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C.1 Customers’ Views

Overview

We have carried out extensive research to determine the priorities of our customers and 
customer representatives. The results of the research have shaped, where possible, the 
proposed future investment.

The results show that on the whole and across the different segments of our consumer 
base, customers are satisfied with the current level of service provided by Southern Water. 
However, there remain a number of service areas where they would like to see 
improvements as the following assessment methods show.
 

Verbal 
Complaints

Written 
Customer 

Complaints

Continuous 
Customer 

Survey

KOF 
Survey

WtP 
Survey

Drinking Water Quality • • • •

Water Restrictions • • • •

Leakage • • • •

Pressure • • •

Interruptions • •

Sewer Flooding Surcharge • • • •

Odour • • •

River Quality • •

Greenhouse Gas Emissions • •

Value for Money • • •

The identification of these key areas for improvement expressed by consumers ensures that 
customer preferences can be incorporated into the Business Plan and that our strategy for 2010 and 
beyond is fully reflective of our customers’ priorities.  More specifically, the key Willingness to Pay 
research outcome is translated into the application of Cost Benefit Analysis in determining the 
investment programme.

The willingness to pay results for the specific attributes are shown below

Domestic (£/year) Business (%age 
increase on bill)

Units

SQ to L+1 SQ to L+1

Internal Sewer Flooding per property 0.15 0.07

External Sewer Flooding per 100 incidents 1.12 0.73

Odour Nuisance per 100 complaints 1.12 0.28

Interruption to Supply per 100 properties 1.04 0.72

Water Restrictions per ban/20 years 1.00 0.37

Low Pressure per 10 events 0.19

Tap Water - Colour, Taste 
and Smell

per 100 complaints 1.56

Pollution Incidents per incident

River Water Quality % of river length 1.17

Bathing Water Quality % bathing water 0.45

Greenhouse Gas Emissions Hh equivalent 0.44 0.13
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There is sufficient evidence from our research that customers are concerned about current 
and future levels of bills. The Willingness to Pay research demonstrates that customers are 
aware that improvements in the levels of service will impact upon bills and by applying a 
choice questionnaire customers were able to take an informed view on improvements 
against bill increases. The contingent valuation question included within the questionnaire 
allowed customers to present a view on an overall bill increase they deemed acceptable 
this, for domestic customers was around £30, which is approximately 10% of current bills. 
For business customers the contingent valuation estimate was close to 5% for an increase 
in bills
 

Key opinion former (KOF) research with representatives of Parish Councils revealed the 
following as priority issues 

Which areas are of priority for improvement?

Research carried out on our behalf on the proposals within the DBP clearly demonstrates customers 
acceptance of these proposals with full recognition of the impact on bills. It should also be noted that 
this research was undertaken during the current economic downturn hence can be considered as 
robust. 

The table below provides an overall summary of customer priorities and how we are these 
are addressed in our Plan. There can be no doubt that the Business Plan proposals are 
reflective of our customers priorities and their willingness to pay for a level of service. 
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Attribute Customer View Business Plan Proposal

Drinking Water Quality – colour 
taste and smell

Supportive of improvement to 
water aesthetics

2 large schemes to address 
discolouration

Drinking Water Quality –
chemical and bacti compliance

Already high quality, not 
supportive of significant 

improvements

Only address deterioration in 
current performance (crypto)

Green house gas 
emissions

Supportive of ‘saving the 
planet’

11 Schemes to reduce carbon 
emissions

Pollution Moderate priority Increased expenditure on 
sewerage maintenance to achieve 

a 6% improvement

(expenditure represents a reduced 
value over that supported by WtP) 

Odour from treatment works Moderate support 4 site specific schemes 

Water restrictions Supportive of a reduction in 
frequency of events

Manage demand by metering and 
scheme for additional abstraction 

volume

Sewer Flooding Supportive , although less 
supportive of addressing 

internal flooding

Reduced rate of improvement from 
current levels

River water quality Minimal support Delivery of legislatively driven 
schemes only

Bathing water quality Minimal support Delivery of legislatively driven 
schemes only

Water pressure Minimal support No improvements over current 
performance

Supply interruptions Minimal support No improvements proposed over 
current performance

Leakage Highly supportive Aiming to improve against current 
leakage level

Level of bill Support for bill increases of 
up to £30 year

Proposed bill increase less than 
that determined acceptable from 

WtP customer research
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C.1 Introduction
In this section we detail the underpinning basis of our Business Plan - addressing customer 
priorities over the next 5 years. Customer priorities have been determined from many forms of 
research, amongst which is the ongoing customer research, specific research to determine 
customers’ priorities and willingness to pay and more latterly research on our proposals as 
detailed in the Draft Business Plan.  

The research results have then influenced the proposed programme of improvements 
planned in AMP5. This has been achieved using cost benefit analysis (detailed in Section C8) 
and allowed us to present a Business Plan that is intended to deliver the level of service our 
customers desire and are willing to pay for

As the current day to day operation of our business is influenced by the requirements and 
expectations of our customers it is important that the proposals in the Final Business Plan are 
reflective of our customers’ preferences. Incorporating customer views in our plans for the 
future is demonstrative of a business providing customer and environmental services rather 
than solely an environmental contractor.

Through the normal operation of the business we are made aware of the expectations of our 
customers through direct customer contact via telephone and written correspondence. This 
contact normally relates to the direct service we provide to customers i.e. water from the tap 
and the dealing with their wastewater. Whilst these issues tend to be of an immediate nature 
they are clearly representative of services customers would like to see improved, e.g. sewer 
flooding. In addition, we also organise customer forums, where we invite customers who have 
written to us with a complaint the opportunity to visit an operational site and learn about the 
activities of the Company. Typically we operate two forums a week with each session hosting 
up to ten customers. We believe that these forums are not only of benefit to the customers but 
also provide us with the opportunity to get direct feedback on our service and performance.    

As one would expect from any company with a direct interface with customers, we are keen to 
regularly assess customers’ perceptions of the Company in a more formal manner. To 
achieve this we carry out dedicated customer research on a weekly basis. The results of this 
research not only influence the continued day to day operation of the business but also our 
plans for the future.

Key to the Business Plan was the significant consultation undertaken by the ‘Willingness to 
Pay’ survey. This was designed to specifically elicit our customers’ priorities, the levels of 
service they desire and the level of funding they are prepared to meet.  

Whilst the above was undertaken for the preparation of the Draft Business Plan and the 
results remain valid, we have taken the opportunity to seek customer’s views on the 
proposals within the Draft Business Plan, whilst the results are discussed in full later it is fair 
to say that the overall view is that customers are strongly supportive of the proposals as a 
greater percentage of customers were in favour of the proposed service levels offered than 
were against. (ref Table C.1.16).

Incorporating all available information and data on customers’ views and priorities within the 
Business Plan ensures it is fully inclusive and is aimed at delivering the levels of service our 
customers desire and are willing to pay for in 2010-2015 and beyond.

C.1.1 Key Stakeholders

Given that we are a monopoly, it is essential for us to recognise the significant importance of 
stakeholder involvement to determine the priorities for future investment. These stakeholders 
are primarily the actual ‘consumers’ of our services, our customers. However, it is also 
important to recognise the statutory bodies that either represent the interests of our 
customers or act as guardians of the environment, an environment that we, through our 
normal activities, can impact upon.    

Whilst not exhaustive, the following are our predominant stakeholder consultees:

• Domestic customers;
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• Business customers;

• Environment Agency (EA);

• Drinking Water Inspectorate (DWi);

• Consumer Council for Water (CCWater);

• Natural England (NE);

• SEERA

• Local Business Leaders;

• PR09 Advisory Panel, which has met on a quarterly basis to review and input into 
the development of our SDS, Draft and Final Business Plan. The Panel includes,

− Chris Corrigan  - RSPB

− Julian Crampton - Brighton University

− Peter Dean – Hampshire Economic Partnership

− Una Muirhead – South East England Development Association   (SEEDA )

• Key Opinion Formers (KOFs) - Parish Councils

• MPs; and

• Employees

C.1.2 Evidence of Customer’s Views

This section outlines the methods we have used to gather the views and support of our 
various stakeholders in order to inform our Business Plan.

C.1.2.1 Domestic Customers

Consultation with our domestic customers has been conducted by the following means:

• ‘Willingness to Pay’ research

By far the largest information source for gathering information from domestic 
customers is the formal ‘Willingness to Pay’ research, which comprised a statistically 
robust survey covering a representative sample of 1500 domestic customers. Our 
consultants, Accent, who conducted the survey have considerable experience 
conducting such surveys on water and environmental aspects. The process and 
results are discussed in greater detail in Part C.1.3

• Customer evaluation of Draft Business Plan proposals (SW survey)

This extensive research gathering the views of over 500 of our domestic customers 
provided the details of the acceptance of the service levels and associated bill 
impacts proposed within the Draft Business Plan. The process and results are 
discussed in greater detail in Part C.1.6.

• Continuing customer research

With the objective of improving the performance of the Company in the eyes of our 
customers and identify priority issues, we carry out customer research on a weekly 
basis by telephone survey.  The results of this research are discussed in greater 
detail in Part C.1.7.
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• Customer Forums

Customers who have written to us with a complaint are given the opportunity to visit 
an operational site and learn about the activities of the Company. Typically we 
operate two forums a week with each session hosting up to ten customers. We 
believe that these forums are not only of benefit to the customers but also provide us 
with valuable feedback on the service we provide.

• Key opinion former survey

In order to further our understanding of our customers’ priorities, we commissioned a 
telephone survey of other ‘representatives’ who are close to the issues and concerns 
of our domestic customers.  Further details and results can be found in Part 0.
with the opportunity to get direct feedback on our service and performance 

• Complaints analysis

Another source of data is that relating to complaints about services made by 
telephone to our technical call centre. 

We also collect information through the formal process of Table 5b of the June 
Return, which provides a representative picture of the issues that drive customers to 
write in with complaints relating to the service we provide. 

The results of this analysis of verbal and written complaints can be found in Part 0.

C.1.2.2 Business Customers

Similar to domestic customers described above, the largest source of information for this 
particular customer sector is that as derived from the ‘Willingness to Pay’ research, which is 
detailed in Part C.1.3.

