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OUR new Chief Executive 
Officer, Ian McAulay, took over 
the reins of the business at the 
start of the year.

He replaces Matthew Wright 
who stepped down at the end of 
December after six years with  
the company.

Ian is the former Chief 
Executive of Viridor, Managing 
Director of Capital Programmes 
at United Utilities and has 
extensive experience in the UK 
regulated utility, construction and 
environmental services sector.

We grabbed a few minutes of 
his time to ask him the following:

What do think are Southern 
Water’s biggest challenges?

There are some obvious 
challenges in some areas of 
business performance that are 
well-documented, particularly 
around customer service. We 
need to improve these quickly 
and efficiently. 

PR19 is also upon us and it 
is clear that it is a time of great 
change in the sector, probably 
the biggest since privatisation. 

Our strategy and Business 
Plan need to address this. We 
need to be innovative in our 
responses, show that we respond 
positively to change and deliver 
excellent service. If we do that we 
will be recognised as a company 
that ensures the needs of our 
customers, stakeholders and 
shareholders are well-served.

What are you most looking 
forward to about your new role?

I’ve worked in the water 
industry around the globe for 
more than 30 years. I love the 
sector and the people who work 
in it. So for me, working with 
those people is what I’m looking 
forward to most.

What are your priorities for your 
first year in post?

I want to make sure that 
we deliver on our promises – 
things like ensuring we meet 
the outputs of our regulatory 
programme and that our capital 
programme picks up pace.

I also want us to continue to 
move the PR19 process forward 
effectively so we are in a  
position to deliver an  
excellent submission.

To succeed we need to 
engage all of our employees 
in the business and ensure we 
make people aware of the things 
we are doing well, so we can do 
more of them.

What is your experience of 
stakeholder engagement 
and the benefits it brings to 
businesses?

Having worked all around 
the world, I’ve got a range of 
experiences from different 
cultures and the various ways 
stakeholders interact with 
businesses.

On the UK regulatory side, I’ve 
seen stakeholder engagement 
done well and done badly.  
Where it’s done well, it brings 
huge benefits to businesses.

Proper engagement helps 
you understand what your 
stakeholders want and, although 
you may not always be able to 
give it to them, it means you 
can devise meaningful and 
constructive outcomes with them 
that bring benefits to all parties.

How do you think the company 
could be more innovative?

In a word – technology. 
The cost and capabilities of 
technology have changed 
radically over the past five years 
and will play an increasingly 
important role.

To start with I think getting into 
the regular habit of thinking more 
widely about how we do things. 
That’s a lot more difficult to do 
than it sounds! I use a standard 
set of questions (my 7Ws) to help 
me and I’d encourage people to 
try this. Basically for any situation 
where innovation could apply  
I ask:
1. What do we know?
2. What do our  
 competitors know?
3. What do our customers and 
 regulators know?
4. What do we NOT know?

When you have that  
knowledge ask:
5. Where have we been as a  
 company?
6. Where are we at?
7. Where can we go?

Answering the last question 
is a lot easier if you’ve done the 

previous six and it’s amazing how 
much innovation comes from that 
simple process.

We can also use different 
ways of communicating with 
our customers such as digital 
and social media, which we are 
already starting to do.

But I think innovation is about 
doing things better as well as 
doing things differently – so 
having a culture that continually 
strives to improve and develop is 
important too.

Where do you see the water 
industry in 25 years’ time?

25 years is a very long time in 
terms of technological advances.

If I take myself back 25 years 
and look at the water sector, 
mobile phone, computer and 
operational technology has 
changed dramatically and will do 
so again, so the industry will look 
significantly different.

We will probably have almost  
 

instantaneous data management 
and therefore be capable of 
instantaneous billing.

We will see a more connected 
UK water industry, by which I 
mean it will be more consolidated 
and become more global.

Water globally is becoming 
increasingly scarce and new 
ways of supplying, controlling 
and using it will be found while 
existing technologies such as 
desalination will be seen as a 
thing of the past.

Stakeholder
Update

Five minutes with new CEO Ian McAulay

“I think innovation 
is about doing things 
better as well as doing 
things differently – so 
having a culture that 
continually strives to 
improve and develop  
is important”

Ian McAulay
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2017–18 bills increase by only 1%
OUR average annual domestic 
water and wastewater bill for 
2017–18 is expected to be £418 
– that’s an increase of 1%, or £6, 
compared to 2016–17.

This means that, typically, our 
bills are going up by less than 
the cost of everyday goods and 
services, including food and 
housing, as measured by the 
Retail Price Index.

