
A resilient future for 
water in the South East
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Our journey so far
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We published our  
last 25-year strategy  

in 2013.

This included six 
outcomes you agreed 
we should focus on in 

the future.

We set detailed 
targets for these in 
our Business Plan 

for 2015-20.

We updated the 
outcomes to reflect 

your feedback.

We’ve continued  
to hold conversations 

with you to keep 
hearing your views.

Each year we  
report our progress 
against these in our 

Annual Report.

We invited you to  
have your say in a  
public consultation. 

We published our  
detailed view of the  

future in Water Futures  
in the South East.

Now we’ve  
combined your views  
and our insight – and 

here’s the result.
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A message from our CEO

Turn to page 26  
to find out where we 
are going next...
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Welcome to our vision of how we will provide  
a resilient future for water in the South East.

It’s about transforming the role of water in 
our daily lives and has been created with you 
following the publication of ‘Let’s Talk Water  
– Starting the conversation’ earlier this year.

As I said then, the future holds lots of 
opportunities, particularly around the role  
we play in supporting you, our communities  
and growth in the local economy. 

We’ve also asked for advice from experts on  
how things like climate change, population growth 
and advances in technology will change our daily 
lives and we’ve published ‘Water Futures in the 
South East’ to consider this in more detail.

Our vision is to be bold and innovative so 
we can meet your expectations, keep water 
services affordable and, at the same time, 
improve our precious environment, support 
tourism, economic growth and invest in the 
future of your children and grandchildren.

To achieve this, we’ve captured our vision in  
10 new outcomes and we’d like to thank you for 
taking the time to share your views with us so 
we can be confident they reflect your priorities.

Please do keep talking to us as we develop 
these outcomes in more detail for our Business 
Plan for 2020-25.

We’re exploring some innovative and  
industry-leading ways to deliver these outcomes, 
for example, Target 100 – to reduce personal 
water use by 25% to 100 litres per person by 2040.

This would set a benchmark for the rest of  
the developed world as we recognise the true  
value of water. I’m confident we can achieve  
this together by saving water, reducing leaks 
and supporting developers to build sustainable 
new homes. 

Our vision has taken shape thanks to you, so 
please keep in touch and together we’ll create 
a thriving, healthy and prosperous place to live 
and work for many years to come.

Ian McAulay

Chief Executive Officer, 
Southern Water

What is resilience?
Resilience is the ability to cope with pressures 
such as drought, floods, economic uncertainty 

or cybercrime, and to be able to continue to 
provide reliable services, now and in the future, 

without harming the environment or people.



 
 

5

Our strategy and how you’ve shaped it 
Our strategy for the future is about transformation. It’s about providing a  
resilient future for water in the South East by transforming the way we  
work and creating new solutions to meet the challenges ahead.
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Water is at the heart of everything we do – drinking, 
cooking, washing, growing food, sport, tourism, 
manufacturing goods and creating energy.

It is our most precious resource and is facing 
enormous pressure from climate change and 
increasingly severe floods and droughts.

We also need to provide more water for new  
homes and to support economic growth.

So, we are embarking on a journey to transform  
the way we provide your services, the role we  
play in our communities and the value we place  
on water and the natural environment.

We are looking 25 years into the future and focusing on four main areas.

Great customer service

Affordable bills

Long-term resilience

Innovation

Building on our achievements
We were the first water company to install  
water meters for most of our customers, and, 
together with our work to drive down leaks  
and promote water efficiency, we’ve seen 
water use fall by 16% in the past seven years. 

We’re building on this and have set ourselves an 
ambitious target of reducing water use to 100 litres 
per person per day by 2040 – a reduction of 25%.

But valuing water is not just about drinking  
water. ‘Target 100’ also extends to the water 
we clean and return back to our rivers and sea. By 
reducing this, we will need fewer chemicals, use 
less energy and create a cleaner environment.

It’s about using water more wisely too. Re-using 
rainwater for flushing toilets and investing in 
the latest technology to recycle water to supply 
industry, farming and drinking water, will help 
the South East become more resilient.  

Everything we plan is about making sure  
your services, community and environment 
are protected, secure and reliable. This is 
not about just keeping things the same, but 
always looking at new ways to improve.

