully used in other research.
	Stage 1 focussed on the risk to the individual of the experience of a particular attribute.  This wasn't the case here.  This approach had been successfully used in other research.

	24/01/2013
	24/01/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-157
	C-LEF-157
	C-LEF-157

	Customer research
	Customer research

	How had the focus groups informed this stage of the research.   For the audit trail.
	How had the focus groups informed this stage of the research.   For the audit trail.

	CSSC Chair
	CSSC Chair

	NERA
	NERA

	24/01/2013
	24/01/2013

	Used as flags for what customers associated with leakage which had allowed NERA to develop the controls of rows 4,5,6 & 7.  Was not possible to control for all factors e.g. the notion of wastage in respect of leakage.  Agreed to amend the memo to clarify audit trail.  Covered in final WtP Stage 2 report.
	Used as flags for what customers associated with leakage which had allowed NERA to develop the controls of rows 4,5,6 & 7.  Was not possible to control for all factors e.g. the notion of wastage in respect of leakage.  Agreed to amend the memo to clarify audit trail.  Covered in final WtP Stage 2 report.

	01/08/2013
	01/08/2013


	C-LEF-158
	C-LEF-158
	C-LEF-158

	Customer research
	Customer research

	How were the Non Household customers selected and did it reflect BW demographics
	How were the Non Household customers selected and did it reflect BW demographics

	CSSC Chair
	CSSC Chair

	NERA
	NERA

	24/01/2013
	24/01/2013

	NERA used BW database and data regarding demographics.  Results were weighted accordingly.
	NERA used BW database and data regarding demographics.  Results were weighted accordingly.

	11/07/2013
	11/07/2013


	C-LEF-159
	C-LEF-159
	C-LEF-159

	Water Resources
	Water Resources

	How does customer research fit into dWRMP
	How does customer research fit into dWRMP

	WRSC Chair
	WRSC Chair

	BW
	BW

	21/02/2013
	21/02/2013

	In focus groups customer mentioned desalination and Cheddar 2 in relation to supply demand issues.  Acceptability Stage 2 research looked at metering, water efficiency and leakage as a quantitative survey.  WTP data used in WRMP and is included in the SDB model so forms part of the business plan and used in Statement of Response on dWRMP.
	In focus groups customer mentioned desalination and Cheddar 2 in relation to supply demand issues.  Acceptability Stage 2 research looked at metering, water efficiency and leakage as a quantitative survey.  WTP data used in WRMP and is included in the SDB model so forms part of the business plan and used in Statement of Response on dWRMP.

	19/11/2013
	19/11/2013


	C-LEF-160
	C-LEF-160
	C-LEF-160

	Water Resources
	Water Resources

	Will the dWRMP change
	Will the dWRMP change

	CCW
	CCW

	BW
	BW

	21/02/2013
	21/02/2013

	Results have led to reconsideration of the planning for the fWRMP and has to record all changes and why they were done. A Statement of response. Was circulated.
	Results have led to reconsideration of the planning for the fWRMP and has to record all changes and why they were done. A Statement of response. Was circulated.

	19/11/2013
	19/11/2013


	C-LEF-161
	C-LEF-161
	C-LEF-161

	Water Resources
	Water Resources

	How had environmental impacts of schemes been reviewed?
	How had environmental impacts of schemes been reviewed?

	NE
	NE

	BW
	BW

	21/02/2013
	21/02/2013

	High level environmental reviews carried out within option screening with EA.  Full strategic environmental assessments (SEAs) were carried out on feasible schemes.  SEAs published with dWRMP for consultation.  Habitats Regulation Assessments part of SEA.EA confirmed that as part of the dWRMP scoping Ofwat Countryside Council for Wales EA and NE had responded.  EA confirmed 3 month consultation period.
	High level environmental reviews carried out within option screening with EA.  Full strategic environmental assessments (SEAs) were carried out on feasible schemes.  SEAs published with dWRMP for consultation.  Habitats Regulation Assessments part of SEA.EA confirmed that as part of the dWRMP scoping Ofwat Countryside Council for Wales EA and NE had responded.  EA confirmed 3 month consultation period.

	21/02/2013
	21/02/2013


	C-LEF-162
	C-LEF-162
	C-LEF-162

	Water Resources
	Water Resources

	Environmental and Social Costs Assessment
	Environmental and Social Costs Assessment

	NE
	NE

	BW
	BW

	21/02/2013
	21/02/2013

	BW had followed EA environmental benefits assessment guidance on land, traffic etc.  Embedded carbon based on standard methodology.  Pumping costs converted to CO2 in accordance with DEFRA traded cost of carbon.  SEA sets out detail of how these were applied.
	BW had followed EA environmental benefits assessment guidance on land, traffic etc.  Embedded carbon based on standard methodology.  Pumping costs converted to CO2 in accordance with DEFRA traded cost of carbon.  SEA sets out detail of how these were applied.

	21/02/2013
	21/02/2013


	C-LEF-163
	C-LEF-163
	C-LEF-163

	Water Resources
	Water Resources

	What discussions had taken place in relation to bulk transfers.
	What discussions had taken place in relation to bulk transfers.

	WRSC
	WRSC

	BW
	BW

	21/02/2013
	21/02/2013

	No offer from Dwr Cymru, UU transfer expensive due to works required at Purton, WW transfer viable from Bridgwater, SWW expensive and considerable infrastructure needed at cost. Note: All these have been rejected
	No offer from Dwr Cymru, UU transfer expensive due to works required at Purton, WW transfer viable from Bridgwater, SWW expensive and considerable infrastructure needed at cost. Note: All these have been rejected

	21/02/2013
	21/02/2013


	C-LEF-164
	C-LEF-164
	C-LEF-164

	Water Resources
	Water Resources

	Consider reducing WW Bulk supply out.
	Consider reducing WW Bulk supply out.

	CCW
	CCW

	BW
	BW

	21/02/2013
	21/02/2013

	Confirmed that was the scheme listed on the schedule.  It would reduce income but have additional environmental and water available benefits.
	Confirmed that was the scheme listed on the schedule.  It would reduce income but have additional environmental and water available benefits.

	21/02/2013
	21/02/2013


	C-LEF-165
	C-LEF-165
	C-LEF-165

	Water Resources
	Water Resources

	Any scope to increase connectivity?
	Any scope to increase connectivity?

	EA
	EA

	BW
	BW

	21/02/2013
	21/02/2013

	No internal constraints.  Additional pipework would fall under resilience.  BW plan to reduce number of customers reliant on a single source.
	No internal constraints.  Additional pipework would fall under resilience.  BW plan to reduce number of customers reliant on a single source.

	21/02/2013
	21/02/2013


	C-LEF-166
	C-LEF-166
	C-LEF-166

	Demand
	Demand

	How does "Water Stressed" classification affect metering.
	How does "Water Stressed" classification affect metering.

	CCW
	CCW

	BW
	BW

	21/02/2013
	21/02/2013

	Gives BW the ability to compulsorily meter but were looking at the best option as to how. Subsequent classification to 'non-stressed' so no longer relevant.
	Gives BW the ability to compulsorily meter but were looking at the best option as to how. Subsequent classification to 'non-stressed' so no longer relevant.

	21/02/2013
	21/02/2013


	C-LEF-167
	C-LEF-167
	C-LEF-167

	Demand
	Demand

	NE noted PR issue of compulsorily metering when customers see leakage as inefficiency.
	NE noted PR issue of compulsorily metering when customers see leakage as inefficiency.

	NE
	NE

	BW
	BW

	21/02/2013
	21/02/2013

	Challenge noted. No further action.
	Challenge noted. No further action.

	21/02/2013
	21/02/2013


	C-LEF-168
	C-LEF-168
	C-LEF-168

	Demand
	Demand

	Has any research been done into benefits of change of occupier metering?
	Has any research been done into benefits of change of occupier metering?

	CCW
	CCW

	BW
	BW

	21/02/2013
	21/02/2013

	Not possible because no details of pre-metering consumption available.  Also change of occ large gardens had only identified approx. 2000 so far.
	Not possible because no details of pre-metering consumption available.  Also change of occ large gardens had only identified approx. 2000 so far.

	21/02/2013
	21/02/2013


	C-LEF-169
	C-LEF-169
	C-LEF-169

	Demand
	Demand

	Compulsory Metering would ring alarm bells, want assurances that social tariffs would be designed to support vulnerable customers
	Compulsory Metering would ring alarm bells, want assurances that social tariffs would be designed to support vulnerable customers

	CCW
	CCW

	BW
	BW

	21/02/2013
	21/02/2013

	Baseline - current company policies on optant metering and leakage.  BW will require more assurances on comp metering before implementing.  Note: BW no longer classed as 'water stressed'.  Policy reverts to previous status.
	Baseline - current company policies on optant metering and leakage.  BW will require more assurances on comp metering before implementing.  Note: BW no longer classed as 'water stressed'.  Policy reverts to previous status.

	21/02/2013
	21/02/2013


	C-LEF-170
	C-LEF-170
	C-LEF-170

	Water Resources
	Water Resources

	What does the business audit entail
	What does the business audit entail

	NE
	NE

	BW
	BW

	21/02/2013
	21/02/2013

	Regulations inspectors carry out process review on domestic water usage in businesses.  Suggest rainwater harvesting but do not include this on benefits due to high up front costs.  Also focus on untoward usage such as leakage and third parties tapping in.
	Regulations inspectors carry out process review on domestic water usage in businesses.  Suggest rainwater harvesting but do not include this on benefits due to high up front costs.  Also focus on untoward usage such as leakage and third parties tapping in.

	21/02/2013
	21/02/2013


	C-LEF-171
	C-LEF-171
	C-LEF-171

	Water Resources
	Water Resources

	Current cost of water?
	Current cost of water?

	NFU
	NFU

	BW
	BW

	21/02/2013
	21/02/2013

	£1.26 per m2.  Increasing to £1.35 per m2 on 1/4/13.  Viable schemes for dWRMP would cost less than £1 per m2.  And would have no impact on bills as would be covered by new customers.
	£1.26 per m2.  Increasing to £1.35 per m2 on 1/4/13.  Viable schemes for dWRMP would cost less than £1 per m2.  And would have no impact on bills as would be covered by new customers.

	21/02/2013
	21/02/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-172
	C-LEF-172
	C-LEF-172

	Water Resources
	Water Resources

	Confidence limit in deficit figure by 2030.
	Confidence limit in deficit figure by 2030.

	WRSC Chair
	WRSC Chair

	BW
	BW

	21/02/2013
	21/02/2013

	Not calculated as confidence limits.  BW uses headroom of 80% certainty it can meet its level of service effectively a 1:5 risk
	Not calculated as confidence limits.  BW uses headroom of 80% certainty it can meet its level of service effectively a 1:5 risk

	21/02/2013
	21/02/2013


	C-LEF-173
	C-LEF-173
	C-LEF-173

	Water Resources
	Water Resources

	Could increasing the size of Cheddar 2 help the increased demand.
	Could increasing the size of Cheddar 2 help the increased demand.

	EA
	EA

	BW
	BW

	21/02/2013
	21/02/2013

	Had been considered but additional costs significantly disproportionate to the benefit.  Had already increased from 6ML to 9ML.  Believed there was no additional yield available over and above that.
	Had been considered but additional costs significantly disproportionate to the benefit.  Had already increased from 6ML to 9ML.  Believed there was no additional yield available over and above that.

	21/02/2013
	21/02/2013


	C-LEF-174
	C-LEF-174
	C-LEF-174

	Water Resources
	Water Resources

	Are there any unconstrained schemes which may have a benefit on flood risk?
	Are there any unconstrained schemes which may have a benefit on flood risk?

	EA
	EA

	BW
	BW

	21/02/2013
	21/02/2013

	Too early to say.  Possibility Chew Stoke Reservoir would be within this class and is in 25 year WRMP.
	Too early to say.  Possibility Chew Stoke Reservoir would be within this class and is in 25 year WRMP.

	25/11/2013
	25/11/2013


	C-LEF-175
	C-LEF-175
	C-LEF-175

	Water Resources
	Water Resources

	Is Biodiversity included in the SEA?
	Is Biodiversity included in the SEA?

	NE
	NE

	BW
	BW

	21/02/2013
	21/02/2013

	Yes in particular in relation to abstractions.  BW assuming abstractions continue at licenced rate.  EA confirmed donor companies have to do SEA for bulk transfers.
	Yes in particular in relation to abstractions.  BW assuming abstractions continue at licenced rate.  EA confirmed donor companies have to do SEA for bulk transfers.

	21/02/2013
	21/02/2013


	C-LEF-176
	C-LEF-176
	C-LEF-176

	Water Resources
	Water Resources

	Water Framework Directive effects?
	Water Framework Directive effects?

	NE
	NE

	BW
	BW

	21/02/2013
	21/02/2013

	BW unaware of any actions on WFD other than monitoring which BW intends to continue.  Subsequently identified additional requirements and they've been included.
	BW unaware of any actions on WFD other than monitoring which BW intends to continue.  Subsequently identified additional requirements and they've been included.

	25.11.13
	25.11.13


	C-LEF-177
	C-LEF-177
	C-LEF-177

	Water Resources
	Water Resources

	Quality aspects in relation to WRMP
	Quality aspects in relation to WRMP

	DWI
	DWI

	BW
	BW

	21/02/2013
	21/02/2013

	Dealt with under Quality schemes not WRMP.  Catchment options and treatment options were likely.
	Dealt with under Quality schemes not WRMP.  Catchment options and treatment options were likely.

	21/02/2013
	21/02/2013


	C-LEF-178
	C-LEF-178
	C-LEF-178

	Water Resources
	Water Resources

	Could the non potable bulk supply in 2017 be reduced.
	Could the non potable bulk supply in 2017 be reduced.

	EA
	EA

	BW
	BW

	21/02/2013
	21/02/2013

	It was a supply to a gas power station.  It could be billed at the actual cost to supply so no effect on customers.  If BW refused power station would have to look at more expensive environmentally damaging alternatives.  If not required would reduce the risk of a hosepipe ban from 1 in 15 to 1 in 25 years.
	It was a supply to a gas power station.  It could be billed at the actual cost to supply so no effect on customers.  If BW refused power station would have to look at more expensive environmentally damaging alternatives.  If not required would reduce the risk of a hosepipe ban from 1 in 15 to 1 in 25 years.

	21/02/2013
	21/02/2013


	C-LEF-179
	C-LEF-179
	C-LEF-179

	LEF
	LEF

	What happens if Ofwat does not accept the LEF report?
	What happens if Ofwat does not accept the LEF report?

	LEF
	LEF

	BW
	BW

	12/03/2013
	12/03/2013

	BW were pleased with the input and had found it extremely valuable.  Work not wasted.
	BW were pleased with the input and had found it extremely valuable.  Work not wasted.

	12/03/2013
	12/03/2013


	C-LEF-180
	C-LEF-180
	C-LEF-180

	LEF
	LEF

	The previous meeting did not have an independent chair due to the Chairman and Deputy Chairman unavoidably absent.  The chair had been taken by the CSSC Chair.
	The previous meeting did not have an independent chair due to the Chairman and Deputy Chairman unavoidably absent.  The chair had been taken by the CSSC Chair.

	LEF
	LEF

	LEF
	LEF

	12/03/2013
	12/03/2013

	The LEF raised no concerns and were happy there were no issues.
	The LEF raised no concerns and were happy there were no issues.

	12/03/2013
	12/03/2013


	C-LEF-181
	C-LEF-181
	C-LEF-181

	Investment
	Investment

	Will Ofwat be producing baselines.
	Will Ofwat be producing baselines.

	DWI
	DWI

	BW
	BW

	12/03/2013
	12/03/2013

	Ofwat were not intending to produce baselines until after submission of the business plans.  They were due in March/April 2014.
	Ofwat were not intending to produce baselines until after submission of the business plans.  They were due in March/April 2014.

	01/04/2014
	01/04/2014


	C-LEF-182
	C-LEF-182
	C-LEF-182

	Investment
	Investment

	Will there be one baseline for all
	Will there be one baseline for all

	CCW
	CCW

	BW
	BW

	12/03/2013
	12/03/2013

	BW expected there to be individual baselines for companies but the methodology would be consistent
	BW expected there to be individual baselines for companies but the methodology would be consistent

	12/03/2013
	12/03/2013


	C-LEF-183
	C-LEF-183
	C-LEF-183

	Investment
	Investment

	Ofwat had not been collecting June Return data how would they be able to produce baselines?
	Ofwat had not been collecting June Return data how would they be able to produce baselines?

	DWI
	DWI

	BW
	BW

	12/03/2013
	12/03/2013

	An August Submission was required to produce relevant data
	An August Submission was required to produce relevant data

	12/03/2013
	12/03/2013


	C-LEF-184
	C-LEF-184
	C-LEF-184

	LEF
	LEF

	Should the LEF consider contacting Ofwat about their concerns on the process.
	Should the LEF consider contacting Ofwat about their concerns on the process.

	MDC
	MDC

	LEF
	LEF

	12/03/2013
	12/03/2013

	It was agreed that the Chairman would draft a letter to Ofwat for circulation.  LEF subsequently decided not to send such a letter.
	It was agreed that the Chairman would draft a letter to Ofwat for circulation.  LEF subsequently decided not to send such a letter.

	12/03/2013
	12/03/2013


	C-LEF-185
	C-LEF-185
	C-LEF-185

	PR14
	PR14

	What would happen if the PR14 process failed
	What would happen if the PR14 process failed

	CCW-TD
	CCW-TD

	BW
	BW

	12/03/2013
	12/03/2013

	BW confirmed that there was a mechanism in the Water Industry Act which provided a fall back provision based on the final K of the previous AMP period
	BW confirmed that there was a mechanism in the Water Industry Act which provided a fall back provision based on the final K of the previous AMP period

	12/03/2013
	12/03/2013


	C-LEF-186
	C-LEF-186
	C-LEF-186

	PR14
	PR14

	River basin plans were not due to be signed off until 2015.  How would companies be able to deal with sign off.
	River basin plans were not due to be signed off until 2015.  How would companies be able to deal with sign off.

	EA
	EA

	BW
	BW

	12/03/2013
	12/03/2013

	BW confirmed that river basin plans are less of a problem than for WASCs.  Further details can be found in the RBMP for 2009 - 2015.
	BW confirmed that river basin plans are less of a problem than for WASCs.  Further details can be found in the RBMP for 2009 - 2015.

	12/03/2013
	12/03/2013


	C-LEF-187
	C-LEF-187
	C-LEF-187

	SDS
	SDS

	Were BW intending to respond to individual feedback on the 25 year strategy directly.
	Were BW intending to respond to individual feedback on the 25 year strategy directly.

	CCW-TD
	CCW-TD

	BW
	BW

	12/03/2013
	12/03/2013

	BW were not intending to respond directly but a "thank you" to all respondents would be put on the website.  Unforeseen circumstances meant this did not get done.  
	BW were not intending to respond directly but a "thank you" to all respondents would be put on the website.  Unforeseen circumstances meant this did not get done.  

	12/03/2013
	12/03/2013


	C-LEF-188
	C-LEF-188
	C-LEF-188

	Performance measures
	Performance measures

	BW could use the Biodiversity 2020 paper standards as the basis for a Measure of Success.
	BW could use the Biodiversity 2020 paper standards as the basis for a Measure of Success.

	NE
	NE

	BW
	BW

	12/03/2013
	12/03/2013

	BW confirmed 100% in favourable status (above the 95% suggested).  BW has therefore outperformed on these targets already and therefore cannot give an effective measure of success.
	BW confirmed 100% in favourable status (above the 95% suggested).  BW has therefore outperformed on these targets already and therefore cannot give an effective measure of success.

	12/03/2013
	12/03/2013


	C-LEF-189
	C-LEF-189
	C-LEF-189

	PR14
	PR14

	If UK left the EU would environmental policies change?
	If UK left the EU would environmental policies change?

	MDC
	MDC

	EA
	EA

	12/03/2013
	12/03/2013

	Confirmed that the EU policies were very close to UK policies in any event and no significant change would be expected if UK left the EU.
	Confirmed that the EU policies were very close to UK policies in any event and no significant change would be expected if UK left the EU.

	12/03/2013
	12/03/2013


	C-LEF-190
	C-LEF-190
	C-LEF-190

	Water Resources
	Water Resources

	Has there been any change in the supply/demand figures since the previous meeting in October?
	Has there been any change in the supply/demand figures since the previous meeting in October?

	CCW-TD
	CCW-TD

	BW
	BW

	12/03/2013
	12/03/2013

	BW confirmed the climate change impacts had been updated
	BW confirmed the climate change impacts had been updated

	12/03/2013
	12/03/2013


	C-LEF-191
	C-LEF-191
	C-LEF-191

	Water Resources
	Water Resources

	Will the bulk supply to Wessex continue?
	Will the bulk supply to Wessex continue?

	LEF Chair
	LEF Chair

	BW
	BW

	12/03/2013
	12/03/2013

	BW said it was needed for peak demand during May/June/July but it was reviewing reducing the total volume supplied as part of the future options. 
	BW said it was needed for peak demand during May/June/July but it was reviewing reducing the total volume supplied as part of the future options. 

	12/03/2013
	12/03/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-192
	C-LEF-192
	C-LEF-192

	Water Resources
	Water Resources

	Were BW looking at trading water with Dwr Cymru
	Were BW looking at trading water with Dwr Cymru

	LEF Chair
	LEF Chair

	LEF/BW
	LEF/BW

	12/03/2013
	12/03/2013

	DWI said that it thought Dwr Cymru (Welsh Water) was looking for opportunities to trade water but CCWJ was not sure if the Welsh Assembly Government was keen to promote this. DWI noted that Dwr Cymru already supplies Birmingham and BW noted that its supply at Purton originates from Vyrnwy in North Wales via the Severn. Age UK asked about bringing water in from outside? BW confirmed that it was considering a number of options of bringing water from outside its own supply area.  See also C-LEF-198.
	DWI said that it thought Dwr Cymru (Welsh Water) was looking for opportunities to trade water but CCWJ was not sure if the Welsh Assembly Government was keen to promote this. DWI noted that Dwr Cymru already supplies Birmingham and BW noted that its supply at Purton originates from Vyrnwy in North Wales via the Severn. Age UK asked about bringing water in from outside? BW confirmed that it was considering a number of options of bringing water from outside its own supply area.  See also C-LEF-198.

	12/03/2013
	12/03/2013


	C-LEF-193
	C-LEF-193
	C-LEF-193

	Demand
	Demand

	What was the difference between the two types of change of occupier metering mentioned on slide 18 of the presentation on 12/3/13
	What was the difference between the two types of change of occupier metering mentioned on slide 18 of the presentation on 12/3/13

	AgeUK
	AgeUK

	BW
	BW

	12/03/2013
	12/03/2013

	One related to all changes of occupier and the other only to those with large gardens (which would only produce approx. 2000 metered properties per year).  See also C-LEF-199.
	One related to all changes of occupier and the other only to those with large gardens (which would only produce approx. 2000 metered properties per year).  See also C-LEF-199.

	12/03/2013
	12/03/2013


	C-LEF-194
	C-LEF-194
	C-LEF-194

	Investment
	Investment

	Is it costly to repair customer side leaks?  Should this info be provided to customers to encourage them to repair.
	Is it costly to repair customer side leaks?  Should this info be provided to customers to encourage them to repair.

	MDC
	MDC

	BW
	BW

	12/03/2013
	12/03/2013

	Metering will assist customers to be more aware of leaks on their side of the pipe.
	Metering will assist customers to be more aware of leaks on their side of the pipe.

	12/03/2013
	12/03/2013


	C-LEF-195
	C-LEF-195
	C-LEF-195

	Investment
	Investment

	Why cant we insist customers replace their own supply pipes
	Why cant we insist customers replace their own supply pipes

	Chair
	Chair

	BW
	BW

	12/03/2013
	12/03/2013

	MJK explained that on the 1st leak BW carry out the repair under a current scheme for specific types of customers.  The scheme proposed would extend this offer to other types of customers.  See also C-LEF-200
	MJK explained that on the 1st leak BW carry out the repair under a current scheme for specific types of customers.  The scheme proposed would extend this offer to other types of customers.  See also C-LEF-200

	12/03/2013
	12/03/2013


	C-LEF-196
	C-LEF-196
	C-LEF-196

	Demand
	Demand

	were increased population figures included in the calculations for the dWRMP?
	were increased population figures included in the calculations for the dWRMP?

	CCW-JS
	CCW-JS

	BW
	BW

	12/03/2013
	12/03/2013

	Confirmed.  See also C-LEF-207.
	Confirmed.  See also C-LEF-207.

	12/03/2013
	12/03/2013


	C-LEF-197
	C-LEF-197
	C-LEF-197

	Demand
	Demand

	Has there been a difference in the SDB since October 2012
	Has there been a difference in the SDB since October 2012

	CCW-TD
	CCW-TD

	BW
	BW

	12/03/2013
	12/03/2013

	BW were considering both demand and supply options. SDB updated reflecting new data, reflected in statement of response. 
	BW were considering both demand and supply options. SDB updated reflecting new data, reflected in statement of response. 

	20/11/2013
	20/11/2013


	C-LEF-198
	C-LEF-198
	C-LEF-198

	Water Resources
	Water Resources

	Chair asked if Wales was likely as a net exporter since it has excess available.
	Chair asked if Wales was likely as a net exporter since it has excess available.

	LEF Chair
	LEF Chair

	BW
	BW

	12/03/2013
	12/03/2013

	Duplicate of 192
	Duplicate of 192

	12/03/2013
	12/03/2013


	C-LEF-199
	C-LEF-199
	C-LEF-199

	Investment
	Investment

	Age UK asked for clarification on the two Change of Occupier Metering options on slide 18. 
	Age UK asked for clarification on the two Change of Occupier Metering options on slide 18. 

