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Executive Summary 
 
Research Background 
 
As part of the planning process for the Water Resources Management Plan (WRMP), 
Southern Water (SW) wished to carry out a pre-consultation with its customers to 
explore levels of service, security of supply, water resource options and willingness to 
pay.  There were three main areas for consultation namely: 
 
• Security of Supply 
• Levels of Service 
• Water Resource Options 
 
Methodology 
 
In order to achieve a strong spread across Southern Water’s geographic region, as well 
as a good representation of its water supply zones, a total of eight extended groups with 
consumers were conducted. These groups were conducted between 12th July and 25th 
July 2012.  

Main Findings 
 
The main research findings were: 
 
General 
 
• In general people had a good idea of the services provided by Southern Water and 

overall the feeling was that Southern Water is generally doing a very good job as 
few had any experience of any issues 

• The majority of people felt that water was good value for money, comparing 
favourably to other household bills. Whilst water meters were considered to be an 
equitable way to pay for water, those in larger households were more likely to feel 
disgruntled at the inclusion of water meters as their bills had typically increased as a 
result 

• People had a good idea of what a ‘water supply network’ was and what it entailed. 
Customers were split on whether Southern Water would always be able to supply 
sufficient water to its clients to match the demand, although there was some 
incredulity that Southern Water could ever be in a position to run out of water.   

• There was strong mention of the need to encourage people to review their water use 
behaviour through formal education both in school and at home. Many people had 
already adopted water conservation measures in their own homes. However, there 
was also mention that Southern Water should focus on fixing the current leaks, 
ensure better investment in the current ‘plumbing’ system, create larger reservoirs 
capable of collecting more water and look to modern technology such as 
desalination plants for water saving 

 
 



 
Accent 2457rep04.doc•KB•19.07.2012 Page ii of iii 

Water Restrictions 
 
• The majority of people pragmatically accepted that if there was a water shortage 

Southern Water would have to impose a hosepipe ban.  

• The main concern expressed about the imposition of a drought order was its 
negative impact on small businesses. The feeling was that there would have to be 
exemptions applied so that small businesses could survive 

• While people expressed real concern about the imposition of rota cuts, they felt they 
could cope with them if the situation arose. They also felt there would have to be a 
really strong case for such measures if the public were to accept rota cuts 

• The introduction of standpipes was perceived to be a rare event and one which 
would only occur as a last resort. Even with this water restriction, people felt the 
resolute British public would go into survival mode and cope with such measures 

Service Levels 
 
• Whilst the current service levels did not cause consternation to people there was 

some incredulity that modern technology had not been used to counteract the 
problems with water shortage. The one activity that people felt should be conducted 
more frequently were campaigns to raise awareness, as they believed that these 
should be carried out on an ongoing basis 

• Virtually everyone preferred the dry winter scenario as a means for planning water 
restrictions as it was based on real time, as opposed to the current service levels 
which were perceived as abstract and quite meaningless. However there were some 
issues for clarification such as what constitutes a dry winter and what is meant by 
the terms ‘early drought plan’ and ‘use less groundwater’ 

 
Water Resource Options 
 
One of the key aims of the research was to understand customers’ views and attitudes to 
a variety of water resource options and the extent to which they wanted measures that 
tackled resilience issues head on eg desalination, or whether other options which were 
more focused on conserving storage or using water that water was already in the system 
were preferred. 
 
A number of options were presented, discussed below, with each providing a definition 
of the solution, the advantages and disadvantages of each, a lead time for introducing 
each option and an estimated cost for implementation.  
 
The overall findings for each option are presented below and are listed in the order of 
those which are most preferred to those which are least preferred.  
 
• Aquifer Storage Recovery - although Aquifer Storage Recovery does not 

necessarily improve the resilience of the water supply, it was one of the most 
preferred solutions because it used water that was already in the system which could 
be stored and used as needed. Two other big plus points is that it represents a 
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relatively cheaper option compared to Desalination, Storage Reservoirs and Water 
Re-use and it doesn’t impact on the environment 

• Water Efficiency Campaigns - although this option does not improve resilience, 
the majority of people supported the idea of water efficiency campaigns and 
therefore it was one of the more preferred options. However, many felt that these 
campaigns should be on an ongoing basis rather than every five years as with the 
current approach, there was a tendency for people to take a short term perspective, 
responding to a crisis, rather than taking the long view that would lead to a 
permanent change in behaviour 

• Water Re-use – this was a well supported solution because it utilised water that was 
already available in an environmentally friendly way. Provided that reassurances 
could be given that treated waste water put back into the system would not have a 
detrimental impact to health and safety, or that the environment would be harmed as 
a result, this was a strong candidate for helping to solve the long term issue of water 
shortages 

• Leakage - although leakage helps to conserve storage, as opposed to improving 
resilience, this option was well supported. Indeed, Southern Water should as a 
matter of course do what they can to minimise leakage, although there was some 
incredulity regarding the level of investment being spoken about.  

• Desalination - the concept of desalination was appreciated by many people because 
it deals with the resilience issue by ensuring there is always an available supply of 
water; subsequently it is quite well supported. However, for some, this option was 
dismissed on the grounds of cost and/or the large carbon footprint 

• Storage Reservoir - similar to desalination, the key plus point of a Storage 
Reservoir is that it deals with the issue of resilience by ensuring the availability of 
additional water in supply, as opposed to just conserving it. Although there was 
limited support for this option some questioned why existing reservoirs could not be 
expanded, thus having a less detrimental impact on the environment 

• Catchment Management Schemes - people found this solution quite difficult to 
conceptualise and wondered about the relevance of this approach to water 
companies when most of the responsibility seemed to be with the agricultural 
community. Although this was one of the least preferred options, the fact that it is 
quite cheap and that it benefits the wider environment, some people thought it could 
be worth exploring despite the fact that it was not guaranteed to work 

• Seasonal and Rising Block Tariffs – these met with strong disapproval and were 
therefore the least preferred option. Whilst respondents may have this tariff in place 
already with their gas and electricity supplies, they did not wish to do this with their 
water also. There were also real concerns that this could exacerbate poverty. 
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1. INTRODUCTION 

1.1 Background 

As part of the planning process for the Water Resources Management Plan (WRMP), 
Southern Water (SW) wished to carry out pre-consultation with its customers. The first 
stage of the research was qualitative, with the potential of follow this up with a 
quantitative stage, both designed to explore levels of service, security of supply, water 
resource options and willingness to pay. The qualitative phase of the customer 
engagement was carried out from June to August 2012 so that it could be incorporated 
into the draft WRMP some time between October 2012 and January 2013, before being 
submitted to Defra in March 2013. 
 
There are three main areas for consultation: 
 
• Security of Supply 
• Levels of Service 
• Water Resource Options 
 
The specifics of each of these areas have been outlined in SW’s coping document and, 
having carried out many similar studies for the water industry, Accent understands the 
issues and questions that need investigating and exploring with customers. 
 

1.2 Objectives 

Southern Water would like to know more about how customers would like its water 
supply network to operate and their willingness to pay for increased resilience and the 
development of new resources. The research objectives were therefore as follows: 
 
• the extent to which customers want a water resource network resilient enough to 

never introduce standpipes and rota cuts 

• whether customers are willing to pay extra for this guarantee 

• whether customers are happy with the current levels of service or would like to see 
restrictions introduced less frequently 

• whether customers prefer the Three Dry Winter levels of service as opposed to the 
current levels of service 

• which water resource options are preferred by customers  
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2. METHODOLOGY 

2.1 Introduction 

As part of the planning process for the Water Resources Management Plan (WRMP), 
Southern Water (SW) wished to carry out pre-consultation with its customers. The first 
stage of research was carried out utilising a qualitative methodology, and in this 
instance, extended focus groups. There are three main areas for consultation: 
 
• Security of Supply 
• Levels of Service 
• Water Resource Options 
 

2.2 Sample Structure 

In order to achieve a strong spread across SW’s geographic region, as well as a good 
representation of its water supply zones, a total of eight extended focus groups with 
consumers were conducted. The breakdown of these groups is summarised in the table 
below.  

Table 1: Focus group breakdown 
Location Date SEG Age Gender UMP or Non 

UMP 
Number of 

respondents 
1 Worthing 12th July ABC1 Mix Mix Part UMP 10 
2. Ramsgate 16th July C2DE Mix Mix Non UMP  8 
3. Gillingham 16th July ABC1 Mix Mix Part UMP 8 
4. Isle of Wight 25th July C2DE Mix Mix All metered 9 
5. Horsham 19th July ABC1 Mix Mix Mostly UMP 9 
6. Andover 18th July C2DE Mix Mix Non UMP 6 
7. Southampton 24th July ABC1 Mix Mix UMP 8 
8. Hastings 19th July C2DE Mix Mix Non UMP 7 
 
As well as providing Southern Water with a good spread of its geographic area and 
water supply zones, the above structure also permitted a good demographic spread 
enabling an understanding of any key differences by socio-economic grade. In addition, 
Accent recommended that the groups had a mix of ages, as well a mix of people who 
had water meters and those who did not have one. On this latter point, we suggested that 
the meter/non-meter mix was broadly representative of the situation in that area. 

2.3 Groups 

The groups were held in a hotel venue, with one group held per evening and light 
refreshments were supplied to all attendees. All respondents were offered an incentive 
of £50, partly to aid recruitment but also to convey the importance Southern Water 
attaches to the research and to thank respondents for their participation.  

Ten respondents were recruited for each group with the aim of eight attending (some 
allowance for drop out is always necessary). The groups were recruited by experienced 
staff at Accent’s Telephone Unit and moderated by one of Accent’s researchers at 
Associate director level with extensive experience of conducting such groups.  
The groups were two hour deliberative groups in order to: 
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• cover a greater range of issues, and more complex issues, about which the public 

may be unlikely to have a great deal of prior knowledge or understanding 

• permit more time to respondents to enable them to digest the information and 
respond to it. 

All groups were audio recorded, and transcripts made, to aid analysis. All group 
moderators also made top-line notes as soon as possible following the group and a 
brainstorming session of the findings was also held between the lead qualitative 
researcher and the rest of the team once all the groups had been completed.  
 

2.4 Topic Guide 

Accent prepared a topic guide in close co-operation with the client which covered the 
following areas, as specified in the brief. The Topic Guide is included in Appendix A. 
 

2.5 Qualitative Research Disclaimer 

The research was undertaken in compliance with the market research standard ISO 
20252:2006. This report is based upon qualitative data and should not be considered 
robust, but rather indicative of the views of the populations targeted. 
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3. FINDINGS 

3.1 General impression of Southern Water 

Overall Findings 
 
In general respondents had a good idea of the services provided by Southern Water. The 
general perception was that Southern Water was generally doing a very good job as few 
had any experience of any issues. Whilst there was considerable mention of the 
monopoly situation that Southern Water enjoyed, which some customers felt 
disenfranchised by, others were more pragmatic and stated that with choice came the 
need to proactively seek out alternative providers. 
 
 
Detailed Findings 
 
All respondents were asked to indicate what services they thought Southern Water 
provided and to specify what they felt about the service Southern Water provided to 
them.   
 
The main services provided by Southern Water were thought to be the sending of bills, 
the provision of potable water and the removal of waste water. Other services 
mentioned related to the resolving of leaks, plumbing services, maintaining the 
infrastructure of the pipe lines, insurance for pipe work, capturing and managing water 
supplies and supporting water conservation measures. This is summarised in the 
following respondent quotes: 
 

“Manage the hardware services for the water, so the meters, pipework 
etc.” 
(Southampton) 

“Manage the demand for water, so hosepipe bans and usage” 
(Southampton) 

“I imagine some sort of management of the reservoirs I presume in the 
area.” 
(Horsham) 

“I am not sure. I think they sell products for recycling and collecting, so 
like water butts etc.” 
(Hastings) 

“They provide water to the property and take waste water away from the 
property, whichever form it is….” 
(Isle of Wight) 

The general perception was that Southern Water was generally doing a good job. As the 
majority of respondents could not recollect any specific issues with the service 
provision, the presumption was that the service offered must be perfectly fine. The 
adage ‘no news is good news’ was seen to apply here. Where some respondents had 
direct or indirect experience of water stoppage, the perception was that Southern Water 
resolved these issues speedily and efficiently.  
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“As a home owner it's a case of, I turn the tap on water comes through. 
It's great. And if it doesn't, and obviously I can only speak, not from 
experience but from speaking to friends and stuff, but if they'd had 
problems whereby they'd not had water for some time, that's when it 
shows how the service is poor.” 
(Andover)  

“Yeah I think [I have] the kind of indifferent view. It’s a service that 
works and is relatively inexpensive and doesn’t really have much impact 
on my life because it works well, until I can’t wash my car….” 
(Horsham) 

 “Speedy response under normal circumstances. They do have a few 
problems on the Island with clay. It obviously causes the mains to 
fracture more frequently than in most places I would assume. But the 
response time's pretty good. Got no complaints in that direction.” 
(Isle of Wight) 

Many acknowledged that they take ‘water for granted’, meaning that there is an 
expectation that water will always be readily available to them as and when they need it.  
 

