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Improving collections &
consumer engagement

The only dedicated event for credit, debt, billing and collections
professionals within the electricity, gas, and water sectors
Expert speakers include:

Meghna Tewari
Head of retail
market policy
Ofgem

Dan Walker-Nolan
Principal of
strategy and policy
Ofwat

Understand UK policies
and regulations and find
a way to a more effective
debt management

Chris Harris
Head of regulation
Npower

Peter Jackson
Chief data officer
Southern Water

Optimise innovation
and technology to predict,
prevent and collect debt

BOOK NOW uw-event.co.uk/debt
Supported by

Claire Aynsley
Head of regulatory
compliance &
standards
Credit Services
Association

Matthew
Lashbrook
Head of debt and
credit control
Green Network
Energy

Collaborate with the
3rd and public sector
to address consumer
vulnerability
@utilityweek
#consumerdebt

Agenda

consumer debt
conference

(subject to change)

08:45 Registration, refreshments and networking

There has never been a more crucial time for
the utility sector to collaborate, create strong
partnerships with customers and collection
agencies alike to build trust and protect vulnerable
customers.
Amid economic uncertainty and rising costs for
day-to-day essentials, the average household is
seeing an increase in its debt-to-income ratio.
How can the utility sector better identify vulnerable
customers, work in partnership with them,
strategically engage third parties and improve
collections? What new opportunities do Big Data
and digitalisation create for companies looking for
innovative solutions to common challenges?
In an industry that cannot be impervious to new
technology and evolving customer demands, the 11th
annual Utility Week Consumer Debt Conference
brings together forward-thinking leaders across the
utility sector to answer these questions and more.
It has established itself as the main source of
knowledge exchange for credit, debt, billing,
collections and customer services professionals
within the electricity, gas, and water sectors.
Join us for innovative topics, leading speakers,
lively discussions and debates, and collaborative
workshops to address the role of data and
innovation, regulation and policies, and best
practices from within and outside the industry to
respond to the most pressing trends and issues
surrounding consumer debt.

09:20 Introduction from conference chair
Philip King, Chief executive,
Chartered Institute of Credit Management

ELIMINATING BAD DEBT: ROLE OF
REGULATION & INDUSTRY
09:30 Live interview: tackling bad debt while planning for the
future
In conversation with Lois Vallely, Features editor, Utility Week
• Improving customer service and resilience while reducing
costs and making bills more affordable – Is it realistic?  
• New approaches to assessing appropriate pricing models  
• Exploring the findings from Ofgem and Ofwat’s reports –
what they mean for the industry
Meghna Tewari, Head of retail market policy, Ofgem
Dan Walker-Nolan, Principal of strategy and policy, Ofwat
10:00 What you need to know about consumer debt in energy
• What is the best policy approach to managing consumer
data?
• How affordable energy and consumer debt are changing –
what this means for you
• How to take a joined-up approach: the role of public-private
sector partnerships
Chris Harris, Head of regulation, Npower
10:20 Understanding what really matters to consumers
• Why business plans must address customer priorities
• How to help customers believe they are receiving value for
money and regain their trust
• Taking reasonable steps to ascertain a customer’s ability to
pay
John French, Chief executive, The Consumer Council
10:40 Group panel questions and discussion
10:55 Refreshments, networking and exhibition

Suzanne Heneghan
Acting editor
Utility Week

IMPROVING RISK MANAGEMENT
& INCREASING COLLECTIONS

Who attends?
Utility company directors, heads, and managers
responsible for:
● Consumer debt and debt
● Customer services /
recovery
relations
● Collections / domestic
● Vulnerable customers
● Risk management
collections
● Billing
● Business performance
● Payment
● Smart metering
● Revenue assurance
● Churn management /
● Credit control, support and
loyalty
● Fraud
strategy
● Consumer affairs
In addition to regulators, consumer bodies, credit and
collections agencies and solution providers within the
electricity, gas and water sectors.

11:25 How to achieve real value for the business while
simultaneously improving customer service
• Maintaining the highest possible standards and creating
best practice guidance
• Assessing affordability as standard to minimise risk  
• Leading by example – how robust learning and development
programmes can help to increase collections
Claire Aynsley, Head of regulatory compliance & standards,
Credit Services Association

uw-event.co.uk/debt

Stay up to date with utility insight that directly affects your business at www.utilityweek.co.uk

11:45 How Thames Water executes its collections strategy using
customer segmentation
• Why we are embracing an omni-challenge approach to
customer contact in collections
• How we are implementing tailored treatment strategies
• Impact on our collections and customer relationships
Ross Betts, Collections strategy & segmentation manager,
Thames Water
12:05

Optimising collections strategies to prevent bad debt
• Why a joined-up approach across the business is essential
to the prevention of debt
• Understanding affordability issues and their impact on the
business
• Making sure we know our customer
Matthew Lashbrook, Head of debt and credit control,
Green Network Energy

12:25 Group panel questions and discussion
12:40 Buffet lunch, networking and exhibition

INNOVATION, DATA & DEBT: CREATING
A NEW CUSTOMER JOURNEY
13:40 Building a data team to improve customer insight and
experience
• It’s not all about technology or digital (the insights are in the
data)
• Building a team of data professionals to deliver an improved
customer experience
• Case study: Southern Water’s data transformation journey
Peter Jackson, Chief data officer, Southern Water
14:00 Visit uw-event.co.uk/debt for more details

ROTATING ROUNDTABLES
& MINI DESIGN SPRINT

new
for
2019!