	Age UK
	Age UK

	BW
	BW

	12/03/2013
	12/03/2013

	Duplicate of 193
	Duplicate of 193

	12/03/2013
	12/03/2013


	C-LEF-200
	C-LEF-200
	C-LEF-200

	Investment
	Investment

	In respect of a scheme to subsidise supply pipe replacement, Chair asked why we can't insist customers replace their own supply pipes. 
	In respect of a scheme to subsidise supply pipe replacement, Chair asked why we can't insist customers replace their own supply pipes. 

	LEF Chair
	LEF Chair

	BW
	BW

	12/03/2013
	12/03/2013

	Duplicate of 194
	Duplicate of 194

	12/03/2013
	12/03/2013


	C-LEF-201
	C-LEF-201
	C-LEF-201

	LEF
	LEF

	CCWJ asked how BW was going to take into account customer responses. 
	CCWJ asked how BW was going to take into account customer responses. 

	CCW-JS
	CCW-JS

	BW
	BW

	12/03/2013
	12/03/2013

	MJK explained that within the optimiser the cost benefit analysis will take into account the results of the research when drafting the PBP, final WRMP and FBP.  Currently metering has not come out as an optimised scheme because customer preference data has not yet been included  (as not available until April). However, change of occupier metering has been included in the DWRMP as it is considered that the additional benefits would make it cost beneficial, and because BW believe it is an important element of
	MJK explained that within the optimiser the cost benefit analysis will take into account the results of the research when drafting the PBP, final WRMP and FBP.  Currently metering has not come out as an optimised scheme because customer preference data has not yet been included  (as not available until April). However, change of occupier metering has been included in the DWRMP as it is considered that the additional benefits would make it cost beneficial, and because BW believe it is an important element of

	12/03/2013
	12/03/2013


	C-LEF-202
	C-LEF-202
	C-LEF-202

	Water Resources
	Water Resources

	CCWT asked whether BW used the EA methodology. 
	CCWT asked whether BW used the EA methodology. 

	CCW-TD
	CCW-TD

	BW
	BW

	12/03/2013
	12/03/2013

	MJB confirmed that both BW and their independent consultants used the EA methodology.
	MJB confirmed that both BW and their independent consultants used the EA methodology.

	12/03/2013
	12/03/2013


	C-LEF-203
	C-LEF-203
	C-LEF-203

	Demand
	Demand

	Mendip asked whether there was a reduced carbon impact for the pressure reduction schemes. 
	Mendip asked whether there was a reduced carbon impact for the pressure reduction schemes. 

	MDC
	MDC

	BW
	BW

	12/03/2013
	12/03/2013

	MJB explained there was minimal impact as it doesn’t reduce pumping.  Water is pumped up to the reservoirs and then gravity takes it to the supply pipes.  The impact on pumping will be the reduced leakage.
	MJB explained there was minimal impact as it doesn’t reduce pumping.  Water is pumped up to the reservoirs and then gravity takes it to the supply pipes.  The impact on pumping will be the reduced leakage.

	12/03/2013
	12/03/2013


	C-LEF-204
	C-LEF-204
	C-LEF-204

	Water Resources
	Water Resources

	Mendip asked if redundant quarries had been considered.
	Mendip asked if redundant quarries had been considered.

	MDC
	MDC

	BW
	BW

	12/03/2013
	12/03/2013

	MJB confirmed that they had been in the original list of unconstrained schemes. But both of those considered had been filtered out during the review using the EA methodology due to the uncertainty in yields. 
	MJB confirmed that they had been in the original list of unconstrained schemes. But both of those considered had been filtered out during the review using the EA methodology due to the uncertainty in yields. 

	12/03/2013
	12/03/2013


	C-LEF-205
	C-LEF-205
	C-LEF-205

	Water Resources
	Water Resources

	DWI asked if any of the forecast deficit was due to sustainability reductions on abstraction. 
	DWI asked if any of the forecast deficit was due to sustainability reductions on abstraction. 

	DWI
	DWI

	BW
	BW

	12/03/2013
	12/03/2013

	BW does not have any of those yet but future investigations may identify some. 
	BW does not have any of those yet but future investigations may identify some. 

	12/03/2013
	12/03/2013


	C-LEF-206
	C-LEF-206
	C-LEF-206

	Customer research
	Customer research

	CCWT noted that Willingness to Pay (WTP) was not included and so there might be a disconnect between the dWRMP and the PBP. 
	CCWT noted that Willingness to Pay (WTP) was not included and so there might be a disconnect between the dWRMP and the PBP. 

	CCW-TD
	CCW-TD

	BW
	BW

	12/03/2013
	12/03/2013

	MJK explained that WTP would be taken into account in the PBP, FDP and final WRMP. 
	MJK explained that WTP would be taken into account in the PBP, FDP and final WRMP. 

	12/03/2013
	12/03/2013


	C-LEF-207
	C-LEF-207
	C-LEF-207

	Demand
	Demand

	Chair – was increased population included in demand figures?
	Chair – was increased population included in demand figures?

	WRMPSC Chair
	WRMPSC Chair

	BW
	BW

	12/03/2013
	12/03/2013

	MJB confirmed.  See also C-LEF-196.
	MJB confirmed.  See also C-LEF-196.

	12/03/2013
	12/03/2013


	C-LEF-208
	C-LEF-208
	C-LEF-208

	Demand
	Demand

	Chair asked about the proportion of energy cost to water and whether BW were sensitised to the increase in electricity costs.
	Chair asked about the proportion of energy cost to water and whether BW were sensitised to the increase in electricity costs.

	WRMPSC Chair
	WRMPSC Chair

	BW
	BW

	12/03/2013
	12/03/2013

	MJK explained that the electricity bill was £7M out of a total turnover of £107M.  The major reductions would come from reductions in leakage and increased metering.  The biggest concern is if there is no electricity there will be no pumps.
	MJK explained that the electricity bill was £7M out of a total turnover of £107M.  The major reductions would come from reductions in leakage and increased metering.  The biggest concern is if there is no electricity there will be no pumps.

	12/03/2013
	12/03/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-209
	C-LEF-209
	C-LEF-209

	Water Resources
	Water Resources

	Have BW responded to NE on their position with regards to biodiversity?
	Have BW responded to NE on their position with regards to biodiversity?

	CCW-TD
	CCW-TD

	BW
	BW

	12/03/2013
	12/03/2013

	Yes.  A separate meeting to discuss Biodiversity matters was held on 18th June 2013.  
	Yes.  A separate meeting to discuss Biodiversity matters was held on 18th June 2013.  

	18/06/2013
	18/06/2013


	C-LEF-210
	C-LEF-210
	C-LEF-210

	Water Resources
	Water Resources

	if BW were intending to respond to the individuals who provided feedback.  PEJM stated that it was not intended to respond to individuals directly
	if BW were intending to respond to the individuals who provided feedback.  PEJM stated that it was not intended to respond to individuals directly

	CCW-TD
	CCW-TD

	BW
	BW

	12/03/2013
	12/03/2013

	See C-LEF-187
	See C-LEF-187

	19/03/2013
	19/03/2013


	C-LEF-211
	C-LEF-211
	C-LEF-211

	Water Resources
	Water Resources

	CCWT asked if there had there been a change in the supply/demand balance since the Sub Committee meetings in October 2012
	CCWT asked if there had there been a change in the supply/demand balance since the Sub Committee meetings in October 2012

	CCW-TD
	CCW-TD

	BW
	BW

	12/03/2013
	12/03/2013

	There has been a change  due to climate change.  MJB confirmed that the Climate Change impacts had been updated.
	There has been a change  due to climate change.  MJB confirmed that the Climate Change impacts had been updated.

	20/03/2013
	20/03/2013


	C-LEF-212
	C-LEF-212
	C-LEF-212

	PR14
	PR14

	Are BW aiming for Ofwat’s “Enhanced” status for the plan?
	Are BW aiming for Ofwat’s “Enhanced” status for the plan?

	IPSC Chair
	IPSC Chair

	BW
	BW

	30/04/2013
	30/04/2013

	Our aim is to make a good plan for our customers not specifically to obtain enhanced.  What was most important was producing a balanced plan
	Our aim is to make a good plan for our customers not specifically to obtain enhanced.  What was most important was producing a balanced plan

	30/04/2013
	30/04/2013


	C-LEF-213
	C-LEF-213
	C-LEF-213

	Outcomes
	Outcomes

	Were there any plans to change the Outcomes
	Were there any plans to change the Outcomes

	RW
	RW

	BW
	BW

	30/04/2013
	30/04/2013

	WJS confirmed that there was no plan to change the Outcomes unless there was a significant change in circumstances.  BW were not planning to make any changes but were open to suggestions from other companies Measures of Success if there was anything we had not thought of previously
	WJS confirmed that there was no plan to change the Outcomes unless there was a significant change in circumstances.  BW were not planning to make any changes but were open to suggestions from other companies Measures of Success if there was anything we had not thought of previously

	30/04/2013
	30/04/2013


	C-LEF-214
	C-LEF-214
	C-LEF-214

	Investment
	Investment

	Was the presentation looking at Opex or Capex?
	Was the presentation looking at Opex or Capex?

	RW
	RW

	BW
	BW

	30/04/2013
	30/04/2013

	BW confirmed it was looking at both types of solution. 
	BW confirmed it was looking at both types of solution. 

	30/04/2013
	30/04/2013


	C-LEF-215
	C-LEF-215
	C-LEF-215

	Investment
	Investment

	Had SEAMS model been used before?  MM noted that he had worked with SEAMS on previous projects.
	Had SEAMS model been used before?  MM noted that he had worked with SEAMS on previous projects.

	IPSC Chair
	IPSC Chair

	BW
	BW

	30/04/2013
	30/04/2013

	WJS confirmed the models have been built specifically for BW.  They had previously carried out work for Severn Trent and Northumbrian among others.
	WJS confirmed the models have been built specifically for BW.  They had previously carried out work for Severn Trent and Northumbrian among others.

	30/04/2013
	30/04/2013


	C-LEF-216
	C-LEF-216
	C-LEF-216

	Investment
	Investment

	How would the LEF get assurance on the modelling?  Would there be any peer review?
	How would the LEF get assurance on the modelling?  Would there be any peer review?

	IPSC Chair
	IPSC Chair

	BW
	BW

	30/04/2013
	30/04/2013

	WJS noted that there was assurance built into and around the project itself.  There were internal review processes, the project had its own reviewer and the Reporter would also audit the data and procedure.  MM Confirmed the audit would review design and ensure appropriateness.  See Auditor report from LEF meeting of 4th November 2013.
	WJS noted that there was assurance built into and around the project itself.  There were internal review processes, the project had its own reviewer and the Reporter would also audit the data and procedure.  MM Confirmed the audit would review design and ensure appropriateness.  See Auditor report from LEF meeting of 4th November 2013.

	04/11/2013
	04/11/2013


	C-LEF-217
	C-LEF-217
	C-LEF-217

	Investment
	Investment

	The Chair asked the meeting to explain the problem with Eels.
	The Chair asked the meeting to explain the problem with Eels.

	IPSC Chair
	IPSC Chair

	BW
	BW

	30/04/2013
	30/04/2013

	EA - a new statutory instrument (SI) was introduced in 2010, after an EU directive.  The SI makes the EA the competent authority for implementation.  Under its provisions structures need to be updated to ensure no inhibition of the passage of Eels through waterways.  The issues involve Obstruction and Abstraction.
	EA - a new statutory instrument (SI) was introduced in 2010, after an EU directive.  The SI makes the EA the competent authority for implementation.  Under its provisions structures need to be updated to ensure no inhibition of the passage of Eels through waterways.  The issues involve Obstruction and Abstraction.

	30/04/2013
	30/04/2013


	C-LEF-218
	C-LEF-218
	C-LEF-218

	Investment
	Investment

	Were there other organisations in the BW area who had obligations in this area (eels) over which BW has no control?
	Were there other organisations in the BW area who had obligations in this area (eels) over which BW has no control?

	IPSC Chair
	IPSC Chair

	BW
	BW

	30/04/2013
	30/04/2013

	EA - yes.  All EA assets were updated.  
	EA - yes.  All EA assets were updated.  

	04/11/2013
	04/11/2013


	C-LEF-219
	C-LEF-219
	C-LEF-219

	Investment
	Investment

	Has the Eel management plan been shared with other organisations?
	Has the Eel management plan been shared with other organisations?

	IPSC Chair
	IPSC Chair

	BW
	BW

	30/04/2013
	30/04/2013

	MJK - an internal response was being drafted to the initial request for info from the EA.  They confirmed two levels of work: High priority sites at low cost - phase one. And projects with significant cost implications - phase two.   See briefing paper on Eels.
	MJK - an internal response was being drafted to the initial request for info from the EA.  They confirmed two levels of work: High priority sites at low cost - phase one. And projects with significant cost implications - phase two.   See briefing paper on Eels.

	04/11/2013
	04/11/2013


	C-LEF-220
	C-LEF-220
	C-LEF-220

	Investment
	Investment

	Could the relevant parties provide more details regarding these works when they are ready?
	Could the relevant parties provide more details regarding these works when they are ready?

	IPSC Chair
	IPSC Chair

	BW
	BW

	30/04/2013
	30/04/2013

	 EA/BW confirmed they would provide a briefing on eels.  
	 EA/BW confirmed they would provide a briefing on eels.  

	04/11/2013
	04/11/2013


	C-LEF-221
	C-LEF-221
	C-LEF-221

	Investment
	Investment

	Could Eels subsequently become caught in different areas up or down stream once first tranche of works completed and cause new sites to fall within early schemes?
	Could Eels subsequently become caught in different areas up or down stream once first tranche of works completed and cause new sites to fall within early schemes?

	GSF/BW
	GSF/BW

	BW
	BW

	30/04/2013
	30/04/2013

	EA - Yes.  MJK confirmed that would be a business risk.  It was noted that this could be evidenced as good practice among organisations.  BW produced separate document on Eels.
	EA - Yes.  MJK confirmed that would be a business risk.  It was noted that this could be evidenced as good practice among organisations.  BW produced separate document on Eels.

	04/11/2013
	04/11/2013


	C-LEF-222
	C-LEF-222
	C-LEF-222

	Investment
	Investment

	Had there been problems with quality relating to metaldehyde as a result of the wet summer?
	Had there been problems with quality relating to metaldehyde as a result of the wet summer?

	CCW-JS
	CCW-JS

	BW
	BW

	30/04/2013
	30/04/2013

	 Alternative solutions would be looked at if this proved necessary.  It was noted new treatment works must include provision for metaldehyde removal but that there was no retrofitting  provision.  BW was not planning new TW but that a risk based approach was acceptable allowing time to further investigate catchment type solutions.
	 Alternative solutions would be looked at if this proved necessary.  It was noted new treatment works must include provision for metaldehyde removal but that there was no retrofitting  provision.  BW was not planning new TW but that a risk based approach was acceptable allowing time to further investigate catchment type solutions.

	30/04/2013
	30/04/2013


	C-LEF-223
	C-LEF-223
	C-LEF-223

	Investment
	Investment

	What provision had been made for customer supply pipe replacement in relation to the reducing lead standard limit?
	What provision had been made for customer supply pipe replacement in relation to the reducing lead standard limit?

	Chair
	Chair

	BW
	BW

	30/04/2013
	30/04/2013

	MJK confirmed that a SDB had not proved to be cost beneficial when replacing piping at change of occupier - as was common practice.  Lead was on going issue being mitigated by current phosphate dosing regime.  Strategy was that when a standard failed, individual pipes would be dealt with.
	MJK confirmed that a SDB had not proved to be cost beneficial when replacing piping at change of occupier - as was common practice.  Lead was on going issue being mitigated by current phosphate dosing regime.  Strategy was that when a standard failed, individual pipes would be dealt with.

	30/04/2013
	30/04/2013


	C-LEF-224
	C-LEF-224
	C-LEF-224

	Investment
	Investment

	What funding was available?
	What funding was available?

	Chair
	Chair

	BW
	BW

	30/04/2013
	30/04/2013

	MJK £1.2m had been set aside within the current draft plans.
	MJK £1.2m had been set aside within the current draft plans.

	30/04/2013
	30/04/2013


	C-LEF-225
	C-LEF-225
	C-LEF-225

	Investment
	Investment

	Reviewing NEP Stage 2 - it appeared that additional matters need to be dealt with by BW, in particular invasive plants and fish and Egford Main and Sub Nitrate.
	Reviewing NEP Stage 2 - it appeared that additional matters need to be dealt with by BW, in particular invasive plants and fish and Egford Main and Sub Nitrate.

	Chair
	Chair

	BW
	BW

	30/04/2013
	30/04/2013

	MJK - Investigations were on going and were due to end 2017.  Egford was to be dealt with under the catchment management programme. Part of NEP
	MJK - Investigations were on going and were due to end 2017.  Egford was to be dealt with under the catchment management programme. Part of NEP

	04/11/2013
	04/11/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-226
	C-LEF-226
	C-LEF-226

	Investment
	Investment

	Were there likely to be any further changes between stage 2 and 3?
	Were there likely to be any further changes between stage 2 and 3?

	CCW-JS
	CCW-JS

	EA
	EA

	30/04/2013
	30/04/2013

	EA - the additional provision on Eels - knowledge still in early stages.  EA  offered to keep IPSC/LEF up to date.
	EA - the additional provision on Eels - knowledge still in early stages.  EA  offered to keep IPSC/LEF up to date.

	30/04/2013
	30/04/2013


	C-LEF-227
	C-LEF-227
	C-LEF-227

	Investment
	Investment

	Was there provision for metaldehyde at Cheddar
	Was there provision for metaldehyde at Cheddar

	IPSC Chair
	IPSC Chair

	BW
	BW

	30/04/2013
	30/04/2013

	MJK confirmed this was not necessary as the risk of met aldehyde was currently assessed to be low.
	MJK confirmed this was not necessary as the risk of met aldehyde was currently assessed to be low.

	30/04/2013
	30/04/2013


	C-LEF-228
	C-LEF-228
	C-LEF-228

	PR14
	PR14

	Looking at risk BW used the UKWIR methodology developed by Halcrow with the industry and Ofwat.  Were there any specific significant risks?
	Looking at risk BW used the UKWIR methodology developed by Halcrow with the industry and Ofwat.  Were there any specific significant risks?

	Chair
	Chair

	BW
	BW

	30/04/2013
	30/04/2013

	 MJK - Severn Tidal surge. - saline ingress at Sharpness Canal - 110,000 properties out for 2 weeks or more or major TW failure.
	 MJK - Severn Tidal surge. - saline ingress at Sharpness Canal - 110,000 properties out for 2 weeks or more or major TW failure.

	30/04/2013
	30/04/2013


	C-LEF-229
	C-LEF-229
	C-LEF-229

	PR14
	PR14

	Were there any new solutions to these risks?
	Were there any new solutions to these risks?

	Chair
	Chair

	BW
	BW

	30/04/2013
	30/04/2013

	MJK - No  new solutions but new methodology developed by UKWIR was being used rather than the previous company one.  The questions in the previous WtP research (PR09) were not dealt with under the new approach.  The new survey instruments are better, a more robust approach.
	MJK - No  new solutions but new methodology developed by UKWIR was being used rather than the previous company one.  The questions in the previous WtP research (PR09) were not dealt with under the new approach.  The new survey instruments are better, a more robust approach.

	01/11/2013
	01/11/2013


	C-LEF-230
	C-LEF-230
	C-LEF-230

	PR14
	PR14

	Are Ofwat on board with methodology?
	Are Ofwat on board with methodology?

	CCW
	CCW

	30/04/2013
	30/04/2013

	No specific assurance has been received direct from Ofwat but they were involved in steering group. Ofwat's 9 principles form part of the practice guide.  Noted that the Reporter needs SEMD security clearance to provide the LEF with necessary assurance.
	No specific assurance has been received direct from Ofwat but they were involved in steering group. Ofwat's 9 principles form part of the practice guide.  Noted that the Reporter needs SEMD security clearance to provide the LEF with necessary assurance.

	30/04/2013
	30/04/2013


	C-LEF-231
	C-LEF-231
	C-LEF-231

	Cost of Capital
	Cost of Capital

	LEF would need assurances that calculations are to the correct level.
	LEF would need assurances that calculations are to the correct level.

	Chair
	Chair

	BW
	BW

	30/04/2013
	30/04/2013

	Confirmed.  PWC provided this in their assurance report to BW Board.
	Confirmed.  PWC provided this in their assurance report to BW Board.

	21/11/2013
	21/11/2013


	C-LEF-232
	C-LEF-232
	C-LEF-232

	PR14
	PR14

	How will efficiencies be taken into account?
	How will efficiencies be taken into account?

	CCW
	CCW

	Bw
	Bw

	30/04/2013
	30/04/2013

	MJK - confirmed that efficiencies were calculated on overall programme rather than within individual schemes.
	MJK - confirmed that efficiencies were calculated on overall programme rather than within individual schemes.

	30/04/2013
	30/04/2013


	C-LEF-233
	C-LEF-233
	C-LEF-233

	PR14
	PR14

	Will there be a preparation on menu choices for the LEF?
	Will there be a preparation on menu choices for the LEF?

	Chair
	Chair

	BW
	BW

	30/04/2013
	30/04/2013

	MJK - Aim is to get he right control plan together now.  The menu process has not yet been specified and can be better addressed at  a later stage.
	MJK - Aim is to get he right control plan together now.  The menu process has not yet been specified and can be better addressed at  a later stage.

	2014
	2014


	C-LEF-234
	C-LEF-234
	C-LEF-234

	Outcomes
	Outcomes

	How is the plan validated?
	How is the plan validated?

	CCW
	CCW

	BW
	BW

	30/04/2013
	30/04/2013

	MJK - different validation processes are used for each deferent level of cost estimate maturity.  Cross industry comparisons can be done using the TR61 database.  GSF - S/D schemes have already gone through the process.  Some schemes are alternatives for the same issue.  In the current AMP5 70-75% of schemes were at maturity 1 or 2.
	MJK - different validation processes are used for each deferent level of cost estimate maturity.  Cross industry comparisons can be done using the TR61 database.  GSF - S/D schemes have already gone through the process.  Some schemes are alternatives for the same issue.  In the current AMP5 70-75% of schemes were at maturity 1 or 2.

	30/04/2013
	30/04/2013


	C-LEF-235
	C-LEF-235
	C-LEF-235

	Outcomes
	Outcomes

	Will LEF be informed about risk data on the cross asset optimisation?
	Will LEF be informed about risk data on the cross asset optimisation?

	Chair
	Chair

	BW
	BW

	30/04/2013
	30/04/2013

	MJK - the information was available at the end of the process.  A report was provided to the LEF.
	MJK - the information was available at the end of the process.  A report was provided to the LEF.

	25/11/2013
	25/11/2013


	C-LEF-236
	C-LEF-236
	C-LEF-236

	Investment
	Investment

	Do BW feel confident in the modelling output?
	Do BW feel confident in the modelling output?

	RW
	RW

	BW
	BW

	30/04/2013
	30/04/2013

	WJS confirmed the model was throwing up errors which were being rectified before rerunning the scenarios.  BW will investigate anything that is contrary to expectations.  Bw will verify model output before putting it into computer.  MJK - Bill impacts assume a 6.0% vanilla CoC - same as competition commission determination. 
	WJS confirmed the model was throwing up errors which were being rectified before rerunning the scenarios.  BW will investigate anything that is contrary to expectations.  Bw will verify model output before putting it into computer.  MJK - Bill impacts assume a 6.0% vanilla CoC - same as competition commission determination. 

	30/04/2013
	30/04/2013


	C-LEF-237
	C-LEF-237
	C-LEF-237

	Investment
	Investment

	Concerned that BW was including plans which would result in decline in service. 
	Concerned that BW was including plans which would result in decline in service. 

	Chair
	Chair

	Bw
	Bw

	30/04/2013
	30/04/2013

	MJK confirmed that none of the plans were the Preferred plan.  They were examples to draw out themes for customer research.  All scenarios comply with statutory requirements.
	MJK confirmed that none of the plans were the Preferred plan.  They were examples to draw out themes for customer research.  All scenarios comply with statutory requirements.

	30/04/2013
	30/04/2013


	C-LEF-238
	C-LEF-238
	C-LEF-238

	Bill impacts
	Bill impacts

	Would there be a basket of options?
	Would there be a basket of options?

	CCW
	CCW

	BW
	BW

	30/04/2013
	30/04/2013

	MJK - confirmed that there would be.  This was subsequently included as the Purple plan.
	MJK - confirmed that there would be.  This was subsequently included as the Purple plan.

	18/07/2013
	18/07/2013


	C-LEF-239
	C-LEF-239
	C-LEF-239

	Bill impacts
	Bill impacts

	Will there be qualitative as well as quantitative work?
	Will there be qualitative as well as quantitative work?

	CCW
	CCW

	BW
	BW

	30/04/2013
	30/04/2013

	SEAB - confirmed that there would be.  Subsequently included in Phase 2 surveys.   Noted also that plan requirement by Ofwat was to be 'acceptable to most customers'.
	SEAB - confirmed that there would be.  Subsequently included in Phase 2 surveys.   Noted also that plan requirement by Ofwat was to be 'acceptable to most customers'.

	 25/11/2013
	 25/11/2013


	C-LEF-240
	C-LEF-240
	C-LEF-240

	Investment
	Investment

	How will Reporter check costs?
	How will Reporter check costs?

	Chair
	Chair

	RW
	RW

	30/04/2013
	30/04/2013

	RW - Experienced auditors where a concern is raised.  MM have costs estimators available to assist.  MJK - noted that board would have concerns if costs were underestimated.  If over-estimated there would be a risk of good schemes being excluded, neither of which was acceptable to the Board.
	RW - Experienced auditors where a concern is raised.  MM have costs estimators available to assist.  MJK - noted that board would have concerns if costs were underestimated.  If over-estimated there would be a risk of good schemes being excluded, neither of which was acceptable to the Board.

