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1. The Consumer Futures Unit (CFU), part of Citizens Advice Scotland, uses 
research and evidence to put consumers at the heart of policy and regulation in 
the energy, post and water sectors in Scotland. We work with government, 
regulators and business to put consumers first, designing policy and practice 
around their needs and aspirations.  
 

2. The Consumer Futures Unit is currently working on projects focused on: 

 increasing the voice of consumers in regulation; 

 using consumer principles to ensure that consumers are at the heart of 
regulation and service provision; 

 reviewing charging policy and affordability issues with industry stakeholders; 

 monitoring consumer protection within the non-domestic water consumers, 
with the emergence of alternative service provision models;   

 supporting the development of comprehensive policy for private water 
communities to ensure they have what they need to meet the minimum water 
quality standard; and 

 promoting effective community consultation and engagement. 
 

3. The Consumer Futures Unit holds regular bilateral meetings with Scottish Water, 
the Water Industry Commission for Scotland (“WICS”) and the Scottish 
Government, and works in partnership with all three bodies in a number of 
strategic areas. This includes working with Scottish Water to promote a consumer 
context around the development of policy and service delivery, which will promote 
better consumer outcomes and improve the consumer’s experience. 
 

4. We also worked jointly with Scottish Water and WICS to set up the second 
Customer Forum to increase consumer participation as part of the Strategic 
Review of Charges process for 2021-27. We continue to work closely with the 
Forum, supporting them to engage in the Strategic Review of Scottish Water. 
 

5. Other areas where we work closely include our joint work as members of Scottish 
Government and industry led working groups, such as the Scottish Government’s 
Output Monitoring Group, the Scottish Government’s Long Term Charging Group 
and as a member of the Scottish Government’s Hydro Nation Forum.  

Increasing the consumer’s voice in regulation 
 
6. The Consumer Futures Unit is working with industry stakeholders to review the 

Strategic Review of Charges process. We welcome the inclusive and open 
approach that WICS has taken to creating a more transparent and robust process 
that increases the role of customers in identifying priority work for the industry.  
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7. We believe that longer term planning is essential to ensure that the industry can 
adequately plan for and resource ongoing services to consumers by way of 
considering capital investment and maintenance priorities, and address 
challenging issues such as ageing infrastructure, population migration from west 
to east and levels of infrastructure resilience. In our work with industry 
stakeholders, it is clear that there is a need for a 50 year strategic view, but also 
a longer term investment objective, into which the price review process fits. 

 
Improving Community Consultation and Consumer Engagement 
 
8. The Consumer Futures Unit published a research report in February 20181 which 

highlighted that for consumers, Scotland’s water industry is largely silent and that 
there is very little opportunity for consumers to more meaningfully engage with it. 
Furthermore, it found that consumers would like to be more engaged by the water 
industry in issues affecting their communities. We are also aware that there are a 
number of communities that have been unhappy with the level of consultation 
and engagement they have received from Scottish Water such as Ardersier 
related to the delivery of wastewater improvements, and Strathspey and East 
Ayrshire over the introduction of chloramination, and we believe that this needs to 
improve. 

 
9. The Consumer Futures Unit has called upon Scottish Water to review and 

improve its engagement and consultation practices with communities. We believe 
that this will support the development of more empowered and resilient 
communities, involve them in decision-making and more clearly demonstrate 
where community feedback has influenced what Scottish Water has delivered. 
We are very pleased that Scottish Water has responded very positively to the 
recommendations set out within the report and as a result, we plan to  work with 
the company to review its strategic community engagement framework, which will 
include earlier engagement with communities, and a redrafting and updating of its 
Consultation Code.  

 
10. As part of the Strategic Projections consultation process, we have challenged 

Scottish Water to adopt a more aspirational view of how it relates to consumers. 
This requires the organisation moving towards viewing communities and 
individuals as ‘partners’ or stakeholders, rather than just users of services. We 
believe that more inclusive and improved engagement between Scottish Water 
and consumers will not only strengthen the consumer voice, but also help to 
inform consumers and address issues associated with their use of public 
wastewater services, such as sewer flooding. Such engagement could have 
positive impacts on our environment, for example reducing the sewerage debris 
found on beaches.  
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