
 

 Make better decisions  

 
 

Thames Water PR24 
Customer 
Engagement 
Assurance

 
 

  

Phase D Report 
26th September 2023 

Classified: Private 



 

  
Savanta  1 : Phase D report 

Assurance Statement 
 

Our findings 
 
Savanta’s assurance activities have confirmed that Thames Water is compliant 
with Ofwat’s board assurance requirements for customer engagement. 
 
Ofwat requires that (a) customer engagement and research meets the standards for high-
quality research and any other relevant statements of best practice, and (b) it has been used to 
inform its business plan and long-term delivery strategy. It is Savanta’s assessment that 
Thames Water meets both of these requirements.  
 
With regard to requirement (a), a thorough review of the evidence base, and the constituent 
individual research projects, has shown that Ofwat’s standards for high quality research and 
principles for customer engagement have been rigorously implemented in Thames Water’s 
PR24 business planning process. Additionally, Thames Water’s approach to insight 
triangulation follows CCW’s recommendations for best practice, leading to a balanced and 
thorough methodology which has been deployed effectively. 
 
With regard to requirement (b), Thames Water has developed a strong and considered 
approach to Line of Sight which has ensured that customer views and research have been core 
to decision making. The PR24 business plan documents including Outcome Delivery 
Strategies (Customer, Water, Wastewater) and the Long Term Delivery Strategy contain 
substantial evidence of this approach in action. Additionally, Thames Water has a robust 
mechanism for Customer Challenge which is in line with Ofwat’s requirements and has 
demonstrably contributed to the PR24 business planning process. 
 
With reference to Ofwat’s PR24 minimum expectations for customer engagement, 
affordability and acceptability1, Savanta concludes that Thames Water's plan: 

• Provides sufficient and convincing evidence that its customer engagement activities 
meet Ofwat’s standards for research, challenge and assurance. 

• Provides sufficient and convincing evidence that it has followed Ofwat’s guidance for 
testing customers’ views of the affordability and acceptability of its proposals. 

 

Our approach 
 
Our approach to assurance of customer engagement fulfils Ofwat’s 5 criteria2:  

1. Independent – Savanta is an independent research consultancy, that has not 
undertaken any of the constituent workstreams that are to be assured. Our assurance 
activities have been conducted independently of Thames Water, with no restrictions 
on reporting. Thames Water’s role was limited to checking for factual accuracy. 

2. Expert – Savanta’s assurance team has substantial experience in designing, 
conducting and assuring similar research programmes, including in related regulated 
industries (e.g. RIIO-ED2 and GD2). 

3. Board ownership – Savanta’s assurance work and the associated outputs are provided 
to the Board. 

4. Transparent – Savanta’s assurance approach is outlined in full in its reports. 
5. Comprehensive – Savanta’s multi-stage approach to assurance includes the end-to-

end process of customer engagement: the research inputs, the entire evidence body, 
insight triangulation, Line of Sight and Customer Challenge. Savanta have assured 

 
1 https://www.ofwat.gov.uk/wp-
content/uploads/2022/12/PR24_final_methodology_main_document.pdf, page 157 
2 https://www.ofwat.gov.uk/wp-content/uploads/2022/02/PR24-customer-engagement-policy.pdf 

https://www.ofwat.gov.uk/wp-content/uploads/2022/12/PR24_final_methodology_main_document.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2022/12/PR24_final_methodology_main_document.pdf
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Thames Water’s customer engagement in a phased approach, as the organisation 
progresses through the process of planning and writing its PR24 business plan.   
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Executive summary 
 

Purpose and assurance approach 
 
Savanta (www.savanta.com) have been appointed by Thames Water to undertake the 
assurance of their PR24 engagement programme. 
 
This report summarises our findings from the final part of our assurance process. This 
includes assurance of: 

• Stage 1 – Research inputs. Thames Water has now completed its PR24 research 
and engagement programme, including the final stages of testing the Affordability and 
Acceptability. We have reviewed the research as it has been compiled and finalised 
throughout the assurance process. 

• Stage 2 – Entire evidence body. The full body of evidence that Thames Water has 
presented fits together well and has the clarity, depth and variety of insight required to 
provide the organisation with a strong evidence base.  

• Stage 3 – Insight triangulation. Thames Water has completed the triangulation of 
insights following a clear and set methodology. This has been applied to across all 
insights and in particular three core strategic areas. We have assured the 
methodological basis on which this has been conducted, and how it has been applied 
in practice. 

• Stage 4 – Line of Sight (LoS). Thames Water has a LoS methodology and has 
deployed this to use triangulated customer insight as an input to decision making 
within the business planning process. We have assured the methodological basis on 
which this has been conducted, and how it has been applied in practice. 

• Stage 5 – Customer Challenge. Thames Water has an appropriate mechanism in 
place for customers and their representatives to challenge its ongoing performance, 
business plan and long-term strategy, and for detailed responses to this challenge. 
Thames Water’s Customer Challenge Group (CCG) is the primary conduit for 
customer challenge, and provides Thames Water with feedback on these points on an 
ongoing basis, with Thames Water responding to these challenges in turn. We have 
assured the adequacy of this mechanism. 

 
Phase A included an initial view of Stages 1-3 and was completed in May 2023. Phase B 
included a near-final view of Stages 1-3 and an initial view of Stages 4-5. This was completed 
in August 2023. Phase C included a near final view of Stages 1-5. This was completed in 
September 2023. This in-flight approach to assurance ensures that findings and 
recommendations can be fed back to the organisation in time for adjustments to be made.  
 
The assurance of each Stage utilises tailored assessment criteria which have been informed by 
(a) published guidance from Ofwat and CCW, (b) industry best practice and (c) Savanta’s 
tried-and-tested assurance framework. 
 

Summary of findings 
 
Ofwat requires that (a) customer engagement and research meets the standards for high-
quality research and any other relevant statements of best practice, and (b) it has been used to 
inform its business plan and long-term delivery strategy. 
 
Our assurance activities have confirmed that Thames Water is compliant against 
Ofwat’s criteria. 
 
In particular, Thames Water’s five-level iterative approach, which has first revealed customer 
‘wants’ and then generated greater insight within each to enable the organisation to plan to 

http://www.savanta.com/
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meet them, is a strong example of a price review research programme. It ensures that the 
organisation can target further research projects more efficiently (thus not wasting customer 
money on unnecessary research) and new insights can be located within an existing thematic 
framework of insight. 
 
Thames Water’s approach to insight triangulation follows CCW’s recommendations for best 
practice, leading to a balanced and thorough methodology which has been deployed 
effectively. 
 
Thames Water has developed a strong and considered approach to Line of Sight, complete 
with appropriate ways of working. In practice, Thames Water has ensured that there is 
substantial evidence of customer views in each of the business plan documents, and that there 
is a clear link between the PR24 business plan proposals and customer research.  
 
Thames Water’s mechanism for enabling customer challenge is in line with Ofwat’s 
requirements and there is clear evidence of its impact on the PR24 business planning process. 
 
To provide Thames Water’s PR24 customer engagement programme with a greater chance of 
delivering at the level that Ofwat require, or even surpassing this, Savanta provided 
‘Opportunities for further improvement’ in our Phase A report (for Stages 1-3) and 
‘Recommendations for final documentation’ in our Phase B report (for Stages 4 and 5). 
Thames Water have taken significant action in response to these, which have made the 
evidence base stronger, the documentation clearer, and the compliance with Ofwat’s criteria 
more evident. 
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Purpose and assurance approach 
 

Purpose 
 
It is fundamental to the success of the price review process that customer views are 
comprehensively, robustly and ethically gathered, so that water companies can create 
customer-centric business plans. As with the many other inputs to the planning process, 
customer insight and engagement requires substantial technical skill and knowledge to be 
delivered to a high quality. 
 
For PR24, Ofwat has stipulated that customer engagement carried out by water companies 
should be independently assured. This assurance should encompass the entire end-to-end 
process, from examining individual research projects to how they are used by the business. 
 
Savanta (www.savanta.com) have been appointed by Thames Water to undertake the 
assurance of their PR24 engagement programme. Ofwat has determined that this assurance 
should be independent, expert and with board ownership: 

• We are an independent research consultancy, that has not undertaken any of the 
constituent workstreams that are to be assured. 

• Savanta and our core assurance project team have substantial experience in designing, 
conducting and assuring similar research programmes, including in related regulated 
industries (e.g. PR19, RIIO-GD2 and RIIO-ED2). 

• Our assurance work and the associated outputs will be provided to the Board. 
 

Assurance approach 
 
Assurance should be both comprehensive and transparent. We have designed an end-to-end 
approach spanning the entire process, from insight generation to decision making and 
customer challenge as outlined below. 
 
Our assurance approach comprises five Stages, each with a different purpose and scope that 
collectively ensure we are effectively assuring Thames Water’s PR24 engagement: 

• Stage 1 – Research Inputs 
o Purpose: To map and examine the coverage and quality of the individual 

research, insight and engagement inputs to the PR24 process.  
o Scope: Review and assure the (a) the key research projects in the PR24 

programme; and (b) a sample of the wider insight sources that have been used 
to inform decision-making and expand the evidence base informing Thames 
Water’s business plan development. 

• Stage 2 – Entire Evidence Body 
o Purpose: To assess the quality of the entire evidence body and the extent to 

which it will support the organisation to make customer-centric decisions. 
o Scope: Review and assure (a) the quality of the sources examined in Stage 1 

when viewed as a holistic evidence base and (b) the write-up of the evidence 
base in documents to be submitted alongside the PR24 business plan. 

• Stage 3 – Insight Triangulation 
o Purpose: To review the triangulation process and the extent to which it 

provides a robust, balanced and high-quality summation of customer views. 
o Scope: Review and assure (a) Thames Water’s approach to triangulation in the 

PR24 process, (b) the triangulation in-detail for a small sample of topic area 
outcomes (c) that the method has been followed consistently in other areas. 

  

http://www.savanta.com/
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• Stage 4 – Line of Sight (LoS) 
o Purpose: To examine the quality of the LoS process and a robust, balanced and 

high-quality understanding of customer views has been incorporated into 
decision making. 

o Scope: Review and assure (a) Thames Water’s approach to LoS in the PR24 
process and (b) the LoS in-detail for a small sample of topic areas from insight 
to decision making. 

• Stage 5 – Customer Challenge 
o Purpose: To assure the quality of (a) customer challenges and (b) responses 

from Thames Water. 
o Scope: Review and assure (a) Thames Water and its CCG’s approach to 

Customer Challenge and response in the PR24 process and (b) the details for a 
sample of challenges and responses. 

 
Given each Stage has a different purpose and scope, it follows that they should have tailored 
assessment criteria. We have created these using published guidance from Ofwat and CCW, 
industry best practice and Savanta’s tried-and-tested assurance framework. The assessment 
criteria for each Stage are outlined in the below table. Appendix 1 demonstrates how the 
published guidance from Ofwat and CCW have been incorporated, and Appendix 2 outlines 
Ofwat’s published guidance. 
 

Stage Assessment criteria 
Stage 1 – Research Inputs Savanta’s 4 Research Assurance Quality Lenses: 

• Objectives 
• Method 
• Audience 
• Reporting 

 
5 of Ofwat’s standards for high-quality research: 

• Useful + contextualised 
• Neutrally designed 
• Fit for purpose 
• Inclusive 
• Ethical 

Stage 2 – Entire Evidence 
Body 

7 of Ofwat’s standards for high-quality research: 
• Useful + contextualised 
• Neutrally designed 
• Fit for purpose 
• Inclusive 
• Ethical 
• Continual 
• Shared in full with others 

 
6 of Ofwat’s principles for customer engagement: 

• Two-way + ongoing engagement 
• Meaningful + high-quality 
• Customise + provide context 
• Use multiple sources of customer data 
• Understanding current + future customers 
• Consistency + comparability 

Stage 3 – Insight 
Triangulation 

An analysis of CCW’s recommendations for triangulation 
process/framework based on review of PR24 gives: 

• Transparency of process 
• Balance, logic and ‘weighting’ of framework 
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• Consistency of process and framework across 
different areas 

• Breadth of inputs to process 
Stage 4 – Line of Sight The robustness, clarity and accessibility of the Line of Sight 

within the business plan documents, and how they 
demonstrate customer views have been considered. Together 
this supports 2 of Ofwat’s principles for customer 
engagement: 

• The right outcomes at the right price, at the right 
time 

• Protecting customers’ interests 
Stage 5 – Customer 
Challenge 

Assuring challenges using Ofwat’s customer challenge 
evidence requirements: 

• Ongoing 
• Informed 
• Transparent 
• Comprehensive 
• Timely 
• Independence 
• Representative 
• Board accountability 

 
Our assurance activities have been conducted independently of Thames Water, with no 
restrictions on reporting. Thames Water’s role was limited to checking for factual accuracy.  



 

  
Savanta  9 : Phase D report 

This document 
 
This report summarises the findings from Phase D of our activities, which builds upon our 
findings from Phases A, B and C. 
 
Phase D includes assurance of: 

• Stage 1 – Research inputs. Thames Water has now completed its PR24 research 
and engagement programme, including the final stages of testing the Affordability and 
Acceptability. We have reviewed the research as it has been compiled and finalised 
throughout the assurance process. 

• Stage 2 – Entire evidence body. The full body of evidence that Thames Water has 
presented fits together well and has the clarity, depth and variety of insight required to 
provide the organisation with a strong evidence base.  

• Stage 3 – Insight triangulation. Thames Water has completed the triangulation of 
insights following a clear and set methodology. This has been applied to across all 
insights and in particular three core strategic areas. We have assured the 
methodological basis on which this has been conducted, and how it has been applied 
in practice. 

• Stage 4 – Line of Sight (LoS). Thames Water has a LoS methodology and has 
deployed this to use triangulated customer insight as an input to decision making 
within the business planning process. We have assured the methodological basis on 
which this has been conducted, and how it has been applied in practice. 

• Stage 5 – Customer Challenge. Thames Water has an appropriate mechanism in 
place for customers and their representatives to challenge its ongoing performance, 
business plan and long-term strategy, and for detailed responses to this challenge. 
Thames Water’s Customer Challenge Group (CCG) is the primary conduit for 
customer challenge, and provides Thames Water with feedback on these points on an 
ongoing basis, with Thames Water responding to these challenges in turn. We have 
assured the adequacy of this mechanism. 
 

The below diagram demonstrates the process, complete with indicative timings and outputs. 
 

 
 
This Phase D report is a final assurance view on Thames Water’s PR24 customer engagement, 
triangulation, LoS and challenge arrangements. The report first outlines our findings for 
Stages 1 and 2, which are interlinked to the extent that it is sensible to look at them both 
together. It then turns to Stages 3, 4 and 5 in turn, and finally our overall conclusions and 
recommendations.  
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To provide Thames Water’s PR24 customer engagement programme with a greater chance of 
delivering at the level that Ofwat require, or even surpassing this, Savanta provided 
‘Opportunities for further improvement’ in our Phase A report (for Stages 1-3) and 
‘Recommendations for final documentation’ in our Phase B report (for Stages 4 and 5). In 
Appendices 3 to 5 of this report, we have reviewed the actions taken by Thames Water in 
response to these. Savanta is satisfied that these actions have made the evidence base 
stronger, the documentation clearer, and the compliance with Ofwat’s criteria more evident. 
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Stages 1 and 2 findings (research inputs and entire evidence 
body) 
 
In order to provide our assurance findings in an accessible format, we have focused below on 
our Stage 2 findings. These are underpinned by the assessment of individual research projects 
within Stage 1. 
 