In addition, we have gathered views from a regular series of meetings with key stakeholders 
engaged in development and planning in Hampshire Sussex and Kent with our senior 
managers and Directors. Additionally a series of road shows on the Draft Business Plan
proposals were held for leaders in local government, NGOs, business leaders, environmental 
groups and the like. At these road shows attendees were presented with our proposals for the 
future as detailed in the Draft Business Plan and asked to ‘vote’ electronically to signal 
support or otherwise for service levels offered. The results of this consultation can be found 
in Appendix C.1.6.3

C.1.2.3 Summary of Key Stakeholder Feedback

Environment Agency (EA)

Feedback from the EA is gathered through ongoing discussion and correspondence at a 
regional level, through normal business involvement.  The EA also formally commented on 
our Draft Business Plan. Collection of information from this key stakeholder has helped us to 
identify a number of specific regional issues and gives us valuable insight into their thoughts 
on the important issues for PR09, which can be summarised as follows: 

• Improvement to raw water quality by catchment management;

• Support of wastewater recycling as a means of enhancing water resources;

• Agreement with the reduction in the leakage target down to 10%, recognising the 
additional benefit of reducing the associated carbon footprint; 

• Fully support full metering by 2015 with recognition of the associated benefits of 
rising block and seasonal charging mechanisms; 

• Fully support the promotion of water efficiency;

• Seek the continuation of free supply pipe repairs; 
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• Address lead pipe replacement on a lifecycle approach;   

• Continued emphasis on the reduction of pollution incidents, category 1 and 2 
incidents in particular; 

• Continued addressing of sewer flooding, supporting the use of surface water 
management plans and the use of SUDS;

• Provision of adequate infrastructure ahead of development;

• Welcoming of  the commitment to build resilience into the industry’s infrastructure; 

• Environmental improvements should be achieved with a minimum carbon footprint;

• Fully recognise the impact of climate change by reducing carbon emissions;

• Look to reducing flows to wastewater treatment works by water efficiency 
techniques and infiltration reduction; and 

• Consider the various beneficial recycling methods for biosolids on a lifecycle 
approach. 

Drinking Water Inspectorate (DWI)

As with the EA, continuing discussions with the DWI on specific issues for Southern Water
(SWS) and the South East have provided us with the following feedback:

• They are committed to improving water quality;

• The use of a risk based approach to the management of water supplies;

• Catchment management control and pollution prevention are important;

• Aspire to extend performance beyond 100% compliance;  

• Increased meter penetration should be linked with lead pipe replacement, water 
pressure issues and leakage; and 

• Set target levels for customer complaints and look to reduce complaints relating to 
discolouration, taste and odour.  

Consumer Council for Water (CCWater)

CCWater are involved at every stage in the PR09 discussions, though individual meetings 
and presentations and their attendance at the quadripartite meetings. The Council’s main 
concerns are consumer-focused and they express the wish that the PR09 process delivers 
the following: 

• A good outcome in terms of improving the safety and reliability of the services 
consumers pay for and enhancing the local and wider environment; and

• A fair price for what customers receive.

• Discussions have identified that the above can be achieved by:

• Identifying consumers’ priorities;

• Acting upon identified priorities; 

• Defining the benefits;

• Communication throughout the process; and 

• Being realistic by recognising value for money and affordability.

Natural England (NE)
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Continuous discussion and correspondence with NE takes place through the normal 
operation of the business through their attendance at quadripartite meetings. Their thoughts 
and priorities in relation to PR09 can be summarised as follows:

• Fully support the need to protect the environment and environmental legislation;

• Water resources protection through catchment management;

• The need to prevent over abstraction;

• Support further leakage reduction and supply pipe policy of free repairs;

• Believe that the Company should take a stronger lead on water efficiency;

• Endorse the ambitious metering target;

• Supportive of lead pipe replacement and the associated reduction on phosphate 
dosing;

• Supportive of pollution reduction; 

• Need to recognise growth in the Southeast;

• Recognise the need to reduce carbon emissions; and

• Support the recycling of treated biosolids.

Regional and Local Government

Discussion on PR09 issues with representatives of Local Government and has provided us 
with the following feedback:

South East England Regional Assembly (SEERA)

• Recognise the need to work with others to protect water resource quality;

• Recognising the benefits of sharing water resources in the Southeast;

• Support further leakage reduction but recognise that there will be a level beyond 
which it will not be economically viable;

• Supports water efficiency and recognises the need for national drivers;

• Supports the drive for full metering and the introduction of rising block and seasonal 
tariffs;

• Believes that the occurrence of hosepipe bans is inevitable;

• The need to reduce carbon emissions and introduce low carbon solutions;

• Supportive of addressing sewer flooding;

• Housing development should not be restricted by infrastructure capacity;

• Agrees with the emphasis on co-operation between stakeholders to identify 
environmental capacity; 

• Supportive of the operation of co-facilities for wastes; and

• Concern over affordability. 

Joint Consultation

To ensure that any potential differences in priorities between the key players are aired and 
considered, regular joint meetings were held with CCWater, EA, DWI, Natural England and 
SEERA. 

The aims of these consultations were agreed as follows:
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• To ensure each of the organisations forming the group can provide their input to the 
PR09 process with a good understanding of the issues and positions of the other 
members;

• To endeavour, wherever possible, to achieve mutually acceptable and sustainable 
outcomes;

• To ensure economic, social and environmental factors are taken into account 
including full consideration of water consumers’ views; and

• To ensure regional issues are taken fully into account. 

Although not comprehensive and excluding any conditional statements, the results of the 
above can be summarised in the following table, where • represents a stated support for key 
issues.

Table 01.1 – Key issues

Key issue EA DWi Natural 
England

SEERA

Protect the Environment •

Protection of Water Resources • • • •

Improving Drinking Water Quality •

Reduction in Leakage • • • •

Increased Metering Penetration • • • •

Lead Pipe Replacement • • •

Promotion of Water Efficiency • • •

Free Supply Pipe Repairs • •

Environmental Legislation 
Support

•

Pollution Reduction • •

Addressing Sewer Flooding • •

Provide infrastructure for Growth • • •

Build Resilience in the 
Infrastructure

•

Minimising Carbon Footprint •

Reducing Carbon Emissions • • •

Reduce WTW Flows •

Biosolids Recycling • • •

CCWater have not specified support for individual issues but expressed the view that they are 
supportive of improvements that benefit customers at a fair price.

In addition to the above, we encourage feedback on the performance of the business and 
issues for the future (PR09) by the organisation of stakeholder dinners. Whilst informal 
events, we encourage key stakeholders to let us know about the level of service we provide 
and the areas that they believe should be improved. The details and attendees of these 
events are in Appendix C.1.6.

It is important for the business to be involved with customers’ representatives at the highest 
level; we achieve this by hosting regular receptions at the House of Commons. These events 
are attended by MPs who are able to raise their concerns over our current performance but 
able to raise issues where they (and their constituents) believe improvements are required. 
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As an example the following were attendees at the most recent reception:

The Rt Hon Sir George Young MP

Peter Bottomley MP

Stephen Ladyman MP

Celia Barlow MP

Tim Loughton MP

Des Turner MP

Hugh Robertson MP

James Gray MP

Cllr Gavin Dick - Southampton CC

James Kerby - Conservative Business Relations Manager

Jacqueline Riozzi - Policy Exchange

Researchers representing: Mark Prisk MP, Nick Hurd MP, Stephen Hammond MP, Mark 
Lancaster MP and Richard Benyon MP

We are also keen that we gather the views of local government; this is achieved by direct 
liaison with bodies such as Government Office for the South East (GOSE), South East 
England Regional Assembly (SEERA) and South East England Development Agency 
(SEEDA).  

The role and views of business in the South East is important to us and we therefore take 
advantage of the many opportunities that we create through business lunches and diners that 
the directors of SWS arrange and attend. These informal meetings allow an exchange of 
views and an appreciation of the needs of businesses in the South East. Greater details of 
attendees at these events are in Appendix C.1.6.

C.1.3 Willingness to Pay Research

C.1.3.1 Process

We recognised at an early stage the great importance that the ‘Willingness to Pay’ (WtP) 
research would have on shaping the Business Plan. We therefore ensured we employed the 
services of a recognised team of experts with knowledge of not only customer research and 
its analysis but also of the water industry and its functions. We therefore employed Eftec 
(Economics for the Environment Consultancy) and Accent to undertake this work. In 
employing the services of Accent we recognised their experience in undertaking such work in 
PR04 for Yorkshire Water. The research and analysis was carried out following what is 
considered best practice, according to the principles outlined in the relevant UKWIR reports 
and the Treasury Green Book guidelines. The process was also reviewed, on an ongoing 
basis, by academics (Prof. Ian Bateman (University of East Anglia) and Prof Riccardo Scarpa
(University of Waikato, New Zealand)) who are deemed to be specialists in the field. The 
results, based upon the extensive process, the high number of interviews and the following of 
best practice, are deemed statistically very robust. This chapter presents how the results of 
the research have been collected and the views and the priorities of consumers interpreted in 
order to inform the Draft Business Plan and feed into the Final Business Plan. The stages 
followed are:

• Initial attribute selection;

• Focus groups;

• Pilot testing;

• Main research;

• Results analysis; and
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• Outcome translated into the Cost Benefit Analysis for the determination of the 
investment programme (see Part C8).

C.1.3.2 Initial Attribute Selection 

The primary stage undertaken was to determine an initial list of attributes, the current service 
level and suggested potential levels of improvements. The initial list of attributes was formed 
using experience and data from within the business. The data within the business was 
gathered from complaint issues, both written and verbal, customer research (quarterly), 
issues raised by the regulators and other interested stakeholders and perceptions of future 
issues.

The initial process identified 16 attributes for testing in the next stage by focus groups 
(domestic customers) and in-depth telephone interviews (business customers). The 16 
attributes were:

• Internal sewer flooding (DG5);

• External sewer flooding;

• Odour from treatment works;

• Potable water quality (bacti/metals);

• Potable water quality (taste/odour/colour);

• Supply pipe ownership;

• Interruptions to supply (DG3);

• Low pressure (DG2);

• Leakage;

• Water restrictions;

• Metering;

• Pollution incidents;

• River water quality;

• Bathing water quality; and

• Written response to customer complaints (DG7).

