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Welcome
Andy Clowes,

Head of Customer 

Experience and Strategy



A message from our CEO, David Hinton

INSERT VIDEO – day one, affordability



Introduction
Jane Crisp,

Vulnerability Strategy 

Manager



Agenda

10.10   Covid19 – how we adapted 

10.22 Our Vulnerability Strategy and 

affordability update

10.42   Steph Littlefield and Nav Singh,

Job centre Plus (DWP) 

10.52 Lee Appleyard, MPS

11.10 Break out rooms

11.25   Short break

11.30 Discussion

11.48 Closing quiz and charity donation

11.57 Closing words



6



How we adapted to the new normal



Rose video here  
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Responding to the 
pressures of Covid-19
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southeastwater.co.uk/priority



Responding to the challenges of Covid-19

Stakeholder 

updates

Changing team 

procedures

Promotion of 

affordability 

support and tariffs

Promotion of our Priority 

Services Register

Re-assuring 

customer emails

Changing team 

procedures

Maintaining our 

services

Protecting our 

teams



Maintaining services for customers

Maintaining 

communication

• Slight service reduction for 

1 week period with 

customers call wait slightly 

over 30 seconds

• Asked customers to contact 

digitally where possible

• Issues 1.5m emails to 

customers promoting PSR

• 50% uplift of customers on 

PSR

• 99% Customer Services 

team working remotely

Technician &

field visits 

• Prior to lockdown 

introduced triage by phone 

to establish risk and 

necessity to enter property

• All non-essential visits 

ceased during lockdown

• Meter reading for external 

meters continued

• Maintained essential 

leakage repairs

• Worked with local 

highways departments to 

ensure that our essential 

work was understood 

along with wide scale 

social media campaign

Wholesale 

service provision

• Non-household retail market -

three month payment break for 

retailer 

• Demand management



Maintaining staff wellbeing

INSERT MARGARET VIDEO



How are you 

supporting staff 

and service users 

during the 

pandemic?



Accessible Affordable

Supportive

Vulnerability  Strategy Re-Cap



1515

1. Vulnerability Strategy Team  

2. Partnerships 

3. Horizon scanning/Insight Hub

4. Performance 








Vulnerability strategy update
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How we know our strategy is working 
Measure Performance Commitment by 

2024/2025

2020/21

End of 

Year 

Target

Year to Date 

Status 

Status to FD 

Target

Satisfaction of household customer who are experiencing 

payment difficulties 

4.5 out of 5 4.2 4.4 +0.2

Satisfaction of household customers who are receiving 

non-financial  support 

4.5 out of 5 4.1 4.3 +0.2

Satisfaction of our customers that are on our vulnerability 

schemes during a supply interruption 

4.6 our of 5 4.2 4.2 0.0

Household customers receiving financial support 75,000 47,000 40,144 - 6856

Household customers receiving non-financial support 110,000 3.2% 23,175 (2.4%) - 0 8%

Satisfaction of stakeholders in relation to assistance 

schemes offered by South East Water 

4.0 3.6 Annual

Checking data for customers receiving non financial 

support 

Attempted contacts by 2025 - 90% 45% 18% -27%

Checking data for customers receiving non financial 

support 

Actual contacts by 2025 – 50% 17.5% 14 % -3.5%



Call volumes up 

Visits to 
webpage 

payment support 
up

Water Direct 
Payment Down 

What we are seeing 



What we have seen in the industry 

900,000 families across 

UK getting help with their 

water bills (2020)

This figure is set to rise to 

1.5m over the next few 

years 

80,000 households took 

payment breaks 

In 2008 4% struggled to 

pay their water bill 

Last year this rose to 

17%

Only 9% approached 

their water company  

That 17% are those we 

know about it - does not 

take into account those 

who are Just About 

Managing 



What changes have 

you seen since the 

start of the 

pandemic and how 

are service users 

reaching out to you?



Update from DWP on 

Covid-19 Impact and 

Response in 

Canterbury and Dover

Steph Littlefield and Nav Singh, November 2020



Scale of the challenge

• Massive Increase in Universal Credit (UC) Claims at 

beginning of lockdown

• Also saw an increase in New Style Benefits claimed 

as a result of redundancies and people claiming with 

existing savings or partners in work and earning more 

than UC threshold

• Challenges due to lockdown and social distancing 

have led to large scale innovation and change on how 

we operate



Our response

• Changed legislation, processes and buildings

• Recruited and redeployed colleagues

• Increased flexible IT packages

• Introduced a wealth of new support for young people, 

people newly unemployed, people unemployed more 

than 12 weeks, more than 6 months and self-

employed people

• Stepped up Partnership working



What you can do to help

We asked our Work Coaches what they thought joint 

partners could do to help:

• Energy Companies

• Housing Associations

• Local Authorities

• Charities and Third Sector Organisations



Examples from other organisations 

• Partnership working between DWP and Local Authorities to 

help Young People and potentially Homeless/ Temporarily 

Housed People

• Housing Associations funding Job Clubs and a Dover Pantry 

with wraparound support

• Employers volunteering time to host mentoring circles with 

DWP for young people

• Employers utilising funding through the Plan for Jobs such as 

Kickstart

• Innovative thinking around delivery of new support such as Re-

Entry Anxiety Programme



The Money and Pensions 
Service

Everyone making the most of their 
money and pensions

Lee Appleyard, South East Region Manager

3 November, 2020



Money and Pensions Service

• In January 2019, following the Financial Guidance and Claims Act 2018, the Money Advice Service, 
Pension Wise and the Pensions Advisory Service became part of a new single financial guidance body.

