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Introduction 
 

Southern Water is currently approaching the end of the second full year of the current investment 

period, which runs from 2015-2020. The company is committed to engaging widely with its 

stakeholders in order to shape how it delivers water and wastewater services over the course of the 

current investment period and identify priorities for its next Business Plan (2020-25). The 2020-25 

Business Plan will be scrutinised by the water industry’s regulator, Ofwat, as part of the PR19 price 

review. The price review process will determine the bills that customers pay and inform the areas 

where Southern Water will target its investment. 

In autumn 2016, Southern Water ran a series of stakeholder workshops across its region. These 

workshops were part of a continued programme of engagement on the delivery of Southern Water’s 

current Business Plan and the development of the 2020-25 Business Plan, the next Drought Plan and 

the next Water Resources Management Plan. This followed on from a number of engagement 

activities that had taken place earlier in the year: 

 

Spring/summer 2016 Stakeholder Panels – to discuss new ideas to secure sustainable water 

supplies 

 

Summer 2016 Stakeholder Insight – to understand views about Southern Water and identify 

priority areas for engagement 

 

 Online Survey – gathered more new ideas to secure sustainable water 

supplies 

 

Spring – autumn 2016  Customer Research – on priorities for Southern Water’s 2020-2025 Business 

Plan 

 

Autumn 2016  Stakeholder Workshops – focus on priorities and shaping options for delivery 

 

This report sets out the feedback from the autumn 2016 Sussex region workshop, which took place 

on Friday 4 November in Brighton. 

 

Further engagement will include: customer research, stakeholder panels, public consultations and 

stakeholder workshops, which will take place over the next two years, resulting in Ofwat’s final 

determination of Southern Water’s 2020-25 Business Plan at the end of 2019. 
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Attendees  
 

51 stakeholders attended the workshop representing 39 separate organisations. 

 

Adur & Worthing Councils 

Adur Floodwatch Group 

Andur & Worthing Council  

Arun & Rother Rivers Trust 

Arun District Council 

Balcombe Parish Council 

Brighton & Hove City Council 

Chichester District Council 

Cranbrook & Sissinghurst Parish Council 

Create 51 

East Preston Parish Council 

East Sussex County Council 

Environment Agency 

ESHCon 

Flood Action Groups Selsey 

Hastings Borough Council 

Hellingly Parish Council 

Kent High Weald Partnership  

Kingston Parish Council  

National Farmers Union South East 

Natural England 

OART 

Ofwat 

Portsmouth Water 

Rustington Parish Council 

Seaford Flood Action Group 

Sidlesham Parish Council  

South Downs National Park Authority 

South East Water  

South Heighton Parish Council  

Surfers Against Sewage 

Sussex Chamber of Commerce 

Sussex Inshore Fisheries and Conservation 

Authority 

Sussex Wildlife Trust 

Sutton & East Surrey Water  

The Clancy Group 

UKWIR 

West Sussex County Council 

Worthing Borough Council 

The ‘stakeholder type’ from the electronic voting was not recorded for this workshop.
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Overview of workshop  

After a welcome address and introductions, speakers gave short presentations, as summarised 

below. Discussions were held in table groups as stakeholders probed some of the issues further. In 

order to allow full and frank discussion, comments in this report have not been attributed to individual 

stakeholders. 

 

Feedback forms were provided to the stakeholders inviting them to answer a number of questions 

about the event and the results are summarised at the end of this report. 

 

Following the stakeholder engagement undertaken earlier in the year, as outlined above, Southern 

Water carefully reviewed the feedback and invited stakeholders to workshops in October / November 

2016, where there were three areas of focus: 

 

1. Our Business Plan – Performance in Year One and Future Priorities 

 

2. Sewer flooding 

 

3. Water resources. 

 

 

There were then optional surgery sessions after lunch, which focused on: 

 

1. Planning for future growth 

 

2. Bathing water quality 

 

3. Water resources (continuation of morning session).  
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Summary of Findings  
 
WORKSHOP 1 – Our Business Plan 

 

Southern Water carried out customer insight research during spring - autumn 2016. Customers 

identified four key themes in order to inform the company’s long term priorities. These key themes, 

along with a number of sub-themes, suggested by customers, are shown below:  

 

 
 

 

In Workshop 1, stakeholders were asked to give their views on the four key themes and on the sub-

themes.   

 

Priorities 

Due to a technical error the electronic voting for this workshop session was not recorded. 

 

In the round-table discussions, generally, stakeholders agreed that the themes presented reflected 

their priorities.  However, some attendees commented the constant supply of high quality drinking 

water should be seen as a given rather than a priority.  One table suggested separating ‘Investing in 

infrastructure for future generations’ into two separate priorities: 1) new and 2) existing.  

 

Missing key themes 

The following were suggested as key themes for consideration: 

 Climate change 

 Engagement with landowners 

 Wastewater and sewage 
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 Grey water recycling / water re-use – education and infrastructure 

 

Most important key theme 

Most tables commented that the themes were ‘interlinked’, so were unable to select which was the 

most important. Across the groups all themes were mentioned as important, depending on the 

organisation attendees came from, as well as their personal experiences. However, ‘Effective 

customer service and engagement’ was mentioned the least by attendees and this was reflected by 

the consensus of one table that it was not the most important. 

 

Missing sub-themes 

Effective customer service and engagement 

Attendees suggested: 

 Better engagement with businesses 

 Better engagement with local authorities 

 Better engagement with the fishing industry 

 More education 

 Improving affordability and simplified billing 

 Using bills to communicate information 

 Communication and co-ordination about repair/maintenance work 

 Sharing and adopting best practice customer services across the company 

 Communications about investments programme 

 Better promotion of the ‘Green Dr’ service – advice for users 

 Better communication about combined sewer overflows (CSOs) 

 

A constant supply of high quality drinking water  

The following was suggested as sub-theme: 

 Valuing drinking water as a resource 

 

Protecting nature and the environment 

The following were suggested as sub-themes: 

 Focus on enhancement, not just protection 

 Land management and working with farmers 

 Marine environment 

 Abstraction 

 Enforcement 

 Fracking 

 

Investing in infrastructure for future generations 

Many comments were made about: 

 Southern Water’s role in the planning process and how this needs to be improved 

 

Performance Reporting 

Some attendees spoke favourably about the reports they had seen, commenting they were 

appropriate and citing the two-page summary as useful. 

 

However, some commented that the annual report was difficult to read and took a lot of time to work 

through. Concise, easy-to-digest information was suggested, along with more images and 

infographics. 

 

Multiple stakeholders also suggested:   

 Tailored information for different audiences 

 One-page updates  

 Quarterly reports 
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 More images / infographics; clear and simple 

 Case studies 

 More information on local work/projects, environmental impact and related projects 

 Information on bills about projects and how money is being spent 

 

A number of suggestions were made by individual stakeholders, which are included in the main body 

of the report.  

 

WORKSHOP 2 – Sewer Flooding 

 

Stakeholders were asked to give their views on where Southern Water should give priority when 

making investment decisions to address the risks and impacts of sewer flooding. They were asked to 

consider, and later vote on, which of the following should be given priority: 

 

 Inside homes and business 

 Outside areas including gardens and patios 

 Parks, playgrounds or village centres 

 Public buildings (schools, hospitals etc.) 

 Local economy 

 Elderly, disabled or vulnerable customers 

 External sewer flooding over extended periods 

 Restricted toilet use 

 

Prioritising investment decisions 

There was a technical issue with the electronic voting on this question. In the round table discussions, 

public buildings were prioritised by many, particularly hospitals and schools. Vulnerable customers 

were also mentioned as a priority by attendees on a number of tables. Prioritising customers’ homes 

before businesses was advocated, and customers who have experienced problems over a continuous 

extended period were mentioned by a couple of attendees. Parks, playgrounds and village centres 

were seen as a low priority as they were not critical and alternatives could be found. Others 

advocated priority should be given to the number of people affected. It was suggested prioritisation is 

a technical exercise and a system or scale needs to be devised to help fairly prioritise. 

 

Options to mitigate against sewer flooding 

A number of options to mitigate against sewer flooding were presented to stakeholders. These fell into 

four categories, outlined below. 

 

This topic was not discussed in depth on many of the tables. However, one theme that was raised a 

number of times related to the need for more education on the subject.  