We already work with councils, community groups, 
environmental groups, housing associations 
and services like Citizens Advice. In the future, 
we will do much more of this, to share expertise, 
information and resources to improve your lives.

Going beyond the basics and  
serving your different needs

Making sure everyone can afford to  
pay for their water services 

Embracing new and better  
ways of doing things

Providing a reliable service,  
now and in the future.

What we do and where
We are proud to deliver water and 
wastewater services to more than  
4.6 million customers in Kent, Sussex, 
Hampshire and the Isle of Wight – 
nearly 9% of the population in England.

We live and work in one of the driest 
regions in the UK.  

We were the first water company to 
install meters for most of our customers 
– nearly 90% of you have a meter and 
pay only for the water you use.

Our customers use about 131 litres 
of water each day, less than the 
national average of 141 litres.

We have 14 rivers in our region, 
including many of the world’s chalk 
streams – we abstract water and 
return cleaned water to these.

There are 700 miles of coastline 
and 83 designated bathing beaches 
which we work to keep healthy 
to support tourism and leisure.

We look after more than 53,000  
kilometres (km) of sewers and  
water mains.

We recycle 100% of ‘sludge’ 
from our wastewater works 
and generate ‘green’ energy 
from renewable sources.
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hosepipe bans 

flooding  water quality 

bills  future investment 

leaks  saving water  pollution

your service  the environment 

carbon footprint

We asked you about:

We did this by:

  publishing Let’s Talk Water 1 
online with a survey,

   sharing copies with 2,650 
regional organisations,

  advertising in newspapers,  
online and on radio,

  putting messages on Twitter  
and Facebook,

  holding discussion panels  
with interested groups,

  carrying out research with more 
than 2,000 customers, and 

  speaking to you at community 
events.
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What’s important to you
Our messages reached more than half a million of you and we received 
feedback from more than 3,000 customers, employees and organisations. 
Here’s a snapshot of your views.

How we’ve used your feedback
We listened to your feedback and 
considered this alongside the views of 
community leaders, expert advice on 
future challenges and guidance from 
the industry regulators.

This included a long-term look at  
how things might change in the future 
– Water Futures in the South East 
Towards 2050. This considers climate 
change and new technology, as well 
as changes in the economy, our daily 
behaviour and the needs of industry, 
agriculture and energy providers.

Starting the Conversation

Starting the Conversation

Listening to our customers is very important.

When things go wrong you want us to put them right quickly  
and in a way that feels focused on you and not on a ’process’.

We should provide support for people who  
can’t afford to pay their bill.

We should invest in new technology and systems to make sure  
we can provide supplies for future generations.

Many of you support us creating energy at our treatment works.

A reliable service to remove wastewater should be a ’given’.

Measures to reduce water waste are a priority -  
such as leaks and water efficiency.

Improving seawater at beaches is important for  
tourism, economic growth and good health.

Our conversations with you
We’ve held lots of conversations and shared information 
with you, so that our plans for the future focus on your 
priorities. Earlier this year we published Let’s Talk Water 1 
– Starting the Conversation and asked for your thoughts 
on seven priority areas during a six-week consultation.

southernwater.co.uk
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Below we show you how these new  
outcomes came from your priorities.

We provide a refreshing, 
easy customer experience

Transformation
Our second set of outcomes sets out how we will build on these foundations,  
to transform the way we value water and make sure the South East can cope with 
the challenges ahead. These come under the banner – transformational priorities.

We recognise the true value 
of water in our daily lives

We protect and improve rivers, 
reservoirs and coasts for the future

We’ll play our part  
to support a resilient  
South East economy

We make sure our bills are 
affordable for all our customers

We support our  
vulnerable customers

Together we aim to recycle 
every drop of water

Our new outcomes
Considering all of this, we produced an updated set of outcomes, focused on 
delivering your priorities in a new and transformational way. Unsurprisingly, you 
want us to get the basics right and provide an ‘invisible’ service in your daily lives. 
We know we have work to do to provide a better service for you – so our first 
outcomes come under the banner – strengthening the foundations.

