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Southern Water’s annual stakeholder workshops - 2016 

Actions being taken in response to the key findings 

We’ve spent a lot of time talking to our customers and stakeholders to find out what they think we should be doing now and in the future. We 
are looking ahead, 25 years and beyond so the decisions we make now are the right ones for the future. Our challenge as a business is to 
break this down into 5-year deliverables – funded through the price review process. 
 
A really important part of our ongoing engagement programme was our stakeholder workshops held in autumn 2016. Insight from the 

workshops was reflected in our Let’s Talk Water consultation published in the summer and will also feed into the development of our strategic 

vision for the next 25 years, Business Plan 2020-25, Drought Plan 2018–23, and Water Resources Management Plan 2020-2070. The 

workshops support a wider programme of customer and stakeholder engagement which includes stakeholder panels, online surveys, 

deliberative customer workshops and 1:1 interviews/meetings.  

Background 

We hosted four county-based workshops in Sussex, Kent, Isle of Wight and Hampshire in autumn 2016. Around 160 stakeholders attended the 

events, representing a broad cross-section of organisations from across the region. 

The workshops had three main areas of focus: 

1. Our Business Plan – performance in year one and future priorities  
 
2. Sewer flooding  
 
3. Water resources  
 
There were also optional surgery sessions after lunch, which focused on:  
 
1. Planning for future growth  
 
2. Bathing water quality  
 
3. Water resources (continuation of morning session)  
 

 

https://beta.southernwater.co.uk/lets-talk-water/
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Summary of actions 

We believe it’s important to demonstrate how we listened to what you told us during the workshops and communicate the action we have taken 

as a result. Our Let’s Talk Water consultation provided a high level summary of customer and stakeholder feedback, some of the action we are 

already taking under each area, and a range of opportunities to innovate. 

We have also produced a high level summary of a number of key themes from the workshops and the action we have taken since autumn 

2016.  

You said Our action 

Future priorities 

Stakeholders at the workshops agreed with 

the four broad themes suggested by 

customers to inform our long terms priorities, 

and identified a range of key areas which they 

felt were missing. 

 

We developed 7 new customer outcomes, building on customer and stakeholder feedback. 

We tested these in the Let’s Talk Water consultation in the summer. We also explored long 

term priorities in more depth with our stakeholder panels.  

The customer outcomes will be refined following analysis of feedback from customers and 

stakeholders. 

Performance reporting 

Stakeholders had mixed views on preferences 

for performance reporting. 

We are keeping our communication approach under review and will be launching a new-look 

website soon.  

Sewer flooding 
 

Stakeholders felt elderly, disabled or 
vulnerable customers should be given higher 
priority when making investment decisions to 
address the risks and impacts of sewer 
flooding. 

As part of our work to develop our next business plan we are reviewing the current approach 
to prioritising investment to reduce the risk and impact of sewer flooding. This work will 
consider the outputs from the stakeholder workshops, further insight gathered from 
customers and any relevant representative organisations.  
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Generally, stakeholders felt customers’ 
gardens and patios should be treated as a 
lower priority, when compared to internal 
flooding or amenities. 
 

Stakeholders provided a range of views on 

potential options to reduce the risk and impact 

of sewer flooding. 

We are developing cost-beneficial options to address sewer flooding problems in the region 

as part of the development of our Business Plan for 2020-25. We are considering customer 

and stakeholder views as part of this process. 

Stakeholders want us to work in partnership 
with others to help reduce the risk of flooding. 
 
A number of stakeholders also highlighted the 
responsibility of riparian owners (individuals or 
organisations who own land or property next 
to a stream, river or ditch) to maintain 
watercourses or drainage ditches to help 
reduce the risk of flooding. 
 

We are responsible for the managing the risk of flooding from the public sewer networks, 
and need to ensure our customers continue to have access to their wastewater services. 
We work closely with local authorities, the Environment Agency and other key stakeholders 
to help alleviate the impact of flooding on local communities.  
 
As part of the business planning process we are speaking to key flood risk organisations 
across the region to identify where we have shared objectives and where we might be able 
to work more closely together.  
 
In Let’s Talk Water, we identified some opportunities to innovate in this area. These include 

seeking more opportunities to work with partners to help keep rainwater and groundwater 

out of our sewers. 

Some stakeholders were supportive of more 

take-up of sustainable drainage systems 

(SuDS), but others expressed concerns about 

ongoing maintenance and liability. 

In our response to the Housing White Paper, submitted in May 2017, we supported the 
removal of the automatic right to connect surface water drainage to public sewer networks in 
favour of sustainable alternatives.  
 
In our response to the Environment, Food and Rural Affairs Committee’s inquiry into the 

2010 Flood and Water Management Act, we also supported the removal of the automatic 

right to connect, and shared our concerns about ongoing liability and maintenance of SuDS. 