Assessing Thames Water’s approach to building a PR24 
customer insight evidence base 
 
As outlined in the What Customers, Communities and Stakeholders Want (WCCSW) 
document, Thames Water has a five-level approach to gathering the required customer, 
community and stakeholder insight that will inform the PR24 business plan. Each level is 
shaped by the insights gathered previously, allowing for the organisation to incorporate and 
act on customer views. The levels, objectives and key sources for each level are demonstrated 
below. 
 

 
Figure 1: Levels of insight from the WCCSW document 

 
Our Phases A-D  assurance activities involved the exploration and assessment of a wide 
variety of research projects from across all levels shown above. 
 
Given the crucial role of level 3’s insight in Thames Water’s approach, we included the 
following PR24 Enhancement Areas research projects: 

• PR24 - 4 - Enhancement Area Deep Dive - Net Zero 

• PR24 - 5 - Enhancement Area Deep Dive - Bathing Water 

• PR24 - 6 - PR24 Enhancement Area Deep Dive - River Spills 

• PR24 - 7 - PR24 Enhancement Area Deep Dive Sustainable Abstraction 

• PR24 - 8 - Enhancement Area Deep Dive - Lead pipes 

• PR24 - 9 - PR24 - Enhancement Area Deep Dive - Waste Headroom 

• PR24 - 10 - PR24 Enhancement Area Deep Dive - Trunk mains + replumb London 

• PR24 - 12 - Enhancement package options 

• PR24 – 15 – Enhancement Case Research June 2023 
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Collectively these cover a wide range of thematic areas which require customer insight for the 
PR24 business plan to be truly customer-centric, and it was therefore fundamental to include 
them in our assurance process. 
 
In addition to this, an in-depth understanding of these level 5 engagements was important: 

• PR24-14 Acceptability + Affordability Testing Qualitative May 23 

• Thames Water Acceptability & Affordability Testing Quantitative Fieldwork Final 
Report 22nd September 2023 

• Your Water Your Say report – 19 May 2023 
 
We also drew on research projects across all levels to facilitate an informed opinion on the 
evidence base’s performance against Ofwat’s standards for high-quality research and 
principles of customer engagement. Whilst including all research and engagement within 
these levels was unfeasible, a range of sources were selected for review that covered different 
methods, audiences and themes.  

• PR24 - 1 PR24 Foundation conclusions - DEC 21 

• PR24 - 2 PR24 Foundational Research - Customer Voices 

• PR24 - 3 PR24 Foundational Research - Social media analysis 

• PR24 - 11 PR24 Foundation - Future Bill Payers + Non households 

• CX40 Vulnerability customer insight 2022 (BSi Audit) 

• CX84 Vulnerability insight report 2022-23 Q1 

• CX91 Vulnerability insight report 2022-23 Q2 

• CX75 Written complaints Taskforce Dashboard 24.06.22 

• SP12 Vision 2050 research + materials 

• SP15 Public value research + materials 

• CX97 D-MeX Year 3 Q2 review 

• CX81 Customer Insight December 2022 

• CX25 Brand Campaign NPS Test - Jan 22 

• CX89 C-MeX CES and Brand Survey Insights Q2 2022-23 

• CX88 Brand Survey Q1 2022-23 

• CX40 Vulnerability Customer Insight 2022  

• S26 Research Summary – PR24 Youth session 

• CX13 Vulnerability Deep Dive 

• CX105 Brand Survey 2022-23 - future customers analysis 
 

Assessment against Ofwat’s standards for high-quality 
research 
 

Useful and contextualised 
 
Thames Water has maximised the usefulness of the research they have conducted through 
two key behaviours: 
 

1. As the organisation has worked through its PR24 engagement approach, ten customer 
‘wants’ have emerged from the customer and stakeholder engagement. These are 
clustered into three areas (customers, communities, the environment), which are in 
turn aligned to customer outcomes and the performance commitments which enable 
these. Topics have then been aligned to each ‘want’ and insights have been organised 
against these. This clearly demonstrates how each additional research project has 
added to the overall evidence base and in which topics (and therefore ‘wants’) it has 
furthered Thames Water’s knowledge. 
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Figure 2: 10 Customer ‘wants’ from the WCCSW document 

 

 
Figure 3: Demonstration of alignment of projects (termed ‘evidence sources’) to ‘water quality’ 
topic from the WCCSW document 

 
2. Each individual research project includes clear, well-defined objectives. It is 

straightforward to understand the contribution of each piece of research towards the 
wider research programme, and the research reviewed does not lack a clearly 
articulated use or benefit. This further demonstrates that Thames Water’s programme 
meets Ofwat’s requirement to prioritise usefulness and that its approach emphasises 
quality over quantity. 

 
Ofwat’s requirement for research to be contextualised means that findings should be 
presented alongside a wider evidence base, including research conducted by others. Ofwat 
does not require integration of other research in all pieces of research, and Thames Water’s 5-
level iterative approach to PR24 engagement means that research projects from later levels 
frequently refer to back prior research. For instance, in the ‘PR24 - 12 - Enhancement package 
options’ project, there are explicit comparisons of the results with previous Thames Water 
research, demonstrating how it sits within the wider knowledge framework. 
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Neutrally designed 
 
Thames Water has demonstrated compliance with this standard through two key behaviours: 
 

1. Where potential bias is introduced through research methodology selection, such as 
the use of online communities and surveys which excludes digitally-excluded 
customers, this is acknowledged head-on in research reports alongside an explanation 
of why the approach is still the most appropriate given the research objectives and 
mitigations put in place (see figure 4). This awareness and acknowledgement of 
known bias extended to research project reporting, in which biases created by the 
respondent experience prior to a particular question were flagged to the reader (see 
red text in figure 5). 
 
Thames Water has established an audience approach to their programme which is 
conscious of potential biases and have – where these audience-based biases are 
present – either (a) a clear rationale and/ or (b) specific mitigations either within the 
project or through the triangulation of additional data sources within their 
programme to provide an overall robust evidence base on which to base their business 
plans. For example, the Enhancement Area Deep Dive research projects utilise an 
online community methodology, whilst the PR24 Enhancement package options 
project used a combination of in-person workshop, paired depths and online 
surveying. Each of these methods have different known biases, but their collective use 
and triangulation against one another ensures the programme as a whole is neutrally 
designed and methodology agnostic. 

 

 
Figure 4: Methodological considerations for online communities in PR24-15 Enhancement Case 
Research June 2023 
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Figure 5: PR24-10 PR24 Enhancement Area Deep Dive – Lead pipes 

 
2. Across the research programme, care has been taken to ensure the stimulus that was 

presented to respondents was neutrally designed. This is of particular importance 
given the critical role that stimulus plays in research to inform a business plan, which 
necessitates the education of customers on complex topics.  

 

Ethical 
 
The research programme has been conducted in an ethical way, in full compliance of the 
Market Research Society’s (MRS) code of conduct. The key suppliers involved are well 
respected in the industry and active members of the MRS. Their outputs demonstrate that 
respondents have been treated fairly and appropriately. 
 

Fit for purpose 
 
The research programme is fit for purpose, with the methodologies selected for individual 
pieces of research being appropriate for the objectives. In Thames Water’s ‘Customer research 
and sampling approach July 2023’ document, the organisation demonstrates a theoretical 
understanding of research methods, their strengths and weaknesses. 
 

 Quantitative research Qualitative research Deliberative research 
Typical 
methods 

Large scale surveys 
conducted online, via 
telephone or face-to-
face 

One-to-one online, in-
person or telephone 
depth interviews, and 
online or in-person 
focus groups 

In-person deliberative 
workshops or online 
community activities 

Strengths Large sample sizes 
allow for statistically 
robust and 
representative overview 
of opinion.  
Can gauge the 
proportion of people 
who hold particular 
views – and measure 

Able to explore issues 
in depth with 
individuals or groups.  
Good for 
understanding why 
people hold viewpoints, 
and range of views 
held.  
Usually led by a 
professional researcher 

Seek to understand 
how people respond to 
information and reach 
informed views on 
(potentially complex) 
topics about which they 
may know very little to 
begin with.  
Useful when there are 
complex trade-offs to 
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how views change over 
time.  
Can analyse differences 
between subgroups.  
 

so can ensure content is 
understood. 
 

be made, requiring 
information and time 
to consider the 
implications fully.  
Useful for 
understanding how 
customers apply their 
own values and 
priorities.  

Weaknesses Surveys must be kept 
quite short which limits 
number of questions 
and ability to inform 
participants about key 
information.  
Not easy to understand 
rationale behind 
choices, or whether 
participants have 
understood the 
questions, limiting 
application for 
particularly complex or 
technical topics. 
Typically uses an online 
methodology that 
excludes people with 
no/limited internet 
access.  

Explores participants’ 
‘top-of-mind’ or 
uninformed 
perspectives on a topic 
– i.e. their immediate 
reactions. Limited 
opportunity to inform 
customers about topic 
before asking their 
viewpoint.  
Takes time and can be 
expensive.  
Relatively small 
numbers of people 
involved means it’s 
difficult to assess scale 
or strength of opinion. 
Focus groups can suffer 
from ‘group think’ 
where a consensus 
could be reached and 
individual opinions 
lost.  

The quality of output 
relies heavily on the 
balance and clarity of 
the information 
provided. Insights 
reflect customer views 
given the specific 
information provided 
in the sessions, so may 
not reflect the views of 
less-informed 
customers. Relatively 
small numbers of 
people involved mean it 
is difficult to assess 
scale or strength of 
opinion. 
Online community 
activities tend to gather 
individual feedback, 
avoiding ‘group think’. 

Figure 6: Choice of research method table from ‘Customer research and sampling approach 
August 2023’ document 

 
Thames Water’s sampling approach also provides detailed breakdowns of sampling criteria 
for quantitative, qualitative and deliberative research for households and non-households, as 
well as different approaches that may be required for under-represented customer groups 
(such as those in vulnerable circumstances).  
 
The deliberative methodology used in the ‘Enhancement Package Deep Dive’ research 
projects exemplify Thames Water’s efforts to use the most appropriate methodology to 
achieve the objectives. These pieces of research each have the objective of testing customer 
attitudes towards Thames Water’s planned approach in a particular area. Each of these areas 
concern technical topics with which customers are very unlikely to have sufficient prior 
familiarity to make an informed judgement, such as sustainable abstraction. Given the 
research objectives, a deliberative approach is therefore a highly appropriate methodology, as 
it informs customers about these topics and enables them to understand the context of 
Thames Water’s specific proposals, before seeking to test their views. 
 
We have observed that industry good practice has been employed within other individual 
methodologies. In-depth qualitative interviews and focus groups, such as in ‘CX113 
Vulnerability deep dive March 2023’, both in-person and online, are appropriate for the 
audience engaged. Quantitative surveys, such as the one conducted as part of the ‘PR24-15 
Case Research June 2023’ project, are of an appropriate length and capture the views of a 
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sample which is representative of Thames Water’s customer base. Both in terms of 
methodologies selected and good practice within methodologies, therefore, Thames Water’s 
programme is fit for purpose. 
 

Inclusive 
 
Thames Water has a thorough and comprehensive approach to achieving inclusivity in its 
PR24 research programme, with clearly defined segments and an articulation of why their 
views are important for the business planning process (as shown in figure 7). This approach 
feeds through into individual research reports. Customers are defined in the methodology 
section and representative samples have been achieved. 
 

 
Figure 7: Customer segments from WCCSW document 

 
In our assurance activities, we have focused on the coverage throughout the programme of 
key groups: 

• Customers In Vulnerable Situations (CIVS) – Thames Water’s research 
programme is inclusive of vulnerable customers, supported by a spine of quarterly 
research reports that focus on this group, as well as specific research projects such as 
‘CX113 Vulnerability deep dive March 2023’.  

• Non-household customers – Thames Water’s research programme is inclusive of 
non-household customers, which form a sub-sample in the individual Enhancement 
Area Deep Dive research projects and more specifically the ‘PR24 – 11 PR24 
Foundation – Future Bill Payers + Non households’ project. The overall approach to 
this audience, as outlined in ‘Customer research and sampling approach August 2023’, 
has been amended from August 2023 onwards to take a more detailed approach to 
both company size and site numbers. It also notes that ‘the smaller quotas for 
company size (50-249 and 250+ employees) could be over-sampled and then down-
weighted within overall results’ which is industry best practice. 

• Future customers – In the ‘Customer research and sampling approach July 2023’ 
document, ‘Future bill payers in the 18-24 and 25-30 age groups that are not currently 
responsible for paying bills’ are identified as under-represented customers which may 
require a different approach to sampling, research methodology or research materials. 
Thames Water’s research programme is inclusive of future customers, which form 
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sub-samples of wider projects, such as the Enhancement Area Deep Dive research 
projects and Affordability & Acceptability testing. Specific research projects and 
reports that focus on future customers include ‘PR24 – 11 PR24 Foundation – Future 
Bill Payers + Non households’ and ‘CX105 Brand survey 2022-23 – future customer 
analysis’.  

 
Thames Water has used a range of inclusive methodologies for its research projects, which 
have the benefit of reaching a wide range of customers (such as those living in different 
regions). The programme, and particularly the ‘Enhancement Area Deep Dive’ projects, 
employed primarily online methodologies which have the advantages of allowing respondents 
to take part without interrupting their day-to-day life significantly. Thames Water 
acknowledges that there are limitations to online methodologies in the research reports (such 
as in the excerpt shown in figure 8). 
 

  
Figure 8: PR24 Enhancement Area Deep Dives - Net Zero 

 
Alongside online methodologies, Thames Water has undertaken face-to-face research in both 
a deliberative and in-depth interview context. For example, in ‘CX113 Vulnerability deep dive 
March 2023’, Thames Water commissioned 75 in-depth interviews with customers who are 
potentially vulnerable, including 56 participants from a minority ethnic background. Other 
vulnerability factors included low-incomes, long-term debt and unemployment; caring 
responsibilities; disabilities; poor mental health; digital exclusion; and limited/ no English 
language skills. This research aimed to gather insights into Thames Water’s services from 
vulnerable customers who may have been missed or insufficiently accounted for in previous 
research projects. Additionally, 32 of these interviews were conducted face-to-face, allowing 
for digitally excluded customers to be represented in the research programme.  
 
The inclusion of digitally excluded customers in Thames Water’s wider programme – both in 
customer experience projects and business planning projects - can be seen in figure 9. 
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Figure 9: Research projects engaging with digitally excluded customers as shown in Thames Water 
Board Paper CSC 28th June 2023 
 

Continual 
 
Thames Water has been engaging with customers through different methods over an 
extended period of time, in order to ensure customer views are robustly built into business 
plan design. The research programme’s activities, from Twitter analysis, to deep-dive 
exploratory online communities and quantitative surveying of customers, has spanned a 
considerable period of time. The recent ‘Your Water, Your Say’ open challenge session in May 
2023, allowed for customers and stakeholders to pose questions and provide feedback on 
Thames Water’s draft Plan for 2025-2030 and long-term strategy. Engaging with customers 
and stakeholders in this near-final stage of business planning further demonstrates the 
involvement of Thames Water customers at all stages of the process.  
 
Performance against this standard is also enhanced by Thames Water’s insight sources which 
are ‘always-on’, which complement individual ad-hoc research projects carried out at a single 
point in time. For instance, Thames Water has engaged with customer complaints data and C-
MeX CES and Brand Survey Insights throughout the PR24 business planning process.  
 