The services we provide are 
effective and fit for the future

Reducing water 
wastage

Providing a great  
customer experience  
that is easy and tailored

Providing a constant supply  
of high-quality water

Investing for  
future generations

Protecting the  
natural environment

Helping customers when  
they need it most

Reliably removing 
wastewater

We supply clean, safe  
and sustainable water

Together we aim to recycle 
every drop of water

We protect and improve 
rivers, reservoirs and  
coasts for the future

We recognise the true value  
of water in our daily lives

We’ll play our part  
to support a resilient  
South East economy

We provide a refreshing,  
easy customer experience

We make sure our bills are 
affordable for all our customers

We support our  
vulnerable customers

We innovate to create 
sustainable communities

The services we provide are 
effective and fit for the future

Your views

Strategy

Expert knowledge

We supply clean, safe  
and sustainable water

We innovate to create 
sustainable communities

Find out more

On page 12 we’ve highlighted  
a few of the new ideas which  
will launch our transformation.

Find out more about your  
new outcomes from page 14.
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Visitors to the South East 
contribute billions of pounds to 
the local economy – we need to 
improve our 83 bathing waters 

to support tourism, leisure 
and the fishing industries.

We must use new technology  
to work smarter.

We face a shortage of 
scientists, mathematicians 
and engineers – we must 

train, recruit and keep 
skilled experts.

The South East is a vital producer  
of crops in the UK – we could recycle 

water for irrigation to help keep  
our nation fed.

We use a lot of energy – we 
could harness solar, wind and 

hydropower, and become a 
community supplier.

The South East is likely to be the 
first region to have to plan for the 

full effects of climate change – more 
droughts and floods – we need to 

become more resilient.

400 Sites of Special Scientific 
Interest to protect.

We may lose 1/3 of our  
water in Hampshire – we 

must use new solutions such 
as water efficiency, recycling 
water or treating seawater.

Should we step  
up to support our 
customers in hard 

times – through debt, 
illness, unemployment 

or old age? The number 
of people aged over 
85 in our region is 

set to double.

Isle of Wight

Kent

Hampshire

Sussex

700 miles of coastline

Leaving the European Union 
brings uncertainty – we can 
help shape the future value 

of water in the UK.

It costs about £1.5 million a day  
to run and maintain our network 
– we must balance day-to-day 

costs with investing for the future 
– and keeping bills affordable.

1/2 million new houses and  
20% more people by 2045 – working 

with developers will make homes 
more efficient.

It’s difficult to tackle challenges  
alone – we could lead regional 

solutions with customers, farmers, 
industry and communities.

10 11

Cybercrime is the  
number one crime 

in the UK – we must 
protect our systems 

and your information.

Challenges
Our world is changing and we need to rise to the challenges ahead and transform 
them into opportunities to provide water, improve our environment and lead  
the way for future generations.
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Isle of Wight

Kent

Hampshire

Sussex

700 miles of coastline
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Opportunities to work in new ways
Preparing for long-term challenges means we need to work in 
new ways and do things differently. Here are some ideas we are 
exploring to transform our role in the South East.

Target 100 
We have set a stretching target to  

reduce water use by 25% to 100 litres 
per person per day by 2040 by involving 
customers, fitting water-saving devices 
and working with developers on new 

builds. This will also reduce the water we 
clean and recycle, which will allow for 

growth and reduce our carbon footprint.

Drainage 2030  
Kent’s new city

By separating surface-water drainage  
from our sewer network by 2030 we can 

increase the amount of water it can process for 
future generations. In Kent we want to work with 
developers who are building 15,000 homes at 

Ebbsfleet Garden City to create a new model for 
sustainable living.

Networks 2030  
Brighton 

Our water supply network is made up  
of many small reservoirs and works. We want 

to recreate it with fewer, larger automated 
sites to improve resilience, water supply and 
reduce energy use. Starting with a flagship 

scheme in Brighton, we aim to upgrade 
all our networks by 2030.

Resource hubs 
Peacehaven

We believe our treatment works at  
Peacehaven can become a model for valuing 

water. This would include recycling treated water 
for agriculture, industry or households, generating 
green energy from waste, extracting and recycling 
minerals and providing an education hub to involve 

customers and communities.

Reach & Support
We will reach our vulnerable  

customers by co-ordinating a network 
of support through expert organisations 

in the South East. We’ll involve other 
utilities, local authorities and a range  

of charities to find customers who  
need a helping hand and make sure  

they feel supported.

