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1. INTRODUCTION 
 

In October–November 2017, Southern Water hosted a series of four stakeholder workshops, 

held in locations across its region. The workshops took place in: Ryde, on the Isle of Wight; 

Brighton, Sussex; Southampton, Hampshire; and Maidstone, Kent.  

The purpose of the workshops was to gather feedback from Southern Water’s key 

stakeholders on potential performance commitments and projects to support the company’s 

developing business plan for 2020–2025.  

EQ Communications (EQ), a specialist stakeholder engagement consultancy, was appointed 

to independently facilitate the stakeholder workshops on behalf of Southern Water and 

neutrally report back on the outputs.  

Each of the workshop sessions began with a short presentation from members of the Southern 

Water team, followed by round-table discussions. The round-table discussions were facilitated 

by trained EQ facilitators and stakeholders’ comments were captured by EQ scribes. In 

addition, there was a Q&A session where stakeholders were invited to ask questions of senior 

personnel at Southern Water.  

After lunch, stakeholders were given the opportunity to participate in informal afternoon 

surgeries, where they could discuss various topics in more depth with Southern Water 

representatives. 

Where possible, scribes noted verbatim quotes along with key themes and areas of 

consensus. Comments were not attributed to individuals to ensure that all stakeholders could 

speak as candidly as possible. In some cases, individual tables did not answer all of the 

questions. Where this is the case, the table has not been included in that section of the report. 

Over the course of the workshops, stakeholders were asked to vote on a number of 

electronic voting questions using the Slido app on their smartphone or tablet. The results 

were aggregated and collated, and graphs showing voting trends across all four workshops 

can be found throughout the report. 

This report is a recording of the outputs from the stakeholder workshops.  
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2. EXECUTIVE SUMMARY 

 
The workshops were attended by a total of 138 stakeholders, representing 80 organisations: 

44% were elected and official local government representatives;14% represented regulators; 

and the remaining 42% represented a mixture of environmental groups, parish councils, 

charities and trade associations. 

Session 1: Introduction and Current Performance (Q&A) 

The majority of questions faced by the panel related to concerns over old sewerage 
infrastructure and forward planning, with many wanting to know what was being done about 
managing combined sewer overflows and water resources. 

Session 2: Planning for the Future  

Stakeholders shared major concerns over new housing developments in the region. Many of 

their concerns related to how Southern Water’s infrastructure would cope with increased 

growth, and the impact that new developments could have on the environment. Many 

participants, particularly parish and local councillors, voiced their frustration over the 

perceived powerlessness of Southern Water to have its say on the viability of housing 

developments, and urged Southern Water to play a more active role in influencing the 

planning agenda. 

Session 3: Our Developing Business Plan – Refining our Performance Commitments 

In this session, there was a roundtable discussion to explore priorities for performance 

commitments linked to the costs of delivering these improvements. Leakage was the clear 

priority for investment, with an average of £2.62 spent by stakeholders in a table top exercise. 

With an average spend of £2.33, external sewer flooding was ranked a close second. Opinions 

were divided over investment in renewable energy; most environmental group representatives 

argued that it was vital, while others, mostly councillors, felt that this cost should not be borne 

by customers. Water pressure was not viewed as a priority when compared with the other 

potential targets on the list: per participant, only 8p out of a total of £15 of notional investment 

was allocated to water pressure by participants.  

Session 4a: Our Developing Business Plan – Opportunities to Collaborate: Target 100 

Target 100 was generally seen as ambitious enough to meet the challenges of water 

availability in the region. Environmental representatives across all four workshops expressed 

a wish for the target timeframe to be shortened. The use of incentives to encourage water 

efficiency received broad support, despite a few dissenting voices questioning their 

effectiveness. The use of tariffs to discourage high water use was a much less popular idea, 

with widespread concern that they could alienate customers whose co-operation was 

needed, or end up unfairly penalising vulnerable customers.  

Session 4b: Our Developing Business Plan – Opportunities to Collaborate: Catchment 
First (Integrated Water Cycle Management) 

There was solid support for Southern Water’s work in catchments. While there was support 

across the board for collaboration between different bodies working in catchments, there 

was disagreement over who should take the lead. Many were supportive of the idea of 

Southern Water taking the lead role, but others felt this responsibility should fall on a 

government agency. The general consensus was that it wasn’t Southern Water’s 

responsibility to fund any work in catchments that did not directly benefit its customers.    
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Written Feedback 

Stakeholders were asked to submit written feedback in response to the workshops, and the 

response was overwhelmingly positive. 93% agreed or strongly agreed that the purpose of the 

workshop was clear, and 94% agreed or strongly agreed that the event was informative and 

beneficial. 93% said that they would attend future workshops.  
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3. WORKSHOP FORMAT 
 

The workshops were split into five discussion sessions. Each session began with an 
introductory presentation given by a senior Southern Water representative, followed by 
round-table discussions or a Q&A session. At the end of some of the sessions, there was an 
opportunity for stakeholders to give further, quantitative feedback by means of electronic 
voting. The five discussion sessions were as follows: 
 
Workshop session 1: Introduction and Current Performance (Q&A) 

The first workshop discussion was introduced by Craig Lonie, Director of Strategy and 

Regulation. The presentation gave an overview of Southern Water’s performance for 

2016/17. After the presentation, Southern Water representatives took questions from the 

floor during a Q&A session. 

