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Executive summary 
___________________________________________________________ 
 

1 Introduction 
 

Aims  

 

Southern Water wishes to find out the views of their customers about various 

water resource options to feed into the development of the draft Water 

Resource Management Plan.   

 

The survey discussed in this report addressed the following questions. 

(i) How strongly do customers support Southern Water using various water 

resources options? 

(ii) How much use would they like Southern Water to make of each water 

resource option? 

 

Method 

 

An online survey was run by YouGov in late October to early November 2012 

with bill payers living in areas that Southern Water supplies with water.  1002 

respondents completed the survey. 

 

Respondents were given a brief description of seven water resource options 

and information about the pros and cons of each (how much it would cost, 

what effect it would have on the environment, and how effective it would be 

in a drought).  The options included in the survey were water saving devices, 

a seasonal tariff, leakage reduction, new storage reservoirs, aquifer storage 

recovery, desalination, and water re-use. 

 

Respondents were asked about their views of the water resource options in 

two ways. 

 Rating task First thinking about each option individually, to what extent 

were they for or against Southern Water using it? 

 ‘Shopping basket’ task Then thinking about all options together, what 

percentage of the extra water needed in the future should Southern 

Water get from each option?  Respondents were told the maximum 

percentage Southern Water could get from leakage reduction (10%), 

aquifer storage recovery (25%), water saving devices (25%), a seasonal 

tariff (35%). 

 

The questions and information were thoroughly tested beforehand by 

interviewing customers and asking them to think aloud as they read the 

information and answered the questions.   They were revised to address 

difficulties with understanding the information and answering the questions.   

 

2 What water resource options should Southern Water use? 
 

To provide extra water resources in the future, the vast majority of customers 

backed Southern Water using aquifer storage recovery, water re-use, and 
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leakage reduction.   There was a fair amount of support for desalination and 

water saving devices.  Customers most strongly opposed Southern Water 

building new storage reservoirs and introducing a seasonal tariff, with more 

customers opposing than supporting the use of these options.   

 

The relative popularity of the options (i.e. which options were most and least 

popular) was clear and robust.  It was very similar on two different tasks in the 

survey.  It was also very similar across most of the types of customers that we 

looked at, although younger people supported desalination and a seasonal 

tariff equally.   

 

Although the pattern of support was similar between customers, the absolute 

levels of support differed.  The most marked differences were associated with 

age and gender.   

 Options that involve building new structures (i.e. desalination and new 

storage reservoirs and desalination) received most support from men and 

older people. 

 Options that rely on changing customers’ water use (i.e. water saving 

devices and a seasonal tariff) received most support from younger 

people. 

 Options that make better use of existing resources (i.e. leakage reduction, 

aquifer storage recovery, and water re-use) received most support from 

older people. 

 

3 How much should Southern Water rely on each water 

resource option? 

 

The majority of respondents put six or seven water resource options in their 

‘shopping basket’.  Only a very small proportion thought that Southern Water 

should get half or more of the extra water resources from any of the options 

on which we did not set limits, even water re-use. 

 

Within the limits that we set, respondents thought that about one tenth of the 

extra water resources should come from a seasonal tariff (8%), leakage 

reduction (9%), new storage reservoirs (10%), and water saving devices (12%).  

They thought that a larger proportion should come from desalination (16%), 

aquifer storage recovery (21%) and water re-use (23%). The proportions that 

respondents allocated partly reflected their preferences and partly reflected 

the limits that we set on several of the resource options.   

 

Nine tenths of respondents would like Southern Water to make the maximum 

possible use of leakage reduction i.e. get 10% of the extra water resources in 

this way.   

 

4 Conclusions 
 

To provide extra water resources in the future, customers would be most in 

favour of Southern Water using aquifer storage recovery, water re-use, and 

leakage reduction.  They would be least in favour of Southern Water building 
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new storage reservoirs and introducing a seasonal tariff.  Preferences were 

clear and robust.    

 

Customers would prefer Southern Water to use several different water 

resource options, and not to rely too heavily on a few options.  They would 

like Southern Water to make the maximum possible use of leakage reduction, 

even if though it can only account for 10% of the extra water resources.  On 

average, they would like the other two most popular options, aquifer storage 

recovery and water re-use to account for about one fifth of the extra water 

resources. 
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1 Introduction 
___________________________________________________________ 
 

1.1 Aims 
 

Southern Water wishes to hear the views of their customers about various 

water resource options to feed into the development of their draft Water 

Resource Management Plan.   Focus groups were carried out to give a feel 

for which water resource options customers prefer and why.  Then the survey 

described in this report was carried out to quantify customers’ preferences. 

 

The survey addressed the following questions.   

(i) How strongly do customers support Southern Water using various water 

resources options to provide extra water resources in the future? 

(ii) How much use would they like Southern Water to make of each 

option? 

 

The results were intended to provide an insight into the acceptability of 

different options.  They were not intended to provide willingness to pay values 

for use in cost-benefit analysis. 

 

1.2 Method 
 

Procedure 

 

An online survey was run by YouGov between 26th October and 6th 

November 2012. 

 

Sample 

 

The survey was run with YouGov’s panel members, topped up with members 

from another online panel, who met the following criteria.   

 They lived in areas that Southern Water supplies with water, identified by 

postcodes. 

 They had not taken part in a survey for Southern Water in 2011, though 

might have taken part one in 2010. 

 They were solely or jointly responsible for paying their household’s water 

bill. 

 A quota was set on household income to ensure that the income of 

respondents matched the income of households in the South East (see 

Table 1.1). 