The money we receive via bills 
is supporting the delivery of our 
£3 billion 2015–20 Business Plan, 
which is set to provide customers 
with the service improvements 
they have told us they want.

We know many households 
have had to tighten their belts 
financially over the last few years. 
We are supporting our customers 
by keeping bills down as much  
as possible.

Our 2017–18 average 
combined household bill works 
out at a daily cost of around £1.14.

Importantly, we offer a wide 
range of support to customers 
in genuine financial difficulty, 
including tailored advice and 
practical help on saving water, 
energy and money. We also offer 
a variety of tariffs.

For example, our Essentials 

tariff provides a discount of at 
least 20% on future bills for 
customers who qualify. 

Our bills cover the day-to-
day running costs of supplying 
customers with high-quality 
drinking water and taking away 
and treating their wastewater.

In addition, the money we 
receive is enabling a £1.8 billion 
improvement programme to 
2020, supporting an estimated 
6,000 jobs across the South East 
of England. Across our region, we 
are set to make an investment 
of more than £268 million during 
2017–18 alone.

Benefits of bat phones are coming home to roost!
OUR ecologists are using new 
technology to help protect bats 
– something we believe is a first 
for the UK water industry.

Bats are a protected species, 
so water companies must take 
account of any bat roosts when 
embarking on new projects  
or investments.

Until recently, traditional bat 
detection technology has been 
used to capture bat calls which 
are inaudible to the human ear.

However, the success of this 

method rests on the surveyor’s 
assessment of the call. 

As an alternative, ecologists 
in our Engineering and Technical 
Solutions team have been 
pioneering the use portable 
smartphone and tablet-device bat 
detectors.

The technology allows users 
to record and analyse bat calls 
in real-time – identifying species 
based on the calls recorded, as 
well as a GPS location.

The team has also been 

recording bats in Hampshire with 
infrared cameras to detect them 
emerging from suspected  
tree roosts.

This equipment helps provide 
photographic evidence of 
active bat roosts where they are 
detected and provides increased 
accuracy of location.

These cutting-edge, emerging 
technologies are yet to be used 
widely, meaning we’re leading 
the way in protecting vulnerable 
species where we are working.

AS YOU may well have 
noticed, it has been drier 
than average so far this 
winter.

December saw only 24% 
of long-term average rainfall, 
making it the driest on 
record for some areas in the 
South East.

As you would expect, 
we continue to monitor our 
water sources closely, with 
clear plans in place to ensure 
we are fully prepared, should 
the relatively 
dry weather 
continue.

You can 
find out more 
by reading 
our current 
25-year Water 
Resources 
Management 
Plan or 
by visiting 
our water 
resources web pages.

Promoting water 
efficiency and supporting 
customers to save water, 
energy and money continues 
to be a key focus for us, 
especially during a dry 
winter, such as we are 
experiencing now.

Our dedicated five-year 
water efficiency programme 
to 2020 has already made 
strong progress. For 
example, our water efficiency 
partnership with Brighton 
and Hove City Council and 
the Consumer Council for 
Water is expanding to offer 
tailored water efficiency 
advice and support to even 
more residents.

Water  
resources  
and continued 
focus on  
efficiency
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Water  Resources 
& Drought Strategy 
Summary of our plans

EA endorses Beauty of the Beach campaign
OUR Beauty of the Beach 
campaign has been given a huge 
boost – an endorsement from 
the Environment Agency (EA).

We were approached by EA 
South East which was keen to 
work together on the campaign 
and promote our joint working on 
bathing water quality.

Currently a pilot project for 
the South East, it is intended to 
form a blueprint for a national 
campaign to help enhance the 
nation’s coastline.

Paul Kent, our environment 
and wastewater strategy 
manager, said: “Various things 
can affect bathing water quality 
and are the responsibility of 
different organisations, so 
significant improvements require 
multi-agency collaboration.

“Beauty of the Beach 
encourages our customers to 
play their part but we are also 
partnering with local authorities 
in our innovative Bathing Water 
Enhancement Programme.

“Joining forces with the EA 
on Beauty of the Beach will help 
us reach a larger audience and 
demonstrate the benefits of 
working together.”

Since launching at the start of 
last year’s bathing water season, 
Beauty of the Beach has reached 
almost three million people via  
social media.

