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Welcome & Housekeeping

 Fire exits

 Toilets

 Timings 

 Introduction to Slido

 Join at Slido.com using code G399



Ian McAulay - CEO



Your water is at risk

 Where we live is changing

 The region’s population is rising: 

500,000 new homes by 2045

 Our climate is changing: drier 

summers and more winter flooding

 Our economy is growing: 

more tourism, more 

businesses and more 

exports

 More people.  More water stress



How we’re doing

 2.5m water customers / 

4.6m for wastewater

 532m litres of water daily, 

through 13,875km of mains

 Over 70% of our water is from 

underground sources
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 717m litres of wastewater daily, through 

39,600km of drains

 146 pollution incidents in 2017, and 

448 homes were flooded

 6,500 customer complaints each year 

(just above industry average)

 All 83 bathing waters meet European standards

We’re making progress – but we expect and are expected to do more



Government and regulatory expectations

Ofwat:

 Resilience, affordability, customer service and 

innovation

 Increasing customer participation

Defra:

 Securing long-term resilience, protecting customers

 25-year Environment Plan

 Long-term planning for wastewater

Regulatory framework:

 National and European standards and targets

 Environment, drinking water, biodiversity, habitats

 Defra bodies – EA, DWI, CCWater, Natural England
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Political landscape
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“Private water companies have 

contributed to the public good – but 

public concern about the way the 

water industry operates is growing”.
Michael Gove, Secretary of State, Defra

“The corporate behaviour of some 

water companies has diminished 

trust in the delivery of this most vital 

service.” 
Jonson Cox, Chair, Ofwat

“The next Labour government will call an 

end to the privatisation of our public sector, 

and call time on the water companies”
John McDonnell, Shadow Chancellor, Labour Party



What you’ve told us

 Participation of 700,000

stakeholders, customers, 

employees, communities, experts

 Through thousands of roadshows, 

surveys, phone calls, face to face 

interactions

 You said:

 A reliable, safe water supply / 

effective wastewater service is a given

 Give more support and advice 

to save water and reduce blockages

 Plan for the long term, consider 

the needs of future generations

 Work in partnership with customers 

and stakeholders

 Support customers in 

vulnerable circumstances

 Take a leadership role

“They should be 
fixing all leaks. It is 

such a waste of 
water.”

“If we don’t have 
clean water, 

everything falls 
apart. So clean 

water is a must.” 

“The increased 
population is 

something we’re 
going to have to 

really think 
about.”

“We need upkeep and 
investment into the 

water system.”

“A priority should be to 
re-educate people on 

the importance of water.”



Building a resilient water future for the South East
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Timeline of activities
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Mark Field – Head of Billing and Collections



Ofwat’s expectations and requirements
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Ofwat has provided guidance on what they expect to see in our 

business plan against affordability and vulnerability 

• Deliver overall affordability; affordability in the long term; affordability for those 

struggling to pay

• Provide evidence of customer engagement on proposals for affordability; 

effectiveness and efficiency of plans; accessibility of help and support for those 

struggling to pay

• Demonstrate that we will identify and support customers in vulnerable circumstances

• Provide evidence that we have a high-quality, targeted approach to engaging 

customers on vulnerability; improvement in accessibility and support; good use of third 

parties and customer data

• Evidence that we are moving toward best practice in debt management to reduce 

the cost to customers

• A bespoke performance commitment relating to gap sites and void properties to put 

a greater onus on tackling revenue under-recovery

Affordability

Vulnerability

Debt



Customer and stakeholder views

 Affordability is a high priority for customers and of significant 

interest for a range of stakeholder groups

 Customers and stakeholders feel we should support 

customers in vulnerable circumstances
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“Frankly, yours is not 

seen as the worst bill 

coming (compared to 

gas) but it needs to 

stay that way”

“There is a lack of 

information coming 

out to people, 

especially 

vulnerable people”

“I think that we do have 

to all share the burden, I 

think we do and that’s 

one of the things about 

this country that we do”



Understanding affordability and vulnerability
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Vulnerability and Affordability are related concepts, however we differentiate 

between the two



Understanding Vulnerability and Affordability
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We know…