 

1002 respondents completed the survey. 
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Table 1.1 Income of survey respondents compared to households in the South 

East  

Total gross household income Households in the 

South East1 

Survey respondents 

Less than £25K per annum 40% 36% 

£25-£49.9k per annum 35% 39% 

£50k per annum or over 27% 25% 

 

Questions 

 

The questionnaire is shown in Annex A (which shows all the information and 

questions) and Annex B (which shows the layout and pictures used in the 

online survey). 

 

Respondents were given information about the following seven different 

water resource options, and asked for their views about them. 

 Water saving devices 

 Seasonal tariff 

 Leakage reduction 

 Storage reservoirs 

 Aquifer storage recovery 

 Desalination 

 Water re-use 

 

Respondents were asked for their views about the water resource options in 

two ways. 

 Rating task First thinking about each option individually, to what extent 

were they for or against Southern Water using it? 

 ‘Shopping basket’ task Then thinking about all options together, what 

percentage of the extra water needed in the future should Southern 

Water get from each option?   

 

In the shopping basket task, limits were placed on the maximum they could 

allocate to some options.  These reflected the maximum amount of water 

that Southern Water could realistically expect to get from these options.   

 At most 10% from leakage reduction 

 At most 25% from water saving devices 

 At most 25% from aquifer storage recovery 

 At most 35% from a seasonal tariff 

 

On both tasks, the order in which the water resource options were presented 

was randomised so different respondents were asked about them in a 

different order. 

 

                                                 
1 Family Resources Survey 2009/2010 

http://research.dwp.gov.uk/asd/frs/2009_10/chapter2.pdf.  Although Southern 

Water’s area of operation does not exactly match the South East Government Office 

Region, we assume that household incomes in this region gives a reasonable 

indication of the household incomes of Southern Water customers. 

http://research.dwp.gov.uk/asd/frs/2009_10/chapter2.pdf
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Information 

 

Rating task Respondents were given the following information about each 

water resource option, along with a picture illustrating it, before being asked 

to rate the option on the rating task. 

 A brief description of the option. 

 An assessment of the cost to customers. 

 An assessment of the effect of the environment plus a brief explanation. 

 An assessment of effectiveness during drought plus a brief explanation. 

 Other information about the option.  This included information that had 

been important in the focus groups or had been requested by customers 

in the question testing interviews, such as how widely the option was 

already used. 

 

Table 1.2 Assessment of cost, effect on environment, and effectiveness during 

drought for the water resource options 

Water resource option Cost  Effect on the 

environment 

Effectiveness 

during drought 

Aquifer storage recovery Low Good Medium 

Water re-use Medium Mixed Very high 

Leakage reduction High Good Low 

Desalination Medium Poor Very high 

Water saving devices Very high Good Low 

Storage reservoir High Poor Medium 

Seasonal tariff Medium Good Low 

 

‘Shopping basket’ task  

 While completing the shopping basket exercise, respondents could 

remind themselves of the information about the water resource options in 

two ways. 

- They could see the assessments of cost, effect on the environment, 

and effectiveness during drought in a hover tag above each option. 

- They could click back through the survey to see the information that 

had been given for the rating task. 

 After choosing what percentage of extra water should come from each 

option, they were shown the total bill impact associated with the contents 

of their ‘shopping basket’, based on how much they paid for water.  They 

could adjust the contents of their shopping basket to adjust the bill 

impact.   

 

The information given in the survey differed slightly from the information given 

in the earlier focus groups (see Annex C).  As a result there were some 

differences in responses to some of the water resource options.   

 

Question testing interviews 

 

We carried out 20 face-to-face interviews in three batches on three drafts of 

the questionnaire in order to make sure that customers could understand the 

questions and the information, and answer the questions in the way we 

intended.  We selected customers with different educational levels to take 

part in the interviews.  They were asked to think aloud as they filled in the 
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questionnaire.  After completing the questionnaire, they were asked about 

their understanding of certain questions and information, and about how they 

decided on their answers to certain questions.  The questions, information, 

and pictures were revised based on findings from the interviews. 

 

1.3 Overview of the report 
 

 Section 2 looks at what options customers support and oppose Southern 

Water using.   

 Section 3 looks at how much customers would like Southern Water to rely 

on each option to provide extra water resource in the future.   

 Section 4 very briefly summarises conclusions about which of the resource 

options are most acceptable to customers and how much customers 

would like Southern Water to rely on each. 
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2 What water resource options should 

Southern Water use? 
___________________________________________________________ 
 

2.1 What water resource options did respondents support on 

the rating task? 
 

Aquifer storage recovery, leakage reduction, and water re-use received 

support from the vast majority of respondents (see Figure 2.1).  There was 

particularly strong support for aquifer storage recovery, supported by nine 

tenths of respondents (91%).  About three quarters of respondents supported 

leakage reduction (76%) and water re-use (77%).  However, support for water 

re-use was more cautious, with only 23% of respondents strongly supporting it 

use compared to 39% who strongly supported leakage reduction.  There was 

very little opposition to these three options, with less than one in ten 

respondents opposing each of them (5% opposed aquifer storage recovery, 

8% leakage reduction, and 9% water re-use). 

 

Compared to the three most popular options, substantially fewer respondents 

supported desalination (51%) and even fewer supported water saving 

devices (42%).  Nevertheless support outweighed opposition for both 

desalination (opposed by 27%) and water saving devices (opposed by 30%).   

 

Two options were opposed by more respondents than supported them.  New 

storage reservoirs were only supported by a third of respondents (31%), while 

44% opposed them.  A seasonal tariff was even less popular, with less than a 

quarter of respondents supporting it (22%) compared to more than half who 

opposed it (56%).   
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Figure 2.1 Proportion of respondents who supported and opposed each water 

resource option on the rating task 

Base: all respondents (n=1002) 

 

 
 

2.2 What water resource options did respondents put in their 

‘shopping basket’? 
 

The pattern of support on the ‘shopping basket’ task was broadly similar to 

the rating task (see Figure 2.2).   

