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Executive Summary 
 
This executive summary highlights the key findings from the qualitative research 
exploring customer views about Southern Water’s consultation document on the Water 
Resource Management Plan (WRMP). Eight groups were held across each of the 
company’s water supply zones to ensure full coverage of the company’s region.  
 
General Points 
 
Most people had some understanding about the services that Southern Water provides; 
some had a very good knowledge, while others’ was more limited. The majority of 
people felt that Southern Water provides a good service, although this was based more 
on the fact that very few people have any issues or problems. Indeed, most people took 
the service for granted but they did acknowledge that they received value for money, 
especially when compared to other household bills. 
 
Water Supply Issues 
 
Most people had not really considered the chances of Southern Water not having 
enough water to provide a continual supply of water. The majority found the notion 
hard to believe given the amount of rain and the amount of sea water that could be 
utilised. There was a minority however who thought that water supplies could be at risk 
due to population growth, consumer demand and unknown future weather patterns.  
 
A variety of solutions were spontaneously mentioned to avoid the risk of water 
shortages such as desalination, more reservoirs, repairing leaks, collaborating with 
builders on new builds and more education about the responsible usage of water. 
 
WRMP Rationale 
 
The majority of people were clear about why a 25 year water resource management plan 
was necessary. They cited various factors such as a need to plan for the future, a sign of 
good management and a sense of having to plan ahead ‘to adapt to the changes in the 
future’.  
 
While most people understood the logic of an evolving WRMP, some found it difficult 
to understand why a 25 year plan was required when nobody knew what was going to 
happen in that time and, if the plan was going to change every five years, some 
questioned the purpose of a long term plan. 
 
Context of WRMP  
 
Knowledge of the various sources of water was limited with most people thinking that 
the main water source was reservoirs. Some people knew rivers were a source of water 
but a minority of people knew about aquifers. Subsequently, there was genuine surprise 
about the proportions of water from each water source. 
 
Overall, the achievements since privatisation received a lukewarm reception. Some 
were quite impressed with the amount of investment, especially around leakage, while 
others viewed the facts with some suspicion, feeling that not enough information was 
provided. For example, people wanted to know the amount of water lost from leakage 
and how that had improved over time. 
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What Matters Most to Customers  
 
The information provided in this section was clear to everyone. While all the listed 
priorities were considered important, the two most important priorities (out of the five 
presented) were ‘a reliable water supply’ and ‘re-using water’.   
 
There was unanimous support for the additional £3.40 that people were willing to pay to 
reduce the likelihood of hosepipe bans emergency measures, especially when people 
understood that was for the whole 25 years. At first people thought it was an annual cost 
and therefore expressed surprise at what amounted to ‘a pint of beer’. That said, there 
was also some scepticism about £3.40 being enough to have that kind of impact. 
 
Securing Future Water Supplies  
 
Most people were comfortable with the explanation about how Southern Water 
currently plans for water shortages. There were quite mixed views about how best to 
plan for the future with some believing that historical records should be sufficient, while 
others felt that, with climate change and population growth, relying on past records 
alone would not be that helpful for future planning. Overall, the most appropriate 
approach was utilising a combination of known facts, as well as using modelling 
techniques to plan around a wide range of future weather patterns. 
 
Strategy for Supplying Water  
 
Most people understood that the solutions for securing future water supplies involved a 
mix of schemes around demand reduction, providing more water or maximising the 
water currently available. The options criteria for assessing each of these schemes was 
well understood with the most important factor being ‘the cost and timescale to build 
and operate’, this was followed by ‘how much water the scheme will provide’ and ‘the 
scheme’s resilience to drought’. The environmental and social impacts were considered 
least important as part of the options assessment. 
 
Generally, people had a good understanding of what resilient meant in the context of a 
water source. People used phrases such as ‘a sustainable supply throughout, whatever 
the issue’ and ‘the ability to last long amounts of time’. The graph ‘how water sources 
perform during droughts’ was considered helpful and informative as it clearly showed 
the extent to which water supplies could be maintained in the event of severe droughts. 
Armed with this information, most people opted for schemes involving water re-use and 
desalination. 
 
Scheme Types  
 
Of the six scheme types, five were quite well understood. The one which was least 
understood was ‘Managing the Water Environment’ as people were not familiar with 
the concept of licence variation and licence trading in particular. Although some of the 
headline terminology in this section was perceived to be jargon (eg ‘catchment 
management solutions’ and ‘bulk transfers’) it became clear what each referred to on 
reading the detail. Similarly, while people had a vague idea about seasonal and block 
metering tariffs, it was only on closer inspection of the explanation that people 
comprehended these scheme types.  
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Future Plans  
 
People were incredulous about the amount of water lost to leakage and wondered how 
saving a litre of water per property a day over the next 25 years would make any 
difference when Southern Water was going to lose 75 million litres a day. Even after an 
explanation of ELL was provided the amount of leakage was still considered ‘a massive 
amount’ by some.  
 
In terms of the other plans for securing more water there was a very positive response to 
the various solutions, particularly to ‘desalination’ and ‘storing winter water 
underground for summer use’. There was also strong support for collaboration and 
working in partnership with other organisations to help preserve existing river and 
groundwater sources. 
 
Specific Water Resource Plans 
 
The consensus was that there was considerable activity in 2015-20 which focused on 
leakage reduction, water transfers, new pipelines and abstraction licences. The 
observation in 2020-25 was that there was seemingly less activity than the previous five 
years, with the focus still on leakage reduction, and that all the major schemes would 
come on stream in the 2025-40 period when things were likely to change.  
 
Although people supported the plans overall, there were some who thought that not 
enough was being done in the first few years. In fact, having been presented with some 
interesting and innovative ideas throughout the discussion, there was almost an air of 
disappointment that some of the radical schemes (eg desalination and water re-use) 
were not coming on stream until 2025-40. 
 
The Cost of the Resilient Plan 
 
The majority of people were supportive of the resilient plan, some even suggested the 
idea of doing more now even though it might cost a bit more. But overall, there was 
recognition that £13.10 over 25 years was ‘not even going to be noticed’.   
 
In total 59 people supported the ‘resilient plan’, 8 people supported the ‘conventional 
plan’ and 4 said ‘don’t know’. 
 
Notwithstanding the overall support for these plans, there were a couple of concerns. 
The first was that people wanted to see more of that £13.10 being invested in their area 
and, secondly, some people had difficulty believing that the £13.10 would not rise, 
bearing in mind recent large capital projects such as the Olympic stadium. 
 
Presentation   
 
Most people understood the document and thought it was a user friendly and 
informative read and overall people felt it conveyed the key messages in a concise and 
eye-catching way. 
 
Website 
 
Overall, views about the website were not as favourable as the actual document because 
the maps, icons and the use of colour were thought to be clearer 
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1. INTRODUCTION 

1.1 Background 

Every five years water companies are required to update their water resource 
management plans (WRMP). In line with that requirement Southern Water developed 
its five-yearly update of the WRMP which sets out how the company plans to secure 
water resources between 2015 and 2040. As part of this process, Southern Water 
produced a main report which was a very technical document and which was only likely 
to be read by regulators. In addition, a summary document (c. 40 pages) was produced 
as the main vehicle for the public consultation. 
 