Workshop session 2: Planning for the Future  

This session covered Southern Water’s developing business plan for 2020–2025, as well as 

its 25-year vision for the region, and was presented by Craig Lonie. The presentation also 

touched upon recent engagement with stakeholders and consultations, including Let’s Talk 

Water. Craig Lonie presented this section at two of the workshops and Branwen Rhead, 

Policy Manager, presented this section at the other two workshops. After the presentation, 

stakeholders were asked to give their feedback. 

Workshop session 3: Our Developing Business Plan – Refining our Performance 
Commitments 

The third session of the morning was presented by Paul Kent, Wastewater Strategy 

Manager. Paul introduced Southern Water’s existing performance commitments as well as 

those being developed for 2020–2025. It was noted that 100% improvements across all 

categories would increase customers’ bills to over £2,600 per year. This was then placed in 

the context of some research recently commissioned by Southern Water, which found that 

the average increase deemed acceptable by customers for improved levels of service was 

approximately £16 extra per customer per annum.   

In order to identify the areas which stakeholders thought Southern Water should target for 

investment, participants were ‘given’ a notional budget of £15, split into three five-pound 

notes. They were then asked to place their ‘money’ against one or more wastewater and 

drinking water performance commitments, giving the reasons behind their decisions. 

Stakeholders were permitted to break down their ‘money’ further if requested.  

Workshop session 4a: Our Developing Business Plan – Opportunities to Collaborate: 
Target 100 
Paul Kent introduced Session 4A, outlining the work Southern Water was doing to ensure a 

more resilient water future, including initiatives such as Drainage 2030 and Network 2030. 

Ben Earl, Water Efficiency Manager, then talked stakeholders through the new Target 100 

initiative to reduce water consumption to 100 litres per person per day. Activities that could 

help Southern Water reach this target included giving water-saving advice to customers and 

working to improve labelling on bathroom products. After the presentation, stakeholders 

were asked to give their feedback.  
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Workshop session 4b: Our Developing Business Plan – Opportunities to Collaborate: 
Catchment First (Integrated Water Cycle Management) 

The final session of the morning was introduced by Paul Kent in the Isle of Wight and 

Sussex and by Kate Rice, Catchment Strategy Manager, in Southampton and Maidstone. 

The presentation focused on Southern Water’s choice to place catchments at the heart of its 

decision-making. The presenters outlined the work that is being carried out to implement 

integrated water cycle management with a view to delivering a range of social, 

environmental and health benefits. This was followed by a round-table discussion.  

Afternoon Surgeries  

After lunch, stakeholders were given the opportunity to participate in informal afternoon 

surgeries that varied in subject according to region. These surgeries gave stakeholders an 

opportunity to discuss issues in more detail. The surgeries offered were: 

• The Future of Water in the South East, hosted by Ken Gedman or Andrew Stiven from 

MWH, held in all four regions;  

• Beauty of the Beach (working together to improve bathing water quality), hosted by 

Paul Linwood, held in Sussex, Kent and Southampton;  

• New Approaches to Improving the Quality of Sussex’s Water Sources (including 

Brighton Chalk Integrated Catchment Management Partnership), hosted by Louisa 

Gumbrell and Leasa Williams, held in Sussex; and  

• Growth Hotspots and Garden Villages, hosted by Paul Kent, held in Kent.   

Note: the structure for the Isle of Wight workshop was slightly different, with a round-table 

discussion in place of the first Q&A and a dedicated workshop session entitled The Future of 

Water in the South East, followed by a panel discussion. This structure was refined for 

subsequent workshops as it was felt that there was not enough time to hold this as a 

dedicated session. 
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4. ATTENDEES 
 

A total of 138 stakeholders, representing 80 organisations, attended the workshops.  

• 22 stakeholders attended the Isle of Wight workshop. 

• 38 stakeholders attended the Sussex workshop. 

• 39 stakeholders attended the Hampshire workshop. 

• 39 stakeholders attended the Kent workshop. 