	30/04/2013
	30/04/2013


	C-LEF-241
	C-LEF-241
	C-LEF-241

	Investment
	Investment

	BW to clarify which schemes are compulsorily required and which are non statutory.  
	BW to clarify which schemes are compulsorily required and which are non statutory.  

	Chair
	Chair

	bw
	bw

	30/04/2013
	30/04/2013

	BW confirm will itemise the compulsory schemes.  A response was supplied in Slide 4 of 9/7/2013 IPSC presentation.
	BW confirm will itemise the compulsory schemes.  A response was supplied in Slide 4 of 9/7/2013 IPSC presentation.

	09/07/2013
	09/07/2013


	C-LEF-242
	C-LEF-242
	C-LEF-242

	Investment
	Investment

	When carrying out research will customers be asked to note inflation and other costs?
	When carrying out research will customers be asked to note inflation and other costs?

	Chair
	Chair

	bw
	bw

	30/04/2013
	30/04/2013

	MJK - the current estimates include current best estimates.  The only items not able to take into account are Sewage costs, inflation and the SIM adjustment.
	MJK - the current estimates include current best estimates.  The only items not able to take into account are Sewage costs, inflation and the SIM adjustment.

	30/04/2013
	30/04/2013


	C-LEF-243
	C-LEF-243
	C-LEF-243

	PR14
	PR14

	CCWT – what is the difference between the Methodology and the Expectations documents?  
	CCWT – what is the difference between the Methodology and the Expectations documents?  

	CCW-TD
	CCW-TD

	bw
	bw

	07/05/2013
	07/05/2013

	MJK – Methodology – how Ofwat want the plan done, Expectations – what information is required.
	MJK – Methodology – how Ofwat want the plan done, Expectations – what information is required.

	07/05/2013
	07/05/2013


	C-LEF-244
	C-LEF-244
	C-LEF-244

	PR14
	PR14

	What happens after 2014?  Will there not be a need for a review to see how far BW has got to achieving the MoS
	What happens after 2014?  Will there not be a need for a review to see how far BW has got to achieving the MoS

	DWI
	DWI

	BW
	BW

	07/05/2013
	07/05/2013

	MJK/Chair both noted that Ofwat had not provided any instructions as yet.
	MJK/Chair both noted that Ofwat had not provided any instructions as yet.

	07/05/2013
	07/05/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-245
	C-LEF-245
	C-LEF-245

	Outcomes
	Outcomes

	CCW raised concerns about Trade Offs.  It was also noted that should these be agreed further challenge would be needed during the 2015-2020 period.
	CCW raised concerns about Trade Offs.  It was also noted that should these be agreed further challenge would be needed during the 2015-2020 period.

	CCW-TD
	CCW-TD

	BW
	BW

	07/05/2013
	07/05/2013

	MJK noted that the reason trade offs would be necessary would be circumstances out of BW’s control. MJK confirmed that any trade offs would need external challenge, but confirmed the point was important.  Trade offs not included.
	MJK noted that the reason trade offs would be necessary would be circumstances out of BW’s control. MJK confirmed that any trade offs would need external challenge, but confirmed the point was important.  Trade offs not included.

	01/11/2013
	01/11/2013


	C-LEF-246
	C-LEF-246
	C-LEF-246

	Outcomes
	Outcomes

	Trade-Offs were a  matter to be discussed at the next Ofwat workshop for Chairs and Companies at which both MJK and CCWT were speaking.
	Trade-Offs were a  matter to be discussed at the next Ofwat workshop for Chairs and Companies at which both MJK and CCWT were speaking.

	CHAIR
	CHAIR

	BW
	BW

	07/05/2013
	07/05/2013

	MJK saw this as an opportunity to read and consider Trade offs. CCWJ noted that CCW were looking at the issue and a response was expected shortly. AUK – Noted concerns about the impact on customers. MJK confirmed that it would be reviewed as a point of process.   Trade offs not included.
	MJK saw this as an opportunity to read and consider Trade offs. CCWJ noted that CCW were looking at the issue and a response was expected shortly. AUK – Noted concerns about the impact on customers. MJK confirmed that it would be reviewed as a point of process.   Trade offs not included.

	01/11/2013
	01/11/2013


	C-LEF-247
	C-LEF-247
	C-LEF-247

	Performance measures
	Performance measures

	CCWT – Raised the challenge whether % customers in poverty should be a reputational incentive.
	CCWT – Raised the challenge whether % customers in poverty should be a reputational incentive.

	CCW-TD
	CCW-TD

	BW
	BW

	07/05/2013
	07/05/2013

	Reporter – Ofwat sets the prices.  The change in numbers of customers in water poverty is driven by economic activity.  MJK also commented that BW has affordable tariffs which affected the number of customers in water poverty.  But research has revealed that most customers do not like having large subsidies for other customers in poverty
	Reporter – Ofwat sets the prices.  The change in numbers of customers in water poverty is driven by economic activity.  MJK also commented that BW has affordable tariffs which affected the number of customers in water poverty.  But research has revealed that most customers do not like having large subsidies for other customers in poverty

	07/05/2013
	07/05/2013


	C-LEF-248
	C-LEF-248
	C-LEF-248

	Customer research
	Customer research

	Have BW received any complaints in relation to the WTP research
	Have BW received any complaints in relation to the WTP research

	CCW-TD
	CCW-TD

	BW
	BW

	07/05/2013
	07/05/2013

	No only customers contacting to check whether the research was genuine.
	No only customers contacting to check whether the research was genuine.

	07/05/2013
	07/05/2013


	C-LEF-249
	C-LEF-249
	C-LEF-249

	Bill impacts
	Bill impacts

	HTA – What were the base prices for the -£12 etc.
	HTA – What were the base prices for the -£12 etc.

	HTA
	HTA

	BW
	BW

	07/05/2013
	07/05/2013

	MJK – 2014/15 prices. 
	MJK – 2014/15 prices. 

	07/05/2013
	07/05/2013


	C-LEF-250
	C-LEF-250
	C-LEF-250

	PR14
	PR14

	MDC commented they he didn’t feel the hosepipe ban change from 1in15 to 1in 25 was a particular concern
	MDC commented they he didn’t feel the hosepipe ban change from 1in15 to 1in 25 was a particular concern

	MDC
	MDC

	BW
	BW

	07/05/2013
	07/05/2013

	MJK - explained that athe more important figure was the rota cut frequency, from which the hosepipe ban frequency was a bi-product of the calculation.
	MJK - explained that athe more important figure was the rota cut frequency, from which the hosepipe ban frequency was a bi-product of the calculation.

	07/05/2013
	07/05/2013


	C-LEF-251
	C-LEF-251
	C-LEF-251

	Customer research
	Customer research

	Asked whether -£6 would be considered.  Was £-12 put into scare customers?  Would £-6 be sustainable
	Asked whether -£6 would be considered.  Was £-12 put into scare customers?  Would £-6 be sustainable

	CCW-TD
	CCW-TD

	BW
	BW

	07/05/2013
	07/05/2013

	MJK confirmed that £-12 to £12 were chosen because they were effectively £1 per month change.  The variety was so that the differences could be captured but that the change was reasonable.  Originally set up as two £12 scenarios but agreed with IPSC that £6 alternative was useful.
	MJK confirmed that £-12 to £12 were chosen because they were effectively £1 per month change.  The variety was so that the differences could be captured but that the change was reasonable.  Originally set up as two £12 scenarios but agreed with IPSC that £6 alternative was useful.

	07/05/2013
	07/05/2013


	C-LEF-252
	C-LEF-252
	C-LEF-252

	Cost of Capital
	Cost of Capital

	What happens with regard to Cost of Capital – concerned that majority of costs were not capable of consultation by the LEF
	What happens with regard to Cost of Capital – concerned that majority of costs were not capable of consultation by the LEF

	CHAIR
	CHAIR

	BW
	BW

	07/05/2013
	07/05/2013

	MJK confirmed that the cost of capital was included in the costings at 5% (the same as the Competition Commission determination and ½% lower than other companies.   BW did better over all).  BW are not expecting a large change.  However 1% would have a 3% impact on bills (£3.5M)  There would be more of an impact for WASC as ½% would be £4.  Any effect would happen in year 1 of the period rather than being spread over the period
	MJK confirmed that the cost of capital was included in the costings at 5% (the same as the Competition Commission determination and ½% lower than other companies.   BW did better over all).  BW are not expecting a large change.  However 1% would have a 3% impact on bills (£3.5M)  There would be more of an impact for WASC as ½% would be £4.  Any effect would happen in year 1 of the period rather than being spread over the period

	07/05/2013
	07/05/2013


	C-LEF-253
	C-LEF-253
	C-LEF-253

	Customer research
	Customer research

	Has concerns about the WW/BW similarity with respect to bill increases.  With BW increasing and WW increasing on top.  Not sure how this could be differentiated.
	Has concerns about the WW/BW similarity with respect to bill increases.  With BW increasing and WW increasing on top.  Not sure how this could be differentiated.

	MDC
	MDC

	BW
	BW

	07/05/2013
	07/05/2013

	MJK confirmed that the WTP research made it clear that sewerage was separate.  Unless WW end up charging significantly more the impact should be minimal.
	MJK confirmed that the WTP research made it clear that sewerage was separate.  Unless WW end up charging significantly more the impact should be minimal.

	07/05/2013
	07/05/2013


	C-LEF-254
	C-LEF-254
	C-LEF-254

	Customer research
	Customer research

	Chair noted that if something could be misunderstood then it would be. DChair – it would be a double up on quantum and not in percentage.
	Chair noted that if something could be misunderstood then it would be. DChair – it would be a double up on quantum and not in percentage.

	Chair
	Chair

	BW
	BW

	07/05/2013
	07/05/2013

	MJK confirmed that a “health warning” would be included in the research.  This was subsequently included.
	MJK confirmed that a “health warning” would be included in the research.  This was subsequently included.

	18/07/2013
	18/07/2013


	C-LEF-255
	C-LEF-255
	C-LEF-255

	Investment
	Investment

	IPSC Chair – Scenarios don’t currently have defined schemes attached.  
	IPSC Chair – Scenarios don’t currently have defined schemes attached.  

	ISPC chair
	ISPC chair

	BW
	BW

	07/05/2013
	07/05/2013

	The schemes are going through checks.  Research was to see which outcomes  customers' prefer.  
	The schemes are going through checks.  Research was to see which outcomes  customers' prefer.  

	18/07/2013
	18/07/2013


	C-LEF-256
	C-LEF-256
	C-LEF-256

	Customer research
	Customer research

	Were external circumstances such as climate/cost of capital/income erosion taken into account as these put customers in a vulnerable position.  Disinvesting in infrastructure is incredible for the short term future let alone the medium term. Do the draft scenarios spell out the impacts clearly in a world of fast changes?
	Were external circumstances such as climate/cost of capital/income erosion taken into account as these put customers in a vulnerable position.  Disinvesting in infrastructure is incredible for the short term future let alone the medium term. Do the draft scenarios spell out the impacts clearly in a world of fast changes?

	RSPB
	RSPB

	BW
	BW

	07/05/2013
	07/05/2013

	MJK - BW agree on the importance of climate change resilience.  Other the other hand we do not want to bias the research by using inappropriate descriptions.
	MJK - BW agree on the importance of climate change resilience.  Other the other hand we do not want to bias the research by using inappropriate descriptions.

	07/05/2013
	07/05/2013


	C-LEF-257
	C-LEF-257
	C-LEF-257

	Customer research
	Customer research

	Has a concern if we disagree with customer responses to different scenarios.
	Has a concern if we disagree with customer responses to different scenarios.

	Chair
	Chair

	BW
	BW

	07/05/2013
	07/05/2013

	MJK- We would capture additional comments from customers.BW Board has concerns about the proposed price reduction scenario being included.  But if it wasn’t included customers could suggest that we hadn’t given them all the options.  Previous research suggests that this option will not be selected, but if it is this shows a step change in customer requirements from the previous research. 
	MJK- We would capture additional comments from customers.BW Board has concerns about the proposed price reduction scenario being included.  But if it wasn’t included customers could suggest that we hadn’t given them all the options.  Previous research suggests that this option will not be selected, but if it is this shows a step change in customer requirements from the previous research. 

	18/07/2013
	18/07/2013


	C-LEF-258
	C-LEF-258
	C-LEF-258

	Investment
	Investment

	Can BW manage the proposed £401M? 
	Can BW manage the proposed £401M? 

	CCW-TD
	CCW-TD

	BW
	BW

	07/05/2013
	07/05/2013

	MJK it would require additional engineers and be quite challenging.  A lot of the cost would be on Cheddar 2 as a single project but we would use external parties. 
	MJK it would require additional engineers and be quite challenging.  A lot of the cost would be on Cheddar 2 as a single project but we would use external parties. 

	07/05/2013
	07/05/2013


	C-LEF-259
	C-LEF-259
	C-LEF-259

	Outcomes
	Outcomes

	Has the problem of retiring engineers which was raised in PR09 been resolved?
	Has the problem of retiring engineers which was raised in PR09 been resolved?

	CCW-TD
	CCW-TD

	MJK
	MJK

	07/05/2013
	07/05/2013

	MJK- has not been overcome completely.  Some engineers have stayed on beyond retirement.  Have more active training in place and new graduates have been recruited as part of a plan to deal with the ageing workforce
	MJK- has not been overcome completely.  Some engineers have stayed on beyond retirement.  Have more active training in place and new graduates have been recruited as part of a plan to deal with the ageing workforce

	07/05/2013
	07/05/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-260
	C-LEF-260
	C-LEF-260

	Outcomes
	Outcomes

	Areas of concern raised by the EA lay in timing of the Cheddar II build, Scenarios used in draft plan and impact on demand from the new Power Station.
	Areas of concern raised by the EA lay in timing of the Cheddar II build, Scenarios used in draft plan and impact on demand from the new Power Station.

	EA
	EA

	BW
	BW

	07/05/2013
	07/05/2013

	Concerns have been addressed in the Statement of Response dated 19/11/13
	Concerns have been addressed in the Statement of Response dated 19/11/13

	19/11/2013
	19/11/2013


	C-LEF-261
	C-LEF-261
	C-LEF-261

	Customer research
	Customer research

	Was research acceptability an all or nothing option?
	Was research acceptability an all or nothing option?

	Chair
	Chair

	BM
	BM

	16/05/2013
	16/05/2013

	BM - No.  The qualitative research was to look at the scenarios as  packages and bring customers preferences to individual types of schemes.  PEJM noted that BW were looking at a prudent approach.  1st phase enables better insight into customers requirements before finalising the business plan.  This was subsequently included in the plan.
	BM - No.  The qualitative research was to look at the scenarios as  packages and bring customers preferences to individual types of schemes.  PEJM noted that BW were looking at a prudent approach.  1st phase enables better insight into customers requirements before finalising the business plan.  This was subsequently included in the plan.

	25/11/2013
	25/11/2013


	C-LEF-262
	C-LEF-262
	C-LEF-262

	Customer research
	Customer research

	Noted the WTP research was not available.  Would there be sufficient information to feed into this stage of the research?
	Noted the WTP research was not available.  Would there be sufficient information to feed into this stage of the research?

	Chair
	Chair

	BW
	BW

	16/05/2013
	16/05/2013

	MJK confirmed the packages had been put through the optimisation model with a cross checks on resilience and supply/demand.  Tentative details on risk have been included. Risk/likelihood are broadly acceptable.  Not declaring that we have WTP yet.
	MJK confirmed the packages had been put through the optimisation model with a cross checks on resilience and supply/demand.  Tentative details on risk have been included. Risk/likelihood are broadly acceptable.  Not declaring that we have WTP yet.

	17/05/2013
	17/05/2013


	C-LEF-263
	C-LEF-263
	C-LEF-263

	Customer research
	Customer research

	Was there sufficient data not to invalidate results from WTP?
	Was there sufficient data not to invalidate results from WTP?

	Chair
	Chair

	BW
	BW

	16/05/2013
	16/05/2013

	MJK confirmed that the results we had so far from the WTP enabled a crude assessment
	MJK confirmed that the results we had so far from the WTP enabled a crude assessment

	17/05/2013
	17/05/2013


	C-LEF-264
	C-LEF-264
	C-LEF-264

	Customer research
	Customer research

	When selecting respondents, How will vulnerable customers be assessed?
	When selecting respondents, How will vulnerable customers be assessed?

	Age Uk
	Age Uk

	BM
	BM

	16/05/2013
	16/05/2013

	They would need to fill two of the listed criteria. CAB has provided suggestions as to suitable criteria.  AgeUk suggested  BME groups. BM confirmed they were included.  Data was more interesting with a wide demographic input.
	They would need to fill two of the listed criteria. CAB has provided suggestions as to suitable criteria.  AgeUk suggested  BME groups. BM confirmed they were included.  Data was more interesting with a wide demographic input.

	18/07/2013
	18/07/2013


	C-LEF-265
	C-LEF-265
	C-LEF-265

	Customer research
	Customer research

	Researchers often used pubs to recruit respondents.  Will BM be doing this?
	Researchers often used pubs to recruit respondents.  Will BM be doing this?

	Chair
	Chair

	BM
	BM

	16/05/2013
	16/05/2013

	There is a no alcohol policy.  We used hotels/suitable halls.
	There is a no alcohol policy.  We used hotels/suitable halls.

	18/07/2013
	18/07/2013


	C-LEF-266
	C-LEF-266
	C-LEF-266

	Customer research
	Customer research

	Using halls may exclude some vulnerable groups.
	Using halls may exclude some vulnerable groups.

	Age UK
	Age UK

	BM/BK
	BM/BK

	16/05/2013
	16/05/2013

	BM asked BW for sample size requirements which were confirmed as 300.  Together with Stage 2 domestic CAP1 interviews.  Vulnerable people were also captured.  BM confirmed researchers fully fulfilled their  brief.
	BM asked BW for sample size requirements which were confirmed as 300.  Together with Stage 2 domestic CAP1 interviews.  Vulnerable people were also captured.  BM confirmed researchers fully fulfilled their  brief.

	18/07/2013
	18/07/2013


	C-LEF-267
	C-LEF-267
	C-LEF-267

	Customer research
	Customer research

	Asked Age UK and CAB if they found responses to the challenge with respect to vulnerable people acceptable.
	Asked Age UK and CAB if they found responses to the challenge with respect to vulnerable people acceptable.

	Char
	Char

	Age UK/CAB
	Age UK/CAB

	16/05/2013
	16/05/2013

	Age UK noted that another spate of distraction burglaries were taking place which their interviewers needed to be aware of.  CAB noted Trading Standards needed to be made aware.  The proposed pre fieldwork steps and precautions were acceptable.
	Age UK noted that another spate of distraction burglaries were taking place which their interviewers needed to be aware of.  CAB noted Trading Standards needed to be made aware.  The proposed pre fieldwork steps and precautions were acceptable.

	17/05/2013
	17/05/2013


	C-LEF-268
	C-LEF-268
	C-LEF-268

	Customer research
	Customer research

	Members were invited to attended a recorded interview.
	Members were invited to attended a recorded interview.

	BM
	BM

	BW
	BW

	16/05/2013
	16/05/2013

	PEJM will listen to all audio recordings.  BM provided a discussion guide as part of moderating the discussions.
	PEJM will listen to all audio recordings.  BM provided a discussion guide as part of moderating the discussions.

	11/06/2013
	11/06/2013


	C-LEF-269
	C-LEF-269
	C-LEF-269

	Customer research
	Customer research

	Was there to be a pilot?
	Was there to be a pilot?

	Chair
	Chair

	BW
	BW

	16/05/2013
	16/05/2013

	In 1st stage qualitative research only.    Stage 1 quantitative questionnaire was discussed at 11/6 meeting for approval by the CSSC.
	In 1st stage qualitative research only.    Stage 1 quantitative questionnaire was discussed at 11/6 meeting for approval by the CSSC.

	11/06/2013
	11/06/2013


	C-LEF-270
	C-LEF-270
	C-LEF-270

	Customer research
	Customer research

	Feedback regarding changes?
	Feedback regarding changes?

	CSSC
	CSSC

	BM
	BM

	16/05/2013
	16/05/2013

	Minor changes between pilot and hall testing was fed back by email to the group.  Substantial changes would need to be discussed in more detail.
	Minor changes between pilot and hall testing was fed back by email to the group.  Substantial changes would need to be discussed in more detail.

	30/06/2013
	30/06/2013


	C-LEF-271
	C-LEF-271
	C-LEF-271

	Customer research
	Customer research

	How were the businesses to be selected
	How were the businesses to be selected

	Chair
	Chair

	BW
	BW

	16/05/2013
	16/05/2013

	PEJM noted that NHH would not be as representative as HH.  An indicative sample would be used. BW to provide list of contacts
	PEJM noted that NHH would not be as representative as HH.  An indicative sample would be used. BW to provide list of contacts

	11/06/2013
	11/06/2013


	C-LEF-272
	C-LEF-272
	C-LEF-272

	Customer research
	Customer research

	Why were there three groupings for Stage 1 and four for Stage 2?
	Why were there three groupings for Stage 1 and four for Stage 2?

	Ch
	Ch

	BM
	BM

	16/05/2013
	16/05/2013

	BM - Practicality.  The availability for attending group discussions would be limited for nonHH sample.  Phone questionnaire more likely to cover wider group of businesses.
	BM - Practicality.  The availability for attending group discussions would be limited for nonHH sample.  Phone questionnaire more likely to cover wider group of businesses.

	17/05/2013
	17/05/2013


	C-LEF-273
	C-LEF-273
	C-LEF-273

	Customer research
	Customer research

	There has previously been issues with surveys conducted during summertime.
	There has previously been issues with surveys conducted during summertime.

	Ch
	Ch

	BM
	BM

	16/05/2013
	16/05/2013

	BM - The 2nd phase was in September and should not therefore encounter any issues.
	BM - The 2nd phase was in September and should not therefore encounter any issues.

	17/05/2013
	17/05/2013


	C-LEF-274
	C-LEF-274
	C-LEF-274

	Customer research
	Customer research

	Would customer be asked to consider all bill impacts?
	Would customer be asked to consider all bill impacts?

	Chair
	Chair

	BW
	BW

	16/05/2013
	16/05/2013

	MJK confirmed that everything except SIM was included at stage 1.  SIM would be included at stage 2.  Retail side was unknown so only assumptions could be made.  Stage 2 should be able to include if final methodology confirmed.  If not will have to use best guess.
	MJK confirmed that everything except SIM was included at stage 1.  SIM would be included at stage 2.  Retail side was unknown so only assumptions could be made.  Stage 2 should be able to include if final methodology confirmed.  If not will have to use best guess.

	18/07/2013
	18/07/2013


	C-LEF-275
	C-LEF-275
	C-LEF-275

	Customer research
	Customer research

	How will sewage be taken into account?
	How will sewage be taken into account?

	CCW
	CCW

	BW
	BW

	16/05/2013
	16/05/2013

	Sewage will be itemised separately along with inflation.  
	Sewage will be itemised separately along with inflation.  

	17/05/2013
	17/05/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-276
	C-LEF-276
	C-LEF-276

	Outcomes
	Outcomes

	Would discounts for electronic bills be considered
	Would discounts for electronic bills be considered

	AGE 
	AGE 

	BW
	BW

	16/05/2013
	16/05/2013

	PEJM BW are in the process of introducing electronic bills.  This was considered once implemented.MJK there is a scheme in progress on paperless billing.  Discounts are a separate issue and part of the billing process.PEJM – BW are also promoting the environmental benefits of online billing.  One of the ideas to supplement this was to plant trees in return for customers agreeing to go for online billing.MJK noted that it is not policy currently to make a reduction for direct debits.   The question is whethe
	PEJM BW are in the process of introducing electronic bills.  This was considered once implemented.MJK there is a scheme in progress on paperless billing.  Discounts are a separate issue and part of the billing process.PEJM – BW are also promoting the environmental benefits of online billing.  One of the ideas to supplement this was to plant trees in return for customers agreeing to go for online billing.MJK noted that it is not policy currently to make a reduction for direct debits.   The question is whethe

	17/05/2013
	17/05/2013


	C-LEF-277
	C-LEF-277
	C-LEF-277

	Outcomes
	Outcomes

	How are Electronic Bills set up, against the individual or the property?
	How are Electronic Bills set up, against the individual or the property?

	Mendip
	Mendip

	BW
	BW

	16/05/2013
	16/05/2013

	PEJM confirmed that individuals will have their own login which will move with them.  Subsequent occupier would then need to register for it.
	PEJM confirmed that individuals will have their own login which will move with them.  Subsequent occupier would then need to register for it.

	17/05/2013
	17/05/2013


	C-LEF-278
	C-LEF-278
	C-LEF-278

	Customer research
	Customer research

	Did BW have any issues in the previous research
	Did BW have any issues in the previous research

	Blue Marble
	Blue Marble

	BW
	BW

	16/05/2013
	16/05/2013

	PEJM no issues or complaints.  Did receive a few contacts.  One of the queries was whether BW research was normally so complicated – assured not.
	PEJM no issues or complaints.  Did receive a few contacts.  One of the queries was whether BW research was normally so complicated – assured not.

	17/05/2013
	17/05/2013


	C-LEF-279
	C-LEF-279
	C-LEF-279

	Outcomes
	Outcomes

	The question is what level is “acceptable”? 
	The question is what level is “acceptable”? 

	CHAIR
	CHAIR

	BW
	BW

	16/05/2013
	16/05/2013

	Lengthy discussion on definition of acceptable.  BM noted Acceptability and Willingness are two separate concepts.  BM obtained up front responses on acceptability.  PEJM – BW will need to look at where social tariffs are necessary
	Lengthy discussion on definition of acceptable.  BM noted Acceptability and Willingness are two separate concepts.  BM obtained up front responses on acceptability.  PEJM – BW will need to look at where social tariffs are necessary

	AMP6
	AMP6


	C-LEF-280
	C-LEF-280
	C-LEF-280

	Outcomes
	Outcomes

	Its about acceptability of plan and who can afford it
	Its about acceptability of plan and who can afford it

	Chair
	Chair

	BW
	BW

	16/05/2013
	16/05/2013

	MJK – Within forecasting – Affordability is a Measure of Success.  Will be part of bills, incomes, changes e.g. social tariff.
	MJK – Within forecasting – Affordability is a Measure of Success.  Will be part of bills, incomes, changes e.g. social tariff.