To find out more about the 
campaign and to view the short 
film we’ve produced, visit
southernwater.co.uk/
beautyofthebeach

https://www.southernwater.co.uk/water-resources-plan
https://www.southernwater.co.uk/water-resources-plan
https://www.southernwater.co.uk/water-resources-plan
https://www.southernwater.co.uk/water-resources-plan
https://www.southernwater.co.uk/water-resources
https://www.southernwater.co.uk/water-resources
https://www.southernwater.co.uk/water-resources
https://www.southernwater.co.uk/water-resources
http://southernwater.co.uk/beautyofthebeach
http://southernwater.co.uk/beautyofthebeach
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Keeping you informed 
on our performance
WE RECENTLY published our 
interim report, which sets out 
how we are performing at the 
halfway point of the 2016–17 
financial year.

Our focus over the past 
six months has been to make 
further improvements across 
our business, while maintaining 
stability in areas where we have 
shown strong progress.

We have also been working 
extremely hard to address aspects 
of performance where we fell 
short of our targets, for example 
with our customer service.

In addition, we are taking 

part in the water industry’s new 
‘Discover Water’ initiative, with 
a dedicated national website 
launched in late 2016.

The site is the first of its kind 
in Europe and allows customers 
across England and Wales to  
see how their water company  
is performing in comparison  
with others.

We are committed to being 
open and honest with our 
customers and stakeholders and 
keeping everyone informed about 
our delivery of the promises we 
made under our 2015–20  
Business Plan.

Counting down to 
competition 
AS MENTIONED in the last 
edition of this newsletter, the 
water industry in England is 
preparing for the introduction 
of retail competition this spring.

This will enable all non-
household customers, including 
businesses such as factories 
and shops, churches, charities 
and public sector organisations 
like schools and NHS hospitals, 
to switch retailers.

From April 2017, these 
customers will be able to 
choose which company 
provides their water and 
sewerage retail services – 
things like customer service 
and meter reading. Local water 
and wastewater companies,  
like Southern Water, will 
continue to look after the  
pipes and infrastructure for all  
their customers.

More than 100,000 of our 
non-household customers will  
be affected.

In the vast majority of cases 
they will not need to take 
any action, unless they are 
contacted directly.

We will continue to serve 
non-household customers until 
April when Business Stream – a 
specialist retailer which has 
been at the forefront of the 
competitive market in Scotland 
for eight years – will take over 

these 
accounts. 

Mark Field, our Head of 
Billing and Collections, said: 
“The purpose of market 
reform in the water sector is to 
stimulate innovation and deliver 
a choice to non-household 
customers around who 
provides their retail services.

“Our market reform 
readiness programme is well 
under way to deliver the 
business changes needed to 
meet the challenge of a new 
market and continue to deliver 
our customer promises.”

Jo Dow, Chief Executive 
of Business Stream, said: “We 
are looking forward to offering 
Southern Water’s customers the 
levels of service, innovation and 
competitive rates that our other 
customers have benefited from 
over many years.” 

For more details, or to 
request more information, 
please visit southernwater.
co.uk/countdown.

We are working together 
with Business Stream to 
provide briefing sessions 
on the introduction of retail 
competition via local chambers 
of commerce and other 
representative bodies. 

Getting integrated – meet our new  
Catchment Strategy Manager
AFTER two decades with the 
Environment Agency, Kate 
Rice has recently taken up her 
new role as Southern Water’s 
Catchment Strategy Manager.

Kate is leading our work 
around Integrated Water Cycle 
Management (IWCM).

The water industry faces 
a range of long-term issues, 
such as population growth, 
more extreme weather events, 
including increased drought and 
flood risk, plus more stringent 
environmental standards. 

To successfully meet these 
challenges, we need to develop a 
more integrated approach to how 
we manage water.

Kate said: “We’re looking at 
how we can work across the 
whole water cycle, rather than 
focusing on individual solutions 
that only address specific issues 
in certain locations.

“Catchment management 
– how we work with farmers 
and landowners to achieve 
improvements in water quality 
through changes in land 
management, forms a key part of 
this approach.”

We are piloting our approach 
to IWCM in two areas – the 
Medway catchment in Kent and 
the Arun and Western Streams 
catchment, which takes in large 
areas of West Sussex and parts 
of East Hampshire.

Kate said: “These trials will 
enable us to start exploring what 
the benefits of IWCM could be for 
the environment, our customers, 
other stakeholders and ourselves 
as a company.

“Of course, we will keep 
all our stakeholders updated 
regularly on the progress we  
are making.”

As well as her focus on IWCM, 

Kate is working with colleagues 
representing Southern Water on 
catchment partnerships across 
the South East of England.