382,000
of our customers are 

facing situations of 

long-term vulnerability

164,000
are facing situations of 

transient or short-term 

vulnerability

10%
have fallen behind 

with payments 

41%
are struggling to keep 

up with bills

Customers expect
clear and effective 

communications for 

people with disabilities

The South East has a higher than average 

proportion of customers over the age of 65

And double the national average ages over 85

82%
of customers and 

stakeholders believe 

we should support 

customers in need of 

extra assistance

We make sure our 

bills are affordable for 

all our customers

43%
of vulnerable customers, 

feel we met/exceed their 

expectations helping those 

who have real problems 

paying bills

We support our 

customers in vulnerable 

circumstances



Our Reach and Support approach
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We have developed an insight-based strategic approach to supporting 

customers in situations of vulnerability



New initiatives to deliver Reach and Support
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Easy disclosure 

of requirements

Identifying 

vulnerability 

triggers

Embed customer 

vulnerability data

Awareness 

raising 

mechanisms

Best Practice 

safety protocol

Accessible 

communication 

channels

Tackling financial 

vulnerability

Short-term need 

supoort

Signposting

Community 

engagement

Partner 

collaboration

Formalise 

partnerships

Data and 

analytics

Priority services 

centre of 

excellence

Tailored 

collections

Vulnerability-

focused staff 

training

Data Sharing Consistency in approach

Identification and 

Accessibility
Support and 

Services

Delivering with our 

expert partners

Evaluating our 

approach

Organisational 

processes

Our 2020-25 initiatives are categorised in groups identified below

Independent 

audit of 

performance

Horizon scanning

Customer 

engagement



Summary
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All our customers receive an affordable, accessible and inclusive 

service

We’ll achieve this by:

 Adopting a cross-regional and holistic 

approach

 Co-delivering with partner organisations

 Offering clear financial support



Table discussion
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Voting questions

 How do you feel about the following 

statement: Our approach to vulnerability 

meets the expectations of our customers and 

stakeholders

 1 = strongly disagree, 5 = neutral, 10 = strongly 

agree
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Mark Field – Head of Billing and Collections
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Ofwat, stakeholder and customer expectations
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“Great Customer Service that shows real innovation, 
reliability and responsiveness, matching the experience that 

customers get from the best companies in other sectors”

 Customers expect us to resolve their problems by providing good customer 
service but this is not a priority area for long-term investment

 Stakeholders expect issues to be resolved quickly and effectively if problems 
occur

“I wouldn't want to pay - I'd rather 

be 75 per cent, which is pretty 

good, as opposed to pay a much 

higher bill into customer services”

“As a councillor that’s a 

problem that is reflected 

back to me. Better 

customer service, or 

customer reaction, 

would be useful”

“Improve response for 

repeat issue/priority 

areas”



Where are we now?

23

Since 2015 we’ve used customer insight to continuously improve our service 

And these are the improvements we are seeing:

We have also engaged with customers and other retailers to co-deliver new services

New tools like rant&rave to 

provide targeted insight on 

customer pain points

Greater use 

of customer 

segmentation 

to start tailoring 

our services

Proactive and 

preventative engagement 

on the things that matter 

most, like water usage

New performance 

framework enables 

better customer 

expectation 

management

47% reduction
in written complaints in 

2016–17 and 20%

in 2017–18.

Our debt is reducing
Reduction of 40% in 2017–18 due to:

 customer segmentation driving 

collections strategy

 taking action against customers 

who can afford to pay but 

won’t

Most improved company in 

the sector on SIM (2015–18)

Home Move team
The experience for customers moving 

home has been transformed by:

 piloting before full-scale roll out

 using best practice from

outside the sector

Online services
We co-developed our online 

services portal with our customers

We have over 220,000 customers registered, 

and 25% of our transactions are digital



What do our customers want?
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We have a view of what our customers want and what their priorities are



Our customer service propositions
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By incorporating customer requirements, we’ve developed four retail 

propositions that support our vision for great customer service

A regional approach 

to vulnerability and a 

network of 

community support

organisations and 

charities to better 

understand 

customers’ needs.

We do more to 

deliver the

right experience, first 

time,

every time.

Seamless, multi-

channel experience 

with customer-

friendly technology 

that puts customers 

in control of

their services and 

usage.

Wider range of 

billing options, and 

choice of contact 

methods. 

Information, 

incentives, offers 

and discounts 

personalised to 

customers.