	17/05/2013
	17/05/2013


	C-LEF-281
	C-LEF-281
	C-LEF-281

	Customer research
	Customer research

	Discussion guide for Phase 1.  Will BM be responding on behalf of BW to questions raised in group discussions?
	Discussion guide for Phase 1.  Will BM be responding on behalf of BW to questions raised in group discussions?

	Chair
	Chair

	BM/BW
	BM/BW

	16/05/2013
	16/05/2013

	BM - Need standard responses.  WJS Definitions need to be clear.  BM There can be representatives at focus groups. PEJM noted this can change dynamics of group.
	BM - Need standard responses.  WJS Definitions need to be clear.  BM There can be representatives at focus groups. PEJM noted this can change dynamics of group.

	11/06/2013
	11/06/2013


	C-LEF-282
	C-LEF-282
	C-LEF-282

	Customer research
	Customer research

	Can BW confirm what information BM have had so far?
	Can BW confirm what information BM have had so far?

	Chair
	Chair

	BW
	BW

	16/05/2013
	16/05/2013

	 BW confirmed the same slides used in the LEF presentation (D0144) were provided to BM.
	 BW confirmed the same slides used in the LEF presentation (D0144) were provided to BM.

	17/05/2013
	17/05/2013


	C-LEF-283
	C-LEF-283
	C-LEF-283

	Customer research
	Customer research

	It was noted that the language used needs to be in customer speak for clarity.
	It was noted that the language used needs to be in customer speak for clarity.

	Chair
	Chair

	BW
	BW

	16/05/2013
	16/05/2013

	PEJM - Draft stimulus material was circulated to the CSSC.  Language was discussed with LEF on 7/5/13 and was re-iterated by SEAB.
	PEJM - Draft stimulus material was circulated to the CSSC.  Language was discussed with LEF on 7/5/13 and was re-iterated by SEAB.

	17/05/2013
	17/05/2013


	C-LEF-284
	C-LEF-284
	C-LEF-284

	Outcomes
	Outcomes

	Have BW made provision for Universal Credit?
	Have BW made provision for Universal Credit?

	Mendip
	Mendip

	BW
	BW

	16/05/2013
	16/05/2013

	MJK – Confirmed BW will need to do some work on it but it is a company risk.  If water is an issue then landlords and other bodies will be shouting first.
	MJK – Confirmed BW will need to do some work on it but it is a company risk.  If water is an issue then landlords and other bodies will be shouting first.

	AMP6
	AMP6


	C-LEF-285
	C-LEF-285
	C-LEF-285

	Outcomes
	Outcomes

	If there is a % increase can BW ask for prepayment
	If there is a % increase can BW ask for prepayment

	Mendip
	Mendip

	BW
	BW

	16/05/2013
	16/05/2013

	MJK –  Not entitled to ask for prepayment, has to be based on current rate, BW will have to bear the risk.
	MJK –  Not entitled to ask for prepayment, has to be based on current rate, BW will have to bear the risk.

	17/05/2013
	17/05/2013


	C-LEF-286
	C-LEF-286
	C-LEF-286

	Customer research
	Customer research

	There is low confidence in the data from the 10 respondents whose WtP most motivated hosepipe bans.  Chair – will this be ignored?
	There is low confidence in the data from the 10 respondents whose WtP most motivated hosepipe bans.  Chair – will this be ignored?

	Chair
	Chair

	BW
	BW

	11/06/2013
	11/06/2013

	NERA confirmed this would be ignored.– Yes.
	NERA confirmed this would be ignored.– Yes.

	11/06/2013
	11/06/2013


	C-LEF-287
	C-LEF-287
	C-LEF-287

	Customer research
	Customer research

	UWE – The research results show evidence of 2 groups in the populations. 2 extremes with different priorities: lowest bill and  trying to deal with environmental impact in almost equal balance
	UWE – The research results show evidence of 2 groups in the populations. 2 extremes with different priorities: lowest bill and  trying to deal with environmental impact in almost equal balance

	UWE
	UWE

	BW
	BW

	11/06/2013
	11/06/2013

	MJK noted the PR09 research split was 40% price, 40% reliability and 20% water quality.  The current research showed 45% on price.
	MJK noted the PR09 research split was 40% price, 40% reliability and 20% water quality.  The current research showed 45% on price.

	12/06/2013
	12/06/2013


	C-LEF-288
	C-LEF-288
	C-LEF-288

	Investment
	Investment

	Chair would like assurance on peer review on how BW apply figures in modelling
	Chair would like assurance on peer review on how BW apply figures in modelling

	Chair
	Chair

	BW
	BW

	11/06/2013
	11/06/2013

	MJK confirmed this was planned to be done after August.  Completed WTP peer review by Susana Mourato 28th October 2013
	MJK confirmed this was planned to be done after August.  Completed WTP peer review by Susana Mourato 28th October 2013

	28/10/2013
	28/10/2013


	C-LEF-289
	C-LEF-289
	C-LEF-289

	Customer research
	Customer research

	How will the household and non household results be taken into account?
	How will the household and non household results be taken into account?

	Chair
	Chair

	BW
	BW

	11/06/2013
	11/06/2013

	MJK confirmed that they would be allocated proportionately to number of customers.  Now in appendix to RERA non-household report.
	MJK confirmed that they would be allocated proportionately to number of customers.  Now in appendix to RERA non-household report.

	11/06/2013
	11/06/2013


	C-LEF-290
	C-LEF-290
	C-LEF-290

	Customer research
	Customer research

	Non-domestic WTP. There is a large gap between the numbers of 0-4 employees businesses that were recruited compared to the ONS data.
	Non-domestic WTP. There is a large gap between the numbers of 0-4 employees businesses that were recruited compared to the ONS data.

	CCW
	CCW

	BW
	BW

	11/06/2013
	11/06/2013

	Nera - Yes, but we do weight and do sensitivity testing on the weight
	Nera - Yes, but we do weight and do sensitivity testing on the weight

	11/06/2013
	11/06/2013


	C-LEF-291
	C-LEF-291
	C-LEF-291

	Customer research
	Customer research

	Non-domestic WTP - the report talked about a paucity of sample
	Non-domestic WTP - the report talked about a paucity of sample

	CCW
	CCW

	BW
	BW

	11/06/2013
	11/06/2013

	Nera - Yes, but we do weight and do sensitivity testing on the weight
	Nera - Yes, but we do weight and do sensitivity testing on the weight

	11/06/2013
	11/06/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-292
	C-LEF-292
	C-LEF-292

	Customer research
	Customer research

	WTP - domestic - Stage 2 results - How concerned do we need to be about the 13% of the sample who describe themselves as having difficulty with understanding.
	WTP - domestic - Stage 2 results - How concerned do we need to be about the 13% of the sample who describe themselves as having difficulty with understanding.

	CCW
	CCW

	BW
	BW

	11/06/2013
	11/06/2013

	Nera - Yes, but we do weight and do sensitivity testing on the weight
	Nera - Yes, but we do weight and do sensitivity testing on the weight

	11/06/2013
	11/06/2013


	C-LEF-293
	C-LEF-293
	C-LEF-293

	Customer research
	Customer research

	The stoppage (2-3 weeks) and hosepipe ban attributes have now been tested twice - what value should you use? Something in the middle?
	The stoppage (2-3 weeks) and hosepipe ban attributes have now been tested twice - what value should you use? Something in the middle?

	CCW
	CCW

	BW
	BW

	11/06/2013
	11/06/2013

	Nera - Yes, but we do weight and do sensitivity testing on the weight
	Nera - Yes, but we do weight and do sensitivity testing on the weight

	11/06/2013
	11/06/2013


	C-LEF-294
	C-LEF-294
	C-LEF-294

	Customer service
	Customer service

	MDC asked about permanently reducing pressure. Noted the conflict between the perceived need to improve pressure when this had lower WTP values. 
	MDC asked about permanently reducing pressure. Noted the conflict between the perceived need to improve pressure when this had lower WTP values. 

	MDC
	MDC

	BW
	BW

	11/06/2013
	11/06/2013

	BW noted that the main issue was for customers where their pressure was permanently low. 
	BW noted that the main issue was for customers where their pressure was permanently low. 

	11/06/2013
	11/06/2013


	C-LEF-295
	C-LEF-295
	C-LEF-295

	Customer service
	Customer service

	How many properties on the DG2 Register
	How many properties on the DG2 Register

	Chair
	Chair

	BW
	BW

	11/06/2013
	11/06/2013

	BW confirmed there were 72 on the register
	BW confirmed there were 72 on the register

	11/06/2013
	11/06/2013


	C-LEF-296
	C-LEF-296
	C-LEF-296

	Customer service
	Customer service

	What was the cost to alleviate low water pressure?
	What was the cost to alleviate low water pressure?

	Chair
	Chair

	BW
	BW

	11/06/2013
	11/06/2013

	MJK confirmed  it was fairly high.  Many were on shared supplies and BW were helping where possible.  Others were located higher than reservoirs and would require pumps to alleviate.
	MJK confirmed  it was fairly high.  Many were on shared supplies and BW were helping where possible.  Others were located higher than reservoirs and would require pumps to alleviate.

	11/06/2013
	11/06/2013


	C-LEF-297
	C-LEF-297
	C-LEF-297

	Customer service
	Customer service

	Will technological improvements assist BW in improving maintenance?
	Will technological improvements assist BW in improving maintenance?

	MDC
	MDC

	BW
	BW

	11/06/2013
	11/06/2013

	Slowly.  On bursts yes but the main issue will be seepage. BW has invested and is investing in new technology to reduce repair times.  More difficult to address seepage – only mains replacement will cover this.
	Slowly.  On bursts yes but the main issue will be seepage. BW has invested and is investing in new technology to reduce repair times.  More difficult to address seepage – only mains replacement will cover this.

	11/06/2013
	11/06/2013


	C-LEF-298
	C-LEF-298
	C-LEF-298

	Customer research
	Customer research

	How do you account for the fact that customers seem to be pre-conditioned that bills will not go down and don't treat it as a reasonable suggestion?
	How do you account for the fact that customers seem to be pre-conditioned that bills will not go down and don't treat it as a reasonable suggestion?

	CCW
	CCW

	BW
	BW

	11/06/2013
	11/06/2013

	We have considered that as we drafted the quantative  survey.  This was tested:  -£12 option.
	We have considered that as we drafted the quantative  survey.  This was tested:  -£12 option.

	18/07/2013
	18/07/2013


	C-LEF-299
	C-LEF-299
	C-LEF-299

	Customer research
	Customer research

	When drafting the quant survey can you include the effect of inflation as another company saw a significant effect on customers after they heard about inflation.
	When drafting the quant survey can you include the effect of inflation as another company saw a significant effect on customers after they heard about inflation.

	CCW
	CCW

	BW
	BW

	11/06/2013
	11/06/2013

	Bristol - (MK) - some reservations about including  inflation. Blue Marble - we could add questions onto the end of the survey so we could judge the effect.  Included in Stage 2 research.
	Bristol - (MK) - some reservations about including  inflation. Blue Marble - we could add questions onto the end of the survey so we could judge the effect.  Included in Stage 2 research.

	22/10/2013
	22/10/2013


	C-LEF-300
	C-LEF-300
	C-LEF-300

	Customer research
	Customer research

	Show card - on protecting water sources is the term 'getting worse' going to lead respondents to vote against that?
	Show card - on protecting water sources is the term 'getting worse' going to lead respondents to vote against that?

	CCW
	CCW

	BW
	BW

	11/06/2013
	11/06/2013

	Will consider wording and get it right for quantative survey.  Updated
	Will consider wording and get it right for quantative survey.  Updated

	1807/2013
	1807/2013


	C-LEF-301
	C-LEF-301
	C-LEF-301

	Customer research
	Customer research

	Can you let us see revised paperwork when there have been changes 
	Can you let us see revised paperwork when there have been changes 

	CCW
	CCW

	BW
	BW

	11/06/2013
	11/06/2013

	Yes.  For big changes.  Shared on 17/06/2013 approved on 18/07/2013 for minor changes.
	Yes.  For big changes.  Shared on 17/06/2013 approved on 18/07/2013 for minor changes.

	17/06/2013
	17/06/2013


	C-LEF-302
	C-LEF-302
	C-LEF-302

	Customer research
	Customer research

	Would you be able to outline to me your reasoning for using the £10 valuation for health attributes please.
	Would you be able to outline to me your reasoning for using the £10 valuation for health attributes please.

	CCW
	CCW

	BW
	BW

	12/06/2013
	12/06/2013

	MJK - If we had confirmed coliforms in a reservoir we would issue a boil notice to all customers potentially affected. Under our bond we pay £10 to customers affected by a boil notice. We may not have any schemes that depend upon the valuation.
	MJK - If we had confirmed coliforms in a reservoir we would issue a boil notice to all customers potentially affected. Under our bond we pay £10 to customers affected by a boil notice. We may not have any schemes that depend upon the valuation.

	12/06/2013
	12/06/2013


	C-LEF-303
	C-LEF-303
	C-LEF-303

	Customer research
	Customer research

	 In Stage 1 results (page 48 Of Nera report -  PR14 Domestic Customer Stated Preference Survey- 19 October 2012), it says the valuation for stoppages for 2-3 weeks is 80.04, and for hosepipe bans is 0.71. 
	 In Stage 1 results (page 48 Of Nera report -  PR14 Domestic Customer Stated Preference Survey- 19 October 2012), it says the valuation for stoppages for 2-3 weeks is 80.04, and for hosepipe bans is 0.71. 

	CCW
	CCW

	BW
	BW

	12/06/2013
	12/06/2013

	SB - It’s a units issue.  The presentation units are in £/hh/year for a 1% change in probability of event. The £80.04 and £0.71 are £/hh/year for one less day of interruptions. I’ve checked through the stage 1 report this morning and the £/hh/year for a 1% change in probability of event isn’t explicitly reported. However, there is a graph in appendix B from the pilot results which shows approximate values of about 2 for hosepipe bans and about 11 - for stoppages.
	SB - It’s a units issue.  The presentation units are in £/hh/year for a 1% change in probability of event. The £80.04 and £0.71 are £/hh/year for one less day of interruptions. I’ve checked through the stage 1 report this morning and the £/hh/year for a 1% change in probability of event isn’t explicitly reported. However, there is a graph in appendix B from the pilot results which shows approximate values of about 2 for hosepipe bans and about 11 - for stoppages.

	18/07/2013
	18/07/2013

	blue??
	blue??


	C-LEF-304
	C-LEF-304
	C-LEF-304

	Customer research
	Customer research

	In yesterday’s graph –Page 28 – of the slide pack it compared stage 1 valuations of these two attributes with the stage 2 valuations. 
	In yesterday’s graph –Page 28 – of the slide pack it compared stage 1 valuations of these two attributes with the stage 2 valuations. 

	CCW
	CCW

	BW
	BW

	12/06/2013
	12/06/2013

	We haven’t got the stage 2 equivalent yet to the £0.71 and £80.04 you quote. If they are not listed in the final stage 2 report I will take on an action to convert the 1% values. I will also ask NERA when I feedback on the draft results that having the common attributes values listed side by side explicitly is needed in the final report.  This has now been included.
	We haven’t got the stage 2 equivalent yet to the £0.71 and £80.04 you quote. If they are not listed in the final stage 2 report I will take on an action to convert the 1% values. I will also ask NERA when I feedback on the draft results that having the common attributes values listed side by side explicitly is needed in the final report.  This has now been included.

	July 2013 NERA final version report
	July 2013 NERA final version report


	C-LEF-305
	C-LEF-305
	C-LEF-305

	Customer research
	Customer research

	It had stage 1 stoppages at just over £8 and hosepipe bans at stage 1 at just over £2. Which of these is correct?
	It had stage 1 stoppages at just over £8 and hosepipe bans at stage 1 at just over £2. Which of these is correct?

	CCW
	CCW

	BW
	BW

	12/06/2013
	12/06/2013

	Numbers and units confirmed in final report.
	Numbers and units confirmed in final report.

	July 2013 NERA final version report
	July 2013 NERA final version report


	C-LEF-306
	C-LEF-306
	C-LEF-306

	Customer research
	Customer research

	On 12 June. 19 June and 20 June by email, CCWater made 20-30 suggestions for amendments on the Acceptability research. Details are available from Jenny Suggate at CCWater - jennifer.suggate@ccwater.org.uk
	On 12 June. 19 June and 20 June by email, CCWater made 20-30 suggestions for amendments on the Acceptability research. Details are available from Jenny Suggate at CCWater - jennifer.suggate@ccwater.org.uk

	CCW
	CCW

	BW
	BW

	12/06/2013
	12/06/2013

	Blue Marble provided a response to changes made and not made, and reasons why in an email dated 11/07/2013
	Blue Marble provided a response to changes made and not made, and reasons why in an email dated 11/07/2013

	11/07/2013
	11/07/2013


	C-LEF-307
	C-LEF-307
	C-LEF-307

	Investment
	Investment

	CCWater commented that slide 2's numbers looked high for AMP6 compared to spend in AMP 5. And asked if you ran with the £276m that you spend in AMP5 would bills fall? 
	CCWater commented that slide 2's numbers looked high for AMP6 compared to spend in AMP 5. And asked if you ran with the £276m that you spend in AMP5 would bills fall? 

	CCWater
	CCWater

	BW
	BW

	09/07/2013
	09/07/2013

	BW responded that bills would fall.
	BW responded that bills would fall.

	09/07/2013
	09/07/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-308
	C-LEF-308
	C-LEF-308

	Investment
	Investment

	The Report Writer asked what the Board’s strategic view was on the indicative programme. 
	The Report Writer asked what the Board’s strategic view was on the indicative programme. 

	RW
	RW

	BW
	BW

	09/07/2013
	09/07/2013

	BW confirmed it was larger than we wanted although the indicative programme was yet to be optimised.
	BW confirmed it was larger than we wanted although the indicative programme was yet to be optimised.

	01/11/2013
	01/11/2013


	C-LEF-309
	C-LEF-309
	C-LEF-309

	Customer research
	Customer research

	Concerns that the LEF are not being consulted on material at the same time as they company and on not all comments being taken into account.
	Concerns that the LEF are not being consulted on material at the same time as they company and on not all comments being taken into account.

	CCW
	CCW

	BW
	BW

	09/07/2013
	09/07/2013

	BM accepted some issues had arisen due to staff absence.  
	BM accepted some issues had arisen due to staff absence.  

	18/11/2013
	18/11/2013


	C-LEF-310
	C-LEF-310
	C-LEF-310

	Customer research
	Customer research

	Issues such as maintenance still being in the quant survey, even though it has produced an emotive reaction in people during the qual exercise.
	Issues such as maintenance still being in the quant survey, even though it has produced an emotive reaction in people during the qual exercise.

	CCW
	CCW

	BW
	BW

	09/07/2013
	09/07/2013

	Process improved for the future.  Removed percentages to make it less emotive.
	Process improved for the future.  Removed percentages to make it less emotive.

	18/11/2013
	18/11/2013


	C-LEF-311
	C-LEF-311
	C-LEF-311

	Customer research
	Customer research

	On question 21 - we wanted to know what Bristol wanted to get from this section - but we didn't get a response
	On question 21 - we wanted to know what Bristol wanted to get from this section - but we didn't get a response

	CCW
	CCW

	BW
	BW

	09/07/2013
	09/07/2013

	This question was used to help explain which elements are considered most important.  See BM response for further details.
	This question was used to help explain which elements are considered most important.  See BM response for further details.

	11/07/2013
	11/07/2013


	C-LEF-312
	C-LEF-312
	C-LEF-312

	Customer research
	Customer research

	The change in the definition of interruptions to supply without the context that Tony asked for, and on discoloured complaints cause us some concerns
	The change in the definition of interruptions to supply without the context that Tony asked for, and on discoloured complaints cause us some concerns

	CCW
	CCW

	BW
	BW

	09/07/2013
	09/07/2013

	Context given by providing correct level and performance.  See BM response for further details.
	Context given by providing correct level and performance.  See BM response for further details.

	11/07/2013
	11/07/2013


	C-LEF-313
	C-LEF-313
	C-LEF-313

	Investment
	Investment

	CCWater asked what it would cost to replace the Line of Works in total, rather than fixing it piecemeal. 
	CCWater asked what it would cost to replace the Line of Works in total, rather than fixing it piecemeal. 

	CCWater
	CCWater

	BW
	BW

	09/07/2013
	09/07/2013

	BW responded that they did consider that, but it would cost more. Once we have done this 15 years worth of work hopefully  we won't have to do anything more for 40-50 years.
	BW responded that they did consider that, but it would cost more. Once we have done this 15 years worth of work hopefully  we won't have to do anything more for 40-50 years.

	11/07/2013
	11/07/2013


	C-LEF-314
	C-LEF-314
	C-LEF-314

	Investment
	Investment

	CCWater asked for confirmation that all schemes linked to customer outcomes. 
	CCWater asked for confirmation that all schemes linked to customer outcomes. 

	CCWater
	CCWater

	BW
	BW

	09/07/2013
	09/07/2013

	BW said they did.
	BW said they did.

	11/07/2013
	11/07/2013


	C-LEF-315
	C-LEF-315
	C-LEF-315

	Investment
	Investment

	The Chair asked; what were the Drivers for this work? (Studies being carried out on Reservoirs.)
	The Chair asked; what were the Drivers for this work? (Studies being carried out on Reservoirs.)

	Chair
	Chair

	BW
	BW

	09/07/2013
	09/07/2013

	BW explained these [drivers] were for the following measures of success; customer minutes lost (interruptions), discoloured water complaints, leakage, and asset serviceability 
	BW explained these [drivers] were for the following measures of success; customer minutes lost (interruptions), discoloured water complaints, leakage, and asset serviceability 

	11/07/2013
	11/07/2013


	C-LEF-316
	C-LEF-316
	C-LEF-316

	Investment
	Investment

	The Report Writer asked what was in the ‘Other’ category *of the table+?
	The Report Writer asked what was in the ‘Other’ category *of the table+?

	RW
	RW

	BW
	BW

	09/07/2013
	09/07/2013

	BW said this related to activities such as running GIS systems, leakage and stop taps. 
	BW said this related to activities such as running GIS systems, leakage and stop taps. 

	11/07/2013
	11/07/2013


	C-LEF-317
	C-LEF-317
	C-LEF-317

	Investment
	Investment

	The Report Writer also asked how investment areas linked to outcomes. 
	The Report Writer also asked how investment areas linked to outcomes. 

	RW
	RW

	BW
	BW

	09/07/2013
	09/07/2013

	BW explained that we link investment to outcomes using WTP values and the performance constraints that we choose. The model gives the most cost effective way of delivering that level of service.
	BW explained that we link investment to outcomes using WTP values and the performance constraints that we choose. The model gives the most cost effective way of delivering that level of service.

	11/07/2013
	11/07/2013


	C-LEF-318
	C-LEF-318
	C-LEF-318

	Investment
	Investment

	The Chair also asked if we can do ‘What Ifs’ after optimisation and when these would happen. 
	The Chair also asked if we can do ‘What Ifs’ after optimisation and when these would happen. 

	Chair
	Chair

	BW
	BW

	09/07/2013
	09/07/2013

	BW confirmed that we can do 'what if's' modelling and that this was carried out in the scenario models.
	BW confirmed that we can do 'what if's' modelling and that this was carried out in the scenario models.

	01/11/2013
	01/11/2013


	C-LEF-319
	C-LEF-319
	C-LEF-319

	Investment
	Investment

	The Report Writer asked how long term asset stewardship was considered. 
	The Report Writer asked how long term asset stewardship was considered. 

	RW
	RW

	BW
	BW

	09/07/2013
	09/07/2013

	BW explained the asset level models consider 25 years while the Cross Asset Optimiser uses 10 years.
	BW explained the asset level models consider 25 years while the Cross Asset Optimiser uses 10 years.

	17/07/2013
	17/07/2013


	C-LEF-320
	C-LEF-320
	C-LEF-320

	Investment
	Investment

	CCWater asked about the difference in expenditure between chlorine and chlorination?
	CCWater asked about the difference in expenditure between chlorine and chlorination?

	CCwater
	CCwater

	BW
	BW

	09/07/2013
	09/07/2013

	BW said the cost difference was the removal of Chlorine from the site, as this was a health and safety issue for both BW staff and those living nearby.  
	BW said the cost difference was the removal of Chlorine from the site, as this was a health and safety issue for both BW staff and those living nearby.  

	18/07/2013
	18/07/2013


	C-LEF-321
	C-LEF-321
	C-LEF-321

	Investment
	Investment

	The Chair asked us to confirm our replacement rate for meters and whether we have an issue with loss of income from meters. 
	The Chair asked us to confirm our replacement rate for meters and whether we have an issue with loss of income from meters. 

	Chair
	Chair

	BW
	BW

	09/07/2013
	09/07/2013

	BW confirmed the replacement rates were 13 years for household meters and 20 years for non household meters. There was no issue with loss of income. 
	BW confirmed the replacement rates were 13 years for household meters and 20 years for non household meters. There was no issue with loss of income. 

	19/07/2013
	19/07/2013


	C-LEF-322
	C-LEF-322
	C-LEF-322

	Investment
	Investment

	M&G – The Report Writer asked about our vehicle fleet and if there were any significant building spend in AMP6. 
	M&G – The Report Writer asked about our vehicle fleet and if there were any significant building spend in AMP6. 

