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1. Introduction

This document sets out our approach to our first “Your water, your say’ session and how we
complied with Ofwat and CCW'’s guidance for open challenge sessions’. Section numbers
correspond to those in Ofwat and CCW'’s guidance document. Please also see our written
record of the session and the video recording of our company presentation on our website?.

2. Purpose, use and organisation of “Your water, your say’ sessions

2.1 Purpose of “Your water, your say’ session

We held our Phase 1 Your water, your say session on 19 May 2023 during the development of
our PR24 business plan. It was a valuable opportunity for customers and other stakeholders to
pose questions and provide feedback on key features of our plan, as well as local priorities or
service issues they wanted to see addressed in our plans and ongoing delivery.

We have scheduled our Phase 2 Your water, your say session for 30 November 2023 following
the submission of our business plan. The purpose will be to allow customers and stakeholders to
question us on whether and how the issues previously raised have been addressed and to pose
new questions.

2.2 Use of evidence from “Your water, your say’ session

Requirement What we did
The PR24 submission should
explain the issues raised by Our TMS03 Customer Engagement document includes

customers and stakeholders and a summary of the concerns and queries raised by
how they have been addressed by = attendees of the first Your water, your say session and
the company outlines how we plan to respond to and address these
The company’s PR24 submission issues in our plan.

should also highlight any issues

raised by customers and /or We have considered our customers’, stakeholders’ and
stakeholders that the company communities’ views and concerns as part of the
considers it cannot address and development of our PR24 plan and demonstrated our
why decisions through our Line of Sight.

2.3 Independent Chair

No requirements for companies.

" Guidance for water companies: Planning, running and following up on phase 2 "Your water, your say', Ofwat and
CCW - https://www.ofwat.gov.uk/wp-content/uploads/2023/08/FINAL-quidance-document-for-phase-2-Your-water-
your-say.pdf

2 Thames Water Your Water Your Say report, 19 May 2023 — https://www.thameswater.co.uk/about-
us/regulation/your-water-your-say



https://www.ofwat.gov.uk/wp-content/uploads/2023/08/FINAL-guidance-document-for-phase-2-Your-water-your-say.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2023/08/FINAL-guidance-document-for-phase-2-Your-water-your-say.pdf
https://www.thameswater.co.uk/about-us/regulation/your-water-your-say
https://www.thameswater.co.uk/about-us/regulation/your-water-your-say

2.3.1 Company briefing

Ahead of our Phase 1 session we provided the Independent Chair with a written briefing.

Requirement for company briefing

The company’s usual description of its business, and what it does
The broad geographical areas covered by water and wastewater

services

A description of the demographics of the company’s customer base
(and the population of people and business that it serves, where this

differs)

What we did

These requirements
were covered in the
briefing we shared
with the Independent
Chair, CCW and
Ofwat on 5 May 2023.

Key messages about the PR24 business plan and long-term delivery

strategy

The company’s view of which aspects of ongoing delivery are going
well and not well (e.g., by reference to delivery of PR19 performance
commitments and/or other publications about ongoing performance
such as the ‘Water company performance report’);

The company’s view of key issues that customers or other

The document was
reviewed by the
Thames Water CCG in
April 2023 and their
feedback was
addressed.

stakeholders might raise at the “Your water, your say session’,
including an indication of which issues could prompt multiple

questions

Reviewed by Thames Water’s Independent Challenge Group.
Thames Water named this their Customer Challenge Group (CCG)

Shared with Independent Chair
2.4 Implementation

Requirement
Planning session with Independent Chair,
Ofwat, CCW and Company

3. Planning
3.1 Notification of time and date choice

Requirement

Company to agree date and time with
Independent Chair, CCW and Ofwat at least
two months in advance

Company to choose a date and time that will
facilitate the broadest range of potential
attendees to participate in each session

What we did

We held a planning session on 12 April 2023.
An additional meeting was held with Ofwat
and CCW on 10 May 2023.

What we did

To provide the greatest opportunity for
customers, stakeholders and communities to
participate we agreed to hold the session on
the afternoon of Friday 19 May 2023 from
15:00 to 17:00. This was agreed with Ofwat,
CCW and the Independent Chair on 20
February 2023.