The summary document aimed to be more customer friendly than on previous occasions 
by utilising additional illustrations which would make it more interesting and engaging, 
and hopefully, result in a much wider readership of the document. 
 

1.2 Objectives 

Southern Water put considerable effort and resource into developing its WRMP 
strategy, so it was absolutely crucial that the company achieved wide-scale support to 
see it implemented. The objectives of this research were as follows: 
 
• to explore customer understanding the of the WRMP document 
• to establish whether people understood why a WRMP is required 
• to understand how well the key messages of the WRMP document were conveyed  
• to establish whether customers preferred the resilient or conventional WRMP 
• to establish what aspects of the WRMP customers did, or did not support 
• to understand what people thought about the look and feel of the document. 
 
In addition to reviewing the WRMP document, customers were also asked to provide 
feedback on the WRMP information published on the Southern Water website, with 
particular reference to how well this channel complemented the WRMP document. 
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2. METHODOLOGY 

2.1 Introduction 

As the WRMP is more concerned with the long term water resource strategy of the 
company, it was suggested that Southern Water would benefit from undertaking a 
qualitative phase of work where consumers were given the opportunity to explore and 
debate the pertinent issues emerging from the company’s WRMP. 
 
To that end, a programme of eight deliberative groups was undertaken across Southern 
Water’s eight water supply zones. As with the previous water re-use research, the same 
eight locations were used to provide some consistency with the previous research and to 
ensure good coverage of Southern Water’s region. 
 
The structure below also shows that each group was segmented according to socio-
economic grade (SEG). It included a mix of age and gender as well as a combination of 
metered and non-metered households, with the exception of the Isle of Wight which is 
wholly metered. One point to note here is that because Southern Water’s universal 
metering programme is fairly advanced, it meant a higher proportion of metered 
households took part. 
 
Table 1 – Group Structure 
. Location SEG Age Gender Metered/ 

unmetered 
1. Isle of Wight ABC1 Mix Mix All metered 
2. Southampton  C2DE Mix Mix Mix 
3. Andover ABC1 Mix Mix Mix 
4. Horsham ABC1 Mix Mix Mix 
5. Hastings  C2DE Mix Mix Mix 
6. Gillingham C2DE Mix Mix Mix 
7. Ramsgate  C2DE Mix Mix Mix 
8. Worthing  ABC1 Mix Mix Mix 

 
Ten respondents were recruited for each group with the aim of 6-8 attending as 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 qualitative 
consultants. 
 
The groups were held in a hotel venue and we recommended that incentives of £50 were 
offered to respondents, partly to aid recruitment but also to convey the importance 
Southern Water attached to the research and to thank respondents for their participation. 
 
At this point it is worth noting that the initial idea was to present a copy of the WRMP 
document to focus group participants. However, as the document was over 40 pages, 
Accent felt it would be too onerous for respondents to read, digest and discuss in two 
hours. Following discussions with the client it was therefore agreed that a summary 
document of about 10 pages was produced as it would enable the information to be 
presented in a shorter and more digestible format. 
 
This research has been undertaken in line with the guidelines set out by the market research quality 
standard ISO 20252:2006. 
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3. FINDINGS 

3.1 Introduction 

This section details the findings to emerge from the groups and the points that are drawn 
out will substantiated by customer quotes shown in italics. 
 

3.2 General Points about Southern Water  

Before going into the main part of the discussion, people were first asked about what 
they knew of Southern Water, the services it provides and what activities it was 
involved in. 
 
Most people had some understanding about the services that Southern Water provides; 
some had a very good knowledge, while others’ was more limited.  
 

“Presumably they have to manage the supply so they have to manage 
reservoirs and water courses and so on”. 
Hastings C2DE 

“Making sure that there is enough water for us all. Dealing with leaks 
and environmental management. They take water from rivers and 
cleanse it..”. 
Isle of Wight ABC1 

“Water services, sewage services, stopping flooding and blocking up 
leaks is my experience of Southern Water” 
Andover ABC1 

“Making the water safe, ensuring that we always have enough water”. 
Southampton C2DE 

The majority of people felt that Southern Water provides a good service, although this 
was based more on the fact that very few people have any issues or problems. Indeed, 
most people took the service for granted. 
 

“I just turn my tap on and the water comes out…as long as water keeps 
coming out, I am happy” 
Horsham ABC1 

“I am terrible, I haven’t really thought about the water I just rely on it 
coming out of my tap.  I never think about it much”. 
Andover ABC1 

“We turn the tap on and take it for granted, I have never had no problem 
with Southern Water”. 
Gillingham C2DE 

“They are pretty good for what they have got to work with considering 
they have got a system which is leaky and out of date”. 
Ramsgate C2DE 
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“I just see the whole thing as air to be honest.  I turn the tap on…” 
Southampton C2DE 

“We do take it for granted, you turn on the tap, you get water”. 
Worthing ABC1 

Most people also acknowledged that they received value for money, especially when 
compared to other household bills. 
 

“I say value for money for what they have to do to get it to your house 
for what you pay a year.  It is next to nothing I think personally”. 
Hastings C2DE 

“Compared with gas it’s a lot cheaper” 
Horsham ABC1 

“I think it is extremely cheap but you do take it for granted”. 
Andover ABC1 

“Cheaper, a lot cheaper than other household bills”. 
Gillingham C2DE 

“I think it is better value than all the others”. 
Ramsgate C2DE 
 

3.3 The Water Supply Network 

Across the groups there was a variety of aspects that people mentioned in relation to the 
water supply network including reservoirs, water storage, maintaining the pipework, 
water treatment, pumping stations, aquifers and water efficiency. 
 

“Where they get the water from, how it’s stored, how it’s purified and 
how it’s supplied”. 
Worthing ABC1 

Most people had not really considered the chances of Southern Water not having 
enough water to provide a continual supply of water. However, when asked to think 
about it, the majority found the notion hard to believe given the amount of rain and the 
amount of sea water that could be utilised.  
 

“No, I find that hard to believe”. 
Andover ABC1 

“No, we have been brought up taking it for granted you turn the tap on, 
it’s there”. 
Gillingham C2DE 

“Look at all the water we have got around us.  All the sea water we have 
got around the island, there will be never a shortage”. 
Hastings C2DE 

“No I don’t think so, no. It doesn’t stop raining does it?” 
Ramsgate C2DE 
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“No, I just think there’s too much rain”. 
Southampton C2DE 

“Water has got to run dry you see and that’s hard to imagine with the 
amount of rain in this country”. 
Worthing ABC1 

There was a minority however who thought that water supplies could be at risk due to 
population growth, consumer demand and unknown future weather patterns.  
 