 

1) Managing flows 

 

The options relating to managing flows are shown below: 

 

• Better response to emergencies 

– More staff and emergency equipment 

– Proactive responses to developing storms 

• More CCTV and sewer jetting 

– More work to find and remove blockages 

– Focus on known hotspots 

• Better monitoring and data 

– Gathering more ‘real time data’ 

– Quicker response 
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• Non-return valves and other mitigation measures 

– Reduce impact of flooding to individual properties 

 

A couple of attendees expressed dislike for non-return values, as they had experienced problems with 

them.   

2) Preventing flows 

 

The options relating to preventing flows are shown below: 

 

• Major floor defence partnerships 

– Part fund EA flood defence projects 

– Protect customer’s properties from sewer flooding 

– Protect our pumping stations and treatment works 

– Flood barriers, walls or flood plain schemes 

• Sustainable Drainage Systems (SuDs) 

– Slow and hold back water 

– Reduce pollution 

– Green roofs, permeable surfaces, wetlands 

• Separating storm water 

– Lay separate system for surface water 

– More capacity for wastewater 

 

There was concern from attendees on a few tables about the ongoing maintenance of SuDs, and 

where responsibility lies for them. 

 

3) Store and release flows 

 

The options relating to storing and releasing flows are shown below: 

 

• Improving the sewers 

– Repair or line sewers 

– Replace with larger pipes 

• Storing stormwater 

– Storage tanks to hold water during heavy rainfall 

– Re-introduce excess water back into the system once storms subside 

 

There was support for storm water management from a couple of attendees, but stakeholders 

understood it can be costly and potentially a short-term solution. 

 

4) Education 

 

With regard to education, stakeholders were asked to consider a continuation of the ‘Keep it Clear’ 

campaign which aims to achieve the following objectives: 

 

– Encourage behaviour change 

– Prevent fats, oils and greases, wet wipes and other unflushable items entering the 

sewer system 

– Help prevent sewer blockages 

– Focus in hot spot areas 

  

Of the tables that discussed this question, education was raised by many attendees as an important 

and sustainable solution; however, a couple of stakeholders were sceptical of the outcomes of trying 

to educate everyone on this issue. 
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 General 

There were a couple of comments regarding location specific requirements, with the suggestion that 

not all options/solutions will work for every locality. 

 

Options missing to help reduce sewer flooding 

A number of options were suggested by attendees. 

Education 

There was particular focus on nearly all of the tables about developing the education and strategies to 

reduce blockages, including:  

 School programmes 

 Use of the media  

 Naming and shaming  

 Educating industry, being proactive 

 Working with manufacturers of blockage inducing products 

 Better designed and supplied fat boxes 

 Reporting blockages 

 Installing non-return valves  

 

Managing flows 

Using the potential for lower insurance premiums to incentivise customers to install mitigation 

measures in their property was suggested by one stakeholder. More and better use of CCTV was also 

advocated by one table. 

 

Prevent flows 

Suggestions for the management of SuDs were made by a couple of stakeholders, which involved 

retrofitting ponds for SuDs and working with developers on a joined up approach for new builds. 

Concern was raised on a couple of tables that landowners did not take sufficient action to maintain 

watercourses and ditches or improve broader land management practices.  

 

Store and release flows 

In relation to storm water management, one stakeholder suggested working in partnership bodies 

such as the Highways Agency to ensure new roads have storm water drains to give holding capacity 

that can later be released. The use of more aquifers was suggested by one attendee. 

 

Other 

Other suggestions were: 

 Partnership working 

 Knowledge and best practice sharing 

 Capture management 

 More collaboration with local authorities and stakeholders in the planning process 

 Lobbying government 

 

WORKSHOP 3 – Water Resources 

 

Resilience planning 

The electronic voting results showed that stakeholders thought Southern Water should plan for a level 

of resilience which caters for: customer views, economy and the environment, with 57.5% voting for 

this option. 

 

Across a couple of the tables, attendees struggled to select one factor to prioritise, believing they are 

interlinked. One attendee even advocated that stakeholders should not be discussing this and it is 

down to the experts to decide. 
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The worst historic drought approach was not popular with attendees on half of the tables, as it was 

seen as unreliable and underestimates climate change. The potential future drought approach was 

suggested as more useful by attendees on three tables. Looking at severe droughts was advocated 

by one attendee. However, a couple of other attendees suggested planning for a middle-ground 

drought, rather than a worst-case scenario, and warned of the risks of over investment and 

subsequent impact on consumers’ bills. 

 

Discussion on the majority of tables focused on whether customers are in a position to decide what 

they should pay, and that education plays a key role. Attendees felt customers may be happier paying 

more if they understood what their money was being spent on. Attendees on a number of tables felt 

that the environment was the ultimate concern. A handful of attendees mentioned that planning 

should be based on the economy. One attendee suggested the approach was too simplified and 

suggested an alternative that presented the question in terms of levels of acceptability and 

responsibility, rather than a ‘pay this and get that’ approach. 

 

Emphasis on supply or demand options 

The electronic voting results showed that of all the options presented, stakeholders favoured demand 

options, with the exception of water re-use, and thought that the options should be implemented in the 

following order: 

1) Charges that encourage people to conserve water (30%) – demand option 

2) Water efficiency (20%) – demand option  

3) Water re-use (17.5%) – supply option  

4) Leakage reduction (12.5%) – demand option  

5) Transfers from other water companies (7.5%) – supply option  

6) Tariffs that penalise people who use a lot of water (5%) – demand option  

7) Reservoirs (2.5%) – supply option  

8) Desalination (0%) – supply option  

 

During the round-table discussions there was not a lot of opinion from attendees on whether the 

emphasis should be on supply or demand options. Of those that did comment, there was a mixed 

response. A couple of attendees advocated an emphasis on supply options as this was seen as a 

long-term approach and gave a level of certainly. However, four attendees thought demand should be 

the focus largely on the basis that demand options were cheaper and less environmentally damaging. 

Stakeholders on three tables suggested that there should be focus on both options. There was 

discussion on four tables that there was a need to educate consumers about supply and demand. 

 

Demand options 

The electronic voting results showed that attendees prioritised water re-use over the other demand 

options. This was followed by water efficiency and rewarding customers for using less water. The 

lowest priority of the demand options was seasonal tariffs, although this was still rated at 7.00 out of 

10.  

 

Attendees did not discuss leakage reduction in depth. However, it was noted that, although 

expensive, Southern Water should be investing in improving its assets.   

 

Seasonal and rising block tariffs were a popular discussion on most tables. Many attendees 

supported the idea of rewards and different tariffs. However, some warned it could be complicated 

and those on low incomes/vulnerable customers need to be considered. One attendee also thought 

that while this might be a good approach for domestic customers, they were concerned how it would 

work for businesses.  

 

While a couple of attendees thought water efficiency kits has a role to play, others felt they did not 

save much water and were dependent on use by customers. 
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Education on water preservation was advocated by attendees on a couple of tables. 

 

Supply options 

The electronic voting results showed that attendees prioritised water company transfers over the other 

supply options. This was followed by new reservoirs, with desalination ranked the lowest.   

 

It was suggested that all supply options need to be looked at, and cost-benefits considered.  

 

There were mixed opinions about new surface water reservoirs. Some attendees felt they were 

expensive, negatively impacted the environment and not sustainable in times of drought and therefore 

not particularly useful. However, others thought they could provide some solution and were actually 

positive for the environment and community in terms of provision of recreation, for example sailing.  

 

Desalination was largely criticised by attendees on most tables as being expensive and having high 

carbon usage; many suggested it was a last resort. However, a couple of attendees felt it should be 

considered as a long-term solution and with advancing technology it was an interesting option. 

 

Grey water recycling in the home – and water re-use on a larger, more sophisticated scale - was 

advocated by some attendees, and it was felt fears about customers not accepting both were 

potentially overblown. Retrofitting grey water systems was thought to be expensive, although the 

potential for some form of government-backed incentive was suggested. Incentives for developers to 

fit grey water systems in new homes were also suggested. 

 

Transfer from other water companies was seen as a good idea, although some attendees raised the 

issue of cost. 

 

Non-potable water for industry was only mentioned by one attendee, who thought it was a good 

option. 

 

Catchment management was discussed as an alternative option on a couple of tables. 