Shared in full with others 
 
Reports such as the ‘PR24 Foundational Research – Customer Voices’ and the ‘Your Water 
Your Say’ draft plan presentation slides are published online and can be located when using a 
search engine. All research reports feature an appendix which include recruitment screeners, 
questionnaires, discussion guides, and copies of stimulus if used in the research. These are 
presented clearly and digestible for the reader. Additionally, Thames Water has acknowledged 
in the Thames Water Board papers that more research reports will be published on the 
website.  
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Assessment against Ofwat’s principles of customer engagement 
 
The standards for high-quality research and the principles for customer engagement were not 
designed by Ofwat to be mutually exclusive, and there is naturally some overlap between 
them. Our assessments in this section will therefore contain some overlap with the previous 
section. 
 

Two-way and ongoing engagement: listening and talking 
 
Thames Water’s engagement with customers demonstrates an appropriate balance between 
listening to understand their views, and educating their customers: 
 

• Extensive use of qualitative methodologies – The ‘Enhancement Area Deep 
Dive’ research conducted specifically for PR24 allow customers to provide open 
feedback and views. This demonstrates a clear dedication to listen to and understand 
what customers want in detail rather than asking them to choose between a narrow 
range of options. 

 

• Analysis of social media comments – The analysis conducted as part of the 
‘PR24-3 PR24 Foundational Research – Social media analysis’ project demonstrates 
that Thames Water has used innovative techniques to listen to customer views, when 
they are not explicitly being asked for their input in a research context.  

 

• Informing customer in two-way engagements – The deliberative techniques in 
the ‘Enhancement Area Deep Dive’ research projects and ‘PR24-14 Acceptability & 
Affordability Testing’ are clear examples of Thames Water utilising engagement to 
inform and educate consumers. The stimulus created for these pieces of research 
ensures that customers are informed about technical topics and the context in which 
Thames Water’s plans have emerged, and so allows them to give an informed view on 
the topics discussed. 
 

• Inviting challenge – After engaging with customers on individual topics that 
contribute to the business plan, Thames Water has invited challenge from customers 
and stakeholders on the draft plan in order to understand how well the plan reflected 
their preferences. This challenge took place through 1) the standardised acceptability 
& affordability testing which tests customer views on the acceptability and 
affordability of the business plan and long-term delivery strategies, and 2) the open 
challenge session ‘Your Water, Your Say’, which provided the opportunity for 
customers and stakeholders to pose questions and provide feedback on key features of 
the plan.  

 

Meaningful and high-quality engagement  
 
Thames Water’s PR24 engagement programme follows this principle. 
 

• The extensive use of online communities allows for a deliberative approach, whereby 
respondents are educated on topics as they answer questions on them, leading to a 
more meaningful response from those respondents as they become more familiar with 
the topic. In ‘PR24-14 Acceptability & Affordability Testing’, pre-task exercises 
completed ahead of the qualitative sessions allowed for participants to build 
knowledge about the industry, business plan process, Thames Water and the Plan 
investment areas and performance, ensuring their input was more informed.  

• Stimulus has been designed to be accessible and simple, with a mixture of text, 
pictures and diagrams. It strikes a good balance between speaking in plain English 
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and addressing complex topics that most respondents will have little to no prior 
knowledge of. Figure 10 shows an example of stimulus shown in the pre-task for 
household customers for the qualitative phase of ‘PR24-14 Acceptability & 
Affordability Testing’.  

 

 
Figure 10: PR24-14 Acceptability & Affordability testing – Household customers pre-task exercise 

 
 



 

  
Savanta  22 : Phase D report 

  

Assessment of Acceptability and Affordability testing 
Assessment of the qualitative phase of Acceptability and Affordability testing against 
Ofwat’s and CCW’s requirements 
 
Given the importance of the Acceptability and Affordability testing to the finalisation of the business 
plan, and the extensive requirements set out by Ofwat and CCW, we have provided a specific 
examination of this work against the ‘meaningful and high-quality engagement’ principle.  
 
Overall, Thames Water have met Ofwat’s and the CCW’s minimum requirements for PR24 Acceptability 
& Affordability testing (the qualitative phase). The deliberative and qualitative in-depth interview 
methodology is particularly engaging for customers, Thames Water clearly followed Ofwat’s and the 
CCW’s best practice guidelines and when carrying out the research, and the research overall allowed for 
customers to feedback on the draft business plans presented. We have assessed the project against the 
requirements in four key areas: the scope, sample, research materials, and analysis and reporting.  
 
Scope 
Thames Water’s methodology for the qualitative phase of Acceptability and Affordability testing meets 
Ofwat’s minimum requirements. For instance, the deliberative discussions were required, as a minimum, 
to cover the least cost plan and proposed plan. Thames Water presented three plans, named the 
‘Proposed Plan’, ‘Must Do Plan’ and ‘Alternative Plan’. Ofwat also advised that the deliberative 
discussions should be a minimum of three hours or longer based on the number of Plans presented to 
respondents. With the additional third business plan presented during the sessions, the length of 
Thames Water’s sessions were appropriately timed for 4.5 hours.   
 
Sample 
Thames Water has adhered to the sample requirements as laid out by Ofwat and the CCW and have 
clearly demonstrated this in the upfront section of the report (see figure 11). As shown, Thames Water 
exceeded the minimum quotas across all audiences (household, low-income, non-household customers, 
customers in vulnerable situations, future customers).  
 
Research materials 
Ofwat and the CCW laid out the prescribed process for deliberative discussions and in-depth interviews 
for household customers (including vulnerable customers), non-household customers and future 
customers. As shown in the appendix of the research report, Thames Water followed the prescribed 
approach for each customer group. Research materials required for all sessions included: pre-task 
questions (and stimulus), discussion guide (and stimulus), and post-task questions. Thames Water’s pre-
task materials for deliberative household sessions are an example of how they have consistently delivered 
against the requirements. Ofwat requires that before the deliberative sessions take place, respondents 
complete a pre-task exercise which includes: 1) an engaging summary of the proposed business plan; and 
2) comparative water company performance data. In the example of household customers, pre-task eight 
introduced and explained how the proposed business plan will be presented. The stimulus shown (see 
figure 12), is clearly presented and explains the individual performance commitments and 
enhancements. Thames Water also clearly presented comparative water company performance data in 
the pre-task and also included a slide explaining how to read comparison information (see figure 13).  
 
Analysis and reporting  
Thames Water’s report of findings follows a clear structure which draws from both the analysis and 
reporting requirements as outlined by Ofwat. Besides the responses to the proposed plans, the report is 
supported by an executive summary, background, research challenges and reflections, and contextual 
factors for when the research took place. Ofwat and the CCW outlined key topics to cover in the report, 
which all feature in Thames Water’s report. For instance, figure 14 shows how Thames Water has 
integrated considerations from the insight gathered for both the Business Plan overall and the 
quantitative phase of the research, as part of the report’s recommendations and considerations. 
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  Assessment of the qualitative phase of acceptability and affordability testing against 
Ofwat’s and CCW’s requirements (continued) 
 

 
Figure 11: Sample achieved for qualitative phase against minimum requirements 
 

  
Figure 12: Example of pre-task stimulus for household customers (for deliberative sessions) 
 

 
Figure 13: Example of pre-task stimulus for household customers (for deliberative sessions) 

 

 
Figure 14: Example from qualitative report on considerations for the business plan and quantitative phase 
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Assessment of the quantitative phase of acceptability and affordability testing 
against Ofwat’s and CCW’s requirements 
 
Overall, Thames Water have met Ofwat’s and the CCW’s minimum requirements for PR24 
Acceptability & Affordability testing (the quantitative phase). Thames Water clearly followed 
Ofwat’s and the CCW’s guidance when carrying out the research and presented customers 
with appropriate materials.  
 
We have assessed the project against the requirements in four key areas: the scope, sample, 
research materials, and analysis and reporting.  
 
Methodology 
Thames Water’s methodology for the qualitative phase of Acceptability and Affordability 
testing is in line with Ofwat’s and CCW’s requirements. The questions that have been asked 
are in line with what Ofwat and CCW set and the guidance has been followed.  
 
Sample 
Thames Water has adhered to the sample requirements as laid out by Ofwat and the CCW 
including ensuring that they have represented customers across areas of differing deprivation 
to ensure those in the most deprived areas were represented adequately in the survey.  
 
Research materials 
The research materials followed Ofwat and CCW guidance for how it should be presented. 
This included appropriate use of Line charts to set out targets and comparison against current 
performance (see figure 15) 

 

  
Other charts and stimulus presented to customers included information that allowed 
customers to gain a fair understanding of what the proposals were, and the impact they would 
have on their bills, prior to being asked to express an opinion. 
 
 
 

Figure 15: Example of target slide shared with customers as part of acceptability and affordability 
testing - Acceptability and Affordability Testing Quantitative Fieldwork 
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Analysis and reporting  
Thames Water’s report of findings follows a clear structure examining both the affordability of 
the potential bills and also the acceptability of the plans overall. Thames Water clearly outline 
where there is difference between groups and display that clearly (see figure 16) 
 

 
Figure 16: Results from the Affordability testing - Acceptability and Affordability Testing 
Quantitative Fieldwork 

 
 
 

Customise and provide context 
 
Context about Thames Water is provided to customers in all research materials, and is 
included in research reports. This information is specific to Thames Water rather than about 
the water industry in general, demonstrating that engagement is customised in the manner 
required by Ofwat in this principle.  
 

 
Figure 17: PR24-12 PR24 Enhancement package options 
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Throughout the research programme, the tone and content of engagement is customised to 
the customer types. For example, in the ‘PR24-11 PR24 Foundation – Future Bill Payers and 
Non households’ project, instructions in the qualitative discussion guide and question 
wording varied according to which type of customer is being addressed, an example of which 
is shown in figure 18.  
 

 
Figure 18: PR24-11 PR24 Foundation – Future Bill Payers and Non households 

 

Use of multiple sources of customer data  
 
Thames Water engages in a wide range of always-on insight and engagement activities which 
sit outside the PR24-specific research. The write-up of the evidence base in the WCCSW 
document demonstrates that insights from these have been incorporated into the PR24 
business planning process. 
 
 

 
Figure 19: Demonstration of alignment of projects (termed ‘evidence sources’) to ‘net zero carbon’ 
topic from the WCCSW document 

 
Thames Water has also engaged with customer complaints data, customer satisfaction 
studies, stakeholder research, desk research and external research to supplement findings 
outside of the core enhancement and foundational research. For example, in the ‘CX40 
Vulnerability Customer Insight 2022’ research, the report lists external sources used and 
referenced which helped shape thinking on vulnerable customers (see figure 20). 
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Figure 20: CX40 Vulnerability Customer Insight 2022 

 
External research sources, such as ‘R53 Ofwat Cost of Living Survey’ from May 2023, have 
been incorporated into relevant sections of WCCSW to further enhance customer insights on 
certain topics (see red text in figure 21).  
 

 
Figure 21: R53 Ofwat Cost of Survey, May 2023 reference in WCCSW document 

 

Understanding current and future customers 
 
Thames Water has engaged with a wide range of customer groups as part of its PR24 
engagement. This has created a deep understanding of customer views, which are clearly 
organised into Thames Water’s thematic framework of ‘wants’. 
 

                                      

             

                                     

                    

                                                 
                                          

                                                           
                        

                    

                                           
                                                      

                        

                                                     
                                                       

        
                                                  

             

                         
                                                 

                                                                                                                            

                                                          

                                                                                                                        

                                                                                                              

                                                                                                                    

                                                                              

                                                                                                                         

                                                                                                      

                                                                                                                      

                                                                                                                  

                                                                

                                                                                                                       

                                                                                                                          

                                          

                                                                                                                     

                                                                                                                  

                                                                                                                              

               

                                                                                                                         

                                                                              

                                                                                                                               

                                                                                                                          

                                                                                                                     

                                                                                                                             

                                                                                                                             

                                                        

             
              

         
         

             
         

                         

                          

                                

                       

        
        

  

         
        



 

  
Savanta  28 : Phase D report 

Future customers have been engaged in focused research projects in ‘PR24-11 PR24 
Foundation - Future Bill Payers + Non households’ and as part of wider research projects, 
such as the Enhancement Case Deep Dives. The inclusion of future customers in Thames 
Water’s wider programme – both in customer experience projects and business planning 
projects - can be seen in figure 22. Additionally, focused research reports on future customers 
were developed as part of ‘CX105 Brand survey 2022-23 - future customer analysis’ and ‘S26 
Research Summary – PR24 Youth session’, building to a detailed understanding of this 
audience. 
 

 
 
Figure 22: Research projects engaging with future customers as shown in Thames Water Board 
Paper CSC 28th June 2023 

 

Consistency and comparability 
 
Thames Water’s structured approach to PR24 engagement has enabled it to build consistency 
into the process. For instance, customers were engaged about different projects in the same 
process across the various ‘Enhancement Package Deep Dive’ research projects. Each of these 
projects asks customers to rank the topics in order of priority and uses the same wording, 
which maximises comparability across the studies.  
 
The nature of the PR24 engagement process, in which water companies engage with their own 
customers in isolation makes it difficult to gain an understanding of comparability between 
water companies in all cases. However, standardised research projects such as ‘PR24-14 
Acceptability & Affordability Testing’ provides this comparability, which is particularly 
important.  
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Stage 3 findings (insight triangulation) 
 
Ofwat requires that the customer insight on which PR24 business plans are built is 
triangulated. The insight triangulation process is the gathering of different research and 
viewpoints to generate a synthesised view of insights that help Thames Water to better 
understand customers. Triangulation can involve methodological triangulation (combining 
two or more methods to gather multiple datasets relating to the same subject matter), data 
triangulation (collecting data using the same method, but from alternative sources) or 
customer triangulation (collecting data on the same topic but from different customer 
segments).  
 
Thames Water’s approach to triangulation is designed to bring together insight from a range 
of sources and work, such as stakeholder engagement, customer research and desk research. 
This is then analysed by groupings such as customer segments, stakeholders and regions, and 
allows Thames Water to compare results from different types of insight with different 
methodologies, to assess how consistent (or not) the findings from each piece of work were, 
and where customers agreed or disagreed. They can also identify differences between groups 
and segments or where there was an alignment of views. This approach has been designed 
with the support of Sia Partners to bring additional expertise, a diversity of views and greater 
independence to the process.  

 
Figure 23: Thames Water's approach to triangulation from ‘PR24 Triangulation and Line of Sight 
methodology - August 2022’ document 

 
Alongside this, a scoring system allows for the weighting of different insight, so that the most 
relevant, credible and robust pieces have a greater impact on the overall conclusions. This 
scoring system gives Thames Water a mechanism for synthesising multiple sources of 
information and the views of different customer segments. 
 

 
Figure 24: Criteria for robustness scoring of insight from ‘Approach to triangulation and synthesis 
overview’ document 

 
Savanta have used the Consumer Council for Water (CCW’s) recommendations on 
Triangulation generated from their review of triangulation from PR19, to assure Thames 
Water’s approach to triangulation. Our assurance examined four key criteria in turn: 

1. Transparency of process; 
2. Balance, logic and ‘weighting’ of framework; 
3. Consistency of process and framework across different areas;  
4. Breadth of inputs to process. 
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In this section, we outline our assessment of the process and how this has been carried 
through in practice for each of these four. 
 

Transparency of process 
 
Thames Water has been fully transparent in its approach to triangulation by providing an 
‘Insight Triangulation Key’ in its documents. It has also cited ‘Key evidence sources’ that have 
provided understanding into the customer ‘want’ and topic. 

 
Figure 25: Example of ‘Insight Triangulation Key’ and ‘Key evidence sources’ from WSSCW 
document 

 
Alongside the identification of sources which have been used in deriving the key insights, 
there is coding to direct the reader to where further information on the specific insight can be 
gained. As such the reader is able to examine the original reports and research themselves. 
Thames Water also highlight where there are differences between groups and regions.  
 