Table discussion
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Voting questions

 On a scale of 1 (not effective at all) to 10 

(highly effective), how effective do you think 

the following are:

 Reach and Support

 Make it Count

 Spring / Live Water 

 Solutions
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Gerard Harkin – Research and Development Manager 
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What we mean by innovation
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Innovation is about identifying and implementing 

something new that delivers value to customers, 

our stakeholders and our organisation. 

Addressing problems and creating new opportunities

“ “



What our customers want

“I think it’s quite serious 

because it’s killing all the fish 

and other animals could be 

affected as well and people“

“It’s really positive 

about the environment 

and the carbon 

footprint..”

“Water quality has 

got to be the first 

one (priority), hasn’t 

it, that’s our priority, 

“We need upkeep and 

investment into the water 

system” 

“We need to recycle every 

drop of water”

We heard from more than 700,000 stakeholders, customers, 

employees and experts

“To safeguard and 
enhance rivers, 
reservoirs and 
coasts for the 

future.” 



Ofwat’s expectations
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To succeed, we need to consider total innovation



Examples of where we are innovating
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Energy
Catchment

Optimisation

Predictive sensor 

networks
Water 

efficiency

Resource 

hubsWater reuse

Customer 

propositions

How we use 

data

Customer 

service

Digital tools 

for customers

Water quality 

monitoring

Reducing 

pollution

Smart 

sewers

Ways of 

working

Modelling



Innovation snapshot
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We don’t believe that all innovations need to be game-changing. 

Combining many small innovations can have a big impact on our 

business and customers
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 This pioneering project is 

trialling a smart network 

of sensors for faster 

water quality detection 

 The sensors can be 

programmed to sample 

11 parameters including 

pressure, temperature, 

turbidity and chlorine 

 Data and alerts are sent 

to a control centre

Smart sensor networks - real-time water 

monitoring 



Innovations in network modelling
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 We are applying Ricardo’s 
automotive modelling 
approach to develop a long-
term planning tool

 The tool will enable us to 
model, optimise efficiency 
and predict complex 
network interactions and 
performance
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 Providing customers with real-time 
digital information on water usage 
opens up exciting opportunities

 We will test a solution for 
monitoring water usage in one 
hundred homes

 It will give customers the tools they 
need to reduce consumption

Waterbit - Digital tools for 

home water usage



We created the Innovation Hub
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Reducing pollution
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Holistic catchment monitoring

Together with the EA, we will develop a catchment monitoring network. 

This will enable identification of hazards and subsequent mitigation of risk.



Converting local food waste to energy

https://vimeo.com/262368691

Together with BHESCo, a 

not-for-profit social enterprise 

focussing on community energy 

initiatives in Brighton & Hove, 

we are exploring the opportunity 

to convert local food waste in 

Brighton to biogas using one of 

our Peacehaven digesters. 

https://mail.swconnect.co.uk/owa/redir.aspx?REF=qR8NcaDvAbTlpP0MElrHcJbJ8172BY7IRto11IKazp92PXF3YJ3VCAFodHRwczovL3ZpbWVvLmNvbS8yNjIzNjg2OTE.
http://bhesco.co.uk/about/


Water reuse
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customer

technical

regs



Working with local universities

 Developing an innovative 

model with the University 

of Brighton to predict 

metaldehyde in water 

systems

 Collaborating with the 

University of Southampton 

on a microplastics 

programme
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Internal events
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Innovation Week: 500 attendees 

Newsletters

Encouraging 

staff 

collaboration

Drone 

testing



Focussing and amplifying innovation
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New ways of working

to deliver more for less

Co-creation
Prototyping / 

test & learn

Collaborating with 

other sectors

& start-ups

Sharing data
e.g. we are creating a data sharing 

platform for regulatory data.

Click here

Environments where 

new concepts can

be explored

https://www.youtube.com/watch?v=naSOIS4pVis&feature=youtu.be


Discussion questions

 What problems should we solve together in our next 

business plan?

 What should our priority areas be?

 How could we work together?
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None of us is smarter than all of us



Voting question

 What % of customers’ bills should we aim to 

spend on R&D?