 

 

SURGERIES 

 
Planning for Future Growth 

The overarching theme was that stakeholders wanted to see Southern Water playing a greater role in 

the long-term planning process and that water companies should be a statutory consultee. Generally, 

there was a desire to see more engagement with developers and local authorities.  

 
Bathing Water Quality  

The discussion focused on some of the key sources of bathing water pollutants, including seaweed, 

dogs and gulls. One stakeholder said that Southern Water should be mindful that signage warning 

swimmers about bathing water quality could have a negative impact on local tourism and businesses. 

It was suggested that Southern Water do more to engage with farmers on the issue. 

 
Water Resources  

The water resources surgery focused solely on catchment management. It was strongly felt that it is 

important to make the best use of land and that Southern Water should work with all stakeholders to 

ensure land use is appropriate. However, the cost of catchment management was questioned, 

particularly on the basis that it would require a very high level of monitoring. The point was also made 

that it would take years to determine whether catchment management is delivering successful results. 
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Workshop 1 – Our Business Plan 
 

This presentation included: 

 

- An overview of Southern Water’s priorities for 2015-20  

- Progress in meeting our Business Plan promises and performance update 

- Customer Priorities – feedback from recent customer insight work 

 

Discussion 

 

Part 1: Priorities for the 2020-25 Business Plan 

 

Customers were asked to think about their long-term priorities and they identified four key themes: 

 

 Effective customer service and engagement 

 A constant supply of high quality drinking water  

 Protecting nature and the environment 

 Investing in infrastructure for future generations 

 

Round-table discussions were then held and the following questions asked: 

1. Do these themes reflect your priorities? 

2. Are any key themes missing? 

3. What is the most important key theme to you? 

4. Are we missing anything from the sub-themes? 

 

An electronic voting session was then held, to give individuals the opportunity to record their individual 

opinions on the priorities. Below is a summary of the electronic voting results from this region and key 

feedback from the round-table discussions. 

 

Q1. Do these themes reflect your priorities? 

 

Electronic voting results 

 

Due to a technical error the voting for this workshop session was not recorded. 

 

Round-table discussions 

 

Generally, stakeholders agreed that the themes presented reflected their priorities.  

 

‘I agree. Those are the main themes.’ (Table 1) 

 

‘I’m very pleased to see environment there. I was expecting it to be lower priority. (Table 1) 

 

‘They do...’ (Table 4) 

 

‘As broad themes go, it hits all the nails.’ Consensus on the table. (Table 9) 

 

However, some attendees commented that the constant supply of high quality drinking water should 

be seen as a given rather that a priority.  

 

‘The supply of drinking water should be a given.’ (Table 7) 

 

‘Having safe drinking water is a given.’ (Table 10) 
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One table suggested separating ‘Investing in infrastructure for future generations’ into two separate 

priorities: 1) new and 2) existing. (Table 10) 

 

Q2. Are there any key themes missing? 

 

Attendees on three tables felt that collaboration and partnership working was missing.  

 

Climate change was also mentioned by a couple of tables as a key theme to be considered. 

 

Engagement with landowners was raised on two tables as something that should be a priority and it 

was felt that there is an opportunity for Southern Water to take an active role.  

 

Wastewater and sewage was also mentioned by two groups as a key theme that was missing.  

 

Grey water recycling  – education and infrastructure was also suggested by many attendees on 

one table. 

 

 Collaboration and partnership working 

‘Get that coordinated activity going, draw those resources from other organisations, network, 

helping you work out what you can achieve.' (Table 1) 

 

‘There’s an overall theme around collaboration, i.e. the need to work with all stakeholders 

effectively (national park, local authority, customers, regulators).’ (Table 4) 

 

‘Partnership working is something that is quite important and while I think it’s happening more 

now, there is room for improvement.’ (Table 9) 

 

Climate change 

‘I’d just say more clarity and action to address climate change related risk – more done at the 

level of Southern Water, but also the level of individuals too – and local schemes, get others 

more involved.’ (Table1) 

‘Another thing that maybe should be somewhere, as it is an overarching theme, is the issue of 

climate change and its effect on supply of water.’ Others agreed (Table 4) 

 

Engagement with landowners 

‘'There's nothing in there in the programme about engaging with landowners, you should be 

really selling this to people, it's helping your business because it's cutting down costs and 

preventing flooding – really important working with landowners.' (Table 1) 

 

‘It is about building trust between farmers and land managers, there is a concern about this, 

and Southern Water has an opportunity to have an active role in improving the environment.’ 

(Table 8) 
 

Wastewater and sewage 

'You hit the nail on the head about wastewater being missing from it, perhaps it's an area where 

customers did not for some reason put two and two together.'  (Table 1) 

 

‘... there are some slight things missing, such as the topics of wastewater and sewage.’ The 

table agreed. (Table 4)  
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Grey water recycling – education and infrastructure 

‘You need to engage with the public around grey water and using that. Southern Water should 

be taking the lead on telling people that they should be doing that (re-using water).’ (Table 6) 
 

‘Grey water needs to be expanded on. The technology is there, to build new houses with grey 

water systems.’ (Table 6) 

 
‘We hear about “put a water butt in your garden” but that’s it … maybe a system of grants is 

needed to start that change happening.’ (Table 6) 

 

 

Q3. What is the most important key theme to you? 

 

Most tables commented that the themes were ‘interlinked’, so were unable to select which was the 

most important. 

 

Across the groups, all themes were mentioned as important, depending on the organisation attendees 

came from, as well as their personal experiences. 

 

However, ‘Effective customer service and engagement’ was mentioned the least by attendees and 

this was reflected by the consensus of one table that it was not the most important. 

 

Interlinked 

 ‘I find it quite difficult to choose between these. They’re all equal.’ (Table 2) 

 

‘I suppose you don’t want us to say they are equally important, but they are all interlinked.’ 

(Table 2) 

 

‘We must recognise the link between all areas.’ (Table 4) 

 

‘They are all interlinked, I don’t think you can pick out a key area, they are all great priorities.’ 

(Table 6) 

 

‘The environment is linked and based on infrastructure.’ (Table 7) 

 

‘They are all important to the risk management process.’ (Table 9) 

 

‘I think maybe the graphic illustrating that they overlap is very true, from my perspective for 

anything that impacts the economy you have recognise the overlap with infrastructure.’ (Table 

10) 

Effective customer service and engagement 

‘South East Water is like this, you tend to be a silent utility, don’t shout about what you do, it’s 

industry wide, we should all be trying to say “this is what we've done” more.' (Table 1) 

 

‘Getting customers to think more about water and waste, communication activities are 

important. If customers were engaged more about water it would have a knock-on effect on all 

of the other areas. For example, work has begun on preventing people flushing things down the 

toilet and that has a knock-on effect on the environment, infrastructure and all other factors.’ 

(Table 9) 

 

‘... we have to have good customer care, if we do then we can promote the importance of 

looking after the environment.’ (Table 10) 
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‘Effective customer engagement is important but it’s not the most important.’  

The table agreed. (Table 2) 

 

A constant supply of high quality drinking water  

‘I would have thought drinking water – ensuring a high-quality supply.’ (Table 2) 

 

‘I think drinking water must be held as the most important...’ (Table 5) 

 

‘A constant supply of drinking water - I think - is the number one. It ultimately would be the 

constraint on housing growth in the region.’ (Table 7) 

‘From a customer perspective it would have to be constant supply of high quality drinking 

water.’ (Table 9) 

 

‘For me it would be constant supply of water.’ (Table 10) 

 

 

Protecting nature and the environment 

‘Protecting nature and the environment is top of my list, although the constant supply of 

drinking water is a no brainer. We do take that for granted.’ (Table 2) 

 

‘Protection of nature and environment is the most important to me.’ (Table 3) 

 

I believe nature and environment are most important. Supply of drinking water and 

infrastructure improvement will help to develop this though.’ (Table 5) 
 

‘Protecting nature and the environment is the most important priority for me.’ (Table 7) 

 

‘Southern Water should have a less passive role and be more active within the environment.’ 

