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 Southern Water Business Plan for 2015 to 2020 

Our promises

We will link a number of our promises (those which include a  symbol above) to a financial penalty. These penalties 
will apply if we miss the target by more than a specified amount. 

For some of these promises, we will receive a financial benefit if we beat the required target by more than a specified 
amount. Before we receive any benefits, we will need to show we have at least maintained our overall levels of service.

Responsive customer service

A constant supply of high-quality drinking water

No restrictions on water 
use, unless there are at least 
two dry winters in a row.

Aim for 100 per cent 
compliance with drinking 
water quality standards.

Reduce leakage by 2020. 

No increase in the number  
of households suffering 
from persistent low water 
pressure. 

No increase in the average 
time you are without water 
because of a burst water 
main, for example. 

For example, no hosepipe 
bans.    

At least maintain  
current performance of 
99.93 per cent.  

Target of 86 million litres a 
day in leakage by 2020. 

Currently less than 0.1 per 
cent of properties we supply 
(257 households).

Maintain performance of an 
average of nine minutes per 
customer per year. 

Increased customer under-
standing through better 
information and advice.

This equates to a reduction in 
leakage of almost two million 
litres a day by 2020. 

This will be measured through 
regular surveys.

Current record: Once every six 
years.

Help reduce the effect of 
hard water in homes and 
businesses.

Direct compensation paid 
where we let you down.  

Quick and effective 
resolution of your queries.

This will be linked to the 
service standards set out 
in our updated Customer 
Charter. 

90 per cent of your queries 
resolved first time by 2020.

Increase the number 
of customers who feel 
our service meets their 
individual needs and those 
of their community.

Be among the best by 
2020.

2013: First time resolution =  
average of around 80 per cent.

2012 to 2013: Ranked 19th out of  
21 companies.

Improved ranking in our 
regulator’s league table 
for customer satisfaction.

Improved service to you 
and your community.  

This will be measured through 
regular satisfaction surveys.

Removing wastewater effectively

No increase in the number 
of blockages in our sewer 
network.

Significant reduction in 
sewer flooding inside your 
homes and businesses  
by 2020.  

Currently 23,000 blockages 
a year across 39,600 
kilometres of sewers.

25 per cent reduction. Maintain performance at 
9,700 incidents a year.

Five per cent reduction.

Number of incidents brought 
down from 2,755 to 2,070.

Number of complaints brought 
down from 423 to 403. 

Reduction in complaints 
about smells from our waste-
water treatment works and 
pumping stations by 2020.

No increase in the number 
of incidents of sewer 
flooding affecting outside 
areas.

We have built our new Business Plan around our customers, their needs and expectations.

Through an 18-month programme of in-depth research, we have identified six priorities our customers want us to deliver. 
For each, we have developed a clear set of promises that detail what we will achieve for our customers. These are set  
out below.



It will cost £3.2 billion to deliver our plan.

To pay for this, average bills will rise by 0.6 per cent less than the rate of 
inflation from 2015 to 2020. 

Looking after the environment

Affordable bills

Better information and advice

No ‘serious pollution 
incidents’ affecting local 
rivers, streams and beaches 
caused by our operations  
by 2020.  

Aim for 100 per cent 
compliance by our 
wastewater treatment works 
with required standards.

There were 10 such 
incidents in 2012 .  
(six inland and four on the coast).

At least maintain  
performance at 98.6 per cent.

15 per cent increase –  
up from 41 to 48. 

Increase the number of  
beaches with ‘excellent’ 
bathing water quality  
by 2020. 

Maintain the proportion of 
renewable energy we use.

Reduce the amount of water 
we take from the environment, 
despite predicted population 
growth of four per cent.

Renewable energy 
currently makes up 15 per 
cent of energy we use. 

Reduction of 1.4 per cent.

Efficiency savings made 
during 2015 to 2020 to help 
keep bills as low as possible. 

£189 million in savings.

10 per cent reduction in  
average water use by 2020 
with better advice on 
saving water, energy & money.  

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

Current average water use per 
person, per day = 148 litres.

Increase the proportion of 
customers who take up the 
support we offer.

Customers in genuine 
financial hardship provided 
with improved support.

Increase the number of  
customers who feel our services 
provide value for money.

This will be measured through 
regular satisfaction surveys.

Customers provided with 
better information on how 
we are providing value for 
money.

10 per cent reduction in  
average water use by 2020 
with better advice on  saving 
water, energy & money. 

Improved advice on how 
to prevent blocked drains 
to help reduce blockages. 

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

Increase the number of 
customers who know how  
to help prevent blockages  
in drains and sewers. 

50 per cent reduction. Increase  the number of 
customers who understand 
how we use the money they 
pay us.

Customers provided with 
better information about 
what we do, why we do it 
and what it costs.

Reduction in bill queries 
by 2020.

Current average water use per 
person, per day = 148 litres.

This will be measured through 
regular surveys. 

2012 to 2013: Number of bill 
queries = 49,000.

This will be measured through 
regular surveys.
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