C.1.3.3 Validation

Prior to the focus groups, the list of attributes was formally presented to CCWater, the EA (via 
the PR09 Quadripartite Group) and the DWI. This process produced no further suggestions 
on attributes or alternative levels of service.

C.1.3.4 Focus Groups

The next stage of attribute verification was undertaken in late summer 2007 and was 
achieved by 6 focus groups for domestic customers and 8 in-depth telephone interviews with 
business customers. 

The focus groups were spread demographically and split between socio-economic groups 
ABC1 and C2DE and between different customer types (sewerage only and water and 
sewerage). Each focus group had an average attendance of eight customers which was 
deemed a suitable number.  The 6 sessions were conducted at the following locations:

• Ramsgate (Kent) – coastal location, water and sewerage service;

• Tunbridge Wells (Kent/Sussex border) – inland location, sewerage service only; and

• Andover (Hampshire) – inland location, water and sewerage service.
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In order to verify the process the focus groups at Tunbridge Wells were observed by 
representatives of CCWater and the Reporter, Halcrow. To prevent any influencing of the 
debate in the focus groups, observation was via a CCTV link.

The views of the business customers were obtained by in-depth telephone interviews 
conducted by specialist market researchers in September 2007 The interviews covered a 
total of 8 businesses of varying sizes and SIC classifications in order to get a representative 
sample and improve the robustness of the results.

The main outcome from the Focus Groups was the exclusion of a number of attributes, based 
on the observations of the specialist market research facilitator and other experienced 
observers. The attributes not taken forward and the reasons for their exclusion were as 
follows:

• Potable water quality (bacteria/metals) – Difficult to understand why customers may 
wish to pay more for a service that has an ‘excellent’ performance of 99.92% 
compliance;

• Metering – Concern that no consideration of altruism on this attribute, customers 
would only ‘vote’ on the situation that is likely to be beneficial to them;

• Company ownership of supply pipes – Difficult to understand this if company 
already offers free repairs to supply pipes; and

• Leakage – Not an issue that has a direct customer impact; customers found it 
difficult to isolate leakage from interruptions to supply, believing that preventing 
bursts will stop leakage.

• Written correspondence – customers were more concerned with receiving a 
substantive response rather than the speed of the response. 

Full details of this element of the research can be found in Appendix C.1.1

C.1.3.5 Pilot Testing

The output of the focus groups allowed the next stage in the process to be developed. A pilot 
questionnaire was developed and tested to validate understanding and comprehension. The 
testing was carried out at two locations for domestic customers, Andover and Eastbourne, 
and covered 60 customers. Fifty business interviews were carried out across a range of 
business types and sizes. All the interviews were carried out face-to-face to allow a visual 
assessment of customer understanding.

The pilot testing identified a few minor modifications required to ensure a fuller understanding 
of the questionnaire.

Full details of this element of the research can be found in Appendix C.1.2.

C.1.3.6 Main research

Based upon the final number of attributes in the questionnaire it was agreed that 1,500 
domestic and 300 business customers would be consulted to ensure that there were sufficient 
responses to the attribute clusters and provide statistically valid analysis.

It is also important that the results are considered as representative of the SWS customer 
base, in terms of demographics, customer type (water only, sewerage only, water and 
sewerage), socio-economic status, age and gender for domestic customers.

With regard to the business customers, again it is important that the views are considered as 
representative of these customers. This was achieved by conducting research across the full 
range of demographics, customer type (water only, sewerage only, water and sewerage), size 
(based upon consumption) and standard industrial classification (SIC).

The domestic customer research was carried out in November and December 2007 and the 
business customer research in December 2007 and January 2008.
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The coverage across the SWS region is shown below and clearly demonstrates widespread 
coverage incorporating all types of customers.

Figure 01.1 – SWS research

The questionnaire was aimed at not only soliciting the customers’ willingness to pay, but to 
also assess:

• Knowledge of service provider;

• Cost of service (bill size);

• Socio-economic grouping;

• Employment status;

• Educational status; 

• Age;

• Household membership;

• Household income;

• Organisation membership (e.g. RSPB, National Trust);

• Priority of water and sewerage services in relation to other services, e.g. the health 
service, education;

• Assessment of current level of service;

• Priority for any services needing improvement;

• Basis of any selection;

• Degree of difficulty in making selections;

• Reasons for paying/not paying for improvements; 

• Views on the likelihood of the improvement happening; 

• Who should pay for improvements;
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• Experience of service problems; and

• Affinity to the water environment (rivers, lakes and coastal waters). 

At the end of the interview the interviewer was asked to assess the interviewee’s 
understanding of the questionnaire and how seriously they treated the process. 

With respect to the attributes, the following were offered:

• Status quo - no change on current service;

• Level +1 – a level of improvement typically 10% above current service; and

• Level +2 – a level of improvement typically 20% above current service.

C.1.3.7 Results

The full results from the interview process can be found in Appendices C.1.3 and C.1.4. The 
main points of specific interest are covered below. 

Customer Base Representation

Of the domestic customers interviewed, all were either the person responsible or jointly 
responsible for the bill, this ensured an informed opinion would be obtained.  .

The profile of customer type interviewed, as shown below, closely matches the actual 
customer base. 

Table 01.2 – Interview profile – Customer type

Survey Profile SW Customer Base

Water only (%) 5.3 4.5

Sewerage only (%) 37.9 46.3

Water and Sewerage (%) 56.8 49.2

The interview population, shown in the table below, closely matches census data and can 
therefore be deemed as representative.

Table 01.3 – Interviewee profile against census data 

Water Only Sewerage Only Water & Sewerage

Survey Census Survey Census Survey Census

Gender

Male (%) 45.1 49.2 46.6 48.0 48.4 48.5

Age

18-29 (%) 31.7 17.3 18.2 16.8 17.8 19.0

30-44 (%) 24.4 18.1 27.5 27.0 29.6 28.3

45-59 (%) 14.6 26.9 21.5 24.7 25.5 24.2

60+ (%) 29.3 27.7 32.7 31.4 27.2 28.4

Social Grade

AB (%) 15.8 24.7 17.7 22.8 25.8 21.6

C1 (%) 39.0 31.6 31.5 32.3 31.4 31.9

C2 (%) 12.2 14.9 21.2 14.7 16.7 15.4

D (%) 20.7 15.1 13.1 14.7 15.6 16.0
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Water Only Sewerage Only Water & Sewerage

Survey Census Survey Census Survey Census

E (%) 12.2 13.7 16.5 15.4 10.4 15.1

Introductory Questions

In order to gauge domestic customers’ views on their priorities of local issues, the 
questionnaire asked them to prioritise a list of issues against the degree of importance to 
themselves. Whilst it may not be the top of customers’ priorities, water and sewerage services 
are an important issue to our customers.   

Table 01.4 –Interview priorities

Un-important

(% 
Respondents)

Neither Important 
nor Un-important
(% Respondents)

Important

(% Respondents)

The Health Service 3.7 4.4 91.6

Crime, Law and Order 4.7 4.5 90.6

The Environment 5.2 8.7 85.7

Education and Schools 7.2 8.1 82.2

Water and Sewerage Services 7.1 12.7 79.2

Public Transport 9.8 13.6 74.4

The perceptions regarding the level of water and sewerage services currently experienced is 
shown in the table below, identifying the percentage of respondents happy with the level of 
service and the percentage of those who believe the service needs improvement. The 
remainder (against 100%) of customers did not know if they were happy with the level of 
service or if it needed improvement. 

Table 01.5 – View of current services 

Domestic (% Respondents) Business (% Respondents)

Happy with 
Service

Needs 
Improvement

Happy with 
Service

Needs 
Improvement

Greenhouse gas emissions 40.8 23.1 40.07 11.9

Level of pollution from 
Company activities

44.4 25.3 56.7 14.7

Bathing water quality 47.8 20.3 67.6 22.1

River water quality 49.3 23.2 56.4 12.2

Supply in interruptions 55.7 13.5 74.3 8.6

Level of bill 57.8 37.2 63.1 34.6

Water restrictions 65.7 23.9 69.7 26.3

Frequency of external 
flooding

67.2 16.3 75.3 16

Odour from treatment works 70.6 20.6 71.5 21.8

Colour, taste and smell of tap 
water

71.0 27.1 79.6 19.1

Frequency of internal flooding 71.7 9.8 79.5 9
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Domestic (% Respondents) Business (% Respondents)

Happy with 
Service

Needs 
Improvement

Happy with 
Service

Needs 
Improvement

Water pressure 81.8 16.1 88.8 10.5

It can be clearly seen that whilst there is a general high level of satisfaction with the current 
levels of service delivered by SWS, there are areas of service where customers would like to 
see improvements notably pollution reduction and tap water quality.

In respect of the responses to the level of bill attribute, it is understandable that our customers 
are concerned about the current and future levels of bills. However, in relation to this issue 
the most detailed research into this specific area was customer response to the question 
relating to how much they would be prepared to see bills increase by. The results of this 
question are in Tables C.1.12 and C.1.13., in summary customers are prepared to pay an 
additional £30/year for improvements to the current level of service.  

Customers were also asked for their priorities on services needing improving.

Table 01.6 – Area of improvement 

% Respondents

Domestic Business

n/a (no mention of service needing improvement) 29.6 31.7

Level of bill 18.3 22.1

Colour, taste and smell of tap water 9.1 5.1

Green house gas emissions 6.8 3.2

Level of pollution from Company activities 6.7 3.5

Odour from treatment works 6.7 6.4

Water restrictions 4.3 3.5

Frequency of external flooding 4.2 5.1

River water quality 3.8 3.2

Water pressure 3.2 1.0

Bathing water quality 2.3 6.4

Supply interruptions 2.1 1.6

Frequency of internal flooding 2.1 3.5

Similar to the above table, there is general support for improvements in some areas of 
service.

The interviewees were asked about the attention paid to the contingent evaluation attributes
(the service levels under review), the results are as below.