3.2 Virtual meeting

Requirement

Each company to hold
one “Your water, your
say’ session covering
the whole of its activities
and customer and
stakeholder base
Speaking participants to
be on camera
Attendees encouraged
to submit written
questions in advance
and ask questions
verbally during the
meeting.

What we did
We held one session on 19 May 2023 for all customers,
stakeholders, and communities in our region.

Our presenters were on camera throughout the event and the
attendees were encouraged by the Independent Chair to have
their cameras on if they were raising questions.

We encouraged attendees to submit written questions in advance
through our promotion and registration process.

Join our "Your water, your say' meeting
Every five years, we set new priorities to best deliver our senices and we'd love to hear your views on our proposal. Jom us on Friday 19 May 2023 from 15:00 to 17:00 BST and help us shape our plan.

This onine event is a great opportunily for you fo ask questions. Your questons could cover the service we provide, our impact on the environment, what wil happen to your water bl or any other fopics that are important to
you

Reqgister now

We'llwelcome questions to our panel of experts during the ive session. I you're unable 0 attend the event, the Consumer Councl for Water wil raise your quastion on your behalf. Subimil your query priorto the mesting to
yourwateryoursay@cowater.org uk stating clearly that your question s for Thames Waer

As we recognise not everyone will have IT access to jon us oniine, we welcome muliple people to o from the same device. Please se this event as an opportunity to raise questions on behaf of your commanities who may
not have access to IT facities.

Make sure you have your say about your water senicel Book a place

3.2.1 Virtual platform choice

Requirement

Companies to run meetings over a virtual

What we did
Our Phase 1 session took place on Microsoft

platform such as Microsoft Teams or Zoom
The platform needs to allow up to 100
attendees to join the meeting

Chosen platform to allow Independent Chair
to ‘co-host’ privileges during the “Your water,
your say’ session so they can manage the
visibility and spoken contributions of
attendees

3.2.2 Questions
Requirement What we did
Verbal questions -
Attendees can indicate
that they want to ask a
question using the
‘raise hand’ option in
the virtual meeting
Written questions (in
advance) — Customers

and stakeholders have
an option to submit a

CCW.

you.

Reqgister now

Teams.

Our meeting option allowed for more than
100 attendees to join the meeting.

We held a pre-session with the Independent
Chair and our technical support to go
through ‘co-host’ arrangements.

Attendees were able to raise questions during the meeting using the
Microsoft Teams raised hand functionality.

We encouraged attendees to submit their questions in advance to

Join our "Your water, your say' meeting

Every five years, we set new prorities to best delver our senvices and we'd love to hear your views on our proposal. Jom us on Friday 19 May 2023 from 15:00 to 17:00 BST and help us shape our plan

This onine event is a great opportunily for you to ask questions. Your questons could cover the service we provide, our impact on the environment, what wil happen to your water bllor any other fopics that are important to

We'llwelcome questions to our panel of experts during the ive session. If you're unable 10 aftend the event, the Consumer Councl for Water wil raise your quastion on your behalf. Subimil your query priosto the mesting to

As we recognise not everyone will have IT access to jon us onine, we welcome muliple people to jom from the same device. Please se this event as an opportunity to raise questions on behaf of your communitis who may

q uesno n th at CCW yourwateryoursay@icowater org uk stabng ceary that your question i for Thames Water
can raise on their e tecrs o i
b e h a If Make sure you have your say about your water senacel Book a place.



3.2.3 Technical test

Requirement

Companies are encouraged to test their
technical set up including allowing the

Chair to ‘co-host’

3.3 Promotion

Requirement

Promotion to start at least 6
weeks before event

Session to be promoted to a
broad and representative
customer base and to a wide
range of stakeholders with an
interest in the activities of the
water company and its customers

Promotional activities should
target participation by the most
vulnerable and hard to reach
customers. As some interested
parties may wish to attend but
may not have internet access or
the ability to join the session,
companies should promote the
sessions to community groups
and/or organisations that may
represent the interests of people
who cannot join virtually. These
groups and organisations may be
able to raise questions on their
members’ behalf

Beyond this, we expect each
company’s wider customer
engagement activities during
business plan development to
allow people with no access to IT
to contribute their views.