 

Aquifer storage recovery, water re-use and leakage reduction were most 

popular, included in the ‘shopping basket’ by more than nine tenths of 

respondents (97%, 93%, and 94% respectively).  These three options seemed to 

be equally popular, unlike on the rating task where aquifer storage recovery 

stood out as the most popular.   

 

Desalination and water saving devices were moderately popular, included in 

the ‘shopping basket’ by 79% and 80% of respondents respectively.  Again, 

they seemed to be equally popular, unlike on the rating task where 

desalination received more support. 

 

A seasonal tariff and new storage reservoirs were least popular.  However, 

even these two options were included in the ‘shopping basket’ by the 

majority of respondents (59% and 67% respectively).  As on the rating task, a 

seasonal tariff was a little less popular than new storage reservoirs.   
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Figure 2.2 Proportion of respondents who included each water resource 

option in their ‘shopping basket’  

Base: all respondents (n=1002) 

 

 
 

2.3 Why were certain water resource options more popular 

than others? 
 

There does not appear to be one overriding factor that influenced the 

popularity of the water resource options.  As can be seen in Table 2.1, the 

three most popular options differed a great deal. 

 They ranged in cost from low to high. 

 They ranged in effectiveness during drought from low to very high. 

 They included options with mixed and good (but not poor) effects on the 

environment. 

 

Comparing the popularity of leakage reduction, water saving devices, and a 

seasonal tariff suggests that respondents were taking something into account 

besides the information they were given about cost, effect on the 

environment, and effectiveness during drought.   According to the 

information provided, all three of these options were have good effects on 

the environment and low effectiveness during drought.  A seasonal tariff was 

said to be medium cost, leakage reduction high cost, and water saving 

devices very high cost.  Yet a seasonal tariff was by far the least popular and 

leakage reduction by far the most popular.   
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Table 2.1 Assessment of cost, effect on environment, and effectiveness during 

drought for the water resource options 

Water resource option Cost  Effect on the 

environment 

Effectiveness 

during drought 

Aquifer storage recovery Low Good Medium 

Water re-use Medium Mixed Very high 

Leakage reduction High Good Low 

Desalination Medium Poor Very high 

Water saving devices Very high Good Low 

Storage reservoir High Poor Medium 

Seasonal tariff Medium Good Low 

 

2.4 Did respondents tend to support clusters of water 

resource options? 
 

There were three fairly distinct clusters of options on the rating task, as 

summarised in Figure 2.3.  If respondents supported one option in a cluster, 

they tended to support the other(s) in the cluster.  If they opposed one option 

in a cluster, they tended to oppose the other(s) in the cluster.  However, 

correlations between ratings of the different options were fairly low.  (See 

Annex D for details about the data analysis on which these clusters are 

based.) 

 

Figure 2.3 Clusters of water resource options 

 

Cluster 1 

Water resource options 

that make better use 

of existing resources  

 

 Cluster 2 

Water resource 

options that involve 

building new 

structures 

 Cluster 3 

Water resource 

options that rely on 

changing customers’ 

water use 

Leakage reduction  Storage reservoirs  Water saving devices 

Water re-use  Desalination  Seasonal tariff 

Aquifer storage 

recovery 

    

 

2.5 How did the level of support on the rating task differ 

between respondents2? 
 

The relative support for the water resource options, i.e. which options were 

most and least popular, was very similar across all the types of customer that 

we looked at, apart from respondents aged 40 and under.  Among this group 

of customers, storage reservoirs (supported by 21%) were the least popular 

options, and desalination (29%) received as little support as a seasonal tariff 

(30%).   

 

                                                 
2 For simplicity, tables in this section of the report only show the proportion of respondents in 

favour of each resource option but do not show the proportion who were neutral or opposed 

to it. 

Differences between customers on the shopping basket exercise were much smaller and 

hardly any of them were statistically significant.  They are therefore not described in this section. 
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However, some options received different levels of support from different 

groups of customers.  The differences associated with age and gender were 

large and are described below.  The differences associated with socio-

economic group, metering status and ease of paying the water bill were 

smaller and are described in Annex E. 

 

Age  

 

Respondents of different ages had different views about all the water 

resource options.  For some options, the differences were very large.  For all 

options except water saving devices, the differences were statistically 

significant (see Table 2.2).   

 

Many more older respondents than younger respondents supported the 

options that involved building new structures.  Twice as many respondents 

aged 65 or over supported desalination compared to respondents aged 40 

or under.  The pattern was similar for new storage reservoirs.   

 

Older respondents were also more supportive than younger respondents of 

the options that involved making better use of existing resources i.e. leakage 

reduction, water re-use, and aquifer storage recovery.  However, the 

difference between the age groups was less marked than for desalination or 

new storage reservoirs.   

 

In contrast, there was more support among younger households than older 

respondents for options that involved changing customers’ water use i.e. a 

seasonal tariff and water saving devices.   

 

Table 2.2 Proportion of respondents of different ages who supported each 

water resource option  

Option % of respondents who supported option 

Aged 

under 40 

Aged 40-

64 

Aged 65 or 

over 

Total 

Aquifer storage 

recovery 

84 90 95 91 

Water re-use 66 77 81 77 

Leakage reduction 64 78 80 76 

Desalination 29 52 58 51 

Water saving devices 45 44 37 42 

Storage reservoirs 21 32 35 31 

Seasonal tariff 30 22 19 22 

Base 139 563 300 1002 

Statistically significant differences are shown in red 

 

Gender  

 

Many more men than women were in favour of water resource options that 

involved building new structures i.e. new storage reservoirs and desalination 

plants.  However, their views about other options were very similar (see Table 

2.3).   
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Table 2.3 Proportion of men and women who supported each water resource 

option 

Option % of respondents who supported option 

Men Women Total 

Aquifer storage 

recovery 

91 90 91 

Water re-use 79 73 77 

Leakage reduction 79 73 76 

Desalination 56 44 51 

Water saving devices 42 42 42 

Storage reservoirs 35 26 31 

Seasonal tariff 22 22 22 

Base 576 426 1002 

Statistically significant differences are shown in red 
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3 How much should Southern Water rely on 

each water resource option? 
___________________________________________________________ 
 

3.1 How many water resource options did respondents 

include in their ‘shopping basket’? 
 