(Table 8) 

 

‘Protecting nature and the environment is the most important for me.’ (Table 9) 

 

‘...  if you don’t have environment you won’t have water and so you have to look after the 

environment.’ (Table 10)  

 

 

Investing in infrastructure for future generations 

‘I think the infrastructure will be key moving forward. How are we going to meet the increased 

demand in the South East?’ (Table 2) 

 

‘Investing in infrastructure is very critical to me. We should be planning for future drought and 

expanding populations.’ (Table 3) 

 

‘Well, a lot of our discussion fell into the investing in infrastructure theme.’ (Table 4) 

 

‘I think all are important, especially investing in infrastructure.’ (Table 5) 

 

‘Investing in infrastructure for future generations – one of the areas that gets flagged up for 

West Sussex is the Chichester area – it’s an ageing infrastructure there and it needs redesign. 

That’s a message that keeps coming through (from residents).’ (Table 6) 

 

‘As a public authority representative it would have to be investing in infrastructure.’ (Table 9) 
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‘If the infrastructure is done well then all else should be more manageable.’ (Table 10)  

   

Q4. Are we missing anything from the sub-themes? 

 

Effective customer service and engagement 

‘Better engagement with businesses’ was raised by three attendees as a missing sub-theme, and 

individuals also raised better engagement with local authorities and the fishing industry. 

 

‘More education’ was suggested as a key sub-theme on four tables, and a number of suggestions 

were made.  

 

‘Improving affordability and simplified billing’ were also suggested by a number of groups as a sub-

theme, as was using bills to communicate information.  

 

Other suggestions of sub-themes were made by one or two attendees, and are listed below. 

 

 Better engagement with businesses 

'Coming back to customer service, I run a business, and one of the things missing is an 

opportunity to engage businesses in water efficiency; there was a programme someone ran 

about 7-8 years ago to increase efficiency for businesses – we work with them – improve and 

drive some of the efficiency targets, but I haven't heard anything about it in a while.' (Table 1) 

 

‘The business community. It’s only around 15% of Southern Water’s users, but 

communicating with a small number of large users is easier than vice versa, so there could be 

opportunities there to improve, and for that to trickle down to other users.’ (Table 2) 

 

‘I think for businesses – and there are some very large manufacturers across the region that 

could do a lot more – I think it’s looking at how they can use water efficiently.’ (Table 10) 

 

 Better engagement with local authorities 

‘I would add local councils to that.’ (Table 2) 

 

 Better engagement with the fishing industry 

'The fishing industry is important but not to the majority of customers, maybe fishermen / sea 

marine environment deserves more attention; it's a very important industry.'  (Table 1) 

 

 More education 

'I think there's a role to do more educational work with schools, more local scale 

collaboration.' (Table 1) 

 

‘A priority should be to re-educate people on the importance of water as a step to managing it 

better. We are so profligate in this country.’ (Table 2) 

‘We talked about education and minimisation; we’re going to have to teach people to use less 

water, it’s crucial.’ (Table 3) 

‘There needs to be a clear connection between surface water flooding and the issues they 

complain about, with their behaviours’.  Consensus on the table that education is a main 

theme. 

 (Table 9) 

 

 Improving affordability and simplified billing 

‘Clarity of billing is something I think is an important part of customer service.’ (Table 2) 
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‘I think keeping water bills down is something I would say is missing. Along with an 

explanation as to why they are at the levels they are.’ (Table 5) 

 

‘It surprises me that there is nothing on there about affordability of bills. Speaking to 

customers it’s an important issue.’ (Table 9) 

 

 

 Using bills to communicate information 

‘Water bills could be an ideal medium to communicate information, given everybody reads the 

bill because they have to pay it.’ (Table 2) 

 

‘Comparison on a bill—how much water I have used compared to last year.’ (Table 3) 

 

 Communication and co-ordination about repair/maintenance work 

‘For us, interruption to provision due to repair or maintenance work is an important issue, 

because it is more likely to happen than a major issue like drought.’  (Table 2) 

 

‘Making sure maintenance is pre-planned where possible to minimise disruption. And 

collaboration is important here too – things like coordinating with electricity companies to 

minimise disruption.’ (Table 2) 

 

 Share and adopt best practice customer service across the company 

‘I know you (Southern Water) can do it though. There are other sections of our business 

where communications with Southern Water are spot on. I think it’s maybe a case of best 

practice needing to be spread across the company. Best practice needs to be adopted and 

shared.’ (Table 5) 

 

 Communication about investment programme (Table 2) 

‘Making sure the reasons for investment are explained, especially investing/maintaining pipes 

…’ (Table 7) 

 

   Better promotion of the ‘Green Dr’ service – advice for users (Table 7) 

 

 Better communication about CSO  

 ‘CSO (combined sewer outfall) issues haven’t been mentioned. We never get told when they 

are going to be used by Southern Water, so we can’t pass this information on to our users 

[surfers] when they are out in the water - via our app. We’d like Southern Water to tell us 

when they’re going to be used so we can advise our users. We need better advice on water 

quality in real time’. (Table 5) 

 

A constant supply of high quality drinking water 

  

‘Valuing drinking water was a resource’ was suggested as a sub-theme by attendees on a couple of 

tables. 

 

 Valuing drinking water as a resource 

‘Also “valuation of drinking water resources” is missing.’ (Table 5) 

 

‘There is some push back that companies could do with educating customers on how they 

use high quality drinking water – why do we wash our cars and flush our toilets with that 

drinking water? There’s a strong educational component needed there.’ (Table 6) 
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Protecting nature and the environment 

‘Focus on enhancement, not just protection’, ‘Land management and working with farmers’, ‘Marine 

environment’, ‘Abstraction’, ‘Enforcement’ and ‘Fracking’ were suggested as sub-themes. 

 

 Focus on enhancement, not just protection 

‘In terms of protecting nature and the environment, it’s about more, it’s about enhancing 

nature and the environment – this gives it more of an aspirational approach.’ (Table 6) 

 

 Land management and working with farmers 

‘Something around the wide range of benefits that can stem from proactive land management.’ 

(Table 2)  

 

‘The example of working with farmers has a knock-on effect on enhancing the environment.’  

(Table 6) 

 

‘... work with farmers; do not put nitrates on fields etc. ...’ (Table 8) 

 

 Marine environment (Tables 1 and 3) 

 

 Abstraction  

‘Abstraction impact seems to be missing.’ (Table 2) 

 

 Enforcement 

‘... better enforcements, because environmental regulators are so under-funded.’ (Table 2) 

 

 Fracking 

‘... I am worried about future supply of water oil and gas extraction, which requires a high supply 

of water. I won’t use the ‘f’ word for fracking as it’s been redefined by the EU.’ (Table 3) 

 

Investing in infrastructure for future generations 

There were a number of comments relating to Southern Water’s role in the planning process. People 

generally wanted to see Southern Water play a greater part in the planning process, even refusing 

developers permission to connect to sewers if there is limited capacity. However, it was accepted that 

Southern Water has a duty to connect properties to the sewerage network. 

 

 More/better involvement in the planning process 

‘It’s difficult because Southern Water doesn’t have a role in driving where development could go 
– they have to accept people’s right to connect – it’s maybe more about developers getting 
permission in areas that might not have capacity.'  (Table 1) 
 
‘If you weren’t a statutory consultee there could be some way where you liaise with local 

authorities more still, when local plans get put together get a feel of whether there’s capacity 

there in the first place.’ (Table 1) 

 
‘Challenging developments that you don’t feel you can provide, even if you’ve been told you can’t 

challenge them.’ (Table 2) 

 

‘Planned use for housing: can Southern Water cope with grey water and with drinking water? The 

site starts and then the sewer pipe isn’t big enough, the water main isn’t big enough. We need 

clarity. We don’t get enough clarity on the schemes, the development schemes.’ (Table 3) 

 
‘The capacity to deal with existing and new developments occurring, for example groundwater 

finding its way into developments etc.’ (Table 5) 
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‘Considering what is happening in our region with development - we have projected around 3-

4000 new homes - that will have a huge impact on sewer facilities and fresh water facilities. I 

think that will become a big issue – coping with the resources needed for infrastructure.’ (Table 

7) 

 

‘Southern Water think they have to say yes to everyone who wants to connect to their sewers. I 

would like to see limited discharge, so sewer system reduces pressure during a period of high 

discharge. Engaging more with local authorities and saying ‘no’ is needed. They could say “our 

system can only cope with this much discharge.”’ (Table 8) 

 

‘I think without a doubt water companies must be part of the statutory part of the planning 

process.’ (Table 10) 

Part 2: Performance Reporting 

The annual report sets out progress towards meeting customer promises and includes a traffic light 

summary. It is available on the website together with a two-page summary for customers. The report 

is publicised through a quarterly newsletter. Stakeholders were asked: 

 

Q1. How would you prefer us to report on our performance? 

