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TIMELINE

Timeline of CCG Involvement in PR19 Customer Engagement Programme



2015
November – CCG received paper on customer engagement plans.

2016
February - new Chair appointed.
March 21st - CCG meeting reviewed lessons from PR14 and received presentation on proposed engagement plan for PR19.
May 20th - CCG meeting attended by Dŵr Cymru CEO.
Key focus on contributing to shaping the brief for Phase 1 of the customer engagement research, with workshop on topics for research/engagement, methods, and groups to target.
June - Dŵr Cymru Research Framework partners procured: Accent, Blue Marble and DJS.
June 21st - CCG Chair business breakfast with non-household customers.
July 14th - CCG Meeting attended by Dŵr Cymru research framework partners. 
Agreed topics for Phase 1 – Preferences; Performance Measures; Willingness to Pay. 
Agreed topics for Phase 2 – Environment vs Cost; Resource Management; Quick Fix vs Sustainability Target Groups:-
· Engage with a wide range of stakeholders and customer profiles
· Ensure that views gathered are representative and ensure that the views of ‘hard to reach’ and vulnerable customers are heard.
· Complete work to define ‘hard to reach’ and vulnerable customers and segment the customer base to be ‘representative’. 
Workshop should be arranged in Phase 1 to support vulnerable customer work 
August 2nd - CCG circulated for feedback on material for ‘Overarching Customer Priorities’ research. 
August 12th - ‘Overarching Customer Priorities’ research re-drafted following comments and re-circulated. 
August 18th - Material circulated to CCG for Resilience research.
September 1st - CCG Chair introduction and CCG update at Dŵr Cymru Board meeting.
September 19th - Vulnerable Customer Workshop with CCG members
Vulnerable customers defined in 4 areas of vulnerability with input from Legal & General:
· Crisis - customers calling due to an emergency e.g. insurance claims, death in the family.
· Capability - customers who will need extra support e.g. dementia or stoke patients.
· Connectivity - e.g. customers who don’t have access to the internet.
· Circumstance - where we have caused a customer to become vulnerable through an operational issue e.g. flooded their home. 
September 22nd - CCG Meeting 
Feedback provided on Qualitative WTP focus groups; Results of Customer Priorities Research, Performance Measures Research and Resilience Research presented; Customer Services research materials circulated for review to CCG members. 
September 28th - CCG Chair presentation to Dŵr Cymru Leadership conference.
October 12th - letter to Dŵr Cymru CEO from CCG Chair summarising feedback from CCG meetings and from Board discussion and Leadership conference.
October 16th - Presentation and discussion on PR19 plans to Independent Environmental Advisory Group (IEAP).
October 31st - CCG Meeting 
Environment, Customer service and Deep Dives, and Water Resource Management Plan research proposals were discussed and commented on before launching the research. Updates on customer sentiment map and satisfaction app. 
Cathryn Ross, CEO Ofwat attended afternoon session.
November 15th - CCG feedback on PR19 latest versions of the WTP mainstage household questionnaires.
November 23rd - CCG Chair visit to RainScape project in Llanelli.
November 24th - Welsh Government PR19 Forum.
November 25th - Summary of CCG responses to WRMP research.
November 27th - CCG Chair meeting with Dŵr Cymru CEO.
December 7th - Stronger Together cross utility conference on vulnerable customers developed with CCG chaired by CCG Chair.
December 19th - CCG and IEAP member comments provided on the Environment research.