“I think perhaps when you go to other countries maybe on holiday you 
realise then that actually we’re quite fortunate to live somewhere where 
we can turn the tap on and drink what comes out by and large.” 
(Southampton) 

“I turn on a tap and the water comes through, so from that point of view, 
that's the only judgement I can levy against their service isn't it. And if I 
flush the toilet whatever's in it goes away. But that's it. So how do we 
qualify that?” 
(Isle of Wight) 

“I remember going out to South Africa on holiday once and seeing a sign 
10 things to be proud of in South Africa and they’re saying that they’re 
one of the only 10 countries in the world where the water comes out of a 
tap that’s safe to drink and that made me realise, you know, how we take 
a lot of this sort of thing for granted and I suppose that’s probably true 
of what we do.” 
(Horsham) 

There was considerable mention throughout each of these groups of the monopoly 
situation that Southern Water enjoyed with regard to the provision of water and the 
removal of waste water. Whilst there were some people who were unhappy with the 
situation, some were more pragmatic and stated that with choice comes the need to 
proactively seek out alternative providers. 
 

“The problem is we don't see what they're doing with it. I turn my tap on 
and it's a case of we don't see the work that they're doing. And I'm sure 
they're doing good work as all the other companies are, because they're 
a business at the end of the day.  
(Andover) 
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“I don't think it matters who supplies your water. I would suggest that all 
the bills are going to be pretty much the same. As a Southern Water user 
that would be my perspective, but I don't know what other companies 
charge. And I don't know what choice we've got whether or not we could 
switch. Like I switch my gas and electricity.” 
(Andover) 

“The only problem I would say is that we don't have a competitor to 
make a valid judgement because Southern Water is the only supplier.” 
(Isle of Wight) 

“Yeah but we'd have to shop around for cheap bills that's a nuisance for 
gas and electric.” 
(Isle of Wight) 

3.2  Value for Money  

Overall Findings 
 
The majority of respondents felt that water was good value for money, comparing 
favourably to other household bills. Whilst water meters were considered to be an 
equitable way to pay for water, those in larger households were more likely to feel 
disgruntled at the inclusion of water meters as their bills had typically increased as a 
result.   
 
 
Detailed Findings 
 
Respondents were asked to indicate whether Southern Water provided value for money 
compared to other household bills eg gas, electricity, council tax, mortgage etc. 
 
Typically water was considered to be good value for money and it compared favourably 
to other household bills such as gas and electricity. This is summarised in the following 
respondent quotes: 
 

“Mine's not very high because I'm on my own. Total was £96.54, 
October 2011 - April 2012. And prior to that it was £102.87 and prior to 
that it was £97.56. It seems to have stayed pretty steady. Whereas if you 
think of gas and electric, that's changed quite a bit.” 
(Isle of Wight) 

 “I always think the water bill is one of the best.” 
(Horsham) 

 “I pay £46 for my water. I think my gas and electric are between £55 
and £60 each.” 
(Andover) 

Whilst water meters were considered to be an equitable way of paying for water there 
was some disquiet that for larger households the inclusion of a water meter had led to an 
increase in their water bills.  Conversely, for smaller households containing one or two 
people, water meters were considered to be very cost-effective. 
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“I am on a meter and I know that I am only paying for what I use which 
is fair enough and that’s why I am on a meter. I opted for it myself.” 
(Hastings) 

“When we first moved into the house we used to pay £16 a month and 
now we pay £46. It just feels as though it's going through the roof, but 
nothing's changed. I know there's a lot of the cleaning of the water and 
putting it all through the systems and stuff, but it just seems to go up and 
up. As you said, they've got a monopoly, there's nothing you can do 
about it, you've got to pay it.” 
(Andover) 

“I pay by card.  I pay £20 every 2 weeks and it’s only £40 a month and I 
don’t think that’s [bad]. It’s better than the gas and the electric and stuff 
like that and I think it’s one of the cheapest bills.” 
(Southampton) 

 “Not [value for money] since we’ve had a water meter put in. Because 
our water costs about a £100 more now than it did before we had the 
water meter put in.” 
(Horsham) 

“I would go with the cheaper, we’ve four adults, two very sweaty older 
boys, very much into sport and the amount of washing we get through 
and showers, unbelievable, we’re paying a lot less actually on a meter.  
And I expected it to fly up, I’ve got to say.” 
(Horsham) 

 “If you’re single, living alone, you want to be on a meter, and if you’ve 
got a family, you’ve got to go on it.” 
(Southampton) 

“I just think it’s a lot more than what I was paying.” 
(Southampton) 

3.3 Security of Supply 

Overall Findings 
 
People had a good idea of what a ‘water supply network’ was and what it entailed. 
Customers were split on whether Southern Water would always be able to supply 
sufficient water to its clients to match the demand, although there was some incredulity 
that Southern Water could ever be in a position to run out of water.   
 
There was strong mention of the need to encourage people to review their water use 
behaviour through formal education both in school and at home. Many people had 
already adopted water conservation measures in their own homes. However, there was 
also mention that Southern Water  should focus on fixing the current leaks, ensure better 
investment in the current ‘plumbing’ system, create larger reservoirs capable of 
collecting more water and look to modern technology such as desalination plants for 
water saving.   
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Detailed Findings 
 
People had a good idea of what a ‘water supply network’ was and what it entailed. 
Customers primarily mentioned that the water supply network related to maintaining the 
pipes, infrastructure, tanks, water treatment plants, reservoirs and rivers. 
 

“Catchment, treatment, reservoirs, …from rivers or whichever they do, 
water treatment, distribution, pumping mains to households and 
obviously the reverse away from households which is effluent removal, 
transportation to the water treatment works or the effluent treatment 
works and disposal.” 
(Isle of Wight) 

 “Pipes under the ground.” 
(Southampton) 

“Looking ahead to make sure we don’t have hosepipe bans.” 
(Horsham) 

 “And maintenance really, maintaining existing pipe work in residential 
settings.” 
(Horsham) 

All respondents were advised: 
 

“Southern Water plans its water resource strategy based on how much 
water it thinks it needs to supply for the next 25 years, taking into 
account population growth and the effects of climate change. Its plans 
include flexibility to allow for peaks in demand for water and changing 
weather patterns but not enough to rule out ever having to introduce 
standpipes and rota cuts.” 
 

People were split on whether Southern Water would always be able to supply sufficient 
water to its clients to match the demand. Those who thought there may potentially be 
future problems with meeting demand mentioned contributing factors such as 
population growth, climate change and new housing developments increasing the 
demand on the supply. A minority of respondents more optimistically considered that 
waster was an endless resource that would never run out. 
 

“I’m sure they do their best but weather permitting, you know, if we do 
have a dry hot spell, and natural evaporation and we’re using more to 
keep ourselves cool, if demand’s not there, demand’s not there, you 
know, it’s not their fault.” 
(Horsham) 

“Yeah they’re not god, and I think in terms of actual demand growing 
and the population growing etcetera, in this area of Britain, I don’t think 
that can be put down to our water suppliers or anything, you know, it’s 
an issue if we’re concreting over more and more of the country, although 
I did read recently that we haven’t concreted over nearly as much as we 
think we have, but if we’re doing that, and stopping water soaking into 
the ground, you know, you can’t put that down to the water company, it’s 
an issue that they’re going to have to deal with.  I suppose the one thing 
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that I would say maybe they’ve got a responsibility to do, but I think they 
take a part in doing it is, you know, educating us in water usage and how 
things are likely to change in the future.” 
(Horsham) 

“Well I don’t know, it’s almost people’s behaviour isn’t it, everyone gets 
their paddling pool out and fills it up.” 
(Southampton) 

“I think some kind of advocacy programme needs to be there just to 
make people realise how important it is, how important it is, just next to 
petrol and diesel, because this is a very important resource.” 
(Southampton) 

“Well judging by the news this week about the UK population going up 
370,000 a year, then they are talking of what is it, 3 million odd in 10 
years increase, so that’s going to put quite a strain on the system.  It’s 
alright at the moment, but what’s going to happen in 10 years time?” 
(Hastings) 

“Just one quick one, surely all the water companies, whether it be South 
East or Thames, all of them, they get their water supply from the same 
place, out of the sky, why can't they help out each other. Scotland 
probably have more than what we have, more than what they need. So if 
they do these pipes that come down to us, then surely it evens it out 
supplies to everyone.” 
(Gillingham) 

“I think they will probably never run out of water but I think it would be 
restricted in a way…” 
(Hastings) 

 “I'm an optimist so I just don't think that they would allow it. If they're 
not doing the right thing with our money as in building the correct bits 
and pieces that they need to store water. Obviously on the news we saw 
lots of problems with other areas, Thames Valley and all that, their 
reservoirs were down, but I didn't see any of that reporting from 
Southern Water.” 
(Andover) 

People’s current water use behaviour was also mentioned in terms of their water 
wastage and the need to formally educate people about the need for water conservation 
measures. Although there was mention of teaching water efficiency measures in school, 
respondents also felt that they were responsible for ‘badgering’ their family about this.  
 

“You can educate though on TV, and at home, doesn't just have to be 
schools.” 
(Isle of Wight) 

Children shouldn't be wasting it, and at schools we do tell them, but I 
don't agree that it should all be the education. I think it's at home as 
well.” 
(Isle of Wight) 
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“Educate people. Educate children, because they don't understand how 
much. They might do a little bit of a topic, but not really enough, and I 
think there should be middle and high school where they're educated 
about water and how precious it can be, and not stand and run the bath 
for hours on end, or wanting your swimming pool and paddling pool 
filled up every day endlessly.” 
(Isle of Wight) 

“So you've got to give some form of education to the people, whether it's 
by getting into schools or whatever, showing the kids how to brush their 
teeth properly or whatever. Maybe they can do a discount on taps that 
only go on when you put your hands underneath them”. 
(Andover) 

Many respondents had already adopted water conservation measures such as reduced 
flow shower heads, water butts, recycling water and placing hippos in the toilet cistern. 
 

“I got something through the post, a little valve thing and a box or a bag, 
I can’t really remember.  I did fit it, but a little bit like you, I kind of 
thought no, it’s not really, I like a shower, when I do have a chance to 
get one.” 
(Southampton) 

“I try to save it myself, like I take the water out the washing and put it on 
the plants, on the garden, because it’s precious.” 
(Southampton) 

In terms of potential water saving solutions people felt that Southern Water could focus 
on fixing the current leaks, ensure better investment in the current infrastructure and 
increase the capacity of current reservoirs, as well as build new ones, in order to collect 
more water. Alternative water provision could be made by embracing desalination 
technology. Also some considered that uniform water metering would mean that people 
would be more responsible with their water usage.  

 
“Because, well my business, we're heavily focused on sustainability, and 
the whole message of like the eco message of do less, consume less just 
doesn't work. So if Southern Water really did want to make a significant 
contribution to sustainability in terms of water capture or whatever, they 
could look at proposals along the lines of like grey water collection and 
stuff like that. So it depends how serious they are about conserving 
water, but schemes like that to help householders and businesses and 
maybe farms or whatever to collect and capture water could be useful.” 
(Isle of Wight) 

“Desalination. We're surrounded by water. We couldn't go wrong could 
we really?” 
(Isle of Wight) 

“For me I'm on a water meter so I'm very careful with what I use 
because I'm tight! We've got people who are not on a water meter just 
taking the ‘mick’, using what they want. So effectively who's paying for 
that? Who's paying for the fact that they're using that much water?” 
(Andover) 
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 “We couldn't run out could we? We would just have to invest in taking it 
from the sea and put it through the filtration to get the salt out; they'd 
have to do it.” 
(Andover) 

 “I think if you listened to the press there’d be the sensationalism about 
fixing burst water mains, and they’d be quoting millions of litres leaking 
out. I mean what truth there is in that I’ll never know, but I guess that’s 
one thing they could be doing, coupled with the education of making 
people more responsible with their own water usage.” 
(Horsham) 

“I think they should either enlarge the reservoirs to make certain that 
they are adequate to take care of the higher population and everyone 
knows that the population over the last 5 or 10 years is going up, its not 
staying as it is; unless someone can curb the population then you 
wouldn’t need the bigger reservoirs or the rota cuts.” 
(Hastings) 

Advertising campaigns were also considered as an alternative to action. Respondents 
felt that the resources spent on advertising campaigns could better be spent on actually 
resolving the water shortage issues.  
 