“I think it’s something we have to consider” 
Horsham ABC1 

“You can’t say we will always have a constant water supply because we 
don’t know what the weather is…” 
Gillingham C2DE 

“It is always a risk”. 
Andover ABC1 

“If the population grows, if we use more water..” 
Hastings C2DE 

“One of the problems with building is that they will want more water and 
more water won’t they?  It has got to come from somewhere”. 
Ramsgate C2DE 

“What if our country becomes so overpopulated there’s not enough 
water for everybody”. 
Southampton C2DE 

“Well the aquifer only carries so much water in it and if get a  long 
period of sustained drought, the aquifer goes down and down and down 
and actually you are taking 70% of it from what you capture over the 
year so yes. The demand is going up they are building more houses, the 
population is growing”. 
Worthing ABC1 

A variety of solutions were spontaneously mentioned to avoid the risk of water 
shortages, especially desalination… 
 

“We live on an island surrounded by water so I know desalination isn’t 
the best drinking water but certainly it is good enough for washing”. 
Andover ABC1 

“So in actual fact we’ll never run out of water if there’s enough 
desalination being done to make sure…flog the bi-product of salt to the 
council to use on roads when it snows” 
IoW ABC1 

“And I think they do need to seriously, seriously, seriously look at sea 
water. because we’re surrounded by water, so I can’t see why they can’t 
pump sea water in and clean it up to fill up the reservoirs and the 
underground”. 
Southampton C2DE 
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Other solutions that were unprompted included building more reservoirs.. 
 

“Can we not build any more reservoirs”. 
IoW ABC1 

“Better capture of water because that amount of water that is draining 
through into the ground water”. 
Horsham ABC1 

“You can build extra reservoirs”. 
Ramsgate C2DE 

“More underground reservoirs, because they don’t have enough of them. 
That way they could store water from the winter and issue it during the 
summer when there is likely to be the droughts”. 
Southampton C2DE 

repairing leaks… 
 

“Cut the number of leaks, the amount of water we lose in leaks every 
year, I don’t know what the percentage is though for Southern Water”. 
Gillingham CDE 

“Find the leaks and deal with them, and hopefully sorting them out 
before it gets too much”. 
Southampton C2DE 

collaborating with builders on new builds…  
 

“What about regulating new builds and changing the way new houses 
are built to a degree; so that they have systems within houses which are 
more economical from the outset”. 
Horsham ABC1 

“They could collaborate with housing developments to make sure there 
is actually enough room that needs housing to store water for the people 
that are going to live there”. 
Hastings C2DE 

water transfers… 
 

“Tap in from other companies”. 
Ramsgate C2DE 

“There should be a pipe line for the whole country so it can go to 
wherever its needed”. 
Southampton C2DE 

and more education about the responsible usage of water. 
 
“Educate people in being responsible for usage…they are going to make 
compulsory water meters aren’t they”. 
Gillingham C2DE 
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“We don’t put the sprinkler on anywhere near as much as we probably 
used to.  We have got a water butt in the garden”. 
Andover ABC1 

“Like to see more education from grassroots really, so that children that 
are growing up are told how valuable water is going to be for the 
future”. 
Southampton C2DE 

3.4 Review of the WRMP Summary Document 

The main part of the discussion focussed on the WRMP summary document. People 
were asked to read and then respond to various questions about the document. This 
section therefore reviews the document in a chronological order. 
 
WRMP Rationale (page 1) 
 

 
The majority of people were clear about why a 25 year water resource management plan 
was necessary. They cited various factors such as a need to plan for the future, a sign of 
good management and a sense of having to plan ahead ‘to adapt to the changes in the 
future’.  
 

“It is good management basically. - this is what we are going to do to 
make sure we have got the water resource available and how we are 
going to manage it”. 
Andover ABC1 
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“Common sense because it takes time to renew and build infrastructure, 
so you have got to plan ahead”. 
Hastings C2DE 

“You have to plan ahead to adapt to the changes in the future, it is like 
anything really, to supply the water.. “ 
Hastings C2DE 

“It’s a strategy for the company to manage its resources over the next 25 
years.  I think any business that doesn’t have one of those is going to 
struggle. It’s a way of costing how much it’s going to cost so therefore 
where’s the money coming from. It’s about setting up strategy to 
influence policy, how they’re going to do things”. 
IoW ABC1 

“I think personally they are looking at it in the right way, it’s saying 25 
years and it’s actually in stages”. 
Horsham ABC1 

 “Water is a resource and its common sense to manage it. Its just a pity 
we can’t do the same thing with infrastructure problems for the long 
term”. 
Southampton C2DE 

“I think you have to plan for the future especially with greater demands 
and new people in houses, I think yes definitely”. 
Worthing ABC1 

Most people understood the logic and sense of an evolving WRMP… 
 

“I would expect evolving but also be monitoring because the last thing 
we want is things to be unfinished to leave that thing because it’s too 
difficult; we’ll go onto the next thing. So there’s got to be some 
management of delivery performance and completion”. 
IoW ABC1 

“I think it is right that they have taken into consideration that things may 
change, technologies might change that you can do different things, 
people have got different ideas on how they can manage it”.   
Andover ABC1 

“You have got a 25 year business plan and that will be revised every 5 
years, it must do to progress to get to where you want to be and get the 
correct infrastructure”. 
Gillingham C2DE 

“You have got to plan ahead haven’t you, you can’t plan every year, you 
have got to go 20-25 years haven’t you”. 
Ramsgate C2DE 

“You can’t assume that everything’s going to stay equal for the single 
plan”. 
Southampton C2DE 
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“It’s going to be a dynamic thing isn’t it, so the change with the way that 
the patch grows, like you say the patch is not going to get any smaller…” 
Worthing ABC1 

but some found it difficult to understand why a 25 year plan was required when nobody 
knew what was going to happen in that time and, if the plan was going to change every 
five years, some questioned the purpose of a long term plan. 

 
“There is no point having a 25 year plan if they are going to change it 
every 5 years, we know you are reviewing it in 5 years”. 
Horsham ABC1 

“I don’t see why it is so long when obviously everything is going to 
change, like you say, every 5 years.  Obviously they don’t know what is 
going to happen so I couldn’t understand quite why the plan is so long”. 
Hastings C2DE 

“There is no point having a 25 year plan if they are going to change it 
every 5 years, we know you are reviewing it in 5 years”. 
Gillingham C2DE 

While people mostly understood the future challenges that Southern Water faces, there 
was a lack of understanding on ‘’stricter laws on how much water we can take’, with 
some thinking this was about how much customers could use rather than what was 
allowed by abstraction licences. 
 

“New restricting laws will probably not impact quite as much as the 
customers in their new houses”. 
Horsham ABC1 

“..stricter laws on how much we can take, fine, but what are they? They 
are blunt statements, they are not giving me anything to go on”. 
Andover ABC1 

“Like stricter law saying how much water we can take, just not using as 
much as what we normally do”. 
Ramsgate C2DE 

“I don’t think they should have stricter laws on how much we can take, 
because we are paying for it so obviously if we use a lot of water”. 
Worthing ABC1 

The challenges that resonated most with people were those which they could relate to 
more personally for example ‘new houses being built’ and more customers and different 
lifestyles.  
 