Thames Water has ensured that there is a clear line from the evidence presented and the 
source, supported by references to the key summaries. This presentation allows the reader to 
assure themselves that the findings are based on strong research and that various sources 
have been considered in the triangulation process. It also enables the reader to explore the 
data sources directly easily if required, and demonstrates a commitment to transparency. 
 

 
Figure 26: Example of summary statements and source identification from ‘Engagement Summary 
- Waste’ document 

 

  



 

  
Savanta  31 : Phase D report 

Balance, logic and ‘weighting’ of framework 
 
The framework demonstrates a clear structure and approach, and includes the following 
‘weighting’ criteria: 
 

• Sound methodology; 

• Rigorous approach; 

• Interpreted credibly; and 

• Relevance. 
 
This approach is logical and represents a high standard of rigour in ensuring that evidence is 
evaluated according to multiple criteria. By adopting a flexible scoring system that allows each 
piece of work to be ranked on individual criteria for an overall ‘weighting’, the approach is 
sensitive to the fact that research methods each have different strengths and weakness. This 
allows the framework to have balance and weigh up each insight source on its merits 
including any bias it may be impacted by. 
 
Alongside the core WCCSW documentation, Thames Water has produced detailed summaries 
of the engagement and research relating to their three core strategic areas: 
 

• Water; 

• Wastewater; and 

• Customer. 
 
Each of these provide a summary of customer insight that have informed the overall 
“Customer Wants”. Alongside this the level of divergence amongst customers and the 
evidence that substantiates the summaries is presented clearly, as shown in figure 27. 
 

 
Figure 27: Example of evidence of triangulation from ‘Engagement Summary - Waste’ document 

 
In each case reviewed, the detailed comments have cited a variety of sources. As noted above 
our review into the evidence gathered at Stage 1 and 2 reflected that the methodology used to 
develop insights was sound methodologically. The use of various sources here ensures there is 
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a level of robustness and rigour to the research presented, increasing confidence that the 
views of customers are fairly represented.  
 
The differences flagged by audiences, such as between those in London and those outside 
London or between vulnerable customers and other household customers has where 
appropriate been presented and explored. The triangulation process has balanced showing 
this and utilising various sources to identify the common themes that can inform the 
“customer wants”.  
 
Our review has shown that the detailed insights presented in the summary documents are a 
fair and accurate reflection of the findings from the engagement work.  
 

Consistency of process and framework across different areas 
 
Alongside a deep-dive into one area of the triangulation, our review included the summary 
documents for other areas to verify if the process has been followed consistently. 
 
As detailed above, for each of the core area Thames Water is focused on: Water, Wastewater 
and Customer service, there is a corresponding document summarising the triangulation of 
findings.  
 
Each of these documents follow the same method and share insights and their sources so that 
a reader can check the validity of the presentation. They highlight where there were 
differences by customer group and draw conclusions from various research sources. 
 

Breadth of inputs to process 
 
As noted above, our Stage 1 and 2 assurance has confirmed that Thames Water is drawing on 
a wide range of insight sources for their PR24 evidence base, including research conducted for 
PR19, ongoing always-on sources, and PR24-specific research.  
 
Thames Water is using this breadth of sources in its triangulation process (see figure 28).  
 

 
Figure 28: An example of the different research documents that have underpinned                            
triangulation from WSSCW document 
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For each area of focus Thames Water has outlined a wide range of sources including, crucially, 
both ongoing insights and engagement conducted especially for the PR24 Business Planning 
process. 
 
The engagement cited has included methodological triangulation by deriving insight from a 
range of methodologies including small-scale qualitative focus groups through to large-scale 
quantitative surveys. Thames Water has also drawn on wider industry research, such as 
CCW’s work on understanding public perception of waste, to ensure that their research is 
adding to existing knowledge where relevant for Thames Water customers. 
 
The evidence base includes research that has been conducted throughout the business 
planning process ensuring that more recent research is building on an existing knowledge 
base. This has also allowed Thames Water to acknowledge issues that have become more 
important to customers as the engagement has been ongoing, such as sewage overflows, 
reflecting what customers want over both the short and long-term.  
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Stage 4 findings (Line of Sight) 
 
Ofwat requires that the ultimate proposals that are included in the business plan show a Line 
of Sight to insight derived from customer engagement. This includes all aspects of the PR24 
Business plan including the base plan, enhancement areas and performance commitments. 
This does not mean that all customer preferences have to be actioned, as they may be 
unfeasible. There may be sound reasons why a customer preference cannot in practice be 
delivered, such as its contrast or lack of feasibility to be achieved alongside another 
preference. Instead, Thames Water must show how the insight gained from customers and 
stakeholders was considered as part of the decision-making process and has ultimately 
informed the strategy. 
 
Savanta first reviewed Thames Water’s Line of Sight documentation in Phase B, when it was 
still a work in progress. Some of the documents were incomplete, with comments still to be 
incorporated to ensure that Line of Sight is clearly and concisely presented.  
 
During Phase C, the documents demonstrating the Line of Sight were in a near final state and 
Thames Water (with the help of Sia Partners) provided Savanta with a summary of the 
changes made between Phase B and Phase C. This latest phase included a final review of any 
documentation which had changed. 
 
Our approach to assuring Line of Sight has been two-fold: 

1. Assessing the Line of Sight methodology and related ways of working arrangements 
2. Evaluating the quality of the Line of Sight within the business plan 

 
To achieve this, our review incorporated the following documents. Where decisions were 
made to assess a sample of the wider set of documentation, these were made by Savanta alone 
to ensure the integrity and independence of the assurance process: 

• Confirmation statement for LOS Working Group 

• Savanta LOS discussion (Sia 240823) 

• Core narrative (unformatted) v0.14S 

• PR24 Customer Strategy_Platinum_2nd line assurance 

• Wastewater ODS v0.3_SS Controlled 

• Water ODS v0.3_SS Controlled Copy 

• LTDS report DRAFT v8.2 

• PR24_Enhancement Case-XXX (WRMP Supply) 

• PR24_TMS_ Enhancement Case - XXX (Reducing the risk of basement flooding) 

• Acceptability and Affordability Testing Quantitative Fieldwork 
 

Line of Sight Methodology and Ways of Working 
 
Whilst Ofwat do not set out a distinct methodology to demonstrate a clear Line of Sight, it is 
expected that water companies present business plans that show that they “take account of 
customers’ views, preferences and experiences”. To help meet this criteria Thames Water 
produced ‘PR24 Triangulation and Line of Sight methodology – August 2022’ outlining their 
approach to presentation of findings to demonstrate Line of Sight. 
 
This document sets out a clear methodology of how the customer engagement and insight 
gathering has fed into the business planning process, and how the core engagement and 
insight documents have been considered as part of the business plan. A high-level summary is 
shown in figure 29. 
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Figure 29: Explanation of how Line of Sight fits into the business planning process from ‘PR24 
Triangulation and Line of Sight methodology – August 2022’ document 

 
Thames Water decided that their each business plan document (including both the Strategy 
and Enhancement Case documents), will include a Line of Sight section that explicitly 
outlines the evidence of customer engagement and how this has informed that part of the 
plan. Thames Water outlined the approach they intended to take and how each document’s 
Line of Sight section should illustrate how the case presented has taken account of 
engagement and insight, as well as how it aligns with the overall strategy. The template shown 
in figure 30 demonstrates the key areas of Line of Sight that Thames Water planned to 
include in each document.  
 

Figure 30: Line of Sight structure and content overview from ‘PR24 Triangulation and Line of 
Sight methodology – August 2022’ document 

 
In Phase C and D, we have seen Thames Water’s approach to Line of Sight in more detail and 
how the methodology from August 2022 has been used in practice. As outlined in the ‘Core 
narrative’ document, the performance commitments (which measure the delivery of customer 
outcomes) included in the plan align to the customer wants. As we’ve explored previously in 
this report, it is Savanta’s conclusion that the customer wants are well grounded in 
triangulated customer insight. It is therefore sensible for Thames Water’s Line of Sight from 
insight to business plan to clearly align the performance commitments to the customer wants. 
This provides a strong link between well triangulated customer insight and feedback, and the 
PR24 business plan. 
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Figure 31: Alignment of Customer Wants and Performance Commitments in WCCSW and Core 
Narrative 

 
In addition to documentation, Savanta has reviewed Thames Water’s Line of Sight ways of 
working. It is fundamental to the success of the Line of Sight process that there is high-quality 
two-way dialogue between Thames Water’s customer insight team and the teams writing the 
various chapters of the business plan. This should take place over a protracted period of time, 
so that customer views can shape decision making and the business can request further 
customer research into key areas of interest.  
 
Thames Water, supported by Sia Partners, have robust Line of Sight ways of working in place. 
A spine of fortnightly meetings, starting in December 2022, have been supplemented by 
adhoc meetings support the link between customer insight and the PR24 plan. 
 

 
Figure 32: Confirmation statement for LOS Working Group from Sia Partners 

 
In conclusion, Savanta’s assessment is that Thames Water has developed a strong and 
considered approach to Line of Sight. This methodology, and the associated ways of working, 
set the organisation in good stead for delivering against Line of Sight requirements. In the 
following section, we assess how the organisation has implemented and documented the Line 
of Sight approach in practice in both the Outcome Delivery Strategies and Enhancement Case 
documentation. 
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Line of Sight in Outcome Delivery Strategies 
 

Water and Wastewater Outcome Delivery Strategies 
 
Thames Water has noted five key Customer Wants as part of their Water Outcome Delivery 
Strategy and Wastewater Outcome Delivery Strategy: 

• I want safe, high quality water (Water); 

• I want a reliable supply with minimal disruption (Water);  

• I want you to fix leaks and ensure there is enough water in the future (Water); 

• I want you to prevent sewer flooding and take waste away safely (Wastewater); and 

• I want you to stop polluting rivers and improve their quality (Wastewater). 
 
Across the scope of the business plan, the customer want and the corresponding outcome are 
aligned well and as such it is clear how the customer evidence aligns with each outcome.  
 
Both the Water and Wastewater strategy documents have clearly presented how customer 
engagement has informed the final proposal, with the following produced for both 
documents: 
 

• A table outlining what customers said on the topic and how Thames Water has 
responded: 

• A section on tensions and trade-offs between what customers want and the final 
proposal: 

• A summary table of research the want / outcome was based on. 
 

Figure 33: Customer research tables from Wastewater Outcome Delivery Strategy document 

 
For each of the customer wants Thames Water has displayed evidence of where customer 
insight had been sought, how it feeds into the business plan and how this has been reflected in 
the ultimate proposal. For example, alongside identifying that the customer want “Stop 
polluting rivers and improving their quality” has been proposed and is supported by 
customers, the preferences of customers has been balanced with the affordability, 
deliverability and other considerations in the final proposal.  
 
Savanta’s assessment is that Thames Water has demonstrated that customer views have been 
demonstrably incorporated and considered as part of the Water and Wastewater strategies, 
and that a clear Line of Sight exists. 
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Customer Outcome Delivery Strategy 
 
The Customer Strategy document lays out the PR24 Customer Strategy, including how it has 
been developed and what customers expect of Thames Water. The following outcomes are set 
as part of the Customer Strategy: 

• Easy customer experience and tailored support; 

• Fair and affordable bills; 

• Preventing sewer flooding; and 

• Fixing leaks and always enough water. 
 
The later two are also partially covered by the Water and Wastewater strategy documents, and 
as noted above clear line of sight from customer wants to outcomes has been displayed. 
 
As part of the development of the Customer Strategy, Thames Water has utilised a variety of 
sources in their research, such as internal tracking data of customer feedback as well as formally 
commissioned research. Alongside this they have considered research from other organisations 
and consumer bodies. Thames Water has presented a breadth of evidence and shown how they 
have used this triangulated evidence body when developing the Customer Strategy.  
 
The way this has been presented is illustrated below and the documentation shows a clear 
logical flow of listening to customers, through to finalising the strategy. 

 
 
Figure 34: Development of Customer Strategy from Customer Strategy document 

 
Thames Water has clearly demonstrated that the strategy is based on what customers want and 
expect from their water provider. 

 

Line of Sight in Long Term Delivery Strategy and Enhancement 
Cases 
 
Alongside the core outcome delivery strategy documents, Thames Water has also proposed 
enhancement options and a Long Term Delivery Strategy (LTDS) that pulls together strategic 
choices from the enhancement programmes. In Phase B, Savanta reviewed the draft 
documents for all of these to assess Line of Sight in its early stage of documentation. For 
phases C and D, we have assessed in detail the Long Term Delivery Strategy and two of the 
Enhancement Cases, to closely examine how the Line of Sight methodology is being used in 
practice. The Enhancement Cases chosen by Savanta were ‘WRMP supply’ and ‘Reducing the 
risk of basement flooding’. 
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Long Term Delivery Strategy 
 
As a unifying document the LTDS provides a summary table outlining all the PR24 Outcomes, 
a summary of what customers have said on the topic and how this has fed into the LTDS.   
 

Figure 35: Outcomes and how they have been informed by customer insight from ‘Long Term 
Delivery Strategy’ document 

 
The document by nature is a higher level summary of the insight that has been gathered, as 
such it does not explore in depth the individual research that has informed the overall 
conclusions. However it does provide an accurate summary of the research that has been 
collated for the Enhancement Cases, and how this has contributed to the development of the 
LTDS. As such it displays clearly that customer insight has been considered as part of the 
development of the LTDS, enabling the reader to see the Line of Sight. 
 

Enhancement Cases 
 
Both of the Enhancement Cases that we have reviewed have a clear section outlining customer 
perceptions on the issues including a table summarising what support there is for the 
identified need, and where this information has been sourced from: 
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Figure 36: Example of table identifying customer support for Enhancement Cases from 
Enhancement Case (Reducing the risk of flooding) document 

 
WRMP Supply 
 
In Section 1.3.4 of the ‘PR24_Enhancement Case-XXX (WRMP Supply)’ document, Thames 
Water outline how the proposed Enhancement Case has support from customer research. 
They identify several research projects that evidence customer preferences for the options 
that have been developed, including Thames Water’s own deep dive engagement sessions with 
customers, as well as research from other stakeholders or relevant parties.  
 
In each case the summaries provided are reflective of the findings in the original research. 
The summaries also, where appropriate, explore the underlying motivation of customers and 
how this has also contributed to the proposal. For example, when discussing the preference 
for providing a positive environmental impact in the Water Resource Management Plan, the 
public’s preferences for options that contribute to nature recovery is identified. This is 
reflective of the research and shows how customer attitudes have been incorporated and 
understood in developing the proposals.  
 
Whilst tensions are not highlighted, this seems to be a result of there being few tensions 
between different types of customers when reviewing the Water Resources Management Plan.  
 
Reducing the risk of basement flooding 
 
Within Section 3 of the ‘PR24_TMS_ Enhancement Case - XXX (Reducing the risk of 
basement flooding)’ document, Thames Water outlines how customers and stakeholders 
consider addressing this risk a priority. They identify multiple research projects that evidence 
customer attitudes towards this, primarily drawn from deep dive engagement work that 
Thames Water has conducted on the topic.  
 
In each case the summaries provided are reflective of the findings of customer preferences 
and display customer expectations regarding trunk pipe replacements as well as their base 
level of knowledge of the risk.  
 
The summaries also highlight tensions that emerge between different types of customers, for 
example those based inside and outside of London. These are presented alongside other 
evidence about the impact of basement flooding and the views of stakeholders on the issue, 
showing how customer views have been incorporated and balanced alongside other 
considerations and evidence in developing the Enhancement Case. 
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Acceptability and Affordability Testing 
 
As the final part of testing the business plan Thames Water has tested the acceptability and 
affordability of their proposals with their customers to ensure that customers' priorities and 
preferences are driving Thames Water PR24 investment plan decisions where appropriate. 
 