• Since April 2019, we have been known as the Money and Pensions Service (MaPS).

• MaPS brings together the strategic direction and delivery of debt advice, money guidance and 
pensions guidance to help people make effective financial decisions throughout their lives.

Money and Pensions Service

26

Public facing services

Stakeholder delivery and 
engagement



Money and Pensions Service

The Money and Pensions Service

• We are an executive non-departmental public body, sponsored by the Department for Work and Pensions
with additional policy direction from HM Treasury

• Our funding comes from the Financial Conduct Authority (FCA), from the levy it collects from financial 
services firms, levies under the Pension Schemes Act for pensions guidance and for debt advice, from financial 
services creditor organisations through the FCA

• We cover the UK as a whole and have employees based across England, Scotland, Wales and Northern Ireland

Tuesday, 03 November 2020

Financial Guidance

and Claims Act



Money and Pensions Service

Money and Pensions Service

We have five core functions:

1. Pensions guidance - to provide information to the public on matters relating to workplace and 
personal pensions.

2. Money guidance - to provide information designed to enhance people's understanding and 
knowledge of financial matters and day-to-day money management skills.

3. Debt advice - to provide people in England with information and advice on debt.

4. Consumer protection - enabling MaPS to work with Government and the Financial Conduct 
Authority (FCA) in protecting consumers.

5. Strategy - work with the financial services industry, devolved authorities and the public and 
voluntary sectors to develop a national strategy to improve people's financial capability, help 
them manage debt and provide financial education for children and young people.

Tuesday, 03 November 
2020



Money and Pensions Service

What is the UK Strategy for Financial Wellbeing?

UK Strategy for Financial Wellbeing 29

Covid-19 response



Money and Pensions Service 30



Money and Pensions Service 31



Money and Pensions Service 32

South East England

• Areas where jobs are at risk of redundancy due to 
Covid-19



Money and Pensions Service 33

South East England

• Areas with a large proportion of people who 
are self employed



Money and Pensions Service

Covid and your money – support

• Money Navigator Tool and 
Coronavirus Money Guidance hub

• Money Adviser Network

• Increasing debt advice capacity in 
England

• Debt advice locator tool

Tuesday, 03 November 2020



Money and Pensions Service

Covid and your money – free support



Money and Pensions Service



Money and Pensions Service

Money Adviser Network

How does this fit with existing referral or funding arrangements?
• Not a replacement for existing arrangements

• Aimed to compliment and run alongside existing arrangements or 
ringfenced teams

• Opportunity to prioritise F2F for those who need it most

A National Virtual Contact Centre for Debt Advice 
• A single point of referral for creditor partners

• Realtime capacity optimisation routing referrals to next available 
adviser reducing wait times

• Shared infrastructure for the debt advice sector



Money and Pensions Service

Creditor agent reads script for obtaining consent,
and determines the customer’s preferred channel option….

Referral to 
Online debt self-help tool

Immediate call-back from a
Debt Advice Agency

Scheduled call-back from a
Debt Advice Agency

During a discussion between the Creditor and the Customer, the 
customer is identified as requiring Personal Debt Advice

Is the customer able 
to communicate by 

telephone?

Customer engaged with Debt Advice Agency

Creditor agent completes the Web-Form with Customer details and preferred channel, informs the customer of 
the next steps (see following slides), and then completes the call with the customer and hangs-up before

submitting the Web-Form

Money Adviser Network - Creditor Debt Advice 
Referral Process



Money and Pensions Service 39



The Standard Financial Statement (SFS)

40

A single format financial statement for use by advice agencies and 
creditors, replacing the other existing formats in use

A single set of common fixed and flexible expenditure categories

One set of spending guidelines (or trigger figures)

A savings category to build financial resilience

Developed in collaboration with major advice providers, creditors, trade 
bodies and others

Clarity for clients in prioritising existing debts 



Money and Pensions Service

Creditor resources for debt advice collaboration

Captures best practice examples of creditor and debt 
advice agency partnership working.

Operational guides or toolkit – offers creditors some 
practical solutions for themes in consumer agency 
campaigns.

Case studies – shining a light on creditors that take a 
progressive approach to working with advice agencies.

Future-proof – can be updated when processes  and 
technology change.

Ground-breaking – unique and paving the way for 
bespoke resources for utilities, housing, government



Money and Pensions Service

Help is at hand – Money Worries
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Debt Advice Locator tool – single entry point to find national and local free debt advice.   Web based, 
national telephone services, local contact and face to face 



Money and Pensions Service

Help is at hand – Money Worries

43

Additional access route through the Money Advice Service 
contact centre (support and also hot key transfer 
arrangements with leading agencies).
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Help is at hand - for your customers, residents, employees

Moneyadviceservice.org.uk



Money and Pensions Service

Working together in partnership

45

• The National Strategy for Financial Wellbeing, 
the England Delivery Plan, South East Delivery 
Plan

• Money Adviser Network, SFS, Creditor Toolkit

• C-19 recovery

• Supporting your customers, employees, 
residents, clients, constituents

Lee.Appleyard@MaPS.org.uk



Any 

questions?



Time to break out

Rooms:

Winter campaign

Drought planning

Responsible business



Welcome back

Grab a quick drink. 

We’re re-starting at

11.30 for the 

discussion. 



Today you told us

• 70% of you have seen a change 

in the profile of people seeking 

support

• Of the people coming to you for 

financial support you have told us:

• Furlough 62%

• Self-employed 57%

• Redundancy 48%

• Medical social prescribing made 

up just 5% of referrals to you

49
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Discussion time



Closing quiz
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Thank you

corporate.southeastwater.co.uk/vulnerabilityweek