“New houses are being built, more customers and different lifestyles; I 
would say they would relate on the important scale to me personally 
more than how much energy Southern Water use”. 
IoW ABC1 

“The more houses that are built, the greater the demand for water”. 
Gillingham C2DE 
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“I think the houses being built is quite scary when you think about how 
many new places they want to build, well that is going to have an impact. 
Our population has risen faster than it has compared to over the last 10 
years its incredible”. 
Southampton C2DE 

There was a feeling that the macro challenges such as the state of the economy, climate 
change and energy use were more outside of Southern Water’s control and therefore 
would be of less interest to customers. 
 

“I don’t think the general public would be too concerned about laws and 
how much energy Southern Water use”. 
IoW ABC1 

“…but you can’t rely on that (climate change) can you, we have no 
control over it at all”. 
Horsham ABC1   

 
Context of WRMP (page 2) 

 
Knowledge of the various sources of water was limited with most people thinking that 
the main water source was reservoirs.  
 

“I must admit I thought 97% came from reservoirs; I am astounded it 
comes from ground waters”. 
Horsham ABC1 
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“I thought mainly it came from reservoirs”. 
Gillingham C2DE 

“I think it’s surprising how little comes from reservoirs because you can 
see them, people’s perception is that that’s where water comes from”. 
IoW ABC1 

“I thought more came from reservoirs I must admit”. 
Hastings C2DE 

“No, I didn’t actually know where it came from. I don’t know even if 
they’ve got any reservoirs in the area”. 
Southampton C2DE 

“I was surprised how little we are using from reservoirs, 7% is very, 
very low”. 
Worthing ABC1 

Some people knew rivers were a source of water but a minority of people knew about 
aquifers. Subsequently, there was genuine surprise about the proportions of water from 
each water source. 
 

“I didn’t know that so much came from aquifers”. 
Andover ABC1 

“I have always thought reservoirs and from the river”. 
Gillingham C2DE 

“I didn’t realise such a high percentage came from ground water”. 
Hastings C2DE 

“Even the rivers were more than the reservoirs weren’t they”. 
Ramsgate C2DE 

“I didn’t realise it was so high from ground water”. 
Southampton C2DE 

“I thought more come from the rivers to be honest”. 
Southampton C2DE 

Overall, the achievements since privatisation received a lukewarm reception with some 
being quite impressed with the amount of investment, especially around leakage. 
 

“It’s a huge amount of money you can see where the spending is going 
can’t you for and there are some huge figures there in what they are 
spending, basically what they are doing on a daily basis because it’s 
some operation really; leakage is pretty good”. 
Horsham ABC1 

“I haven’t seen leakage for a while, so I think they’ve addressed that”. 
Gillingham C2DE 

Others viewed the facts with some suspicion, feeling that not enough information was 
provided. For example, people wanted to know the amount of water lost from leakage 
and how that had improved over time. 
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“What it doesn’t say makes me suspicious, when you talk about leakages, 
it says we have recorded our lowest ever level of leakage in 2011/2012, 
that is great but what was that level, maybe it was spectacularly high 
and it has dropped by 1%.  I get suspicious of things like that”. 
Andover ABC1 

“The one on leakage isn’t helpful because it just says the lowest level of 
leakage, it doesn’t tell you what the leakage is, what is was, what 
percentage they have managed to drop it down over the years.  It just 
says the lowest ever but it can still be quite a lot of water couldn’t it.  It 
doesn’t tell you anything basically”. 
Hastings C2DE 

“The largest investment has been to reduce the number of leaks. Well, 
what is it and compared to what. I’d like to see where we were and 
where we are now”. 
IoW ABC1 

“If they’re losing all of these through leakage, what percentage is that 
compared to how much we all use”. 
Southampton C2DE 

The same was also true of the mains renewal information where people wanted it to be 
more specific. 

 
“That thing about mains renewal they are on target to renew for 250 
kilometres of mains in 5 years, that sounds quite a lot but when you think 
of how much yes it’s probably just a really minor percentage.  It’s 
sounds impressive but I don’t think it’s as impressive as no, I wouldn’t 
have thought that was a lot to be honest”. 
Horsham ABC1 

“They say we are on target to a new 250 km of mains between x and y, 
so what, how many kilometres of mains have they got?”. 
Andover ABC1 

“They give you a price on the £83 million for metering but they don’t 
give you a price on mains renewal”. 
Gillingham C2DE 

On a different note, the information about Aquifer Storage and Recovery and the River 
Arun abstraction was quite well received. 
 

“I like the sound of the bottom one, the ASR storage, because if you think 
about the different seasons you see rivers in flood and that’s just going 
away into the sea isn’t it?  They could make use of that rather than just 
letting it go”. 
Horsham ABC1 

“I am interested to know how they are storing water for the recent 
droughts so for me the aquifer storage and the River Arran abstraction 
to safeguard water supplies”. 
Hastings C2DE 
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The other fact which generated some debate was water efficiency where some 
questioned the coverage of the company’s programmes. 
 

“Water efficiency, no-one has ever contacted me for me to save 1 litre of 
water in a day.  I have never heard of that before”. 
Andover ABC1 

“What programmes have they done to meet the targets?” 
Ramsgate C2DE 

However, there were pockets of people who were aware of, and enthusiastic about, the 
metering programme. 
 

“The metering thing I was pleased with because everybody will pay for 
what they use from now on” 
Southampton C2DE 

“I think when you put money into the equation people start thinking well 
this is going to cost if I put this tap on etc, its going to cost me money. I 
think that has got to be probably the thing for me”. 
Southampton C2DE 

Overall though, people wanted to see more stats to back up the information being 
presented.  

 
“There are not enough stats there to actually make those numbers mean 
anything”. 
Andover ABC1 

“I much prefer to know the overall figure instead of parts of it”. 
Gillingham C2DE 

“Even if there was something about what was in the last plan.  We don’t 
know what the targets were from the last plan to say ‘Oh look, they’ve 
achieved those’ or ‘They haven’t achieved those’ and why they haven’t 
so we don’t know whether this was in the last plan or not. If you look into 
it, the whole thing is quite vague”. 
IoW ABC1 

“What it doesn’t give you is the corresponding figures that go with it”. 
Southampton C2DE 
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What Matters Most to Customers (page 3) 

 
The information provided in this section was clear to everyone. While all the listed 
priorities were considered important, the two most important priorities (out of the five 
presented) were ‘a reliable water supply’ and ‘re-using water’.   
 

“I think everybody has pretty much said that it just does down the drain, 
water comes out of the dishwasher, the bath, it just goes down the drain 
and that seems really wasteful when you could use it for something else”. 
Horsham ABC1 

“They do it now don’t they, because it’s recycled isn’t it, waste water 
and then clean it and put it through again. Re-using water makes sense, 
which is right”. 
Gillingham C2DE 

 “Because it (re-using water) is very important obviously if there are 
shortages you should conserve water supplies.  It just makes sense”. 
Hastings C2DE 

“Reliable water supply is my priority and I am all for the green stuff and 
that’s great and that’s important but I accept that, but what’s more 
important to me is a reliable supply so if you can do that with being more 
green and protecting, then great...” 
Horsham ABC1 

“Reliable water supply is the most important.  I want to know that there 
is water there when I turn on the tap”. 
Andover ABC1 
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Leakage and water efficiency also had some credence with customers. 
 