This has been reviewed in detail above, but its importance to the overall Line of Sight means 
that it is important for Thames Water to show that the options presented to customers have 
been driven from insight and that the ultimate business plan represents what customers want. 
 
The Acceptability and Affordability Testing quantitative fieldwork report clearly displays 
options that align with Customer Wants, and that customer preferences are reflected in the 
acceptability testing when presented in line with the engagement that has taken place. 
 
 

 
Figure 37: Example of presentation of results - Acceptability and Affordability Testing Quantitative 
Fieldwork 
 

 
 

Overall Line of Sight assessment 
 
Savanta’s assessment is that Thames Water has developed a strong and considered approach 
to Line of Sight, complete with appropriate ways of working, and that this has been reflected 
in practice. Thames Water has ensured that there is substantial evidence of customer views in 
each of the business case documents, and that there is sufficient evidence that in developing 
its PR24 business plan proposals to demonstrate that customer views and research have been 
core to decision making.  
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Stage 5 findings (Customer Challenge) 
 

Customer Challenge Methodology 
 
Ofwat requires that Thames Water’s PR24 business plan provides evidence of an appropriate 
mechanism for customers and their representatives to be able to challenge the company in 
three broad areas: 
 

1. Thames Water’s ongoing performance 
2. The business plan itself  
3. Long-term delivery strategies 

 
The purpose of customer challenge is to receive feedback on what issues really matter for 
customers, their views, and to enable comment on how well Thames Water’s plans reflect 
customer needs, priorities, and preferences. 
 
Thames Water’s Customer Challenge Group (CCG) is the primary conduit for customer 
challenge, alongside direct customer engagement such as the Your Water, Your Say 
consultation. The CCG is an independent body with the specific remit of ensuring customer 
interests are canvassed and advocated for. It provides Thames Water with feedback on the 
above points on an ongoing basis, with Thames Water formally responding to these 
challenges in turn.  
 
Previously, Ofwat required water companies to set up CCGs to ensure consumer interests 
were balanced with enabling companies to finance water supply and other services, but this 
requirement was dropped in 2021. Thames Water has retained its CCG to continue to act as a 
conduit of customer opinion and interests. 
 
Savanta has reviewed the following documents in order to assess Thames Water’s customer 
challenge methodology. 
 

Document title Document description 
CCG TOR approved Terms of reference document for the CCG 
CCG report 26 September 2023 - v12.4 
 
(An earlier version of the same document, 
‘CCG draft Report 21.07.23 v9’, was 
reviewed at Phases B and C) 

Report produced by the CCG, to be included 
as ‘TMS05 CCG report’ of Thames Water’s 
Business Plan submission. 
 
The most recent version shared at Phase D 
(v12.4) also includes, as annexes, up-to-date 
versions of documents previously reviewed 
at Phases B and C. These are annexes IV, V, 
and VI, respectively. These have been 
reviewed as part of Phase D. According to 
the CCG, these annexes and the 34 
challenges raised in the main body of the 
report are jointly comprehensive of all 
challenges and responses raised through the 
Customer Challenge mechanism. 
 
Our conclusions remain the same as the 
ones reached at Phase C, we have updated 
the references from the standalone 
documents to these up-to-date annexes, for 
simplicity and ease of comprehension. These 
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Annexes are also detailed as standalone 
rows in the list below, purely to aid 
comprehension. 

Annex VI of ‘CCG report 26 September 2023 
– v12.4’ 
 
Earlier versions of this document were 
reviewed at previous Phases, as this final 
version was not available at that point: 
 
At Phase C, Savanta reviewed ‘CCG 
challenge log 29 August 2023’. 
 
At Phase B, Savanta reviewed ‘Thames 
Water CCG challenge log by 5 outcomes’ 

Summary of all CCG challenges, authored by 
the CCG, with responses by Thames Water 
included. The challenges are mapped onto 
the topics listed in Ofwat’s criterion for 
comprehensiveness. The summarising was 
done by the CCG rather than Thames Water. 

Annex IV of ‘CCG report 26 September 2023 
– v12.4’ 
 
CCG challenge log appendix – PR24 
feedback 

Exhaustive list of challenges and responses 
related to PR24 specifically 

Annex V of ‘CCG report 26 September 2023 
– v12.4’ 
 
CCG Challenge log appendix – detailed 
Customer Research feedback 

Exhaustive list of challenges and responses 
related to customer research specifically 

230707 CSC, RSC and CCG Chairs - 
Customer Challenge 

A report to the Chairs of the Customer 
Service Committee (CSC), Regulatory 
Strategy Committee (RSC) and Customer 
Challenge Group (CCG), concerning board 
oversight of customer challenge 

Topics covered by CCG since January 2022 A summary of all core CCG meetings since 
January 2022, including those of the PR24 
focus group, detailing the topics discussed at 
each meeting individually 

CCG action log – copy 29 August 2023 List of actions and challenges raised in core 
CCG meetings, which maps onto the five 
focus areas in the ‘CCG challenge log’. This 
is a live and internal-facing document, and 
was reviewed in its most up-to-date form as 
part of Phase C. 
 
Savanta is satisfied that the CCG report and 
its Annexes are jointly exhaustive of 
customer challenge and responses, so this 
document is merely an internal-facing 
version of these same materials. The CCG 
report is better-signposted for readers, and 
this action log is only up to date as of 29th 
August 2023, so Savanta would advise that 
readers consult the CCG report instead for 
exhaustive coverage of challenges and 
responses. 

Managing conflict of interest and dispute 
resolution with CCG 

A document explaining the process for 
raising any conflicts of interest and dispute 
resolution 
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Minutes from CCG and TW Board assurance 
workshop 13 July 2023 – approved 

A document setting out the mechanisms 
that the Board has in place for listening to 
customers, with these mechanisms 
indirectly referenced in ‘CCG draft Report 
21.07.23 v9’ 

CCG meeting 21 April – documents A collection of documents provided to CCG 
members ahead of the CCG meeting on 21st 
April 2022, alongside minutes from that 
meeting. Savanta selected this meeting at 
random (alongside the November 2022 
meeting referenced below) and requested to 
see these documents, in order to assess 
Thames Water’s performance against 
Ofwat’s ‘Informed’ criterion. 

CCG 3 November 2022 – documents A collection of documents provided to CCG 
members ahead of the CCG meeting on 3rd 
November 2022, alongside minutes from 
that meeting. Savanta selected this meeting 
at random (alongside the April 2022 
meeting referenced above) and requested to 
see these documents, in order to assess 
Thames Water’s performance against 
Ofwat’s ‘Informed’ criterion. 

Media summary 3 January - 6 January 2023 The first of two shared examples of media 
summaries that Thames Water produces for 
the CCG, to ensure that they are sufficiently 
informed ahead of meetings. 

Media Summary 14 August - 18 August 2023 The second of two shared examples of media 
summaries that Thames Water produces for 
the CCG, to ensure that they are sufficiently 
informed ahead of meetings. 

 
To assure this customer challenge mechanism, Savanta has assessed the evidence contained 
within these documents against the eight requirements for customer challenge provided by 
Ofwat.3 Customer challenge must demonstrate: 
 

• Independence 
• Board accountability 
• Ongoing 
• Informed 
• Transparent 
• Representative 
• Comprehensive 
• Timely 

 
The CCG challenges Thames Water on its performance on an ongoing basis, and the challenge 
logs concerning ongoing performance are therefore materials which are continually updated. 
Savanta is satisfied that materials are up to date as of 25th September 2023, and so for 
assurance purposes the documents can be considered final. 
 

 

 
3 https://www.ofwat.gov.uk/wp-content/uploads/2022/02/PR24-customer-engagement-policy.pdf 
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Assessment against Ofwat’s customer challenge evidence 
requirements 
 

Independence 
 
Thames Water’s customer challenge process satisfies both parts of Ofwat’s requirement for 
independence: the mechanism or process for challenge is clearly independent of Thames 
Water, and the people involved in customer challenge are clearly at arm’s length of Thames 
Water. 
 
The mechanism or process for challenge is effective, as the CCG is responsible for the 
authorship of any outputs and there is clear engagement in the response to challenges from 
Thames Water. The main areas of challenge and Thames Water’s responses in each area are 
summarised in Annexes IV-VI of ‘Annex VI of ‘CCG report 26 September 2023 – v12.4’. The 
responses to each challenge in this document are detailed and properly engage with the CCG’s 
comments. 
 
This process is also clearly independent of Thames Water. The CCG independently produces 
outputs about the outcomes of customer challenge, and this ensures that the process of 
challenge remains independent of Thames Water. 
 
Thames Water has previously informed Savanta that the summary of customer challenges it 
has been provided with is an output produced entirely by the CCG, with the only authorial 
input from Thames Water being the response to each challenge. The information at the 
beginning of the updated version of this summary, Annex VI of ‘CCG report 26 September 
2023 – v12.4’, confirms this: 
 

 
 
Figure 38: Acknowledgement that the CCG is the sole author of the summary of CCG challenges, 
Annex VI of ‘CCG report 26 September 2023 – v12.4’ 

 
This editorial independence regarding such a key output is important, as it confirms that 
Thames Water is not the party that defines which CCG challenges are ‘key’ challenges and to 
be included in this summary. The mechanism for challenge is therefore such that Thames 
Water is not able to soften or edit the wording of any of the challenges raised, or to only 
acknowledge those challenges to which it has responded to in detail. 
 
The wording in this document makes clear that the CCG considers these challenges and 
responses, alongside the ones included in the main body of the CCG report, to be exhaustive 
of the topics raised by the challenge mechanism, as is shown in figure 39 below: 
 

 
 
Figure 39: Indication that ‘CCG report 26 September 2023 – v12.4’ is exhaustive of challenges 
raised by the CCG 

 
This again ensures that this process remains independent of Thames Water, as this 
transparency ensures that challenges cannot be selectively responded to or softened. All 
challenges have been responded to in an appropriate level of detail, or are clearly identified as 
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still requiring a response. Savanta is therefore satisfied with both the evidence of the CCG’s 
independence, and that this independence ensures that the customer challenge process works 
as it should do. 
 
It is also clear that this independent challenge has led to genuine change at Thames Water, 
with the aim of better outcomes for customers. There are many examples of the CCG’s 
challenges leading to concrete action across Annexes IV-VI of ‘CCG report 26 September 2023 
– v12.4’, but Thames Water has also provided several succinct and clearly-explained case 
studies in a report produced for the Chairs of the CCG and Thames Water’s Customer Service 
and Regulatory Strategy Committees, ‘230707 CSC, RSC and CCG Chairs’ – Customer 
Challenge’, which are shown in figure 40. 
 

 
 
Figure 40 – a selection of case studies of how CCG challenges have led to genuine change at 
Thames Water, from ‘230707 CSC, RSC and CCG Chairs’ – Customer Challenge’ 

 
These case studies are representative of the level of engagement with challenges 
demonstrated by Thames Water across other documents provided. They are therefore 
representative of the reality of the challenge process, and also that they show the process is 
working effectively to drive improvements for customers. 
 
The mechanism for challenge is independent of Thames Water. As stated, satisfying Ofwat’s 
‘independence’ criterion also requires demonstrating that the people involved in customer 
challenge are clearly at arm’s length of Thames Water and there is clear evidence that this 
requirement has been met. 
 
The CCG independently sets its own work programme on an annual basis, rather than this 
being set by Thames Water, thereby giving it the independence to discuss and challenge on 
whatever matters it deems appropriate. 
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There is an appropriate mechanism in place for managing both conflict of interest within the 
CCG and any disputes between the CCG and Thames Water. The CCG’s independence is 
maintained in both cases, as in the former case, the CCG Chair makes the decision about how 
to mitigate conflict of interest, and in the latter case, any unresolved disputes are documented 
by the CCG in its report. In both cases, the mechanism in place ensures that Thames Water is 
not able to overrule the CCG’s judgement. 
 
The document ‘Managing conflict of interest and dispute between the CCG and Thames 
Water’ outlines how any conflict of interest must be raised before discussion begins on a 
specific topic. The specific action taken is at the CCG Chair’s discretion, rather than clearly 
defined in a process document, but Savanta is satisfied that this is an appropriate mechanism. 
In Savanta’s view, the appropriate actions following a declaration of conflict of interest are too 
dependent on the context of what is being discussed at the meeting, and on the specifics of 
that conflict of interest, so therefore the in-built flexibility of this approach is appropriate. 
 
A key point for independence is that the CCG is the party who ultimately determines the 
appropriate response, rather than Thames Water having the ultimate say, and the document 
makes clear that it is the CCG Chair who makes this decision. As such, Savanta is satisfied that 
the CCG can mitigate any conflicts of interest without Thames Water being able to overrule its 
judgement. As ‘Managing conflict of interest and dispute between the CCG and Thames 
Water’ makes clear, no such conflicts have been raised in practice yet – so it is not possible to 
assess how this mechanism works in practice. Nonetheless, the mechanism itself clearly 
promotes the CCG’s independence from Thames Water in principle. 
 
There is also an appropriate mechanism for dispute resolution, which ensures the logging of 
any disputes where the CCG is not satisfied with the outcome. ‘Managing conflict of interest 
and dispute between the CCG and Thames Water’ outlines the process of dispute handling, 
with disputes escalated to more senior Thames Water stakeholders if the CCG are not 
satisfied with the resolution, all the way up to Board level. If the CCG remains dissatisfied 
with the proposed resolution of the dispute, it is recorded in the CCG’s report – a document 
which is authored by the CCG rather than Thames Water. This mechanism not only aids 
Board accountability by ensuring the Board is kept informed about any significant disputes, 
but also ensures the CCG’s independence as it ensures that Thames Water cannot omit or 
soften any unresolved areas of disagreement, as the CCG is the author of the document in 
which these are to be recorded. 
 
Savanta is therefore satisfied that Thames Water’s Customer Challenge mechanism meets 
Ofwat’s criterion of ‘independence’, both in terms of the mechanism for challenge being 
independent of Thames Water, and the people involved in customer challenge being at arm’s 
length of Thames Water. 
 

Board accountability 
 
It is clear from the Terms of Reference document, ‘CCG TOR approved’ that the CCG has 
adequate minimum expectations for interactions with the Board in place, and it is clear from 
operational minutes4 and from Annex III (‘Board engagement’) of ‘CCG report 26 September 
2023 – v12.4’ that extensive direct Board engagement takes place in practice too, alongside 
dialogue with individual key personnel (e.g., CEO, and Head of Strategy and Regulation). 
Savanta is therefore satisfied that the Customer Challenge mechanism meets Ofwat’s 
requirements for ‘board accountability’. 
 

 
4 Available publicly at https://www.thameswater.co.uk/about-us/performance/our-customer-
challenge-group  

https://www.thameswater.co.uk/about-us/performance/our-customer-challenge-group
https://www.thameswater.co.uk/about-us/performance/our-customer-challenge-group
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The Terms of Reference details the extensive engagement required of the Thames Water 
Board by the CCG. This is included as figure 41 below. This formal ongoing dialogue, 
alongside the aforementioned independence of the CCG to determine its own work 
programme, clearly shows an active, purposeful and effective mechanism to ensure that the 
Thames Water Board is listening to customer challenge. 
 