This is helping make sure we 
continue to play an active role 
in these groups, which are key 
to supporting our joint work with 
other bodies, contributing to the 
overall delivery of the customer 
and environmental commitments 
we have made.

Customer web portal goes live
OUR new online services mean 
customers can quickly and easily 
manage their accounts at a time 
convenient to them.

This secure service can be 
used with credit and debit cards 
and is available 24 hours a day.

By logging in via our website, 
customers can:

• pay their bills
• change their account 

details
• view their bills, payments 

and account balance
• set up a Direct Debit
• submit a meter reading
• see how much water 

they’ve used.

Customers who sign up before 
April 1 will also be in with the 
chance of winning a year’s free 
water. Click here to find out more.

Kate Rice

We are proud to work alongside catchment partnerships  

across our region, such as in the New Forest in Hampshire.

To view the New Forest Catchment Partnership’s latest  

newsletter, click here.

If you would like your catchment partnership to feature in this 

newsletter, let us know.

https://www.southernwater.co.uk/savewater
http://www.discoverwater.co.uk/
http://www.southernwater.co.uk/countdown
http://www.southernwater.co.uk/countdown
http://www.southernwater.co.uk/integrated-water-cycle-management
http://www.southernwater.co.uk/integrated-water-cycle-management
https://www.southernwater.co.uk/your-account-is-here
http://www.newforestnpa.gov.uk/downloads/file/1498/new_forest_catchment_partnership_newsletter_january_2016
https://www.southernwater.co.uk/stakeholders


WE HAVE been trialling new 
technology to help manage 
sewer flooding.

Electro Scan is a new 
technology which allows sewers 
to be examined, even when they 
are completely full of water.

It is being piloted as part of our 
multi-million pound programme 
to protect our sewers from 
groundwater forcing its way  
in during periods of  
prolonged rainfall.

In around 60 towns and 
villages across our region, high 
groundwater levels, together with 
surface water run-off, can lead to 
water inundating our network.

This can cause the sewers to 
flood and leave customers unable 
to use their bathroom, toilet and 
kitchen facilities as normal.

Having already invested  
£12 million to tackle this problem 
in affected locations, we are now 
spending a further £10 million by 
2020 on additional sewer survey 
and sealing work.

Steve Jones, Senior Project 
Manager, said: “Traditionally, 
there has been a short, limited 
window for us to survey a sewer 
using CCTV cameras – when 
groundwater levels are just above 
the pipe and falling.

“If levels fall quickly and we 
miss this window, we have to 
wait until the groundwater comes 
up again to do a survey, as we 
cannot detect leaks in a fully 
surcharged sewer – until now.”

The new Electro Scan  
system involves putting a small 
torpedo-shaped probe into a 
surcharged pipe.

The probe emits an electrical 
current and indicates potential 
infiltration points, giving a clear 
picture of how water-tight the 
pipe is.

The early results from the trials 
in Hambledon in Hampshire  
are encouraging

Further field tests are planned 
for Winchelsea Beach in  
East Sussex.
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Thanks for your feedback
THANK you to all those who took 
the time to give us feedback 
about this newsletter. 

We will use your thoughts 
to help review how we share 
information with our stakeholders. 

Feedback so far shows people 
think the newsletter is a useful 
source of information about what 
we do, but areas for improvement 
were helpfully highlighted too.

Most people think the length 
of the newsletter is about right, 
there is a good balance between 
region-wide and local stories and 
that quarterly is a regular  
enough update. 

Most stakeholders said  
they want to see more in-depth 
articles on some of the key issues 
facing the industry such as  

water resources and resilience  
– this edition looks in detail  
at how these issues were 
discussed at our recent 
stakeholder workshops.

Meanwhile others said they 
wanted to see more opportunities 
for feedback as well as an update 
about how we are performing 
against our targets – the article on 
the new Discover Water website 
on page three gives an insight 
into our progress compared with 
other companies.

The survey will be open for 
another six weeks, after which  
we will summarise your  
feedback, and explain the 
changes we will make, later in  
the year.

Click here to take part.

WE ARE harnessing even 
more poo-power to generate 
electricity at five of our 
treatment works. 

New combined heat and 
power (CHP) engines are being 
installed at sites in Gravesend in 
Kent, Goddards Green in Sussex 
and at Millbrook, Fullerton and 
Budds Farm in Hampshire.

CHP takes biogas, primarily 
methane, created during the 
wastewater treatment process 
and uses it as a fuel to  
create electricity.

We currently generate 17 per 
cent of our electricity from 16 
CHP sites putting us among the 
best in the industry.

This investment at five key 
sites means we’ll be able to 
produce even more.