 Less than 0.5% (current levels)

 0.5% to 1%

 1% to 2%

 2% to 3% (Government’s target is to spend 

2.4% of GDP on R&D by 2027)

 More than 3%

 How do you feel about the following 

statement: Our approach to innovation 

meets the expectations of our customers 

and regulators

 1 = strongly disagree, 5 = neutral, 10 = 

strongly agree
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Meyrick Gough – Water Strategy Manager



Ofwat’s expectations and political landscape

‘Resilience is the ability to cope with, and recover from, disruption and 

anticipate trends and variability, in order to maintain services for people 

and protect the natural environment now and in the future’

“I want to see businesses 

starting to invest now in order 

to meet the significant and 

complex challenges ahead.” 
Michael Gove 

“…a wider conversation is 

needed about the right type of 

water service for the future and 

what this means for regulatory 

and legislative frameworks.” 
Jonson Cox, Chair, Ofwat

“The 10 hottest years on record, 

…have occurred in the last two 

decades. The consequent risks for 

the UK, such as more extreme 

flooding and storms, 

are real and in some cases 

already apparent.” 
Lord Krebs, Chair of the Committee 

on Climate Change’s 

Adaptation Sub-Committee



Customers’ and stakeholders’ expectations

Customer and stakeholders want us to plan for the long-term and 

consider the needs of future generations.
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“Sustainable abstraction 

– its difficult to measure, 

but it’s important”

“We need to think about 

the bigger picture”

“Considering what is 

happening in our region with 

development… I think that will 

become a big issue”

“We need upkeep and 

investment into the 

water system”

“Working with developers and 

district councils is great but we 

need to think about infrastructure 

for the whole of the South East”

“More collaborative working has got to be the way 
forward – how can we best use resources to make 

decisions in the round.”

“The increased 

population ..is something 

we’re going to have to 

really think about”



What does resilience mean?
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Resilience in the round Four Rs

Operational

Financial Corporate

Resistance

Response 

& Recovery
Reliability

Redundancy



Challenges to resilience

 Water shortages

 Population and housing growth

 Flooding

 Economic shocks

 Extreme weather events

 Climate change

 Terrorism

 Cyber security

 Skills and labour markets

 Financing and corporate structure

 Power

 Access to materials and resources
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Why is it important?
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Customers & 

stakeholders

Our region Challenges

Supplying 

safe, clean, 
reliable drinking water 

should be our number 

one priority

Future services
should be as good as 

– if not better – than 

they are today, 

regardless of the 

challenges

The South East 
is the fastest growing 

region outside 

of London

Tourism contributes 

£12 billion 
to our economy 

every year

Is already a designated 
region of 

severe water 
stress

Population is expected 

to increase by 

25% by 2050

More than 

half a million
new homes are needed by 2045

Weather patterns will become 

more extreme

Predicted skills shortfall of 

220,000
over the next 10 years

Prepared for potential 

cyber attacks
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The South-East in 

global context 

Regional 

governance and 

local communities

Natural capital 

and ecosystem 

thinking

Ecosystem design to 

digital intelligence

Emerging, disruptive 

technologies

Changing cultural 

values and attitudes

Re-inventing 

Innovation

Other challenges and opportunities



Building a resilient water future for the South East
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What we’ve 

done
 Universal Metering

 Modelling different 

futures

 Peacehaven

 Drainage Area 

Plans, Drainage 

Strategy 

Frameworks and 

Groundwater 

Infiltration 

Reduction Plans

 Educating 

customers

What we’re 

doing
 Investing in cyber 

security

 Ecosystem 

management

 Seeking to 

influence policy

 Embracing 

innovation

 Working in 

partnership

What we’ll do
 Forge stronger 

partnerships

 Understand the 

needs of future 

customers

 Research the 

future of water in 

the South East

 Investigate the 

different types of 

skills we’ll need



Discussion questions

 Have we identified all the challenges to delivering resilient 

water and wastewater services?

 What’s the biggest challenge for resilience to your 

organisation? How could Southern Water work with you to 

reduce the risk?

 Does our proposed approach to resilience meet the 

expectations of our customers and regulators?
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Voting questions

 Which do you think are the three biggest challenges to 
resilience?