 
 
Figure 41: Minimum expectations for formal engagement between Thames Water’s Board and the 
CCG, from ‘CCG TOR approved’ 

 
Moreover, Table 14 of ‘CCG report 26 September 2023 – v12.4’ (included in Annex III) details 
the extensive Board engagement that happens in practice. This includes a month-by-month 
summary and clearly outlines the engagement that takes place, and Savanta is satisfied that 
this interaction is extensive and purposeful. An example is included below as figure 42: 
 

 
 
Figure 42: Example of a monthly summary of actual Board engagement, from Table 14 of ‘CCG 
report 26 September 2023 – v12.4’ (Annex III) 

 
For formal dialogue to amount to an effective mechanism for listening to customers, the CCG 
must demonstrably be an effective conduit of customer challenge. It is clear from the 
materials provided (and as detailed in the other criteria discussed) that the CCG has provided 
a robust challenge ‘voice’ for Thames Water’s executive teams, and that this challenge has 
been operationalised within the business and clear responses are evident in the evidence base 
provided. 
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Ofwat also requires that company boards should be able to demonstrate how business plans 
and wider decision-making take account of matters that are important to customers. Minutes 
from the CCG and Thames Water Board’s assurance workshop on 13th July 2023 make clear 
the mechanisms which the Board has in place to achieve this to the CCG, a point which is 
noted in Annex IV of ‘CCG report 26 September 2023 – v12.4’. This demonstrates that the 
Board is committed to ensuring that Board’s PR24 decisions are based on customer wants. 
Savanta’s findings in Stage 4 (Line of Sight) also support this, verifying that a clear Line of 
Sight exists between customer views and decisions made in the PR24 business planning 
process. 
 

Ongoing 
 
Customer challenge is demonstrably ongoing, rather than restricted to the development of the 
PR24 business plan. The Terms of Reference states that the CCG’s activities extend to 
monitoring day-to-day performance and assessing progress against promises made in PR19. 
 
The challenge log documents provide evidence that challenge in these areas is occurring and 
that there is a clear commitment from the CCG to review Thames Water’s performance on an 
annual, ongoing basis and produce outputs summarising the challenges, as shown as figure 
43. 
 

  
 
Figure 43: Commitment to review Thames Water’s ongoing performance from ‘CCG TOR 
approved’ 

 
The depth and clarity of Thames Water’s responses to challenges clearly demonstrates an 
active process of challenge and response, with Thames Water responding to challenges on 
day-to-day performance, in line with Ofwat expectations. 
 
Meeting minutes suggest a strong level of senior attendance and engagement from Thames 
Water, which further supports this point. 
 

Informed 
 
The summary of CCG members’ credentials included as Annex I of ‘CCG report 26 September 
2023 – v12.4’ demonstrate that the CCG has expertise in the requisite areas to effectively 
challenge Thames Water on all of the matters that customers can challenge on. Savanta 
regard it as good practice that a skills audit has been conducted to identify where the CCG 
needs to build out its expertise (detailed further in the ‘Representative’ section). The Terms of 
Reference makes clear that the CCG has the authority to invite industry experts from outside 
the CCG to any meetings where the topic under discussion is one with which the CCG does not 
have specific expertise, which is also good practice. 
 
The CCG is sufficiently resourced to be an effective conduit of customer challenge, with the 
Terms of Reference outlining minimum expectations of members that ensure they have 
sufficient time to review materials and information shared in advance of meetings. 
 
There is evidence that the information that CCG members receive in advance of meetings is 
relevant and comprehensive enough to facilitate informed customer challenge. Thames Water 
shared an exhaustive list of topics discussed in CCG meetings since January 2022 with 
Savanta (‘Topics covered by CCG since January 2022’) and confirmed to Savanta that Thames 
Water’s stakeholder engagement team proactively shares relevant information with CCG 
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members in the topic areas to be discussed ahead of each meeting. Savanta subsequently 
selected two CCG meetings at random, and asked Thames Water to provide all of the 
information provided to CCG members in advance of those two meetings, in order to make an 
independent judgement of whether these materials are sufficiently comprehensive and 
relevant for robust, informed challenge to take place. 
 
The two documents shared ‘CCG meeting 21 April – documents’ and ‘CCG 3 November 2022 
– documents’ evidence that these materials meet these requirements. The materials are easily 
understandable, provide sufficient and relevant detail on both the background to the 
discussion and Thames Water’s proposed approach, and claims are evidenced with figures 
and case studies where appropriate. The figures below show an example of all of these points 
in turn, focussing on materials shared ahead of a discussion of Thames Water’s approach to 
catchment partnerships and engagement with local environmental groups in the CCG meeting 
of 21st April 2022. 
 

 
 
Figure 44: Easily understandable background information on catchment partnerships shared with 
the CCG ahead of a discussion of Thames Water’s approach in this area, from ‘CCG meeting 21 
April – documents’ 
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Figure 45: Background to Thames Water’s approach to catchment partnerships, clearly separated 
from general background about the topic, from ‘CCG meeting 21 April – documents’ 

 

 
 
Figure 46: One of several case studies detailing the impact of community involvement, with claims 
substantiated with quantitative data, to facilitate CCG members making an informed judgement on 
Thames Water’s approach, from ‘CCG meeting 21 April – documents’ 

 
Another important requirement of Ofwat’s ‘informed’ criterion is that the customer challenge 
process is informed by comparative information. In other words, the CCG must be 
sufficiently informed to situate Thames Water’s performance in the context of the wider 
industry. Savanta is satisfied that the CCG is provided with sufficient information to do this.  
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As discussed in the Stage 1 and 2 findings, the nature of the PR24 engagement process makes 
it difficult to provide comparative data in all areas, as water companies engage with their own 
customers in isolation. However, standardised research projects such as ‘PR24-14 
Acceptability & Affordability Testing’ provides this comparability, and the CCG have access to 
all such customer research. Therefore, the CCG has access to comparative customer research 
data to the extent that it is available to Thames Water. 
 
Moreover, Thames Water also proactively and regularly provide the CCG with comparative 
information about media coverage of competitors and the industry more widely, which 
further enables the CCG to situate Thames Water’s performance and actions in industry 
context. Thames Water provided Savanta with two examples of these ‘media summaries’, 
which are shared with CCG on a weekly basis. These summaries include detailed information 
on how Thames Water is being spoken about publicly, and, crucially, they also include 
dedicated sections for coverage of competitors and the industry at large. 
 
Savanta is satisfied that this gives the CCG sufficient information to situate matters relating 
the Thames Water in the context of the wider industry, enabling them to informedly challenge 
Thames Water on behalf of customers.  
 

 
 
Figure 47: Example of dedicated daily ‘Competitor News’ section from ‘Media summary 3 January 
– 6 January 2023’ 
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Figure 48: Example of dedicated daily ‘Competitor News’ section from ‘Media summary 3 January 
– 6 January 2023’ 

 
In addition to information being relevant and comprehensive, Ofwat also requires that this 
relevant information is provided in a timely manner, which is dealt with in the ‘Timely’ 
section below.  
 
Over and above the information that Thames Water proactively share with the CCG, Ofwat 
requires that companies provide information freely to those making challenges, and only 
place limitations on sharing when justified by customer data protection or commercial 
sensitivities. The only such limitation that Savanta is aware of has the latter justification – 
access to the draft business plan has been restricted due to commercial sensitivities, as is 
discussed in the introduction to ‘CCG report 26 September 2023 – v12.4’. This is a reasonable 
justification, and Thames Water has taken reasonable steps to mitigate the impact this has on 
the CCG’s ability to assess the business plan, by providing the ‘principles’ of the plan to an 
ongoing subgroup of the CCG under NDA. As such, Savanta is satisfied that Thames Water is 
not unnecessarily withholding and limiting the sharing of information with the CCG. 
 
Overall, therefore, CCG members are kept sufficiently informed to effectively challenge 
Thames Water on behalf of customers. The Terms of Reference make clear that CCG members 
have sufficient capacity, and freedom to draw upon external expertise, and the 
comprehensiveness of the additional information shared with them ahead of meetings by 
Thames Water’s stakeholder engagement team is a clear example of good practice. 
 

Transparent 
 
Thames Water clearly takes seriously its responsibility to be transparent about the nature of 
customer challenges raised, the response to each challenge and the company’s relative 
performance. 
 
The Annexes included in ‘CCG report 26 September 2023 – v12.4’ and the 34 challenges 
included in the main body of this report, are jointly exhaustive of challenges made by the 
CCG, and of responses to those challenges from Thames Water – as figure 39 shows. This 
amounts to full transparency about the nature of challenges raised and the company response 
to each challenge, as no challenges or responses are omitted from this document which is to 
be shared as part of the business plan submission. 
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The contents and role of these Annexes individually is also clearly explained in Annex VI itself 
– which makes these documents easy to understand for a reviewer – which in turn promotes 
transparency. This is included below as figure 49: 
 

 
 
Figure 49: Explanation of Annexes IV, V and VI of ‘CCG report 26 September 2023 – v12.4’, 
included within the introduction to Annex VI 

 
Since this summary also makes clear that these materials have been fully authored by the CCG 
rather than Thames Water, and it is clear that all challenges made have been included across 
the report and its Annexes, Savanta does not think that an explanation of how the challenges 
to be included in the summary document were determined is required to meet Ofwat’s 
criterion of transparency. As detailed in the ‘independence’ section, the mechanism for 
customer challenge ensures that the CCG’s challenges cannot be softened or selectively 
responded to, which also aids its transparency as a mechanism. Savanta is therefore satisfied 
that Thames Water is sufficiently transparent about the nature of all challenges raised. 
 
There is also evidence that Thames Water is transparent about the responses to each 
challenge, and that these responses are high-quality. The responses from Thames Water in 
‘CCG report 26 September 2023 – v12.4’ and its Annexes are detailed and directly address 
what is being asked by the CCG. The next steps for actions are clearly outlined in each case, 
and where there is to be no action taken, a clear justification is given, in line with Ofwat’s 
requirements. 
 
Savanta has been informed that there are no points of disagreement between the CCG and 
Thames Water, and this is acknowledged in the version of a draft version of the CCG report 
(‘CCG draft Report 21.07.23 v9’) – so Ofwat’s requirement to clearly signpost these does not 
presently apply. As discussed in the ‘Independence’ section, a clear and appropriate 
mechanism for dispute resolution is in place that ensures that there is full transparency 
wherever unresolved disagreements do arise – as again, the CCG has full authorship of the 
document in which these would be disclosed. 
 
Ofwat requires organisations publish evidence of customer views gathered through research 
and engagement, and of company performance. Thames Water publishes detailed and 
customer-friendly information on both matters in a timely manner. Thames Water’s ‘media 
library’ is publicly available via its website and includes outputs from customer research5, and 
the organisation has a dedicated ‘Performance’ section of its website which is easily navigable, 
consumer-friendly and includes annual performance reports.6 
 

 
5 E.g., https://www.thameswater.co.uk/media-library/home/about-us/performance/customer-
research-library/foundation-november-2021.pd 
6 https://www.thameswater.co.uk/about-us/performance 
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Savanta is therefore satisfied that the customer challenge mechanism meets Ofwat’s criterion 
of ‘transparent’. 
 

Representative 
 
The CCG is composed of a wide representation of customers, and the skills audit that it has 
undertaken demonstrates that it is endeavouring to ensure that it is as equipped to represent 
the wants and needs of all customers as it can be. Annex I of ‘CCG report 26 September 2023 
– v12.4’, and the publicly available information about the group,7 show that it is a genuine 
cross-section of customers, regulators and other relevant parties. 
 
Savanta regards the aforementioned skills audit as good practice for ensuring that the full 
range of customer interests and needs are able to be advocated for through Thames Water’s 
challenge mechanism. The Terms of Reference also makes clear that industry experts from 
outside the CCG are called in where the topic under discussion is one with which the CCG 
does not have specific expertise, and Thames Water has highlighted to Savanta that this is to 
allow the identified gaps in expertise following the skills audit to be filled, as needed. 
Reasonable steps have therefore been taken to ensure the CCG can represent the wants and 
needs of all customers. 
 
The challenge process is working to ensure that Thames Water is taking into account the 
views and experiences of the full range of customers it is serving, as Ofwat requires. The 
principles which open ‘CCG report 26 September 2023 – v12.4’ state the CCG is committed to 
engaging with and hearing from customers in vulnerable circumstances, those from across the 
entire geographical area which Thames Water covers, and future customers. This is a clear 
statement of intent from the CCG, and is one that is substantiated by their actual challenges. 
As figure 50 below shows, ‘inclusivity’ is one of the five priority themes identified by the CCG 
in Annex VI of ‘CCG report 26 September 2023 – v12.4’, and the group has challenged 
Thames Water extensively to ensure the views of under-represented parts of the customer 
base are heard and included in research and engagement. 
 

 
 
Figure 50: Challenges relating to ‘inclusivity’, from Annex VI of ‘CCG report 26 September 2023 – 
v12.4’ 

 
7 https://www.thameswater.co.uk/about-us/performance/our-customer-challenge-group 
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Through challenges in this area, the CCG demonstrably do as much as can be expected to 
ensure representativity, and Savanta is satisfied that Thames Water’s responses and the 
resultant actions demonstrate that it is seeking to continually improve on this point. 
 

Comprehensive 
 
The Customer Challenge Group is comprehensive in the areas in which it scrutinises Thames 
Water’s activity, covering areas where customers can have meaningful views. 
 
Ofwat stipulates that challenge should cover: 
 

(a) Bill impacts; 
(b) Water and wastewater services; 
(c) Customer services; 
(d) Performance levels; and 
(e) Significant investment. 

 
These topics are covered to the extent that the CCG is able cover them. 
 
The materials shared with Savanta are organised according to the five priority areas of the 
CCG, rather than the five topics listed by Ofwat. These priority areas were determined by the 
CCG themselves based on their learnings over the six months following their re-establishment 
in January 2022. These are included in the CCG’s 2022 annual report,8 and predate Ofwat’s 
list of topic areas. The five priority areas are: 
 

(1) Inclusivity; 
(2) Choices; 
(3) Performance; 
(4) Affordability; and 
(5) People. 

 
However, it is nonetheless straightforward for a reviewer to determine where there is 
coverage of topics (a)-(e) in customer challenge, as the introduction to Annex VI of ‘CCG 
report 26 September 2023 – v12.4’, includes an explanation of how these categories map onto 
each other, which has been included below as figure 51. 
 

 
 
Figure 51: The CCG’s ‘5 priority themes’, and how they map onto the five topics listed in Ofwat’s 
definition of ‘comprehensive’, taken from Annex VI of ‘CCG report 26 September 2023 – v12.4’ 

 
For instance, challenges which sit under the CCG’s ‘inclusivity’ theme also sit under Ofwat’s 
‘customer services’ theme. 
 
The other two annexes which detail CCG challenges, Annex IV and V of ‘CCG report 26 
September 2023 – v12.4’, do not utilise either of these sets of categories, but this is not a 

 
8 Available publicly at: https://www.thameswater.co.uk/media-library/home/about-
us/performance/our-customer-challenge-group/customer-challenge-group-report.pdf  

https://www.thameswater.co.uk/media-library/home/about-us/performance/our-customer-challenge-group/customer-challenge-group-report.pdf
https://www.thameswater.co.uk/media-library/home/about-us/performance/our-customer-challenge-group/customer-challenge-group-report.pdf
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concern. These two annexes include only challenges specific to PR24 and Thames Water’s 
customer research processes respectively, and it is reasonable that two challenge logs with 
such specific focuses would have their own set of specific categories. 
 
In any case, there is still coverage of the topics Ofwat list in its ‘comprehensiveness’ criterion 
– this is just less explicitly signposted. For instance, Annex IV, the log focussing on PR24-
specific feedback, discusses bill impacts both indirectly and directly, as the figures below 
show. 
 

 
 
Figure 52: Challenge to provide more detail on the impact of various parts of the business plan on 
bills and affordability, from Annex IV of ‘CCG report 26 September 2023 – v12.4’. 