“Drier countries are not relying on rainfall and they made alternative 
measures, or have alternative measures in place to make sure, and 
again, constant education of their client base, because if you don’t tell 
people they are not going to learn, and they are not going to know.  Any 
campaign, government campaign, whatever it may be, if you want 
someone to know about something what you do, you constantly tell them, 
by opening it to them, do this, don’t do this, do this, don’t do this, it will 
go in, people will just become and accept it as the norm eventually, but if 
you are doing that just at times of extreme measures then its almost 
horses bolted scenario.” 
(Worthing) 

3.4 Temporary Use Bans 

Overall Findings 
 
The majority of respondents pragmatically accepted that if there was a water shortage 
Southern Water would have to impose a hosepipe ban. Respondents in Worthing were 
the most resistant to the imposition of any such measures, but they would grudgingly 
accept a hosepipe ban.  
 
 
Detailed Findings 
 
Some people were fairly dogmatic and whist they grudgingly accepted that hosepipe 
bans could be imposed as they were merely inconvenient, they considered rota cuts and 
standpipes a step too far. Others were much more pragmatic about water saving 
measures and stated that if there was a water shortage then such measures would have to 
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be imposed, and they merely asked for some advance warning so that they could 
prepare. Respondents in Hastings focused more on the measures that domestic users 
could make to embrace water conservation measures such as using water butts and 
queried how it was possible to actively and effectively police such a ban. 
 

“That’s why I think if you’ve got a hosepipe ban, really it’s not a big 
issue. It’s a lot worse going to a standpipe in the street than having a 
hosepipe ban.” 
(Horsham) 

“Well I think since the meters came in we didn't have hosepipe bans did 
we. I think that was something that they found, people trying to save 
money and everything, so they naturally didn't use so much water.” 
(Isle of Wight) 

 “Well I just think well they're acceptable because sometimes that's just 
life isn't it. But the weather, they can't control the weather. They put that 
ban on but because there'd been not enough water then all of a sudden 
we've had the water ever since.” 
(Gillingham) 

“It doesn’t matter. It’s not the end of the day. I’d rather know that there 
is plenty of water than worrying about what my car was to look like.” 
(Ramsgate) 

“We have got quite a large garden but we have got about 5 water butts 
that we use specifically for watering the garden when it’s hot.” 
(Hastings) 

“The other thing I question is how do they actually put these restrictions 
in and keep them in place, because when the last hosepipe ban was on, 
one of my neighbours just totally ignored it.” 
(Hastings) 

“I think you can take it. I think a hosepipe ban is okay, it shouldn’t really 
need to go beyond that as far as I am concerned.  Now I can take that 
hosepipe ban that’s fine. I can live with that.” 
(Worthing) 

“They should make sure they have got capacity to account for any 
population growth. You shouldn’t be selling off reservoirs, you should be 
building more if you have got more population because they are 
charging you per household; at the end of the day they are charging you 
for a product in actual fact you are not getting.” 
(Worthing)  
 
“If there’s no water, there’s no water” 
(Southampton) 

“When you see people in other parts of the world that have to go and 
carry buckets of water on their head for 16 miles then it puts it into 
perspective.” 
(Southampton) 
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 “I think if you haven’t got any water, then it’s perfectly acceptable.  
You’ve got to have the water coming through your taps mainly, watering 
the garden is not a priority.” 
(Horsham) 

 
That said, there was some scepticism that the imposition of a hosepipe ban would 
actually reduce water usage as some felt that it would still be possible to use as much 
water by, for example, filling the bath instead in order to water the garden. 

 
“Going back to A and B, what I don't understand, you can't use hosepipe 
to water the garden but you can use your bath water. You can run as 
many baths as you want can't you so what's the point in that? All it does 
is just go. You can water your garden constantly, but you can have a lot 
of baths. What I'm saying is, you're just stopped from using a hosepipe 
but you can still use as much water as you want. So it's pointless isn't it 
really.” 
(Andover) 

“You end up using exactly the same amount of water, you’re just getting 
a little bit more exercise because you’re walking back and forth with a 
watering can.” 
(Horsham) 

3.5 Drought Orders 

Overall Findings 
 
The main concern expressed about the imposition of a drought order was its negative 
impact on small businesses. The feeling was that there would have to be exemptions 
applied so that small businesses could survive.  
 
 
Detailed Findings 
 
No one could actually recall ever having experienced a drought order, whilst the 
imposition of standpipes was a distant memory from the 1970s. There was a query as to 
who had the power to grant a drought order. There was some concern expressed about 
the negative impact of a drought order in the current economic climate on local 
businesses. Overall however, people were pragmatic that a drought order would be 
imposed only if it were needed. 
 

“I've been here 22 years and I've not had a drought order that I'm aware 
of.” 
(Andover) 

 “I come from a swimming pool background that's my previous job, 
you're basically shutting the business down, so if you were to say to the 
swimming pools on the island you can't fill your pools, you are shutting 
that centre down.” 
(Isle of Wight) 
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“Yes but how many people are you putting out of work?” 
(Hastings) 

 “Well not in the climate we’ve got at the moment, businesses, people 
have got to be able to make money. People have got to go to work. You 
get someone who’s got a car wash company.” 
(Horsham) 

“My own personal view is if it affects the small businessman, then that’s 
not acceptable. Is cleaning a train really necessary if the country’s 
running out of water? Probably not. There would have to be some 
mechanism of filtering what’s essential from what isn’t, and identifying, 
if it keeps someone’s business going and it’s their livelihood, you know, 
a small market garden or something like that, probably is completely 
acceptable.  But we could all get on a dirty train.” 
(Horsham) 

3.6 Rota Cuts 

Overall Findings 
 
While people expressed real concern about the imposition of rota cuts, they felt they 
could cope with them if the situation arose. They also felt there would have to be a 
really strong case for such measures if the public were to accept rota cuts. 
 
 
Detailed Findings 
 
In principle, people felt they could cope with the imposition of rota cuts but they felt 
that the situation would have to really demand such measures. Hence, some indicated 
that it would be better to simply increase bills now to accommodate whatever changes 
were needed to ensure that measures such as rota cuts were not required. There was also 
some query as to what was meant by a ‘severe drought’. 
 

“Well if the choice was running out of water or implementing this then 
it's the devil's choice isn't it. I would want to be convinced that they'd 
seen a trend of water drought because I don't think we'll suddenly have a 
drought out in the middle of nowhere, I think it will be a trend, a drier 
country over time, and I would expect them to increase capacity and 
catchments. This is not something I'd like to do because it means buying 
land, and flooding it, which costs a lot of money.” 
(Isle of Wight) 

“Well that's just what I was about to say, obviously they must be doing 
something well if you're saying that if we had one (a drought) like in 
1976 we wouldn't have standpipes, this is because obviously they are 
supplying more and more water. So it's got to be worse than 1976 to 
have this, so they must be doing something okay.” 
(Gillingham) 
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 “It would have to be very, very severe to do it. I mean it would be 
probably virtually running out of water in the reservoirs I would have 
thought, but then I would have thought other action would have been 
taken to counteract it, like commercial premises that use a lot of water 
would have to stop using water.” 
(Hastings) 

 “This is kind of irrelevant because if it was a very severe drought, what 
choice have we got anyway, so whether it’s acceptable to us or not, it’s 
kind of irrelevant, cause if they ain’t got any water, they ain’t got any 
water.  So this is sort of, you know, bolting it after the horse has gone 
isn’t it, but we want to make sure, surely, that we have enough water in 
the first place wherever possible. So this is only ever unacceptable if we 
can see evidence that they’re running their business extremely badly and 
not collecting water properly, their pipes are flooding all over the place, 
repairs are taking ages to do, then it becomes unacceptable because 
they’re not managing it properly.  But if we don’t get rain, we don’t get 
rain, so this is kind of irrelevant.” 
(Horsham) 

There was some query as to how rota cuts would work in practice and how it would 
impact on water bills, for example, for those not on a water meter would the bills be 
reduced as a result of a limiting of supply. People thought that rota cuts would be 
impactful as people’s lives were so diverse and suggested that it would be difficult to 
schedule such cuts in order to accommodate demand. There was also some concern 
about the spread of infection if water supply was limited in this manner. 
 

“A rota cut, how would it affect your bill, because obviously from a 
water meter point of view you pay for what you get but you also then pay 
the standing charges on top of that.” 
(Andover) 

“That's fine if you've got a normal household who do 9-5, but most 
people don't. People work shift work, do all different things, and if you're 
sharing a house with lots of people, you'll come in at different times, so 
that would be very restricting.” 
(Isle of Wight) 

 “A lot of infection would spread.  I don't think it's a very healthy idea at 
all.” 
(Isle of Wight) 

There was some concern that the public might ‘misbehave’ and stock pile water thus 
exacerbating the shortage and potentially disadvantaging others. Furthermore, 
consumers have an expectation that water will be readily available to them, and with 
rota cuts, such a paucity of water would cause malcontent. 

 
“I think no matter what you say, today and compared to 1976, I think 
today I don’t think people would accept it quite so easily.  I think there 
would be a lot more problems and possibly rioting, anything, fights at 
the water pumps whatever you can think you know.” 
(Ramsgate) 



 
Accent 2457rep04.doc•JE•19.08.12 Page 16 of 54 

 “I think people would start hoarding water wouldn't they, use buckets 
and everything else and it will just become a nightmare.” 
(Isle of Wight) 

“It depends on your circumstances. It wouldn't affect me much. I'm on 
my own. I don't have to worry, but if you've got families or anything.” 
(Isle of Wight) 

“Yeah but it's going to be turned on and off as and when. All you're do is 
you'll just top up with loads of bottles. I can't understand that, it's going 
to be turned off for 2 hours, so I'm just going to fill everything up.” 
(Gillingham) 

“Doesn't it just mean people just top up loads of bottles before, so it's 
still the same amount of water?” 
(Gillingham) 

3.7 Standpipes 

Overall Findings 
 
The introduction of standpipes was perceived to be a rare event and one which would 
only occur as a last resort. Even with this water restriction, people felt the resolute 
British public would go into survival mode and cope with such measures. 
 
 
Detailed Findings 
 
Standpipes were thought to be very rare occurrences, and although it would be very 
problematic, many felt they would cope with adequate advance warning. 
 

 “Its not often it comes to that though is it?” 
(Ramsgate) 

“Yes [acceptable] if you are talking absolute drastic.” 
(Ramsgate) 

“As long as we’re prepared either for a long period of time, if we’re 
going to get to this instance, then it will become acceptable, but if all of a 
sudden they turned round tomorrow and we got a surprise, by the way 
next week you’ve got standpipes, obviously we’re all going to be peed off 
aren’t we.” 
(Horsham) 

Respondents felt that if there was some advertising that this measure was being adopted 
people would stock up on water.  
 

“If you know the water’s going to be cut off to your house, you’d fill up a 
load of buckets.” 
(Horsham) 
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People also suggested there would need to be exemptions and special measures in place 
for the vulnerable and elderly to ensure they had ready access to water.  
 

“With the water being turned off, going by water regulations, certain 
people would not physically be allowed to have their water turned off, 
for medical reasons, so there would be certain people that legally you 
cannot turn their water off.” 
(Horsham) 

“I think it affects certain people, disabled and elderly people.” 
(Isle of Wight) 

There was also a fear that the public might react by misbehaving over their lack of 
access to water. Also, health and safety issues would have to be considered for all.    
 

“I think the thing with this is that are you going to get those people, the 
same as the hosepipe bans, who are going to [abuse it].” 
(Hastings) 

 “And presumably there'd have to be risk assessments on carrying water 
and what buckets you're going to use, just the implications.” 
(Isle of Wight) 

Some recalled experiencing this measure in 1976 and the level of inconvenience it 
entailed. 

 
“Well I do remember this happening before in ’76 and it was very 
difficult for my Mum with having three of us little kids, and running 
backwards and forwards in the street to get water.  Nobody could have a 
bath or anything and we didn’t have a shower.” 
(Hastings) 

Also, there was an expectation that bills would be reduced to compensate them for the 
inconvenience involved. 
 