	RW
	RW

	BW
	BW

	09/07/2013
	09/07/2013

	BW said that we constantly considered if leasing vehicles would be cheaper and that AMP6 building expenditure would be more on operational buildings.
	BW said that we constantly considered if leasing vehicles would be cheaper and that AMP6 building expenditure would be more on operational buildings.

	20/07/2013
	20/07/2013


	C-LEF-323
	C-LEF-323
	C-LEF-323

	Investment
	Investment

	CCWater asked what the quality audit covered. 
	CCWater asked what the quality audit covered. 

	CCWater
	CCWater

	BW
	BW

	09/07/2013
	09/07/2013

	BW said the Auditor looked at solutions considered as well as the preferred solution and also the cost efficiencies.
	BW said the Auditor looked at solutions considered as well as the preferred solution and also the cost efficiencies.

	21/07/2013
	21/07/2013


	C-LEF-324
	C-LEF-324
	C-LEF-324

	Investment
	Investment

	CCWater asked why the existing Northern Resilience Scheme did not cover the loss of the Sharpness Canal. 
	CCWater asked why the existing Northern Resilience Scheme did not cover the loss of the Sharpness Canal. 

	CCWater
	CCWater

	BW
	BW

	09/07/2013
	09/07/2013

	BW explained that the Northern Resilience Scheme only allowed for the loss of Purton TW while the Southern Resilience Scheme would cover the loss of the Sharpness canal  and hence both Purton and Littleton TWs. 
	BW explained that the Northern Resilience Scheme only allowed for the loss of Purton TW while the Southern Resilience Scheme would cover the loss of the Sharpness canal  and hence both Purton and Littleton TWs. 

	22/07/2013
	22/07/2013


	C-LEF-325
	C-LEF-325
	C-LEF-325

	Investment
	Investment

	The Report Writer asked if the resilience proposal had the same scope as PR09. 
	The Report Writer asked if the resilience proposal had the same scope as PR09. 

	RW
	RW

	BW
	BW

	09/07/2013
	09/07/2013

	BW said it was a different solution as it now considered growth synergies as well. 
	BW said it was a different solution as it now considered growth synergies as well. 

	23/07/2013
	23/07/2013


	C-LEF-326
	C-LEF-326
	C-LEF-326

	Investment
	Investment

	The Chair asked who decided which resilience schemes to include. 
	The Chair asked who decided which resilience schemes to include. 

	Chair
	Chair

	BW
	BW

	09/07/2013
	09/07/2013

	BW said this was being tested in the stage 1 acceptability research but BW would have to do something else if we included more resilience schemes.
	BW said this was being tested in the stage 1 acceptability research but BW would have to do something else if we included more resilience schemes.

	24/07/2013
	24/07/2013


	C-LEF-327
	C-LEF-327
	C-LEF-327

	Investment
	Investment

	The Chair raised the issue of the EA concerns over the timing of Cheddar II. This was also seen in the acceptability focus group. 
	The Chair raised the issue of the EA concerns over the timing of Cheddar II. This was also seen in the acceptability focus group. 

	Chair
	Chair

	BW
	BW

	09/07/2013
	09/07/2013

	The difference between the brown/blue plans and the orange plan was the timing of building Cheddar II.
	The difference between the brown/blue plans and the orange plan was the timing of building Cheddar II.

	25/07/2013
	25/07/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-328
	C-LEF-328
	C-LEF-328

	Investment
	Investment

	CCWater mentioned that in the focus groups customers didn't understand why they would be charged more because of the timing of Cheddar. There is a question of whether Cheddar can be put back. 
	CCWater mentioned that in the focus groups customers didn't understand why they would be charged more because of the timing of Cheddar. There is a question of whether Cheddar can be put back. 

	CCWater
	CCWater

	BW
	BW

	09/07/2013
	09/07/2013

	BW responded that they couldn’t unless they could get a cheaper price for a bulk supply from Wessex - which BW was negotiating on now, but that the  bulk supply would have £30m of investment costs. It was concluded this it was not viable due to S19 undertaking.
	BW responded that they couldn’t unless they could get a cheaper price for a bulk supply from Wessex - which BW was negotiating on now, but that the  bulk supply would have £30m of investment costs. It was concluded this it was not viable due to S19 undertaking.

	25/07/2013
	25/07/2013


	C-LEF-329
	C-LEF-329
	C-LEF-329

	Investment
	Investment

	The Chair asked if the new trunk mains/service reservoirs were all for new development? 
	The Chair asked if the new trunk mains/service reservoirs were all for new development? 

	Chair
	Chair

	BW
	BW

	09/07/2013
	09/07/2013

	BW said the priority was providing 12 hour storage across the whole network, old and new.
	BW said the priority was providing 12 hour storage across the whole network, old and new.

	27/07/2013
	27/07/2013


	C-LEF-330
	C-LEF-330
	C-LEF-330

	Investment
	Investment

	The Report Writer asked if the figures used the latest census data. 
	The Report Writer asked if the figures used the latest census data. 

	RW
	RW

	BW
	BW

	09/07/2013
	09/07/2013

	BW confirmed this was the case until 2020. The Report Writer also asked if our actual figures in AMP5 had matched forecast. BW confirmed the forecast was 4000-4100, while the actual figure was 3900.
	BW confirmed this was the case until 2020. The Report Writer also asked if our actual figures in AMP5 had matched forecast. BW confirmed the forecast was 4000-4100, while the actual figure was 3900.

	28/07/2013
	28/07/2013


	C-LEF-331
	C-LEF-331
	C-LEF-331

	Investment
	Investment

	The Report Writer asked about how the investment modelling linked with outcomes/measures of success and where service level was included. 
	The Report Writer asked about how the investment modelling linked with outcomes/measures of success and where service level was included. 

	RW
	RW

	BW
	BW

	09/07/2013
	09/07/2013

	BW explained that the service level is included in the performance data input into the Asset Level Models (ALMs). What comes out of the ALMs is constrained by the results of the acceptability research. WTP values feed into the Cross Asset Optimiser (CAO), which then optimises the ALMs output. The CAO is also constrained by the Measures of Success targets. See slide 22 for relevant diagram.
	BW explained that the service level is included in the performance data input into the Asset Level Models (ALMs). What comes out of the ALMs is constrained by the results of the acceptability research. WTP values feed into the Cross Asset Optimiser (CAO), which then optimises the ALMs output. The CAO is also constrained by the Measures of Success targets. See slide 22 for relevant diagram.

	29/07/2013
	29/07/2013


	C-LEF-332
	C-LEF-332
	C-LEF-332

	Investment
	Investment

	The Report Writer asked for clarification on the ‘Not required or nice to have’ filter. 
	The Report Writer asked for clarification on the ‘Not required or nice to have’ filter. 

	RW
	RW

	BW
	BW

	09/07/2013
	09/07/2013

	BW explained that this referred to where circumstances have changed or BW was prepared to carry on with existing risks.
	BW explained that this referred to where circumstances have changed or BW was prepared to carry on with existing risks.

	30/07/2013
	30/07/2013


	C-LEF-333
	C-LEF-333
	C-LEF-333

	Investment
	Investment

	The Chair asked BW to confirm if the initial design reports contained proof the scheme could be built/was deliverable. 
	The Chair asked BW to confirm if the initial design reports contained proof the scheme could be built/was deliverable. 

	Chari
	Chari

	BW
	BW

	09/07/2013
	09/07/2013

	BW confirmed that the IDRs included whether it can be built, practical design, time to build and phasing over AMPs if necessary
	BW confirmed that the IDRs included whether it can be built, practical design, time to build and phasing over AMPs if necessary

	31/07/2013
	31/07/2013


	C-LEF-334
	C-LEF-334
	C-LEF-334

	Investment
	Investment

	The Chair asked about costing for the rest of the Named Schemes. 
	The Chair asked about costing for the rest of the Named Schemes. 

	Chair
	Chair

	BW
	BW

	09/07/2013
	09/07/2013

	BW said it depended on the complexity of the scheme and if we have not done a similar scheme before. For cheaper schemes, a lower level costing was involved. This is usually based on historic cost data for similar work. At PR09, 75% of the total programme at PR09 was costed using the IDR approach. 
	BW said it depended on the complexity of the scheme and if we have not done a similar scheme before. For cheaper schemes, a lower level costing was involved. This is usually based on historic cost data for similar work. At PR09, 75% of the total programme at PR09 was costed using the IDR approach. 

	01/08/2013
	01/08/2013


	C-LEF-335
	C-LEF-335
	C-LEF-335

	Investment
	Investment

	CCWater asked how the household and non household valuations were combined.  CCWater also asked if BW were using the value for hosepipe bans and adding it to rota cuts and causing double counting. 
	CCWater asked how the household and non household valuations were combined.  CCWater also asked if BW were using the value for hosepipe bans and adding it to rota cuts and causing double counting. 

	CCWater
	CCWater

	BW
	BW

	09/07/2013
	09/07/2013

	BW explained this was done on the number of households/number of non household’s ratio (93%/7%).  BW said the two valuations were tested separately.
	BW explained this was done on the number of households/number of non household’s ratio (93%/7%).  BW said the two valuations were tested separately.

	02/08/2013
	02/08/2013


	C-LEF-336
	C-LEF-336
	C-LEF-336

	Investment
	Investment

	In respect of the Southern Resilience Scheme  CCWater said the values used bore no relation to the Nera WTP values.  A peer review of the process was requested to consider WtP and how that information was used in the model.
	In respect of the Southern Resilience Scheme  CCWater said the values used bore no relation to the Nera WTP values.  A peer review of the process was requested to consider WtP and how that information was used in the model.

	CCWater
	CCWater

	BW
	BW

	09/07/2013
	09/07/2013

	BW explained the frequencies of the different lengths of interruptions were taken from work Halcrow had done for us on assessing the risks. BW then set out the calculation to obtain the value per customer for each of the interruptions.
	BW explained the frequencies of the different lengths of interruptions were taken from work Halcrow had done for us on assessing the risks. BW then set out the calculation to obtain the value per customer for each of the interruptions.

	03/08/2013
	03/08/2013


	C-LEF-337
	C-LEF-337
	C-LEF-337

	Investment
	Investment

	The Chair expressed his difficulty in understanding how figures converted into value per customer. 
	The Chair expressed his difficulty in understanding how figures converted into value per customer. 

	Chair
	Chair

	BW
	BW

	09/07/2013
	09/07/2013

	BW said the inputs into the CAO were expressed as £/event while the WTP values obtained from NERA were £/customer/change in likelihood of event occurring. The Chair asked if this would form part of the peer review of the WTP research.  See Susana Mourato's peer review report.
	BW said the inputs into the CAO were expressed as £/event while the WTP values obtained from NERA were £/customer/change in likelihood of event occurring. The Chair asked if this would form part of the peer review of the WTP research.  See Susana Mourato's peer review report.

	28/10/2013
	28/10/2013


	C-LEF-338
	C-LEF-338
	C-LEF-338

	Investment
	Investment

	CCWater asked for clarification with regard to the Nera report.   Nera WTP was £80.36 - the slides that were presented recently gave a figure of £10 and £12. 
	CCWater asked for clarification with regard to the Nera report.   Nera WTP was £80.36 - the slides that were presented recently gave a figure of £10 and £12. 

	CCWater
	CCWater

	BW
	BW

	09/07/2013
	09/07/2013

	BW said they would ask NERA to present the WTP values using consistent units in their final report.  Report now complete
	BW said they would ask NERA to present the WTP values using consistent units in their final report.  Report now complete

	18/07/2013
	18/07/2013


	C-LEF-339
	C-LEF-339
	C-LEF-339

	Investment
	Investment

	Concerns were raised about the cost of installing screens to safeguard eels.  What evidence is there that other parties who needed to do works to the river to make installing the screens worthwhile, were going to do their part.
	Concerns were raised about the cost of installing screens to safeguard eels.  What evidence is there that other parties who needed to do works to the river to make installing the screens worthwhile, were going to do their part.

	CCWater
	CCWater

	BW
	BW

	10/07/2013
	10/07/2013

	Screening for Eels forms part of the NEP. EA concurred with this.  Subsequently it transpired that investment in this area could be reduced as the Eel population proved to be less than was previously thought.
	Screening for Eels forms part of the NEP. EA concurred with this.  Subsequently it transpired that investment in this area could be reduced as the Eel population proved to be less than was previously thought.

	21/10/2013
	21/10/2013


	C-LEF-340
	C-LEF-340
	C-LEF-340

	Investment
	Investment

	The deadline for responses to the draft WRMP was 8/8/13. The EA raised concerns about timing of Cheddar II build and impact on demand from new Power station.
	The deadline for responses to the draft WRMP was 8/8/13. The EA raised concerns about timing of Cheddar II build and impact on demand from new Power station.

	EA
	EA

	BW
	BW

	18/07/2013
	18/07/2013

	BW agreed  to show  more detail in its consultation responses
	BW agreed  to show  more detail in its consultation responses

	18/07/2013
	18/07/2013


	C-LEF-341
	C-LEF-341
	C-LEF-341

	Investment
	Investment

	CCWater raised the issue of the difference in figures for the 2-3 week stoppage attribute between the graph on slide 6 and the figure in the table on slide 7.
	CCWater raised the issue of the difference in figures for the 2-3 week stoppage attribute between the graph on slide 6 and the figure in the table on slide 7.

	CCWater
	CCWater

	BW
	BW

	18/07/2013
	18/07/2013

	BW to provide NERA’s email explaining calculation.  See briefing paper on WtP conversion
	BW to provide NERA’s email explaining calculation.  See briefing paper on WtP conversion

	18/07/2013
	18/07/2013


	C-LEF-342
	C-LEF-342
	C-LEF-342

	Customer research
	Customer research

	CCWater asked BM to explain any difference between qualitative and quantitative research regarding maintenance.  
	CCWater asked BM to explain any difference between qualitative and quantitative research regarding maintenance.  

	CCWater
	CCWater

	BM
	BM

	18/07/2013
	18/07/2013

	BM said in the qualitative research, the purple plan (decreased maintenance) was universally rejected. In the quantitative research 67% found the purple plan unacceptable. The difference was due to respondents making comparative judgements in the qualitative phase but were considering the plans in isolation in the quantitative survey.
	BM said in the qualitative research, the purple plan (decreased maintenance) was universally rejected. In the quantitative research 67% found the purple plan unacceptable. The difference was due to respondents making comparative judgements in the qualitative phase but were considering the plans in isolation in the quantitative survey.

	18/07/2013
	18/07/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-343
	C-LEF-343
	C-LEF-343

	Customer research
	Customer research

	The Deputy Chair asked what the impact of inflation would be.
	The Deputy Chair asked what the impact of inflation would be.

	Dchair
	Dchair

	BW
	BW

	18/07/2013
	18/07/2013

	BW said an annual RPI impact of around £5 based on current RPI. BM said how we show this is in the stage 2 acceptability research is critical because customers were talking about flat bills /no increase when discussing the brown plan. The EA said that the understanding of inflation always an issue.
	BW said an annual RPI impact of around £5 based on current RPI. BM said how we show this is in the stage 2 acceptability research is critical because customers were talking about flat bills /no increase when discussing the brown plan. The EA said that the understanding of inflation always an issue.

	18/07/2013
	18/07/2013


	C-LEF-344
	C-LEF-344
	C-LEF-344

	Customer research
	Customer research

	CCWater also raised a concern about the position each plan was presented changed the acceptability result.  
	CCWater also raised a concern about the position each plan was presented changed the acceptability result.  

	CSSC
	CSSC

	BW
	BW

	18/07/2013
	18/07/2013

	BM explained that a quarter of the sample saw each plan first. Rotating in this way avoided an order effect in the results.  
	BM explained that a quarter of the sample saw each plan first. Rotating in this way avoided an order effect in the results.  

	18/07/2013
	18/07/2013


	C-LEF-345
	C-LEF-345
	C-LEF-345

	Investment
	Investment

	Asked if the reporter will scrutinise the options and costs
	Asked if the reporter will scrutinise the options and costs

	RW
	RW

	BW
	BW

	18/07/2013
	18/07/2013

	It was agreed that reporter would do it and confirmed he could provide assurance for the LEF.  See assurance report.
	It was agreed that reporter would do it and confirmed he could provide assurance for the LEF.  See assurance report.

	25/11/2013
	25/11/2013


	C-LEF-346
	C-LEF-346
	C-LEF-346

	Customer research
	Customer research

	AgeUK asked if vulnerable groups were in the percentage that preferred the brown plan. 
	AgeUK asked if vulnerable groups were in the percentage that preferred the brown plan. 

	Age UK
	Age UK

	BM
	BM

	18/07/2013
	18/07/2013

	BM said the brown plan had lowest acceptability amongst C2s and the brown plan is more consistently acceptable for those would can’t afford their bills, aren’t satisfied with current service or who thing water is poor value for money.
	BM said the brown plan had lowest acceptability amongst C2s and the brown plan is more consistently acceptable for those would can’t afford their bills, aren’t satisfied with current service or who thing water is poor value for money.

	18/07/2013
	18/07/2013


	C-LEF-347
	C-LEF-347
	C-LEF-347

	Customer research
	Customer research

	CCWater asked if the maintenance reduction is scaring customers.  
	CCWater asked if the maintenance reduction is scaring customers.  

	CCWater
	CCWater

	BM
	BM

	18/07/2013
	18/07/2013

	BM responded that it would be misleading not to include the information if that is the plan’s proposal.BW said it was the reason the percentages on levels of maintenance were removed for the quantitative survey to avoid biasing the customers’ responses. 
	BM responded that it would be misleading not to include the information if that is the plan’s proposal.BW said it was the reason the percentages on levels of maintenance were removed for the quantitative survey to avoid biasing the customers’ responses. 

	18/07/2013
	18/07/2013


	C-LEF-348
	C-LEF-348
	C-LEF-348

	Customer research
	Customer research

	CCWater also asked why Outcomes such as ‘best people, right culture’ were included when these weren’t customer facing. 
	CCWater also asked why Outcomes such as ‘best people, right culture’ were included when these weren’t customer facing. 

	CCWater
	CCWater

	BW
	BW

	18/07/2013
	18/07/2013

	BW said it was trying to be completely transparent about its business.
	BW said it was trying to be completely transparent about its business.

	18/07/2013
	18/07/2013


	C-LEF-349
	C-LEF-349
	C-LEF-349

	Customer research
	Customer research

	CCWater asked if the timing of the Cheddar II reservoir could be pushed back by 3 years and  what would the impact be of this. 
	CCWater asked if the timing of the Cheddar II reservoir could be pushed back by 3 years and  what would the impact be of this. 

	CCWater
	CCWater

	BW
	BW

	18/07/2013
	18/07/2013

	BW explained that there was almost no spend in the last 2 years when the reservoir is filled. Delaying the build by 3 years would put £92m of expenditure into AMP7.  BW was looking to the results of the acceptability research to give the customers’ views on the right pacing.  Mendip said BW should promote the benefits of Cheddar II reservoir , which is wider than just a supply/demand balance issue. BW said the focus on the amenity value was coming out of the public consultation on the reservoir.
	BW explained that there was almost no spend in the last 2 years when the reservoir is filled. Delaying the build by 3 years would put £92m of expenditure into AMP7.  BW was looking to the results of the acceptability research to give the customers’ views on the right pacing.  Mendip said BW should promote the benefits of Cheddar II reservoir , which is wider than just a supply/demand balance issue. BW said the focus on the amenity value was coming out of the public consultation on the reservoir.

	25/07/2013
	25/07/2013


	C-LEF-350
	C-LEF-350
	C-LEF-350

	Customer research
	Customer research

	CCWater asked why the Cheddar Treatment Works scheme would cost £20m to treat algal blooms in raw water. North Somerset asked if this was due to fertiliser from land. 
	CCWater asked why the Cheddar Treatment Works scheme would cost £20m to treat algal blooms in raw water. North Somerset asked if this was due to fertiliser from land. 

	CCWater
	CCWater

	BW
	BW

	18/07/2013
	18/07/2013

	BW said it was a wholesale replacement of the treatment process. BW confirmed that [fertiliser] was part of the issue.
	BW said it was a wholesale replacement of the treatment process. BW confirmed that [fertiliser] was part of the issue.

	25/07/2013
	25/07/2013


	C-LEF-351
	C-LEF-351
	C-LEF-351

	Customer research
	Customer research

	CCWater raised the issue of the DWI comments on metaldehyde and whether BW should be approaching EA about the issue. 
	CCWater raised the issue of the DWI comments on metaldehyde and whether BW should be approaching EA about the issue. 

	CCWater
	CCWater

	EA
	EA

	18/07/2013
	18/07/2013

	The EA said the comments were unhelpful and that there were jointly agreed drinking water catchment plans which covered metaldehyde.
	The EA said the comments were unhelpful and that there were jointly agreed drinking water catchment plans which covered metaldehyde.

	18/07/2013
	18/07/2013


	C-LEF-352
	C-LEF-352
	C-LEF-352

	Customer research
	Customer research

	With regard to 'Water is Good to Drink' CCWater raised a concern about the cost for number of water quality complaints reduction-
	With regard to 'Water is Good to Drink' CCWater raised a concern about the cost for number of water quality complaints reduction-

	CCWater
	CCWater

	BW
	BW

	18/07/2013
	18/07/2013

	BW said the investment would also support iron compliance.
	BW said the investment would also support iron compliance.

	18/07/2013
	18/07/2013


	C-LEF-353
	C-LEF-353
	C-LEF-353

	Customer research
	Customer research

	Mendip asked about the proposed change of occupier metering policy, could customers change back after 12 months.  AgeUK asked about metering in new builds.
	Mendip asked about the proposed change of occupier metering policy, could customers change back after 12 months.  AgeUK asked about metering in new builds.

	MDC
	MDC

	BW
	BW

	18/07/2013
	18/07/2013

	BW confirmed this only applied to customers opting to meter. BW said new builds have been metered since 1999.
	BW confirmed this only applied to customers opting to meter. BW said new builds have been metered since 1999.

	18/07/2013
	18/07/2013


	C-LEF-354
	C-LEF-354
	C-LEF-354

	Customer research
	Customer research

	AgeUK also asked if leakage is easier to detect with meters. 
	AgeUK also asked if leakage is easier to detect with meters. 

	Age uk
	Age uk

	BW
	BW

	18/07/2013
	18/07/2013

	BW said yes they investigate high readings that are unlikely to be consumption.
	BW said yes they investigate high readings that are unlikely to be consumption.

	18/07/2013
	18/07/2013


	C-LEF-355
	C-LEF-355
	C-LEF-355

	Customer research
	Customer research

	CCWater asked about the Government expectation water companies would adopt customers supply pipes and how much this would cost. An UKWIR study had costed this as £4/bill. CCWater asked if BW would move informally to this policy. 
	CCWater asked about the Government expectation water companies would adopt customers supply pipes and how much this would cost. An UKWIR study had costed this as £4/bill. CCWater asked if BW would move informally to this policy. 

	CCWater
	CCWater

	BW
	BW

	18/07/2013
	18/07/2013

	BW said it wasn’t planning to.
	BW said it wasn’t planning to.

	18/07/2013
	18/07/2013


	C-LEF-356
	C-LEF-356
	C-LEF-356

	Customer research
	Customer research

	CCWater commented that just because we have customer research showing WTP, BW doesn’t have to include in its business plan and BW should consider the overall acceptability of its proposals. CCWater said the LEF needed confidence in the use of WTP in cost benefit analysis and the timing of schemes.
	CCWater commented that just because we have customer research showing WTP, BW doesn’t have to include in its business plan and BW should consider the overall acceptability of its proposals. CCWater said the LEF needed confidence in the use of WTP in cost benefit analysis and the timing of schemes.

	CCWater
	CCWater

	BW
	BW

	18/07/2013
	18/07/2013

	BW to present to IPSC on 25th July. LEF were urged to attend.  BW noted comments for consideration in developing final business plan.
	BW to present to IPSC on 25th July. LEF were urged to attend.  BW noted comments for consideration in developing final business plan.

	25/07/2013
	25/07/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-357
	C-LEF-357
	C-LEF-357

	Customer research
	Customer research

	AgeUK raised concerns about the acceptability research showing that 16% of customers were worried about their bills and 5 % currently said they couldn’t afford their water bill.  The Deputy Chair agreed 21% was a sizable proportion.
	AgeUK raised concerns about the acceptability research showing that 16% of customers were worried about their bills and 5 % currently said they couldn’t afford their water bill.  The Deputy Chair agreed 21% was a sizable proportion.

	Age uk
	Age uk

	BW
	BW

	18/07/2013
	18/07/2013

	 BW explained that Ofwat will be looking at both affordability and acceptability of the plan as a whole. BW would need to consider if it needs to do more mitigation over and above the existing social tariffs to address affordability concerns.  Have considered, more publicity of existing, not new, measures.
	 BW explained that Ofwat will be looking at both affordability and acceptability of the plan as a whole. BW would need to consider if it needs to do more mitigation over and above the existing social tariffs to address affordability concerns.  Have considered, more publicity of existing, not new, measures.

	04/11/2013
	04/11/2013


	C-LEF-358
	C-LEF-358
	C-LEF-358

	Customer research
	Customer research

	CCWater was concerned that BW could buy its way out of doing anything to deliver the biodiversity index MoS.
	CCWater was concerned that BW could buy its way out of doing anything to deliver the biodiversity index MoS.

	CCWater
	CCWater

	BW
	BW

	18/07/2013
	18/07/2013

	BW explained it had developed a biodiversity index Measure of Success in collaboration with RSPB, NE and the EA. The target would be Increasing year by year. NE said it covered areas owned by BW and areas where BW was doing work through the planning system.  NE said that sometime biodiversity offsetting could be a good thing. 
	BW explained it had developed a biodiversity index Measure of Success in collaboration with RSPB, NE and the EA. The target would be Increasing year by year. NE said it covered areas owned by BW and areas where BW was doing work through the planning system.  NE said that sometime biodiversity offsetting could be a good thing. 