Respondents tended to include a large number of options in their ‘shopping 

basket’ (see Table 3.1).  A third of respondents (33%) included all seven 

options, and about a quarter of respondents (27%) included six of them.  This 

suggests that respondents thought that Southern Water should rely on a mix of 

several options, rather than relying on just a few3.   

 

Table 3.1 Number of water resource options respondents put in their ‘shopping 

basket’ 

Base: all respondents (n=1002) 

Number of water resource options % of respondents 

1-3 6% 

4 10% 

5 25% 

6 27% 

7 33% 

 

3.2 What proportion of the extra water resources did 

respondents think Southern Water should get each water 

resource option? 
 

Figure 3.1 shows the mean proportion of each option that respondents put in 

their ‘shopping basket’4.  Within the limits that we set: 

 Respondents thought that about one tenth of the extra water resources 

should come from seasonal tariff (8%), leakage reduction (9%), new 

storage reservoirs (10%), and water saving devices (12%).   

 They thought that a larger proportion should come from desalination 

(16%).   

 They would like Southern Water to make most use of aquifer storage 

recovery (21%) and water re-use (23%), each accounting for about one 

fifth of the extra water resources.   

 

The proportions that respondents put in their shopping basket partly reflected 

their preferences and partly reflected the limits that we set on several of the 

options (maximum 10% for leakage reduction, maximum 25% for aquifer 

                                                 
3 It is also possible that some respondents thought that the ‘shopping basket’ task 

required them to allocate at least a small proportion to each option although this did 

not seem to be the case in the question testing interviews.   
4 We looked at the mean proportion so that the total of the proportions for all options 

would be 100%. However, responses were not normally distributed so the mean should 

be treated with caution.   
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storage recovery and water saving devices, and maximum 35% for a 

seasonal tariff).    

 

The majority of respondents included the maximum amount that they could in 

their ‘shopping basket’ for leakage reduction (85% of respondents) and 

aquifer storage recover (67% of respondents).  

 

Figure 3.1 Mean proportion of extra water resources that respondents thought 

Southern Water should get from each water resource option  

Base: all respondents (n=1002) 

 

 

 
 

3.3 Did respondents think that any water resource options 

account for a large proportion of the extra water resources? 
 

As Table 3.2 shows, two thirds of respondents (67%) thought that aquifer 

storage recovery should account for a quarter or more of the extra water 

resources, and half of respondents (47%) thought that water re-use should do 

so.  A substantial minority thought that desalination and water saving devices 

should do so (26% and 21% respectively). 

 

Only a very small proportion of respondents thought that any of the water 

resource options on which we did not set limits should account for half or 

more of the extra water resources.  Even for water re-use, the most popular of 

these options, less than one tenth of respondents (9%) did so.  This suggests 

that respondents thought that Southern Water should not rely too heavily on 

any one resource option. 

 



Southern Water Water Resource Management Plan survey, final report 

 

 13 

Table 3.2 Proportion of respondents who thought each water resource option 

should account for a quarter or more, or a half or more of extra water 

resources 

Base: all respondents (n=1002) 

Option (and maximum that 

could be included in the 

‘shopping basket’) 

% of respondents 

Option should 

account for a quarter 

or more of extra 

water resources 

Option should 

account for half or 

more of extra water 

resources 

Aquifer storage recovery 

(maximum 25%) 

67% n/a  

Water re-use 

(no limit set) 

47% 9% 

Desalination 

(no limit set) 

26% 5% 

Water saving devices 

(maximum 25%) 

21% n/a 

Storage reservoir 

(no limit set) 

13% 2% 

Seasonal tariff 

(maximum 35%) 

12% n/a 

Leakage reduction 

(maximum 10%) 

n/a n/a 

 

3.4 How did responses differ between respondents5? 
 

Age 

 

The relative support for the water resource options, i.e. which options 

respondents wanted Southern Water to make most and least use of, was the 

same across most of the types of customer that we looked at.  However, the 

priorities of respondents aged under 40 differed from older respondents, as 

described below.   

 

Again, respondents aged under 40 were much keener than older respondents 

on options that rely on changing customers’ water use.  In contrast to older 

respondents, they thought that more use should be made of a seasonal tariff 

than storage reservoirs, and more use should be made of water saving 

devices than desalination (see Table 3.3).   

 

                                                 
5 Other differences between customers are described in Annex E. 
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Table 3.3 Mean proportion of extra water resources that respondents of 

different ages thought Southern Water should get from each option 

Option Mean proportion 

Under 40 40-64 65 or over Total 

Seasonal tariff 11 8 8 8 

Leakage reduction 9 9 9 9 

Storage reservoirs 8 10 11 10 

Water saving devices 14 11 11 12 

Desalination 13 16 16 16 

Aquifer storage recovery 22 21 22 21 

Water re-use 24 24 23 23 

Base 139 563 300 1002 

Statistically significant differences are shown in red 

 

Managing or struggling with water bill  

 

It might have been expected that customers who were struggling with water 

bills would want Southern Water to make less use of the more expensive water 

resource options than customers who were managing.  However, this was not 

the case. 

 

There were a number of statistically significant differences between 

respondents who were managing or struggling with their water bill.  As can be 

seen in Table 3.4, respondents who were managing wanted Southern Water 

to rely more on options that involved making better use of existing resources 

which included low, medium, and high cost options.   