We said it would be “beneficial if there was more time for consideration of SuDS during the 

planning process”. We submitted our response in February 2017, and it can be found on the 

Committee’s website here. 

https://www.southernwater.co.uk/media/default/PDFs/Fixing-our-broken-housing-market-Southern-Waters-response.pdf
http://data.parliament.uk/writtenevidence/committeeevidence.svc/evidencedocument/environment-food-and-rural-affairs-committee/postlegislative-scrutiny-flood-and-water-management-act-2010/written/47898.pdf
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Stakeholders are keen to see more strategic, 

long-term planning to support wastewater 

resilience. 

 

We are developing Drainage Area Plans and Drainage Strategy Frameworks to build 25-
year pictures of the drainage needs of catchments.  

We plan to carry out detailed discussions with organisations with drainage responsibilities to 
help develop joint implementation plans for each area. Stakeholder support provided during 
the workshops and in subsequent discussions will help to drive this work forward.  

Details of public consultation periods and other opportunities to share feedback will be 
regularly updated on our website: https://www.southernwater.co.uk/drainage-strategies 

We are also working with others across the industry to develop a long-term planning 
framework for drainage and wastewater. 

Water resources 

Stakeholders supported long-term planning to 
build greater resilience. 
 
 

Stakeholder support for long term planning provided additional evidence for the need to plan 

over the long-term, e.g. 50 years +. We are now testing customers’ appetite for a longer-

term approach.  

By using multi-criteria analysis, we can ensure customers’ preferences are accurately 

represented in our water resource management plans in a systematic and objective way. 

This innovative method ensures we build greater resilience and have the support of our 

customers.  

Around 60% of stakeholders supported us 
planning for a level of resilience which caters 
for customers’ views, the economy and the 
environment. 

Stakeholder support strengthened our case to use a method called Real Options Appraisal 
as we develop our next Water Resources Management Plan. This method allows us to take 
account of future uncertainties such as climate change and population growth. This means 
we can increase the resilience of services in the short-term and ensure we can adapt to 
future pressures.  
 

Water re-use was the most popular water 
supply option across the workshops, followed 
by transfers from other companies.  
 

Following feedback from stakeholders we tested a range of water supply options with our 

customers during spring/summer 2017. Customers also favoured water re-use over other 

capital options such as desalination.  

https://www.southernwater.co.uk/drainage-strategies
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Our current Water Resources Management Plan (WRMP) already includes two water reuse 

schemes – one each in Kent and Sussex – which will provide an additional 40ml/d across 

the two catchments. We envisage more water re-use options will feature in the draft WRMP 

for 2020-2070. 

Encouraging, supporting and educating 
customers about how to be more water 
efficient was very popular with stakeholders.  
 

As well as seeking views on opportunities to innovate through our Let’s Talk Water 

consultation, we have been exploring water efficiency options for the next business plan in 

more detail through our customer research programme. Stakeholder support in this area has 

also made an even stronger case for our planned water efficiency programme with WWF in 

Hampshire and we are considering how we might scale up other initiatives such as working 

more closely with developers and providing community incentives.  

We are ensuring customers’ support for water efficiency programmes feeds into the 

development of our next WRMP and Business Plan.  

Stakeholders expect us to reduce leaks, but 
many noted that leakage reduction should be 
cost beneficial and given our industry leading 
position there may be little scope for further 
improvement. 
 

We are exploring this issue in more depth with customers as initial feedback indicated they 

felt we should reduce leaks even if it means undertaking activity which is not cost beneficial.  

 

Stakeholders were supportive of exploring the 
development of tariffs to encourage and 
incentivise water efficiency, but were less 
keen on tariffs which penalised customers 
who use a lot of water. 

As well as seeking views on opportunities to innovate through our Let’s Talk Water 

consultation, we have been exploring tariffs in more detail through our customer research 

programme.  

So far, our customer research is showing support for introducing reward tariffs, but 

opposition to penalty and seasonal tariffs.  

Many stakeholders indicated that we should 
take more of a lead to preserve and improve 
natural assets in the region. 
 

Our relationship with the environment is a vital element of our business. Ensuring we act in 

a responsible, sustainable way is an essential part of how we work.  

We have been exploring how we could play a greater role in enhancing the environment 

with our stakeholder panels. Ideas and input from the panels has helped shape a number of 

initiatives including our lowland catchment workshop, held in July, and our work with the 
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Green Alliance, National Trust, Crown Estate, Wessex Water and United Utilities looking at 

new methods of paying for environmental improvements. 

We are considering the Blueprint for Water’s priorities for PR19 

(www.blueprintforwater.org.uk/blueprintforpr19/) and how we can ensure our future targets 

are sufficiently challenging. 

We have also explored this area in more depth with customers. Our willingness to pay 

research will help establish what level of service customers support.  

Stakeholders provided strong support for 
catchment wide activity 
 

Stakeholder interest in our Integrated Water Cycle Management (IWCM) work has 

highlighted the potential for us to aspire to be a thought leader in this area. We have been 

testing our IWCM approach with the stakeholder panels and recently ran a successful 

lowland catchment workshop help share best practice. Our Let’s Talk Water consultation 

also identified this area as an opportunity to innovate.  