Table 01.7 – Contingent valuation responses

Domestic (%) Business (%)

Ignored Considered Ignored Considered

Sewerage Services
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Domestic (%) Business (%)

Ignored Considered Ignored Considered

Internal Flooding 53.4 46.6 50.4 49.6

External Flooding 52.0 48.0 47.9 52.1

Odour 52.5 47.5 52.1 47.9

Cost 7.1 93.0 13.9 86.1

Supply Services

Interruptions to Supply (>6 hours) 45.0 55.1 45.8 54.2

Water Restrictions 47.8 52.2 49.3 50.7

Low Pressure 48.8 51.2 56.4 43.7

Water Aesthetics (colour, taste, 
smell)

36.3 63.7 39.5 60.5

Cost 7.7 92.3 11.9 88.0

Environment

Pollution Incidents 40.1 59.9 38.4 61.6

River Water Quality 40.2 59.8 35.1 65.0

Bathing Water Quality 46.3 53.7 35.9 64.1

Greenhouse Gas Emissions 42.2 57.8 39.3 60.7

Cost 6.3 93.7 13.3 86.8

The data shows that the majority of respondees considered each individual issue they were 
questioned upon, not surprisingly the greatest majority considered the costs of improvements, 
i.e. impact on bills, Tables C.1.12 and C.1.13 provide more detail of customers’ views on 
future bill levels.  

The motivation for the choices made was sought from the interviewees.

Table 01.8 – Reasons for responses 

Domestic (%) Business (%)

Most Relevant 
Statement

Most Relevant 
Statement

I chose the alternatives with least cost to my 
household / organisation

39.9 38.1

I chose the alternative which offered most 
improvement relative to the cost

21.2 24.7

I was interested in the improvements irrespective of 
costs

6.6 4.5

I chose alternatives that affected my household / 
organisation directly

19 20.8

I chose alternatives that would benefit other 
customers the most

5 4.8

I chose improvements that I feel other customers 
should experience, irrespective of what they think is 

4 2.9
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Domestic (%) Business (%)

Most Relevant 
Statement

Most Relevant 
Statement

best

I did not understand the choice cards 1.5 0.6

None of these 2.9 3.5

Not surprisingly customers’ responses were based on the impact on themselves specifically 
the level of future bills.  

The willingness to pay results for the selected attributes across the 2 levels of improvement 
are as shown in the table below.

Table 01.9 – ‘Willingness to Pay’ results

Domestic (£/year) Business

(% increase on bill)

Units SQ to L+1 L+1 to L+2 SQ to L+1 L+1 to L+2

Internal Sewer Flooding per property 0.15 0.00 0.07 0.04

External Sewer Flooding per 100 incidents 1.12 0.03 0.73 0

Odour Nuisance per 100 complaints 1.12 0.00 0.28

Interruption to Supply per 100 properties 1.04 0.00 0.72

Water Restrictions per ban/20 years 1.00 0.00 0.37 0.17

Low Pressure per 10 events 0.19 0.19

Tap Water - Colour, 
Taste and Smell

per 100 complaints 1.56 0.00

Pollution Incidents per incident 0.26

River Water Quality % of river length 1.17 0.30

Bathing Water Quality % bathing water 0.45 0.00

Greenhouse Gas 
Emissions

Hh equivalent 0.44 0.03 0.13 0

The table shows how much customers are prepared to pay for a specific issue. Using internal 
sewer flooding as an example, each domestic customer is prepared to pay an addition 15p 
(£0.15) a year to prevent a property flooding internally each year, this value is relevant for 
addressing up to 38 properties/year (status quo (SQ) to level +1). When this is applied 
across all our customers (domestic and business), it provides a value of 
£340,000/property/year, this value is scaleable, hence if a property floods, on average, every 
10 years then the applicable value is £34,000 (£340,000/10) 

It is important to note that during the ‘Willingness to Pay’ surveys, the announcement of 
Ofwat’s intended fine for misreporting of customer services data occurred. It was recognised 
that this could significantly affect the results of the surveys due to the potential negative 
impact it may have had on customers. Analysis of the pre- and post- announcement data 
suggests that there was no material influence. 

C.1.3.8 Contingent Valuation

In addition to the choice modelling contained within the questionnaire, a second valuation 
methodology was also included, in the form of a contingent valuation question. This presented 
a choice between two alternatives: 
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• To pay a specified cost for a package of the highest level of improvements (level +2); 
or

• To stay at the current level of service with no bill increase.

The analysis of the results from the contingent valuation exercise across domestic and 
business customers is as follows.

Table 01.10 – Contingent valuation responses – Domestic customers 

Domestic Customers 
Blocks/Package

Median 
WtP

Mean 
WtP

95% Confidence 
Interval

Including protests £20 £24.30 £21.50 £27.00Environmental and 
Sewerage Services

Excluding protests £20 £32.00 £27.90 £36.10

Including protests £10 £22.70 £19.30 £26.10Water and Sewerage 
Services

Excluding protests £30 £30.90 £25.20 £36.70

Including protests £10 £19.90 £17.90 £21.90Water and 
Environmental Services

Excluding protests £20 £32.80 £27.10 £38.50

Table 01.11 – Contingent valuation responses – Business customers 

Business Customers 
Blocks/Package

Median WtP
(% bill 

increase)

Mean WtP
(% bill 

increase)

95% Confidence 
Interval

Environmental and Sewerage 
Services

4% 5.3% 4.9% 5.7%

Water and Sewerage Services 4% 4.4% 4.2% 4.5%

Water and Environmental 
Services

4% 4.3% 3.6% 5.0%

The two tables above clearly demonstrate that customers are prepared to pay for 
improvements to service. The protests relate to respondents who expressed a view such as 
…..they don’t want to pay more because they believe the money will not be used as intended  
.                                                                                                                                                 

The consistency of the ‘Willingness to Pay’ results (choice experiment and contingent 
valuation) has been tested to ensure they can be considered as valid.

Table 01.12 – Choice experiment results versus contingent valuation estimate – Domestic 
customers 

CE Estimates CV Estimates

Block Value Implied 
package value

Package 
Value

Environmental £23.30Environmental and Sewerage 
Services

Sewerage £18.20

£41.50 £32.00

Water £13.70Water and Sewerage 
Services

Sewerage £18.20

£31.90 £30.90

Water £13.70Water and Environmental 
Services

Environment £23.30

£37.00 £32.80
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Table 01.13 – Choice experiment results versus contingent valuation estimate – Business 
customers 

CE Estimates CV Estimates

Block Value Implied 
package value

Package 
Value

Environmental 3.9%Environmental and Sewerage 
Services

Sewerage 9.8%

13.7% 5.3%

Water 6.1%Water and Sewerage 
Services

Sewerage 9.8%

15.9% 4.4%

Water 6.1%Water and Environmental 
Services

Environment 39.%

10.0% 4.3%

It can be concluded that the ‘Willingness to Pay’ results are comparable and when the 
confidence intervals for the estimates are taken into account, the difference between choice 
experiments and contingent valuation estimates becomes insignificant. This analysis allows 
us to have confidence that the results can be considered as representative of our customers’
priorities and fully reflective of their views on future bill levels.

We note the concerns raised on reviewing the Draft Business Plan proposals on the use of 
the contingent valuation (CV) question.  We have provided additional information on this issue 
which is covered in Section C8.1.1.

C.1.3.9 Affordability

The contingent valuation question within the questionnaire elicits a value that customers are 
prepared to tolerate as an increase in their annual bill.  This value is determined from all the 
respondents across all socio-economic groupings. 

Detailed analysis of the responses allows an estimate for the ‘Willingness to Pay’ against 
socio-economic groupings. 

As perhaps it is to be expected, the analysis verifies the fact that the lower socio-economic 
groupings are more sensitive to a bill increase than the higher groups.

The ‘Willingness to Pay’ for each of the socio-economic groups is shown in the following 
table.
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Table 01.14 – ‘Willingness to Pay’ against socio-economic groupings

Mean WtP (£/hh/year)Attribute Current 
level

Offered 
Level

SEG A SEG B SEG C1 SEG C2 SEG D SEG E

Internal flooding +1 188 150 £8.50 £6.60 £6.30 £5.60 £5.10 £2.90

Internal flooding +2 188 112 £8.50 £6.60 £6.30 £5.60 £5.10 £2.90

External flooding +1 32 26 £9.90 £7.60 £7.30 £6.50 £5.90 £3.40

External flooding +2 32 19 £10.40 £8.00 £7.70 £6.80 £6.20 £3.60

Odour nuisance +1 52 47 £8.40 £6.50 £6.20 £5.50 £5.00 £2.90

Odour nuisance +2 52 42 £8.40 £6.50 £6.20 £5.50 £5.00 £2.90

Supply interruptions +1 16 13.5 £4.00 £3.10 £2.60 £2.50 £2.40 £1.30

Supply interruptions +2 16 11.2 £4.00 £3.10 £2.60 £2.50 £2.40 £1.30

Water restrictions +1 8 5 £4.50 £3.50 £3.00 £2.90 £2.70 £1.40

Water restrictions +2 8 2 £4.50 £3.50 £3.00 £2.90 £2.70 £1.40

Low pressure +1 49 42 £2.10 £1.60 £1.40 £1.30 £1.20 £0.70

Low pressure +2 49 34.3 £4.40 £3.40 £2.90 £2.80 £2.60 £1.40

Tap water quality +1 36.4 33 £8.20 £6.30 £5.40 £5.20 £4.90 £2.60

Tap water quality +2 36.4 30 £8.20 £6.30 £5.40 £5.20 £4.90 £2.60

Pollution incidents +1 90 72 £2.40 £1.90 £1.70 £1.40 £1.40 £0.80

Pollution incidents +2 90 54 £8.60 £7.00 £6.30 £5.10 £5.20 £2.80

River water quality +1 16 13 £4.80 £3.90 £3.50 £2.90 £2.90 £1.60

River water quality +2 16 10 £7.20 £5.80 £5.20 £4.30 £4.40 £2.40

Bathing water quality +1 79 90 £8.00 £6.50 £5.80 £4.80 £4.90 £2.60

Bathing water quality +2 79 100 £8.00 £6.50 £5.80 £4.80 £4.90 £2.60

GHG emissions +1 500 480 £13.00 £10.50 £9.40 £7.70 £7.90 £4.20

GHG emissions +2 500 460 £14.00 £11.30 £10.10 £8.30 £8.50 £4.60

Using internal sewer flooding as an example, the mean ‘Willingness to Pay’ shown graphically 
across the socio-economic groupings indicates that customers in socio-economic group A 
demonstrate a ‘Willingness to Pay’ approximately three times greater than those in socio-
economic group E. 
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Figure 01.2 –Willingness to pay for sewer flooding against social economic groupings

The ‘Willingness to Pay’ estimates against household income level are shown in the following 
table.