Valued every day
We will keep bills affordable as we  
continue to invest to improve the 

environment. We’ll make sure everyone 
can afford a quality, resilient service, with 
tailored tariffs for those who need extra 
support. With you and your communities 
we’ll also explore ways to recognise the 

true value of water every day.

12

Catchment First 
Hampshire river

Working with landowners and  
communities we can create healthier 

environments which are more resilient to 
drought, flooding and pollution. In Hampshire, 

we want to improve the River Test – a vital 
chalk stream and water source – to create a 
flourishing, sustainable environment for all.
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We supply clean, safe  
and sustainable water
In 25 years we’ll have lost a third of our water sources through climate change 
and a reduction in the amount of water we are allowed to take from rivers and 
underground aquifers. On top of that we need to find extra water to supply 20% 
more people in the South East. 

You, quite rightly, expect to have access to high-quality drinking water all day, every 
day, so we are acting now to make sure we can keep the taps running. We’ll reduce 
water lost through leaks, support you to save water and use new technology to 
recycle more water, particularly for agriculture and industry.

We were the first company to introduce water meters for most of our customers, 
which has saved 16% of vital water supplies since 2010. This means we have 
among the lowest levels of personal water use in the UK.

Nearly two-thirds of the water we flush down the toilet, pour down the sink or which 
runs off roofs and streets each day is lost to the sea. We know we can make much 
better use of this valuable water resource to reduce the growing pressure on our 
sources and to cater for increasing demand from housing growth. 

We can recycle this water to use in our homes, for farming and for industry. We can 
also explore the other resources this water can provide, such as natural fertilisers for 
farmers, which has the added benefit of replacing chemical ones. Heat and energy 
can also be generated from recycled water and waste and minerals extracted so 
they can be used again.

Last year we recycled 100% of the solid waste from our water treatment and  
sent nothing to landfill. We also produced 17% of the energy we need from  
this renewable source – enough to supply power to 21,000 homes.

Our outcomes

Together we aim to recycle  
every drop of water

Over the next 10 pages we outline how we will transform your  
services to create a resilient future for water in the South East.

“You have to educate people, it’s all our responsibility  
to use less water, we all have to do our bit.”You said:

How we will get there
We will lead the industry in 
reducing the amount of water 
people use each day by 25%, 
to an average of 100 litres 

per person by 2040. To achieve this, we’ll use new 
technology to help homes and businesses save 
water, create engaging campaigns and work with 
developers so new homes use less water. We’ll  
focus this work in the areas where water sources  
are under the most pressure.

We will also:

•  form partnerships with energy and food  
producers to find ways to use less water, 

•   campaign for national action on water-use labels  
– for example, for taps and showers, and

•  work with farmers and landowners to keep 
chemicals and pollutants out of our water sources.

You said:
“It makes sense to do that, we have already  

got the water so it ensures supply.”

How we will get there
Sussex resource hub

We are looking into turning our state-of-the-art 
treatment works at Peacehaven into a resource hub. 
Here we could clean water for agriculture, industry 
or households, generate green energy and extract 
and recycle minerals, as well as provide a valuable 
education, training and community facility. This could 
become a model to create a network of ‘hubs’ in the 
South East.

We will also:

•  embrace innovative technologies to generate 
renewable ‘green’ energy,  

•  promote widespread water recycling for agriculture 
and sports sites, such as golf courses, and

•  find cost-effective ways to extract nutrients from waste 
– we are researching this with European partners.

Our long-term commitments

  We’ll reduce the amount of water 
lost through leaks every year. 

   Our drinking water will be of  
the highest quality.

  We’ll provide information and water-
saving devices to help you reduce 
your water use from an average of 131 
litres each day to 100 litres by 2040.

Our long-term commitments

  Our long-term aim is to become 
carbon neutral, so we don’t add to 
global warming, and improve our 
natural environment.

   We aim to provide 100% of the 
energy we need by generating it from 
recycled water or other renewable

  sources, as well as reducing  
the energy we use day-to-day. 