 

Below is a summary of the key feedback from the round-table discussions from this region. 

 

Some attendees spoke favourably about the reports they had seen, commenting they were 

appropriate and citing the two-page summary as useful. 

 

However, some commented the annual report was difficult to read and took a lot of time. Concise, 

easy-to-digest information was suggested, along with more images and infographics. 

 

Multiple stakeholders also suggested: tailored information for different audiences; one-page updates; 

quarterly reports; more images / infographics; clear and simple; case studies; more information on 

local work/projects, environmental impact and related projects; and information on bills about projects 

and how money is being spent. 

 

Suggestions made by multiple stakeholders for reporting: 

 

 More tailored reports for specific audiences; not just one blanket report 

‘You have to think about who your audience is and what they want.’ (Table 2) 

 

‘There should be different information given to different audiences, or perhaps the same 

information presented in different ways. There is a need to think about your different audiences’ 

priorities.’ (Table 4) 

 

‘We would want as much information as you can give for local authorities and councils, and for 

the general public it would be good to give snappy information on the bill.’ (Table 7) 

 One-page updates 

‘If you can do it on one piece of paper, that’s the way.’ (Table 6) 

 

‘Not too many pages! People are bad at reading things.’ (Table 10) 

 Quarterly reports  

‘... quarterly would be useful to compare seasons, drought and flooding ...’ (Table 9) 

 

 More images / infographics; clear and simple 
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‘Make information easy to access, such as an infographic.’ (Table 3) 

 

‘Lots of pictures.’ (Table 3) 

 

‘Keep it simple and clear. Stats, infographics. And a summary at the front.’ (Table 10) 

 

 Case studies/story making 

‘It’s about the story isn’t it – story making. Make it a story instead of lecturing people. Pick a 

wildlife animal and talk about it and water and the environment, and people will go, “Oh, great, 

that’s brilliant.”’ (Table 6) 

 

 

 More information on what is happening locally 

‘... punchy updates on what happens in their area … localised newsletters that are for that area.’ 

(Table 6) 

 

‘Regionalised reports not just one large report. At local authority level.’ (Table 10) 

 

 More information on the impact on the environment and importance of related projects 

‘I may be in the minority, but my water bill is the only one that I quite like paying. My career in the 

environment has showed me that it is the one thing that I pay and I know has an impact on my 

environment in Sussex … tell other people, this how much (money), and here’s all the things 

we’re doing.’ (Table 6) 

 

 Information on bills on projects and how money is being spent 

 

Suggestions made by individual stakeholders for reporting: 

 

 A monthly newsletter 

 

 Links to information sources in bills 

 

 A concise video 

 

 Provide information that can be included in parish councils’ newsletters 

 

 Report on Southern Water’s functions in line with Parish Councils’ functions 

 

 Cost comparison of Southern Water to other companies 

 

 Some comparative data, such as rates of improvement  

 

Stakeholders praised: 

 

 The two-page summary  
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Workshop 2 – Sewer Flooding 
 

This presentation included: 

- Roles and responsibilities 

- Causes of sewer flooding 

- Options to reduce the risk and impact of sewer flooding 

Discussion 

Round-table discussions were then held and the following questions asked: 

1. When making investment decisions, which problems, customers or types of properties should 

we prioritise? 

2. What are the pros and cons of each of the options (shown in Q2, below) proposed to mitigate 

against sewer flooding? 

3. Are we missing any options to help reduce the risk and impact of sewer flooding, and where 

can we do more? 

An electronic voting session was then held, to give individuals the opportunity to record their individual 

opinions. There was a technical error with the electronic voting for this session so the results have not 

been included in this report.  

 

Q1. When making investment decisions, which problems, customers or types of properties 

should we prioritise? 

 

Below is a summary of the key feedback from the round-table discussions from this region. 

 

Public buildings were prioritised by many; particularly hospitals and schools. Vulnerable customers 

were also mentioned as a priority by attendees on a number of tables. 

 

Prioritising customers’ homes before businesses was advocated, and customers who have 

experienced problems over a continuous extended period were mentioned by a couple of attendees. 

 

Parks, playgrounds and village centres were seen as a low priority, as they were not critical and 

alternatives could be found. 

 

Others advocated priority should be given to the number of people affected. 

 

It was suggested prioritisation is a technical exercise and a system or scale needs to be devised to 

help fairly prioritise. 

 

 Public buildings were prioritised by many stakeholders on most tables; hospitals and 

schools were mentioned a lot 

'Public buildings ought to be pretty important, seems to me.' (Table 1) 

 

'Shopping areas have an impact on all customers and users, and the wider area, definitely high 

priority.'  (Table 1) 

 

‘From a limited resources point of view, I would want places like hospitals and care homes 

protected as a priority.’ (Table 2) 

 

‘Hospitals should be prioritised.’ (Table 4) 

 

‘Prioritise schools.’ (Table 4) 
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‘It’s critical infrastructure for us first, like hospitals, then residential. Then down the line things like 

parks.’ (Table 6) 

 

‘Hospitals have got to be a priority.’ (Table 7) 

 

‘Schools too – community places – health and education needs to be protected.’ (Table 7) 

 

 Vulnerable customers were prioritised by attendees on a number of tables 

‘... those who are most vulnerable, such as the elderly or disabled.’ (Table 2) 

 

‘Prioritise the elderly and disabled.’ (Table 3) 

 

‘There is a need to protect more vulnerable customers as problems affecting them are more 

likely to have a greater negative impact on their lives and may be more likely to cripple them 

financially.’ (Table 4) 

 

 Others suggested prioritising customers’ homes, and put them before businesses  

‘You’d think that sewer  flooding within homes would be a priority, I feel like it should be.’ (Table 

5) 

 

‘Residential properties would have to come first.’ (Table 6) 

 

‘I would put customers first before businesses.’ Consensus on the table to prioritise homes over 

businesses. (Table 9) 

 

 Customers who have experienced problems over a continuous extended period were 

cited by a couple of attendees 

‘I would favour targeting funds to those people who have already experienced internal flooding.’ 

(Table 2) 

 

‘Southern Water should target those who are already experiencing or continue to experience 

flooding’. (Table 9) 

 

 A fully functioning toilet was only raised once 

‘I know people get extremely worried if they don’t have a working toilet. They don’t contact 

Southern Water. They don’t think it might be Southern Water’s responsibility.’  (Table 3) 

 

 Customers’ gardens and patios were also only mentioned once; with the suggestion, they 

were more important than parks 

I would say gardens are probably more important than parks, because kids go there more 

regularly, and you can close a park off.’ (Table 2) 

 

 Parks, playgrounds or village centres were seen as a low priority, as they were not critical 

and alternatives could be found. 

'Lower priority to village centres to go and play, you can always go and play somewhere else.' 

(Table 1) 

 

‘Parks, playgrounds and village centres is not as much of a priority as hospitals and the like. You 

can manage without playgrounds if you need to.’ The table agreed. (Table 2) 

 

 Many suggested a system or scale is needed to help fairly prioritise 

‘I don’t know if you do that on some sort of scale or basis ...' (Table 1) 

 



  Page | 24  

 

‘Southern Water needs to prioritise problems and issues without answering to who shouts 

loudest.’ (Table 4) 

 

‘Southern Water needs a system to be able to rank problems by gravity and customers by 

importance, if they don’t already have one.’  (Table 4) 

 

‘Knowing how to prioritise is a technical exercise. It should be possible to map/work out which 

areas to prioritise.’ (Table 4) 

 

 Others advocated priority should be given to the number of people affected 

‘It should be the number of properties affected.’ (Table 6) 

 

‘... prioritise the intervention that helps the most people.’ (Table 9) 

 

Q2. What are the pros and cons of each of the options Southern Water has considered to 

mitigate against sewer flooding? 

 

The four categories of options outlined in the presentation were: 

 

1. Manage flows 

- Better response to emergencies 

- More CCTV and sewer jetting 

- Better monitoring and data 

- Non-return values and other mitigation measures 

-  

2. Prevent flows 

- Major floor defence partnerships 

- Sustainable Drainage Systems (SuDs) 

- Separating stormwater 

 

3. Store or release flows 

- Improving the sewers 

- Storing stormwater 

 

4. Education 

- FOG and unflushables campaign 

About half of the tables did not discuss this question, and those that did comment had very little to say 

about the options, although many did comment on education. One stakeholder commented they had 

little knowledge in this area so it was difficult to discuss the pros and cons of each option. 