Table 01.15 – Willingness to pay against income levels

Mean WtP (£/hh/year)Attribute Current 
level

Offered 
Level

£10,000 £20,000 £45,000 £100,000

Internal flooding +1 188 150 £4.90 £5.90 £7.50 £10.40

Internal flooding +2 188 112 £4.90 £5.90 £7.50 £10.40

External flooding +1 32 26 £6.10 £7.20 £9.20 £12.80

External flooding +2 32 19 £6.30 £7.50 £9.60 £13.30

Odour nuisance +1 52 47 £4.40 £5.20 £6.70 £9.30

Odour nuisance +2 52 42 £4.40 £5.20 £6.70 £9.30

Supply interruptions +1 16 13.5 £2.00 £2.40 £3.30 £5.10

Supply interruptions +2 16 11.2 £2.00 £2.40 £3.30 £5.10

Water restrictions +1 8 5 £2.20 £2.70 £3.70 £5.70

Water restrictions +2 8 2 £2.20 £2.70 £3.70 £5.70

Low pressure +1 49 42 £1.10 £1.30 £1.70 £2.70

Low pressure +2 49 34.3 £2.60 £3.10 £4.30 £6.60

Tap water quality +1 36.4 33 £4.20 £5.10 £7.00 £10.80

Tap water quality +2 36.4 30 £4.20 £5.10 £7.00 £10.80

Pollution incidents +1 90 72 £1.60 £2.00 £2.90 £5.10

Pollution incidents +2 90 54 £4.70 £5.90 £8.50 £15.20

River water quality +1 16 13 £2.80 £3.50 £5.10 £9.10

River water quality +2 16 10 £3.90 £4.90 £7.20 £12.80

Bathing water quality +1 79 90 £4.10 £5.20 £7.50 £13.30

Bathing water quality +2 79 100 £4.10 £5.20 £7.50 £13.30

GHG emissions +1 500 480 £6.90 £8.70 £12.60 £22.50

GHG emissions +2 500 460 £7.60 £9.60 £14.00 £24.90
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Using internal sewer flooding as an example, the mean ‘Willingness to Pay’ shown graphically 
below across the income brackets indicates that customers in the highest income level 
demonstrate a willingness to pay approximately twice the amount compared with those at the 
lowest income level. 

Figure 01.3 – Willingness to pay for sewer flooding against income levels

The above data provides sufficient evidence that the proposed future bill increases can be 
considered on the whole, as affordable although we need to recognise that some of our 
customers who currently find it difficult to pay the bill will find it equally difficult in the future.  

C.1.4 Key Opinion Former Survey

It was felt that the ‘Willingness to Pay’ survey provided significant information for the PR09 
Draft Business Plan and valuable customer insight that remains relevant for the Final 
Business Plan.  In order to further our understanding of our consumers’ priorities, we decided
to engage with other ‘representatives’ of our customers. We therefore commissioned a survey 
of Parish Councils, who we believe to be close to the issues and concerns of our customers 
and whose views we consider should be taken into account in our Draft Business Plan and 
again in the Final Business Plan.  

C.1.4.1 Process

We commissioned a specialist market research company (Accent) to develop an in-depth 
statistically robust telephone questionnaire (Teledepth) which was preceded by a letter 
forewarning of the potential survey and requesting cooperation.

C.1.4.2 The Research 

The research was carried out using Teledepth processes (computer aided telephone 
interview -CATI). A sample size of 100 respondents was deemed to be statistically
representative. The research was carried out in November 2007.

The questionnaire involved questions on the following:

• Priority of water and sewerage services in relation to other services, e.g. the health 
service, education;

• Consideration of the role of SWS;

• Performance of the Company;
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• Priority of service areas;

• Views on increasing or decreasing bills;

• Who should pay for improvements; and

• Views on the likelihood of the improvement happening.

The specific questions on the level of service provided covered the following topics:

• Internal sewer flooding;

• External sewer flooding;

• Pollution incidents;

• Environmental river quality;

• Bathing water quality;

• Water metering;

• Leakage;

• Water restrictions;

• Low water pressure;

• Interruptions to supply;

• Drinking water quality;

• Water aesthetics (colour, taste, smell);

• Greenhouse gas emissions;

• Odour from sewage works;

• Supply pipe responsibility; and

• Customer contact.

C.1.4.3 Results

Improvements to Services

In trying to understand what aspects of ‘public service’ are most important, councillors were 
asked to state how important it is that each element of public service is improved above their 
current level. The graph below shows that health and public transport were the two most 
important issues to improve with water and sewerage services being the least important. 
Whether this is due to respondents being relatively happy with the current level of service is 
unclear.
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Figure 01.4 – Interviewee priorities

Perceptions of Southern Water

On the whole, councillors had a good understanding of what SWS’s role should be, although 
it is surprising that almost one in ten (9%) did not recognise it as a water company. The graph
below shows that just over half the respondents (56%) recognised SWS’s sewerage 
responsibilities. As these are opinion formers who are more likely to be aware of local issues, 
this apparent lack of understanding might be a cause of concern to SW and may warrant 
some additional form of communication. One quarter (24%) of respondents also recognised 
SW as an environmental organisation.  

Figure 01.5 – Perception of Southern Water Services

Company Performance

Overall, councillors believed SWS’s performance against a number of attributes to be 
average. The graph below shows that reliability was the only attribute to score above the 
‘norm’, being 3.5 on a five point rating scale. These results, especially regarding value for 
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money and reputation, may have been influenced by the recent notification of an intended fine 
imposed by Ofwat for incorrect reporting. They serve as a useful baseline amongst this 
audience from which to track future performance to understand what perceived improvements 
SWS has made.

Figure 01.6 – View of Southern Water Services performance

Across each of the attributes there was at least a third (32%) of respondents who gave a 
‘neither good nor poor’ rating as indicated in the graph below. This can be interpreted as 
indicating quite a high degree of apathy towards SWS. We see this as an opportunity to 
improve the engagement between ourselves and our customers over the coming months.

Value for Money

More difficult to address is perhaps value for money and reputation where there was a fairly 
even split between those with good/very good and those with a poor/very poor perception. 
Perception of these attributes will not have been helped by the publicity surrounding the 
customer service issues, again, there is plenty of scope for bridge building and engendering a 
sense of good will amongst councillors such that they become more positive towards SW and 
could even become advocates of the company.
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Figure 01.7 –View on service provision

Stakeholder Priorities

Although respondents seem to have issues with identifying SWS as a corporate entity, overall 
they appear to be quite happy with the current level of service for each of the 16 attributes 
shown in the graph below. Leakage was considered to be the highest priority or greater for 
immediate improvement. All the other attributes, with the exception of chemical and safety 
standards of drinking water, were low to high priority, indicating that, while the service could 
do with some improvement, this was not urgent. 

Figure 01.8 – Priorities for investment

The strength of feeling for each attribute is also displayed in the chart below, which shows 
how councillors distributed their priorities across each of the attributes.
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Figure 01.9 – Priorities for investment (distributed)

Recognising the issues above identified as a high priority, there is within the business plan 
proposed investment to improve or, where already improving, maintain the level of 
improvement, examples for this are:

• Maintenance of the excellent level of leakage;
• Improvements to water resources - increase in the security of supply index;
• Significant sewer flooding programme; and
• Programme of interventions to allow a reduction in carbon emissions.

Willingness to Pay

The degree to which people think it is worth spending more on the highest and greatest 
priorities is shown below, where almost two thirds (63%) think that improvements are worth 
extra investment. 
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Figure 01.10 – ‘Willingness to Pay’ for additional investment

Of those who said it was worth spending more to improve water and sewerage services, the 
following reasons were provided:

Figure 01.11 –Responses for additional investment

It is pleasing to note that that largest response provides the very positive message that where 
improvements are required the respondents believe that money should be spent. Of the 37 
people who said it was not worth paying more the reasons given were:

• Expenditure should come from SWS’s profits – 17 people;
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• Customers should not have to pay/bills should not increase – 16 people;

• Better management would be a better solution – 9 people;

• Not sure where the money should come from – 5 people;

• SW have not justified greater expenditure – 3 people; and

• These areas are not a priority – 2 people.

Overall more than two fifths of respondents (42%) said they thought there should be extra 
investments to improve water and sewerage services on an annual basis, over and above 
inflationary levels. The graph below shows that over a quarter (27%) said that investment 
should only increase with inflation, while 24% said that they needed more information to make 
a judgement. 

Figure 01.12 – View on bill increases

Payment Vehicle

The Willingness to Pay survey showed that there is an overwhelming view, with 85% saying 
they tend to or strongly agree that these should be funded by water companies. Two thirds of 
respondents disagreed with the notion of customers paying for improvements to water and 
sewerage services.
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Figure 01.13 – Who should fund bill increases

Likelihood of Improvement

Although there was a good degree of support for improvements to water and sewerage 
services, there was some scepticism amongst councillors that such improvements were likely 
to happen. This is highlighted below, which shows that less than half the respondents (46%) 
thought that service improvements would actually happen. 

Perhaps this is indicative of SWS’s recent past, but either way it does reflect on how much 
trust there is between this group of stakeholders and SWS. 

Figure 01.14 – How likely is the improvement?

It is clear from the above key opinion former research that the there are several areas where 
mis-understanding or mis-conceptions of the role and services of SWS are evident. We will 
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utilise this information to aid our future communication strategy to ensure that such groups 
become more informed and if possible become advocates of the company.  

C.1.5 Other Regional Consultation

C.1.5.1 Consultation Response on Our Draft Water Resources Management Plan

The consultation period for our draft Water Resource management plan closed on the 25
th

July 2008, we received some 125 representations via Defra. This is the first time the plans 
had been subject to statuary consultation and we welcomed this opportunity to receive 
comments and views on such an important issue to the company. The South East faces many 
challenges in the form of increased housing development and being as it is in the forefront of 
climate change and situated in a water stressed area.

The results of the consultation are in Appendix C.1.5 at the end of this chapter.  

We have subsequently published our Statement of Response to the representation received. 