“Efficiency is the name of the game today, the better efficient you are the 
less it costs”. 
Gillingham C2DE 

“If they can fix the leaks and replace make sure all the pipes are whole, 
there’s no holes in them for leaks, we won’t need, there won’t be as 
much water having to go through them in the first place”. 
Southampton C2DE 

There were mixed views about water restrictions depending on the type of restriction 
imposed. Many people thought that hosepipe bans were acceptable during droughts. 
 

“There was a time a couple of years ago when we had a hosepipe ban 
and I looked at my garden and it was fine”. 
Andover ABC1 

“Water restrictions are acceptable during drought but drought is 
obviously a big thing for Southern Water”. 
IoW ABC1 

“I think the restrictions, I don’t mind that, I think it is only like a 
hosepipe ban..” 
Ramsgate C2DE 

“I think probably water restrictions are acceptable during droughts. 
Partly because you’ve got to accept there will be times when there will 
be a low amount of water”. 
Southampton C2DE 

Some people were unclear about the specifics of emergency water restrictions; although 
people generally understood what standpipes were, they had much less idea about rota 
cuts.  
 

“I understand generally what a standpipe was but I don’t know what a 
rota cut is, is that like a hosepipe ban, what is a rota cut?” 
Hastings C2DE 

Others were quite pragmatic about the idea of emergency restrictions, even if it was a 
rather short-sighted perspective. 
 

“I am looking at an option of once in 80 years to up to once in 200 
years.  The latter I am not going to be bothered about and I don’t think I 
am going to be that bothered with the former because if it happens once 
in my lifetime I can live with it”. 
Andover ABC1 

There was unanimous support for the additional £3.40 that people were willing to pay to 
reduce the likelihood of hosepipe bans emergency measures, especially when people 
understood that was for the whole 25 years. At first people thought it was an annual cost 
and therefore expressed surprise at what amounted to ‘a pint of beer’.  

 



 
Accent 2586rep01_qual_final.doc••18.09.13 Page 19 of 36 

“I am sure everybody around the table wouldn’t mind paying a little bit 
more for their water if they felt the money was being invested wisely”. 
Andover ABC1 

Over 25 years it’s miniscule so why bother about it? 
Gillingham C2DE 

“I think that is reasonable for a year”. 
Hastings C2DE 

“I think that is quite fair”. 
Ramsgate C2DE 

“I’m supportive. Its not a great sum £3.40 is less than £1 a week. If it 
produces more water then it gives more reliable source of water”. 
Southampton C2DE 

“If they can provide the water without the standpipes and emergency 
measures etc., if we all pay £3.40 more, they can provide that service, 
why don’t they go out and do that in the first place so it doesn’t make 
sense”. 
Worthing ABC1 

That said, there was also some scepticism about £3.40 being enough to have that kind of 
impact. 
 

“Personally, I’d be amazed that £3.40 would resolve it”. 
Horsham ABC1 

 
Securing Future Water Supplies (page 4) 
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Most people were comfortable with the explanation about how Southern Water 
currently plans for water shortages.  
 

“They are taking into consideration the factors up there, the impact of 
new legislation, housing growth population and climate change and then 
feeding that into what they might be able to predict in terms of different 
drought scenarios?” 
Andover ABC1 

“Yes they have got to work out where they are going to get the water 
from to make up a difference”. 
Gillingham C2DE 

There were quite mixed views about how best to plan for the future with some believing 
that historical records should be sufficient. 
 

“The only way you can forecast is on past history yes, as far as I am 
concerned it’s the only way you can forecast anything”. 
Gillingham C2DE 

Others felt that, with climate change and population growth, relying on past records 
alone would not be that helpful for future planning.  
 

“100 years of data doesn’t give you any confidence in the accuracy of 
predicting what is going to happen over the next few years”. 
Andover ABC1 

“You would be crossing your fingers in a big way by saying based on the 
last 100 years we are confident we know what is going to happen in the 
next 100 years”. 
Andover ABC1 

“I am not so sure that the historical is really relevant…, things have 
changed so much in such a short period of time and then you might be 
able to refer back to it if it’s a check or something but I think as a way 
forward it’s not particularly relevant”. 
Horsham ABC1 

“It’s good that they are looking to the future and not going on what’s 
happened in the past”. 
Worthing ABC1 

There were also those who were unsure about the rationale or who thought that it was 
not really saying anything. 
 

“Even if they (droughts) are likely to happen, are they not planning for 
such a worse case scenario that they could be investing a lot of money in 
big schemes which are just not necessary?” 
Hastings C2DE 

“So they’re saying we need to plan but we haven’t seen them yet but 
they’re likely to happen and I just think it doesn’t really say anything 
does it? There are more complicated calculations which will work out 



 
Accent 2586rep01_qual_final.doc••18.09.13 Page 21 of 36 

our need for water in the future is affected by.  Well what are they and 
what have you come up with?” 
IoW ABC1 

Overall, the most appropriate approach was utilising a combination of known facts, as 
well as using modelling techniques to plan around a wide range of future weather 
patterns. 
 

“It seems a good idea because it says they are planning for more than 
2,000 different eventualities so it’s not just this is well this is what’s 
happened in the past therefore we can assume this is going to happen in 
the future, so that I think seems a quite sensible approach”. 
Horsham ABC1 

“You have got to look at previous records but also you have got to take a 
gamble as well so you got two bases really”. 
Ramsgate C2DE 

“I think you project a proportion but with strong look back, you know I 
mean if you are going to plan what might happen, actually the only time 
you can plan what might happen is by looking backwards as well so you 
can’t forget the droughts of the past”. 
Worthing ABC1 

While most people understood the narrative of both the ‘current’ and ‘innovative’ 
approaches that Southern Water explained, they were much less clear about the graph 
entitled ‘Planning for a wide range of graphs’.  

 
“Two or three times I have read this I kind of understand what they are 
getting at, it means very little to me”. 
Horsham ABC1 

“I can’t make head nor tail of it to be honest.  I am at a complete loss 
with that”. 
Hastings C2DE 

“Well, it’s saying nothing really is it? It’s pegged three years in which 
there’s been a drought.  Well it doesn’t tell me anything about the years 
when there isn’t a drought so I don’t know whether 200 million litres a 
day is incredibly tiny or 1% below the norm”. 
IoW ABC1 

“I thought the lines were river flow, which are obviously related to 
drought and the yellow is where they think the droughts will be and how 
severe.  You can just see the months where it would be most severe, it’s 
not an issue is it?” 
Andover ABC1 

“I am not sure the graph actually means anything at all to be quite 
honest”. 
Worthing ABC1 
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Strategy for Supplying Water (page 5) 

 
Most people understood that the solutions for securing future water supplies involved a 
mix of schemes around demand reduction, providing more water or maximising the 
water currently available. The options criteria for assessing each of these schemes were 
well understood with the most important factors being ‘the cost and timescale to build 
and operate’, followed by ‘how much water the scheme will provide’ and ‘the scheme’s 
resilience to drought’. 
 