15:20-16:20
These new interactive sessions will enable you to immerse yourself in
open debate and dialogue around the most pressing challenges facing
consumer debt professionals. Choose from our rotating roundtable
formats or the mini design sprint for a deep dive into mapping solutions
for vulnerable customers.

1

ROTATING ROUNDTABLES

15:20 -15:50
New players, new rules, new customers – an innovative approach
to debt management and vulnerable customer care
HOST:
Matthew Lashbrook, Head of debt and credit control,
Green Network Energy
15:50 -16:20
Consumer vulnerability and the need for 3rd sector, public and
corporate cooperation
HOSTS:
John French, Chief executive, The Consumer Council
Matt Cole, Chair of trustees, npower Foundation

2

MINI DESIGN SPRINT

15:20 -16:20
Mapping ideas to solve debt prediction & prevention challenges
HOST:
Michelle Atkinson, Head of income domestic retail, United Utilities
With the participation of:
Rachel Ryan-Crisp, Affordability and vulnerability lead,
Southern Water
Laura Sandys, CEO, Challenging ideas
Tom Marsland, Policy manager, Energy UK
Meghna Tewari, Head of retail market policy, Ofgem

14:15 How to use your data effectively to identify and prevent
vulnerability
• How to optimise your data analysis to better understand the
problem and create a solution
• How public sector data can be used to overcome barriers to
credit
• How to identify people in danger of crisis before it hits – a
strategic plan to prevent hardship  
Deven Ghelani, Director, Policy in Practice

16:20 Conclusions from the roundtables and mini design sprint

14:35 Group panel questions and discussion

16:45 Closing remarks and end of conference

14:50 Refreshments, networking and exhibition

Sponsorship & exhibition
Utility Week is an award-winning brand sitting at the heart of the
energy and water sectors. For more than 20 years, Utility Week has
been the UK utility sector’s unrivalled thought leader and source of
news and comment on the business of Britain’s electricity, gas and
water companies. www.utilityweek.co.uk

Align your company with this established conference to
demonstrate your thought leadership, showcase your solutions and
develop new business. Opportunities can be tailored to meet your
needs. Please contact Sophie Abbott on +44 (0)1342 332062 or
email sophieabbott@fav-house.com to discuss your objectives.

uw-event.co.uk/debt
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book online now at uw-event.co.uk/debt
Price per
delegate

Booking type

Book before 16 November

Full rate

Utilities, public sector, non-profit, academic

£395 (+VAT)

£495 (+VAT)

Standard

£495 (+VAT)

£595 (+VAT)

Please note the prices are per delegate and include all day access to the event, downloadable conference presentations post event,
buffet lunch and refreshments. Fees do not include travel costs or accommodation.

More reasons
to book...
What previous
attendees said

30%
OFF

Group
booking
offer

‘Informative, good
speakers & key topics
that are very relevant’
Income strategy
manager, United Utilities

‘Interesting and
informative. An
excellent and engaging
day. Great speakers’
Solicitor, VNV

‘Informative
covering both
best practice from
regulators and
industry-wide’
Lead auditor,
TDX Group

‘Very topical content,
presented very
professionally on
the day’
Head of collections,
Utility Warehouse

Book 2 delegates from your organisation and any subsequent
bookings will receive 30% off.
Contact Lesley Evans on +44 (0)1342 332113 or email
lesleyevans@fav-house.com for more information.
For other queries contact Ria Beal on +44 (0)1342 332050
or email riabeal@fav-house.com.
@utilityweek
#consumerdebt

Are you a Utility Week member?
Utility Week members get preferential rates on their registration fee.
Utility Week has been the recognised industry authority for more than 20 years, firstly through Utility Week Magazine, and now
through additional digital platforms, conferences, exhibitions and awards events. A membership subscription brings together
all aspects of the award-winning Utility Week brand, enabling you to access the information you need, wherever you need it.

For details, visit www.utilityweek.co.uk
MY

bespoke alerts

Exclusive content

Want to update your details or stop receiving communications from Utility Week conferences? If you wish to update your contact details or do not wish to receive ANY 
further contact from Utility Week conferences, please email datadepartment@fav-house.com and request that your details are amended or removed from the database.

uw-event.co.uk/debt