In summary the consultation responses supported,

• The plan covered all the key areas
• Improvements are required
• Introduction of universal metering 
• Reduce leakage down to 10%
• Greater promotion of water efficiency
• Continued participation in Regional Water Resource Strategy
• Continued use of bulk supply
• Development of further resources 
• System resilience
• Belief that the majority of challenges are considered 
• The strategy chosen is the the correct strategy 

C.1.5.2 National Research

National survey work has been undertaken on behalf of CCWater, Ofwat and others.  This 
provides us with further data which is indicative of consumers’ views on a national scale.  
However, we are aware that the national picture will not necessarily recognise regional 
differences found in the South East; particularly with respect to the imposition of water 
restrictions and affordability issues particular to the Southeast as an ‘affluent’ region.  

The results for the two locations in the South East (Lewes and Eastleigh) from the national 
survey work are presented pictorially in the following sections and provide an indication at a 
high level of the views expressed at the workshops. 

It should be noted that this is a limited sample and we do not consider that the views of only 
32 customers at two locations are representative of our whole customer base.  However, it is 
clear from the comparison with the more in depth ‘Willingness to Pay’ research carried out by 
ourselves that there are few differences of opinion.

It should also be noted that some, if not all, of the Lewes group would have services (water 
supply) from South East Water and therefore it is difficult to determine which company the 
views expressed related to. 
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C.1.5.3 Results

Drinking Water Quality

Figure 01.15 –Satisfaction with drinking water quality - Lewes

Figure 01.16 – Satisfaction with drinking water quality - Eastleigh

The views of customers at both locations on drinking water quality are not dissimilar; there 
appear to be few customers with substantial issues. ref Table C.1.5. 
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Sewer Flooding

Figure 01.17 – Satisfaction with sewer flooding prevention - Lewes

Figure 01.18 – Satisfaction with sewer flooding prevention – Eastleigh

With regard to sewer flooding prevention, there are notable differences between the 2 groups. 
It is possible that the fluvial flooding that caused significant devastation in Lewes in 2000/01 
was still prominent in the memories of those attending the workshop. Although the problems 
experienced in fact related to fluvial flooding it is not clear that any distinction or explanation 
on the causes of flooding was made.

Our ‘Willingness to Pay’ research suggests that whilst the vast majority of customers never 
experience sewer flooding, they recognise the traumatic effect of such events and are 
therefore willing to fund an alleviation programme, ref. Table C.1.5.



Southern Water
Final Business Plan 2009
C.1 Customers’ Views

- 35 -

Asset Maintenance

Figure 01.19 – Satisfaction with maintenance of assets - Lewes

Figure 01.20 – Satisfaction with maintenance of assets - Eastleigh

The views verbally expressed at the workshops all appear to relate to observed responses to 
water leaks. This leads to concern that the participants were expressing a very narrow view 
on what is a wide ranging issue, covering more than the prevention of leakage. The level of 
satisfaction demonstrated suggests that improvements in asset maintenance would be 
welcome. 

Whilst our ‘Willingness to Pay’ research did not specifically detail asset maintenance, the 
outputs on improved asset maintenance associated with attributes such as interruptions to 
supply and pollution incidents, ref Table C.1.6. 
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Water Environment 

Figure 01.21 – Satisfaction with the water environment - Lewes

Figure 01.22 – Satisfaction with the water environment - Eastleigh

There are differences between the two groups in relation to the water environment, notably 
the level of satisfaction expressed within the Eastleigh group.  

Our ‘Willingness to Pay’ research demonstrates that customers value the water environment, 
with a large percentage actually using it for recreational purposes. Whilst willing to pay for 

improvements in this area, the values are low in respect the costs of improvements.
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Customer Service  

Figure 01.23 – Satisfaction with customer service - Lewes

Figure 01.24 – Satisfaction with customer service - Eastleigh

Again there are significant differences between the two groups, with the Eastleigh group 
expressing a very high level of satisfaction for customer service.

Our ‘Willingness to Pay’ research did not specifically include customer service, although 
improvements will be achieved from the delivery of programmes of work such as sewer 
flooding alleviation, and reducing interruption to supply.
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Reliability of Water Supply

Figure 01.25 – Satisfaction with reliability of the water supply - Lewes

Figure 01.26 – Satisfaction with reliability of the water supply - Eastleigh

There is a high degree of satisfaction expressed on the reliability of the water supply. It would 
appear, from comments made, that few customers actually experience interruptions to supply 
or occasions of poor pressure.

Our ‘Willingness to Pay’ research also found that a minority of customers experienced 
problems in this area. However, whilst they may not suffer a problem themselves, many 
customers took an altruistic view, recognising that improvements are required to provide 
benefits to others.    
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Willingness to Pay

Figure 01.27 – Willingness to Pay – Lewes

Figure 01.28 – Willingness to pay – Eastleigh

Figure C.1.29 –Willingness to pay - mean
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Within the two groups it would appear that the majority of customers would like future bills to 
be similar to those they receive at present. There are a few customers who would like to see 
bills reduce and similarly a few who are prepared to see bill increase. Whilst this is of interest,  
the research methodology and low number of participants the results are little more than 
indicative. The main research that estimates customers willingness to pay is that undertaken 
by ourselves and detailed earlier in this chapter.   

Figure 01.30 – Consumer priorities for future investment: Eastleigh

Figure C.1.31 – Consumer priorities for future investment: Lewes
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Figure 01.32 – Consumer priorities for future investment: Aggregate for southern region

Figure 01.33 – Southern region: percentage point differences from the regional average

The major sectors in the above pie charts are recognised in the investment proposals within 
the business plan. Investment is proposed in the following areas:

The major sectors in the above pie charts are recognised in the investment proposals within 
the business plan. Investment is proposed in the following areas 
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• Increased capital maintenance expenditure over historic levels on sewers to 
improve the levels of service

• Investment at 4 WTW’s to reduce odour nuisance

• Significant programme to address sewer flooding

• Environmental improvements will achieved buy the delivery of the large quality 
programme

• Continued investment at current levels to maintain the distribution system 

• Investment to increase the security of supply index 

• Inclusion of investment to reduce the level of complaints related to the taste and 
appearance of tap water

C.1.6 Company Research on Draft Business Plan Proposals

Perhaps the most powerful and informative research recently undertaken was that associated 
with the proposals within our Draft Business Plan. After the submission of the Draft Business 
Plan we felt it important to gauge our customers’ views on the proposals within the plan. It 
was determined that the most appropriate means of achieving this was through a formal 
research process. The research was undertaken by Accent who are considered experts in 
this area and have a good knowledge of the water industry. The research covered both 
domestic and business customers and involved initial qualitative and quantative stages and 
covered a sample that was representative of our customer base.

C.1.6.1 Process  

Focus Groups

The qualitative stage of the process involved 6 focus groups for domestic customers and 
undertaken in early October 2008 and 12 in-depth telephone interviews with business 
customers. 

The focus groups were spread demographically and split between socio-economic groups 
ABC1 and C2DE and between different customer types (sewerage only, water only and water 
and sewerage). Each focus group had an average attendance of eight customers which was
deemed a representative number.  The 6 sessions were conducted at the following locations:

Southampton (Hampshire) – coastal location, water and sewerage service;

Crawley (Sussex) – inland location, water service only; and

Maidstone (Kent) – inland location, sewerage only service.

The focus groups at Southampton were observed by both SWS and a representative of 
CCWater. To prevent any influencing of the debate in the focus groups, observation was via a 
CCTV link. Each focus group had a duration of 90 minutes. 

The views of the business customers were obtained by in-depth telephone interviews 
conducted by specialist market researchers in October 2008 The interviews covered a total 
of 12 businesses of varying sizes and SIC classifications in order to get a representative 
sample of customers and had, on average, a duration of 30 minutes.

The report associated with this stage of the research can be found under Appendix C.1.7

Pilot Testing 

The developed questionnaire was tested at one location and involved seeking the views of 20 
customers, after one or two minor modifications the questionnaire was deemed suitable for 
the main research.



Southern Water
Final Business Plan 2009
C.1 Customers’ Views

- 43 -

Main Research  

It was concluded that the research would be deemed highly representative if conducted using 
the views of 500 domestic customers and 200 business customers (ensuring a representative 
cross section of customers). 

The research for domestic customers was carried out at 15 locations and used hall testing 
with computer aided personal interviewing (CAPI) with interviews lasting up of 20 minutes.

The research was aimed at determining customers’ views on the investment areas of the 
business plan with the customer having full view of the impact of such proposals on their bills.

The results of the main research are summarised in the table below. Full details of the results 
can be found in Appendix C.1.8

Table C.1.16 – Company Research on Draft Business Plan Proposals 

Interviewee ResponseAttribute

In Favour
(%)

Not in 
Favour (%)

Water Customers

Reduce the CO2 emissions produced by SW 82 7
Reduce the level of leakage 78 13
Increase maintenance of the water supply equipment 75 16
Reduce the incidence of interruptions to supply of more than 6 
hours

70 17

Reduce the number of properties suffering poor pressure 70 15
Reduce the number of complaints about colour taste and odour 63 19
Improve the risk of hosepipe bans from 8 in 20 years to 2 in 20 
years

51 29

Sewerage Customers
Ensure bathing water quality meets or betters EU standards 78 9
Reduce the level of CO2 emissions produced by SW 79 10
Reduce the number of pollution incidents by improving the 
sewerage network

81 11

Increase the maintenance of the sewerage system including 
pipes, pumping stations and treatment works 

75 14

Reduce the number of properties affected by internal flooding 73 12
Reduce the number of gardens/other outside areas affected by 
sewer flooding

74 12

Reduce the number of odour complaints from wastewater 
treatment works

67 12

Improve river quality to comply with legislation 64 23
Accommodate the demand needs of population growth in the 
Southeast

60 25

Value for money for the whole package for sewerage service 31 28
Value for money for the whole package for water and 
sewerage services

42 24

Whilst recognising that the above does not include those who expressed a view that they 
were neither satisfied nor dissatisfied or those who didn’t know, arguably the important 
responses are those who expressed a view, be it positive or negative. When considering this 
it is very clear that the number of those in favour of the individual attributes is far in excess of 
those who were not in favour. It is recognised that the gap between in favour and not in favour 
narrows when considering the packages as a whole, although close, there remain more in 
favour than not. This type of response is typical when overall impact of bills is considered.
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C.1.6.2 National Research on Draft Business Proposals

National survey work has been undertaken on the Draft Business Plan proposals from the 
various water companies across the country. The research was undertaken on behalf of 
Ofwat, Defra, CCWater and others and was aimed at gathering and collating customers’
views on the future services and bill levels.  

