SES Water
Customer Scrutiny Panel (CSP)
Tuesday 28 April 2020
Via Microsoft Teams Video link

As this was a shortened meeting, due to Covid-19 restrictions, via video link, it was agreed to just
keep a short note of content and actions, rather than a set of formal minutes.

Present: Graham Hanson (Chair) (GH)
Simon Bland - Reigate and Banstead Borough Council (Deputy Chair) (SB)
Helen Moulsley - Independent (HM)
Karen Gibbs - Consumer Council for Water (KG)
Alison Thompson - Independent (AT)
Tom Perry - Environment Agency (TP)
Martin Hurst - Independent (MH)
Amy England — Independent (AE)
Jaime Ali — Independent (JA)
Chris Hoskins — Independent (CH)

lan Cain — SES Water Chief Executive Officer (IC)

Paul Kerr — SES Water Chief Financial Officer (PK)

Dan Lamb — SES Water Head of Retail Services (DL)

Cat Holland — SES Water Head of Communications (CaH)

There was a short pre-meeting of the non-SES Water CSP members, and then the agenda
was:
e  Short opening comments from new CEO lan Cain (IC)
e Full year and overall 2015 — 2020 performance review
e Company update on COVID-19
o Impact and incident response
o Affordability support measures
o Vulnerable customers
o Community support
o Industry alignment
e Customer Transformation programme update

Chair Graham Hanson (GH) welcomed IC to his first CSP meeting since joining, and also
welcomed Amy England as a new addition to the CSP. IC gave a short outline of his
background, approach and views on improving customer focus, his hopes for the business,
plus his appreciation of the role and efforts of the CSP.

The input from SES Water on performance and Covid-19 is as per the slides below.

Performance

Key areas of concern flagged were bad debt, C-MeX and complaints. The CSP also noted
that per capita consumption (PCC) was more than target, although better than last year, but
remained a big challenge going forward.

Bad debt: CFO Paul Kerr (PK) explained that SES Water had identified an issue in applying
an incorrect methodology, which has created a significantly worse bad debt performance. A
major effort was in progress to recover the position, but this is impeded due to Covid-19.



SES Water accept the need to still target 1% of total revenue but unlikely to achieve that
over the next few years.

SES Water explained that although water quality performance was below target, a key driver
of this was the ongoing issue of lead in the consumer owned portion of pipes.

Customer service and transformation

CSP flagged that C-MeX (as a follow on from the Service Incentive Mechanism) remains
disappointing even after years of focus. CSP asked for clarification on the short term
priorities to achieve a change, plus how the CSP can see better sub level of info to better
understand short-term progress, and what evidence there was from root cause analysis.

There was discussion on the progress of the Transformation programme, which is impacted
by the restrictions of Covid-19. CSP agreed there was a need for a more in-depth review and
discussion, to understand better about status and plans.

Covid - 19

CSP were grateful for the detailed update on the actions SES Water is taking, and how
Covid was having a significant impact on the company internally and with customers. In
particular it was noted that, due to lockdown, consumer usage was +15-20% on average
expected levels but offset by lower non household usage — but also that non-household was
an issue re bad debt impact and lower revenue for retailers.

At the end of the plenary meeting GH discussed the ongoing work within the CSP to review
the role and focus of the CSP now that PR19 is completed, and also due to the need to align
appropriately with the newly formed Environmental Scrutiny Panel. One component of these
discussions was considering how the CSP might assist SES Water in developing a social
purpose approach for the Company. Following the close of the plenary session, there was a
private meeting of the CSP to follow up on these.
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Covid-19
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Within the context of what are unquestionably unprecedented times, we have followed a
particular course from the outset, all actions being guided by a range of key principles.

« The health of our employees and
customers is our first priority
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