It would be beneficial to promote
the Phase 2 session to people
and organisations who attended
the Phase 1 session but not
limited to them.

What we did

We held a pre-session with the Independent
Chair and our technical support to go through
‘co-host’ arrangements.

What we did

Our promotional activities ran from 5 April 2023 — 19
May 2023.

We promoted our Your water, your say session to as
broad and representative audience as possible via a
number of channels, including press releases, social
media, our website, direct mailing to our stakeholders
and communities and direct mailing to our online
research community (more than 1,000 household
customers, representative of our customer base).

To reach the most vulnerable and most under-
represented customers we used our established
partnerships with organisations who represent that
segment, including our vulnerability network and our
network of front line colleagues who directly support
vulnerable and under-represented customers.

We also contacted relevant representatives of the top 10
local authorities which we identified had the highest risk
of digital exclusion, to help us reach vulnerable and
under-represented customers with invitations to attend,
or the offer to represent them at the Your water, your say
session. This was in addition to our general invitation to
local authorities in our region to join the session.

During our plan development we engaged with a wide
network of stakeholders and communities who represent
the full range of our customers, including those who are
digitally excluded. We also made sure that digitally
excluded customers were represented within our PR24
customer engagement programme using offline
methodologies such as phone, face to face and postal
research. Please see our TMS03 Customer Engagement
document for details.

As a part of our registration process we asked whether
attendees would be interested in our future session so
we can promote it to them. This will be actioned as part
of the promotional activities for our second Your water,
your say session on 30 November 2023



Use the same promotional
approach for both sessions,
which may result in new people
attending and likelihood of new
issues raised

Use a range of approaches to
promote each meeting including
company emails, website, social
media and mailings to key
stakeholders

Use the 'Your water, your say' /'
Eich dwr, eich llais' logo alongside
the company logo on all
promotional and event materials
Provide links to the CCW and
Ofwat 'Your water, your say'
webpages, with the wording: "You
can find out more about the
meeting from CCW and Ofwat".
CCW and Ofwat will make
available information that is
common to all “Your water, your
say’ sessions on their websites
Use the following wording when
describing the purpose of the
meeting: "We are currently
preparing our detailed plan for
2025 to 2030. The "Your water,
your say' meeting will allow

you to hear about the plan and
ask us questions about it. Your
questions could cover the service
we provide, our impact on the
environment, what will happen to
your water bill or whatever other
topic is important to you."

Use the hashtag
#yourwateryoursay on related
social content and tag CCW and
Ofwat so that we can share your
content.

3.4 Attendees

Requirement

Each company should promote the sessions
to all customer groups and its full range of
stakeholders as far as possible, covering:

* household and non-household customers;

« different geographical areas;

This will be actioned as a part of promotional activities for
the 30 November 2023 session

We promoted Your water, your say using all of the
specified wording and imagery, via a number of channels
including press release, social media, website, direct
mailing with our stakeholders and communities and
direct mailing our online research community.

Our invites, communications and registration page
included the prescribed text. For example:

Join our "Your water, your say' meeting

Every e years we set our servces.

your views on our proposal. Jon us on Friday 19 May 2023 from 15:00 to 17:00 BST and help us shape ur pian

youto ask questons. Your the provide, our ppen
you

Register now

We'lwelcome questions 1o our panel of experts during the ive session. I you'e unable to afend the event, the Consumer Counci for Waler il raise your question on your behalf Submil your query prior fo the meeting to
younwateryoursay@cowater org uk sabng cearly tat your queston s for Thames Water

Aswe y " o
ot have access to T facltes.