Alongside those attending in a personal or domestic customer capacity, the organisations 
represented were: 
 

Adur and Worthing Councils 

Adur District Council 

Arun & Rother Rivers Trust 

Ashford Borough Council 

Barker Mills Estate 

Basingstoke and Deane Borough Council 

Bishopstoke Parish Council 

Brighton & Lewes Downs Biosphere  
Partnership 

Bursledon Parish Council 

Canterbury City Council 

Chichester District Council 

Citizens Advice Medway  

CLA 

Compton Parish Council 

Consumer Council for Water 

Cowes Harbour Commission 

CPRE Hampshire 

CPRE Kent 

Customer Council for Water 
East Chiltington Parish Council 

East Cowes Parish Council 

East Cowes Town Council 

East Preston Parish Council 

East Sussex County Council 

Eastleigh Borough Council 

Environment Agency 

Fareham Borough Council 

Fish Legal 

Fishbourne Parish Council 

Footprint Trust 

Forestry Commission 

Hampshire & Isle of Wight Wildlife Trust 

Hampshire County Council 

Hellingly Parish Council 

Independent Isle of Wight Councillor for  
Cowes West and Gurnard / Gurnard PC 

Isle of Wight Council 

Isle of Wight AONB Partnership 

Joint Parishes Group 

Kent CLA 

Kent County Council 

Kent Wildlife Trust 

Maidstone Borough Council 

Medway Council  

Mid Sussex District Council 

Natural England 

New Forest District Council 

NFU 

Overton Parish Council 

Paddock Wood Town Council 

Plumpton Parish Council 
Portsmouth and South East Hampshire 
Partnership 

Portsmouth Water 

Rother District Council 

Rother Voluntary Action 

RSPB 

Sevenoaks District Council 

Shepway District Council 

South Downs National Park Authority 

South East Local Enterprise Partnership 

South Heighton Parish Council 

Southampton City Council 

Southern Water Customer Advisory Panel 
Southern Regional Flood and Coastal 
Committee 

Sussex Enterprise  

Test Valley Borough Council 

Thanet & East Kent Chamber of  
Commerce 
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Thanet District Council 

The Footprint Trust 

Tonbridge & Malling Borough Council  

Tunbridge Borough Council 

TWBC 

Up on the Downs 

Wealden District Council 

West Sussex County Council 

West Sussex Flood Action Group 

Whippingham Parish Councillor 

Wickhambreaux Parish Council 

WWF 

Wrotham Parish Council 

 
At the start of the workshop, stakeholders were asked to identify which stakeholder group 

they belonged to. The results are as follows: 

 

Q1. Which of the following best describes your role / organisation? 

 

 

 

  

Local government 

(official); 20%

Local government 

(elected 
representative); 24%

Parish council; 9%

Regulator; 14%

Business group; 2%

Environmental group; 

10%

Charity; 7%

Consumer group; 2%

Trade association; 2%

Other; 8%

Sports / fishing 

associations; 2%
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5. WORKSHOP FEEDBACK 
 

Workshop Session 1: Introduction and Current Performance (Q&A) 

The first workshop discussion was introduced by Craig Lonie, Director of Strategy and 

Regulation. The presentation gave an overview of Southern Water’s performance for 

2016/17. The presentation was followed by a Q&A session where Southern Water 

representatives took questions from the floor. 

The panel were asked questions about: 

• concern over old sewerage infrastructure and forward planning. 

• customer engagement on water efficiency and the need to educate future customers 

through schools and education packages. 

• joint billing with other water companies, and how prices are set. 

• what was being done about managing combined sewer overflows and safeguarding 

beaches from pollution. 

• new abstraction licences, a concern for the agricultural sector voiced in the Kent 

workshop. 

• Southern Water’s input into the planning application process. 

• how Southern Water divests assets. 

• the company’s stance on fracking and package treatment works. 

• planned development and the impact of increased housing on sewer networks and 

the environment. 

• the stress of development and population growth on the unique habitat of the chalk 

streams and rivers in the Southampton area. 

 

A selection of verbatim comments (the stakeholder type was not noted during the Q&A): 

“To what extent are Southern Water enforcing water efficiency?”  

“Do you have any plans to move to a one-bill system with Thames Water, where Thames 

provide water and you are involved in sewerage removal?” 

“How do you reconcile CSO (combined sewer overflows) in peak rainfall and caring about 

clean beaches?” 

“What plans do Southern Water have for engaging with local authorities in a constructive 

manner when it comes to divesting assets?” 

“With all the planned development in boroughs, is it possible to adapt new measures to meet 

demand?” 

A number of questions were submitted by stakeholders via the Slido app that were not 

answered during the Q&A sessions. Answers to these questions have been drafted and will 

be published alongside the workshop reports. 
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Workshop Session 2: Planning for the Future 

This session covered Southern Water’s developing business plan (2020–2025), as well as 

its 25-year vision for the region. The presentation also touched upon recent engagement 

with stakeholders and consultations, including Let’s Talk Water. After the presentation, 

stakeholders were asked to give their feedback. 

• Across all four workshops, most participants shared major concerns about new 

housing developments in the region, including how Southern Water’s infrastructure 

would stand up to these, and what impact they would have on the environment .  

• Many participants, particularly parish and local councillors, voiced their frustration 

over the perceived powerlessness of Southern Water to have its say on the viability 

of housing developments. They urged Southern Water to play a more active role in 

influencing the planning agenda. 

• There was a general feeling, at least in the Maidstone and Brighton workshops, that 

the past year had seen a marked improvement in Southern Water’s service, albeit 

from what many perceived as a low base.  