 

Table 3.4 Mean proportion of extra water resources that respondents 

managing and struggling with bills thought Southern Water should get from 

each option  

Option (and cost) Mean proportion 

Managing with 

water bill 

Struggling or 

fallen behind 

with water bill 

Total 

Seasonal tariff 

(medium cost) 

8 9 8 

Leakage reduction 

(high cost) 

9 9 9 

Storage reservoirs 

(high cost) 

10 11 10 

Water saving devices 

(very high cost) 

12 12 12 

Desalination 

(medium cost) 

15 18 16 

Aquifer storage recovery 

(low cost) 

22 21 21 

Water re-use 

(medium cost) 

24 22 23 

Base 714 288 1002 

Statistically significant differences are shown in red 
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3.5 How acceptable was the bill impact? 
 

Two thirds of respondents (68%) thought that the bill impact associated with 

their chosen combination of options was reasonable.  Unsurprisingly, the 

figure was higher for customers who were managing with their Southern 

Water bill (76%) and lower for customers who were not (47%). 
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4 Conclusions 
___________________________________________________________ 

 
This chapter briefly summarises findings relating to the two questions 

addressed by the survey. 

 

4.1 What water resource options should Southern Water use? 
 

To provide extra water resources in the future, customers most strongly 

supported Southern Water using aquifer storage recovery, water re-use, and 

leakage reduction.  The vast majority of customers backed the use of these 

resource options.  Customers most strongly opposed Southern Water building 

new storage reservoirs and introducing a seasonal tariff.  More customers 

opposed than supported the use of these resource options.   

 

Preferences were clear and robust.   The relative popularity of the resource 

options was very similar on the two different tasks in the survey.  It was also 

very similar among most types of customers, even though the absolute levels 

of support for some of the resource options differed between customers.  Only 

younger people had a slightly different pattern of preferences, with 

desalination as unpopular as a seasonal tariff.   

 

4.2 How much should Southern Water rely on each water 

resource option? 
 

Customers would prefer Southern Water to use several different water 

resource options, and not to rely too heavily on a few options.  Even for water 

re-use, the most popular option on which we did not set limits, only a tenth of 

respondents wanted it to account for half of more of the extra water 

resources. 

 

Within the limits that we set, the average amount that customers would like 

Southern Water to get from each water resource option is shown in Figure 4.1.  

Customers would like Southern Water to make most use of water-reuse and 

aquifer storage recovery, each accounting for on average more than a fifth 

of the extra water resources.  They would like Southern Water to make least 

use of a seasonal tariff, accounting for on average less than a tenth of the 

extra water resources.   

 

They would like Southern Water to make the maximum possible use of 

leakage reduction, even though it can only account for 10% of the extra 

water resources.   
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Figure 4.1 Mean proportion of extra water resources that respondents thought 

Southern Water should get from each water resource option  

Base: all respondents (n=1002) 
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Annex A Questionnaire showing all 

information and questions 
___________________________________________________________ 

 
Check postcode to ensure respondent is SW customer 

 

Q1 Who in your household pays the bill from Southern Water? 

- I pay the bill     

- My spouse or partner pays the bill     

- I pay jointly with my spouse/ partner     

- My parents/seniors pay the bill      

- It’s included in my rent, I don’t pay the bill     

- Other       

- Don’t know     

 

Q2 Does your household have a water meter? A water meter records the 

amount of water used in your home so you pay for how much water you use.  

- Yes, it has a water meter   

- No, it doesn't have a water meter    

- Don’t know     

 

Q3A [ROUTING: if yes on Q2] Was your water meter already fitted when you 

moved in? 

- Yes 

- No 

- Don’t know 

 

Q3B [ROUTING: if no on Q3A] Did you ask for a water meter, or did almost 

everyone in your neighbourhood get one around the same time? 

- I asked for a meter 

- Almost everyone got one  

- Other (please specify) 

- Don’t know  

 

Q4 How often do you pay Southern Water? 

- Weekly 

- Monthly 

- 6 monthly 

- Yearly   

- Other (please specify) 

- Don’t know 



Southern Water Water Resource Management Plan survey, final report 

 

 19 

Q5A [ROUTING: If pay weekly] Please write in the amount you paid last 

week to the nearest whole number. 

 

 

Q5B [ROUTING: If pay monthly] Please write in the amount you paid last 

month to the nearest whole number. 

 

Q5C [ROUTING: If pay 6 monthly] Please write in the amount you paid 

for the previous 6 months to the nearest whole number. 

 

Q5D [ROUTING: If pay yearly] Please write in the amount you paid last 

year to the nearest whole number.   
 

Q6 What do you think of the cost of your bill from Southern Water? 

- Very low cost for what I get  

- Quite low cost for what I get  

- About right for what I get  

- Quite expensive for what I get  

- Very expensive for what I get  

- Don’t know  

 

Q7 Which of the following best describes how well you are currently keeping 

up with your Southern Water bill? 

- Keeping up without any difficulties    

- Keeping up but it is a struggle from time-to-time    

- Keeping up but it is a constant struggle    

- Have fallen behind with payments  

 

Q8 Which of the following best describes how well you are currently keeping 

up with all of your household bills and credit commitments? 

- Keeping up without any difficulties    

- Keeping up but it is a struggle from time-to-time    

- Keeping up but it is a constant struggle    

- Have fallen behind with some of them    

- Have fallen behind with many of them   
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Southern Water provides water to about 1 million homes in the south east.  

Every five years we produce a plan to make sure we can continue to provide 

enough water for everyone in the future.   

 

The amount of water that our customers use is increasing.  This is because the 

number of people living in the region is increasing.  Also dryer summers mean 

that people are using more water outdoors.  So we need to find ways of 

providing extra water in the future.   