Ploase use behat of your

Make sure you have your say about your water senvicel Book a piace

Thames Water @
10 Apr - G

We're currently preparing our detailed plan for 2025
to 2030. Join our virtual event to hear all about the
plan and ask us questions about it. Your questions
could cover the service we provide, our impact on
the environment, what will happen to your water bill
or any other topics that are important to you. Sign up
here: https://bit.ly/3UIHPWq

5] () httpsy//www.eventbrite. com/manage/events/535699442067/details ® &~ O wm

courtes 7] Newlolder @b Reporting @ GlusBytes - Home @b CCG working space... @b Customer Stakshol.. @b Strstegy & Regulati

iled plan for 2025 to 2030. The
bout the plan ar

k us questi

Eventendsd what

great opportunity to investment plans for 2025 to

four water, your say 2030 incluting
ri, May 19, 2023, 3:00 PM

lew your event o

D Basicinto
D votais

' Online Event Page

and Board will be on hand to share wk

together with
environment.

e welcome to put your . the five session.
In case you're unable to sttend the event er if you'd prafer, COW will raise your

questions sent in advance.

P ricken
You can submit
Yourwateryoursay Scowater.org.uk, stating cleary that your question s for
Thames Water, and whether youre unable to aftend or you're attending but would
prafer uestion on your bahalf. Questions won't be shared with us
ined o

riar to the meeting to

|

ashboard
‘There will also be & chance to attend a follow-up session later this year when we've

What we did

We used a wide range of promotional
activities to reach all customer groups and
our full range of stakeholders and
communities including direct invitations to our
stakeholders and community representatives,
press release, social media, as well as



* customers that receive water only or
wastewater only services;

« all socio-economic groups, and a
rural/urban mix;

* representative organisations for customers,
communities and wider stakeholders; and

« stakeholders who have an interest in water
issues but might not have engaged with
PR24 to date.

We expect water companies to be
represented by senior staff members and/or
directors making decisions in their
organisation that affect customers, other
stakeholders or the environment, including at
least one Board member

We suggest that each company limits its
attendees to a total of six, including speaking
attendees to four, with a supporting team of
two who would not be ‘on camera’.

Each company is expected to target people
that can represent the interests of hard-to-
reach and vulnerable customers, and make
efforts to enable the involvement of people
without access to appropriate IT.

spreading the information about the event
through our employees.

Thames Water attendees:

Sarah Bentley, Chief Executive Officer
Hannah Nixon, Thames Water Board
member

David Bird, Retail Director

Richard Aylard, Sustainability Director
Cathryn Ross, Director of Strategy and
Regulatory Affairs

(Job titles correct as at 19 May 2023 when
the first Your water, your say session took
place)

We opted for four key presenters:

Sarah Bentley, Chief Executive Officer
Hannah Nixon, Thames Water Board
member

David Bird, Retail Director

Richard Aylard, Sustainability Director

With an additional speaker to assist with
Q&As: Cathryn Ross, Director of Strategy
and Regulatory Affairs.

(Job titles correct as at 19 May 2023 when
the first Your water, your say session took
place)

To reach the most vulnerable and most
under-represented customers we used our
established partnerships with organisations
who represent that segment, including our
vulnerability network and our network of front
line colleagues who directly support
vulnerable and under-represented
customers.

We also contacted relevant representatives
of the top 10 local authorities which we
identified had the highest risk of digital
exclusion, to help us reach vulnerable and
under-represented customers with invitations
to attend, or the offer to represent them at
the Your water, your say session.
Furthermore, as part of the registration we
encouraged attendees to invite family, friends
and communities who don’t have access to
IT to join them.



We expect each company to invite

representatives of its independent customer
challenge arrangements to each of the “Your

water, your say’ sessions.

3.4.1 Reqistration of attendees

Requirement

We expect each company to determine its
preferred approach to registration of
attendees in advance of the session or at
the actual meeting, taking into account the
need for appropriate handling of personal
data and the process to be as easy as
possible for attendees

That the registration process asks each
attendee to submit the following
information, for sharing with the
Independent Chair and CCW in advance
to assist with management of the meeting:
full name; organisation or interest group (if
representing); the general theme for their
question, or area of interest.

That the confirmation email the attendee
receives in return includes CCW’s
dedicated email address
(Yourwateryoursay@ccwater.org.uk) and
explains that this may be used to submit
questions in advance.

3.4.2 Pre-reading for attendees

Requirement

We suggest that each company
makes its own decision about the
provision and nature of pre-
reading. If it is decided to develop
materials for attendees to read in
advance of the meeting, then: we = ==
suggest that the company invites a
representative of the independent
customer challenge arrangements
to review the materials and
provide comments in advance of

We provide only wastewater services to some of our customers. If ano

pre-reading material is shared with

What we do

who we are

publication; and we ask that the —

Our entire CCG was invited to our Your
water, your say session and a number of our
CCG members including our Chair attended.