	18/07/2013
	18/07/2013


	C-LEF-359
	C-LEF-359
	C-LEF-359

	Customer research
	Customer research

	Chair felt that the reason for inclusion of group discussion results in the analysis was unclear. 
	Chair felt that the reason for inclusion of group discussion results in the analysis was unclear. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW acknowledged it was important to give greater weight to the survey results rather than the focus group discussions and this is the approach that was used.
	BW acknowledged it was important to give greater weight to the survey results rather than the focus group discussions and this is the approach that was used.

	25/07/2013
	25/07/2013


	C-LEF-360
	C-LEF-360
	C-LEF-360

	PR14
	PR14

	It was noted that the Ofwat final methodology for PR14 had been released on 25.07.13.
	It was noted that the Ofwat final methodology for PR14 had been released on 25.07.13.

	LEF
	LEF

	BW
	BW

	25/07/2013
	25/07/2013

	BW had not yet had chance to review the document. It was felt that it was unlikely to impact the proposed Outcomes.
	BW had not yet had chance to review the document. It was felt that it was unlikely to impact the proposed Outcomes.

	25/07/2013
	25/07/2013


	C-LEF-361
	C-LEF-361
	C-LEF-361

	Customer research
	Customer research

	Chair stated that Blue Marble’s comments that the order in which plans were presented in the survey affected the views of respondents caused him concern. Chair requested a more considered response from Blue Marble or BW as to why this issue is not material to the survey results.  
	Chair stated that Blue Marble’s comments that the order in which plans were presented in the survey affected the views of respondents caused him concern. Chair requested a more considered response from Blue Marble or BW as to why this issue is not material to the survey results.  

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	See C-LEF-362
	See C-LEF-362

	30/07/2013
	30/07/2013


	C-LEF-362
	C-LEF-362
	C-LEF-362

	Customer research
	Customer research

	Blue Marble were asked by the Chair about presentation effects 
	Blue Marble were asked by the Chair about presentation effects 

	Chair
	Chair

	BM
	BM

	25/07/2013
	25/07/2013

	BM explained order of presentation was rotated within the survey so that equal proportions of the sample (n = 74-77) were presented with e.g. the purple, brown, blue or orange first, followed then by the other plans in this sequence. Having equal proportions answer each of the 4 possible rotation sets essentially balances out any potential presentation effect in the sample overall. BM explained that people who see the purple plan before all the others rate this plan as being much more acceptable than those 
	BM explained order of presentation was rotated within the survey so that equal proportions of the sample (n = 74-77) were presented with e.g. the purple, brown, blue or orange first, followed then by the other plans in this sequence. Having equal proportions answer each of the 4 possible rotation sets essentially balances out any potential presentation effect in the sample overall. BM explained that people who see the purple plan before all the others rate this plan as being much more acceptable than those 

	25/07/2013
	25/07/2013


	C-LEF-363
	C-LEF-363
	C-LEF-363

	Customer research
	Customer research

	Why are these figures different to those presented before?
	Why are these figures different to those presented before?

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW explained that LEF and its sub-committees were noticing regular changes in proposed expenditure and service levels because BW were exposing the LEF to its latest thinking and draft costs, rather than waiting until numbers were finalised.
	BW explained that LEF and its sub-committees were noticing regular changes in proposed expenditure and service levels because BW were exposing the LEF to its latest thinking and draft costs, rather than waiting until numbers were finalised.

	25/07/2013
	25/07/2013


	C-LEF-364
	C-LEF-364
	C-LEF-364

	Customer research
	Customer research

	Reliable supply (slides 12-14) on interruptions.
	Reliable supply (slides 12-14) on interruptions.

	CCW
	CCW

	BW
	BW

	25/07/2013
	25/07/2013

	BW explained that the blue plan represents the same level of non-infrastructure maintenance as in 2010-2015, whilst the preferred plan is nearer to that in the brown plan. Proposed infrastructure maintenance expenditure represented a reduction from the AMP5 level. Proposed non-infrastructure maintenance was lower than the figures presented to the LEF 18.7.13 but similar to the spend in 2010-2015.
	BW explained that the blue plan represents the same level of non-infrastructure maintenance as in 2010-2015, whilst the preferred plan is nearer to that in the brown plan. Proposed infrastructure maintenance expenditure represented a reduction from the AMP5 level. Proposed non-infrastructure maintenance was lower than the figures presented to the LEF 18.7.13 but similar to the spend in 2010-2015.

	25/07/2013
	25/07/2013


	C-LEF-365
	C-LEF-365
	C-LEF-365

	Customer research
	Customer research

	CCWater asked whether the hosepipe ban target proposed in ‘Water in the Future’ (BW’s Strategic Direction Statement (SDS)) should be amended in response to customers’ views.
	CCWater asked whether the hosepipe ban target proposed in ‘Water in the Future’ (BW’s Strategic Direction Statement (SDS)) should be amended in response to customers’ views.

	CCWater
	CCWater

	BW
	BW

	25/07/2013
	25/07/2013

	BW stated that the SDS would be updated after Ofwat had given its Final  Determination. 25 year target supported by WtP so retained for 25 year strategy.
	BW stated that the SDS would be updated after Ofwat had given its Final  Determination. 25 year target supported by WtP so retained for 25 year strategy.

	25/11/2013
	25/11/2013


	C-LEF-366
	C-LEF-366
	C-LEF-366

	Customer research
	Customer research

	CCWater asked how BW had obtained a willingness to pay value for rota cuts when it didn’t ask a question on it. 
	CCWater asked how BW had obtained a willingness to pay value for rota cuts when it didn’t ask a question on it. 

	CCWater
	CCWater

	BW
	BW

	25/07/2013
	25/07/2013

	BW explained that the value for 2-3 week interruptions had been used for this, as BW wouldn’t necessarily use rota cuts in such a situation. Customers are more willing to pay to avoid the loss of their piped supply rather than to avoid a hosepipe ban.
	BW explained that the value for 2-3 week interruptions had been used for this, as BW wouldn’t necessarily use rota cuts in such a situation. Customers are more willing to pay to avoid the loss of their piped supply rather than to avoid a hosepipe ban.

	25/07/2013
	25/07/2013


	C-LEF-367
	C-LEF-367
	C-LEF-367

	Customer research
	Customer research

	CCWater asked whether BW would be subsidising lead pipe repairs.
	CCWater asked whether BW would be subsidising lead pipe repairs.

	CCWater
	CCWater

	BW
	BW

	25/07/2013
	25/07/2013

	 BW answered that it will replace the company side of the supply pipe and in the event of a second failure will subsidise repairs on the customer’s pipe. 
	 BW answered that it will replace the company side of the supply pipe and in the event of a second failure will subsidise repairs on the customer’s pipe. 

	25/07/2013
	25/07/2013


	C-LEF-368
	C-LEF-368
	C-LEF-368

	Customer research
	Customer research

	Chair asked why trunk main relining wasn’t a DWI scheme. 
	Chair asked why trunk main relining wasn’t a DWI scheme. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW explained that it wasn’t submitted to DWI due to issues at PR09, but it would be happy to include it as a maintenance proposal. DWI said that one company had submitted schemes which DWI could “commend to support” rather than put in place a legal instrument. BW will consider doing this, but did not do so.
	BW explained that it wasn’t submitted to DWI due to issues at PR09, but it would be happy to include it as a maintenance proposal. DWI said that one company had submitted schemes which DWI could “commend to support” rather than put in place a legal instrument. BW will consider doing this, but did not do so.

	18/11/2013
	18/11/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-369
	C-LEF-369
	C-LEF-369

	Customer research
	Customer research

	Chair asked whether the length or the cost of pipe would drive the activity level. 
	Chair asked whether the length or the cost of pipe would drive the activity level. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW said that 143km of mains were assessed to be at risk, and a list had been drawn up to prioritise replacement by cost-benefit. 
	BW said that 143km of mains were assessed to be at risk, and a list had been drawn up to prioritise replacement by cost-benefit. 

	25/07/2013
	25/07/2013


	C-LEF-370
	C-LEF-370
	C-LEF-370

	Customer research
	Customer research

	Chair stated that he felt the element of choice involved in this decision should be explained to the LEF. RW asked if the choice is all about cost-benefit analysis. 
	Chair stated that he felt the element of choice involved in this decision should be explained to the LEF. RW asked if the choice is all about cost-benefit analysis. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW responded that the level of relining is sufficient to achieve the targets identified in acceptability research. Cost benefit of scheme presented.
	BW responded that the level of relining is sufficient to achieve the targets identified in acceptability research. Cost benefit of scheme presented.

	25/11/2013
	25/11/2013


	C-LEF-371
	C-LEF-371
	C-LEF-371

	Customer research
	Customer research

	RW asked if the mains relining schemes are geographically distinct. 
	RW asked if the mains relining schemes are geographically distinct. 

	RW
	RW

	BW
	BW

	25/07/2013
	25/07/2013

	BW said it looked at lengths of mains and assess if they can be combined.
	BW said it looked at lengths of mains and assess if they can be combined.

	25/07/2013
	25/07/2013


	C-LEF-372
	C-LEF-372
	C-LEF-372

	Customer research
	Customer research

	Chair asked if the use of the word ‘ferrous’ is deliberate. 
	Chair asked if the use of the word ‘ferrous’ is deliberate. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW answered that it was, because ferrous mains are most likely to give iron failures and ice pigging can be used for other pipe works.
	BW answered that it was, because ferrous mains are most likely to give iron failures and ice pigging can be used for other pipe works.

	25/07/2013
	25/07/2013


	C-LEF-373
	C-LEF-373
	C-LEF-373

	Customer research
	Customer research

	CCWater asked whether the level of service proposed in the brown plan was appropriate given customer support for leakage reductions. 
	CCWater asked whether the level of service proposed in the brown plan was appropriate given customer support for leakage reductions. 

	CCWater
	CCWater

	BW
	BW

	25/07/2013
	25/07/2013

	BW answered that it would be too expensive to reduce leakage further than it was planning. 
	BW answered that it would be too expensive to reduce leakage further than it was planning. 

	25/07/2013
	25/07/2013


	C-LEF-374
	C-LEF-374
	C-LEF-374

	Customer research
	Customer research

	Chair asked if the support for river water quality improvements reflected customers’ wish to improve their own supplies or was more altruistic. 
	Chair asked if the support for river water quality improvements reflected customers’ wish to improve their own supplies or was more altruistic. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW felt it was probably a mixture of both. Chair said the results make sense if customers are mainly thinking of their own supplies.
	BW felt it was probably a mixture of both. Chair said the results make sense if customers are mainly thinking of their own supplies.

	25/07/2013
	25/07/2013


	C-LEF-375
	C-LEF-375
	C-LEF-375

	Customer research
	Customer research

	Slide 31 shows the assumptions BW has made in its bill calculations. Chair asked if a Small Company Premium had been included in the cost of capital. 
	Slide 31 shows the assumptions BW has made in its bill calculations. Chair asked if a Small Company Premium had been included in the cost of capital. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW replied that it is implicit in the stated WACC.
	BW replied that it is implicit in the stated WACC.

	25/07/2013
	25/07/2013


	C-LEF-376
	C-LEF-376
	C-LEF-376

	Customer research
	Customer research

	Chair asked if any adjustment in relation to the Capital Incentive Scheme was included. 
	Chair asked if any adjustment in relation to the Capital Incentive Scheme was included. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW replied that it was included in the bill projections
	BW replied that it was included in the bill projections

	04/11/2013
	04/11/2013


	C-LEF-377
	C-LEF-377
	C-LEF-377

	Customer research
	Customer research

	RW asked if it is reasonable to assume the PR09 efficiency assumptions will continue in 2015-2020. 
	RW asked if it is reasonable to assume the PR09 efficiency assumptions will continue in 2015-2020. 

	RW
	RW

	BW
	BW

	25/07/2013
	25/07/2013

	BW stated that it has outperformed those assumptions so it was reasonable to assume they would continue.  [BW stated that it had been helped by input costs being lower than expected due to salaries being below inflation]. BW has commissioned First Economics to do a study on frontier movement, and Oxera to look at the relative efficiency effect on opex, and that this report was provided 28/11/13.
	BW stated that it has outperformed those assumptions so it was reasonable to assume they would continue.  [BW stated that it had been helped by input costs being lower than expected due to salaries being below inflation]. BW has commissioned First Economics to do a study on frontier movement, and Oxera to look at the relative efficiency effect on opex, and that this report was provided 28/11/13.

	28/11/2013
	28/11/2013


	C-LEF-378
	C-LEF-378
	C-LEF-378

	Customer research
	Customer research

	RW asked if the cost estimates are based on current outturn costs, do they include efficiencies found in 2010-15. 
	RW asked if the cost estimates are based on current outturn costs, do they include efficiencies found in 2010-15. 

	RW
	RW

	BW
	BW

	25/07/2013
	25/07/2013

	BW replied that the forecast are based on current rates so additional efficiencies will be on top of those already found. BW noted that costs for meters, mains and communication pipes are showing efficiencies of c2-3%, although the programmes were not yet completed. BW noted this was the first price control period in which actual costs had been below those assumed at the Price Review.
	BW replied that the forecast are based on current rates so additional efficiencies will be on top of those already found. BW noted that costs for meters, mains and communication pipes are showing efficiencies of c2-3%, although the programmes were not yet completed. BW noted this was the first price control period in which actual costs had been below those assumed at the Price Review.

	25/07/2013
	25/07/2013


	C-LEF-379
	C-LEF-379
	C-LEF-379

	Customer research
	Customer research

	Chair asked if phosphate is trapped in sediment. CCWater asked if BW could just take the sediment out. 
	Chair asked if phosphate is trapped in sediment. CCWater asked if BW could just take the sediment out. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW replied that it was, and takes a long time to remove due to historic levels. BW replied that to do so would involve draining the whole reservoir and it would also stir up more phosphate. 
	BW replied that it was, and takes a long time to remove due to historic levels. BW replied that to do so would involve draining the whole reservoir and it would also stir up more phosphate. 

	25/07/2013
	25/07/2013


	C-LEF-380
	C-LEF-380
	C-LEF-380

	Customer research
	Customer research

	CCWater asked how does £20m to deal with algal blooms compare to other solutions. 
	CCWater asked how does £20m to deal with algal blooms compare to other solutions. 

	CCWater
	CCWater

	BW
	BW

	25/07/2013
	25/07/2013

	BW said DAF was more cost effective and more secure option.
	BW said DAF was more cost effective and more secure option.

	25/07/2013
	25/07/2013


	C-LEF-381
	C-LEF-381
	C-LEF-381

	Customer research
	Customer research

	RW asked if the reporter will scrutinise the options and costs. 
	RW asked if the reporter will scrutinise the options and costs. 

	RW
	RW

	BW
	BW

	25/07/2013
	25/07/2013

	BW confirmed that he would and could provide assurance to the LEF.   See Audit report in LEF minutes for 4/1/2013
	BW confirmed that he would and could provide assurance to the LEF.   See Audit report in LEF minutes for 4/1/2013

	25/07/2013
	25/07/2013


	C-LEF-382
	C-LEF-382
	C-LEF-382

	Customer research
	Customer research

	CCWater asked if BW could use the planned new Southern link - to move water to Cheddar WTW when the algal blooms are high.
	CCWater asked if BW could use the planned new Southern link - to move water to Cheddar WTW when the algal blooms are high.

	CCWater
	CCWater

	BW
	BW

	25/07/2013
	25/07/2013

	 BW stated that once it was built the Southern Resilience Scheme would allow it to spread demand over its sources to mitigate the risk of algae, but it wouldn’t deal with peak demand
	 BW stated that once it was built the Southern Resilience Scheme would allow it to spread demand over its sources to mitigate the risk of algae, but it wouldn’t deal with peak demand

	25/07/2013
	25/07/2013


	C-LEF-383
	C-LEF-383
	C-LEF-383

	Customer research
	Customer research

	Chair asked if BW has a problem with assets created at privatisation coming to the end of their useful life. 
	Chair asked if BW has a problem with assets created at privatisation coming to the end of their useful life. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW stated that this was not a significant issue.
	BW stated that this was not a significant issue.

	25/07/2013
	25/07/2013


	C-LEF-384
	C-LEF-384
	C-LEF-384

	Customer research
	Customer research

	Chair asked if the EA had asked BW to reduce abstractions.
	Chair asked if the EA had asked BW to reduce abstractions.

	Chair
	Chair

	Bw
	Bw

	25/07/2013
	25/07/2013

	 BW replied that the only site where this is an issue is at Malmesbury due to low flows, and it won’t be a significant investment driver.
	 BW replied that the only site where this is an issue is at Malmesbury due to low flows, and it won’t be a significant investment driver.

	25/07/2013
	25/07/2013


	C-LEF-385
	C-LEF-385
	C-LEF-385

	Customer research
	Customer research

	CCWater asked about progress on the bulk supply from Wessex.
	CCWater asked about progress on the bulk supply from Wessex.

	CCWater
	CCWater

	BW
	BW

	25/07/2013
	25/07/2013

	BW noted that the proposed bulk supply from Wessex is currently subject to a section 19 undertaking, and therefore DWI wouldn’t sanction its use.
	BW noted that the proposed bulk supply from Wessex is currently subject to a section 19 undertaking, and therefore DWI wouldn’t sanction its use.

	25/07/2013
	25/07/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-386
	C-LEF-386
	C-LEF-386

	Customer research
	Customer research

	Chair asked for BW to prepare a 2 page summary to demonstrate how the Willingness To Pay (WTP) research was used to justify this scheme. 
	Chair asked for BW to prepare a 2 page summary to demonstrate how the Willingness To Pay (WTP) research was used to justify this scheme. 

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	BW confirmed that an independent report to the LEF on how BW had used WTP in its cost benefit analysis would be provided.   See Susana Mourato's peer review dated 28th October 2013.
	BW confirmed that an independent report to the LEF on how BW had used WTP in its cost benefit analysis would be provided.   See Susana Mourato's peer review dated 28th October 2013.

	28/11/2013
	28/11/2013


	C-LEF-387
	C-LEF-387
	C-LEF-387

	Customer research
	Customer research

	Chair asked if any positive shortfall shown on the table is a problem.
	Chair asked if any positive shortfall shown on the table is a problem.

	Chair
	Chair

	Bw
	Bw

	25/07/2013
	25/07/2013

	 BW answered that it is, but anything over 100% presents a problem which cannot be addressed through normal operational storage.
	 BW answered that it is, but anything over 100% presents a problem which cannot be addressed through normal operational storage.

	25/07/2013
	25/07/2013


	C-LEF-388
	C-LEF-388
	C-LEF-388

	Customer research
	Customer research

	Chair asked if the recent CEOs and Minister meeting had touched on developer costs.
	Chair asked if the recent CEOs and Minister meeting had touched on developer costs.

	Chair
	Chair

	BW
	BW

	25/07/2013
	25/07/2013

	 BW answered that it was briefly covered, and that the Water Bill includes simplification of the charging rules.
	 BW answered that it was briefly covered, and that the Water Bill includes simplification of the charging rules.

	25/07/2013
	25/07/2013


	C-LEF-389
	C-LEF-389
	C-LEF-389

	Customer research
	Customer research

	A list of challenges to the methodology of the investment proposal presented on 9th July 2013 was submitted to BM/BW.
	A list of challenges to the methodology of the investment proposal presented on 9th July 2013 was submitted to BM/BW.

	CCWater
	CCWater

	BM/BW
	BM/BW

	25/07/2013
	25/07/2013

	A full response presentation was given to the LEF hard copy entitled Bristol Water's response to CCWater's questions on its investment proposals.
	A full response presentation was given to the LEF hard copy entitled Bristol Water's response to CCWater's questions on its investment proposals.

	26/07/2013
	26/07/2013


	C-LEF-390
	C-LEF-390
	C-LEF-390

	Customer research
	Customer research

	On the issue of cold calling, CHAIR asked BM/BW to put the appropriate arrangements in place. Age-UK asked if the field agency would contact the police to inform them that a survey was being undertaken in the area. 
	On the issue of cold calling, CHAIR asked BM/BW to put the appropriate arrangements in place. Age-UK asked if the field agency would contact the police to inform them that a survey was being undertaken in the area. 

	Age UK
	Age UK

	BM
	BM

	30/07/2013
	30/07/2013

	BM confirmed the field agency – Indifield – would do this.  
	BM confirmed the field agency – Indifield – would do this.  

	30/07/2013
	30/07/2013


	C-LEF-391
	C-LEF-391
	C-LEF-391

	Customer research
	Customer research

	Chair asked if the length of the questionnaire BM was aiming for was 15 mins?
	Chair asked if the length of the questionnaire BM was aiming for was 15 mins?

	Chair
	Chair

	BM
	BM

	30/07/2013
	30/07/2013

	BM - Yes
	BM - Yes

	30/07/2013
	30/07/2013


	C-LEF-392
	C-LEF-392
	C-LEF-392

	Customer research
	Customer research

	SEAB asked if a fourth option could be included to capture customers who did know their bill amount but were happy to pay it.
	SEAB asked if a fourth option could be included to capture customers who did know their bill amount but were happy to pay it.

	SEAB
	SEAB

	CSSC
	CSSC

	30/07/2013
	30/07/2013

	All agreed to this change, but cognitive testing found question confusing and removed for stage 2 main survey.
	All agreed to this change, but cognitive testing found question confusing and removed for stage 2 main survey.

	30/07/2013
	30/07/2013


	C-LEF-393
	C-LEF-393
	C-LEF-393

	Customer research
	Customer research

	CHAIR – also asked BM to clarify why ‘do not prompt’ is sometimes used.
	CHAIR – also asked BM to clarify why ‘do not prompt’ is sometimes used.

	Chair
	Chair

	BM
	BM

	30/07/2013
	30/07/2013

	BM – For example, Q 7 is an open question, which means that the interviewer usually finds a code to record the respondent’s answer. We have found that different approaches to questions keeps the survey interesting and open questions can relax the  customer as they are speaking in their own words.
	BM – For example, Q 7 is an open question, which means that the interviewer usually finds a code to record the respondent’s answer. We have found that different approaches to questions keeps the survey interesting and open questions can relax the  customer as they are speaking in their own words.

	30/07/2013
	30/07/2013


	C-LEF-394
	C-LEF-394
	C-LEF-394

	Customer research
	Customer research

	CHAIR asked if we needed to test acceptability of individual elements. 
	CHAIR asked if we needed to test acceptability of individual elements. 

	Chair
	Chair

	MJK
	MJK

	30/07/2013
	30/07/2013

	MJK confirmed that capturing acceptability research separately is important. This was done in stage 2 acceptability research.
	MJK confirmed that capturing acceptability research separately is important. This was done in stage 2 acceptability research.

	30/07/2013
	30/07/2013


	C-LEF-395
	C-LEF-395
	C-LEF-395

	Customer research
	Customer research

	CHAIR – not sure about the term ‘reliable supply’, too technical. Similarly, maintenance is an emotive word.  CAB – commented that the show card F is difficult to understand, it needed some wording around it. 
	CHAIR – not sure about the term ‘reliable supply’, too technical. Similarly, maintenance is an emotive word.  CAB – commented that the show card F is difficult to understand, it needed some wording around it. 

	Chair
	Chair

	BM
	BM

	30/07/2013
	30/07/2013

	BM – agreed that the wording needed to be amended to be more consumer friendly. This was done in stage 2 acceptability research.  
	BM – agreed that the wording needed to be amended to be more consumer friendly. This was done in stage 2 acceptability research.  

	30/07/2013
	30/07/2013


	C-LEF-396
	C-LEF-396
	C-LEF-396

	Customer research
	Customer research

	CAB – asked if the interviewer would provide an explanation of ‘reliable supply’ if asked?  
	CAB – asked if the interviewer would provide an explanation of ‘reliable supply’ if asked?  

	CAB
	CAB

	BM
	BM

	30/07/2013
	30/07/2013

	BM said it would need to ensure that interviewers were well informed of the meaning so that this can be conveyed clearly when required.
	BM said it would need to ensure that interviewers were well informed of the meaning so that this can be conveyed clearly when required.

	30/07/2013
	30/07/2013


	C-LEF-397
	C-LEF-397
	C-LEF-397

	Customer research
	Customer research

	On leakage MJK confirmed that the target is from 49Ml/d to 43Mld/d – a 12% reduction. Showcard to say BW is meeting target and will reduce target level from 18% to 16%. SEAB asked if the CCWater research on the economic level of leakage could help with the language. 
	On leakage MJK confirmed that the target is from 49Ml/d to 43Mld/d – a 12% reduction. Showcard to say BW is meeting target and will reduce target level from 18% to 16%. SEAB asked if the CCWater research on the economic level of leakage could help with the language. 

	SEAB
	SEAB

	CCW
	CCW

	30/07/2013
	30/07/2013

	 CCW confirmed that the concept was difficult for the public to understand and that cognitive testing is the key.
	 CCW confirmed that the concept was difficult for the public to understand and that cognitive testing is the key.

	30/07/2013
	30/07/2013


	C-LEF-398
	C-LEF-398
	C-LEF-398

	Customer research
	Customer research

	CCWater asked whether the price needed to include pence. 
	CCWater asked whether the price needed to include pence. 

	CCWater
	CCWater

	CSSC
	CSSC

	30/07/2013
	30/07/2013

	Agreed that bills would be to the nearest £.
	Agreed that bills would be to the nearest £.

	30/07/2013
	30/07/2013


	C-LEF-399
	C-LEF-399
	C-LEF-399

	Customer research
	Customer research

	CHAIR asked if existing mitigation measures would be explained. 
	CHAIR asked if existing mitigation measures would be explained. 

	Chair
	Chair

	BW
	BW

	30/07/2013
	30/07/2013

	BW said no.
	BW said no.

	30/07/2013
	30/07/2013


	C-LEF-400
	C-LEF-400
	C-LEF-400

	Customer research
	Customer research

	CAB asked if respondents could choose more than one option to this question. 
	CAB asked if respondents could choose more than one option to this question. 