• There were widespread calls for Southern Water to work more closely with other 

organisations. Councillors and voluntary group representatives wanted better 

engagement from Southern Water, while many wanted to see better coordination 

with other water companies. This desire for greater “joined-up working” was a 

recurrent theme throughout the workshops. Many, however, acknowledged that 

Southern Water was improving in this area, and praised the current consultation as a 

step in the right direction.  

• Councillors and environmental group representatives wanted Southern Water to 

engage local communities and bring them on board with water efficiency initiatives. It 

was felt that customer communications need some attention, with awareness of Let’s 

Talk Water generally patchy among those present. Children and the elderly were 

identified as groups that it would be good to target. The need to do this through 

channels appropriate to each audience was also highlighted. 

 

A selection of verbatim comments: 

“What really concerns me is we’ve got 17,500 houses coming in but the system they’re 

building it on still needs a lot of work done to it.”  – Local councillor 

“The ability of water companies to object to planning applications is very limited.” – Local 

councillor 

“If you asked me one year ago, I’d have said there was big room for improvement; there 

were a lot of questions about Southern Water’s ability to convince developers there were 

drainage problems. One year on, we have seen a big improvement.” – Local councillor 

“There needs to be greater coordination between all the different types of water companies. 

There is a tremendous shortfall of water supply in the South East.”  – Parish councillor 

“It would be good to see you have a stand in the major shopping centres in Maidstone or 

wherever, explaining why it's important not to put wipes down your toilet.”  – Voluntary group 
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Workshop session 3: Our Developing Business Plan – Refining our Performance 
Commitments 

The third session of the morning was presented by Paul Kent. Paul introduced Southern 

Water’s existing performance commitments as well as those being developed for 2020–

2025. It was noted that 100% improvements across all categories would increase customers’ 

bills to over £2,600 per year. This was then placed in the context of some research recently 

commissioned by Southern Water, which found that the average increase deemed 

acceptable by customers for improved levels of service was approximately £16 extra per 

customer per annum.  

In order to identify the areas which stakeholders thought Southern Water should target for 

investment, participants were ‘given’ a notional budget of £15, split into three five-pound 

notes. They were then asked to place their ‘money’ against one or more of a number of 

wastewater and drinking water performance commitments, giving the reasons behind their 

decisions. Stakeholders were permitted to break down their ‘money’ further if requested.  

The top-ranked performance commitment from each workshop is summarised in the 

following table:  

Workshop Top Performance Commitment 

Isle of Wight Leakage (£3.68) 

Sussex Bathing water (£2.77) 

Hampshire External sewer flooding incidents (£2.86) 

Kent Leakage (£2.64) 

 

• When the results of the willingness-to-pay exercise were aggregated across all four 

workshops, leakage came out on top – in part because of the extremely high priority 

it was given on the Isle of Wight, as well as it being the top priority in Kent.  

• Sewer flooding incidents (internal or external) were seen as a clear priority for 

targeting investment. Internal flooding was widely cited as the issue most likely to 

cause distress to customers.  

• Opinion was divided over investment in renewable energy. Most environmental group 

representatives argued that it was vital, while others, mostly councillors, felt that this 

cost should not be borne by customers.  

• Water pressure was a much lower priority when compared with the other targets on 

the list. Per participant, only 8p out of a total of £15 of notional investment was 

allocated to water pressure by participants.  

• Bathing water was seen as a very important target in Sussex and on the Isle of 

Wight.  

• Voluntary groups in particular felt that there should be more investment in educating 

the public about putting inappropriate materials into the drainage system, with many 

councillors echoing this view.    

• New pilots on wastewater and water reuse were identified as a missing target by 

participants on the Isle of Wight and in Kent.  

• Sustainable abstraction was identified as a missing target by environmental group 

representatives in Hampshire, Sussex and Kent.  
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• Other water and wastewater targets that felt to be missing included sewage pipe 

servicing and improvement; river pollution; biodiversity; additional water resources; 

and Southern Water’s understanding of its own wastewater system. 

• In terms of additional customer service commitments, some stakeholders felt 

whatever the commitments are they should be more stringent as customer service 

was felt to be very important. One stakeholder suggested a commitment in terms of 

keeping customers updated on the resolution of problems.  

• There were calls for a more granular regional approach, both in terms of the data 

used to set targets and investment on the Isle of Wight, and in terms of locally briefed 

customer service teams in Hampshire.  

• The table below summarises the results captured through the willingness-to-pay 

exercise. The performance commitments are arranged in descending order 

according to the aggregated totals across all workshops. 