 Water shortages

 Population and housing growth

 Extreme weather events

 Flooding

 Economic shocks

 Climate change

 Terrorism

 Cyber security

 Skills and labour markets

 Financing and corporate structure

 Power

 Access to materials and resources

 How do you feel about the following statement: Our 
approach to resilience meets the expectations of our 
customers and regulators

 1 = strongly agree, 5 = neutral, 10 = strongly agree
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Chris Esslin-Peard – Head of Regulatory Policy & Strategy
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Shaping our commitments, rewards and penalties

 Our Business Plan for 2015- 20 included 26 

customer promises (our performance 

commitments)

 Ten of the promises have financial penalties or 

rewards attached (outcome delivery 

incentives)

 Examples include:

 25% reduction in sewer flooding

 Reduce the amount of water used by 15 
litres per person, per day

 Increasing the amount of bathing waters 
meeting excellent standard from 41 to 48

We want you to help shape our performance 

commitments and outcome delivery incentives 

for 2020-25
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Ofwat’s expectations for 2020-25

 Commitments should be stretching for all aspects of customer 

service

 Companies should propose innovative performance 

commitments that reflect customer preferences

 Performance commitments and ODIs should reflect value for 

money

 Proportion of revenue at risk should be greater than at PR14

“We will sharpen cost sharing incentives to 

reward the most efficient; inefficient 

companies will bear a greater share of 

underperformance. This will encourage 

companies to focus on delivery for 

customers and the environment.” 



What we’ve heard
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Customers & 

stakeholder views
Action we’ve 

taken

Want to see investment for future 

generations, reduced pollution 

incidents, renewable energy, bathing 

and river water quality, reduced 

leakage, sewer flooding and water 

efficiency

Customers willing to pay around 

£20 for service improvements
Incorporated insight 

into target setting 

discussions

Included in our revised 

list of performance 

commitments

Missing targets on river water quality, 

community engagement/education, 

surface water management, sustainable 

abstraction, support/advice for water 

efficiency.



Performance highlights 2016 – 17

Water supply

• Performance above industry average – water efficiency

• Freeze and thaw will impact water supply interruptions 
figures for 2017-18

Wastewater

• Reductions in flooding and blockages but more to do

• Increasing our use of renewable energy

Customer service

• Positive trajectory but recognise more to do

• Performance figures for 2017-18 likely to be impacted 
by cold weather earlier this year



Performance commitments 2020-25: Being brilliant 

at the basics

We supply clean, 

safe and 

sustainable water
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We provide a 

refreshingly easy 

customer experience

We make sure our 

bills are affordable 

for all our customers

We support our 

customers in 

vulnerable 

circumstances

The services we 

provide are effective 

and fit for the future

Water quality 

measures, 

supply 

interruptions, 

leakage, 

consumption 

per person, 

event 

risk index

Digital customer 

interactions, 

future 

customer 

experience 

measures

Customers able 

to pay bill 

following 

assistance

Support that 

meets 

individual 

needs

Resilient wastewater 

treatment works, 

sewer flooding, risk 

of flooding, 

drought resilience

Performance commitments:

Blue: industry-wide measure
Grey: bespoke measure 



Performance commitments 2020-25: long-term 

priorities 

Recycle every 

drop of water
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Keep rivers, lakes, 

reservoirs and coasts 

healthy and clean

Recognise the 

value of water in 

our daily lives

Innovate to 

create sustainable 

communities

Build a resilient 

economy for the 

South East

Treated effluent 

recycled, 

renewable 

energy

Pollution 

incidents, 

abstraction 

Incentive 

Mechanism, 

river water 

quality, bathing 

waters not 

achieving good

Customers 

using below 100 

litres per person 

per day, access 

to water usage 

devices

Surface water 

management, 

community 

engagement 

score, 

education 

centres built, 

school visits

Bathing waters at 

excellent, future 

developer 

experience 

measures

Performance commitments:

Blue: industry-wide measure
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Our level of ambition

Regulatory 

compliance targets 

100%Industry wide 

measures – upper 

quartile performance 

where possible 

Huge improvements in other 

areas but lack of customer 

support for investment to reach 

upper quartile performance
New bespoke performance 

commitments shaped by 

customer insight

Targets in 

development for 

some measures
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Reputational Performance Commitments                   
All performance commitments have rewards or penalties attached to 

them, except the following:

• Community 

engagement

• Financial assistance

• Water resilience

• Percentage CSOs 

monitored

• Risk of severe 

restrictions in a 

drought

• Risk of sewer flooding 

in a storm
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Questions

 Which of the proposed ODI performance commitments should 

have larger rewards and penalties attached to them when 

compared to others?

 Should any proposed ODI performance commitments not have 

financial rewards or penalties attached to them?

 Should any of the performance commitments without ODIs have 

financial rewards and penalties attached to them?
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