“And what about financially for those who don’t have a water meter 
because obviously for us who have got a water meter we pay for what we 
use, obviously there is a standing charge with that as well but those 
people who don’t have a water meter obviously they can’t be expected to 
pay for what they are not getting.” 
(Hastings) 

 “I think I’d want my bill reduced.  I’d want it sent out, you know, this is 
emergency measures for all of us.” 
(Horsham) 

3.8 Water Resource Strategy 

The moderator read a statement out: 
 

“Southern Water plans its water resource strategy based on how much 
water it thinks it needs to supply for the next 25 years, taking into 
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account population growth and the effects of climate change. Its plans 
include flexibility to allow for peaks in demand for water and changing 
weather patterns but not enough to ever rule out having to introduce 
standpipes and rota cuts if an extremely severe drought came along, 
which we had never observed before.” 

 
There is acknowledgement that it is best to be prepared for the eventuality of water 
shortages in the future. Whilst consumers appreciate that the supply of water may be 
unpredictable, they feel that any bill increases need to be justified and reasonable. In 
order to fully engage with the public, any bill increase needs to be capable of being 
defensible by illustrating what the increases will mean for them. The public needs to be 
persuaded to work in conjunction with Southern Water.  
  

“I think we have to accept the Doomsday scenario don't we. It's like 
nobody wants a nuclear strike we'd have to deal with it if it happened.” 
(Isle of Wight) 

“I think that plan would only really come into effect if they didn’t do 
anything about it. I mean like our idea earlier from taking it further 
north where it is a lot wetter; if they’ve got that in place, it will never 
come to something like this.” 
(Ramsgate) 

“Well a couple of months ago, we had no water forever and then five 
minutes later we get more water than. So it's like looking into a crystal 
ball, no-one knows, some things are predictable and most things are not 
predictable.” 
 (Andover) 

“It's all right adding money as long as you're justifying it. If you've got a 
25 year plan then show me how you've worked out the population in 
1976 to now and how the population's growing, what that 25 year plan 
looks like.” 
(Andover) 

“If you get cast iron guarantees that you'll make water always available, 
then people will agree with anything you do but at a reasonable cost.” 
(Andover) 

There was a query from the Horsham groups as to whether this approach might lead to 
unnecessary over-investing in certain areas. 

 
“I think there’s almost a danger of over-investing, so if you invest in it so 
that they can work to rule out the possibility of it ever happening, but I 
don’t really want to pay for it, because the truth of it is, that we will be 
charged for developing something where nothing could ever go wrong; 
that is going to just cost us all a complete fortune.” 
(Horsham) 

There was interest in the investment in new technologies to support the marshalling of 
water resources.  
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“I personally would like to see investment into the newer technologies 
and things like that. I mean, I personally never want to be in the situation 
where I have to go to one of these standpoints and collect my water, and 
so I would like to see that (new technologies). I wouldn’t mind paying an 
extra few pounds a month to know that it’s being invested wisely.” 
(Horsham) 

“I know that if they did say right we’re going to take an extra few pounds 
from you every month,  I’d sit there and go I can’t believe they’re taking 
this extra money to invest it, but I also know that if it came to a situation 
where I had to go to a standpipe and get my water I would be effing and 
blinding at them for not having done something in the first place to stop 
us from getting to this situation.” 
(Horsham) 

There was some concern about the feasibility of developing a 25 year plan when there 
are so many unpredictable elements.  

 
“If they have got their figures right as regards population growth and 
everything else, we shouldn’t be talking about it should we, everything 
would be there.” 
(Hastings) 

“25 years is a long time.  Look at the weather I mean it will change 
today for Saturday about three times; I mean in 25 years can they do 
that?  It’s too long.” 
(Hastings) 

Overall then, while the majority of people clearly thought that running out of water was 
wholly undesirable, they empathised with Southern Water as there were external factors 
outside of its control, such as changing weather patterns and population growth, which 
could understandably impact on the company’s ability to ensure a sufficient supply at 
all times. It is worth noting that there was very little of this empathy in Worthing, where 
running out of water was seen as inexcusable. 

 
“What they should be doing is investing to make sure that it doesn’t ever 
arise no matter what the circumstances unless it’s really, really 
extreme.” 
(Worthing) 

3.9 Current Service Levels 

People were shown the current service levels in terms of the type of restriction and the 
frequency at which the current planning levels were at; these are shown below in 
Showcard E. 
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Overall Findings 
 
Whilst the current service levels did not cause consternation to people there was some 
incredulity that modern technology had not been used to counteract the problems with 
water shortage. The one activity that people felt should be conducted more frequently 
were campaigns to raise awareness, as they believed that these should be carried out on 
an ongoing basis. 
 
 
Detailed Findings 
 
There was a perception from some that it was difficult to respond to whether the current 
levels were acceptable or not as the current expectation was that consumers could 
switch on a tap and water would be instantaneously available.  That said, the current 
levels did not daunt anyone. Still, the expectation was that Southern Water would have 
and should have already invested adequately in emergency measures so that these 
contingency measures were not required. 
 

“No I don't think any of it's appropriate at all. Their service that should 
be provided is, as I've always said, turn the tap on and I get water. Why 
should that change?” 
(Andover) 

“If every 20 years, they don’t expect they’re going to have enough water, 
so they’re only going to have to do one drought order, that’s all 
acceptable.” 
(Horsham) 

“It says ‘current’ at the top, if they are current, then I would agree, we 
seem to be having probably a little bit more frequently than that.” 
(Horsham) 
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 “What they should be doing is investing to make sure that it doesn’t ever 
arise no matter what the circumstances unless it’s really, really 
extreme.” 
(Worthing) 

 “[Temporary ban] It would be alright if it was only once in 10 years.” 
(Ramsgate) 

“I assume we are looking at ’76 for the last time that was in, so that’s a 
long time ago. Yes so I suppose once in 20 years if you look at it of what 
we’ve experienced it is reasonable I would say.” 
(Hastings) 

However, there was some incredulity expressed that modern technology, which would 
support water shortage measures, had not already been adopted to ensure that such 
measures were not required. 
 

“I think they should have the technology. They've got enough money. 
They should have the technology.” 
(Gillingham) 

“With the technology which is what the water company should be doing 
especially with new housing is using house water for the toilets and other 
things, rather than flushing everything down the drain.” 
(Worthing) 

“I think when they build new homes, I don't know why they can't put like 
a recyclable tank in there.” 
(Gillingham) 

Advertising would support public ‘buy in’ if such measures do have to be implemented. 
There was strong support that campaigns to raise awareness should be more frequent 
than every five years and there was strong support for ongoing awareness raising 
education in schools.  

 
“When they say campaigns to raise awareness once every 5 years, does 
that mean they are not going to do anything about awareness for the 4 
years in between?” 
(Hastings) 

“I think we haven’t got a choice…..I think the first campaign to raise 
awareness should be a constant ongoing thing, and then an emergency 
one for the extreme but there shouldn’t be anything in between, no-one 
would be willing to pay or happy to pay any more because I feel I am 
already doing that but not getting it.” 
(Worthing) 

“If you don’t tell people they are not going to learn, and they are not 
going to know.  Any campaign, government campaign, whatever it may 
be, if you want someone to know about something what you do, you 
constantly tell them…it will go in, people will just accept it as the norm 
eventually, but if you are doing that just at times of extreme measures 
then its almost horses bolted scenario.” 
(Worthing) 
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“Ongoing campaigns are part of it, but it's not just about water use, it's 
like you said, basically educating people in different ways of using water, 
that sort of thing, so it's not just about wasting water, it's how you can 
give incentives and telling you the resources that are out there and 
where you can go to.” 
(Isle of Wight) 

“I think the campaign to raise awareness should be done quite frequently 
and if they say they have a temporary ban on water usage 10 years you 
don’t know what’s going to happen in ten years.” 
(Ramsgate) 

“To raise awareness, once every five years. No I think they need to be 
more pro-active.” 
(Hastings) 

“They should encourage people to save more water…they should be 
doing this instead of doing some of the other stuff.” 
(Hastings) 

 “I think there should be more every year, an ongoing campaign about 
an issue which is very important.” 
(Southampton) 

In terms of whether these measures would cause inconvenience the first two would 
probably not be inconvenient, as long as businesses were not unduly impacted, but the 
latter two would. There is strong concern that businesses should be able to operate even 
with such measures in place. 
 

“I think some of the last ones would [impact] significantly, if they 
significantly affect businesses, then they’ll significantly affect me 
personally.” 
(Horsham) 

“Well it depends with things like the temporary ban on water going back 
to the hosepipe ban, it depends how it’s implemented, if it’s purely for 
use in domestic gardens, then that’s perfectly acceptable, but if it’s 
something that’s going to affect businesses, then it’s not acceptable in 
my opinion and it needs to be regulated in another way.” 
(Horsham) 

In terms of whether the imposition of these measures would cause a change in 
behaviour, the answer is probably yes, albeit not necessarily in a beneficial way. Indeed 
a concern raised was that behavioural change may lead to greater water usage as people 
store water, eg fill up baths, in anticipation of not having access to water. As to whether 
they would cause an inconvenience, for some it would inevitably be inconvenient but 
many would simply take it in their stride.  
 

 “I think it would be more of an inconvenience rather than a change. At 
the end of the day, because I'm on a water meter I always watch what I 
use anyway, so turning it on and off is going to really annoy me, where 
I'm already watching what I'm doing.” 
(Andover) 
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“If you had a rota surely the moment the water come on everybody 
would fill their bath up. Everybody would fill up as much as you can. 
Could go the other way, you could start using more water in the time it's 
on.” 
(Andover) 

It is also not well understood, if there is adequate water in the country as a whole, why 
it cannot be redistributed according to need. 

 
“The bottom line is there's no shortage of water in the country as a 
whole, it's just not all in the right place.” 
(Andover) 

3.10 Alternative Scenario Based on the Number of Dry Winters 

The moderator read out the following and also showed respondents show card F: 
 

“An alternative would be to introduce restrictions based on the number 
of dry winters experienced – this could be more or less often than the 
levels above – but would be a more reliable prediction of when we would 
introduce restrictions.” 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Overall Findings 
 
Virtually everyone preferred the dry winter scenario as a means for planning water 
restrictions as it was based on real time, as opposed to the current service levels which 
were perceived as abstract and quite meaningless. However there were some issues for 
clarification such as what constitutes a dry winter, what is meant by the terms ‘early 
drought plan’ and ‘use less groundwater’. 
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Detailed Findings 
 
There was approval of this approach as it was considered to be a pragmatic and sensible 
approach based on the real situation that presented itself to Southern Water.  
 

“It makes more sense because it's saying what we said, with not planning 
too far ahead and planning as you go along, so we’ve had a dry winter 
or dry summer, okay let's do something about it rather than just going.” 
(Gillingham) 

 “I prefer this one because it proves that they're looking ahead and that 
the alarm bells will start ringing as it goes further down.” 
(Gillingham) 

“Well compared to the current service levels that makes more sense.” 
(Ramsgate) 

“[Showcard] E is just arbitrary. F is aligned to what reality is and is 
more responsive to whatever.” 
(Andover) 

“Yeah definitely. Because you can see it. You've witnessed it. You've seen 
those dry winters and dry summers.” 
(Andover) 

 “Well that one, to me, is better than that one. Yeah because you’re 
reacting to what’s going on, if you have one dry winter you ain’t got a 
problem, but then you are reacting as you go along, whereas this one, 
it’s set in stone.” 
(Southampton) 

“I’m sort of making the assumption that this is based on reality, that if 
we were to have three dry summers, you know, combined with three dry 
winters we would be at non essential use perhaps.” 
(Horsham) 

That said there was also the call for more information to be available to explain to the 
public why such measures would be imposed. 
 

“I think people need to be clear on the reasons why they do what they do 
and why they call for it because you hear it on the news, and that’s the 
first any of us get to hear about it, we are not actually informed by them 
you know, so its just like we are slapped with the bill, told to pay it you 
know, we do that and they go on their merry way and we hear nothing 
more so, again it comes back to information again.” 
(Ramsgate) 

However, there were also objections to this approach based on the belief that it was an 
unacceptable business approach and also it was reactive rather than proactive.  

 
“Again we have to discuss that…..but the investment should already be 
there, what you are doing is turning round to your client and saying if 
you want my service next year exactly the same as it is now, its going to 
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cost you 5% more but if you want me to provide you with a better 
service, and a more resilient service which means that I will probably 
turn up every day, its going to cost you whole lot more than 5%.  I don’t 
know of anybody else who would even consider doing business on those 
terms.” 
(Worthing) 

“I don't really think it's the way to go to be honest.” 
(Isle of Wight) 

“Well you have to make an assessment of what the weather's going to do 
don't you. Strikes me personally that we get bigger swings. We get more 
severe rain and more severe droughts, and that's probably the way it's 
going to go. … to then say we haven't got the rain so we're going to have 
to restrict your usage, which is reactionary rather than taking steps, 
measures to address it.” 
 (Isle of Wight) 

 “Yes but like he was saying if we had more reservoirs if would be there 
when we needed it, whether it rained in the summer or the winter.” 
(Ramsgate) 

The moderator read out: 
 

“Southern Water would like to strengthen the robustness and resilience 
of its water supply network to rule out the possibility of rota cuts and 
standpipes and only introduce restrictions under the three dry winter 
scenario. However, this would cost up to £20 on each household’s 
annual bill. This could be paid by investing more in water supply than 
other areas such as waste water, or by increasing customer bills.” 