 

Commitment  Spend per attendee (£) 

Workshop IOW Sussex Hampshire Maidstone ALL 

Leakage 3.68 1.89 2.26 2.64 2.62 

External sewer flooding 

incidents 
2.66 2.14 2.86 1.67 2.33 

Bathing water 2.50 2.77 1.11 1.11 1.87 

Per capita consumption 1.73 1.77 2.77 0.56 1.71 

Sewer blockages 1.41 2.54 0.89 1.39 1.56 

Internal sewer flooding 

incidents 
0.57 1.06 1.71 2.50 1.46 

Renewable energy 1.45 0.94 1.74 1.53 1.42 

Less serious (cat. 3) pollution 

incidents 
0.77 1.17 0.80 1.25 1.00 

Other 0.00 0.00 0.83 1.81 0.66 

Customer water supply 

interruptions 

0.23 0.71 0.00 0.28 0.30 

Water pressure 0.00 0.00 0.03 0.28 0.08 

 

A selection of verbatim comments: 

“I see wastewater as the bigger issue rather than the supply side; I’d like to see some pilot 

schemes to achieve those targets.” – Government body 

“Sustainable abstraction – it’s difficult to measure, but it’s quite important.” – Environmental 

group  

 

“We should have regional data, because we might have very different priorities; we need to 

think about the bigger picture, we ought to think of local needs.”  – Local councillor  
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Workshop session 4a: Our Developing Business Plan – Opportunities to Collaborate: 
Target 100 

Paul Kent introduced session 4A, explaining the work Southern Water was doing to ensure a 

more resilient water future, including initiatives such as Drainage 2030 and Network 2030. 

Ben Earl then talked stakeholders through the new Target 100 initiative to reduce water 

consumption to 100 litres per person per day. Activities that could help Southern Water to 

reach this target included giving water-saving advice to customers and working to improve 

labelling on bathroom products. After the presentation, stakeholders were asked to give their 

feedback.  

• Target 100 was generally seen as ambitious enough to meet the challenges of water 

availability in the region. When asked to vote electronically, stakeholders gave an 

average of 4.3 out of 5 for their level of support for the Target 100 ambition (with 5 

being ‘very supportive’). 

• The exception was the Isle of Wight workshop, where most participants felt it ought 

to go further and only gave it 3.3 out of 5 when voting electronically. 

• Environmental representatives across all four workshops expressed a wish for the 

target’s timeframe to be shortened.  

• Many stakeholders, however, voiced doubts over whether the target could be 

achieved.    

• There were calls for the target to be more sophisticated, with the target level tailored 

to different kinds of households, and moving over time.  

• When voting electronically, the most popular element of Target 100 was working in 

partnership with community organisations and authorities (note: this question was not 

asked in the Isle of Wight or Sussex). 

• Technology was often put forward as a vital tool for helping customers understand 

and reduce their water use. 

• Councillors and environmental group representatives in particular argued that the 

change needed to be top-down, and called for developers and product designers to 

be incentivised, or regulated, to focus on water efficiency.  

• In the Isle of Wight workshop, some wanted to see greater self-sufficiency for the 

island.  

• The use of incentives to encourage water efficiency received broad support, although 

a few dissenting voices questioned their effectiveness. When asked to vote 

electronically, 81% of stakeholders were supportive of incentives (note: this question 

was not asked on the Isle of Wight). 

• The use of tariffs to discourage high water use was a much less popular idea, with 

widespread concern that they could alienate customers whose co-operation was 

needed, or that they could end up unfairly penalising vulnerable customers. A fair few 

expressed qualified support for the use of tariffs to discourage misdemeanours such 

as disposing of fat down the drain or “actively wasting water”.  

• Participants suggested many potential partnership opportunities, including tech 

companies, gas and electricity companies for the installation of smart meters, 

government bodies, bathroom manufacturers, schools, harbour authorities, charities 

and housing associations.  

 
A selection of verbatim comments: 

“Going down to 100 is very ambitious and I think it’s brilliant. I don’t think you could aim for 

less than that.” – Government body 
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“I don’t think it is ambitious enough on the Isle of Wight; I think we do need to move forward.” 

– Parish councillor 

"The targets should be achieved much more quickly." – Environmental group 

“It’s going to be quite difficult to reach.” – Council officer 

 
Stakeholders were asked to vote electronically on a number of questions following this 

workshop. The results are as follows: 

 

Q1. On a scale of 1 to 5, how supportive are you of our Target 100 ambition? 

 

 

 

Q2. Of the elements of Target 100 you’ve heard about today, which do you think are 

most important? (Note: this question was not asked on the Isle of Wight or in Sussex)  
 

The elements are listed in order of preference in the following table: 

 

1st Working in partnership with community organisations and local authorities 

2nd Incentivising customers to save water 

3rd  Providing advice, support and water efficiency products 

4th  Taking the lead on shaping water efficiency policy with Government 

5th  Smart metering 

 

 

  

3%
1%

12%

31%

53%

0%

10%

20%

30%

40%

50%

60%

1: Not at all 2: Unsupportive 3: Neutral 4: Supportive 5: Very
supportive
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Q3. Do you agree with our approach to introducing incentives? (Note: this question was 
not asked on the Isle of Wight) 
 

 

 

 

Workshop session 4b: Our Developing Business Plan – Opportunities to Collaborate: 
Catchment First (Integrated Water Cycle Management) 

The final session of the morning was introduced by Paul Kent in the Isle of Wight and 

Sussex and by Kate Rice in Southampton and Maidstone. Their presentations focused on 

Southern Water’s choice to place catchments at the heart of its decision-making. The 

presenters outlined the work that is being carried out to implement integrated water cycle 

management with a view to delivering a range of social, environmental and health benefits. 