 

 
 
Figure 53: Challenge in the area of bill impact of funding concerning considerations for 
shareholders contributions, from Annex IV of ‘CCG report 26 September 2023 – v12.4’ 

 
However, it is not necessary to show that the annexes cover all of topics (a)-(e), as Ofwat does 
not require that all challenges are explicitly organised under these topics in all materials. 
Rather, Ofwat requires that these topics receive adequate coverage across the full range of 
customer challenges. 
 
Savanta is satisfied both that topics (a)-(e) are covered in Annex VI, and that this summary 
clearly signposts which challenges sit under which topic, provided one has read the 
information included in figure 51.  
 
Savanta is therefore satisfied that customer challenge covers the areas where customers can 
have meaningful views, and is comprehensive and well signposted. 
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Timely 
 
There are two elements to this criterion: ensuring that challenge arrangements allow 
sufficient time for effective challenge, and ensuring that Thames Water respond to challenges 
within a reasonable time period. 
 
The comprehensiveness, volume, and considered nature of the CCG’s challenges all suggest 
that the CCG is being provided with sufficient time to challenge, over and above the group 
directly saying this in a draft version of the CCG report, ‘CCG draft Report 21.07.23 v9’. 
 
Further, Thames Water’s Stakeholder Relationship Engagement Manager has confirmed to 
Savanta that the CCG receives relevant materials at least a week prior to meetings in most 
cases, and that there is an agreed schedule of formal meetings so CCG members are aware of 
exactly when there will be a need for them to review materials. There are some cases in which 
materials are shared less than a week in advance, but Savanta is satisfied from the 
information provided that this only occurs when it is unavoidable (for instance, due to 
immovable timelines to which a particular piece of customer research is being conducted), 
and Savanta is also satisfied that the Stakeholder Relationship Engagement Manager takes 
steps to mitigate the impact of this. Where materials are not all available a week in advance of 
a particular meeting, individual materials will be shared in a staggered fashion – as soon as 
they are available – to maximise the time that CCG members have to review each document. 
Savanta is satisfied that these measures ensure sufficient time to review materials for 
customer challenge to be effective.  
 
It is also essential that Thames Water responds to challenges within a reasonable period. the 
CCG again directly endorse Thames Water’s efforts, with the introduction to ‘CCG report 26 
September 2023 – v12.4’ praising the organisation for “the integrity and speed of response to 
each of [the CCG’s] challenges”. Savanta has not seen any evidence to suggest that there are 
any instances of Thames Water taking an unreasonable time period to respond to challenges. 
 
Savanta is therefore satisfied that customer challenge meets both parts of Ofwat’s criterion of 
‘timely’: challenge arrangements allow sufficient time for effective challenge, and Thames 
Water respond to challenges within a reasonable time period. 
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Conclusions 
 
This Phase D report is a final assurance view on Thames Water’s PR24 customer engagement, 
triangulation, LoS and customer challenge arrangements.  
 
Ofwat requires that (a) customer engagement and research meets the standards for high-
quality research and any other relevant statements of best practice, and (b) it has been used to 
inform its business plan and long-term delivery strategy. Our Phase D assurance activities 
have confirmed that Thames Water is compliant against these criteria, based on the available 
documentation and planned activities. 
 
A thorough review of the evidence base, and the constituent individual research projects, 
shows that Ofwat’s standards for high quality research and principles for customer 
engagement have been rigorously integrated into the heart of the design and implementation 
of the engagement programme and approach. 
 
In particular, the programme has three strengths that are worthy of note: 

1. Thames Water’s five-level iterative approach, which has first revealed customer 
‘wants’ and then generated greater insight within each to enable the organisation to 
plan to meet them, is a strong example of a price review research programme. It 
ensures that the organisation can target further research projects more efficiently 
(thus not wasting customer money on unnecessary research) and new insights can be 
located within an existing thematic framework of insight. As Thames Water completes 
important late-stage research and engagement, such as Acceptability & Affordability 
testing, this is very important in order to maximise the utility of these projects. 

2. The programme makes good use of existing research (e.g. learnings from PR19) and 
continual sources of insight (e.g. complaints data analysis, C-MeX). This focus on 
using existing research where possible shows a dedication to carefully considering if 
new PR24 research is needed and, if it is, providing the project with a very clear scope 
and set of objectives that will genuinely further Thames Water’s knowledge base. 

3. Thames Water and its research partners have selected research methods to facilitate 
the achievement of the objective and the inclusion of the relevant audience(s). The 
widespread use of qualitative, and in particular deliberative, methodologies is a 
reflection of the need to gather informed responses on highly technical topics, and 
demonstrates that the organisation is selecting the right tool for the job. In addition, 
the use of Twitter analysis within the approach is both an example of an innovation 
within engagement and the crucial inclusion of a non ‘question and answer’ research 
methodology.  

Thames Water’s approach to insight triangulation follows CCW’s recommendations for best 
practice, leading to a balanced and thorough methodology which has been deployed 
effectively. 
 
Thames Water has developed a strong and considered approach to Line of Sight, complete 
with appropriate ways of working. In practice, Thames Water has ensured that there is 
substantial evidence of customer views in each of the business plan documents, and that there 
is a clear link between the PR24 business plan proposals and customer research.  
 
Thames Water’s mechanism for enabling customer challenge is in line with Ofwat’s 
requirements and there is clear evidence of its impact on the PR24 business planning process. 
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With reference to Ofwat’s PR24 minimum expectations for customer engagement, 
affordability and acceptability9, Savanta concludes that Thames Water's plan: 

• Provides sufficient and convincing evidence that its customer engagement activities 
meet Ofwat’s standards for research, challenge and assurance. 

• Provides sufficient and convincing evidence that it has followed Ofwat’s guidance for 
testing customers’ views of the affordability and acceptability of its proposals.  

 
9 https://www.ofwat.gov.uk/wp-
content/uploads/2022/12/PR24_final_methodology_main_document.pdf, page 157 

https://www.ofwat.gov.uk/wp-content/uploads/2022/12/PR24_final_methodology_main_document.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2022/12/PR24_final_methodology_main_document.pdf
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Appendix 1: Defining the assessment criteria 
 
The below tables show how the following guidance and principles have been incorporated into 
our assessment criteria: 

• Ofwat’s standards for high-quality research 

• Ofwat’s principles for customer engagement 

• CCW’s recommendations for triangulation 

• Ofwat’s customer challenge evidence requirements 
 

Assessment Criteria Relevant 
Stages 

Detail 

Ofwat’s standards for high-quality research 

Useful + contextualised Stages 1 and 2 

It’s important to assess each of these for 
individual pieces of research (Stage 1) and 
collectively for the evidence base as a 
whole (Stage 2).  

Neutrally designed Stages 1 and 2 

Fit for purpose Stages 1 and 2 

Inclusive Stages 1 and 2 

Ethical Stages 1 and 2 

Continual Stage 2 

Programmes, rather than individual 
research projects, should be continual so 
this is only appropriate to examine for the 
evidence base as a whole (Stage 2). 

Shared in full with 
others 

Stage 2 

Due to the scale of research being 
undertaken, it is best to assure that this is 
happening for the evidence base as a 
whole (Stage 2). 

Independently assured n/a 
This is achieved through the assurance 
process. 

 

Assessment Criteria Relevant 
Stages 

Detail 

Ofwat’s principles for customer engagement 

Two-way and ongoing 
engagement: listening 
and talking 

Stage 2 
It’s important these principles have been 
followed for the evidence base (Stage 2). 
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Meaningful and high-
quality engagement 

Stage 2 

Customise and provide 
context 

Stage 2 

Use of multiple sources 
of customer data 

Stage 2 

Understanding current 
and future customers 

Stage 2 

Consistency and 
comparability 

Stage 2 

The right outcomes at 
the right price, at the 
right time 

Stage 4 
These principles are focused on outcomes 
and how insight is used so we will be part 
of the LoS assurance Stage (Stage 4). Protecting customers’ 

interests 
Stage 4 

 

Assessment Criteria Relevant 
Stages 

Detail 

CCW’s recommendations for triangulation 

Triangulation should 
make use of a wide 
range of inputs and 
these should not be 
solely engagement 
insight. 

Stage 3 

Combining these recommendations 
together gives us four assessment criteria 
for assuring the triangulation process, 
framework and outputs (Stage 3): 

• Transparency of process 
• Balance, logic and ‘weighting’ of 

framework 
• Consistency of process and 

framework across different areas 
• Breadth of inputs to process 

Balanced decisions 
should be at the core of 
triangulation. 

Stage 3 

Validation of findings 
should make use of a 
wide range of datasets. 

Stage 3 

Triangulation should be 
informed by a 
transparent and 
consistent weighting 
framework. 

Stage 3 

Engagement should be 
an ongoing process. 

n/a 
This is already covered by other 
assessment criteria for Stages 1 and 2. 
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Companies should seek 
independent assurance 
of their process and 
outcomes. 

n/a 
This is achieved through the assurance 
process. 

 

Assessment Criteria Relevant 
Stages 

Detail 

Ofwat’s customer challenge evidence requirements 

Ongoing Stage 5 

It’s important to assure that these 
requirements have been met through the 
customer challenge mechanism (Stage 5). 

Informed Stage 5 

Transparent Stage 5 

Comprehensive Stage 5 

Timely Stage 5 

Independence Stage 5 

Representative Stage 5 

Board accountability Stage 5 
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Appendix 2: Ofwat’s standards for high-quality research and 
principles for customer engagement 
 

Standard for 
high-quality 
research 

Description  

Useful and 
contextualised  

Research should have practical relevance. It should be clear why the 
research has been undertaken, to what it will contribute and how. The 
research should be designed with quality rather than quantity as a 
priority (in other words, a better quality of research, rather than a 
larger quantity of research). As much as possible, research findings 
should be presented alongside a wider evidence base – including 
research conducted by others. The analysis should contextualise the 
findings and explain how they will be used.  

Neutrally 
designed  

Research should be designed and delivered in a way that is neutral and 
free from bias. The potential for bias and the ways to negate this 
should be considered at every stage of a project, and evidenced – 
including set up, question wording, question ordering, stimulus 
materials, selective use of quotes or data in reporting and 
interpretation of findings. If there is some inherent bias that is 
unavoidable or was an unintentional outcome of the research, this 
should be acknowledged and explained in the research findings.  

Inclusive  Research should include different audiences and socio-demographics, 
considering local or regional or national populations, business 
customers and business retailers. Where possible, research findings 
should identify and report on variances by socio-demographics and 
consumer types (for example, bill payers, future customers). Research 
findings should provide details of those who may have been excluded 
or under-represented in the research. Where possible, research should 
use mix-method approaches to provide a more inclusive set of 
findings. While the range of representation may vary from project to 
project, the research programme as a whole should be demonstrably 
inclusive.  

Fit for purpose  The research sample and methodology should be appropriate for the 
research objectives. Participants should be able to understand the 
questions they are being asked and surveys should limit the use of 
forced choice options. A research approach that has previously been 
challenged should not be repeated unthinkingly. Innovation is 
welcome if it is likely to lead to meaningful and trusted insight and 
learning.  

Ethical  Research should be conducted in line with the ethical standards of a 
widely recognised research body – such as the Market Research 
Society or the Social Research Association.  

Continual  Companies’ research programmes should be continual, enabling day-
today insight gathering, as well as specific and relevant research for 
informing business plans and long-term delivery strategies. This will 
allow areas of concern or change to be more easily identified and acted 
on.  

Independently 
assured  

Research should be reviewed by individuals or groups that are 
independent of water companies. Those reviewing research should 
have a range of relevant skills and experience and feel confident and 
able to challenge on all elements of research. Information shared with 
them should be relevant and timely. Water companies should be 
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transparent about the research findings and whether, and in what 
ways, it has been used.  

Shared in full 
with others  

Research findings should be published and shared in full, as early as 
possible with as wide an audience as possible. This will add value to 
the evidence base on customers:  

• by allowing research approaches to be understood and 
improved on;  

• by building the shared knowledge base about customers’ views, 
preferences and experiences;  

• by allowing research findings to be considered in a 
comparative way – meaning water companies can better 
understand their own customer base, by comparison with the 
findings from other areas.  

Research findings should always be accompanied by clear and detailed 
information on the methodology for the research. This should include, 
for example, recruitment screeners, questionnaires, discussion guides, 
and copies of any stimulus materials used.  

 
Principles of 
customer 
engagement 

Description  

The right 
outcomes at the 
right price, at 
the right time  

Customer engagement is essential to enabling water companies to 
deliver outcomes that are important to customers, society and the 
environment, at the right time, at a price they are willing to pay.  

Two-way and 
ongoing 
engagement: 
listening and 
talking  

Engagement means understanding what customers want and 
responding to that in plans and ongoing delivery, transparently, 
building legitimacy and trust. It also means involving customers in 
service design and delivery, providing education and sharing 
information to support their meaningful and active engagement. 
Engagement should not take place only at price reviews.  

Meaningful and 
high-quality 
engagement  

Water company engagement with customers must allow participation 
in a way that is meaningful to them, follow engagement best practice 
and lead to a meaningful understanding of what consumers want. It is 
the companies’ responsibility to engage with customers and to 
demonstrate that they have done it well.  

Customise and 
provide context  

Engagement is not a ‘one-size-fits-all’ process but should reflect the 
particular circumstances of each company and its full range of 
customers. Wherever possible, information about comparative 
company performance should be shared with customers.  

Use of multiple 
sources of 
customer data  

A robust, balanced and proportionate evidence base, developed using 
a range of techniques and data sources should support companies 
having a genuine understanding of their customers’ priorities, needs, 
requirements, and behaviours.  

Understanding 
current and 
future 
customers  

Companies should understand and respond to the diverse needs of 
customers, making sure they take into account different regional 
challenges, or variances in demography, outlook and socio-economic 
status. This also includes future customers and those in circumstances 
that might make them vulnerable or hard-to-reach. Engagement 
should support customers to inform the phasing of investments in 
long-term delivery strategies.  

Consistency and 
comparability  

In areas that are of common concern to all customers, and where it is 
most efficient and sensible to do so, evidence of customers’ 
preferences should be generated in a consistent manner, set in the 
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context of current company performance, producing results that are 
comparable across water companies in England and/or Wales.  

Protecting 
customers’ 
interests  

Customers and their representatives must be able to challenge our 
ongoing performance, business plans and long-term delivery 
strategies. If this is not done effectively, Ofwat may challenge us on 
customers’ behalf. Ofwat will use a risk-based approach and their 
understanding of customers’ preferences to challenge company plans, 
intervening if necessary to fulfil their duty to protect customers’ 
interests, in line with their statutory duties. The final decision on price 
controls is entrusted to Ofwat.  

 
Source: https://www.ofwat.gov.uk/wp-content/uploads/2022/02/PR24-customer-
engagement-policy.pdf 
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Appendix 3: Review of actions taken in response to 
‘Opportunities for further improvement’ in Phase A report 
 
The Phase A assurance activities were conducted as the research and triangulation was on-
going. Savanta therefore noted opportunities for further improvement which Thames Water 
acted on to create an even more compelling approach to PR24 customer engagement. The 
table below demonstrates Savanta’s Phase A recommendations, Thames Water’s actions, and 
Savanta’s subsequent review of the actions.  
 
Savanta is satisfied that Thames Water’s actions in response to our suggested ‘opportunities 
for further improvement’ have made the evidence base stronger and its compliance with 
Ofwat’s criteria more evident. 
 

