
 

 

 

 

Terms of Reference for the Customer Scrutiny Panel 
 

1. Introduction  
 
These Terms of Reference have been developed collaboratively by SES Water’s Customer Scrutiny Panel (CSP) and SES Water (SESW). 
They were last reviewed and updated in April 2022. 
 
2. Role and Objectives 
 
SESW’s Customer Scrutiny Panel is an independent group whose goal is to drive continuous improvement in the experience of SESW’s 
customers, in line with the company’s vision to be to be an outstanding water company that delivers service excellence. 
 
The CSP has five main objectives: 
 
1. To constructively challenge the executive leadership and management and the board of SESW to deliver outstanding customer experience. 
 
This will include reflecting the concerns of customers and stakeholders and providing an independent perspective on best practice, drawing on 
insights from other companies and industries that the company might not be aware of. 
 
2. To specifically scrutinise company performance against agreed business objectives (eg Price Review performance commitments). 
 
3. To scrutinise the quality and breadth of customer and stakeholder research, engagement and insight, and the extent to which this is driving 
decision-making. 
 
4. To carry out any specific assurance or other functions requested by Ofwat, the Consumer Council for Water, Defra or any other regulator or 
statutory body. 
 
5. To work in partnership with SESW’s Environmental Scrutiny Panel (ESP), with which it has equal standing, to ensure that customer and 
environmental issues are scrutinised in an holistic and strategic manner 
 
The CSP will also challenge Ofwat and other stakeholders as appropriate. 
 



 

3 Reporting  
 
The CSP will produce an annual report on the company’s performance, which will be published on SESW’s website. 
 
The independent chair will meet monthly with the chief executive of SESW, twice a year with the chair of the board and the lead non-executive 
director for customer experience and attend at least one board meeting each year. 
 
The independent chair will also attend meetings of the ESP, and the independent chair of the ESP will attend CSP meetings. 
 
Minutes of CSP meetings will be published on the company’s website, together with any reports produced by the CSP. 
 
The CSP will report to Ofwat and other stakeholders as appropriate. 
 
4 Membership 
 
The CSP does not seek to be representative of the entire community of customers and stakeholders but aims to be sufficiently connected to 
customers and other stakeholders to be able to deliver its objectives. It will include a balance of stakeholder members (selected for their subject 
matter expertise and the expertise of their organisations, not as delegates on behalf of those organisations) and individual customer members 
(selected for their expertise as customer advocates or other specialist knowledge). 
 
The chair will be independent and not aligned with any particular organisations or groups of customers.  
 
 
The panel will normally have a maximum of 12 full members in addition to the Chair, plus ex-officio members from the Consumer Council for 
Water and the Environment Agency. It will also have the power to co-opt additional members to ensure its effectiveness. Appointments will be 
for three years, and individuals may re-apply. 
 
Members could be drawn from: 
 

• local authorities such as Reigate & Banstead Borough Council, the London Borough of Sutton, other local authorities (e.g. Tandridge, Mole 
Valley) and parish councils  

• consumer groups such as Citizens Advice  

• charities such as Age UK, StepChange, Mind, RNIB, Action on Hearing Loss, Alzheimer’ Society etc 

• residents’ groups 

• future customers may be represented by a university student or other young person with no current responsibility for paying water bills. 



 

 
Members will be remunerated at the rate of £200 per meeting attended and will also be entitled to claim reasonable travel expenses. 
 
5 Meetings and Conduct of Business 
 
The CSP will meet at approximately three-month intervals at company premises. 
Meetings will be timed to follow promptly the production of KPI reports, which are due at the end of March, June, September and December 
each year. 
 
Meetings will be convened through SESW by the chair after consultation with the chief executive. 
 
SESW will provide a suitably qualified member of staff to provide secretariat support to the panel and support as necessary to fulfil the Terms of 
Reference. 
 
The quorum will be one third of full members plus the chair. 
 
The agenda for each meeting will, at a minimum, cover reports on: 
 

• customer tracking surveys 

• implementation and progress with the company’s business plan 

• actual performance compared to performance commitments  

• CSP related updates and expectations on the latest price review process, including early/timely sight of the company’s customer research 
proposals, materials, and results. 
 
The CSP secretariat will maintain a challenge log which will record both the challenge made and the Company’s response, and an action log 
tracking agreed actions. 
 
Members of the CSP will also ensure that any relevant interests are disclosed ahead of panel meetings and recorded on the CSP’s declaration 
of interests register. 
 
Minutes of meetings will be available on the Company’s website. 
 
The CSP may establish task-and-finish groups to address specific issues, or sub-groups to look in more depth at issues such as engagement, 
affordability and vulnerability, and performance commitments.  

 



 

Members must not use or disclose confidential information either during or after their term of membership except in 
pursuance of their duties. 
 
 
6 Relationships 
 
The chief executive will attend at least two meetings of the CSP each year, and a member of the senior leadership team will be present at all 
CSP meetings.   
 
A non-executive director will attend CSP meetings at least once each year. 
 
The CSP chair will attend an SESW board meeting at least once each year. 
 
The chief executive will report to Board meetings about the activities of the CSP. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

Allocation of PCs for prime review in CSP & ESP meetings 

 

NB: both CSP & ESP will see and be able to challenge all PCs . 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Allocation of Water UK Public Interest Commitments for prime review in CSP & ESP meetings 

 

NB: both CSP & ESP will see and be able to challenge all PICs. 

 

 
 

 

 