This was followed by a round-table discussion and some electronic voting.  

• There was solid support across all four workshops for Southern Water’s work in 

catchments. The electronic vote showed that support among stakeholders for 

Southern Water’s approach to working in catchments averaged 8.7 out of 10 (with 10 

being ‘very supportive’). 

• There was support across the board for collaboration between different bodies 

governing catchment management.  

• There was disagreement over who should take the lead on catchment management. 

Many were supportive of the idea of Southern Water taking the lead role, for practical 

reasons if nothing else.  

• Some environmental representatives, however, felt that this responsibility should fall 

on a government agency. A fair few dissenting voices, especially environmental 

group representatives, argued that it was inappropriate for a commercial company to 

lead catchment management.  

• While some felt that it was the job of the Environment Agency to lead the initiatives, 

others, mainly councillors, claimed that this would be impractical as they found the 

Environment Agency difficult to work with. Others thought that the Agency lacked the 

resources to properly fulfil this role.   

• There were also concerns from councillors over the implementation of a partnership 

approach, with fears that different organisations would end up overlapping and 

replicating each other’s work, leading to an unnecessarily complicated system with 

no clear chain of responsibility.  

Yes, 80.6%

No, 3.2%

Not sure, 16.1%
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• A few participants emphasised that each county was different, and that the approach 

to catchment management needed to be tailored to each area, otherwise they would 

end up with a one-size-fits-all approach that would suit no-one.  

• Environmental group representatives identified farmers’ resistance to change as a 

challenge. Some participants in the Sussex workshop believed that farmers in the 

area felt that they were being unfairly blamed for pollution. On a more positive note, 

one environmental group representative brought to this workshop the example of the 

Rother Valley Farmers group, which was held up as an example of how farmers 

could be encouraged to work together to bring about improvements.  

• Many cautioned against encouraging expectations of quick fixes, stressing that 

catchment management was a long-term project.  

• Feedback was mixed regarding whose responsibility it was to pay for catchment 

management. Some felt that since catchment approaches are locally focused, 

funding should come from Southern Water customers.  

• Others argued that since many people who enjoy Southern Water outcomes come 

from outside the local area, the wider benefits of catchment management should be 

funded by the taxpayer.  

• The general consensus was that it wasn’t Southern Water’s responsibility to pay for 

activities or projects that did not directly benefit its customers.    

• Areas suggested as catchments to look at next in Kent were: the River Grom, the 

River Bourne (particularly the Basted Mill area), the Lower Weald, Medway, Barnham 

and Ashford. 

• Areas suggested as catchments to look at next in Sussex were: Bexhill, the Manhood 

Peninsula, the River Ouse and Brighton.  

• Areas suggested as catchments to look at next in Hampshire were Special Areas of 

Conservation and catchments with chalk streams.  

• Areas suggested as catchments to look at next in the Isle of Wight were the Medina 

Valley and the Eastern Yar.  

Stakeholders were asked to vote electronically on one question following this workshop. The 

results are as follows: 

Q1. On a scale of 1 to 10, how supportive are you of our approach to working in 
catchments? 
 

 

1% 0% 1% 2% 1% 1%

10%

24%

16%

43%

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

1 2 3 4 5 6 7 8 9 10
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A selection of verbatim comments: 

“I think it’s a very sensible approach. I particularly like the idea of joining up with other 

organisations to get the extra benefits – farmers are losing out too. There are benefits for 

all.” – Environmental group  

“Leadership is a natural and aspirational role for Southern Water to play.” – Environmental 

group 

“I do think there does need to be a leader, but the leader doesn't have to be a water 

company.” – Parish councillor 

 

“I have seen a fairly significant challenge for Southern Water being seen as the lead or the 

management agency as one of your main returns is to deliver revenue.”  – Environmental 

group representative 

“Southern Water customers should be paying proportional to how they benefit, and general 

taxation should take care of the rest.”  – Utilities company 

 
Afternoon Surgeries  
After lunch, stakeholders were invited to participate in informal afternoon surgeries that varied 

in subject according to region:  

• The Future of Water in the South East, hosted by Ken Gedman or Andrew Stiven from 

MWH, took place in all four regions;  

• Beauty of the Beach (working together to improve bathing water quality), hosted by 

Paul Linwood, took place in Sussex, Kent and Southampton;  

• New Approaches to Improving the Quality of Sussex’s Water Sources (including 

Brighton Chalk Integrated Catchment Management Partnership), hosted by Louisa 

Gumbrell and Leasa Williams, took place in Sussex; and  

• Growth Hotspots and Garden Villages, hosted by Paul Kent, took place in Kent.   