Martin Ross, our Energy 
Manager, said: “The capturing of 
biogas is a double win because 

not only do we collect free  
fuel but we also prevent the 
release of methane which has  
a global-warming potential  
25 times more potent than 
carbon dioxide.

“Last year, we generated  
77 gigawatt hours of power 
through CHP – equivalent to 
powering more than 20,000 
homes for a year and saving the 
equivalent of 40,000 tonnes of 
carbon dioxide.”

All five sites will have 
replacement engines fitted and 
two sites – Budds Farm and 
Millbrook – will have additional 
engines to create even more 
electricity to account for  
future growth.

After the engine upgrades 
Budds Farm will generate  
95 per cent of its power  
demand and Millbrook will be 
completely self-sufficient.

Harnessing the power of 
poo to generate electricity

Going hi-tech to help 
manage sewer flooding   

WE HAVE published Infiltration Reduction Plans which set  

out the actions we are taking to manage groundwater  

infiltration of sewers.

The latest additions are plans for Hambledon and Goodworth 

Clatford in Hampshire and Lancing and the Lavant Valley in 

West Sussex. 

They can be found on our website, or by clicking here.

Martin Ross

https://www.surveymonkey.co.uk/r/swstakeholdernewsletter
https://www.southernwater.co.uk/infiltration-reduction-plan
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Let’s talk about water
THE next stage of engaging with 
our customers and stakeholders 
on the future of the services we 
deliver is now under way.

Have Your Say is a new 
feature on our website where 
customers and stakeholders 
can tell us what they think about 
different elements of what we do, 
from our role in protecting the 
environment, to affordability, our 
customer service and much more. 

This feedback will provide 
valuable understanding of what 
matters most to people and 
organisations who use, or are 
impacted by, our services.

It will help shape our long-term 
strategy and next Business Plan 
which will be reviewed as part of 
Ofwat’s Periodic Review process.

 

The next Review, in 2019, is 
known in the industry as PR19 
and will set customers’ bills for 
2020–25.

What have we done so far?
We’ve already started using 

innovative methods such as 
smartphone apps to understand 
customers’ views.

We’ve also started speaking to 
stakeholders across our region in 
a series of panels and workshops.

This work has identified a 
number of long-term priorities: 

• A constant supply of high-  
 quality water services (drinking  
 and wastewater)

• Reducing water wastage

• Investing in water and   
  
 

 sewerage infrastructure for  
 future generations

• Protecting nature and the   
 environment

• Providing great service

• Affordable and fair bills

The new Have Your Say  
online feature will develop  
this understanding further  
and will evolve as the PR19 
process progresses. 

What’s next?
Alongside the PR19 Business 

Plan, we are also working on our 
Drought Plan for 2018–23 and our 
Water Resources Management 
Plan for 2020–70.

These will set out what we’ll do 
to secure water resources and  
 
 

deal with future droughts.
Over the next few months we’ll 

speak to more customers and 
stakeholders so these plans can 
take shape. 

How to have your say
There are a number of key 

opportunities this spring and 
summer for you to have your say 
on our strategic approach.

A public consultation on our 
Drought Plan will also be held  
this summer.

If you would like any further 
information please contact 
futureplans@southernwater.
co.uk.

Please also visit our website 
and take a look at the Have Your 
Say feature and tell us what  
you think.

Call for long-term, integrated 
view of water resources
OUR Water Strategy Manager, 
Meyrick Gough, spoke at 
a Westminster Sustainable 
Business Forum seminar 
recently. 

The session, which focused 
on the importance of taking 
an integrated approach to 
infrastructure management, was 
chaired by the Earl of Selborne.

Meyrick was joined on the 
panel by CEO of Albion Water,  
Dr Jerry Bryan, and Dr  
Ana Mijic from Imperial  
College London.

The discussion was framed 
by two recent reports – the 
Environment, Food and Rural 
Affairs Committee’s report into 
future flood prevention and 
the long-term water resources 
planning framework, published  
by the water industry in 
September 2016.

Meyrick stressed the need  
to take a long-term view of  
water resources and to take a 
more integrated approach  
across multiple sectors. 

The panel also spoke about 

the challenges of including 
Sustainable Drainage Systems 
on new developments and 
opportunities to work with 
developers to address them. 

Opportunities for greater 
collaboration between water 
companies, local authorities  
and groups such as Local 
Enterprise Partnerships (LEPs)  
were discussed.

Positive examples from 
around the country were 
also shared – such as the 
Greater Lincolnshire LEP water 
management programme. 