“Cost and timescale to build and operate is very important because if 
this is going up at such a fast rate, lets be fair that’s growing very 
rapidly so the sooner that they put the infrastructure in place and get it 
operating the better”. 
Gillingham C2DE 

“We have been saying a desalination plants and what have you, yes they 
are extremely expensive but we are getting to the point where I think as 
time goes on, they are becoming more essential”. 
Horsham ABC1 

The environmental and social impacts were considered least important as part of the 
options assessment. 
 

“The impact on the environment is important locally, supplying the 
water and the local rivers brimming with water…I am not so concerned 
about carbon footprints”. 
Horsham ABC1 



 
Accent 2586rep01_qual_final.doc••18.09.13 Page 23 of 36 

The diagram ‘How we choose the options to supply your water’ was understood by 
most people, but was not considered that helpful or relevant. 
 

“The demand and growth for water is rising but the available water is 
staying the same according to this so they have got to find ways to get 
more water”. 
Andover ABC1 

“It looks like you have got available water and then you have got the 
demand which is a lot higher than the available water”. 
Ramsgate C2DE  
 
“To be honest I don’t really think it’s relevant, it’s not necessary, this is 
quite clearly explained here in the writing”. 
Horsham ABC1 

“Not particularly helpful. It doesn’t say anything amazingly. It doesn’t 
come across as very targeted in terms of a way of assessing a strategy”. 
Hastings C2DE 

“It’s just the basics isn’t it, I mean obviously it gives you the lists of all 
which you need to know for the first one, the list of options and they do 
keep a check on it…”. 
Gillingham C2DE 

“That’s fine but it doesn’t show the processes pathway, it doesn’t show 
you  the evaluation process, i.e. the options appraisals, it doesn’t show 
you the cost benefit analysis anything like that, so you know that’s a 
lovely pathway for someone to follow but not a lot of story there”. 
Worthing ABC1 

Generally, people had a good understanding of what resilient meant in the context of a 
water source. People used phrases such as ‘a sustainable supply throughout, whatever 
the issue’, ‘future proof’ and ‘the ability to last long amounts of time’.  
 

“If there is a drought we will be OK”. 
Ramsgate C2DE 

The graph ‘How water sources perform during droughts’ was considered helpful and 
informative as it clearly showed the extent to which water supplies could be maintained 
in the event of severe droughts.  
 

“I think this graph is quite useful because when you see it like that you 
think I didn’t realise that actually taking water from river abstractions 
and the water ground sources is actually ineffective in a drought, 
whereas water from re-using and desalinisation is useful so it just shows 
it”. 
Horsham ABC1 

“It is simple, it is not trying to tell us any figures, it shows that reuse and 
desalination is going to have longer sustainability.  It is a statement of 
the obvious but a very helpful pictorial one but if you are in a drought, 
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stopping leaks isn’t going to help much.  Reservoirs are going to be a 
finite resource when they begin to run out”. 
Andover ABC1 

“It’s good because it shows the longer a drought goes on, the lower the 
water gets in the river and consequently you won’t have leakage because 
there is no water in the system therefore you get to a point three quarters 
of the way along that line there is no water left, it has gone down to 
zero”. 
Hastings C2DE 

“I think they are saying the water re-use and desalination is sustainable 
because it’s quite resilient, so therefore it will remain a constant”. 
Worthing ABC1 

Armed with the information in the graph, most people opted for schemes involving 
water re-use and desalination. 
 

“I would say resilient because you have got a pretty constant supply 
whereas with the leakages and the others you haven’t”. 
Horsham ABC1 

“The red line is preferable because you are on a steady flow of water all 
the time”. 
Hastings C2DE 

« You would probably talk about the water re-use wouldn’t you because 
it’s the only one that’s sustainable”. 
Worthing ABC1 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 



 
Accent 2586rep01_qual_final.doc••18.09.13 Page 25 of 36 

Scheme Types (page 6) 
 

 
Of the six scheme types, five were quite well understood. The one which was least 
understood was ‘Managing the Water Environment’ as people were not familiar with 
the concept of licence variation and licence trading in particular.  
 

“No, I haven’t got a clue what it means”. 
Gillingham C2DE 

“I didn’t know about the licence variation”. 
Hastings C2DE 

“This licensing thing is a new thing to me”. 
IoW ABC1 

Although some of the headline terminology in this section was perceived to be jargon 
(eg ‘catchment management solutions’ and ‘bulk transfers’) it became clear what each 
referred to on reading the detail.  
 

“I don’t think it (catchment management solutions relates to the 
paragraph, working in partnership with landowners and river stewards. 
Working in partnership is a much better way of putting that isn’t that?” 
IoW ABC1 

“Bulk transfers I don’t know what that means”. 
Gillingham C2DE 
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“What is the bulk transfers, how do they do that, is that through 
pipelines?” 
Horsham ABC1 

“It didn’t say how they would do the transfer but I was assuming it was 
through linking networks and pipes”. 
Andover ABC1  
 

Similarly, while people had a vague idea about seasonal and block metering tariffs, it 
was only on closer inspection of the explanation that people comprehended these 
scheme types.  
 

“That’s a mobile phone concept isn’t it; like once you had your 
download limit then you get charged exponentially. But then I think it 
would also make the bills more complex to sort out and I personally 
would rather they spent the money on other prospects”. 
Horsham ABC1 

“I didn’t know about that seasonal higher charge”. 
Ramsgate C2DE 

Bearing in mind that people had not really understood about aquifers being the main 
source of water, many had little idea about what was actually involved. 
 

“What is an underground aquifer is it a big tank underground?” 
Horsham ABC1 

“I wasn’t aware of that aquifer storage”. 
Hastings C2DE 

On desalination it is worth noting that some people suggested a solution to the salt by 
product. 
 

“Why don’t they just sell the salt? Use it for winter when we have got 
loads of snow.  We always run out”. 
Gillingham C2DE 

The icons displayed on this page were mostly thought to add value but some took a little 
longer to understand than others eg desalination and catchment management. 
 

“They are simple as well, pictures are handy for people who don’t 
always have the language”. 
Horsham ABC1 

“If the words weren’t there we would figure out what they were”. 
Andover ABC1 

“Yes I think they are very helpful, for people who can’t read they might 
be able to sort of combine both..” 
Gillingham C2DE 

“The pipe one is quite straight forward to understand.. .I suppose the 
leakage one is self-explanatory isn’t it”. 
Ramsgate C2DE 
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“That (the icon) just makes it more interesting”. 
Southampton C2DE 

“I can look at the icons and I know whatever they are”. 
Worthing ABC1 

There was a minority for whom the icons did not resonate. 
 