 

1. Manage Flows 

A couple of attendees expressed dislike for non-return values as they had experienced problems with 

them. 

 

‘As an engineer I do not like non-return valves. Nothing but trouble.’ (Table 3) 

 

‘It’s a moving part that can go wrong. It creates a new vulnerability.’  (Table 3) 

 

‘Flood gate schemes would work, but there are so many stakeholders involved. This could also 

create great habitat opportunities. It is a good option – although not always the easiest.’ (Table 

7) 
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2. Prevent Flows 

There was concern from attendees on a few tables about the ongoing maintenance of SuDs, and 

where responsibility lies for them. 

 

‘No one’s really got responsibility for the SuDs once they are built.’ (Table 1) 

 

‘There is a question over how effectively these sustainable drainage systems will be maintained.’  

(Table 2) 

 

‘I think we need SuDs, but if we do use SuDs who is going to manage these? I think the water 

companies should.’ (Table 9) 

 

3. Store and Release Flows 

There was support for stormwater management from a couple of attendees, but stakeholders 

understood it is costly and potentially a short-term solution. 

 

 ‘Separating stormwater is ideal if you can manage it.’ (Table 2) 

 

‘That is a big expense though, and you have to identify locations.’ (Table 2) 

 

 ‘I think it's a short-term solution.’ (Table 3) 

‘With the management and storage of water, such as building new tanks, it is hard to do something 

now that will be fit for purpose in 20 years’ time because we cannot predict what will happen’. 

(Table 9) 

 

4. Education 

Of the tables that discussed this question, education was raised by many attendees as an important 

and sustainable solution; however, a couple of stakeholders were sceptical of how effective this would 

be. 

‘... again it comes down to education again – like as a customer I got my bill the other day and it 

was just numbers, no stuff about don’t flush this down the toilets etc.' (Table 1) 

 

‘The fact that 90% of flooding is blockages, you have to think education is important there.’ 

(Table 2) 

‘Education is key to everything.’ (Table 4) 

‘I would say targeted education should be the biggest priority. It is lowest cost for greatest 

possible outcome.’ (Table 7) 

‘A lot of these options require a lot of spending to fix a problem at the end of the impact; more 

money should be spent on prevention and education. It is not necessarily the greater spend of 

money, but it’s a more sustainable approach.’ Consensus on the table that education is a main 

priority for prevention. (Table 9) 

‘There have been ineffective education attempts.’  (Table 3) 

 

General 

There were a couple of comments regarding location specific requirements, with the suggestion that 

not all options/solutions will work for every locality. 
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‘They are all going to be relevant ... what works for Eastbourne won’t work for somewhere else.’ 

(Table 9) 

 

Q3. Are we missing any options to help reduce the risk and impact of sewer flooding, and 

where can we do more?  

 

A number of suggestions were made: 

 
Education 

There was particular focus on nearly all of the tables about developing the education and strategies 

to reduce blockages, including:  

 

 School programmes 

‘Schools would be a very good idea.’ (Table 3) 

 

‘Quite often if you educate the children, they will educate the parents. I know with the county 

councils and recycling; the children were the ones who told the parents to take it seriously.’ 

(Table 6) 

 

‘Education in schools. Primary school level.’ (Table 10)  

 

 Use of social media  

‘The young could be targeted via social media.’ (Table 3) 

 

 Name and shaming  

‘Naming and shaming the areas causing the biggest blockage problems. Praising the good 

areas.’ (Table 4) 

 

 Educate industry, be proactive 

‘Are restaurants required to have fat traps? Who is checking on this and monitoring it? And 

perhaps there should be some penalty if they don’t do it? Can we have a more proactive 

response rather than a reactive one?’ (Table 3) 

 

‘What about educating businesses? They have more fats - work with them.’ There was 

consensus from the table in educating restaurants about fat. (Table 6) 

 

 Work with manufacturers of blockage inducing products 

'... a lot of these things say flushable but they're not ... industry needs to be clear on this, 

making sure packaging is clear - it seems an industry thing.'  (Table 1) 

 

‘Wet wipe companies need to better label their products as individuals are being led to think 

they are biodegradable.’ (Table 5) 

 

‘Is there any charge you can put back on those manufacturers? Because they are outsourcing 

that disposal to you effectively. There are examples of where that works, like with landfill tax. 

Can those companies pay in to a fund, for example?’ (Table 6) 

 Better designed and supplied fat boxes 

‘Those little fold out fat boxes are fiddly, they’re a good idea, but fiddly. And I stopped using 

them because when I ran out (of them) I ran out. There was nowhere to get them. And they’re 

badly designed, the little plastic bit inside falls out and you end up with a soggy bottom!’  
(Table 6) 
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 Reporting blockages 

‘We had a blockage and I worked out that it was coming from down the road, and then there 

was some hesitation on who should report it, because they felt like they would need to pay for 

it. There needs to be more education on this.’ (Table 7) 

Managing flows 

 

Using the potential of lower insurance premiums to incentivise customers to install mitigation 

measures in their homes were suggested by one stakeholder.  

‘Non-return valves also maybe could be brought into use, so that you have insurance or lack of 

premium in certain areas. These are also a possibility no?’  (Table 4) 

 

More CCTV was advocated by one table: 

‘I think they should do more CCTV in some areas.’ (Table 8) 

‘Certain hotspots in Brighton and Hove should be more proactive in terms of CCTV.’ (Table 8) 

 

Prevent flows 

 

Suggestions for SuDs given by individual stakeholders were: 

‘In our area I have seen one or two plans put forward about retrofitting ponds for SuDs – 

perhaps this is a good option to create places for leisure which could also be used to 

distribute the water - it is good for the environment and a solution to the issue.’ (Table 7) 

 

‘Working together, the joining up approach with new developments. The impact could be 

fantastic. You could work together on sustainable drainage. It shouldn’t be a big capital 

investment for Southern Water. The developers should make a large contribution.’ (Table 10)   

 

Concern was raised on a couple of tables regarding landowners not taking sufficient action to 

maintain watercourses and ditches or improve broader land management practices. 

 

‘The old ditch boundaries in my area. Farmers used to clear out their ditches regularly and now 

landowners with money do not do the same work. Rubbish going in ditches and not being able 

to drain. We need collaboration between famers and landowners and Southern Water.’ (Table 

3) 

 

‘Working … with landowners in rural [locations]. Soil loss is a problem. A lot of the soil goes into 

homes and gardens and into drains blocking them. Something needs to be done to make the 

connection in movement of soil in rural areas.’ (Table 8) 

 

‘Big issue about land management and behaviour. Taxpayers fund certain behaviours through 

agricultural policies which lead to those practices. Review of these subsidies is vital. Need 

better framework and then do not lumber cost on the water consumers. Comes off tax and into 

bills, so in a nutshell putting another framework is needed.’ (Table 8) 

 

Store and Release Flows 

 

In relation to stormwater management, it was suggested by one stakeholder: 

‘... with building roads, should we building them to be stormwater drains to give holding 

capacity that can be released later.’ (Table 6) 

 

The use of more aquifers was suggested by one attendee: 

‘Could there be more use of aquifers? Artificial recharge?’ (Table 2) 
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Other 

 

Partnership working was advocated by attendees on a number of tables: 

‘... partnership working is becoming more and more popular ...’ (Table 1) 

 

‘I think there is a lot more partnership working than there used to be, but it could still be 

improved.’ (Table 2) 

‘I think there are consequences of other agencies that aren’t being fully acknowledged - I’m 

excited by the idea of us starting to come together and collaborate.’ (Table 5) 

‘Partnership work is where it would come in where we can make decisions between 

organisations rather than working in your own narrow section’. (Table 9) 

‘There is something to be said about working in partnerships. Being open to innovation.’ (Table 

10)  

Knowledge and best practice sharing was also advocated on a few tables: 

‘There’s an element of sharing experiences to make future efforts more effective and efficient. 