 
The immediate reaction to this concept was to query the level of profits that Southern 
Water make and the level of profit that they plough back into the business. Other 
queries included how long Southern Water actually holds the license to be the sole 
distributor for, and was it worth their while investing additional money in if they could 
lose the license in the future. Respondents queried how long the £20 was payable for ie 
was it for a finite period of time only or was it indefinite? The perception was that 
Southern Water should be making this level of investment internally anyway. 
Respondents from Horsham were more likely to agree to pay this additional money. 
 

“You've got households where people aren't working. From my point of 
view old age pensioners who can't afford the other £20 a year, it would 
be a hardship. Why does it not come out of the profits?” 
(Gillingham) 

 “They are going to have to get the money from somewhere whether it’s 
building a reservoir or whether its putting pipes or whatever it is, you 
are going to have to pay out in order to save the problem.” 
(Ramsgate) 

“People don’t mind paying if we know what it’s going for.” 
(Ramsgate) 
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 “They're asking us to stop using the water as much and be careful of it 
to keep the water down. They're making £75 million profit, if there's a 
huge amount of money going because of leakage, they need to fix the 
leakage because that's leaking before we get it. So that's their way of 
doing it. If they're a company, and they're there to make money they have 
to invest in leakage to make their profit better, not ask us to fix their 
leakage so they can make more profit.” 
(Andover) 

“Well this is just saying what they may be doing, why does it have to 
actually cost money, they should be doing that anyway.” 
(Southampton) 

If Southern Water offered a suitable explanation as to why the additional resources were 
required then this might be acceptable to the public. Also, for some, £20 a year was not 
regarded as a significant amount of money to find.  

 
“Yes, when you get your yearly bill and you look at it and you think 
Christ that’s gone up by £20 suddenly, why?  But if we are told why, then 
people would accept paying out the money in order to put all these 
safeguards into operation for future.” 
(Ramsgate) 

“Yes, okay I personally don’t mind that annually but I’d still want to 
know what was happening behind the scenes and where that £20 was 
going.” 
(Hastings) 

“I think it depends whether you are actually shown where that’s going to 
go and how much of an improvement is actually going to be made.” 
(Hastings) 

“But the question comes back, is it a one off cost, everybody pays extra 
£20 or are you saying that that is £20 a year. And if it's £20 a year what 
are they building in? I need to build a new reservoir, it's going to cost 
£X. But once that's paid for do the bills come back down?” 
(Andover) 

“If it’s only £20 a year, it’s £2 a month. I think I could stand that.” 
(Horsham) 

“There must be some efficiency somewhere but my own personal feeling 
is I would be happy to pay it. Ultimately I’m quite an environmentalist, 
but if it was going to ultimately help keep the rivers flowing and help the 
environment yes I would, that’s my own personal feeling.” 
(Horsham) 

 “If showcard E here where it says current service levels and we’re 
having a temporary ban on water use once in 10 years is accurate, then I 
think what’s going on now is absolutely fine.  Whereas if this is actually 
Southern Water’s aspiration, I agree with this gentleman over here, if 
showcard E is their aspiration and they’re wanting to invest to get to that 
aspiration so we only have a hosepipe ban once in every 10 years, that 
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they only have to reach the stage of telling people to conserve water once 
in every 5 years, I personally would be prepared to pay a little bit more 
money to help that aspiration be achieved.” 
(Horsham) 

3.11 Water Resource Options 

One of the key aims of the research was to understand customers’ views and attitudes to 
a variety of water resource options and the extent to which they wanted measures that 
tackled resilience issues head on eg desalination, or whether other options which were 
more focused on conserving storage by using water that water was already in the system 
were preferred.  
 
A number of options were presented, discussed below, with each providing a definition 
of the solution, the advantages and disadvantages of each, a lead time for introducing 
each option and an estimated cost for implementation. 
 

3.12 Leakage 

In order to tackle the misperceptions of leakage, the moderator read out: 
 

”In terms of leakage, SW recorded its second lowest figure ever this year 
and beat the current target set by the regulator Ofwat by nine million 
litres a day. SW remains the water and sewerage company with the 
lowest leakage level and it continues to invest in leakage to further 
improve its performance. It’s aim is to continue to beat annual leakage 
targets agreed with Ofwat.” 

 
And in order to help people decide to what extent reducing leakage was a viable option 
improving the amount of water in supply, they were shown Showcard G below. 
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Overall Findings 
 
Although leakage helps to conserve storage, as opposed to improving resilience, this 
option was well supported. Indeed, Southern Water should as a matter of course do 
what they can to minimise leakage, although there was some incredulity regarding the 
level of investment being spoken about. The show card needed to include additional 
information pertaining to what Southern Water’s focus was; for example, was it short 
term or long-term leakage. 
 
 
Detailed Findings 
 
There was limited knowledge that Southern Water’s leakage repair record was so good 
and some stated that Southern Water should communicate this more. Respondents were 
united in their belief that Southern Water shouldn’t waste water and should do what 
they could to minimise leakage. There was consensus that leakage was a priority and 
pipes should be repaired as a matter of course.  
 

“If they are losing 14% through not bothering to stop leaks, which is 
actually the business decision that you make, what are they spending it 
on? That comes out of your profit margin, that’s part of your investment 
in your future as a business.  If you are paying excessive profits to your 
shareholders, your sums are wrong, you can’t charge your customers 
more for the same or less quality.” 
(Worthing) 

 “No, if it’s pipes they’re responsible for, then they should repair them.” 
(Southampton) 

 “I was just thinking that if they’re spending 20 million a year now, and 
they reckon it’s going to cost 136 million over that, there must be a lot of 
leaks, it must be quite a bad problem.” 
(Southampton) 

In terms of the show material people queried whether the level of investment required to 
repair the leaks would be a one-off payment or whether it would be a continuous 
investment as the length of time it took to repair the leaks meant that once you finished 
you had to start again. There was some incredulity at the level of investment being 
spoken about.  
 

“You can’t comprehend £136 million.” 
(Ramsgate) 

“Because it's a lot of money. You can use that money on many things but 
if you don't fix the leaks then you're just wasting the water in the first 
place.” 
(Gillingham) 

“Really to me, they are spending £20 million now to do that, but £136 
million seems a lot of money.” 
(Hastings) 
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Some respondents queried when the current mains were put in and whether they were 
looking at new technologies to improve pipes and make them more resilient. Some 
queried the language including what ‘relatively expensive’ actually meant. 
 

“Basically Southern Water are saying they're not spending enough 
money on tackling their problem here.” 
(Isle of Wight) 

“Do you know how much water this is going to save?” 
(Isle of Wight) 

“There has got to be some sort of pipe out there that is indestructible to 
leaks and stuff.” 
(Ramsgate) 

“The question I would ask there is if it costs that much to repair leaks, is 
it because the system is antiquated and you've got old metal pipes, and to 
be fair they are going to pop every year. Or is it a 10 year outlay to 
replace all the metal pipes with plastic pipes which tend to be.” 
(Andover) 

In terms of what was missing from this showcard it was felt that that there needed to be 
additional information as to what Southern Water’s focus was; for example, was it short 
term or long-term leakage. Further information could be provided on what the 
percentage increase would be. 
 

“I think on G you need to analyse what paths are going down. Is it 
breakages, is it short term, is it long term fixes, and you can't see that. If 
you'd have sat round here in a business plan it's meaningless because it 
doesn't tell you what your long term goals are. It doesn't break that 
down. Is that short term fix, because if that was a short term fix you'd 
think that ain't going to work because that is going to cost us money on 
money.” 
(Andover) 

“On G, the point I made about the resilience programme into a 
percentage, that's what I'd want to see. Because to me that's just money 
thrown to the ground. At least they're attempting to repair a part of the 
network per year and over a certain amount of years you could expect at 
a.” 
(Andover) 

3.13 Water Efficiency Campaigns 

To understand what people thought of water efficiency campaigns as a means of 
ensuring sufficient amounts of water, Showcard H below was presented. 
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Overall Findings 
 
Although this option does not improve resilience, the majority of people supported the 
idea of water efficiency campaigns and therefore it was one of the more preferred 
options. However, many felt that these campaigns should be on an ongoing basis rather 
than every five years as with the current approach, there was a tendency for people to 
take a short term perspective, responding to a crisis, rather than taking the long view 
that would lead to a permanent change in behaviour. 
 
 
Detailed Findings 
 
The concept of water efficiency campaigns was very much appreciated but some also 
queried which would be the best media for such water efficiency advertising. For 
example, with modern technology respondents noted that it had become feasible to 
simply ignore television advertisement campaigns.  
 

“It doesn’t improve the resilience but it improves the efficiency and the 
amount of output that is required and the amount of water that’s taken by 
the company, therefore making the storage last longer.” 
(Worthing) 

 “In other words we need to make it endemic don't we, in the way people 
think about the use of all resources really.” 
(Isle of Wight) 

“But how? I've never seen a water campaign. You might hear it on the 
news, but I'm one of those if I'm watching telly and the adverts come on, 
just flick it over. So how would they get that across?” 
(Andover) 

 
Many felt that it would be imperative to regularly run effective water efficiency 
campaigns in order to keep it uppermost in people’s minds. Respondents felt that with 
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water saving measures there was a tendency to be very proactive for a short period of 
time when the message was first received, but that this initial fervour would dissipate 
over time.  
 

“And they need to time it more than every five years, say have three in a 
year which in today’s money is peanuts isn’t it really to make people 
aware…” 
(Hastings) 

“Yeah I think it makes people understand, if people understand the 
reasons why and understand the difficulties in conserving water and the 
cost of conserving water etc, then I think they’re going to be much 
happier to conserve.” 
(Horsham) 

“I think if there's a hosepipe ban or there's something coming and it's all 
over the news, people are aware. But what happens when it goes away 
and it becomes business as usual.” 
(Andover) 

 “You definitely need it all the time, I don’t really think it’s an effective 
way because say somebody comes round your house and he gives you 
lots of stats and everything, and you take it all on board and be careful 
for a month or two, and then just forget about it again.” 
(Southampton) 

“Could they not put an advert to make people aware, every other 
company puts adverts on the TV, be aware of this thing, beware of your 
use of water so that we don't have to get hosepipe bans.” 
(Gillingham) 

 “And not only that, they had the hosepipe ban and they didn't know 
within a month we were going to get all this rain. So really if they say it 
in the Spring, make people aware that if we do get a hot summer they 
need to be a bit more careful  with water usage and wastage of water.” 
(Gillingham) 

However, there is also a concern that over exposure to the message might introduce 
lethargy. 

 
“I’m a bit cynical, I think if they ran this too often, everyone would be 
saving the amount of water, and then essentially they’d start to lose their 
profits, so our water rates go up anyway because they’re a business 
aren’t they.  Our bills have never gone down ever, they stay the same or 
just creep up with inflation and other things.  So I don’t know really, I 
don’t know whether it’s worth, how much do you want to throw at this, 
do you keep throwing £30 million telling people not to flush the toilet 
every time they use it, run the tap when they brush their teeth.  Those 
should be things you should just do to save yourself, you should see it as 
your own little bit.” 
(Southampton) 
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Once again there was a call for including the need for water efficiency measures in 
schools to reinforce the message from an early age.  

 
 “You need to put it forward through the kids, through the youth.” 
(Gillingham) 

“Because children are very good at educating parents, rather than 
parents educating children.” 
(Isle of Wight) 

There is some concern that if these campaigns were successful that Southern Water 
would have to put up their prices in order to actively compensate for the reduced water 
usage.  
 

“I’m quite shocked at the difference in cost considering that this one is 
effectively going to lead to nowhere anyway because they can’t store the 
water, yet this potentially could change the way people deal with water, 
and not necessarily my generation, but future generations and can 
reduce the amount of water used, thus preventing the situations that 
we’ve discussed and a tenth of the money is actually being spent on it.” 
(Horsham) 

“I would like to know how effective publicity campaigns are before I 
think I could comment as to whether that was worth spending more or 
less money on cause it doesn’t tell me that.” 
(Horsham) 

“It’s also whether they will take notice because at the end of the day if 
you have got a hosepipe ban, people use them anyway, but hopefully if it 
was inbuilt from an early age, over time it might take a lot longer than 5 
years but you know.” 
(Hastings) 

Some people also mentioned providing incentives as part of any customer 
communications campaign. 
 