 

We would also like to make sure that water supplies are affected less by 

weather patterns such as drought.  This will mean there should be fewer 

hosepipe bans and no need for standpipes in the future.   

 

We would like to hear your views about how you would like the extra water to 

be provided.   
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We have 7 suggestions on how we could provide the extra water to meet 

future needs. 

 

We will give you some information on each of our suggestions, including the 

cost, the effect on the environment, how reliable the water source is during 

drought, and any other advantages or disadvantages.   

 

After you have read each suggestion you will be asked to rate it.  

 

You can change your ratings for earlier items by clicking the ‘back’ button at 

the bottom of the screen. 
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Water saving fittings and gadgets 

 

We could offer water saving fittings and gadgets to everyone we supply with 

water.  These devices could include water saving showers, shower timers, and 

toilet flush savers.   

 

Cost to customer: VERY HIGH 

 

Effect on the environment: GOOD 

If people use less water, less would need to be taken from rivers (which is 

good for wildlife). 

 

Effectiveness during drought: LOW  

If people use less water, the water we have would last a little longer during 

drought.  However, the water saved would provide a very small part of our 

future water needs.   

 

Other points  

 Educates and involves the public in water conservation. 

 People’s bills would go down if they use less water. 

 

 

 

 

To what extent are you for or against Southern Water offering water saving 

devices? 

 

Strongly__________________Neutral___________________ Strongly 

for        against 
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Seasonal tariff 

 

At the moment you pay the same price for the water you use all through the 

year.  We could encourage people to use less water during the summer, 

when water supplies are at their lowest, by using a seasonal tariff.  In the 

summer water would be more expensive than at the moment.  The rest of the 

year water would be less expensive than at the moment.     

 

Cost to customer:  MEDIUM 

 

Effect on the environment:  GOOD 

If people use less water, less would need to be taken from rivers (which is 

good for wildlife). 

 

Effectiveness during drought: LOW 

If people use less water, the water we have would last a little longer during 

drought.   However, the water saved would provide a very small part of our 

future water needs.   

 

Other points 

Bills would become more complicated. 

 

 

To what extent are you for or against Southern Water introducing a seasonal 

tariff? 

 

Strongly__________________ Neutral__________________ Strongly 

for         against
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Doing more to tackle leaks 

 

We already do a great deal to fix leaks and to prevent them happening in 

the future, by repairing and replacing ageing pipes.  We could do even more 

to reduce the amount of water lost through leaks.  

 

Cost to customer:  HIGH 

 

Effect on the environment:  GOOD 

Less water would be lost through leaks so less would be taken from rivers 

(which is good for wildlife). 

 

Effectiveness during drought: LOW 

Less water would be lost through leaks so the water we have would last longer 

during drought.  However, the water saved would provide a very small part of 

our future water needs.   

 

 

 

 

 

 

 

To what extent are you for or against Southern Water doing more to tackle 

leaks? 

 

Strongly__________________ Neutral___________________  Strongly 

for        against 
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New reservoirs 

 

At the moment only a small proportion of our water comes from reservoirs.   

We could build new reservoirs to store more water.    

 

Cost to customer: HIGH 

 

Effect on the environment: POOR 

Reservoirs are very large.  To make space for a new reservoir, large areas of 

farmland, wildlife habitats, and homes would be lost.   

 

Effectiveness during drought: MEDIUM 

More water would be stored during wet periods to be available during 

drought.   

 

Other points 

It is very hard to get permission to build a new reservoir.  As a result, no new 

reservoirs have been built for almost 25 years. 

 

 

 

 

 

 

 

To what extent are you for or against Southern Water building new reservoirs? 

 

Strongly__________________ Neutral___________________ Strongly 

for        against 
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Underground water stores  

 

At the moment most of our water comes from natural underground water 

stores (aquifers).   There are other areas underground that are naturally 

suitable for storing water but don’t contain water at the moment.  During wet 

periods, surplus water would be pumped into these areas and stored there.   

 

Cost to customer: LOW 

 

Effect on the environment:  GOOD 

This would use existing natural water stores, rather than having to build new 

stores. 

 

Effectiveness during drought: MEDIUM 

More water would be stored during wet periods to be available during 

drought.   

 

Other points 

Underground water stores have been used in this way in other countries.  They 

are already being used in one location in the UK. 

 

 

 

 

 

 

 

 

To what extent are you for or against Southern Water using underground water 

stores? 

 

Strongly__________________ Neutral___________________ Strongly 

for        against 
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Using seawater (desalination)  

 

It is possible to remove salt from sea water. This process is called desalination.  

We could build new desalination plants where seawater is processed so it is fit 

for people to use.  

 

Cost to customer: MEDIUM 

 

Effect on the environment: POOR 

 Desalination uses a lot of energy so has a large carbon footprint. It also 

produces salt by-products that would need to be disposed of safely.   

 However, desalination plants would usually only be run during severe 

droughts to keep the environmental effects to a minimum. 

 

Effectiveness during drought: VERY HIGH 

Seawater is always available so desalination would provide water even 

during severe droughts, unlike sources that are used at the moment. 

 

Other points 

Desalination is used extensively in other countries.  It is already being used in 

one location in the UK. 

 

 

 

 

 

 

 

To what extent are you for or against Southern Water building new 

desalination plants? 

 

Strongly__________________ Neutral___________________ Strongly 

for        against 
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Water re-use 

 

At the moment wastewater is cleaned and then put into rivers and the sea.  

We could clean wastewater more so it can be re-used by our customers. It 

would still be put into rivers and then taken out further downstream to be 

treated again until it is fit for people to use.  All water treated in this way 

meets high safety standards. 