Southern Water could play a role in linking and sharing knowledge.’ (Table 2) 

 

‘Also sharing of best practices between different organisations and sharing of information is 

something that there needs to be more of.’ (Table 5) 

‘The Dutch are a good example to build on. Take their “Rain Garden” for example.’ (Table 5) 

 

‘In Holland, if there is a tremendous amount of rain water, you have to disconnect the rain pipes 

/ drain pipes on your house so the water doesn’t go into the sewers. Effectively you flood your 

own garden, that clears in days, rather than mass flooding caused by an over capacity sewage 

system. (Table 10) 

 

Catchment management was raised by one attendee: 

‘Southern Water could liaise a little more with environmental agencies and others working in 

catchment management. Catchment management could be enlarged.’ (Table 2) 

 

More collaboration with local authorities and stakeholders in the planning process was 

advocated on a couple of tables:   

‘Danger of too much building on areas that are too risky. Southern Water should have a 

stronger voice on planning applications. It creates unnecessary danger if you don’t have that 

stronger voice because there are so many houses and schools, which will be at risk. The thrust 

of government policy is to build houses at any cost, wherever or whatever. Southern Water 

should have a statutory voice on these applications.’ (Table 3) 

 

‘The link would be the initial planning phase with any highways or development – how are 

Southern Water being engaged by the planning authority or the highways agency at the 

beginning of a project.’ (Table 6) 

 

 

Lobbying government was suggested by a couple of attendees: 

‘Could do more to lobby government and make water a wider issue rather than relying on 

individual companies to make the changes when the government refer the problems to water 

companies.’ (Table 9) 
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‘Southern Water can lobby government for the commencement of the flood management act – 

that would give a far greater control over development and what happens with water.’ (Table 9) 
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Workshop 3 – Water Resources 
 
This presentation included: 

- Water resource management planning 

- Increasing our resilience to drought 

- Options to secure sustainable supplies of drinking water in the future 

Discussion 

Round-table discussions were then held and the following questions asked: 

1. Which of the following approaches should we base our planning on? 

- the worst historic drought 

- potential future droughts 

- what customers are willing to pay 

- potential impact on the economy 

- level of protection given to the environment 

  

2. As a general rule, should we plan on the basis of what customers want, what is required for 

society or the economy? 

 

3. Should there be an emphasis on supply or demand options? 

 

4. What do you think of the demand options? 

- Leakage reduction 

- Season and rising block tariffs 

- Water efficiency kits 

 

5. What do you think of the supply options? 

- New surface water reservoirs 

- Desalination 

- Water re-use 

- Non-potable water for industry 

- Transfers from other water companies 

An electronic voting session was then held, to give individuals the opportunity to record their individual 

opinions. Below is a summary of the electronic voting results from this region and key feedback from 

the round-table discussions. 

 

Q1. Which of the following approaches should we base our planning on? 

- the worst historic drought 

- potential future droughts 

- what customers are willing to pay 

- potential impact on the economy 

- level of protection given to the environment 

 

and  

Q2. As a general rule, should we plan on the basis of what customers want, what is required 

for society, or the economy? 
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Electronic voting results 

 

Q. As discussed earlier the drought we use to plan against is a critical part of the process. The 

more severe the drought we use to plan against the more resilient the plans are. Do you 

believe that we should …? (Multiple Choice) 

 

 

Round-table discussions   

 

Across a couple of the tables, attendees struggled to select one factor to prioritise on the basis that 

they are all interlinked. One attendee even advocated that stakeholders should not even be 

discussing this and it is down to the experts to decide. 

 

‘It’s difficult, because they’re not separate, they’re all intertwined.’ (Table 6) 

 

‘I think what we’re agreeing on is that we look at the evidence around climate and water 

resources and we look at the scenarios around that, and plan according to that evidence. But in 

addition, there is willingness to pay.’ (Table 6)  

 

‘I think it all links together.’ (Table 9) 

 

‘It’s based on all these issues; it’s a question of weighting.’ (Table 9) 

 

‘I see no point in discussing this ... You are the ones with the expertise on this.’ (Table 3) 

 

The worst historic drought approach was not popular with attendees on half of the tables, as it was 

seen as unreliable and underestimates climate change: 

 

‘The traditional, historical approach is likely to underestimate the effects of climate change.’ 

(Table 2) 

 

‘I think relying on figures from the last or most recent drought is not a very sensible thing to do 

...’  (Table 5) 

 

‘It is better to model climate change than to look at past droughts. It is changing a lot.’ (Table 7) 
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‘Climate change means that things that happen in the past have no relevance to future. 

Modelling can still have value, but you just can’t rely on historical droughts because every year 

we break a record.’ Consensus on this across the table. (Table 9) 

 

‘The climate is changing; the environment is changing. You can’t base it on historic patterns.’ 

(Table 10) 

 

The potential future drought approach was suggested as more useful by attendees on three tables: 

 

‘You should base planning on future droughts – it would be unwise to focus on the worst 

historic droughts.’  (Table 4) 

 

‘Future drought planning is more useful; it means you’re able to develop drought pictures much 

better.’ (Table 6) 

 

‘I think it should be based on the future. Take into account the impact of climate change.’ (Table 

8) 

 

Looking at severe droughts was advocated by one attendee: 

 

'I would say it’s got to be a higher level than one in 200 years or more – more extreme levels, it 

seems to be getting worse.' (Table 1) 

However, a couple of other attendees suggested planning for a middle-ground drought, rather than a 

worst-case scenario, and warned of the risks of over investment and subsequent impact on 

consumers’ bills: 

‘Plan for middle-ground drought, not worst-case scenario.’ (Table 3) 

‘You could over invest and think more water is necessarily that what we’ve previously had – this 

increases risk, and if it is higher then the customers struggle with the increase in bill.’ (Table 9) 

 

The discussion on the majority of tables focused on whether customers are in a position to decide 

what they should pay, and that education plays a key role in that they may be happier with paying 

more if they understood what their money was being spent on:  

 

‘Customers don’t always know what they want, or what’s best. You have to listen to the people 

who have done the research, the experts who know what they are talking about.’ (Table 4) 

 

‘I’m not comfortable answering this in a very black and white way, because are your customers 

best placed to answer this? It’s like a referendum! There’s science behind this. That is the best 

evidence we should use to predict droughts.’ (Table 6) 

 

‘I think you go where the evidence takes you and bring your customers with you, because they 

aren’t the ones to ask.’ (Table 6) 

 

'Consumer groups keep the price down, it's very hard to educate customers. The average 

person spends very little time thinking about it, customers think rain falls from the sky, why am I 

even paying for any of it.' (Table 1) 

 

‘...I think a bit of customer education is called for, because water in this country is incredibly 

cheap compared to the rest of the developed world. When you’re asking customers to be paid 

more, there needs to be more information on why Southern Water needs this extra money and 

what the impacts will be.’ (Table 2) 
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‘Hundred year predictions confuse people. It needs to be explained in the simplest way for 

customers so they have a better understanding of how the increase in bills will benefit them 

proportionally ...’ (Table 9) 

 

‘The customer has to understand where their money is going.’ (Table 10)  

 

‘Communication and education. It has to be key.’ (Table 10)  

 

‘I think customers will be more willing to pay on the basis of resilience, not scarcity.’ (Table 2) 

 

Attendees on a number of tables felt that the environment was the ultimate concern: 

 

‘‘I think the environment is crucial.’  (Table 2) 

 

‘Environment. Very concerned about the impact of humans on the environment.’ (Table 3) 

 

‘Society and, in particular, climate change. I understand there is expense involved.’ (Table 3) 

 

‘My top priority would be the protection of the environment because if you lose that, you lose 

your water supply.’ (Table 4)  

 

‘In terms of priorities, first and foremost is the environment.’ (Table 4) 

 

‘We’re already investing heavily as a country in the environment. Does it make sense to come 

along in a drought and wipe that out? Why have we just spent the last 30 years investing in the 

environment and then one summer we just chuck it away?’ (Table 6) 

 

‘Protecting the environment and nature should be a priority.’ (Table 7) 

 

A handful of attendees mentioned planning should be based in the economy: 

 

‘From the perspective of businesses, of course I’m going to mention the economy ...’ (Table 2) 

 

‘There’s a potential tens of million pound cost to the economy in case of a drought that we are 

not prepared for properly.’  (Table 4) 

 

‘You can’t quibble with it – the economy is important.’ (Table 9) 

 

One attendee suggested the approach was too simplified and suggested an alternative that presented 

the question in terms of levels of acceptability and responsibility, rather than ‘pay this and get that’: 

 

‘Your explanation is quite linear – if you have a hosepipe ban then there’s environmental impact 

of this. But that worries me in terms of presenting it. Turning it on its head, say “what level of 

environmental protection do we need, how acceptable is it for the rivers to run dry and the wildlife 

resource and natural capital to go – how acceptable is it to wipe that out so that people can flush 

their toilets with drinking water?” Rather than “pay this and get that, pay that and get this”, it’s too 

simple. Throw it out and start again, present it in terms of acceptability and responsibility … I think 

you need to challenge that presentation because the environment has economic benefits in its 

natural capital. In terms of only protecting the economy or only protecting the environment, it is 

flawed to me.’ (Table 6) 
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Q3. Should there be an emphasis on supply or demand options? 