In his closing remarks, 
Meyrick said he hoped the 
Department for Environment, 
Food and Rural Affairs’ 25-year 
plan would include a framework 
to allow partnerships to develop. 
He also reiterated the case 
for integrated catchment 
management.

The Earl of Selborne agreed, 
concluding the seminar by 
calling for greater integration 
in the future to secure water 
resources and mitigate the risks 
from flooding.

The Unflushables –  
coming to a screen near you
HAVE you seen The Unflushables, 
our new campaign to reduce 
sewer blockages?

Every year in England and 
Wales, water companies deal with 
more than 300,000 blockages at a 
cost of around £90 million.

In the last year alone, Southern 
Water dealt with 23,000 blockages 
caused by a build-up of fat and 
unflushable items in our 39,600km 
of sewers.

In an industry first, we are 
working jointly with the Consumer 
Council for Water (CCWater), the 
independent customer watchdog, 
to highlight the issue  
to customers.

All the characters in the film 
are voiced by Southern Water 
employees who work closely 
with the issues of fat, oil, grease 
and unflushables – either helping 
customers avoid internal floods, 
or dealing with the aftermath if 
flooding occurs.

Tim Bagnall, our Wastewater 
Manager who gives a spirited 
performance as the voice of the 
loo, said: “Sewer flooding can 

be a really upsetting experience 
for our customers and fat, oil, 
grease and unflushables are one 
of the biggest causes of internal 
flooding.”

Steve Grebby from CCWater 
said: “One very simple way we 
can help protect ourselves and 
our neighbours from this threat is 
by making sure we only flush pee, 
poo and paper down the loo. It’s in 
all of our interests to keep sewage 
where it belongs – in the sewer.”

Tim the toilet talks unflushables

Let’s Talk Water 
(phase one)

Public 
consultation
on our Drought 
Plan and Let’s 
Talk Water 
(phase two)

Stakeholder 
workshops

Public 
consultation
on our draft 
Business Plan 
and WRMP

Publish final 
Business 
Plan

Ofwat final 
determination 
on our 
Business Plan 

Defra 
approval 
of our WRMP

Publish final 
Drought Plan

Stakeholder 
workshops

Stakeholder 
workshops

Spring 2017 Summer 2017 Autumn 2017 Early 2018 End 2019Autumn 2018
Late 2018–
early 2019

Ongoing customer insight and stakeholder engagement

Development of our future plans

mailto:futureplans%40southernwater.co.uk?subject=
mailto:futureplans%40southernwater.co.uk?subject=
https://www.southernwater.co.uk/have-your-say
https://www.southernwater.co.uk/have-your-say
https://www.southernwater.co.uk/the-unflushables
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Stakeholders help shape future 
plans at series of workshops
MORE than 160 stakeholders 
attended a series of workshops 
across our region in October  
and November.

The four events were held in 
Kent, Hampshire, Sussex and on 
the Isle of Wight. 

They gave stakeholders from a 
range of organisations – including 
environmental groups, business 
representatives, regulators and 
local authorities – an opportunity 
to hear about our current 
performance and help shape  
our future plans.

More detailed ‘surgeries’ 
were held in the afternoon on 
water resources, bathing water 
quality and our role in growth 
and development – giving 
stakeholders a chance to discuss 
these challenges in more depth.

Key topics raised by attendees 
included how we plan to cater 
for housing growth across 
our region, the importance of 

working in partnership with other 
organisations and ensuring 
we continue to play our part in 
protecting and improving  
the environment. 

During discussions 
about sewer flooding, many 
representatives felt more 
consideration could be given 
to the impact on vulnerable 
customers and public buildings 
such as hospitals.

There was also strong support 
for more educational activity to 
help reduce sewer blockages. 

On the water resources side, 
stakeholders felt environmental 
factors and economic impact 
need to be considered when 
planning for drought. There 
were some regional differences 
in support for options such as 
new reservoirs, mixed views on 
desalination and support for  
water re-use and water  
efficiency measures. 

Catchment management  
was also a recurring theme in 
many of the conversations. 

Penny Hodge, Head of  
Policy and Stakeholder 
Engagement, said: “The 
workshops are an integral part  
of developing our Business  
Plan and strategy for the next  
25 years. 

 “Stakeholders bring invaluable 
expertise, insight and a range  
of different perspectives.  
It’s essential we listen to  
their feedback and take it  
into account.”

Reports from the workshops 
can be found here. 

“I attended this year’s two stakeholder events for 
Hampshire and the Isle of Wight on behalf of Natural 
England. I was really impressed.