“[Campaigns] yeah and incentives. You could make a lot of water butts 
for that sort of money could you?” 
(Isle of Wight) 

 “Maybe they should bring in some sort of reward scheme maybe where, 
you know - If your meter reading was lower the next year you’ll get 10 
points.” 
(Southampton) 

3.14 Seasonal and Rising Block Tariffs 

Another possible solution that could contribute towards a continuous supply of water is 
seasonal and rising block tariffs. The information presented to the groups is detailed in 
Showcard I below. 
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Overall Findings 
 
Seasonal and rising block tariffs met with strong disapproval and were therefore the 
least preferred option. Whilst respondents may have this tariff in place already with 
their gas and electricity supplies, they did not wish to do this with their water also. 
There were also real concerns that this could exacerbate poverty. 
 
 
Detailed Findings 
 
Whilst the concept of a tariff that actively links usage with the bill might appear to be 
economically sensible the reality is that for those, for example, in larger households 
such an approach would certainly result in an even larger bill which would not be 
appreciated. Respondents in Southampton were in favour of the rising block tariff but 
queried whether there would be some support in place to assist those in deprived areas.  

 
“I can see nothing on here that has anything going for it at all, I’ll be 
honest with you.” 
(Horsham) 

“Why should people with four adults pay more than just two, because 
they’re going to pay more anyway as they’re using more, so why do they 
need to pay at a more expensive rate.” 
(Horsham) 

“You shouldn’t pay a higher rate, it should be a constant rate and you 
have been essentially given the onus of how much you use; that onus has 
been put on you.” 
(Worthing) 
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“It’s emotional blackmail, outrageous.  We are going to charge you a 
fortune so you are not going to use it as much but you are saving the 
planet.” 
(Worthing) 

 “A bad idea. You're spending £30 million and you're not actually 
improving what the root cause of the problems.” 
(Isle of Wight) 

“But that would be unfair for me, it’s just me and my partner but this 
lady’s got teenagers, she shouldn’t have to pay more per cubic metre 
after she’s used a certain amount than I do.” 
(Hastings) 

Three were significant concerns expressed about this leading to water poverty, with 
respondents aghast at the idea. The belief was that this concept would intensify poverty.  

 
“You only have to look at the level of fuel poverty. I expect from the Isle 
of Wight, don't know if you know from your research but the Isle of 
Wight has got one of the, I think it is the lowest GDP per capita in the 
UK, now obviously that's due to, as we mentioned earlier, the age of the 
population, but it's also indicative of the level of, well the level of poverty 
that there is on the Island, especially in specific areas like East Cowes 
and even parts of Ryde, so that is a real possibility, especially on the Isle 
of Wight.” 
(Isle of Wight) 

 “I think families,, people with young children, people with large families 
who probably are least able to pay in some circumstances, could find 
themselves greatly disadvantaged by this. People like myself who are 
perhaps older, we can control our consumption, we can talk to ourselves 
and we can easily, not flush the toilet every time if it's not essential. I feel 
this could have a bigger social impact I must admit.” 
(Isle of Wight) 

“Well this is the highest deprived area in Kent and if you inflicted that 
on people with the high levels that we have got, I just think that would be 
completely unfair.” 
(Ramsgate) 

“Definitely unfair, especially large families that are struggling to make 
ends meet anyway so yes that would be just totally unfair.” 
(Hastings) 

“Because it’s not taking into account that there are people who have got 
disabled children and they are going to use the washing machine more, 
so if they use it more does that mean they have to pay more?  It’s quite 
unfair actually.” 
(Hastings) 

“Would they have some system in place to help those in deprived 
areas?” 
(Southampton) 
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 “I don’t think exacerbating poverty is a good idea.” 
(Horsham) 
 

Also imposing a seasonal charge for water usage met with wholesale disapproval as it 
would mean that people would have to proactively regulate their usage depending upon 
the time of year. Whilst people do this already with their gas and electricity, they were 
reticent to do this with their water also.  Thus, whilst both elements of the concept may 
on paper seem prudent and reasonable the resulting bills may cause socio-economic 
problems for customers.   
 

 “I just think that like sometimes if you can link financial incentives to 
sustainability then it works, but traditionally they're seen as like fighting 
against each other, sustainability and money. There are ways to link 
them together successfully but I don't agree with these particular 
tariffs.” 
(Isle of Wight) 

 “I think this sort of reflects what I basically said earlier, if people are 
using it less they are not going to be making the profits that they want to 
make so they might consider actually increase the price it up, so that’s 
the only reason it would exacerbate poverty because they could start 
raising their prices.” 
(Ramsgate) 

“It would cause me to be angry I think, they’re telling me I can have this 
water cheaply now when there’s loads of it around and I don’t actually 
need it, but when there’s not a lot of water pouring down from the sky, 
they’re going to charge me loads for it.” 
(Horsham) 

 “Well that could be messed about with couldn’t it, with the hot weather 
in the summer they’d charge them a bit more, I’d want to look into that, 
I’m not sure I’d be happy with that.” 
(Southampton) 

 “It's a cash cow isn't it, people get hot in the summer, they wash more, 
they shower more, you water your grass in the summer, you don't do it in 
the winter, that’s when they're going to charge you more money. “ 
(Andover) 

“Definitely a big problem. Because people have to pay more for things 
that they can't avoid paying. When you spend money sometimes you have 
a choice, and other things like this you don't have the choice.” 
(Andover) 

3.15 Desalination 

As well as the options which could conserve storage, there were a number of water 
resource solutions which would improve the resilience of the company’s water supply. 
Desalination was one of those options with the relevant information revealed in 
Showcard J. 
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Overall Findings 
 
The concept of desalination was appreciated by many people because it deals with the 
resilience issue by ensuring there is always an available supply of water; subsequently it 
is quite well supported. However, for some, this option was dismissed on the grounds of 
cost and/or the large carbon footprint.  
 
 
Detailed Findings 
 
Many customers appreciated the desalination option because it tackled the issue of 
resilience head on by ensuring there would always be enough water available even in 
the event of extreme weather conditions. 
 

“That is an untapped resource, and I think, if you look at the pros and 
the cons, obviously the resilience issue is covered. Reliable yield like 
even drought proves resilience, and it only needs…severe drought. The 
cons, if you look at reusable energy sources that we've got at hand and 
just the sea itself, with wind farms, there are options to get around the 
high energy use.  
(Andover)  

“If this was to be in place, would that get rid of hosepipe bans, rota cuts, 
standpipes. What is the total cost to the company of those other scenarios 
versus this. So is £50 million worth paying it anyway just to get rid of all 
the other problems and guaranteed water.” 
(Andover) 
 
“Perfect.  It gives us the water that we need in the winter when we have 
too much snow and England can’t cope anyway so look, problems 
solved.” 
(Worthing) 
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 “You're going to use more land building a reservoir than what you 
would building a desalination plant. I know what you're saying about 
electricity and stuff like that. But I think that's quite an eco friendly 
resource.” 
(Gillingham) 

“Yeah if the scenario of where's the civil enforcement, so if it went 
drought, drought, we'd start using restrictions, but if the drought 
continued, eventually it’s going to run out. Whereas the one we were just 
looking at (desalination) although it's a big cost in our carbon footprint, 
it's still going to be there.” 
(Gillingham) 

 “I'm not for or against it, but I think as a stand by measure I think the 
pros outweigh the cons. Like the fact they say it's only going to be used 
during severe drought events. If you have to put up with 3 or 6 months of 
drinking desalinised water then I think that's better than the risks of 
having stand pipes and all.” 
(Isle of Wight) 

Some people enthused about desalination based on their knowledge and experiences in 
other countries. 

 
“Can I just raise a point about desalination, very quickly. Malta gets 
most of its water from desalination. Now I don't know the population of 
the island of Malta, I don't really know how big it is, I've been there a 
few times, but it's all desalination or very nearly all desalination. Malta 
isn't a rich place, they manage to do it. I rest my case.” 
(Isle of Wight) 

“I helped build one in Iraq, and it's brilliant. A brilliant bit of kit, 
fantastic.” 
(Andover) 

However, there was a sense that desalination was an unknown option. 
 
“I don't know because I don't know enough. Desalination sounds 
sensible but I'm not sure that it is because I don't know enough about it. I 
don't know what the impact is. I don't know how much the running costs 
are. We don't know that much about desalination because we haven't got 
any.” 
(Isle of Wight) 

Some respondents queried why it could not be used all the time. 
 

“They are saying obviously its high energy but it would be only 
implemented in severe drought, why couldn’t they do it through the times 
when it is not and use it in storage tanks and have it there ready so then 
the droughts wouldn’t even have to happen?” 
(Ramsgate) 

 “I think what it says on this card was it would only need to be activated 
during a severe drought event and severe drought events on showcard C, 
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that’s when they’re turning off supplies to homes at certain times so 
customers will only be able to use water in their homes at restricted 
times.  And I think if there was a facility to do desalination at that time, 
it’s getting to the stage where something needs to be done, you know, 
we’re approaching, we’re being affected to the point where our water is 
being cut off for part of the day, and I think in those circumstances it 
would be good.” 
(Horsham) 

“I don’t understand why we can’t use it to prevent a hosepipe ban or the 
temporary bans, why can’t we just use that to keep it going all the time.” 
(Horsham) 

Some people dismissed desalination on the grounds of cost and/or the large carbon 
footprint. The cost was felt to be prohibitive and people wondered where the funding 
would come from.. Others suggested having a smaller plant, using less power, and 
running it more often, and perhaps storing the desalinated water for emergencies or 
‘maybe as a last resort’. However, as a contingency measure it was an expensive option.  

 
“No, I think it’s a good idea but it’s a very expensive way of producing 
water.” 
(Hastings) 

“I don’t like the investment costs associated with the carbon footprint.” 
(Worthing) 

 “What do you do with the staff? You're going to have running costs. 
There must be total running costs all the time so what are they going to 
be working there for like 20 years and oh we used once, I just don't get 
it.” 
(Isle of Wight) 

“It’s a lot of money to pay out to build it if you are only going to use it in 
an emergency, perhaps you might not have a drought for five or ten 
years, and you spend all these millions and it’s going to sit there…” 
(Ramsgate) 

“The thing is it’s not just like the monetary cost, it’s the carbon footprint, 
it affects the environment as well, it’s all the other costs as well, isn’t it, 
not just money costs.” 
(Southampton) 

There was some concern as to whether the building of a desalination plant would 
subsequently impact on customers’ electricity bills. 

 
“It's high energy isn't it so it's going to be more power plants or 
something along that to then deal with the power. So you'll probably find 
your electricity bill will go through the roof.” 
(Gillingham) 

“And there's no guarantee of how much that's going to cost the punter 
long term. Because if electricity keeps going up and up and up does that 
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mean we're just going to get more additions on our bills for actually 
building the infrastructure now.” 
(Andover) 

 
In addition, a minority of people expressed surprise over this concept relating to why, if 
a desalination plant were a viable option, it had not been considered before.   

 
“I'm sorry, there's an element of naivety, because this desalination 
process thing is going to be around for years. And if you're telling me 
that Thames Water hasn't looked at it, Southern Water hasn't looked at it 
before now I'm sorry you're a bunch of Muppets. What's going on? If this 
is that fantastic why hasn't it been brought in?” 
(Andover) 

There was a query about the impact of desalination on the environment. 
 

“Also desalination, like you mentioned about the impact on the marine 
environment. Quite a lot of the area around the Isle of Wight is going to 
become a marine reserve which is something that's come in recently from 
the Marine Conservation Society, and so probably again, it might be 
unlikely.” 
(Isle of Wight) 

“I'm not a great fan of drinking desalinated water I have to say, haven't 
liked it when I've been abroad, have not liked the taste. There would 
obviously be an environmental impact because you're talking about 
probably some large plant that has to be built somewhere.” 
(Isle of Wight) 

Further explanation was required as to how much water a desalination plant could 
produce and where the finances would come from. In terms of additional information 
requirements there was a need to contextualise what the cost actually covered, what the 
running cost of the desalination plant was and whether this was a one-off cost or not.  
 