Planning for future growth 
 

Stakeholders have told us it is important we 
invest in infrastructure which will support 
future generations – and ensure they don’t 
bear the full cost burden.  
 

Our customer willingness to pay research will explore water and wastewater resilience in the 
context of investing for future generations.  
 
We are pro-actively engaging with the National Infrastructure Commission – an arms-length 
advisory body set up by Government. The Commission will produce National Infrastructure 
Assessments every parliament. We have also encouraged government to extend the 
horizon of the National Infrastructure Commission from 25 years to 50 years and are 
continuing to work with the Commission to inform its recommendations to government. 
 
We also responded to the consultations on the Housing White Paper and Industrial Strategy 

consultation. In both responses, we stressed the need for new ways of working, greater 

collaboration between different sectors and the recognition of the interdependencies 

between water and other critical infrastructure.  

Stakeholders want us to improve our visibility 
in the planning process. 
 

We recognise the strength of feeling in this area and have been pro-actively working with 

planning authorities across our region on a range of local challenges. For example, we have 

been working closely with Hampshire CC and Kent CC on an impact assessment of growth 

https://www.southernwater.co.uk/media/default/PDFs/Fixing-our-broken-housing-market-Southern-Waters-response.pdf
https://www.southernwater.co.uk/media/default/PDFs/Building-our-industrial-strategy-Southern-Waters-response.pdf
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and have been working with Chichester DC to ensure new development in the area does not 

have a negative impact on the environment. We are also looking at how we can work closer 

with planning authorities to agree best-practice approaches. 

However, more innovative and collaborative ways of working are required. To help us head 

in the right direction we have made some structural changes within the company and 

created a number of new roles.  

In our response to the Housing White Paper, we asked Government to ensure the outcomes 
of the consultation align with the work of the National Infrastructure Commission, the 
Industrial Strategy and Defra’s Strategic Policy Statement to Ofwat. We explained the 
benefits we feel collaboration brings, using the example of our work with the Ebbsfleet 
Development Corporation.  
 

Stakeholders want us to work more closely 
with planners and developers to support 
sustainable growth. 
 

We are working closely with developers, particularly the Ebbsfleet Development 
Corporation, to develop holistic plans to allow us to put the right infrastructure, in the right 
place, at the right time. We are exploring how this approach could be expanded across the 
region. We are also developing a demonstration concept of what future new development 
could look like to test with stakeholders and customers.  
 
We are looking at ways to improve how we work with developers building in our region – 
particularly as we develop our proposals for the changes to the charging regime for new 
connections. This comes into effect from April 2018. 
 
We are also working with the Westminster Sustainable Business Forum on a report looking 
at the future of water and housing. Through this work, we will be collaborating with other 
water companies, house builders, NGOs and academics to make policy recommendations 
for the sustainable use of water in new homes.  

Bathing water 

Stakeholders supported continued investment 
to improve bathing water quality. 
 

Our customer research programme will explore this in more depth, to ensure we accurately 
capture customers’ preferences. 

Working in partnership 

Stakeholders have told us working in 
partnership to achieve our objectives is very 

We already have a number of collaborative approaches and projects underway which cover 
a range of activities across the business. We are actively considering other opportunities for 

https://www.southernwater.co.uk/media/default/PDFs/Fixing-our-broken-housing-market-Southern-Waters-response.pdf
https://www.southernwater.co.uk/media/default/PDFs/Building-our-industrial-strategy-Southern-Waters-response.pdf
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important as this can help us identify new 
ways of working and opportunities to add 
value. 
 

collaboration and partnering through our stakeholder panels and business-as-usual 
activities. We hope to explore some of these in more detail at our annual stakeholder 
workshops in autumn 2017.  
 

Across a range of topic areas, stakeholders 
felt we could do more to lobby and influence 
government.  
 

We play an active role in influencing national level water industry and government policies. 
We are using feedback from the workshops together with insight from our panels and 
business-as-usual engagement activities to help identify where to focus our effort. 
 
In our Summer 2017 newsletter, we gave an overview of how we respond to consultations 
and some of the key asks we’ve put to Government in our responses.  
 

 

Next steps 

We will continue to explore key priorities for the future in more detail with customers and stakeholders and will use this insight to shape and 

inform our 25 year strategy, up to 2045 and beyond. We plan to publish this in autumn 2017.  

We will use our annual stakeholder workshops in the autumn to provide feedback on progress and test our level of ambition for the future, 

alongside exploring options for our next Business Plan and WRMP.  

Following that, we plan to publish our draft Business Plan, WRMP and Drought Plan for consultation in early 2018. 

We regularly update stakeholders about what we’re doing, how we’re performing and other key aspects of our business through our 

stakeholder newsletter. If you don’t receive the newsletter but would like to, please click here. 

 

mailto:charles.palmer@southernwater.co.uk?subject=Sign%20up%20for%20our%20Stakeholder%20newsletter&body=Name%3A%20%0A%0AOrganisation%3A%20%0A%0ARole%3A%20%0A%0AEmail%3A%20%0A