“The events were very well organised, with 
professional facilitators to ensure everyone got  
their say.

“The day was broken up nicely with a range of 
speakers and a mix of presentations and interactive 
voting buttons. They are about the best stakeholder 
events I have ever been to.”

Rachel Bailey, Natural England

 “I have a particular interest in the water quality of 
the rivers and streams in the New Forest and how to 
encourage a more informed approach to water use by 
land managers, businesses and local communities.

 “The workshop provided a really good overview of 
the business and the challenges faced by the company.

 “It wasn’t all spin and PR – failings were  
acknowledged too.”

Paul Walton, Head of Environment and Rural Economy, 
New Forest National Park Authority

“I would like to congratulate Southern Water on 
their recent Stakeholder Workshop held in Canterbury. 
There were a number of very informative presentations 
highlighting the company’s performance, an overview 
of its current plans and options for the future. 

“I found the afternoon session on bathing water 
quality particularly useful. Maintaining high water 
quality on the numerous Blue Flag beaches in Thanet 
and improving the quality on the others is a priority for 
Southern Water and the local authority.  

“Tourism continues to be a key driver in the 
economic recovery of East Kent and clean bathing 
waters is essential in attracting visitors.”

Nick Cole, Thanet Destination Management Plan

 “The workshop was a really useful event for  
our group.
 “Southern Water put across in a very clear and 
understandable way its current status and its potential 
strategies for developing the infrastructure to meet the 
ever-growing needs of the county. 
 “What was particularly good was the balanced 
way stakeholders could comment and vote on their 
preferred options for those future strategies. You felt 
this was clearly being noted. 
 “The afternoon session was particularly helpful 
and it answered questions to assist in our better 
understanding of matters of concern to us.”

Bill Freeman, Adur Floodwatch Group and  
Sussex CPRE 

https://www.southernwater.co.uk/stakeholder-workshops
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A helping hand in Thanet 
from Southern Water

CHILDREN who have gone to 
great lengths in the pool have 
been honoured at our Learn to  
Swim Awards.

Southern Water supports 
swimming lessons at 85 pools 
across its region and each year 
gives coaches at every pool the 
chance to nominate a child to 
receive an award.

The ceremony, at Medway 
Park in Gillingham, celebrated 
some of the county’s most 
talented and inspiring young 
swimmers who have overcome 
adversity or shown particular skill 
at their swimming lessons.

Each child received a medal 
and certificate from Olympic gold 
medallist Duncan Goodhew and 
Invictus Games gold medallist 
Mike Goody.

MP for Gillingham and 
Rainham, Rehman Chishti, was 
also at the event.

He said: “I would like to 
thank Southern Water for this 
amazing scheme which helps 
children reach their full potential 
in swimming, and for bringing 
Duncan Goodhew and Mike 
Goody here to celebrate.

“The children are simply 
inspiring and amazing.”

Duncan said: “The successes 
of these young children are 
absolutely fantastic, and there’s 
never a dry eye in the house.

“One of the other amazing 
things about the Learn to 
Swim scheme is the teachers. 
Southern Water has enabled 
them to teach children a key  
life skill.”

Learn to Swim has helped 
teach more than 700,000 
children to swim since it began 
in 1992.

It is sponsored by our 
supplier Clancy Docwra.

WE’VE donated £500 to 
Ramsgate Community Memory 
Orchard to say thank you to 
the local community for their 
patience while we complete 
essential work in the area. 

Volunteers from Interactive 
Me, a dedicated team of 
individuals who support 
people with dementia, will be 
developing the orchard and plan 
to use the donation to purchase 
gardening tools and invest  
in signage.

Founder Sam Dondi-Smith 
said: “Once established, the 
orchard will provide a sensory 
space for people to reflect  
and remember.

“It will also give people with 

dementia somewhere to engage 
in a simple, meaningful activity.  
In time, we hope it will provide 
free fruit for the community.”

We’re working in Ramsgate 
to replace a long stretch of 
wastewater pipe to help  
protect the environment and 
ensure wastewater is  
removed effectively. 

We are currently installing the 
final 1.2km section of pipe and 
expect to complete the scheme 
by the end of March 2017. 

The scheme forms part 
of a wider 10-year, £80 
million, programme of sewer 
improvement works  
across Thanet.

Gillingham youngsters get  
a head start on site safety
PUPILS from the Byron School 
in Gillingham have visited 
the site of our water mains 
replacement works, which is 
close to the school.  