	CAB
	CAB

	BM
	BM

	30/07/2013
	30/07/2013

	BM confirmed this was the case.
	BM confirmed this was the case.

	30/07/2013
	30/07/2013


	C-LEF-401
	C-LEF-401
	C-LEF-401

	Customer research
	Customer research

	This asks about property ownership. Age UK asked if renting property/tenant could be included in the list. 
	This asks about property ownership. Age UK asked if renting property/tenant could be included in the list. 

	Age uk
	Age uk

	CAB
	CAB

	30/07/2013
	30/07/2013

	CAB stated the standard category was private rented.
	CAB stated the standard category was private rented.

	30/07/2013
	30/07/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-402
	C-LEF-402
	C-LEF-402

	Customer research
	Customer research

	Q12 - amend to: I’m aware of my water bill and I’m  am aware of the approximate cost of my water bill and I am happy to pay it  - Liz clarified 5/8 - On Q12 – the current wording (below) can be interpreted in two ways: I am aware of the approximate cost of my water bill and I don’t have a problem paying it [NT1]   I don’t have a problem could be – I don’t have any difficulty(as in struggling), or it could be I don’t have an issue with it
	Q12 - amend to: I’m aware of my water bill and I’m  am aware of the approximate cost of my water bill and I am happy to pay it  - Liz clarified 5/8 - On Q12 – the current wording (below) can be interpreted in two ways: I am aware of the approximate cost of my water bill and I don’t have a problem paying it [NT1]   I don’t have a problem could be – I don’t have any difficulty(as in struggling), or it could be I don’t have an issue with it

	CCW
	CCW

	BW
	BW

	02/08/2013
	02/08/2013

	Amended to - I am aware of the approximate cost of my water bill and I don’t have a problem paying it   - 5/8 Phil added:Re Q12, you’re quite correct about the possible dual meaning; I did intend that when I suggested the wording! SB: I was seeking to avoid the word “happy” as that’s emotively too strong if taken literally (as opposed to its other more neutral meaning of being fine or ok about something) and I was also trying to find wording for this option which would align with / fit more closely to the w
	Amended to - I am aware of the approximate cost of my water bill and I don’t have a problem paying it   - 5/8 Phil added:Re Q12, you’re quite correct about the possible dual meaning; I did intend that when I suggested the wording! SB: I was seeking to avoid the word “happy” as that’s emotively too strong if taken literally (as opposed to its other more neutral meaning of being fine or ok about something) and I was also trying to find wording for this option which would align with / fit more closely to the w

	06/08/2013
	06/08/2013


	C-LEF-403
	C-LEF-403
	C-LEF-403

	Customer research
	Customer research

	Q14 - Should this be ‘safe and clean’ rather than ‘good’? Good is a subjective description of the water supply but the legal requirement is for it to be safe and clean rather than good to drink.
	Q14 - Should this be ‘safe and clean’ rather than ‘good’? Good is a subjective description of the water supply but the legal requirement is for it to be safe and clean rather than good to drink.

	CCW
	CCW

	BW
	BW

	02/08/2013
	02/08/2013

	Amended to - WATER IS SAFE TO DRINK WITH A CLEAR AND CLEAN APPEARANCE
	Amended to - WATER IS SAFE TO DRINK WITH A CLEAR AND CLEAN APPEARANCE

	06/08/2013
	06/08/2013


	C-LEF-404
	C-LEF-404
	C-LEF-404

	Customer research
	Customer research

	Q16 - Could be simplified.  EG.Now we are going to look at how inflation may affect your water bill from 2015 to 2020.
	Q16 - Could be simplified.  EG.Now we are going to look at how inflation may affect your water bill from 2015 to 2020.

	CCW
	CCW

	BW
	BW

	02/08/2013
	02/08/2013

	The exercise we are now going to undertake involves looking at the possible impact of inflation on your annual water bill across the 2015-2020 period. 
	The exercise we are now going to undertake involves looking at the possible impact of inflation on your annual water bill across the 2015-2020 period. 

	06/08/2013
	06/08/2013


	C-LEF-405
	C-LEF-405
	C-LEF-405

	Customer research
	Customer research

	Q17 - include another option -Another option:Bills should increase by less than inflation/not at all/decrease
	Q17 - include another option -Another option:Bills should increase by less than inflation/not at all/decrease

	CCW
	CCW

	BW
	BW

	02/08/2013
	02/08/2013

	There is an option to record a verbatim response if customers want to make this point
	There is an option to record a verbatim response if customers want to make this point

	06/08/2013
	06/08/2013


	C-LEF-406
	C-LEF-406
	C-LEF-406

	Customer research
	Customer research

	By email Suggest adding into list " I can't afford my bill".
	By email Suggest adding into list " I can't afford my bill".

	CCW
	CCW

	BW
	BW

	05/08/2013
	05/08/2013

	coding added
	coding added

	06/08/2013
	06/08/2013


	C-LEF-407
	C-LEF-407
	C-LEF-407

	Customer research
	Customer research

	Suggest amend To - "Bristol Water’s plans have been designed so that bills will only increase by inflation over the 5 years from 2015-2020"
	Suggest amend To - "Bristol Water’s plans have been designed so that bills will only increase by inflation over the 5 years from 2015-2020"

	CCW
	CCW

	BW
	BW

	05/08/2013
	05/08/2013

	Amended
	Amended

	06/08/2013
	06/08/2013


	C-LEF-408
	C-LEF-408
	C-LEF-408

	Customer research
	Customer research

	CHAIR asked BM to provide an explanation of the ordering effect seen in the stage 1 research and that this didn’t affect the overall results. 
	CHAIR asked BM to provide an explanation of the ordering effect seen in the stage 1 research and that this didn’t affect the overall results. 

	Chair
	Chair

	BM
	BM

	11/08/2013
	11/08/2013

	BM confirmed that the approach was standard in the industry and that they had eliminated the ordering effect by showing each plan first to 25% of the respondents.  
	BM confirmed that the approach was standard in the industry and that they had eliminated the ordering effect by showing each plan first to 25% of the respondents.  

	11/08/2013
	11/08/2013


	C-LEF-409
	C-LEF-409
	C-LEF-409

	Customer research
	Customer research

	Question to support the evaluation of PR14 business plan were received
	Question to support the evaluation of PR14 business plan were received

	?
	?

	BW
	BW

	11/08/2013
	11/08/2013

	Comments were supplied and incorporated into the research.
	Comments were supplied and incorporated into the research.

	11/09/2013
	11/09/2013


	C-LEF-410
	C-LEF-410
	C-LEF-410

	Customer research
	Customer research

	By email - On Showcard E, suggested using the statement from Showcard M instead of the potentially contradictory statement.
	By email - On Showcard E, suggested using the statement from Showcard M instead of the potentially contradictory statement.

	CCW
	CCW

	BW
	BW

	16/08/2013
	16/08/2013

	Showcard E was amended with a statement from showcard M.
	Showcard E was amended with a statement from showcard M.

	19/08/2013
	19/08/2013


	C-LEF-411
	C-LEF-411
	C-LEF-411

	Customer research
	Customer research

	Showcard I – would it be possible to have some more contextual information around the leakage %s – eg. is this better than most companies?  The %s themselves are difficult to comment on without some reference point.
	Showcard I – would it be possible to have some more contextual information around the leakage %s – eg. is this better than most companies?  The %s themselves are difficult to comment on without some reference point.

	CCW
	CCW

	BW
	BW

	16/08/2013
	16/08/2013

	Industry average included for context.
	Industry average included for context.

	19/08/2013
	19/08/2013


	C-LEF-412
	C-LEF-412
	C-LEF-412

	Customer research
	Customer research

	On the metering statement – might the intention of increased metering be better understood if it explained that being metered encourages people to use less water?
	On the metering statement – might the intention of increased metering be better understood if it explained that being metered encourages people to use less water?

	CCW
	CCW

	BW
	BW

	16/08/2013
	16/08/2013

	amended
	amended

	19/08/2013
	19/08/2013


	C-LEF-413
	C-LEF-413
	C-LEF-413

	Customer research
	Customer research

	Showcards M & N Based on the cognitive interview feedback it seems that the statement around sewerage bills could be stronger.  Would it be possible to include, with the appropriate context, the current average sewerage bill and note that this is also under a separate review being carried out by Wessex Water?
	Showcards M & N Based on the cognitive interview feedback it seems that the statement around sewerage bills could be stronger.  Would it be possible to include, with the appropriate context, the current average sewerage bill and note that this is also under a separate review being carried out by Wessex Water?

	CCW
	CCW

	BW
	BW

	16/08/2013
	16/08/2013

	The final approved questionnaire clarified both water companies different roles and that each company is carrying out its own research into bill payment.
	The final approved questionnaire clarified both water companies different roles and that each company is carrying out its own research into bill payment.

	19/08/2013
	19/08/2013


	C-LEF-414
	C-LEF-414
	C-LEF-414

	Customer research
	Customer research

	We have seen that customers engage with inflation more effectively when it is presented as a monetary example – so the same should apply to the sewerage element of the bill.
	We have seen that customers engage with inflation more effectively when it is presented as a monetary example – so the same should apply to the sewerage element of the bill.

	CCW
	CCW

	BW
	BW

	16/08/2013
	16/08/2013

	See C-LEF-413
	See C-LEF-413

	19/08/2013
	19/08/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-415
	C-LEF-415
	C-LEF-415

	Customer research
	Customer research

	By email      Why was the survey designed to ask the question on a different output to that which is now included (i.e. 0.105d/yr. vs. 1.0d/yr.)?.
	By email      Why was the survey designed to ask the question on a different output to that which is now included (i.e. 0.105d/yr. vs. 1.0d/yr.)?.

	CCW
	CCW

	BW
	BW

	22/08/2013
	22/08/2013

	22/08/2013
	22/08/2013

	NERA  The survey was designed to always be asking people about experiences they could relate to (e.g. long interruption or hosepipe ban, with some degree of risk) and the formats were chosen after checking the recommendations in the literature and confirming them with the initial and pilot research.  Distinct from this we can report the derived WTP (for that attribute and that range of risks) using any of a number of units, and the unit of “value per expected day” has the advantage that it is convenient for
	NERA  The survey was designed to always be asking people about experiences they could relate to (e.g. long interruption or hosepipe ban, with some degree of risk) and the formats were chosen after checking the recommendations in the literature and confirming them with the initial and pilot research.  Distinct from this we can report the derived WTP (for that attribute and that range of risks) using any of a number of units, and the unit of “value per expected day” has the advantage that it is convenient for


	C-LEF-416
	C-LEF-416
	C-LEF-416

	Customer research
	Customer research

	Straight-line Relationship – the calculation of the 1 day less restriction value £101.28, assume a straight-line relationship to the calculated WtP mean value of £10.63.  The NERA Report provides no evidence to support or confirm that this is a valid assumption.  It can be the case that cost/value does not increase in linear proportion to output.  In this case it would be likely that an increased output could be delivered for less than a straight-line relationship would suggest and customer’s willingness to
	Straight-line Relationship – the calculation of the 1 day less restriction value £101.28, assume a straight-line relationship to the calculated WtP mean value of £10.63.  The NERA Report provides no evidence to support or confirm that this is a valid assumption.  It can be the case that cost/value does not increase in linear proportion to output.  In this case it would be likely that an increased output could be delivered for less than a straight-line relationship would suggest and customer’s willingness to

	CCW
	CCW

	BW
	BW

	22/08/2013
	22/08/2013

	Perhaps it is mixing up a) our choice of units to report in (£ per expected day) with b) thinking that we are only putting this value on an effect of size one expected day?  As above, the value should be valid within the range of risks that we surveyed (interpolating) and maybe a little beyond (extrapolating with caution), but probably not for a big extrapolation. Where above they say that “an increased output could be delivered for less” that seems to be a reference to the cost side of the equation, not th
	Perhaps it is mixing up a) our choice of units to report in (£ per expected day) with b) thinking that we are only putting this value on an effect of size one expected day?  As above, the value should be valid within the range of risks that we surveyed (interpolating) and maybe a little beyond (extrapolating with caution), but probably not for a big extrapolation. Where above they say that “an increased output could be delivered for less” that seems to be a reference to the cost side of the equation, not th

	22/08/2013
	22/08/2013


	C-LEF-417
	C-LEF-417
	C-LEF-417

	Customer research
	Customer research

	   How has the individual mean attribute WtP value been used in CBA both for individual schemes and packages of schemes?  
	   How has the individual mean attribute WtP value been used in CBA both for individual schemes and packages of schemes?  

	CCW
	CCW

	BW
	BW

	22/08/2013
	22/08/2013

	This has been covered in the peer review by Susana Mourato.
	This has been covered in the peer review by Susana Mourato.

	28/10/2013
	28/10/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-418
	C-LEF-418
	C-LEF-418

	Customer research
	Customer research

	By email - since July, CCWater has given the concept further thought, and to allow us to support a ‘reward’ we would like to see specific evidence that customers support the idea of a reward. We do not believe that willingness to pay evidence is sufficient. As this was carried out to allow companies to understand the value customers place on issues, and didn’t ask the question about whether they would be prepared to pay more on their bill to reward a company that has beaten its targets on X or Y.
	By email - since July, CCWater has given the concept further thought, and to allow us to support a ‘reward’ we would like to see specific evidence that customers support the idea of a reward. We do not believe that willingness to pay evidence is sufficient. As this was carried out to allow companies to understand the value customers place on issues, and didn’t ask the question about whether they would be prepared to pay more on their bill to reward a company that has beaten its targets on X or Y.

	CCW
	CCW

	BW
	BW

	05/09/2013
	05/09/2013

	The theory behind including incentives is not so much to reward companies for out-performance, but to encourage innovation. Behavioural modelling has shown that a penalties only regime encourages companies to minimise risk and just do enough to meet targets, whereas a regime with rewards and penalties tends to encourage more innovation. (More precisely, the modelling shows companies with an innovative approach achieve lower returns than risk averse companies in a penalties only framework, and that they achi
	The theory behind including incentives is not so much to reward companies for out-performance, but to encourage innovation. Behavioural modelling has shown that a penalties only regime encourages companies to minimise risk and just do enough to meet targets, whereas a regime with rewards and penalties tends to encourage more innovation. (More precisely, the modelling shows companies with an innovative approach achieve lower returns than risk averse companies in a penalties only framework, and that they achi

	06/11/2013
	06/11/2013


	C-LEF-419
	C-LEF-419
	C-LEF-419

	Customer research
	Customer research

	By email - We agree that incentive rewards  drive innovation, but incentive rewards for outperformance should be acceptable to customers i.e.  the company would need customer evidence to show that incentive rewards are acceptable to their customers.  If BRL can produce such evidence, this would be acceptable to us. While the availability of financial rewards may drive innovation which is beneficial, customers still pay more if a target is met or exceeded.  We need clear evidence to clearly show customers wo
	By email - We agree that incentive rewards  drive innovation, but incentive rewards for outperformance should be acceptable to customers i.e.  the company would need customer evidence to show that incentive rewards are acceptable to their customers.  If BRL can produce such evidence, this would be acceptable to us. While the availability of financial rewards may drive innovation which is beneficial, customers still pay more if a target is met or exceeded.  We need clear evidence to clearly show customers wo

	CCW
	CCW

	BW
	BW

	09/09/2013
	09/09/2013

	BW conducted an Incentives research workshop on 6/11/13 at which the respondents rejected incentive rewards.
	BW conducted an Incentives research workshop on 6/11/13 at which the respondents rejected incentive rewards.

	06/11/2013
	06/11/2013


	C-LEF-420
	C-LEF-420
	C-LEF-420

	PR14
	PR14

	How will your business plan ensure you meet the statutory environmental obligations that apply to your company as set out in Defra's Statement of Obligation?
	How will your business plan ensure you meet the statutory environmental obligations that apply to your company as set out in Defra's Statement of Obligation?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-421
	C-LEF-421
	C-LEF-421

	Outcomes
	Outcomes

	What environmental outcomes and associated commitments (performance measures) and incentives have you included in your business plan?
	What environmental outcomes and associated commitments (performance measures) and incentives have you included in your business plan?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-422
	C-LEF-422
	C-LEF-422

	PR14
	PR14

	What assumptions have you made about future Water Framework Directive commitments that remain uncertain? How have these been reflected within your business plan?
	What assumptions have you made about future Water Framework Directive commitments that remain uncertain? How have these been reflected within your business plan?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-423
	C-LEF-423
	C-LEF-423

	Investment
	Investment

	How are you planning to phase delivery of WFD measures up to 2027?
	How are you planning to phase delivery of WFD measures up to 2027?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-424
	C-LEF-424
	C-LEF-424

	Investment
	Investment

	Have you developed improvements over and above the NEP that might contribute to improved WFD compliance?
	Have you developed improvements over and above the NEP that might contribute to improved WFD compliance?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-425
	C-LEF-425
	C-LEF-425

	Investment
	Investment

	Please can you provide a letter of assurance from the company board that the measures set out in the National Environment Programme (NEP) have been included within your business plan? If there is any material differences please describe them and the rationale for the change? 
	Please can you provide a letter of assurance from the company board that the measures set out in the National Environment Programme (NEP) have been included within your business plan? If there is any material differences please describe them and the rationale for the change? 

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-426
	C-LEF-426
	C-LEF-426

	Investment
	Investment

	Are you putting forward any specific proposals for transational investment before the start of PR14?
	Are you putting forward any specific proposals for transational investment before the start of PR14?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-427
	C-LEF-427
	C-LEF-427

	Outcomes
	Outcomes

	What action have you taken to ensure that you generate wider benefits and deliver multiple outcomes?
	What action have you taken to ensure that you generate wider benefits and deliver multiple outcomes?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-428
	C-LEF-428
	C-LEF-428

	Outcomes
	Outcomes

	Are you planning to adopt innovative or new approaches to the way you deliver environmental outcomes?
	Are you planning to adopt innovative or new approaches to the way you deliver environmental outcomes?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-429
	C-LEF-429
	C-LEF-429

	PR14
	PR14

	What mechanism is your company proposing to use to adjust process during the price review period?
	What mechanism is your company proposing to use to adjust process during the price review period?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-430
	C-LEF-430
	C-LEF-430

	Investment
	Investment

	Have  you ensured that you have identified the most cost effective means of meeting your statutory obligations?
	Have  you ensured that you have identified the most cost effective means of meeting your statutory obligations?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-431
	C-LEF-431
	C-LEF-431

	Performance measures
	Performance measures

	What success measures have you set for reducing environmental incidents? What is your target compliance rate for meeting Environment Agency discharge permit conditions? How do you propose to meet 100% compliance?
	What success measures have you set for reducing environmental incidents? What is your target compliance rate for meeting Environment Agency discharge permit conditions? How do you propose to meet 100% compliance?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-432
	C-LEF-432
	C-LEF-432

	Investment
	Investment

	To what degree are you planning to undertake capital maintenance where you have identified that this is contributing to problems within the environment?
	To what degree are you planning to undertake capital maintenance where you have identified that this is contributing to problems within the environment?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-433
	C-LEF-433
	C-LEF-433

	Investment
	Investment

	Have  you taken account of the Drainage Strategy Framework within PR14?
	Have  you taken account of the Drainage Strategy Framework within PR14?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-434
	C-LEF-434
	C-LEF-434

	Investment
	Investment

	Please detail and justify any differences in the preferred supply-demand options you have included in your business plan for delivery in AMP6 compared to your draft WRMP.  Please highlight if you have based your business plan on different supply and demand forecasts to those in your draft WRMP and what effect these have had, if any, on your preferred options. Please clarify to what extend these differences result from the consultation responses you have received on your draft WRMP.
	Please detail and justify any differences in the preferred supply-demand options you have included in your business plan for delivery in AMP6 compared to your draft WRMP.  Please highlight if you have based your business plan on different supply and demand forecasts to those in your draft WRMP and what effect these have had, if any, on your preferred options. Please clarify to what extend these differences result from the consultation responses you have received on your draft WRMP.

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-435
	C-LEF-435
	C-LEF-435

	Investment
	Investment

	How will you manage abstraction sites that fall within Ofwat's Abstraction Incentive Mechanism? Do you envisage that AIM will impact on your supply-demand balance?
	How will you manage abstraction sites that fall within Ofwat's Abstraction Incentive Mechanism? Do you envisage that AIM will impact on your supply-demand balance?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-436
	C-LEF-436
	C-LEF-436

	PR14
	PR14

	How do you propose to maintain regular engagement with partners to discharge your RMA duties?
	How do you propose to maintain regular engagement with partners to discharge your RMA duties?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-437
	C-LEF-437
	C-LEF-437

	Investment
	Investment

	What has been your approach to developing partnership projects to manage flood risk from all sources and sewer flooding? How many partnership projects have you included in your business plans and what are your plans for delivering this work during the AMP period?
	What has been your approach to developing partnership projects to manage flood risk from all sources and sewer flooding? How many partnership projects have you included in your business plans and what are your plans for delivering this work during the AMP period?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-438
	C-LEF-438
	C-LEF-438

	None
	None

	How many properties will be better protected from the risk of sewer flooding through your work during this PR period? What are your measures of success for dealing with properties at risk of sewer flooding? What proportion of all properties at risk on the DG5 register is this?
	How many properties will be better protected from the risk of sewer flooding through your work during this PR period? What are your measures of success for dealing with properties at risk of sewer flooding? What proportion of all properties at risk on the DG5 register is this?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-439
	C-LEF-439
	C-LEF-439

	Investment
	Investment

	How have you made use of Cabinet Office guidance "Keeping the Country Running", the UKWIR resilience guidance, and Ofwat principles for resilience planning in your approach to managing risks from all types of hazard to your outcomes, services, and networks?
	How have you made use of Cabinet Office guidance "Keeping the Country Running", the UKWIR resilience guidance, and Ofwat principles for resilience planning in your approach to managing risks from all types of hazard to your outcomes, services, and networks?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-440
	C-LEF-440
	C-LEF-440

	Investment
	Investment

	How have you taken into account future climate change and the possibility of more extreme events? 
	How have you taken into account future climate change and the possibility of more extreme events? 

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-441
	C-LEF-441
	C-LEF-441

	Investment
	Investment

	What account have you made to fulfil your duties on managing reservoir safety?
	What account have you made to fulfil your duties on managing reservoir safety?

	EA
	EA

	BW
	BW

	11/09/2013
	11/09/2013

	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.
	Answers to these queries raised as part of the EA regulatory assessment of the business plan have been received by the EA and form part of their report issued 31st October 2013.

	31/10/2013
	31/10/2013


	C-LEF-442
	C-LEF-442
	C-LEF-442

	Investment
	Investment

	CCWater would like to ask you to look further at your costs, and see if a reduction to below inflation prices is possible. You’ll be aware of the pressure from some other water companies who have announced their intention to deliver below inflation bills, and  Ofwat’s view on bills – particularly the effect of cost of capital creating a downward effect on bills.
	CCWater would like to ask you to look further at your costs, and see if a reduction to below inflation prices is possible. You’ll be aware of the pressure from some other water companies who have announced their intention to deliver below inflation bills, and  Ofwat’s view on bills – particularly the effect of cost of capital creating a downward effect on bills.

	CCW
	CCW

	BW
	BW

	29/09/2013
	29/09/2013

	BW Board agreed to a £2 decrease to average bills in the 1st year of  AMP6, then only inflation increase for remainder of AMP6.
	BW Board agreed to a £2 decrease to average bills in the 1st year of  AMP6, then only inflation increase for remainder of AMP6.

	05/11/2013
	05/11/2013


	C-LEF-443
	C-LEF-443
	C-LEF-443

	Quality
	Quality

	Please could you send me the confirmed final outcomes, measures and KPIs for drinking water quality that will go in the final business plan, with reference to current performance against those measures, how much base maintenance expenditure is allocated to water and how this relates to customers willingness to pay research.
	Please could you send me the confirmed final outcomes, measures and KPIs for drinking water quality that will go in the final business plan, with reference to current performance against those measures, how much base maintenance expenditure is allocated to water and how this relates to customers willingness to pay research.

	DWI
	DWI

	BW
	BW

	04/10/2013
	04/10/2013

	Output Performance spread sheet was provided.
	Output Performance spread sheet was provided.

	25/11/2013
	25/11/2013


	C-LEF-444
	C-LEF-444
	C-LEF-444

	PR14
	PR14

	The Chair emphasised the importance of assessing and quantifying the action required around water poverty before the Business Plan is completed.  Not to address this issue sufficiently may well trip up the entire process. 
	The Chair emphasised the importance of assessing and quantifying the action required around water poverty before the Business Plan is completed.  Not to address this issue sufficiently may well trip up the entire process. 

	Chair
	Chair

	BW
	BW

	08/10/2013
	08/10/2013

	BW confirmed that figures and plans to mitigate water poverty would be incorporated which has been subsequently done. 
	BW confirmed that figures and plans to mitigate water poverty would be incorporated which has been subsequently done. 

	08/10/2013
	08/10/2013


	C-LEF-445
	C-LEF-445
	C-LEF-445

	PR14
	PR14

	Chair asked what the critical mass is on smaller water only companies. 
	Chair asked what the critical mass is on smaller water only companies. 

	Chair
	Chair

	BW
	BW

	08/10/2013
	08/10/2013

	BW stated that they can be perceived as less healthy and therefore have a lower credit rating.  That prior to the 2007 financial crisis, there were more companies able and willing to lend to smaller businesses, through ‘Artesian Loans’ (using monoline insurers to provide credit wrapping), but that is no longer available.  BW is issuing bonds which will access lower debt rates than some smaller WOCs, such as Portsmouth; larger WASCs can issue their bonds with smaller spreads and access cheaper debt.  BW’s in
	BW stated that they can be perceived as less healthy and therefore have a lower credit rating.  That prior to the 2007 financial crisis, there were more companies able and willing to lend to smaller businesses, through ‘Artesian Loans’ (using monoline insurers to provide credit wrapping), but that is no longer available.  BW is issuing bonds which will access lower debt rates than some smaller WOCs, such as Portsmouth; larger WASCs can issue their bonds with smaller spreads and access cheaper debt.  BW’s in

	08/10/2013
	08/10/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-446
	C-LEF-446
	C-LEF-446

	PR14
	PR14

	BCC and CCWTD asked why a company that is owned by large/larger companies, can they not borrow the money and then pass it on to their smaller subsidiaries.  Otherwise it is the customer who pays the added cost of borrowing. 
	BCC and CCWTD asked why a company that is owned by large/larger companies, can they not borrow the money and then pass it on to their smaller subsidiaries.  Otherwise it is the customer who pays the added cost of borrowing. 