  We will continue to support local 
agriculture and businesses by 
providing natural fertilisers, recycled 
water and exploring long-term 
opportunities to reuse minerals.
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We recognise the true value  
of water in our daily lives

We protect and improve rivers, 
reservoirs and coasts for the future
The South East is a beautiful place and home to many of the world’s chalk  
streams, 700 miles of coastline and two national parks. Our ability to supply and 
return cleaned water to the environment depends on the good health of these 
rivers, underground aquifers and coastal waters. So, it’s everyone’s duty to protect 
our natural environment and improve it for future generations. We are developing 
new partnerships with landowners, farmers and communities to protect our precious 
water sources and improve the biodiversity of our wildlife. 

Clean seas are vital for tourism and well-being so we are investing and working  
with partners to bring seven more bathing waters to ‘excellent’ standard by 2020. 
More than 60% are already there.

“It’s really important that we look after our environment -  
not putting polluted water in rivers and being careful with 

pesticides etc running off into rivers and seas.”

How we will get there
Catchment first 

In the past, we’ve invested heavily in ‘building’  
things to store, treat and recycle water. While we  
still need to do this, our first choice now is to work 
with landowners to improve our environment so it 
can provide and store more water naturally. 

We will also:

•  build on our partnerships to improve coastal waters 
by tracing pollution, repairing sewers and promoting 
beach management,

•  pioneer satellite technology and monitoring in  
our sewer network to reduce pollution, and

•  work with farmers to reduce the amount of 
pesticides which reach rivers and aquifers.

Water is vital in every part of our daily lives, not only for drinking, cooking and  
washing, but for recreation and producing food, clothes and energy. The amount of 
water each person uses each day is about 131 litres on average, but if we consider 
the water needed to produce our food and other products, this jumps to about 3,400 
litres. Facts like this help us recognise that water is a valuable commodity, especially in 
our water-stressed region. It’s vital we inspire everyone to recognise the true value of 
water to our health, economy and the environment. 

We have visited more than 150 schools in the last three years, inspiring young 
people and engaging them to develop innovative new ideas to save water.

“If there’s not enough interaction with the environment and keeping 
it clean, then there’s going to be food shortages - we’ll be eating 

protein bars and drinking wonky blue water.”

How we will get there
Water Futures

We published Water Futures in the South East 
Towards 2050 this year – a long-term look at how 
things may change in the next 30 years because of 
climate change and new technology. We want to 
build on this pioneering insight and bring together 
leaders to explore the role and value of water in our 
lives, today and tomorrow.

We will also:

•  raise awareness of the value of water by  
using informative and interactive campaigns,

•  lobby to make sure the value of water is  
included in future policy and legislation, and 

•  give water a value when considering the best 
investments to make for the future – this is known  
as ‘accounting for natural capital’.

Our long-term commitments

  Invest in tourism by bringing  
all 83 bathing waters to the 
‘excellent’ standard by 2045. 

   Stop all pollution, within our  
control, by 2045.

  Make sure the amount of water we 
take out of the environment to supply 
your water is sustainable.

  Bring all Sites of Special Scientific 
Interest on our land to ‘favourable’ 
standard.

Our long-term commitments

  We’ll lead research into the value  
of water to people and the economy 
in the South East and share this with 
policymakers in government.

   Our aim is to involve more 
communities by creating education 
centres across our region.

  We’ll expand our schools 
programme every year, inspiring 
more young people to take control 
of their future water.

You said: You said:
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We’ll play our part to support a  
resilient South East economy

We provide a refreshing,  
easy customer experience 

The South East’s prosperity relies heavily on leisure and tourism, which generate about 
16 million trips to the area each year and add £12 billion to the local economy. For the 
region to continue to thrive it’s essential we continue to improve our environment and 
support businesses and industry with reliable and affordable water services. We also 
need to provide water services for 500,000 new homes by 2045. The ripple effect of 
our £3 billion investment in services in 2015-20 is already set to add £5 billion to the 
local economy – supporting communities, jobs and a good standard of living. We want 
to take a leading role with local authorities, businesses and developers to build on this 
investment and attract visitors to the region for years to come.

We’re making plans to offer a discount for water connections to new properties 
which are water efficient. We’ll explore more incentives and ways to encourage 
developers to build more sustainable homes.

“They’re building all these housing estates, maybe these could  
be built with their own water supplies in mind.”

How we will get there
Drainage 2030 

We’ll create more responsive networks and embrace 
innovative ways of working to make sure we can 
cater for future generations and economic growth. 
By updating and automating our drainage networks, 
we’ll be able to create more capacity, become  
more resilient and create a thriving environment  
for tourism and industry.