 

Cost to customer: MEDIUM 

 

Effect on the environment: MIXED 

 Water re-use tops up rivers which is good for wildlife.   

 Extra cleaning is needed to make sure the water is fit for people to use, 

and this takes extra energy. 

 

Effectiveness during drought: VERY HIGH 

Waste water is always available so water reuse would provide water even 

during severe droughts, unlike sources that are used at the moment. 

 

Other points 

Water reuse is used extensively in other countries.  It is already being used in 

one location in the UK. 

 

 

 

 

 

 

 

 

To what extent are you for or against Southern Water re-using water in this 

way? 

 

Strongly__________________ Neutral___________________ Strongly 

for        against 

 



Southern Water Water Resource Management Plan survey, final report 

 

 29 

In the future we will need more water. We would like your view on which 

options we should use to provide the extra water, using the seven suggestions 

you have just seen. 

 

Which options should Southern Water use to provide the extra water? 

 

You can suggest that Southern Water gets the extra water using several 

options. 

 

The maximum amount you can get from each option is shown. 

 

Please ensure your answers add up to 100%.  

 

If you would like to see information about the options again, please hover 

your mouse cursor over the name of each option. 

 

Doing more to tackle leakage 
 

              %   maximum = 10% 

Water saving fittings & gadgets 
 

              %   maximum = 25% 

Using sea water 
 

              % 

New reservoirs 
 

              % 

Underground water stores 
 

              %   maximum = 25% 

Water reuse 
 

              % 

Seasonal tariff 
 

              %   maximum =35% 

Total 
 

              % 

 

If your water use stays the same, your water bill would go up by around  £ 

[INSERT FIGURE BASED ON LAST BILL AND OPTIONS CHOSEN] per year. 

 

There may be other aspects of water services not shown in the exercise that 

also require improvements which may increase bills.  
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Using the options you have chosen, your water bill would go up by around 

[INSERT FIGURE BASED ON LAST BILL AND OPTIONS CHOSEN] per year. 

 

Do you think this cost is reasonable? 

- Yes 

- No 

- Don’t know 
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Do you have any other comments on how Southern Water could help to 

make sure there is enough water for everyone in the future? 
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Annex B Questionnaire showing layout and pictures 
___________________________________________________________________________________________________ 
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Annex C Differences between information 

provided in the focus groups and the 

survey 
___________________________________________________________ 

 
The information given in the survey was a little different to the information 

given in the earlier focus groups carried out by Accent for Southern Water.   

 Catchment management was included in the focus groups but not the 

survey.  Two different tariffs were included in the focus groups (a seasonal 

tariff and a rising block tariff) but only one (a seasonal tariff) in the survey.  

Water efficiency campaigns were included in the focus groups whereas 

water saving devices were included in the survey. 

 In the survey three pieces of information were presented in a standard 

way (cost, effect on the environment, and effectiveness during drought) 

to try to make comparison between the options a little easier.   

 Some information included in the focus groups was left out in the survey 

(such as lead time) and other information was added (such as the extent 

to which unfamiliar options are being used in the UK and elsewhere). 

 Information about cost in the focus groups and the survey was presented 

differently (£ in the focus groups, a scale from low to very high on the 

survey).  The relative cost of the options was also slightly different on the 

focus groups and in the survey. 

 

Table C.1 Assessment of cost for the resource options in the focus groups and 

the survey 

Resource option Cost in focus group 

stimulus material 

Cost in survey 

information 

Water saving campaigns or 

devices 

£13.75 million (water 

efficiency campaigns) 

Very high (water 

saving devices) 

Tariff £30 million (seasonal 

and rising block tariffs) 

Medium (a seasonal 

tariff) 

Leakage reduction £136 million High 

Storage reservoir £47.05 million High 

Aquifer storage recovery £22 million Low 

Desalination £49.35 million Medium 

Water re-use £32.10 million Medium 

Catchment management £0.5 million Not included 
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Annex D Factor analysis 
___________________________________________________________ 

 
This Annex describes the data analysis, factor analysis, that was carried out to 

explore whether there are any underlying patterns behind survey 

respondents’ ratings of the seven water resource options. 

 

Factor analysis indicates that there are three underlying factors behind the 

ratings of the water resource options.   

 

Table D.1 shows the loadings of each resource option on each factor.  The 

loadings show how strongly each resource option is associated with each 

factor.  The closer to 1, the stronger the association.  Only loadings of over 0.3 

are taken into account when interpreting the factors. 

 

As Table D.1 shows:  

 Three water resource options are strongly associated with Factor 1 – going 

further on leakage reduction, introducing aquifer storage recovery, and 

introducting water re-use 

 Two water resource options are strongly associated with Factor 2 – building 

new storage reservoirs and new desalination plants 

 Two water resource options are strongly associated with Factor 3 – offering 

water saving devices and introducing a seasonal tariff 

 

It therefore does not appear that the underlying factors are related to 

environmental impact, cost or drought effectiveness as described for each 

option in the questionnaire.  Rather, they appear to be themed as follows. 

 Factor 1 appears to be related to making better use of existing resources. 

 Factor 2 appears to relate to building of new structures. 

 Factor 3 appears to cover resource options which relate to changing 

customers’ use of water. 

 

Table D.1 Rotated matrix showing loading of each water resource option on 

each factor 

 Factor 

 1 

Make better use 

of existing 

resources 

2 

Build new 

structures 

3 

Change 

customer’s 

water use 

Water saving devices 0.29 0.15 0.73 

Seasonal tariff -0.15 -0.11 0.70 

Leakage reduction 0.65 0.22 0.27 

Storage reservoirs 0.05 0.81 0.25 

Aquifer storage 

recovery 

0.76 -0.10 -0.24 

 Desalination 0.13 0.76 -0.26 

Water re-use 0.69 0.14 0.07 
Extraction Method: Principal Component Analysis 

Rotation Method: Varimax with Kaiser Normalization (rotation converged in 5 

iterations) 
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The findings of this analysis should be treated with some caution for several 

reasons.   