What we did
We used the Eventbrite platform for registration.

Our registration process asked attendees to
submit all relevant details as requested,
including their areas of interest for the session.

We shared the CCW email address as a part of
the registration process and encouraged
attendees to submit their questions if they
couldn’t attend or if they would prefer for the
question to be asked on their behalf.

Join our "Your water, your say' meeting

Every e years,we your y 1700857

Register now

What we did

We decided not to share specific pre-reading material
for our first Your water, your say session, however we
provided links to documents on the Your water, your say
page on our website. For example:

Other water companies events

ther company supply your fresh water and youd like to hear more about their future plans,

Supporting our customers
PP 9 Protecting the environment

Every drop counts

Investing.in our region




the Independent Chair, CCW and
Ofwat.

3.4.3 How the meeting will work

Requirement
We expect the ‘etiquette’ for the meeting to include:

« attendees speak when invited to by the Independent Chair;

* questions should be focused on the company;

« all attendees will speak, and treat each other courteously;
* the company should answer each question directed to them by the
Independent Chair, either in the meeting or as follow up in the record of

the discussion;

« attendees should use ‘Raise Hand’ function and wait until invited to
speak by the Independent Chair or put their question in Chat during the

session;

What we did

The expected
‘etiquette’ was
enabled and
reiterated during
the meeting,
however it was
beyond our control
whether attendees
stayed for the full
session.

* the Independent Chair will encourage all attendees to participate in
the meeting rather than carry on parallel conversations with other

attendees using Chat; and
« all participants should stay for the whole meeting

3.5 Company presentation

Requirement

15 min limit to provide a high-level outline of what is
in the PR24 business plan and long-term delivery
strategy, focussing on areas that are likely to be of
greatest interest to customers, communities and
other stakeholders.

Companies should clearly set out the issues that
the business plan and long-term delivery strategy
will address, the actions the company proposes to
take, the outcome that should be achieved and the
bill impact for customers.

We expect the presentation to address: customer
service priorities; long-term outcomes and how the
five-year plan delivers the first part of the long-term
delivery strategy; environmental outcomes;
affordability.

4. Running
4.1 Agenda and time allocation

Requirement

10 min: Independent Chair’s introduction and
explanation of how the meeting

will work

What we did

We included all required information in
our 15 minutes presentation which was
delivered by members of our senior
management team, Executive
directors, and member of Thames
Water Board. Slides for the
presentation were shared with the
Independent Chair, CCW and Ofwat
ahead of the session and a recording
of the presentation and the slides can
be found on our website: Your water
your say | Regulation | About us |
Thames Water

What we did

The Independent Chair delivered
the introduction to the meeting
and explained the ground rules for
the session.


https://www.thameswater.co.uk/about-us/regulation/your-water-your-say
https://www.thameswater.co.uk/about-us/regulation/your-water-your-say
https://www.thameswater.co.uk/about-us/regulation/your-water-your-say

15 min: Company introductory presentation.

The company presentation can be

viewed here: Your water your say |
Requlation | About us | Thames

Water
60 min: Questions in themes, such as: Customer
service priorities; Long-term outcomes and how the five-
year plan delivers the first part of the long-term delivery
strategy questions; Environmental outcomes;
Affordability; Issues not covered already.
5 min: Independent Chair’s next steps and close

The Independent Chair facilitated
Q&As to these themes.

The Independent Chair closed the

meeting and shared next steps.

4.1.1 Questions

Requirement

CCW’s website content promoting “Your water, your say’, will offer
members of the public or stakeholders who are interested in the
sessions, but are unable to attend, the opportunity to email their
question(s) to CCW in advance, using
Yourwateryoursay@ccwater.org.uk . The CCW representative at
the “Your water, your say’ session will then raise the question on
their behalf.

Any unanswered questions should be noted (via input to the ‘Chat’
function or submitted to Yourwateryoursay@ccwater.org.uk within
24 hours of the session ending), so attendees can receive a
written response from the company later.