Whilst the research was carried out on a national basis, SWS is particularly interested in the 
results gathered from customers in receipt of our water and sewerage services. The national 
research collated the views of 300 of our customers. The full results of this research can be 
found in Appendix C.1.9

The following table provides a summary of the interviewees who expressed a view in either in 
support of or opposition to the proposals in the Draft Business Plan.  

Table C.1.17 – National Research on Draft Business Plan Proposals 

Interviewee Response
(%)

Attribute

Value for 
Money

Not value 
for money

Water Customers

Maintenance of water pipes, treatment works and reservoirs 59 9
Ensuring a reliable and continuous water supply 60 12
Ensuring the safety of tap water –drinking water quality 63 13
Managing the appearance, taste and smell of tap water 61 15
Managing the pressure of water in taps and the number of 
unplanned interruptions

56 16

Handling customers’ accounts, queries, complaints and 
customers with special needs 

20 49

Ensuring Companies manage their critical water treatment 
works and pipes to deal with extreme events such as severe 
weather

48 17

Managing the amount of water taken from the environment to 
supply customers

53 14

Sewerage Customers
Maintaining sewers and sewage treatment works, ensure 
network can meet new demands and control smells from 
sewage works

49 17

Ensuring a reliable and continuous sewerage service for the 
removal and treatment of sewage

56 15

Avoiding risk of homes and gardens being flooded with sewage 50 17
Avoiding risk of properties being flooded with sewage outside 
the home 

50 16

Ensuring companies manage their critical sewerage treatment 
works and pipes to deal with extreme events e.g. severe 
weather

51 17

Managing the effect of sewerage effluent on the water quality 
of rivers, wetlands and sea around the coast

53 16

Bill Level
Based on the above value for money for water service 30 39
Based on the above value for money for sewerage service 29 40
Based on the above value for money for both water and 
sewerage service

38 38

Whilst recognising that the above does not include those who expressed a view that they 
were neither satisfied nor dissatisfied or those who don’t know, arguably the important 
responses are those who expressed a view, be it positive or negative. When considering this 
it is very clear that those who consider the individual attributes to be value for money are far 
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in excess of those who do not consider that it represents value for money. The exception to 
this is their response to customer service in respect of customer accounts, complaints etc, 
this is not a surprise to us as when this particular issue was considered in our initial focus 
groups, customers were generally happy with the current level of service in this area and 
thought the correctness and depth of response to queries and complaints was far more 
important than the speed of response.

It is recognised that the above relationship is not replicated when considering the ‘packages’, 
this is not an uncommon result under such research.

It is extremely clear that from both our own research and the national research that the vast 
majority of customers consider the individual attributes to be value for money and as such are 
supportive of the Draft Business Plan proposals.  

C.1.6.3 Stakeholder Research on Draft Business Plan Proposals

After the publication of the Draft Business Plan and in addition to the valuable customer 
research described above, we undertook a series of briefings for senior managers and 
directors of local, district and county councils business leaders and other key opinion formers. 
These briefings were held on a County basis and led by the directors of SWS.

The proposals within the Draft Business Plan were explained to the audience along with the 
impact that the required investment would have on future bills. At the end of the presentation 
the audience was asked to vote via an electronic ballot system, on the Draft Business Plan
proposals.

The results of this particular research are detailed below.

The colours are representative of the categorisation of the respondent as follows,
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The results of this research are in line with the more widespread customer research described 
previously. For each area of proposed improvement there is a greater level of support than 
opposition.

We have concluded that the significant research undertaken on our Draft Business Plan
proposals clearly demonstrates our customers support for the proposed improvements and 
acceptance of the impact that this will have on future bills.
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C.1.7 Continuous Research

To ensure we are aware of our customers’ ongoing concerns and their satisfaction with the 
level of service we provide, we have, until recently, carried out weekly research via telephone 
employing the services of a specialised market research contractor. Although we continue to 
undertake this research it is now carried out in-house.

The research covers 25 customers each week and utilises the CATI method. The weekly 
interviews began in July 2006. Customers are selected at random and coverage of the region 
is ensured. Each interview is approximately 15 minutes in duration.

The classification of interviewees is as follows:

Table 01.18 – Profile of interviewees

Male 40%Sex

Female 60%

18 - 34 15%

35 - 55 42%

Age

55+ 43%

ABC1 50%Socio-economic 
Grouping

C2DE 50%

C.1.7.1 Research Findings

The results are presented below in graphical format and show the level of satisfaction (pink) 
and dissatisfied (blue). For this particular 

Overall Service Provided

Figure 01.34 – Overall service provided

It appears that there is a low level of dissatisfaction for the overall service we provide; this 
was also apparent in the results of the specific PR09 research we have carried out.
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Value for Money

Figure 01.35 – Value for Money

Evidence suggests that the high level of dissatisfaction with value for money is a result of 
customers’ views that bills are high and should be reduced when offered options on levels of 
service. 

Tap Water Quality

Figure 01.36 – Tap Water Quality

Figure 01.37 – Taste and smell of tap water
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Figure 01.38 – Colour and appearance of tap water

Figure 01.39 – Overall safety of tap water for drinking

The continuous research replicates what the main ‘Willingness to Pay’ research established; 
customers appear content with the safety of drinking water but would like to see 
improvements relating to the taste, odour, colour and appearance. The business plan is 
reflective of this with a number of schemes to improve tap water quality.

Reliability of Supply

Figure 01.40 – Overall reliability of supply
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Figure 01.41 – Keeping restrictions and hosepipe bans to a minimum

Figure 01.42 Reducing the amount of water which is lost through leakage

Figure 01.43 - Overall level of water pressure

Figure 01.44 – Maintaining a consistent water pressure for customers
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The ‘peakiness’ observed in the dissatisfaction with water restrictions and the water lost 
through leakage follows the pattern/sequence of drought issues that affected the Southeast in 
2005 and 2006, which is to be expected when customers were affected by water shortages.
We recognise the high level of satisfaction relating to leakage and this is reflected in the 
business plan where we propose the maintenance of the existing levels of leakage.

Wastewater Treatment and Disposal

Figure 01.45 – Overall satisfaction for wastewater treatment and disposal

Figure 01.46 – Protection of rivers by improving inland wastewater treatment works

Figure 01.47 – Overall quality of the rivers
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Figure 01.48 – Overall quality of coastal bathing water

Figure 01.49 – Disposal of solid wastes from wastewater treatment works

The continuous research shows an increasing level of satisfaction with bathing water and 
river water quality. The current levels of satisfaction are in line with the ‘Willingness to Pay’
research. 

Customers’ level of satisfaction with the environment 

Figure 01.50 – Commitment to environmental issues

As above, the general level of satisfaction with environmental issues is replicated within the 
‘Willingness to Pay’ research.  
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C.1.8 Complaint Analysis

C.1.8.1 Verbal Complaints

SWS recognises that customers tend to contact the Technical Call Centre (TCC) with 
complaints about an issue that is affecting them at the current time, e.g. a water quality 
problem or sewer flooding incident. Analysis of the complaints we receive through the 
Technical Call Centre show the following issues are regularly raised and indicate priorities 
that they would wish us to address.

The table below shows the nature of the complaints received (average 120,000 year).

Table C.1.19 – nature of verbal complaints received

Complaint Type Percentage 

Water Supply Problems 34%

Water Quality 2%

Leakage 15%

Meter Reading 1%

Sewerage Problems 30%

Pollution Problems 3%

Other 15%

This pattern of complaints is consistent with the ‘Willingness to Pay’ findings, in which 
customers indicate that problems such as with water supply and the sewerage system are 
issues that need resolving.   

C.1.8.2 Written Complaints

Analysis of the root cause of written complaints (DG7) is carried out on a regular basis by the 
Customer Service Team. The results for the period January-December 2008 are shown in the 
figures below.

DG7 - Water

0

50

100

150

200

250

300

350

400

In
te

rru
ptio

n
Leak

M
ete

rs

OSSC

Pre
ss

ure

Quality

Restr
ict

ions

Ser
vic

e p
ipe

Site

N
u

m
b

e
r 

o
f 

C
o

m
p

la
in

ts

Figure 01.51 – Analysis of written complaints - Water



Southern Water
Final Business Plan 2009
C.1 Customers’ Views

- 56 -

DG7 - Sewerage
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Figure 01.52 – Analysis of written complaints - sewerage

It is evident from these summary charts that leakage, water quality and sewer flooding are all 
key issues to our customers.  This is in line with the findings from the initial focus groups and 
our ‘Willingness to Pay’ research 

One of the questions in the WtP research related to customers who had had the need to 
contact Southern Water within the last 12 months.  Reviewing this data in line with the above 
results.

In relation to complaints associated with operational issues, by far the highest level of 
complaint from WtP interviewees related to water supply problems, this is in line with the 
verbal complaints received (Table C.1.17 above).  Water quality and sewer flooding 
complaints were also notable, again they are very similar to verbal complaints received.

C.1.8.3 Customer Forums

Customers who have written to us with a complaint are given the opportunity to visit an 
operational site and learn about the activities of the Company. Typically we operate two 
forums a week with each session hosting up to ten customers. We believe that these forums 
are not only of benefit to the customers but also provide us with valuable feedback on the 
service we provide

C.1.9 Conclusions

Analysis of all available data relating to consumers’ priorities and desired level of service 
perhaps unsurprisingly shows a need to improve the services that directly affect customers on 
a day to day basis, such as sewer flooding, odour from treatment works, tap water quality and 
interruptions to supply. Results indicate that there is also growing awareness of the 
environment and the need to protect it by, for example, reducing pollution incidents and 
carbon emissions.  