 “The only thing that’s not in here is especially for this one, is how much 
it will produce and how many people it will serve.” 
(Hastings) 

“They’re going to spend 49.35 million, how are they going to generate it 
back, it’s from the public, from the people.” 
(Southampton) 

 “If Southern Water were the first one to put desalination plant in, 
there'd be loads of other ones. You'd build a pipe work and flog it on 
wouldn't you. Thames have always got a drought, we've got excess 
water, I bet, although you get initial outlay, with the pipe work you'd flog 
Thames the water wouldn't you. You've got a drought, buy our water, 
then that brings running costs down to almost zero.” 
(Andover) 

There were also queries over how the desalination plant would be powered and what the 
long-term costs would be. 
 



 
Accent 2457rep04.doc•JE•19.08.12 Page 40 of 54 

“As they said yes there's high power cost but they're constantly looking 
at ways to reduce that. And if you're looking at 10/15 years you can't tell 
me in 10/15 years there's not going to be a cheaper way of doing it, a 
better way of doing it more efficient, wind farms, you could have the 
water flow that's coming in and out of the estuary's constant and 
somebody needs to do the turbines so they can do that. It's all there to be 
done if you put it in the right place.” 
(Andover) 

“Yes, you have got high energy costs for the desalination plant. By 
definition the desalination plant is going to be right on the sea where you 
have got oodles of water, you have got the turbines, there is a product 
already there to help power it.”  
(Worthing)  

Some people also felt that a by-product of this would be an excess of salt which 
could be sold to help pay for the plant. 

 
“Can they not do something with the concentrated salt?” 
(Worthing) 

“That by product could be used in the winter for roads.” 
(Ramsgate) 

“The salt by product disposed of safely, yeah I do see that as an issue but 
yeah there are people out there that are brighter than me that could sort 
that.” 
Andover 

3.16 Storage Reservoir 

Another option that would improve the resilience of the water supply would be to 
construct new storage reservoirs. The information that was shown is detailed in 
Showcard K below 
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Overall Findings 
 
Similar to Desalination, the key plus point of a Storage Reservoir is that it deals with the 
issue of resilience by ensuring the availability of additional water in supply, as opposed 
to just conserving it. Although there was limited support for this option some 
questioned why existing reservoirs could not be expanded, thus having a less 
detrimental impact on the environment. 
 
 
Detailed Findings 
 
For some this option represented one of the best solutions because it goes straight to the 
point of the resilience issue by ensuring there is additional water available, rather than 
just conserving it. 

 
“For me this is a win-win, I mean you’re creating storage which some of 
these other, you know, ideas say they don’t necessarily conserve storage 
an awful lot, and also there’s no bigger impact in terms of getting us to 
conserve water when we’re shown on the telly a reservoir which is about 
a third full, so it’s kind of win-win for me, that one.” 
(Horsham)  

  “I think this is probably my favourite option because it's building the 
infrastructure to cope more with the demand. So you're putting your 
money in the right respect, rather than putting it into leaks and all the 
rest of it.” 
(Andover) 

Some people questioned why Southern Water had to build storage reservoirs and 
therefore promulgated the idea of extending existing reservoirs instead. 
  

“But why do we need to build new reservoirs when we can just make the 
other ones either deeper or larger. And I'm sure it wouldn't take 12 years 
to stretch the reservoirs we've got now across and down rather than 
build complete new ones.” 
(Gillingham) 

“Improve the ones that we've got now, stretch them to a degree rather 
than having to build complete new reservoirs. You're building complete 
new reservoirs it's going to cost millions and millions more.” 
(Gillingham) 
 
“I think its about maybe expanding the ones we have got, so that its not 
actually costing more to build a new one, the cost is going to be down if 
you are just expanding what you have already got.” 
(Hastings) 

“If it’s going to be £47 million, how much would it cost to expand your 
existing one to make it deeper and wider for instance?” 
(Hastings) 
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“What's the capacity compared to the deliverable. And you're asking 
these sorts of questions and you're asking us to spend an awful lot of 
money on something that we don't know whether we need it or not.”” 
(Andover) 

There was considerable debate around the environmental aspects of this solution which 
centred on the availability and type of land that would be used for building storage 
reservoirs, as well as an element of ‘not in my back yard’. 
 

“There is an environmental impact there isn't there, you're going to take 
land, you're going to take agricultural land, there's no free lunches here. 
You've got to find a valley that you can flood essentially.” 
(Isle of Wight) 

“You keep saying reservoir singular, there's no reason why you couldn't 
have lots more smaller, as more space is taken up, more farm land used 
for those.” 
(Isle of Wight) 

“It’s a good idea but you are going to have an awful job trying to find 
somewhere to put it.” 
(Ramsgate) 

“I think there’d be an argument in this slide, probably amongst 
environmentalists whether the long term impact is negative or positive of 
adding a reservoir, it depends on the land you start with, that you’re 
turning into a reservoir. If it’s fields that are being pumped with fertiliser 
each year and it’s going to become a reservoir, over time, longer term 
it’s probably better for the environment. And there’s probably 
environmentalists that would argue amongst themselves, there’d need to 
be a bit more information, for me on that slide.” 
(Horsham) 
 
“It’s like wind turbines, people moan about them, but they’re out in the 
middle of nowhere but you still find people moaning about them, so 
you’re going to get the same with this.” 
(Southampton) 

While people were concerned about the possible damage that could be caused to the 
environment by building any new reservoirs, this was offset by the potential to 
maximise opportunities that might be forthcoming from the development of any leisure 
activities. 
 

“Yes, the impact on the environment often is negated by the positives you 
get by building more reservoirs you get more footpaths, cycle paths 
obviously as well as your other leisure facilities more nature will be 
there, birds, etc so while the environment would be impacted negatively, 
for me, it would be quite the opposite.” 
(Worthing) 

“That would be ideal if you have got a reservoir you could use it for 
water sports or whatever you do on it.  It might take four or five years 
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why it takes so long I don’t know once it’s finished and grown over 
again, a natural environment isn’t it?” 
(Ramsgate) 
 
“I'm not against reservoirs, I just think there's a massive impact on loss 
of land, loss of facility, damage to the environment, damage to wildlife 
which we've not mentioned at all in here. We don't own this planet we 
share it. Are we just going to do away with other creatures way of life 
just by imposing our will on them.” 
(Isle of Wight) 

“A large majority of the Isle of Wight is an area of outstanding natural 
beauty so it might be quite difficult to .build a new reservoir” 
(Isle of Wight) 

“I don't like that one. It would take a long time to implement and build 
and impact on the environment and landscape.” 
(Gillingham) 

 

3.17 Water Re-Use 

Water re-use is another solution which would improve the resilience of Southern 
Water’s water resources. Showcard L below reveals the information that was provided 
to people in the focus groups. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Overall Findings 
 
Water Re-use was a well supported solution because it utilised water that was already 
available in an environmentally friendly way. Provided that reassurances could be given 
that treated waste water put back into the system would not have a detrimental impact to 
health and safety, or that the environment would be harmed as a result, this was a strong 
candidate for helping to solve the long term issue of water shortages. 
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Detailed Findings 
 
As long as the water was appropriately treated and there were guarantees of its safety 
then there was enthusiasm towards this solution. Using the water already available was 
seen as the right way to go and because it was considered to have a lower environmental 
impact, it made sense. 
 

“If it’s treated to a high standard that wouldn’t be a problem would it?” 
(Worthing) 

“I just think that you're reusing water that you'd otherwise just be 
wasting wouldn't you.” 
(Isle of Wight) 

“It's different place of storing it basically. Instead of digging down or 
out, they're just putting it back into the environment then taking it back 
again, that's the impression I'm getting on that.” 
(Gillingham) 

“I think it helps the environment, that is what I feel that we need to do, 
carry on recycling. If we try to save the land we're leaving to the next 
generation we need to try and do what we can while we're here now.” 
(Gillingham) 

“Yes it’s not an alien thing to recycle waste water is it no.” 
(Ramsgate) 

“Because I mean that, if you've got a resource and it's running out and 
you can reuse it I think that's a no brainer isn't it.” 
(Andover) 

“Its environmentally friendly isn’t it and its more when you think about 
the one where you are extracting the sea water and you have got salt and 
its carbon footprint you know, this looks a lot kinder.” 
(Hastings) 

There were several people who mentioned that this concept is nothing new and that it 
has been going on for some time; they were therefore quite comfortable with the idea. 

 
“Don't they do that with just our water anyway, when we drink it or flush 
the chain and, it goes into recycle, goes and gets treated then it goes 
back into the system.” 
(Gillingham) 

 “Well they do in London anyway because London is recycled water so 
what’s the difference?” 
(Hastings) 

“Surely, unless I'm naive, you get the waste water you clean it up, you 
put it in the river to take it out clean it up again.” 
(Andover) 

There were also several people who, while they were open to this option as a viable 
solution for improving resilience, required a better understanding of what was involved. 
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Specifically, they wanted reassurances about the quality of waste water being put back 
into the rivers. 

 
“The only doubt I would have about that, do Southern Water pump raw 
sewage into the sea at times. Because if they do that I would say we ain't 
quite got the treatment quite right. And there is an element that it's.” 
(Andover) 
 
 “So do we fully treat. Because that's the only. The only thing that would 
put you off on that is treated to a very high standard.” 
(Andover) 

“I think we need more clarity on that, how the process works.” 
(Southampton) 

“It would have to be absolutely foolproof wouldn’t it, because I don’t 
like the idea if it went wrong, then our rivers get contaminated and then, 
you know, potentially you would have to be so safe.” 
(Horsham) 

“I think the other thing about the risk element is the effluent from the 
treatment plant if there is a mistake and the chemicals get in, I think 
that’s going to be, but in terms of an option, it’s quite good.” 
(Hastings) 

 
In conjunction with this was the concern that waste water not treated to the correct 
standard could harm the environment. 
 

“If you could tell me that it wouldn’t hurt the environment.” 
(Southampton) 

 
“And the effect, the long term effect of things that we don’t necessarily 
know about right now, that it could have on the environment.” 
(Horsham) 

“The cons I would say then are, this highly treated water that goes into 
the river, does that water have any impact on the local environment?” 
(Isle of Wight) 

 “Transporting water is very carbon intensive, and it might affect the 
biodiversity.” 
(Isle of Wight) 

A further environmental issue for people was the potential for this solution to cause 
flooding problems. 
 

“The cons, when it goes back into the river isn't that going to cause 
flooding?” 
(Andover) 

“But what if we get flooding and all the water floods out onto the fields, 
all the mucky water goes back into the river again.” 
(Southampton) 
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Other people had questions about where locations of the water re-use schemes would 
be. 

“Where is the nearest extraction river at the moment, that would be the 
question for our area, does this region have one, do you know where it 
is, the nearest extraction point from a river source.” 
(Worthing) 

“I think the only possible con is dependent on where they are actually 
extracting it from, that for example like in recent years many years have 
burst their banks because of deluges and what have you, so that’s the 
only con I can think of and the possible damage to surrounding property 
but again, it depends where they are going to extract from.” 
(Ramsgate) 

There were a number of other issues that got raised in relation to this solution including 
the cost of introducing it, the lead time to deliver it and generally, the need to have more 
information so people could make informed judgements. 
 

 “How long it would take them to recycle it, and they haven’t actually 
tried it yet, how long it’s going to take them to do it.” 
(Ramsgate) 

 “And also the cost, I mean, you know, what would the benefits be as 
opposed to the cost, what would it save.” 
(Southampton) 

“I think you've got some very substantial questions to answer before you 
can say whether it's [feasible]” 
(Isle of Wight) 

 “The way it’s written it makes perfect sense doesn’t it?” 
(Horsham) 

3.18 Aquifer Storage Recovery 

Showcard M provided information to customers about the concept of Aquifer Storage 
Recovery. 
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Overall Findings 
 
Although Aquifer Storage Recovery does not necessarily improve the resilience of the 
water supply, it was one of the most preferred solutions because it used water that was 
already in the system which could be stored and used as needed. Two other big plus 
points is that it represents a relatively cheaper option compared Desalination, Storage 
Reservoirs and Water Re-use and it doesn’t impact on the environment.  
 
Detailed Findings 
 
There was some support for this system as it used resources already available and was 
less expensive than a storage reservoir.  
 

“I just see that as something that we are using something we already 
have which has got to be good rather than building something new, and 
this is not about the profit or anything this is about making sure that we 
have enough water and the things they are putting in place to ensure that 
happens.” 
(Worthing) 

“Because its using something that’s already there so there is not a 
massive cost of building a reservoir and it doesn’t impact on the 
environment does it, so yes, if you have got beautiful hills and you are 
putting a reservoir at the top and a lot of people don’t want a water 
facility they want to… this is using something that’s already there so its 
not costing them money.” 
(Worthing) 

“To be honest with you that is good to me. Cheap storage. It doesn't 
affect the environment or landscape.” 
(Gillingham) 

“You’re storing the water, it’s cheaper, it’s a short lead time.” 
(Horsham) 

“Interested to know how good it is because it sounds very good 
compared with other options you've given us. It sounds almost too good. 
(a) cost, (b) it's a natural, it's not unnatural, we're not destroying 
anything to make it. We're not creating anything to destroy, ie with 
desalination, we don't need big factory we're throwing salt out. The other 
way destroying land, and I just don't see a problem with it, unless the 
amount of storage is limited.” 
(Isle of Wight) 

“It's almost a renewable system as well isn't it.” 
(Isle of Wight) 

Other positive aspects of this solution was that some people thought it was a very 
similar option to the water re-use scheme, but instead of putting water into an above 
ground source, it was being pumped into an underground source. 