Phase A - Opportunity 
for further improvement 

Thames Water’s action Savanta’s review 

1. Demonstrating 
compliance with the 
correct interpretation of 
‘contextualised’ (as per 
Ofwat guidance) 

Research reports were updated 
to refer only to the type of 
contextualisation that Ofwat 
outlines.  
 

Updated reference to 
‘contextualised’ is in line 
with Ofwat’s definition.  

2. Better acknowledging 
potential bias introduced 
by research stimulus 

Four instances of potential bias 
found (in how enhancement 
options were presented). The 
affected reports, and related 
references to insights in 
WCCSW, highlight these 
potential biases. 

WCCSW document clearly 
updated with notes which 
highlight cases of potential 
bias. 

3. Avoiding quoting 
percentages in 
qualitative research 
reports 

Research reports and WCCSW 
were updated with caveat notes 
to flag percentages quoted are 
based on qualitative samples. 

Individual research reports 
and WCCSW document 
updated with notes which 
highlight the use of 
percentages as indicative 
only.  

4. Making the Insight 
Triangulation key clearer 

WCCSW was updated with a 
summary slide to clearly explain 
the insight triangulation key. 
Divergence of views between 
different groups was made 
clearer by citing all instances of 
this within the section on insight 
tensions. 

The updated slide in 
WCCSW provides a clear 
and helpful summary of 
tensions in ‘divergence of 
views’ and ‘regional 
differences’.  

5. Improving non-
household customer 
quantitative sampling 
approach (with reference 
to company size quotas) 

We put in place improved ways 
to sample and weight non-
household customers in 
quantitative research, to allow 
better comparison of different 
company sizes in future.  

The updated ‘Customer 
research and sampling 
approach August 2023’ 
outlines how non-household 
sampling has been amended 
from August 2023 onwards 
to take a more detailed 
approach to both company 
size and site numbers. It 
also notes that ‘the smaller 
quotas for company size 
(50-249 and 250+ 
employees) could be over-
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sampled and then down-
weighted within overall 
results’ which is industry 
best practice. 

6. Better demonstrate 
isolated views of 
customer segments in 
analysis (namely 
customers in vulnerable 
situations, non-
household customers 
and future customers) 

Research reports were updated 
to highlight any differences in 
customer segments, or to state 
that no segment differences had 
been found if that was the case. 
Insights for key customer 
segments, including customers 
in vulnerable situations, non-
household customers and future 
bill payers, have been detailed in 
a customer segments section of 
WCCSW. 

Key customer segments have 
been expanded on in the 
updated version of WCCSW 
which draw on key insight 
sources. The differences in 
customer segments could be 
made even clearer in 
individual research reports, 
although we appreciate 
there is limited utility in 
retrospectively updating 
previous reports. 
 
 

7. Giving voice to the 
digitally excluded. The 
programme contains few 
examples of face-to-face 
research which means 
that digitally excluded 
customers are less 
represented in the 
research programme. 

We engaged with the digitally 
excluded segment throughout 
the PR24 engagement 
programme with a mix of 
telephone and in-person 
research. Insights from the 
segment have been featured in 
WCCSW as a sub-set of the 
vulnerable customers segment, 
drawing on research on:  

• Priority services support 

• Affordability support 

• Water supply resilience 

• Enhancement Cases 

• Acceptability & 
Affordability testing 

Digitally excluded customers 
have also been engaged in a 
wide range of research 
projects as outlined in figure 
9. For example, Thames 
Water’s ‘CX113 Vulnerability 
Deep Dive’ engaged those 
who are digitally excluded 
via face-to-face interviews. 

8. Including non-English 
speakers and those with 
English as a second 
language in customer 
insights 

Over 90% of our customers can 
speak English well, so for 
reasons of cost and 
proportionality we don’t 
typically translate materials into 
other languages. However, to 
ensure our PR24 programme as 
a whole was inclusive, including 
for potentially vulnerable 
customers who can’t speak 
English, we conducted a 
Vulnerability Deep Dive, from 
which insights have been 
reflected in WCCSW, as a sub-
set of the vulnerable customers 
segment. We also started to 
identify and analyse the views of 
customers with English as a 
Second Language in our brand 
perceptions tracking study. 

We agree that it would not 
be a good use of resource to 
include this audience in 
every piece of research. We 
note that Thames Water’s 
‘CX113 Vulnerability Deep 
Dive’ project engaged with 
customers with English as a 
Second Language and 
partnered with 
organisations and 
interpreters in order to 
engage with these customers 
fully.  
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9. Comprehensive future 
customer engagement to 
gain a more robust and 
meaningful view from 
this customer group 

We included future bill payers in 
several PR24 research projects 
as well as our ongoing brand 
perceptions research. Insights 
from these have been detailed in 
the customer segments section 
of WCCSW, drawing on research 
on: 

• Enhancement Cases 

• Vision 2050/Public 
Value 

• Acceptability & 
Affordability testing 

• Future bill payers 
context setting 

• Long term delivery 
strategy 

Engagement with future 
customers, and analysis of 
future customers’ views as a 
customer segment 
demonstrate Thames 
Water’s engagement with 
this customer group. The 
extent of engagement with 
future customers can be 
seen in figure 20. 
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Appendix 4: Review of actions taken in response to Stage 4 
(LoS) ‘Recommendations for final documentation’  in Phase 
B report 
 
In our Phase B report, we included ‘Recommendations for final documentation’ in our 
assessment of Stage 4 (LoS) to clarify and better signpost Thames Water’s documentation in 
this area. The table below demonstrates Savanta’s Phase B recommendations, Thames 
Water’s actions, and Savanta’s subsequent review of the actions. 
 
Savanta is satisfied that Thames Water’s actions in response to our recommendations have 
made the Line of Sight clearer and more robust. 
 

Stage 4 - 
Recommendations for 
final documentation 

Thames Water’s action Savanta’s review 

To evidence the 
customer engagement in 

the Line of sight 
documentation more 

explicitly as 
demonstrated in Figure 

28. 

The key areas that the template 
shows as being required are 

included in every LoS section, 
even if the exact format of the 

template has not been used. The 
presentation of LoS has been 

standardised across the 
documents where possible, 

while allowing for flexibility as 
required. 

Thames Water does not 
need to adhere to the 

template it developed before 
going through the LoS 

process. We are satisfied 
that the LoS summaries 

include the required 
information to demonstrate 

that a robust LoS 
methodology has been used. 
We are also satisfied that the 

documentation of LoS is 
standardised where possible 

(e.g. it is approached very 
similarly in the Water and 

Wastewater Outcome 
Delivery Strategy 

Documents).  

Standardise the format 
of the presentation of 
Line of Sight in each 

element of the business 
plan so the reader can 
clearly recognise the 
evidence of customer 

engagement. 
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Appendix 5: Review of actions taken in response to Stage 5 
(Customer Challenge) ‘Recommendations for final 
documentation’ in Phase B report 
 
In our Phase B report, we included ‘Recommendations for final documentation’ in our 
assessment of Stage 5 (Customer Challenge) to clarify and better signpost Thames Water’s 
documentation in this area. The table below demonstrates Savanta’s Phase B 
recommendations, Thames Water’s actions, and Savanta’s subsequent review of the actions. 
 
Savanta is satisfied that Thames Water’s actions in response to our recommendations have 
made the Customer Challenge documentation clearer and more robust. 
 

Stage 5 - Recommendations 
for final documentation 

Thames Water’s action Savanta’s review 

Include a summary of any 
conflicts of interest raised 

via the process mentioned in 
‘CCG TOR approved’. If 

appropriate, share 
information about how the 

mitigation of conflicts of 
interest works (e.g., meeting 

minutes showing how 
Thames Water is involved in 

this process). 

Shared document ‘Managing 
conflict of interest and 
dispute resolution with 

CCG’, a document 
highlighting the process for 

raising any conflicts of 
interest and dispute 

resolution 

The document clearly 
outlines the processes for 

mitigating conflicts of 
interest. Whilst we have not 

been provided with a 
summary of conflicts of 

interests raised, the 
document has sufficient 
information about the 

process and for us to be 
satisfied that the process 

maintains the CCG’s 
independence, and so that 
further information is no 

longer required.  
Clarify within challenge log 

documents that CCG is 
responsible for their 
publication, and that 

Thames Water does not have 
any input or signoff 
authority on these 
documents beyond 

providing responses to the 
challenges included. 

Clarification added to the 
CCG challenge log by 5 

outcomes about CCG and 
TW responsibilities in new 
version ‘CCG challenge log 

29 August 2023’ 

We are satisfied that this 
clarifies the matter, and 

have included the relevant 
part of the document as a 

figure in the report as we are 
satisfied that it evidences 

that the CCG has authorial 
independence over this 

output. 

Identify case studies of how 
the CCG independent 
challenge has effected 

genuine change in Thames 
Water. 

Shared document ‘230707 
CSC, RSC and CCG Chairs – 

Customer Challenge’ 

This table of case studies 
included in this document 

are clear and representative 
of the reality of the challenge 

process. As such, we think 
they are appropriate and 

useful case studies, and have 
included some of them in the 

report as a figure in the 
report. 
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Include details of the Board 
mechanism which the Board 

agreed to put in place, 
referenced in ‘CCG draft 

Report 21.07.23’: “following 
a meeting with Board 

members, an assurance 
framework was provided 

that sets out the 
mechanisms the Board has 

in place for listening to 
customers”. 

Shared document ‘230707 
CSC, RSC and CCG Chairs – 

Customer Challenge’ 
referenced in previous row 

 
Also shared document 

‘Minutes from CCG and TW 
Board assurance workshop 

13 July 2023 - approved’ 

The minutes make clear the 
steps being taken by the 
Board, and we are also 

content that there is a clear 
Line of Sight between 
customer views and 

decisions made in the PR24 
business planning process, 
from its Stage 4 findings. 

Include a summary of 
information shared with the 

CCG and whether this is 
upon request, or shared 

proactively. In particular, it 
would be useful to know 

precisely what comparative 
data has been shared so 

Savanta can independently 
assess the CCG’s claim that 
Thames Water could stand 

to provide more of this. 

Shared document 
summarising all topics 
shared across the main 

meetings and topics shared 
with PR24 focus group, 
‘Topics covered by CCG 

since January 2022’, and 
confirmed that Thames 

Water proactively shares 
materials ahead of each 

meeting. 
 

Also shared two examples of 
weekly media summaries 

shared with the CCG, ‘Media 
Summary 14 August – 18 
August 2023’ and ‘Media 
summary 3 January – 6 

January 2023’. 

This summary of topics 
covered is useful background 

for a reviewer, and also 
enabled us to choose two 

meetings at random to 
request materials from. This 

in turn allowed us to 
determine that the CCG are 
sufficiently informed ahead 

of meetings. 
 

The media summaries 
shared are clear and 

thorough examples of 
comparative information 
which allow the CCG to 

understand Thames Water’s 
actions and performance in 

its proper context. 

The CCG approvingly 
mentions in ‘CCG draft 

Report 21.03.23 v9’ that it 
has “support from TW’s 

stakeholder team” when it 
comes to keeping them 

informed. Savanta would 
like to understand what 

exactly this support amounts 
to and whether this 

arrangement is recognised 
by any kind of formal 

mechanism. 

Thames Water’s Stakeholder 
Relationship Engagement 

Manager shared examples of 
the documents proactively 

provided, which is what this 
support amounts to. 

 
Following Savanta’s request, 

shared all documents 
provided to the CCG ahead 

of the CCG meetings in April 
2022 and November 2022. 

These are included 
respectively, as ‘CCG 

meeting 21 April – 
documents’ and ‘CCG 3 

November 2022 – 
documents’. 

 
Also shared two examples of 

weekly media summaries 
shared with the CCG, ‘Media 

Summary 14 August – 18 
August 2023’ and ‘Media 

We now fully understand 
what is meant by ‘support 

from the stakeholder team’, 
and are satisfied that the 
materials provided are 

sufficient for the CCG to 
informedly challenge 

Thames Water across all 
areas in which customers 

care about. 
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summary 3 January – 6 
January 2023’ 

Include information within 
the CCG challenge log 

summary to explain how 
‘key’ challenges to be 

included in summary have 
been selected, make clear 

that this summary has been 
produced without Thames 

Water’s input, and 
supplement this log with an 

appendix exhaustively listing 
all challenges and responses. 

Shared ‘CCG action log – 
copy 29 August 2023’, a 
document detailing CCG 
actions and challenges 

during core CCG meetings, 
and mapping challenges 

across to ‘CCG challenge log 
29 August 2023’ 

 
Additionally, informed 
Savanta that the CCG 

challenges included in the 
draft CCG report are being 

cross-checked to ensure they 
include Thames Water 

responses 

The updated version of the 
challenge log summary 

clearly states that the CCG 
has authorial independence 
over this document. Given 
this, and the provision of a 
more exhaustive document, 

we no longer feel it is 
necessary to understand the 

rationale for which 
challenges were included in 
the summary document – as 
we have clear evidence that 

challenges were not 
selectively included to suit 

Thames Water.  
 

At Phase D, information was 
added to the CCG report to 

make clear that it is 
exhaustive of all challenges 

raised by the CCG.  

Provide information on the 
actions being taken 

following the expertise gaps 
identified in the CCG’s skills 

audit. 

Thames Water’s Stakeholder 
Relationship Engagement 

Manager confirmed to 
Savanta that CCG reserve 

the right to invite experts in 
necessary to attend specific 
meetings and support CCG. 

This is a clear response and 
we are satisfied that it 

amounts to reasonable steps 
to action the findings of the 

skills audit. 

Integrate a summary of the 
customer challenge from the 

CCG framed explicitly in 
terms of the five topics listed 

in Ofwat’s criterion for 
comprehensiveness (a. Bill 

impacts; b. Water and 
wastewater services; c. 
Customer services; d. 

Performance levels; and e. 
Significant investment), 
where these topics are 

covered, to supplement 
existing materials. This 

additional framing would 
aid clarity and better 

demonstrate that customer 
challenge is comprehensive 

according to the specific 
stipulations made by Ofwat. 

An updated version of the 
challenge log shared which 
signposts the topics which 
challenges sit under, ‘CCG 

challenge log 29 August 
2023’ 

The signposting of Ofwat’s 
topics is clear, and better 
enables a reviewer to see 

that there is good coverage 
of each of the five topics 

discussed across the 
materials that Thames 

Water has provided to us. 

Include written 
documentation confirming 

the formal mechanism 
mentioned to Savanta by 

Thames Water’s Stakeholder 
Relationship Engagement 

Manager confirmed to 
Savanta that how this rule 

We now have a clear 
understanding of how this 

process works. Since it is not 
a codified mechanism, it is 



 

  
Savanta  74 : Phase D report 

email on 27.07.23 (i.e. a rule 
that says the CCG receives 

relevant materials at least a 
week prior to meetings). 
Savanta would like to see 

how exactly this aligns with 
working patterns – are 

there, for instance, members 
of the CCG who only work 

fortnightly, who this formal 
mechanism might not serve 

effectively? 

works, including exceptions 
and the steps taken to 

mitigate the impact of this. 

not to be expected that 
written documentation can 

be provided. We are satisfied 
that the mechanism is 

appropriate, as is detailed 
further in the main body of 

the report. 

Include information on (1) 
typical response times to 

challenges, and (2) whether 
there is any kind of formal 
agreement on how quickly 
Thames Water responds to 

challenges. 

Materials not provided, but 
wider information about 
timeliness provided in an 
email by the Stakeholder 
Relationship Engagement 

Manager 

This recommendation was to 
aid our understanding of the 

working relationship 
between Thames Water and 

its CCG. Whilst this 
information has not been 
provided, we now have a 

clear understanding of this 
relationship and it is no 

longer required to 
supplement our knowledge. 

 
 