Table 01.20 – Summary of areas for improvement

Verbal 
Complaints

Written 
Customer 

Complaints

Continuous 
Customer 

Survey

KOF 
Survey

WtP 
Survey

Drinking Water Quality • • • •

Water Restrictions • • • •

Leakage • • • •

Pressure • • •
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Verbal 
Complaints

Written 
Customer 

Complaints

Continuous 
Customer 

Survey

KOF 
Survey

WtP 
Survey

Interruptions • •

Sewer Flooding Surcharge • • • •

Odour • • •

River Quality • •

Greenhouse Gas Emissions • •

Value for Money • • •

The identification of these key areas for improvement expressed by consumers ensures that 
customer preferences can be incorporated into the Business Plan and that our strategy for 
2010 and beyond is fully reflective of our customers’ priorities.  More specifically, the key 
‘Willingness to Pay’ research outcome is translated into the application of Cost Benefit 
Analysis in determining the investment programme; full details of this are considered in Part 
C8 and results contained in the associated Appendices.

There is sufficient evidence from our research that customers are concerned about current 
and future levels of bills. The ‘Willingness to Pay’ research demonstrates that customers are 
aware that improvements in the levels of service will impact upon bills and by applying a 
choice questionnaire customers were able to take an informed view on improvements against 
bill increases. The contingent valuation question included within the questionnaire allowed 
customers to present a view on an overall bill increase they deemed acceptable this, for 
domestic customers was around £30, which is approximately 10% of current bills. For 
business customers the contingent valuation estimate was close to 5% for an increase in bills.

For several of the attributes offered to our business customers it appears that they prefer a 
greater level of improvement than offered in the questionnaire. As these improvements were 
outside of the bounds offered the data was not used for the application of CBA.   

As stated above, the investment proposals within the Business Plan are in line with the 
priorities of our customers. The table below shows how customers’ priorities have influenced 
the proposed investment. 

Table C.1.21 – Customer Influence on Final Business Plan Proposal 

Attribute Customer View Business Plan Proposal

Drinking Water Quality – colour 
taste and smell

Supportive of improvement to 
water aesthetics

2 large schemes  to address 
discolouration

Drinking Water Quality –
chemical and bacti compliance

Already high quality, not 
supportive of significant 

improvements

Only address deterioration in 
current performance (crypto)

Green house gas emissions Supportive of ‘saving the 
planet’

11 Schemes to reduce carbon 
emissions

Pollution Moderate priority Increased expenditure on 
sewerage maintenance to achieve 

a 6% improvement

(expenditure represents a reduced 
value over that supported by WtP) 

Odour from treatment works Moderate support 4 site specific schemes 

Water restrictions Supportive of reduction Manage demand by metering and 
scheme for additional abstraction 

volume



Southern Water
Final Business Plan 2009
C.1 Customers’ Views

- 58 -

Attribute Customer View Business Plan Proposal

Sewer Flooding Supportive , although less 
supportive of addressing 

internal flooding

Reduced rate of improvement  from 
current levels

River water quality Minimal support Delivery of legislatively driven 
schemes only

Bathing water quality Minimal support Delivery of legislatively driven 
schemes only

Water pressure Minimal support No improvements over current 
performance

Supply interruptions Minimal support No improvements proposed over 
current performance

Leakage Highly supportive Improvement against current
leakage level

Level of bill Support for bill increases of 
up to £30 year

Proposed bill increase less than 
that determined acceptable from 

WtP  customer research
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Appendices, C.1.1 to C.1.4

See separate information pack



Southern Water
Final Business Plan 2009
C.1 Customers’ Views

- 60 -

Appendix C.1.5

Consultation Response on Our Draft Water Resources Management Plan

The consultation period for our draft Water Resource management plan closed on the 25
th

July 2008, we received some 125 representations via Defra. This is the first time the plans 
had been subject to statuary consultation and we welcomed this opportunity to receive 
comments and views on such an important issue to the company. The South East faces 
many challenges in the form of increased housing development and being as it is in the 
forefront of climate change and situated in a water stressed area.

We structured our consultation response form such that we asked specific questions as well 
as inviting general comments. The majority of the respondents used our questionnaire; 
however there were a few notable exceptions from some of the statutory consultees. The 
make up of the groups who responded to our questionnaire are presented below.

Percentage returns from different groups
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Figure Appendix 1.1 – Response to Draft Water Resources Plan

The headline figures at the moment are presented below in graphical form for each question 
asked. Out of the responses to date (28

th
July) it can be seen that there is good support for 

our proposed plan.  The headline messages on the key points in the plan were:
Q1: Do you consider that we have included all the main generic challenges for water 
resources planning?
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Figure Appendix 1.2 – Inclusion of all generic challenges

Q2: Do you consider that the past performance with regards to the Target Levels of Service to 
customers and the environment needs to be improved in the future?
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Figure Appendix 1.3 – Target Level of Service
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Q3: Do you believe that SWS should plan to introduce compulsory universal metering 
throughout its supply area by 2015?
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Figure Appendix 1.4 – Metering by 2015

Q4: Do you believe that SWS should aim to reduce leakage to less than 10% of Distribution 
Input by the end of the planning period?
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Figure Appendix 1.5 – Leakage reduction to 10% by 2035
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Q5: Do you believe that SWS is achieving its aim of actively promoting water efficiency 
initiatives?  
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Figure Appendix 1.6 – Water efficiency

Q6: Do you believe that SWS should pursue a policy, within the WRSE Group of companies, 
of renewing existing inter-company bulk supplies to other companies, providing that increases 
in customer bills are kept to the minimum, and ensuring that the company’s security of 
supplies, and other internal targets, are maintained?
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Figure Appendix 1.7 – Participation in the Regional Water Resource Strategy
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Q7: Do you believe that SWS should pursue a policy of the presumption of renewal of inter-
company bulk exports, in the face of a Supply Demand Balance deficit in its own area of 
supply?    
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Figure Appendix 1.8 – Provision of Bulk supplies

Q8: Do you believe that there should be some recognition of the need to develop further 
resources and associated infrastructure, including reservoirs, in the strategic plans of other 
organisations?   
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Figure Appendix 1.9 – Resource development



Southern Water
Final Business Plan 2009
C.1 Customers’ Views

- 65 -

Q9: To what extent do you consider that the company-preferred investment strategy should 
consider, alongside other considerations such as least cost, social, political and 
environmental considerations, all options that would increase system robustness and 
resilience in order to meet the company’s Target Levels of Service?
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Figure Appendix 1.10 – System resilience

Q10: Do you consider that we have included all the challenges specific to SWS for water 
resources planning?
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Figure Appendix 1.11 – Specific challenges
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Q11: Do you consider that the company-preferred water resources strategy for the Western 
Area is appropriate? (based on those who expressed a view)
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Figure Appendix 1.12 – Western area strategy

Q12: Do you consider that the company-preferred water resources strategy for the Central 
Area is appropriate? (based on those who expressed a view)
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Figure Appendix 1.13 – Central area strategy
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Q13: Do you consider that the company-preferred water resources strategy for the Eastern 
Area is appropriate? (based on those who expressed a view)
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Figure Appendix 1.14 – Eastern area strategy



Southern Water
Final Business Plan 2009
C.1 Customers’ Views

- 68 -

Appendix C.1.6

The following is a list of those groups or individuals, who have had the opportunity to provide 
feedback directly to a senior manager or director of SWS on the following,

• the service provided by SWS
• areas requiring improvement
• the proposals contained in the Draft Business Plan

Peter J Field – Vice Lord Lieutenant of East Sussex
Laura Moffatt MP
Dr Richard Parker – Chichester College
Laura Moffatt MP
Lord Bassam
Hampshire Economic Partnership Economic Debate
Chris Huhne MP – Regional MP and Lib Dem Shadow Environment Secretary 
Stephen Ladyman MP
Baroness Vadera 
Andrew Tyrie MP
Energy Industries Club 
Lord Renton – Chairman of the South Downs Joint Committee
APPWG – Launch event for the Water enquiry report
Policy Exchange Think-tank (Conservative) 

Defra
Bill Stow – Director General for Strategy and Evidence at Defra

Andrew Tyrie MP
Michael Foster MP
Peter Bottomley MP
Martin Hurst - Defra
GOSE Board
George Young MP
Charles Hendry MP
House of Lords Dinner
Minister for the South East
Peter Viggers MP
SEEDA Board
David Willetts MP
Francis Maude MP
Charles Hendry MP
Shadow Defra Minister

Peter Jones - Leader East Sussex CC

John Shaw - Sea Space

Adrian Gray - Hastings College

Graham Marley - 1066 partnership

Caroline Mayhew - High Sheriff

John Hodges - Hastings Local Strategic Partnership

Alan Whitehead MP

Peter Dean - Hampshire Economic Partnership

Hilary Smith - University of Southampton

Pamela Charlwood - SEEDA

Cllr Alec Samuels - Southampton CC

Cllr Melville Kendall - Leader, New Forest Council

Cllr Sarah Bogle - Southampton CC

Kathy Slack - SEEDA
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Cllr Henry Smith - Leader, West Sussex CC 

Mark Hammond - CEO, West Sussex CC

Steve Carvell - Chichester DC

Jonathan Harry - Chichester Chamber of Commerce

Iain Shepherd - Chairman, Marine South East

Keith Pordum - Chairman, CADIA

John Peel, West Sussex Business Partnership

Professor Julian Crampton - Brighton University

Kevin Richmond - Community & Voluntary Forum

Tony Mernagh - Brighton Business Forum

Cllr Gill Mitchell - Brighton & Hove CC

Cllr Geoffrey Theobald - Brighton & Hove CC

Chris Corrigan - RSPB

Lord Newby

Martin Horwood MP

Sandra Gidley MP

Paul Clark MP

Simon Fanshawe - Brighton & Hove Economic Partnership

David Payne - SEERA

Alan McCarthy - CEO, Brighton & Hove CC

Colin Byrne - CEO GOSE

Steve Benyon - CEO IOW Council

Stanley Jackson - Home Builders Federation

Edward Dawson - CPRE South East

Andrew Cardy - University of Portsmouth

Cllr Stephen-Butler - Portsmouth CC

Cllr Malcolm Hey - Portsmouth CC

Debbie Tann - IOW & Hants Wildlife Trust

Peter Taylor - Mary Rose Trust

Martin Dennison - Portsmouth & South Hants Partnership
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Appendix C.1.7 to Appendix C.1.9

See separate information pack