Three classes of four and 
five-year-olds saw firsthand 
the work of our supplier, 
Clancy Docwra, and learnt the 
importance of wearing hard 
hats and high visibility clothing. 

Teacher Rebecca Masters 
said: “Finding out more about 
the water main works here 
will give the children an 
opportunity to look at how 
people working on the roads 
are helping us.

“We are also hoping this 
experience will open up lots of 
opportunities for the children 
to talk about how to stay safe 
around sites where people  
are working.

“The children had an 
absolutely fantastic time on 
their visit. One child even said 
the experience was awesome!”

Back in the classroom, 
pupils took part in a health and 
safety competition.

Prizes were awarded  
by Andy Bird of Clancy  
Docwra who said: “The  
children were so keen to 
ask questions it really was a 
rewarding day.

“They were able to try on 
our hard hats and understand 
that safety around works sites 
is a priority for all of us. 

 “If we can educate 
youngsters at primary school, 
they are more likely to stay 
away from sites that have been 
made unsafe.”

Our £8 million water main 
upgrade scheme in Rochester, 
Chatham and Gillingham is 
progressing well. 

Throughout 2017, we’ll be 
replacing 29km of water  
mains and service pipes to 
reduce the risk of discoloured 
water caused by harmless  
iron deposits.

Since August, more than 
5km of pipes have been 
replaced and 600 homes and 
businesses are now benefiting 
from the improvements.

Learn to Swim acheiver awards
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WE’RE working closely with 
our partners to make a real 
difference to bathing water 
quality in Thanet.  

We sit alongside Thanet 
District Council, Kent County 
Council, the Environment 
Agency and local businesses 
on the Thanet Bathing Water 
Steering Group, which was set 
up in 2014.

We are working together 
to drive improvements in local 
bathing water quality and to 
remind people about the part  
we all play in keeping our 
beaches beautiful.

Thanet’s beaches are some 
of the best in the country, 
boasting 10 awards.

Many now consistently 
achieve ‘excellent’ bathing water 
quality alongside ‘excellent’ 
status in tourism surveys. 

What we’ve been doing

•  Opening our doors – over 
the past 18 months, we’ve 
welcomed more than 80 
visitors to our Foreness 
Point Wastewater Pumping 
Station in Margate, where 
guests have been able to see 
first hand the results of our 
investment programme on 
site. We’ll be holding further 
open days in 2017. 

•  Joint proactive investigations 
– working proactively with 
the Environment Agency 
and Thanet District Council, 
we’ve been investigating 
misconnections and other 
factors that may be affecting 
water quality. We’ve 
also been promoting the 
ConnectRight awareness 
raising campaign: 
connectright.org.uk.

•  Co-ordinated deep cleanse – 
Working with Thanet District 
Council and Kent County 
Council we’re making sure 
the highways and surface 
water sewer systems around 
Broadstairs are clean and 
in full working order by 
undertaking regular ‘deep 
cleansing’ activities. 

•  Collaborative community 
campaigns – we’ve been 
working with our partner 
organisations to engage 
with the local community 
on behavioural change 
campaigns. We’ve been 
encouraging local residents 
and visitors to keep beaches 
clean, pick up litter and dog 
mess and not feed seabirds. 
A ‘day of action’ on Viking 
Bay, where we set up camp 
for the day on the Harbour  
 

Arm, attracted much interest, 
including that of the  
local Mayor. 

•  Support in the community – 
We support a number  
of community events, 
including the Broadstairs 
Water Gala, Wheels & Fins 
Festival and the Joss Bay 
Surf School Education 
Project. We’ve also provided 
free STEM days for local 
secondary schools and  
we’ve taken our long running 
show, The Drips, to 20 local 
primary schools.

We’re finalising our activities 
for the year ahead over the 
coming weeks and months as 
we draw closer to the start of  
the 2017 bathing water season  
in May. 

WE WERE fined £2million 
in December after pleading 
guilty to making unauthorised 
releases of stormwater from 
Foreness Point Wastewater 
Pumping Station in 2012.

The releases happened 
after pumps at the station 
became blocked with large 
amounts of ‘unflushable’ items 
such as wet wipes and sanitary 
products during heavy storms.

The pumping station 

became overwhelmed by  
the unprecedented volume  
of rain at the site and the 
releases were made as 
an emergency measure to 
prevent flooding of homes and 
businesses inland. 

Since 2012, we have 
invested £4million at the site 
and have a further £6million of 
investment planned which will 
provide a more resilient service 
that is fit for the future.

Addressing past operational difficulties

Working together to  
protect Thanet’s beaches