If a customer raises a specific complaint about the company which
may not necessarily be an issue related to the PR24 business plan,
the customer will receive contact from CCW after the “Your water,
your say’ session to address the complaint. CCW will liaise with the
company to ensure the customer receives a response.

4.2 Recording

What we did

Where relevant,
questions were
submitted to CCW in
advance by customers,
stakeholders and
representatives of our
communities.

Any questions
submitted during the
Your water, your say
session or submitted to
CCW were included for
response, either during
or after the session.

Requirement

To help with creating a written record of the 'Your water,
your say' session, we want the virtual meeting to be
recorded. We expect that the company’s choice of
virtual platform of the meeting will have this functionality.
Attendees of the meeting will need to be told in advance
that the meeting will be recorded, and the Independent
Chair will remind all attendees at the start of the
meeting.

The recording should be available to the Independent
Chair, CCW and Ofwat until the written record of the
session is agreed. It should then be deleted.

What we did

The meeting was recorded on MS
Teams, attendees were advised of
this in advance and reminded at
the start of the session. The
recording was made available to
the Independent Chair, CCW and
Ofwat. The recording (apart from
the company presentation
segment) was then deleted once
the minutes/report write-up from
the meeting had been approved.

10


https://www.thameswater.co.uk/about-us/regulation/your-water-your-say
https://www.thameswater.co.uk/about-us/regulation/your-water-your-say
https://www.thameswater.co.uk/about-us/regulation/your-water-your-say

5. Follow up
5.1 Written record

Requirement

We expect each company to create and publish a written record of
the discussion at each "Your water, your say' session. We expect the
written record to meet the following requirements.

It should include a record of each of the questions posed at the
‘Your water, your say' session, and the company’s response to each

question;

Customers’ or individual’s names should not be included;

A draft version should be produced within 5 working days of the
date of the session, for review by the Independent Chair, CCW,
Ofwat and attendees in the next 7 working days;

The final draft version should be created by the company in the next

3 working days;

The final draft should be approved by the Independent Chair in 5

working days; and

The final version should be published on the company’s website
within 21 working days of the meeting

5.2 "You said, we did”

Requirement

Section 1 of this document sets out how we expect companies to use
evidence from "Your water, your say' sessions, and how evidence
from the sessions will inform Ofwat’s assessment of PR24
submissions and determinations.

We think it would be a good idea for each company to create a ‘You
said, we did’ outline of the challenges raised at the first "Your water,
your say' sessions so that customers and other stakeholders can
easily recognise the company’s response to each question posed.
This approach will also reveal where a company does not make a
change to its plans in response to an issue raised at the first 'Your

water, your say' session.

The “You said, we did’ outline could form part of the company’s PR24

submissions to Ofwat.

5.3 Lessons learnt

Requirement

CCW and Ofwat will continue to engage with all companies, and
individual companies, as necessary, as we carry on developing and
implementing "Your water, your say' sessions. If there are significant
lessons learnt during the planning and running of the early "Your water,
your say' sessions, we will share these with all companies. If we
consider it to be helpful, we will update this guidance document.

What we did

The timings for
publication of our
written report were
observed. It was
published on Thames
Water’'s website on 9
June 2023 with
approval from the
Independent Chair,
CCW and Ofwat.

The final report can be
found on our website:
your-water-your-say-
meeting-report.pdf
(thameswater.co.uk)

What we did

Within our TMS03
Customer
Engagement
document (table 4.3)
we include a
summary of the
concerns and
queries raised by
attendees of the first
Your water, your say
session and we
outline how we plan
to respond to and
address these issues
in our plan.

What we did

We contributed
observations to
Ofwat and CCW
based on our
experiences of the
Phase 1 session.
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https://www.thameswater.co.uk/media-library/home/about-us/regulation/your-water-your-say/your-water-your-say-meeting-report.pdf
https://www.thameswater.co.uk/media-library/home/about-us/regulation/your-water-your-say/your-water-your-say-meeting-report.pdf
https://www.thameswater.co.uk/media-library/home/about-us/regulation/your-water-your-say/your-water-your-say-meeting-report.pdf