We will also:

•  lead the creation of a South East infrastructure 
coalition to work together and develop skilled 
workforces, share expertise, develop emergency 
planning and support vulnerable customers, and

•  support tourism by continually investing to improve 
our natural attractions – rivers, beaches and areas  
of natural beauty. 

We know our customer service needs to improve and we are making progress – 
last year we achieved a 50% bigger improvement than any other water company. 
We will continue to do more to deliver the right experience for you – first time, 
every time. This includes treating you as an individual and offering a choice  
on how and when you can contact us. 

We want to develop new services that fit into your busy lifestyles, so we’re also 
exploring providing one point of contact for all your utilities. We want to improve 
our understanding of what ‘easy customer service’ means to you and how we can 
develop and tailor it to meet your needs.

We’ll build on the successful launch of our online customer accounts last year  
so by 2020 we’ve given more than one million of you the ability to take control  
of your own account and services.

“ I think that it’s important for any big company to have good 
customer service, so you know that your issue will  

be dealt with quickly and efficiently.”

How we will get there
Making it easy for you

We will offer a seamless service across different 
communication channels – phone, letter, email, 
webchat or social media – whichever you prefer.  
Our focus is on getting the basics right so it’s easy 
for you to deal with us. When you get in touch we 
will be polite, treat you as an individual and resolve 
your queries quickly and efficiently. 

We will also:

•  offer discounts to households who use our online 
services, pay by direct debit or reduce their water use,

•  explore partnerships with other utilities to offer  
a one-stop shop for services such as electricity  
and gas, and

•  help you to connect with new technology tools so 
you can monitor your water use each day, adjust 
your habits and know how much you will pay.

Our long-term commitments

  Our customer service will be rated 
among the top four of the larger 
water companies.

   All homes will have access to 
innovative new devices to measure 
daily water use, giving more control 
over what you use and pay.

Our long-term commitments

  We’ll play a leading role to  
build positive relationships  
with developers, local authorities 
and the Environment Agency  
to create sustainable growth.

   We’ll expand our successful  
water efficiency schemes and 
develop charges to encourage 
‘green’ developments.

You said: You said:
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We make sure our bills are  
affordable for all our customers

We support our  
vulnerable customers

More than 100,000 people in the South East used food banks last year, as they 
struggled with low wages, the cost of living, unemployment and welfare reform. 
We recognise that water is essential and it’s vital we deliver our services at a price 
everyone can afford. To do this, we’ll continue to use technology and innovation  
and work more efficiently to deliver more for less. 

We know some of you will still struggle to pay your bills, so we’ll increase the financial 
support we offer to households in genuine need. And we’ll work with specialist 
organisations to identify people in hardship so they know we are here to help.

Last year we supported nearly 195,000 customers with financial help and this year 
we’ve already overtaken that figure as we aim to reach over a third more customers.

“I think we do all have to share the burden, that’s one  
of the things that we do in this country.”

How we will get there
 
 

Our target is to reduce the amount of water our 
customers use each day by 25% and we will offer 
rewards for households who help us achieve this. As 
we move towards average water use of 100 litres per 
person per day we want to recognise the contribution 
you are making to make sure resources are available 
for the future and protect our natural environment. We’ll 
support you to reach the target through involvement, 
water audits and water-saving products.

We will also:

•  work with organisations, such as housing associations, 
local authorities and Citizens Advice, to support you 
with help and information,

•  carry out more work to understand the different 
needs of the many different communities in the 
South East, and

•  offer discounts if you choose to receive electronic 
bills instead of paper ones, as you help to reduce 
our effect on the environment.

Nearly a quarter of households in the South East are home to at least one person 
who has a long-term health condition or disability. We recognise that some of 
you need extra help at certain times in your lives. Vulnerability can be for many 
reasons and be just for a few months, or a lifelong need for support. Our aim is to 
provide a great, individual service, no matter what your circumstances, so you feel 
fully supported. We know we can’t be experts in all your needs, so we’ll work with 
specialist organisations to focus our efforts in the right way.

A great example of this is the introduction of our Safeguarding Customer Welfare 
initiative to offer immediate support if we believe a customer is at imminent risk of harm.