The key themes and issues that arose in the surgeries are shown below. 

The Future of Water in the South East 

Key themes 

• Renewable energy 

• Messaging  

• Education 

• Outreach 

• Microbeads and contaminants 

• Water reuse 

Issues 

• There should be a focus on better farming practices, with some suggesting an 

advisory role for Southern Water in consulting with the agriculture sector and 

educating on best practice. 

• The messages on efficiency and the environment need to be strong, simple and 

clear: what behaviour change does Southern Water want to effect? 
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• There is a clear appetite for engagement at the grass-roots level, but more work 

needs to be done to reach lower-income groups, for example, by connecting with 

families through children at primary school. 

• There was consensus that not many people really understand, or are able to easily 

visualise, the different water-efficiency and energy-efficiency options available. One 

participant suggested that Southern Water could create some YouTube videos to 

demonstrate different efficiency options and show how they work in everyday life. 

• Southern Water should use as much solar power as possible. 

• Climate change projections should feature in the next business plan. 

• Southern Water should work with other agencies, particularly the other regional water 

companies. 

• Southern Water should be a statutory consultee in any housing planning processes 

and should be lobbying and taking the lead on this issue.  

• Stakeholders suggested that more work needs to be done on water reuse.  

• Metaldehyde slug pellets and their impact on groundwater were identified as a 

challenge for the sector as a whole. 

• Southern Water was urged to assess options for desalination.  

• It was questioned whether Southern Water could be doing more to remove 

microbeads and fibres from the water system.  

• A number of stakeholders pointed out that as a water consumer, they don’t just want 

to be passive recipients of a bill but are, on the contrary, excited when they see they 

can make a difference. 

Beauty of the Beach: Working Together to Improve Bathing Water Quality 

Key themes 

• Sources of bacteria on the beach 

• Marine litter 

• Bathing water 

• Sewers, drains and misconnections that lead to the sea  

• Dogs on the beach 

• Tourism and the economy 

Issues 

• Some suggested that Southern Water should push for the right to inspect all drains to 

check for misconnections of wastewater pipes into sewers. 

• The distinction was drawn between two types of pollution; litter on the beach, and 

faecal bacteria in the water, which makes the sea unsafe for swimming. 

• It was acknowledged that litter is bad PR; though the water may be clean, litter on 

the beach creates a public perception that it is dirty.  

• Stakeholders discussed the question of where responsibility for water contamination 

lies. It was explained that Southern Water’s focus on this area was driven by 

customer feedback in addition to statutory requirements.  

• The example of Hastings was used to demonstrate how improving beaches and 

seawater could bring economic benefits by boosting tourism. 

• Many stakeholders called for Southern Water to explore partnership approaches to 

this issue, perhaps working with charities or coastal businesses.  

• The Beauty and the Beach campaign should emphasise pride, positivity and 

collective action over finger-wagging.  
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• The campaign should launch in the new bathing season. 

• Southern Water should highlight examples of good practice, with examples of dog 

policy, littering policy, takeaway containers and bird feeding. 

Growth Hotspots and Garden Villages  

Key themes  

• Planning for future infrastructure investment 

• Planning for new housing developments 

• Promotion of more efficient water use in households 

Issues 

• Stakeholders wanted to know whether Southern Water could get more involved in 

the planning process for new housing developments, as well as whether they could 

get involved at an earlier stage.  

• Stakeholders asked how Southern Water would raise funds for new infrastructure 

development before new housing is built.  

• New developments were seen as an opportunity to educate people about efficient 

water use.  

• Ongoing maintenance of sustainable drainage systems (SuDs) and grey water 

systems were identified as important. Some stakeholders argued that this 

responsibility should not fall on Southern Water.  

New Approaches to Improving the Quality of Sussex’s Water Sources  

Key themes  

• Post-Brexit environment 

• Partnerships and cross-utility collaboration 

• Messaging for farmers and landowners 

Issues 

• Southern Water need to lobby to make sure that the government’s post-Brexit 

farming and agriculture policy is beneficial to the environment. 

• Southern Water should be working with other utilities to improve water quality, for 

example, with South East Water on the Arun and Western Streams Catchment 

Partnership.  

• Programmes need longevity, not tokenism, with partnerships invested in the long 

term.  

• A policy and message reversal is needed for farmers, emphasising that soil health, 

rather than paying for chemical products, is economically beneficial. 

• Real change will only occur if Southern Water creates successful partnerships and 

shares resources.  
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6. WRITTEN FEEDBACK 
 

Stakeholders were asked to complete written feedback forms at the end of each workshop. 

The data has been collated across all workshops and the results are as follows. 

Q1: Was the purpose of the workshop clear? 

 

Comments 

• “Understood completely what the purpose was.” 

• “Very clear on the functional responsibilities of Southern Water.”  

• “Good leads on the innovative approaches being proposed.” 

• “Yes – [the session had a] very wide agenda.” 

• “Some people on the table had a steeper learning curve – they had not all heard of 

Let’s Talk Water.” 