2017
January 5th - WTP mainstage pilot study completed.
January 12th - Ken Willis peer review received for Pilot study.  
PwC contracted to work with Dŵr Cymru to formally track and evidence the narrative required for triangulation.
January 24th - Deep Dive (worst served customer) research material circulated to CCG.
February 9th - CCG Meeting 
Welsh Water2050 research discussed and commented on- full details of consultation to be discussed in April meeting; WTP mainstage pilot report circulated before meeting and CCG agreed to approve the revised PR19 processes as set out.
February 27th - Presentation and discussion with IEAP on preliminary environmental results from customer research.
March 3rd - WRMP WTP design circulated to CCG members for comment. 
March 27th  - CCG Meeting 
Phase 1 Research Outcomes:  WRMP Qual report and update on Quant, Environment, Customer Services & Deep Dives; Framework for customer engagement and triangulation; PR19 Measures of Success; Welsh Water Customer Feedback App. 
Triangulation principles presented and accepted a sound basis for further work by CCG members. New research framework introduced and phases re-defined. Projects under Phases 1 and 2 as shown previously now align as below:
· Phase 1 - Attitudes and preferences
Preferences; Performance Measures; Environment vs Cost; Resource Management; Quick Fix vs Sustainability Target Groups; Resilience. 
· Phase 2 - Key Priorities and trade-offs; Willingness to Pay.
· Phase 3 - Plan acceptability.
April 4th - CCG approval to move from WTP Pilot to Mainstage. 
April 24th - CCG Meeting 
Dimitrios Xenias, Cardiff University and CCG member, commissioned to produce an assurance review on customer research for CCG; Presentation & feedback on Welsh Water 2050 consultation document; Plans for qualitative 2050 research discussed.
April 19th - Discussion with IEAP on results of Welsh Water 2050.
April 25th - Material circulated for Water 2050 Qualitative consultation.
May 2nd – Welsh Water 2050 plan consultation conference involving CCG.
5th May – CCG Chair presentation of CCG report to Dŵr Cymru Board including strategic challenges.
May 11th - WRMP WTP questionnaire circulated to Chair, CC Water and NRW for comment.
May 18th - Blueprint for Water Wales launched by Wales Environment Network (member of CCG).
June 21st - Breakfast meeting with Developers chaired by CCG Chair.
June 21st - CCG Meeting 
Attended by Dŵr Cymru CEO; update on summer consultation and establishing the online community; Triangulation report and feedback.
July 20th - CCG Chair presentation to Water Health Partnership conference.
July 20th -  IEAP update on PR19 process.
July 21st -  Welsh Government PR19 Forum.
August 3rd - Meeting between Dŵr Cymru CEO and CCG Chair.
August 10th - Material circulated to CCG members for research on bills and affordability research.
August 17th - email to CCG Chair from Daniel Davies (Dŵr Cymru) on amendments following feedback.
September 1st - Cynnal Cymru – Sustain Wales appointed by Chair as independent secretariat to CCG.
September 7th - CCG Chair update and CCG PR19 strategic challenge framework presentation to Dŵr Cymru Board.
September 12th - CCG feedback requested on Performance Targets Qualitative survey. 
September 14th - CCG meeting
Feedback of results of Welsh Water 2050 Qualitative research, Welsh Water 2050 summer consultation, WRMP Quantitative research findings, Main WTP results, Qualitative stage of the Measures of Success Performance Targets research. 
September 21st - CCG Chair presentation to Dŵr Cymru Leadership conference.
September 28th - Chair meeting with Welsh Government Cabinet Secretary on PR19 process.
October 11th - CCG chair attends Dŵr Cymru Youth Panel.
October 23rd - Discussion with IEAP on the results of the ‘Have Your Say’ consultation.
November 9th - Rhondda Fach (Water Resilient Community) project pilot initiation workshop. 
November 16th - CCG meeting
Attended by Jo Kenrick Dŵr Cymru Board member; feedback on 2050 consultation responses; first review of proposed Measures of success and initial targets; Presentation and feedback on Bills research; Private CCG session.
November 28th - letter to Daniel Davies (Dŵr Cymru) from CCG Chair summarising key points. 
December 7th - Response from Daniel Davies to CCG letter. 
2018
January 25th - IEAP PR19 update and NEP agenda item.
February 7th - letter from Dŵr Cymru CEO and company response to 2017 CCG reports to Board.
February 7th - CCG Meeting 
Attended by Dŵr Cymru CEO and Menna Richards Board member. 
Review of Ofwat methodology guidance; Proposal for Social Tariff research discussed and engagement on acceptability of the business plan using a two phased approach of Options testing and final acceptability. Measures of Success update; WRMP presentation.
Private session Introduction of Trello system for managing information flow and recording input of CCG.
February 9th - Feedback on Social Tariff Qualitative topic guide. 
February 12th - Bilateral between CCG Chair and NRW Board lead/senior staff on NEP plans.
February 13th - Company review with Ofwat on customer engagement with CCG Chair.
February 18th - letter to Daniel Davies (Dŵr Cymru) from CCG chair summarising key points raised.
February 19th - Questionnaire for Social Tariff research circulated. 
March 4th - CCG meeting 
Cancelled due to Storm Emma: impacted on CCG contribution to design of options testing research.
March 8th - response to CCG chair letter from Daniel Davies (Dŵr Cymru).
March 9th - CCG meeting with Welsh Government PR19 Forum
Acceptability research Options testing material circulated for comment. 
12th March - CCG Chair letter to Daniel Davies following 9th March meeting.
March 14th - CCG Chair presentation at launch of Welsh Water 2050.
March 21st - CCG meeting
Bill research and proposals for Bill structure presented; Measures of Success and target setting workshop.
March 22nd - CCG meeting 
ODI research and proposed approach; draft strategy for customers in vulnerable circumstances; private meeting.
April 19th - CCG Chair presentation to Dŵr Cymru Innovation conference.
April 19th - CCG Private Meeting
Update from NRW on NEP; reviews of measures of success and targets; response to bill options testing; discussion and sign off of commissioned research on customer engagement.
April 25th - CCG chair letters to Alun Shurmer (Dŵr Cymru) requesting response to how the company has responded to the CCG PR19 strategic challenges; summarising key points raised at CCG meeting.
May 10th - CCG Chair meeting with Welsh Government Environment Minister to review PR19 process.
May 16th - CCG Meeting 
Review of customer engagement results for PR19; discussion on results of options testing; further reviews of measures of success/targets; acceptability research Phase 2 material circulated.
May 21st - email to Daniel Davies summarising points from the May 16th meeting.
May 23rd - CCG Chair letter to Dŵr Cymru Chair in advance of Board meeting.
June 4th - CCG private conference call – input to Board presentation and discussion on process for producing PR19 CCG report.
June 6th - CCG Chair verbal update to Dŵr Cymru Board meeting.
June 12th - Company summary of alignment of Pr19 process to CCG strategic challenges.
June 13th - Letter from Dŵr Cymru Chair to CCG following up on Board discussion.
July 5th - CCG Chair presentation to Dŵr Cymru Board on PR19 key messages.
July 9th - CCG Meeting 
Acceptability research; ODI proposals; Social Tariff plans; review of MOS v actual performance levels; Financial resilience. Professor Tom Crick Dŵr Cymru Board member in attendance.
July 10th - Dŵr Cymru response to CCG vulnerability report.
July 11th - Chair / NRW Board meeting re National Environment Programme.
July 12th - Circulation of full Acceptability report & Comparison with PR14.
July 13th - Dŵr Cymru response on CCG MoS commentary; Dŵr Cymru updates summary of MoS and linked ODIs circulated.
July 16th - Dŵr Cymru response to CCG customer engagement assurance report.
July 17th - Welsh Government PR19 Forum – draft business plan presentation.
July 19th - IEAP meeting.
August 14th - CCG Final meeting (CCG members only).
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