“Regardless of people’s station in life,  
or whether they’re working or disabled or not,  
everyone is entitled to the basic rights.”

How we will get there
Our aim is to reach 
vulnerable customers by 
co-ordinating a network 
of support through expert 
organisations across the 

South East. We’ll involve other utilities, local 
authorities and a range of charities, including those 
supporting the elderly, people living with mental 
health problems and those in financial difficulties. 
Together we’ll provide a helping hand and make 
sure you feel supported. Whether you are living 
with disability, cancer, dyslexia, sight or hearing 
loss or are simply struggling to cope right now, 
we want to understand and offer useful support.

We will also:

•  create support packages for those of you who  
find yourself in short-term difficulties – for example, 
being made redundant or recovering after surgery  
or illness,

•  expand our support for those of you already on 
our Priority Services Register and make sure more 
people are aware of the support on offer, and

•  engage with other trusted organisations to share 
customer information (with your permission) so you only 
need to ‘tell it once’ to reach a wide range of support.

Our long-term commitments

  We will increase the number of 
customers we support through our 
financial assistance schemes, by 
working harder to identify those 
who would benefit, and targeting 
those most in need.

   We’ll track the number of 
households where personal  
water use drops below 100 litres 
of water per day, and explore 
incentives for those of you who  
help us reach this target.

Our long-term commitments

  We’ll measure the quality of our support for vulnerable customers by 
working with experts in this area and we’ll focus on the activities which 
are most helpful to you.

You said:
You said:

DISCOUNT
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We innovate to create 
sustainable communities

The services we provide are  
effective and fit for the future

The South East has the largest ecological footprint per person of all UK regions. 
The footprint is the effect that humans have on the land and sea as we use them to 
provide our water, food and energy and absorb our waste and greenhouse gases. 
As we supply essential services to more than four million customers, we are in a 
privileged position to encourage thriving, community initiatives to reduce this footprint, 
and support the economy. We want to involve you at home, school and work to 
actively support our ambitions to provide clean, safe drinking water round the clock 
and keep drains clear and our communities free from pollution and flooding. 

A Sussex community is already benefiting from a new park and space to eat, 
walk and skate, after we donated land to create a Big Parks project next to our 
Peacehaven treatment works.

We live in a rapidly changing world so it’s vital our business is strong and flexible 
enough to adapt to the challenges ahead and embrace new technology and 
opportunities to work in new ways. We will transform the way we plan, build and 
operate our network so we can continue to safely supply and return cleaned water 
back to the environment, whatever the weather and whatever the challenge. 

We’ll continue to invest efficiently in new pipes and treatment, but also in new 
techniques and approaches, to improve our environment for people and wildlife. 
Cybercrime is now the number one crime in the UK, so protecting your information 
and our systems is also a priority.

As well as investing £1.5 million a day to run and expand our systems, we’re also 
investing millions each year in research, including creating an innovation hub with 
Portsmouth University.

“We should all be doing our bit for  
the community we live in.” “They need to make sure all the equipment is working to  

maximum capacity and not allow leaks and faults  
which also effect the environment.”

How we will get there
Sussex resource hub

We are exploring turning our state-of-the-art treatment 
works at Peacehaven into a community recycling and 
engagement hub. This includes recycling water for 
agriculture, industry or households, generating green 
energy, extracting and recycling minerals and creating 
an education and training centre. We want to roll out 
these hubs across our region.

We will also:

•  explore how we can provide community facilities  
at more of our sites,

•  set up partnerships with local suppliers and 
businesses to support a strong local economy, 

•  lead on creating partnerships to set up regional 
‘academies’, invest in training and meet the skills 
gap, and

•  give our teams the chance to build on the 4,000 
hours they currently volunteer for community 
projects each year.

How we will get there
Networks and drainage 2030

We will update and automate our water and sewer 
networks so our systems are more efficient. This, and 
the introduction of new technology to monitor water 
flows, will help us reduce the risks of interruptions to 
your water supply, as well as pollution and flooding. 
We aim to ‘streamline’ and improve all our networks 
by 2030.

We will also:

•  regularly test the resilience of every part of our 
business – networks and works, services and people 
– to find areas where we might be vulnerableble, and

•  improve the resilience of water supplies in the South 
East by sharing more resources with other water 
companies, industry and agriculture and delivering  
Target 100.