“I don’t find them very helpful, you could just easy do without them”. 
Hastings C2DE 

“If I see that picture and didn’t see that word I wouldn’t have a clue”. 
Ramsgate C2DE 

“I would go for more coloured icons”. 
Worthing ABC1 

 
Future Plans (page 7) 

 
 
People were incredulous about the amount of water lost to leakage and wondered how 
saving a litre of water per property a day over the next 25 years would make any 
difference when Southern Water was going to lose 75 million litres a day. Even after an 
explanation of ELL was provided the amount of leakage was still considered ‘a massive 
amount’ by some.  
 

“I never would have dreamed that we have lost that much water just 
through leakage”. 
Horsham ABC1 
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“To lose 88 million litres of water each day is terrible. I don’t think it is 
enough for a start”. 
Hastings C2DE 

“At that point that would completely switch me off.  10% improvement in 
25 years.  That line alone for me says Southern Water aren’t really 
trying are they and yet they want the consumer to reduce”. 
IoW ABC1 

“There is little point in saving 1 litre per day per person in the Southern 
Water region if you are losing 88 million a day”. 
Andover ABC1 

“There is one bit that really gets me on there they are saying like our 
target is to save a litre of water per property a day over the next 25 
years. Now leakage they are going to lose 75 million litres a day”. 
Gillingham C2DE 

“What I don’t understand is why there is so much leakage - that is quite 
a high number isn’t it. And they are not really going to drop any by all 
them years”. 
Ramsgate C2DE 

“They could be more ambitious. I think they could try even halve it”. 
Southampton C2DE 

“What they are saying is they are losing is 88 million litres of water a 
day and you want to drop it to 75 million in an horrendously long time 
period, so if you lose a million a year that actually not that much, what it 
doesn’t say is what percentage of the total water you that’s not being 
used. Why not say we are aiming to reduce that by 1% per year or 1% 
per by 2040 we will have improved that by so many percentage.  I think 
that makes it more tangible”. 
Worthing ABC1 

On water efficiency people were surprised at the average water use per person in the 
Southern Water region.  
 

“I can’t believe it, do I really use 152 litres of water a day?”. 
Andover ABC1 

“It just seems a large estimate per person I can’t believe it”. 
Gillingham C2DE 

“What a lot of water we use each day. I was quite shocked about that”. 
Ramsgate C2DE 

“I find it hard to believe that the average water use per person is 152 
litres a day”. 
Southampton C2DE 

The general feeling was that saving one litre of water per property per day over the next 
25 years was not sufficient although people conceded it was better than nothing. 
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“They should be upping the level, one litre is neither here nor there I 
think if they want to look at saving I think they need to be looking at that. 
It’s better than nothing but it’s a drop in the ocean”. 
Horsham ABC1 

In terms of the other plans for securing more water there was a very positive response to 
the various solutions, particularly to ‘desalination’…  
 

“Desalination because it’s a turn on, turn off” 
Hastings C2DE 

Well long term using the sea water I would have thought is a good idea. 
Gillingham C2DE 

 “Just having something that clearly works with the water we are 
surrounded by so”. 
Horsham ABC1 

“I know it is expensive but it does sound quite handy doesn’t it, if it is 
there and you can turn it on and off”. 
Ramsgate C2DE 

“Desalination, because there’s a virtual unlimited supply”. 
Southampton C2DE 

and ‘storing winter water underground for summer use’.  
 

“I definitely think the second one is a bit of a no brainer.  If we have got 
winter water and we can store it in the aquifers, that should be a given, 
they should be doing that anyway”.  
Andover ABC1 

 “Storing the winter water is a big one for me because when it’s snowing 
it’s bulging in winter, I think that’s a brilliant solution personally”. 
Horsham ABC1 

“At least it is not being wasted is it”. 
Ramsgate C2DE 

There was also strong support for collaboration and working in partnership with other 
organisations to help preserve existing river and groundwater sources. 
 

“You have got to work in partnership haven’t you?” 
Gillingham C2DE 

 “It’s always good to join forces with like minded, like the Environment 
Agency that clearly has a lot of knowledge about the water and all the 
rest of it, I think it’s very good”. 
Horsham ABC1 

“There is only a limited amount of water and it is going to get less and 
the population is growing and the use of water is going to increase so 
there has got to be cooperation.  Everybody has got to be doing the same 
thing”. 
Ramsgate C2DE 
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“I think multi-agency approaches are the way forward, I think it’s the 
only way forward in any industry, so the multi-agency approach I mean I 
think everyone is going to have”. 
Worthing ABC1 

 
Specific Water Resource Plans (pages 8, 9 & 10) 
 

 
 

 
 

 
 

 
 

 
 
 
 

 

 
 

 
 
 
The consensus was that there was considerable activity in 2015-20 which focused on 
leakage reduction, water transfers, new pipelines and abstraction licences. The 
observation in 2020-25 was that there was seemingly less activity than the previous five 
years, with the focus still on leakage reduction, and that all the major schemes would 
come on stream in the 2025-40 period when things were likely to change.  
 

“There seems to be a lot of pipework new pipelines going in  2015 to 
2020, and nothing really noted in 2020 to 2025 but then loads of it going 
on in 2040, they keep starting the process and then it expires here, I 
would that thought if it’s a leak they might have thought again in 10 
years time, it affects the continuum”. 
Horsham ABC1 

I am not impressed that there is not a lot happening for Kent. Why wait 
until 2025 for water re-use why not do it now? 
Gillingham C2DE 

“Is there much impact in this local area?  It doesn’t look as though there 
is. Why wait until 2031/2037 to do leakage reduction?”  
Hastings C2DE 

“Once they have done the restoration of the Stour river it is just about 
leakage and obviously they have got to build the pipeline as well”. 
Ramsgate C2DE 
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“Leakage reduction it’s not very adventurous is it?” 
Worthing ABC1 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Although people supported the plans overall, there were some who thought that not 
enough was being done in the first few years. In fact, having been presented with some 
interesting and innovative ideas throughout the discussion, there was almost an air of 
disappointment that some of the radical schemes (eg desalination and water re-use) 
were not coming on stream until 2025-40. 
 

“I know it is all very expensive but we have read an awful lot of stuff 
which we are all getting quite enthusiastic about and thinking that is a 
good idea, that is a good idea, the rub is we have got 1 little plant here, 1 
little plant there and a new licence”. 
Andover ABC1 
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“It’s just a re-organisation, move the water around, save a bit here, save 
a bit there, but nothing really has to change”. 
Worthing ABC1 

 
How Much Will it Cost? (page 11) 

 
 
The majority of people were supportive of the resilient plan, some even suggested the 
idea of doing more now even though it might cost a bit more. But overall, there was 
recognition that £13.10 over 25 years was ‘not even going to be noticed’.   
 