Q2: Did you find the meeting informative and of benefit to your organisation? 
 

 

 

Strongly 
Disagree

0%

Disagree
2% Neutral

5%

Agree
51%

Strongly Agree
42%

Strongly 
Disagree

0%

Disagree
1%

Neutral
5%

Agree
52%

Strongly Agree
42%
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Comments 

• “It was informative from a personal perspective. We came to make contacts and to 

try and influence future Southern Water activities.” 

• “Interested to see how catchment approach goes forward, in particular, habitat 

creation.” 

• “Excellent overview, dropping into detail but event was more implicit than explicit.” 

• “Particularly in meeting other organisations – good bit of networking.” 

• “Apart from an occasional unfortunate slip ‘the future is ahead of is’ the presentations 

were expertly voiced with helpful graphics and timely questions from the floor.” 

• “Seemed to be a rubber-stamping exercise.” 

• “Yes, especially the catchment first and planning for future sections.” 

 

Q3: Did you have sufficient opportunities to provide your views? 

 

Comments 

• “Mechanics worked well on the day – good mix of info / explanation and sharing in 

workshop.” 

• “Yes and no. I think the balance was a little off – too much presenting.” 

• “Tried to do too much in the time.” 

• “In-table approach very comfortable and inclusive.” 

• “I enjoyed the structure of short presentation and discussion and allowed discussion 

and opportunities to share ideas/info.” 

• “Could ask for individual views specially.” 

 

  

Strongly 
Disagree
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Q4: Did you think the format of the workshop was suitable? 

 

Comments 

• “The best for time available and numbers attending.” 

• “Useful to be seated on a table with [range] of organisations.” 

• “The whole event was interesting and valuable, however, there was too much 

information to give a considered response. This would have been better over two 

modules. Background reading beforehand would be useful.” 

• “Perhaps more time between screen talks for table comment.” 

• “Small tables work.” 

 

Q5: Did you think the electronic voting software was useful? 
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Comments 

• “Valuable to see a range of views.” 

• “Would be good to have an alternative, anonymous option available.”  

• “Gave a rapid idea of the temperature of the meeting on specific topics.” 

• “OK but did not reflect minority views.” 

• “More of a means to vote anonymously than the showing of hands.” 

• “Not a good idea to spring questions, then bring you strategies on a quick survey. In-

depth thought sometimes needed.” 

 
Q6: Did you think the venue was suitable for the meeting? 

 

Comments 

• “Comfortable + accessible train/bus/bike suitable, please encourage this.” 

• “Comfortable, some limited viewing but generally OK. Food + refreshments first 

class, as free. Long walk from car park.” 

• “Excellent venue.” 

• “Some issues with being able to hear until microphone was produced.” 

• “Good parking and facilities.” 

 

Q7: How could we improve future workshops? 

• “More local information, less regional.” 

• “I do believe [Southern Water] are interested in altering practices in response to 

consultation, unlike some companies that distort the statistics to suit their own 

agendas.” 

• “More interaction, discussion time [and] less on presentations.” 

• “A little less content in the time.” 

• “Make them shorter; more punchy. Less talking to – more listening of answers.” 

• “Keep talking, sharing, listening for partnerships, follow shared resources and 

outcomes.” 

  

Yes
97%

No
3%

Not sure
0%
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Q8: Would you attend future workshops? 

 

Comments 

• “Improved communication is extremely useful.” 

• “An excellent example of a utility engaging with its stakeholders and customers.” 

• “Need to input important stuff into process so Southern Water can ‘get it right’.”   

• “Very important to have similar event after the publication of future plan to monitor 

progress and feedback opportunities.” 

Q9: Are there any other issues you would like to discuss with us in the future? 

• “I would like to see more specific plans for improving existing infrastructure” 

• “Work with planning authorities so that conditions or development are robust and 

take into account a holistic understanding of impact and future risks.”  

• “How to ensure a circular economy between upper water catchment work with 

developments in downstream water catchments to ensure environmental 

sustainability which delivers economic and social benefits.” 

• “Yes – the welcome and positive way to act to improve the experience of developers 

and with Southern Water.”  

• “A lot more overt environmental enhancement, i.e. not just protecting and complying.” 

• “Link with the [Sussex Chamber of Commerce] on sector-based forums, i.e. 

construction and manufacturing, to educate, work with business, planners, etc.”  

• “I would like to invite a Southern Water manager/director to attend one of our 

breakfast meetings and to meet developers, hotel owners and education centre 

heads.” 

Q10: Do you have any further feedback or comments you would like to provide? 

• “Improve communication with local councils, and also obtain information from them.” 

• “Southern Water should focus on pressing to be a statutory consultee for planning 

applications so that your input is not ignored by developers.” 

• “In all, excellent session, good content, excellent presentations.” 

• “Involve local authority planners – planning enforcement officers.” 

• “Really pleased to hear about two excellent initiatives: Water efficiency and 

catchment management.” 

Yes
93%

No
0%

Not sure
7%