	BCC/CCWater
	BCC/CCWater

	BW
	BW

	08/10/2013
	08/10/2013

	 BW explained that borrowed monies are ring-fenced to their purpose and that licensing issues also prohibit the practice.  BW clarified that there is not always an advantage in being bigger as this can attract greater perceived risk.  Interest is usually then in the top %5 range.  Also that different company’s profiles with land, coast, and business practices mean that customers pay for variations in many other things, depending on where their supplier is.  Larger companies can loose out through less custom
	 BW explained that borrowed monies are ring-fenced to their purpose and that licensing issues also prohibit the practice.  BW clarified that there is not always an advantage in being bigger as this can attract greater perceived risk.  Interest is usually then in the top %5 range.  Also that different company’s profiles with land, coast, and business practices mean that customers pay for variations in many other things, depending on where their supplier is.  Larger companies can loose out through less custom

	08/10/2013
	08/10/2013


	C-LEF-447
	C-LEF-447
	C-LEF-447

	PR14
	PR14

	CCWTD asked for an explanation as to how retail prices will be set .
	CCWTD asked for an explanation as to how retail prices will be set .

	CCWater
	CCWater

	MJK
	MJK

	08/10/2013
	08/10/2013

	MJK explained it’s default tariffs for month 7 Average Cost to Serve (ACTS) for households, and that we are lower than the sector ACTS so we’ll get our actual costs, rather than companies who are above it, having to decrease to the ACTS.
	MJK explained it’s default tariffs for month 7 Average Cost to Serve (ACTS) for households, and that we are lower than the sector ACTS so we’ll get our actual costs, rather than companies who are above it, having to decrease to the ACTS.

	08/10/2013
	08/10/2013


	C-LEF-448
	C-LEF-448
	C-LEF-448

	PR14
	PR14

	CCW asked if BW can contact this person to find out what went wrong.  
	CCW asked if BW can contact this person to find out what went wrong.  

	CCWater
	CCWater

	BM
	BM

	08/10/2013
	08/10/2013

	BM stated that respondents’ identity is not held by them for privacy reasons, so that information is not available.  However, all respondents had the option to have their details passed to BW to discuss any issues they were not happy with.  This was declined by all respondents.
	BM stated that respondents’ identity is not held by them for privacy reasons, so that information is not available.  However, all respondents had the option to have their details passed to BW to discuss any issues they were not happy with.  This was declined by all respondents.

	08/10/2013
	08/10/2013


	C-LEF-449
	C-LEF-449
	C-LEF-449

	PR14
	PR14

	BCC queried the variance between acceptable and very acceptable. 
	BCC queried the variance between acceptable and very acceptable. 

	BCC
	BCC

	BM
	BM

	08/10/2013
	08/10/2013

	BM explained that the challenge was to get a full understanding of the plan across to respondents.  This was achieved through the interviewer in the consumer’s home.  Many consumers expressed their surprise at some of the activities that BW is involved in and felt they had learned a great deal.
	BM explained that the challenge was to get a full understanding of the plan across to respondents.  This was achieved through the interviewer in the consumer’s home.  Many consumers expressed their surprise at some of the activities that BW is involved in and felt they had learned a great deal.

	08/10/2013
	08/10/2013


	C-LEF-450
	C-LEF-450
	C-LEF-450

	PR14
	PR14

	CCWTD raised a query about energy changes and how they impact on bills. 
	CCWTD raised a query about energy changes and how they impact on bills. 

	CCWater
	CCWater

	MJK
	MJK

	08/10/2013
	08/10/2013

	MJK indicated that energy was a big issue at PR09 and the approximately £4m increase added £6.00 to customer bills.  
	MJK indicated that energy was a big issue at PR09 and the approximately £4m increase added £6.00 to customer bills.  

	08/10/2013
	08/10/2013


	C-LEF-451
	C-LEF-451
	C-LEF-451

	PR14
	PR14

	Comments and queries supplied on Acceptability Research Phase 2 Summary
	Comments and queries supplied on Acceptability Research Phase 2 Summary

	CCWater
	CCWater

	BW
	BW

	15/10/2013
	15/10/2013

	BW/BM supplied responses which were presented to the LEF on 22/10/2013
	BW/BM supplied responses which were presented to the LEF on 22/10/2013

	22/10/2013
	22/10/2013


	C-LEF-452
	C-LEF-452
	C-LEF-452

	Customer research
	Customer research

	Chair noted the split between older and younger respondents.  WJS asked why this was so?
	Chair noted the split between older and younger respondents.  WJS asked why this was so?

	Chair
	Chair

	BM
	BM

	22/10/2013
	22/10/2013

	NK – said that keeping groups in similar catchments worked best when respondents could relate to each other; shared experiences, especially things like hobbies and attitudes helps the group to form quickly and blend. This breaks down inhibitions and allows for group cohesion to form for discussions. It makes for a comfy dynamic.  PM – this type of structure can also show up differences within age groups whereas that could be lost in too wide a selection.
	NK – said that keeping groups in similar catchments worked best when respondents could relate to each other; shared experiences, especially things like hobbies and attitudes helps the group to form quickly and blend. This breaks down inhibitions and allows for group cohesion to form for discussions. It makes for a comfy dynamic.  PM – this type of structure can also show up differences within age groups whereas that could be lost in too wide a selection.

	22/10/2013
	22/10/2013


	C-LEF-453
	C-LEF-453
	C-LEF-453

	Customer research
	Customer research

	TD - asked why there are no vulnerable respondents from sections AB.  
	TD - asked why there are no vulnerable respondents from sections AB.  

	CCWater
	CCWater

	BM
	BM

	22/10/2013
	22/10/2013

	BM – explained that vulnerable in this case is largely about ability to pay and AB groups are the upper income groups, it therefore does not necessarily apply. Using CD will give a wider vulnerable group experience.
	BM – explained that vulnerable in this case is largely about ability to pay and AB groups are the upper income groups, it therefore does not necessarily apply. Using CD will give a wider vulnerable group experience.

	22/10/2013
	22/10/2013


	C-LEF-454
	C-LEF-454
	C-LEF-454

	Customer research
	Customer research

	TD – asked BM if they expected respondents to fill in a form prior to joining groups.
	TD – asked BM if they expected respondents to fill in a form prior to joining groups.

	CCWater
	CCWater

	BM
	BM

	22/10/2013
	22/10/2013

	BM - agreed that they would and this was done prior to the group activities.
	BM - agreed that they would and this was done prior to the group activities.

	06/11/2013
	06/11/2013


	C-LEF-455
	C-LEF-455
	C-LEF-455

	Customer research
	Customer research

	TD – asked whether respondents would be told about the recording?  WJS - who is going to be recorded?
	TD – asked whether respondents would be told about the recording?  WJS - who is going to be recorded?

	CCWater
	CCWater

	BM
	BM

	22/10/2013
	22/10/2013

	BM – explained about the MRS industry Code of conduct for market research.  It also forms a key part of their proposal to BW as a key part of the ethical guidelines.  BM - one of the older DE groups.  Members of this group and BW were able to sit in adjourning room to listen.
	BM – explained about the MRS industry Code of conduct for market research.  It also forms a key part of their proposal to BW as a key part of the ethical guidelines.  BM - one of the older DE groups.  Members of this group and BW were able to sit in adjourning room to listen.

	22/10/2013
	22/10/2013


	C-LEF-456
	C-LEF-456
	C-LEF-456

	Customer research
	Customer research

	DP – Asked whether a bias will be introduced through paying respondents £70?
	DP – Asked whether a bias will be introduced through paying respondents £70?

	SDC
	SDC

	BM
	BM

	22/10/2013
	22/10/2013

	BM – Explained they find respondents happy to give their opinions regardless.  It was more about offering compensation and expenses for giving up their time and recognising its value to the respondents.
	BM – Explained they find respondents happy to give their opinions regardless.  It was more about offering compensation and expenses for giving up their time and recognising its value to the respondents.

	22/10/2013
	22/10/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-457
	C-LEF-457
	C-LEF-457

	Customer research
	Customer research

	TD – Asked for clarification on the process for the evening *of 6th November 2013+.
	TD – Asked for clarification on the process for the evening *of 6th November 2013+.

	CCWater
	CCWater

	BM
	BM

	22/10/2013
	22/10/2013

	BM – explained that it starts at 6.00pm with everyone in one big room.  There was a series of short presentations followed by a break at 7.00 for the opportunity to mingle and discuss the presentations.  Food and drink will also be available at this time. At 7.30 to 8.30 everyone will go into their groups in separate break out rooms.  At 8.30 they all go back to the one room to wrap up.
	BM – explained that it starts at 6.00pm with everyone in one big room.  There was a series of short presentations followed by a break at 7.00 for the opportunity to mingle and discuss the presentations.  Food and drink will also be available at this time. At 7.30 to 8.30 everyone will go into their groups in separate break out rooms.  At 8.30 they all go back to the one room to wrap up.

	22/10/2013
	22/10/2013


	C-LEF-458
	C-LEF-458
	C-LEF-458

	Customer research
	Customer research

	TD - asked what happens with four groups’ results questions.  
	TD - asked what happens with four groups’ results questions.  

	CCWater
	CCWater

	BM
	BM

	22/10/2013
	22/10/2013

	BM – Explained they will all be merged, and this will highlight differences of opinion within the different groupings.  Each moderator will transcribe and take notes, adding their feelings about each group.  They then get together and compare.  All this is then put together for analysis with caveats on age etc. as appropriate.  A report is then presented to BW.
	BM – Explained they will all be merged, and this will highlight differences of opinion within the different groupings.  Each moderator will transcribe and take notes, adding their feelings about each group.  They then get together and compare.  All this is then put together for analysis with caveats on age etc. as appropriate.  A report is then presented to BW.

	22/10/2013
	22/10/2013


	C-LEF-459
	C-LEF-459
	C-LEF-459

	Customer research
	Customer research

	TD – asked if BW is asking respondents to comment on the four strategies.
	TD – asked if BW is asking respondents to comment on the four strategies.

	CCWater
	CCWater

	BW
	BW

	22/10/2013
	22/10/2013

	PM – Both the concept of incentives and how that applies to the individual strategies. BM - concept ok. 
	PM – Both the concept of incentives and how that applies to the individual strategies. BM - concept ok. 

	22/10/2013
	22/10/2013


	C-LEF-460
	C-LEF-460
	C-LEF-460

	Customer research
	Customer research

	TD – Once the results have been merged and analysed, what will be the timescale after that?
	TD – Once the results have been merged and analysed, what will be the timescale after that?

	CCWater
	CCWater

	BW
	BW

	22/10/2013
	22/10/2013

	MJK – Once the CSSC and LEF have been consulted, the results will be taken to the Board Meeting of 25th November 2013.
	MJK – Once the CSSC and LEF have been consulted, the results will be taken to the Board Meeting of 25th November 2013.

	22/10/2013
	22/10/2013


	C-LEF-461
	C-LEF-461
	C-LEF-461

	Customer research
	Customer research

	 CCW JS – Will there be a quick report/feedback prior to that?
	 CCW JS – Will there be a quick report/feedback prior to that?

	CCWater
	CCWater

	BW
	BW

	22/10/2013
	22/10/2013

	MJK –There is likely to beone of  three outcomes.  Yes, customers accept the incentives method of regulation. No, customers reject outright an incentives method of regulation. Only some of the proposals are accepted. Before 25th can say how we responded to it.   TD concerned.  Gone thru prep will be asked what he thought of it.  Needs to be able to process.  Can be email.  Feedback pre 25th.  BM plan to get back first draft straight after.  More formal findings on 18th 19th.  TD was involved in those discus
	MJK –There is likely to beone of  three outcomes.  Yes, customers accept the incentives method of regulation. No, customers reject outright an incentives method of regulation. Only some of the proposals are accepted. Before 25th can say how we responded to it.   TD concerned.  Gone thru prep will be asked what he thought of it.  Needs to be able to process.  Can be email.  Feedback pre 25th.  BM plan to get back first draft straight after.  More formal findings on 18th 19th.  TD was involved in those discus

	22/10/2013
	22/10/2013


	C-LEF-462
	C-LEF-462
	C-LEF-462

	Customer research
	Customer research

	Acceptability Slide  TD – We saw BM’s presentation at LEF meeting. There is now additional slide – 41 – to be discussed.  BM – We were asked to add the profile of not people who did not accept the plan.
	Acceptability Slide  TD – We saw BM’s presentation at LEF meeting. There is now additional slide – 41 – to be discussed.  BM – We were asked to add the profile of not people who did not accept the plan.

	CCWater
	CCWater

	BM
	BM

	22/10/2013
	22/10/2013

	26 people did not find it acceptable, as outlined on slide.  Two keys reasons – currently most did not think it was VfM. Also 19 were not finding difficult to pay.  The important message here then is the starting point of their valuation.  It’s the not VfM, then for these respondents, it is not about cost of bill.
	26 people did not find it acceptable, as outlined on slide.  Two keys reasons – currently most did not think it was VfM. Also 19 were not finding difficult to pay.  The important message here then is the starting point of their valuation.  It’s the not VfM, then for these respondents, it is not about cost of bill.

	22/10/2013
	22/10/2013


	C-LEF-463
	C-LEF-463
	C-LEF-463

	PR14
	PR14

	TD asked for clarification of the term ‘flat bill’.
	TD asked for clarification of the term ‘flat bill’.

	CCWater
	CCWater

	BW
	BW

	04/11/2013
	04/11/2013

	WJS explained this is the industry language to indicate a bill amount without inflation.    MJK explained that the flat bill is based on the price limit formula based on K = 0 + inflation. 
	WJS explained this is the industry language to indicate a bill amount without inflation.    MJK explained that the flat bill is based on the price limit formula based on K = 0 + inflation. 

	04/11/2013
	04/11/2013


	C-LEF-464
	C-LEF-464
	C-LEF-464

	PR14
	PR14

	TD asked if that meant PR09 schemes were going to overrun.   
	TD asked if that meant PR09 schemes were going to overrun.   

	CCWater
	CCWater

	BW
	BW

	04/11/2013
	04/11/2013

	MJK explained that it was not.
	MJK explained that it was not.

	04/11/2013
	04/11/2013


	C-LEF-465
	C-LEF-465
	C-LEF-465

	PR14
	PR14

	TD queried the catch-up figures of 0.5% per annum. 
	TD queried the catch-up figures of 0.5% per annum. 

	CCWater
	CCWater

	BW
	BW

	04/11/2013
	04/11/2013

	  MJK explained that the previous regulatory figure was 60% catch up to the frontier. Since Oxera indicates Bristol Water is 5% behind the frontier, we have applied a 3% catch-up efficiency.  Overall a 1% per annum improvement – 0.5% catch-up and 0.5% productivity.
	  MJK explained that the previous regulatory figure was 60% catch up to the frontier. Since Oxera indicates Bristol Water is 5% behind the frontier, we have applied a 3% catch-up efficiency.  Overall a 1% per annum improvement – 0.5% catch-up and 0.5% productivity.

	04/11/2013
	04/11/2013


	C-LEF-466
	C-LEF-466
	C-LEF-466

	PR14
	PR14

	TD asked whether BW is able to handle capital programme.  
	TD asked whether BW is able to handle capital programme.  

	CCWater
	CCWater

	BW
	BW

	04/11/2013
	04/11/2013

	MJK – Yes.  AMP6 capital expenditure of £340m is similar to AMP5 plus Cheddar II reservoir. 
	MJK – Yes.  AMP6 capital expenditure of £340m is similar to AMP5 plus Cheddar II reservoir. 

	04/11/2013
	04/11/2013


	C-LEF-467
	C-LEF-467
	C-LEF-467

	PR14
	PR14

	BCC asked about debt.  
	BCC asked about debt.  

	BCC
	BCC

	BW
	BW

	04/11/2013
	04/11/2013

	.MJK explained that some debt was fixed and some index linked gives a combined cost of 4.85%.  4.7% represented a good balance before financing costs became prohibitive. 
	.MJK explained that some debt was fixed and some index linked gives a combined cost of 4.85%.  4.7% represented a good balance before financing costs became prohibitive. 

	04/11/2013
	04/11/2013


	C-LEF-468
	C-LEF-468
	C-LEF-468

	PR14
	PR14

	JS asked why cost of capital had previously been quoted at 4.85%.    
	JS asked why cost of capital had previously been quoted at 4.85%.    

	CCWater
	CCWater

	BW
	BW

	04/11/2013
	04/11/2013

	MJK explained that this figure includes inflation. TD asked whether there was refinancing in AMP6.  MJK explained that £250m of new debt in AMP6 will include £50m refinancing in 2017. 
	MJK explained that this figure includes inflation. TD asked whether there was refinancing in AMP6.  MJK explained that £250m of new debt in AMP6 will include £50m refinancing in 2017. 

	04/11/2013
	04/11/2013


	C-LEF-469
	C-LEF-469
	C-LEF-469

	PR14
	PR14

	TD asked whether CoC was for new or replacement financing.  
	TD asked whether CoC was for new or replacement financing.  

	CCWater
	CCWater

	BW
	BW

	04/11/2013
	04/11/2013

	 MJK explained that £250m of new debt in AMP6 will include £50m refinancing in 2017. 
	 MJK explained that £250m of new debt in AMP6 will include £50m refinancing in 2017. 

	04/11/2013
	04/11/2013


	C-LEF-470
	C-LEF-470
	C-LEF-470

	PR14
	PR14

	TD asked whether the retail margin applies to all companies. 
	TD asked whether the retail margin applies to all companies. 

	CCWater
	CCWater

	BW
	BW

	04/11/2013
	04/11/2013

	 BW explained that it is likely to be all companies.  
	 BW explained that it is likely to be all companies.  

	04/11/2013
	04/11/2013


	C-LEF-471
	C-LEF-471
	C-LEF-471

	PR14
	PR14

	The Chair asked if the customer research showed that they were not in favour of incentives, what BW would do in that situation.   
	The Chair asked if the customer research showed that they were not in favour of incentives, what BW would do in that situation.   

	Chair
	Chair

	BW
	BW

	04/11/2013
	04/11/2013

	MJK confirmed that BW would in that case continue with the penalties only system, already in place in some business areas.  
	MJK confirmed that BW would in that case continue with the penalties only system, already in place in some business areas.  

	04/11/2013
	04/11/2013


	Span
	Span
	Span
	Span
	Span
	C-LEF-472
	C-LEF-472
	C-LEF-472

	PR14
	PR14

	 TD asked how the flat bills system would work when the incentives are assessed annually.  
	 TD asked how the flat bills system would work when the incentives are assessed annually.  

	CCWater
	CCWater

	BW
	BW

	04/11/2013
	04/11/2013

	MJK confirmed that the incentives reward/penalty would be reconciled at the end of AMP6 and applied at the start of AMP7.
	MJK confirmed that the incentives reward/penalty would be reconciled at the end of AMP6 and applied at the start of AMP7.

	04/11/2013
	04/11/2013


	C-LEF-473
	C-LEF-473
	C-LEF-473

	PR14
	PR14

	The Chair asked the Mott MacDonald reporter whether he could foresee any issues [with the LEF process to date].
	The Chair asked the Mott MacDonald reporter whether he could foresee any issues [with the LEF process to date].

	Chair
	Chair

	RW
	RW

	04/11/2013
	04/11/2013

	AH confirmed that he did not.  Mott Macdonald’s review process was quite rigorous and therefore foresaw no problems.  In all AH expressed himself impressed with the work BW had produced.  That it was an exemplary approach which Ofwat may use in the future.  An Outcomes Centred method for risk analysis.  Good measure of individual thinking.  Good planning.
	AH confirmed that he did not.  Mott Macdonald’s review process was quite rigorous and therefore foresaw no problems.  In all AH expressed himself impressed with the work BW had produced.  That it was an exemplary approach which Ofwat may use in the future.  An Outcomes Centred method for risk analysis.  Good measure of individual thinking.  Good planning.

	04/11/2013
	04/11/2013


	C-LEF-474
	C-LEF-474
	C-LEF-474

	PR14
	PR14

	TD –asked for clarification on the difference between 1% and £39m?
	TD –asked for clarification on the difference between 1% and £39m?

	CCWater
	CCWater

	BW
	BW

	25/11/2013
	25/11/2013

	MJK –– difference is that the penalties are all expressed as a percentage of revenue, except for the asset reliability penalty which is expressed as a reduction to the RCV
	MJK –– difference is that the penalties are all expressed as a percentage of revenue, except for the asset reliability penalty which is expressed as a reduction to the RCV

	25/11/2013
	25/11/2013


	C-LEF-475
	C-LEF-475
	C-LEF-475

	PR14
	PR14

	JH asked if AH could comment on how the plan provides for further development into the future?  
	JH asked if AH could comment on how the plan provides for further development into the future?  

	JH
	JH

	AH
	AH

	25/11/2013
	25/11/2013

	AH said he believes that the diagrams seen all around the building, the Parthenon model of the business plan, shows that the 25 year strategy is being embedded into a ‘business as usual’ philosophy.  BW has taken its outcome aims as a starting point, rather than the usual industry output approach.  JH – so therefore customers are even more at the heart of everything that BW now does.
	AH said he believes that the diagrams seen all around the building, the Parthenon model of the business plan, shows that the 25 year strategy is being embedded into a ‘business as usual’ philosophy.  BW has taken its outcome aims as a starting point, rather than the usual industry output approach.  JH – so therefore customers are even more at the heart of everything that BW now does.

	25/11/2013
	25/11/2013


	C-LEF-476
	C-LEF-476
	C-LEF-476

	PR14
	PR14

	 CH – BW was at the bottom of the company list at the end of PR09 because of a piece of research that was not as good as it could be.   So it is a really good idea to show where, how and why thinking has been changed.  Therefore asked if BW could give examples of where these changes are greatest. 
	 CH – BW was at the bottom of the company list at the end of PR09 because of a piece of research that was not as good as it could be.   So it is a really good idea to show where, how and why thinking has been changed.  Therefore asked if BW could give examples of where these changes are greatest. 

	Chair
	Chair

	BW
	BW

	25/11/2013
	25/11/2013

	 LG – yes, BW can provide examples of these. 
	 LG – yes, BW can provide examples of these. 

	27/11/2013
	27/11/2013


	C-LEF-477
	C-LEF-477
	C-LEF-477

	PR14
	PR14

	A video presentation was shown that has been prepared for support of the planning application for Cheddar 2. TD asked whether planning could be refused. 
	A video presentation was shown that has been prepared for support of the planning application for Cheddar 2. TD asked whether planning could be refused. 

	CCWater
	CCWater

	BW
	BW

	25/11/2013
	25/11/2013

	MJK – Yes.
	MJK – Yes.

	25/11/2013
	25/11/2013


	C-LEF-478
	C-LEF-478
	C-LEF-478

	PR14
	PR14

	The Chair asked whether there is a lot of flooding around Cheddar.  
	The Chair asked whether there is a lot of flooding around Cheddar.  

	Chair
	Chair

	BW
	BW

	25/11/2013
	25/11/2013

	MJK – The area west of the reservoir Is known as the flooding compensation area which needs to be accounted for in the event of the possibility of the reservoir flooding.
	MJK – The area west of the reservoir Is known as the flooding compensation area which needs to be accounted for in the event of the possibility of the reservoir flooding.

	25/11/2013
	25/11/2013


	C-LEF-479
	C-LEF-479
	C-LEF-479

	PR14
	PR14

	TN –commented that the area is in need of football pitches.  He is led to believe that football pitches act as a filtering area.  
	TN –commented that the area is in need of football pitches.  He is led to believe that football pitches act as a filtering area.  

	MDC
	MDC

	BW
	BW

	25/11/2013
	25/11/2013

	MJK – possibly for sewage works but not for drinking water.  PM noted that there is a scheme set 
	MJK – possibly for sewage works but not for drinking water.  PM noted that there is a scheme set 

	25/11/2013
	25/11/2013


	C-LEF-480
	C-LEF-480
	C-LEF-480

	PR14
	PR14

	A 1 in 15 years estimate of the necessity of hosepipe bans.  TD - Sought assurance from BW that there were no major concerns in the new plan.
	A 1 in 15 years estimate of the necessity of hosepipe bans.  TD - Sought assurance from BW that there were no major concerns in the new plan.

	CCWater
	CCWater

	BW
	BW

	25/11/2013
	25/11/2013

	MJK confirmed that there were none.  
	MJK confirmed that there were none.  

	25/11/2013
	25/11/2013


	C-LEF-481
	C-LEF-481
	C-LEF-481

	PR14
	PR14

	TD - asked for assurance from the EX about plan now?  
	TD - asked for assurance from the EX about plan now?  

	CCWater
	CCWater

	EA
	EA

	25/11/2013
	25/11/2013

	EA confirmed it had no concerns.
	EA confirmed it had no concerns.

	25/11/2013
	25/11/2013


	C-LEF-482
	C-LEF-482
	C-LEF-482

	PR14
	PR14

	TD – why does the graph show a drop in discoloured water quality contacts?  
	TD – why does the graph show a drop in discoloured water quality contacts?  

	CCWater
	CCWater

	BW
	BW

	25/11/2013
	25/11/2013

	MJK – that’s the impact of the trunk mains relining.  
	MJK – that’s the impact of the trunk mains relining.  

	25/11/2013
	25/11/2013


	Span
	Span