“If you understand what people spend on unnecessary luxuries £13.00 
over 25 years is not going to be really crucial to you”. 
Horsham ABC1 

“I have no issues with the £13 but I still have an issue with is that I think 
that middle section of the plan is targeting the right plans.  I think they 
need to bring the last section forward and we see more done sooner”. 
Horsham ABC1 

“I think whatever has been presented here in terms of the 25 years, 
considering how much inflation happens over the next 25 years anyway 
it becomes very insignificant”. 
Andover ABC1 

“Personally for the extra £3 over 25 years I would rather pay it and put 
it to bed. No-one is even going to notice it are they, let’s be honest”. 
Andover ABC1 

“It don’t sound like it is worth making a fuss over does it?” 
Ramsgate C2DE 
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“It’s not a significant amount of money”. 
Worthing ABC1 

In total 59 people supported the ‘resilient plan’, 8 people supported the ‘conventional 
plan’ and 4 said ‘don’t know’. 
 
Notwithstanding the overall support for these plans, there were a couple of concerns. 
The first was that people wanted to see more of that £13.10 being invested in their area, 
as well as the investment being quicker. 
 

“Again the £13.10 over the 25 years is quite a minimal bit but I feel 
obviously I keep saying that’s not getting spent in Kent”. 
Gillingham C2DE 

“Yes, I would like to see it done quicker. For me it’s about them saying 
we need to invest money into our infrastructure, I would rather pay more 
and save the environment”. 
Andover ABC1 

“Do a bit more now and really hit it and really get into it, but it will cost 
a bit more than £13.10 over 25 years”. 
Horsham ABC1 

Secondly, some people had difficulty believing that the £13.10 would not rise, bearing 
in mind recent large capital projects such as the Olympic stadium. 
 

 “I don’t think it’s a lot of money but I think it will go up more than 
that”. 
Hastings C2DE 

 
 
Overall Presentation   
 
Most people understood the document and thought it was a user friendly and 
informative read and overall people felt it conveyed the key messages in a concise and 
eye-catching way. 
 

“It’s user friendly. I mean looking at it, it’s bright, it’s colourful and I 
think it’s pretty concise with the information that’s there”. 
Horsham ABC1 

“I think it’s very good, it’s quite informative, it lets us know what people 
are doing in our water business and it’s helpful”. 
Horsham ABC1 

“I think it is friendly, it is just what it has got to be isn’t it really…” 
Hastings C2DE 

“With this document we now know that they have thought about it and 
not just reacting in the moment like it seems with the hosepipe bans 
coming on and off. Because the hosepipe bans, they're coming on and 
off, reacting to events as they happen. This shows that they're thinking 
about next 5 years, next 10 years”. 
Southampton C2DE 
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There were some who thought that some of the graphs and text could have been easier 
to understand. 

 
“Maybe some of the diagrams could be made a bit more clearer, maybe 
when they do a graph it could be made a bit more simpler graph” 
Ramsgate C2DE 

 
“Parts of it could change. Some of it needs to be put in a simpler 
language”. 
Southampton C2DE 

3.5 Views of Website Information 

As well as obtaining views about the WRMP summary document, people were also 
asked to provide feedback about the information contained in the website. Broadly 
speaking, it was the same information but the visual aids were presented slightly 
differently. 
 
On the whole, views about the website were not as favourable the actual document. 
People thought there was too much text and that it was not big enough, as well as not 
being visual enough. 
 

“No-one is going to bother reading that, the average punter will not; it is 
not very visual is it”. 
Andover ABC1 

“It’s not hitting at what we were doing…” 
Gillingham C2DE 

“I think the print is way too small  and the colour is very pale”. 
Worthing ABC1 

There was the occasional person who was enthusiastic about the website information. 
 

“I think it’s well presented, it’s bold isn’t it so it’s easy to read”. 
Worthing ABC1 

Some people considered the photo helpful… 
 

“I think it makes it more interesting, more likely to read the text; it 
makes it more user friendly”. 
Gillingham C2DE 

“In terms of imagery it’s a message about the future..” 
Horsham ABC1 

 ...but others felt it was less useful. 
 

“It just doesn’t draw me to think about water”. 
Horsham ABC1 

The presentation of the water sources was generally preferred in the document rather 
than the website. 



 
Accent 2586rep01_qual_final.doc••18.09.13 Page 35 of 36 

 
“I prefer it in the document it’s visually acceptable. The logos on here 
(the document) are far more self explanatory”. 
Horsham ABC1 

“Purple colours don’t really work. It looks a bit as if it is incomplete to 
me, as if it is all in grey scale and not finished”. 
Andover ABC1 

Similarly, the icons were also preferred in the document as people preferred the 
different blue/green colour ways as opposed to various shades of purple. 
 

“They (the purple icons) don’t stand out”. 
Worthing ABC1 

As for the maps, views were rather more mixed. Some preferred the way the maps were 
presented in the ‘hard’ document… 
 

“Yes I think they are a little bit more self explanatory the colours that 
they have…I prefer it as it is in here as you can see a quick overview”. 
Horsham ABC1 

“They look clearer on there than they do on the website”. 
Andover ABC1 

“The maps were clearer, much clearer in that (document) than they are 
there?” 
Worthing ABC1 

…while others preferred the website format because… 
 
“The pop ups are fine, it just needs a different font to make it”. 
Andover ABC1 

“You can look at each one individually and read the things whereas this 
is just a mass of information just coming straight at you”. 
Gillingham C2DE 
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4. CONCLUSIONS AND RECOMMENDATIONS 
 
Overall, there was a high level of support towards Southern Water’s proposed WRMP. 
The reasons for supporting the plan were as follows: 
 
• Customers understood the need for a long term but flexible plan 

• People reinforced the five key priorities that Southern Water has already established 
from previous round of research 

• They backed the additional £3.40 that customers were willing to pay to reduce the 
likelihood of emergency restrictions 

• As well as relying on historical records, people understood and supported Southern 
Water’s innovative modelling approaches to project future weather patterns 

• People agreed with the company’s approach of developing a resilient water supply 
to mitigate the affects of severe droughts; they therefore appreciated the requirement 
to pursue water re-use and desalination 

• Although people struggled with what were perceived as small gains around leakage 
and water efficiency, there was, nonetheless, support to pursue any solution that 
could have a positive impact on the company’s water resources. These included all 
of Southern Water’s other plans of which desalination, storing water for winter and 
water re-use resonated most 

• Customers were unanimous in their support of Southern Water collaborating and 
working in partnership with other organisations to help preserve existing ground 
water supplies 

• The staged plans (2015-20, 2020-2025 and 2025-2040) were also supported even 
though some felt that more could be done now, even if it cost a little more. Some 
people also wanted Southern Water to be more ambitious as they felt their particular 
area was not seeing enough of the investment. 

• The vast majority supported the resilient plan and the associated cost of £13.10 per 
household for the full 25 years.  

In conclusion, we suggest that Southern Water continues to use all the opportunities and 
communications channels available to convey the key messages of the plan. From this 
research there are two possible areas to concentrate on as follows: 

• How leakage and water efficiency savings will impact on the overall water resource 
situation, as people felt it was such an insignificant amount. Linked to this, the 
company might consider being more bold and transparent about the leakage gains it 
has made, although clearly this will need handling with some sensitivity  

•  Clarifying why certain areas appear to be receiving more investment. 
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