Our long-term commitments

  We’ll demonstrate how the bills you 
pay and our investment adds value 
to your local community.

   Every year we’ll ask local 
organisations to rate us on how 
well we are working with partners 
to deliver community benefits.

Our long-term commitments

  We will make sure our water mains, 
sewers, treatment works and pumping 
stations stay fit for purpose and 
operate reliably round the clock.

   By 2040, we will make sewer 
flooding a thing of the past.

   We’ll make sure our services and  
the environment can cope better 
with droughts.

   Your information and our systems 
will stay protected from cybercrime.

You said:
You said:
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We understand that affordable bills are a priority  
for everyone.

So, from 2020 we will keep your bills as low  
as we can, at the same time as making the 
investment we need to deliver a resilient system. 
This will make sure you continue to receive a 
reliable service, whatever the circumstances, 
now and in the future.

We need to strike a balance between investing to 
meet the demands of population growth, climate 
change and protecting future water resources, 
and making sure your service stays good value 
for money. We also need to run our business as 
efficiently as possible.

The cost of financing investment is low right now 
and we are passing these savings on to you. This 
low cost means that making new investments in 
our network is more affordable than before.

It’s important to think about this as we work  
out what investment we need and how this is 
balanced between the bills you pay today and  
the bills your children and grandchildren will  
pay in the future.

As always, we will consult you on our plans for 
investment and charges to hear your views and 
we’ll make sure we target our investment in those 
areas you say are most important to you.

How we do business
To meet the challenges of the coming years, 
we need to make sure our work is simpler, 
easier and better to provide a resilient future  
for water in the South East. 

To achieve this, we have also signed up  
to five values with our customers, communities, 
developers and other organisations.

Investing in your future
The average yearly bill for our customers for water and wastewater is £418. 
That’s £1.14 per day. The figure below shows how we invest your money to 
deliver your service.

Together these values describe how we will make sure 
the South East stays a healthy, thriving and sustainable 

place to live, work and visit.

Your charges are currently 
funding a £3 billion investment 

programme to maintain and 
improve our systems and  

your service.

Involving 
We involve our  

customers in a shared 
future for water.

Collaborative
We work with others  

to achieve measureable 
change.

Authentic
What we do is based on  
valid evidence, which is  

true to who we are.

Trustworthy
We earn trust by the  

decisions we make and  
the actions we take.

Innovative
We are curious, 

creative and innovative 
in pursuit of our goals.

Affordable for all
It is also vital that every one of our customers can 
afford access to clean, safe water services, so we will 
continue to expand our support for households who 
are struggling to pay their bills. This includes working 
with organisations such as Citizens Advice, housing 
associations and local authorities to target our support 
where it’s needed most.

*If you need help with a water bill today, visit 
southernwater.co.uk/difficulty-paying-your-bill.

£1.14

29p
Maintaining  
our assets

22p
Interest on 

debt

15p
Building  

new assets

12p
Tax, rates, 

licences and other 
adjustments4p

Profit

32p
Day-to-day 

running costs

Breakdown of 
average daily 

charge
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Where we go next 

We hope you are 
inspired by our vision 
for the next 25 years.

We will continue  
to explore the 

long-term future  
of water.

The next big step  
is to develop our 
detailed plans for 

the next five years.

And we’ll ask you 
to have your say – 

online, on the phone 
or in person.

In the New Year, 
we’ll publish some 

choices on bills and 
our future service.

And you have a  
really important role  

to play in this.

We’ll also ask for  
your views on our  

plans to supply water  
and tackle droughts.

We are transforming  
into a leading community 

water company.

So, thank you  
for playing your part  

in this journey.

4
56

1

7 8

Water 

Futures
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thank you!
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Email us at: 
futureplans@southernwater.co.uk

Write to us at: 
The Regulatory Team
Southern House, Yeoman Road,
Worthing, BN13 3NX

Phone us on: 
0330 303 1267 
available 24 hours a day (Calls charged at local rate)

Visit our website at:  
southernwater.co.uk/haveyoursay

We’re always keen to hear your views on our services 
today and our vision for the future. Contact us.

Business 
Plan 
2020-25

3

2
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