 
 “I think other than those points being potential cons and the fact that 
it’s limited, I think it would be a great idea because you don’t have to 
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look at it, it’s not like, you know, a water reservoir that potentially could 
be an eyesore and have loads of people complaining about it, this is 
something that’s going to be under the ground and nobody’s going to 
have to look at.” 
(Horsham) 

 “I don't see where the difference is. One's pumping into the river and 
taking it out, and one's pumping it into the underground water table 
which is virtually the same.” 
(Andover) 

This support was tempered by a perceived illogicality as to how this solution would 
actually work if there were consecutive dry winters and summers.  
 

 “And if the entire South East is on a drought and you've got your 
storage in one place, how are you supposed to get it to the rest of the 
area.” 
(Gillingham) 

“Right but if they are solely relying on that to supply our water, then 
aren’t they always going to have this problem with not enough water and 
then there is too much water and I mean because they can’t really get it 
right because they can’t control the weather.  So wouldn’t it be more 
advantageous to them like we said before, to have a secondary site that 
could transfer.” 
(Ramsgate) 

“If the water is not available, we’ve had several dry winters in a row, 
then it’s a complete waste of time a waste of money” 
(Hastings) 

3.19 Catchment Management Schemes 

The last water resource option that was discussed was catchment management schemes. 
To help customers articulate their views and attitudes Showcard L was given to 
customers. 
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Overall Findings 
 
People found this solution quite difficult to conceptualise and wondered about the 
relevance of this approach to water companies when most of the responsibility seemed 
to be with the agricultural community. Although this was one of the least preferred 
options, the fact that it is quite cheap and that it benefits the wider environment, some 
people thought it could be worth exploring despite the fact that it was not guaranteed to 
work 
 
 
Detailed Findings 
 
Many assumed that there were already strict controls on nitrate use so there could never 
be too much of it. They didn’t really engage with this topic believing it to be something 
for the farming community to tackle and not them. They also felt that if they could not 
control what the farmers did then it was futile contemplating this option. There were 
some queries as to what ‘farming practice’ meant. 
 

“Do you know if there's any information about, well to say that if all 
farmers play ball what impact that would have. Is this a major 
problem?” 
(Isle of Wight) 

“These people are businesses, I'm not here to protect farmers interests in 
any way shape or form. These people are businesses and they have to 
survive, and if using nitrates mean that they can grow the produce they 
think they should be growing then they're going to use it.” 
(Isle of Wight) 

“It will probably reduce yields which will push up costs, which will mean 
as a consumer you'll be paying more for your food.” 
(Isle of Wight) 

“It should be down to the farmer though if they are spraying the 
nitrates.” 
(Ramsgate) 

 “In principle the proposal is a good one. What the ramifications are 
surrounding that is hard to say.” 
(Isle of Wight) 

“Has the water board got any control over what farmers put down? So 
it's a bit of a waste of time then isn't it?” 
(Andover) 

“You got nitrates which is in there anyway, don't give you any more 
water, and you can't control what the farmer does, so it's a bit of a waste 
of time.” 
(Andover) 

However, some in the Southampton and Hastings groups felt that due to the low cost it 
was worth implementing this.  The Hastings group suggested a trial in one farm to see if 
it worked. 
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Although this option did not provide a guaranteed solution, there were some people who 
were prepared to give it a try because of the minimal cost involved. 

 
“It's not guaranteed to work so don't even start.” 
(Gillingham) 

“But it’s so cheap in the scheme of things that it’s almost worth the 
experiment.” 
(Horsham) 

“If you’re just going to spend half a million over 25 years, you might as 
well try doing that.” 
(Southampton) 
 
“It is only half a million over 25 years, there's probably a lot less than 
what they waste on other things.” 
(Gillingham) 

“A million houses, so if this is half a million quid, that’s 50p a household 
over 25 years, so divide that by 25, that’s 2p a year that each household 
would be paying to have this experiment, and it might work.” 
(Horsham) 

“I think so, I think its worth giving it a try and see if it does work just for 
the once off. “ 
(Hastings) 

Apart from the fact that this option represented an unproven solution, the major concern 
was the high carbon footprint associated with it. 
 

 “And they run the risk of the high carbon footprint as well.” 
(Ramsgate) 

3.20 Preferred Water Consumption and Efficiency Options 

Having discussed all of the various water resource options, people were asked to rank 
individually their preferred options taking into account all the relevant information 
about how much each solution would improve the resilience of the water supply, the 
advantages and disadvantages, as well as the lead time and estimated cost of the 
solution. 
 
In would appear that ‘Aquifer Storage Recovery’ is the most preferred option of the 
eight options that were tested. This was quite closely followed by ‘Water Efficiency 
Campaigns’, ‘Water Re-use’ and ‘Desalination’. The two least preferred options were 
‘Catchment Management Schemes’ and Metering Tariffs. In Table 2 below the two 
most preferred options and two least preferred options are highlighted for each location. 
Although ‘Storage Reservoirs’ featured as one of the least two preferred options for four 
of the locations, they were also quite well supported in both Ramsgate and Worthing, as 
well as Andover. 
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Two Most Preferred Options and Two Least Preferred Options for each Location 
 Most Preferred Least Preferred 
Andover Aquifer Storage Recovery 

Storage Reservoir 
Catchment Management Schemes 
Metering Tariffs 

Gillingham Water Efficiency Campaigns 
Water Re-use 

Desalination 
Storage Reservoir 

Hastings Water Efficiency Campaigns 
Water Re-use 

Metering Tariffs 
Storage Reservoir 

Horsham Desalination 
Water Re-use 

Metering Tariffs 
Storage Reservoir 

Isle of Wight Aquifer Storage Recovery 
Leakage 

Metering Tariffs 
Storage Reservoir 

Ramsgate Water Efficiency Campaigns 
Water Re-use 

Metering Tariffs 
Desalination 

Southampton Aquifer Storage Recovery 
Leakage 

Catchment Management Schemes 
Water Re - Use 

Worthing Leakage 
Water Efficiency Campaigns 

Catchment Management Schemes 
Metering Tariffs 
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4.  CONCLUSIONS AND RECOMMENDATIONS 
 
General 
 
In general people had a good idea of the services provided by Southern Water and 
overall the feeling was that Southern Water is generally doing a very good job as few 
had any experience of any issues 

The majority of people felt that water was good value for money, comparing favourably 
to other household bills. Whilst water meters were considered to be an equitable way to 
pay for water, those in larger households were more likely to feel disgruntled at the 
inclusion of water meters as their bills had typically increased as a result 

People had a good idea of what a ‘water supply network’ was and what it entailed. 
Customers were split on whether Southern Water would always be able to supply 
sufficient water to its clients to match the demand, although there was some incredulity 
that Southern Water could ever be in a position to run out of water.   

There was strong mention of the need to encourage people to review their water use 
behaviour through formal education both in school and at home. Many people had 
already adopted water conservation measures in their own homes. However, there was 
also mention that Southern Water should focus on fixing the current leaks, ensure better 
investment in the current ‘plumbing’ system, create larger reservoirs capable of 
collecting more water and look to modern technology such as desalination plants for 
water saving 

 
Water Restrictions 
 
The majority of people pragmatically accepted that if there was a water shortage 
Southern Water would have to impose a hosepipe ban.  

The main concern expressed about the imposition of a drought order was its negative 
impact on small businesses. The feeling was that there would have to be exemptions 
applied so that small businesses could survive 

While people expressed real concern about the imposition of rota cuts, they felt they 
could cope with them if the situation arose. They also felt there would have to be a 
really strong case for such measures if the public were to accept rota cuts 

The introduction of standpipes was perceived to be a rare event and one which would 
only occur as a last resort. Even with this water restriction, people felt the resolute 
British public would go into survival mode and cope with such measures 

 
Service Levels 
 
Whilst the current service levels did not cause consternation to people there was some 
incredulity that modern technology had not been used to counteract the problems with 
water shortage. The one activity that people felt should be conducted more frequently 
were campaigns to raise awareness, as they believed that these should be carried out on 
an ongoing basis 
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Virtually everyone preferred the dry winter scenario as a means for planning water 
restrictions as it was based on real time, as opposed to the current service levels which 
were perceived as abstract and quite meaningless. However there were some issues for 
clarification such as what constitutes a dry winter and what is meant by the terms ‘early 
drought plan’ and ‘use less groundwater’ 

Recommendation – The Dry Winter scenario was clearly the preferred option for 
determining future planning levels. We suggest that Southern Water starts 
instigating the necessary steps to test and quantify this scenario with customers in 
more detail. We therefore recommend that a quantitative study is undertaken to 
evaluate this option.  

 
Water Resource Options 
 
One of the key aims of the research was to understand customers’ views and attitudes to 
a variety of water resource options and the extent to which they wanted measures that 
tackled resilience issues head on eg desalination, or whether other options which were 
more focused on conserving storage or using water that water was already in the system 
were preferred. 
 
A number of options were presented, discussed below, with each providing a definition 
of the solution, the advantages and disadvantages of each, a lead time for introducing 
each option and an estimated cost for implementation.  
 
The overall findings for each option are presented below and are listed in the order of 
those which are most preferred to those which are least preferred.  
 
Aquifer Storage Recovery - although Aquifer Storage Recovery does not necessarily 
improve the resilience of the water supply, it was one of the most preferred solutions 
because it used water that was already in the system which could be stored and used as 
needed. Two other big plus points is that it represents a relatively cheaper option 
compared to Desalination, Storage Reservoirs and Water Re-use and it doesn’t impact 
on the environment 

Water Efficiency Campaigns - although this option does not improve resilience, the 
majority of people supported the idea of water efficiency campaigns and therefore it 
was one of the more preferred options. However, many felt that these campaigns should 
be on an ongoing basis rather than every five years as with the current approach, there 
was a tendency for people to take a short term perspective, responding to a crisis, rather 
than taking the long view that would lead to a permanent change in behaviour 

Water Re-use – this was a well supported solution because it utilised water that was 
already available in an environmentally friendly way. Provided that reassurances could 
be given that treated waste water put back into the system would not have a detrimental 
impact to health and safety, or that the environment would be harmed as a result, this 
was a strong candidate for helping to solve the long term issue of water shortages 

Leakage - although leakage helps to conserve storage, as opposed to improving 
resilience, this option was well supported. Indeed, Southern Water should as a matter of 
course do what they can to minimise leakage, although there was some incredulity 
regarding the level of investment being spoken about.  
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Desalination - the concept of desalination was appreciated by many people because it 
deals with the resilience issue by ensuring there is always an available supply of water; 
subsequently it is quite well supported. However, for some, this option was dismissed 
on the grounds of cost and/or the large carbon footprint 

Storage Reservoir - similar to desalination, the key plus point of a Storage Reservoir is 
that it deals with the issue of resilience by ensuring the availability of additional water 
in supply, as opposed to just conserving it. Although there was limited support for this 
option some questioned why existing reservoirs could not be expanded, thus having a 
less detrimental impact on the environment 

Catchment Management Schemes - people found this solution quite difficult to 
conceptualise and wondered about the relevance of this approach to water companies 
when most of the responsibility seemed to be with the agricultural community. 
Although this was one of the least preferred options, the fact that it is quite cheap and 
that it benefits the wider environment, some people thought it could be worth exploring 
despite the fact that it was not guaranteed to work 

Seasonal and Rising Block Tariffs – these met with strong disapproval and were 
therefore the least preferred option. Whilst respondents may have this tariff in place 
already with their gas and electricity supplies, they did not wish to do this with their 
water also. There were also real concerns that this could exacerbate poverty. 

Recommendation – While this study has provided a qualitative understanding of 
preferred options, we suggest that Southern Water evaluates these options through 
a more robust quantitative study. Although the most effective and reliable method 
of achieving this is through a Willingness to Pay Study, we understand that this 
has been ruled out due to budgetary constraints. Accent will therefore be 
proposing an alternative methodology which will provide Southern Water with a 
quantitative ranking of the various water resource options. 
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