 There were only seven water resource options 

 Pairwise correlations between the seven water resource options were not 

that strong (maximum 0.3).  

 The three factors account for only 61% f the total variance in the ratings of 

the seven water resource options.  

 

However, the factors seem to make sense.  Gender and age differences in 

ratings of about the water resource options seem to fit around these factors 

(see section 2 of the main report).  Therefore we consider that the factors are 

worth reporting.  
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Annex E Differences between respondents 

on the rating and ‘shopping basket’ tasks 
___________________________________________________________ 

 

Rating task  

 

As mentioned in section 2.5, some resource options received different levels 

of support from different groups of customers.  The differences associated 

with age and gender were large and are described in section 2.5.  The 

differences associated with socio-economic group, metering status and ease 

of paying the water bill were smaller and are described below. 

 

For simplicity, the tables below only show the proportion of respondents in 

favour of each resource option but do not show the proportion who were 

neutral or opposed to it. 

 

Managing or struggling with water bill  

 

Respondents who were keeping up with their water bills without any difficulty 

were more enthusiastic about water saving devices than respondents who 

were struggling or had fallen behind on payments (see Table E.1).  This may 

have been because respondents were told that water saving devices were 

very high cost.   

 

Respondents who were keeping up with their water bills without any difficulty 

were also particularly supportive of resource options that involved making 

better use of existing resources i.e. leakage reduction, water re-use, and 

aquifer storage recovery.  However, this difference was not related to the 

cost of the options because respondents were told that leakage reduction 

was high cost, water re-use medium cost, and aquifer storage recovery low 

cost. 

 

Table E.1 Proportion of respondents managing and struggling with bills who 

supported each water resource option 

Option % of respondents who supported option 

Managing with 

water bill 

Struggling or 

fallen behind 

with water bill 

Total 

Aquifer storage recovery 92 87 91 

Water re-use 81 67 77 

Leakage reduction 79 71 76 

Desalination 50 52 51 

Water saving devices 44 39 42 

Storage reservoirs 32 31 31 

Seasonal tariff 22 22 22 

Base 714 288 1002 

Statistically significant differences are shown in red 
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Socio-economic group 

 

The proportion of ABC1 and C2DE respondents supporting each resource 

option was fairly similar (see Table E.2).  However, responses were significantly 

different on several resource options because more ABC1 respondents 

expressed their opposition while more C2DE respondents were neutral about 

them.    

 

Table E.2 Proportion of respondents from different socio-economic groups who 

supported each water resource option 

Option % of respondents who supported option 

ABC1 C2DE Total 

Aquifer storage recovery 92 87 91 

Water re-use 79 72 77 

Leakage reduction 78 73 76 

Desalination 50 53 51 

Water saving devices 42 43 42 

Storage reservoirs 32 31 31 

Seasonal tariff 22 22 22 

Base 684 318 1002 

Statistically significant differences are shown in red 

 

Metering status  

 

There was remarkably little difference in responses given by metered and 

unmetered respondents (see Table E.3). 

 

Table E.3 Proportion of metered and unmetered respondents who supported 

each water resource option 

Option % of respondents who supported option 

Metered Unmetered Total 

Aquifer storage recovery 91 91 91 

Water re-use 77 76 77 

Leakage reduction 76 77 76 

Desalination 51 51 51 

Water saving devices 41 45 42 

Storage reservoirs 31 32 31 

Seasonal tariff 22 22 22 

Base 681 314 1002 

Statistically significant differences are shown in red 

 

‘Shopping basket’ task 

 
As mentioned in section 3.4, some resource options received different levels 

of support from different groups of customers.  The differences associated 

with age are described in section 3.4.  Other differences are described in 

below. 
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Gender 

 

Women thought that Southern Water should make more use of water saving 

devices than men did. 

 

Table E.4 Mean proportion of extra water resources that men and women 

thought Southern Water should get from each water resource option 

Option Mean proportion 

Men Women Total 

Seasonal tariff 8 8 8 

Leakage reduction 9 9 9 

Storage reservoirs 11 10 10 

Water saving devices 11 13 12 

Desalination 16 15 16 

Aquifer storage recovery 21 22 21 

Water re-use 23 23 23 

Base 576 426 1002 

Statistically significant differences are shown in red 

 

Socio-economic group 

 

The pattern of differences was very similar to the pattern for respondents who 

are managing and struggling with their bills, described in section 3.4. 

 

Table E.5 Mean proportion of extra water resources that respondents from 

different socio-economic groups thought Southern Water should get from 

each water resource option 

Option Mean proportion 

ABC1 C2DE Total 

Seasonal tariff 8 9 8 

Leakage reduction 9 9 9 

Storage reservoirs 10 11 10 

Water saving devices 11 12 12 

Desalination 15 17 16 

Aquifer storage recovery 22 21 21 

Water re-use 24 21 23 

Base 684 318 1002 

Statistically significant differences are shown in red 

 

Metering status  

 

There were no statistically significant differences between metered and 

unmetered respondents in terms of how much use they thought Southern 

Water should make of the water resource options. 
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Table E.6 Mean proportion of extra water resources that metered and 

unmetered respondents thought Southern Water should get from each water 

resource option 

Option Mean proportion 

Metered Unmetered Total 

Seasonal tariff 8 9 8 

Leakage reduction 9 9 9 

Storage reservoirs 10 10 10 

Water saving devices 12 11 12 

Desalination 16 15 16 

Aquifer storage recovery 22 21 21 

Water re-use 23 23 23 

Base 681 314 1002 

Statistically significant differences are shown in red 
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