 

Electronic voting results 

 

 

 
 

 

Round-table discussions 

 

There was not a lot of opinion from attendees on whether the emphasis should be on supply or 

demand options. Of those that did comment there was a mixed response. A couple of attendees 

advocated an emphasis supply options as this was seen as a long-term approach and gave a level of 

certainty. However, four attendees thought demand should be the focus. The reasoning for this was 

only given by one individual who thought that demand options were cheaper and less environmentally 

damaging. Stakeholders on three tables suggested focus should be on both options. There was 

discussion on four tables about the emphasis being on educating consumers about demand and 

supply. 

 

Supply 

‘Supply, because of the level of certainty. If you have a reservoir, it’s there. But with demand, 

people might react in a certain way ...’ (Table 6) 

 

‘To solve the issues long term you need to look at desalination and re-use to increase supply 

…’ (Table 8) 
 

Demand 

‘Ideally you would sort demand out first.’ The table agreed. (Table 2) 
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‘There’ll undoubtedly come a tipping point where you’ll need to invest in a big desalination plant 

or something. But why not spend the time before looking for cheaper less environmentally 

damaging [demand] alternatives?’ (Table 5) 

 

I would say as a priority manage demand.’ (Table 6) 

 

‘Addressing demand initially ...’ (Table 8) 

Both 

‘It has to be both options really. I suppose that as a generation there is an expectation that 

technology will provide all the solutions. However, we need to work out at what point 

technology stops being able to provide solutions. We will reach a point where technology can’t 

become more efficient, and we must move on to look at water supply and the way we use 

water.’ (Table 4) 

 

‘I think it’s both.’ (Table 5) 

 

‘The preference is on demand but with investment in supply. New initiatives would be nice to 

see.’  (Table 10) 

 

Education 

'We need to put an onus on the problems of demand vs supply I think, put it on individuals, their 

connection to what they consume … ' (Table 1) 

 

'The emphasis has to be on changing perception of demand vs supply until the planet dies ...' 

(Table 1) 

 

‘An overarching theme is how you educate people to take more responsibility.’ (Table 2) 

‘Reducing demand and unnecessary consumption.’ (Table 3) 

 

‘A focus on education to reduce demand is important.’ (Table 4) 

 

Q4. What do you think of the demand options? 

 

Electronic voting results 
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Round-table discussions 

 

Attendees did not discuss leakage reduction in depth; the few comments made acknowledged that, 

while expensive, Southern Water should be investing in existing infrastructure, though to what 

cost/level they were unsure. 

Seasonal and rising block tariffs were a popular discussion on most tables. Many attendees 

supported the idea of rewards and different tariffs. However, some warned it could be complicated 

and those on low incomes/vulnerable customers needed to be considered. One attendee also said 

that, while a good approach for domestic customers, they were concerned as to how it would work for 

businesses.  

 

Whilst a couple of attendees thought water efficiency kits have a role to play, others felt they did not 

save much water and were dependent on use by customers. 

 

Education on water preservation was advocated by attendees on a couple of tables. 

 

Leakage reduction 

‘[Southern Water should be] taking responsibility for that sort of thing [water leakage].’ (Table 1) 

 

‘There is this argument that leakage reduction is expensive, but use what you’ve got.’ (Table 2) 

 

‘You know it’s very difficult. You can fix leaks everywhere but it’s impossible to find all those 

leaks. So where do you spend more money or less.’ (Table 10) 

 

Seasonal and rising block tariffs 

'I like the idea of rewarding people (for good water usage etc.), it's like that financial incentive 

where it connects people to what they do.' (Table 1) 

 

I’m interested in the tariffs, which are being introduced more in the energy market. Again, it 

comes down to people taking responsibility for their usage. This includes incentives for good 

usage. People prefer carrots to sticks.’ (Table 2) 

 

‘Having different tariffs for different customers is an interesting idea.’ (Table 4) 

 

‘I think the key way to do this is through tariffs. Not through water saving devices. Because it 

hits their pockets – look at the carrier bag charge.’ (Table 6) 

 

‘I think that’s a very sensible approach (seasonal tariffs). I’d be willing to pay a little bit more for 

more use in the summer.’ (Table 6) 

 

‘People could have a lower base tariff and pay more if they go over it. This would probably 

incentivise people to use less water, but it needs to be framed in the right way.’ (Table 7) 

 

Rising block tariffs, astounding that that isn’t done already.’ (Table 8) 
 

‘Not only is it complicated, but as a rule, customers don’t like those kinds of tariffs.’ (Table 2) 

 

‘You do need to be protecting lower incomes families, definitely.' (Table 1) 

 

‘There needs to be a thought for the needs and capabilities of vulnerable customers, as the 

expectations cannot be the same for all customers.’  (Table 4) 

 

Domestic level I would support that. At business use I would be concerned. You have to 

analyse which businesses use what and how much for what purposes.’ (Table 10) 
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Water efficiency kits 

 ‘Water efficiency kits have a role to play. Again, it comes down to public awareness.’ (Table 2) 

 

‘Water efficiency rules should be enshrined in planning regulations. Dual flush toilets.’ (Table 3) 

 

‘Concerns for water efficiency: new developments do not use the new initiatives.’ (Table 7) 

 

‘It’s not bad, but it doesn’t save an awful lot of water.’ (Table 9) 

 

‘There is no guarantee that it will be used by customers, you could spend the money on fitting 

it, but people just take them out again and use their power showers again.’ (Table 9) 

 

‘It’s all very good. But education again, it’s only as good as how it’s used.’ (Table 10) 

 

Improved public awareness 

'People could be doing so much more – bags in the toilet, drought tolerant planting in their 

gardens, putting water retaining crystals around plants.' (Table 1) 

 

‘I never received anything about preserving water ...’ (Table 1) 

 

 

Q5. What do you think of the supply options? 

 

Electronic voting results 

 

 
 

 

Round-table discussions 

It was felt that all supply options need to be looked at, and cost-benefits considered.  

 

There were mixed opinions about new surface water reservoirs. Some attendees felt they were 

expensive, negatively impacted the environment and not sustainable in times of drought, therefore not 

particularly useful. However, others thought they could provide some solution and were actually 

positive for the environment and community in terms of provision of recreation, for example sailing.  
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Desalination was largely criticised by attendees on most tables as being expensive and having high  

carbon usage; many suggested it was a last resort. However, a couple of attendees felt it should be 

considered as a long-term solution and with advancing technology it was an interesting option. 

 

Grey water recycling in the home - and water re-use on a larger, more sophisticated scale - was 

advocated by some attendees, and it was felt fears about customers not accepting both were 

potentially overblown. Retrofitting grey water systems was thought to be expensive, although it was 

suggested that there should be some form of government-backed incentive for homeowners in order 

to encourage the take up of the necessary equipment to install this. Incentives for developers to fit 

grey water systems in new homes were also suggested. 

 

Transfer from other water companies was seen as a good idea, although some attendees raised the 

issue of cost. 

 

Non-potable water for industry was only mentioned by one attendee, who thought it was a good 

option. 

 

Catchment management was discussed as an alternative option on a couple of tables. 

 

All options 

The table agreed that there are no fundamental objections to any of the methods outlined. ‘It 

comes down to the context and what’s viable.’ (Table 2) 

 

‘It’s important that the on-going costs of each solution be taken into consideration.’ (Table 4) 

 

New surface water reservoirs 

‘The problem with surfacewater reservoirs is that they are expensive and time-consuming to 

construct.’ (Table 2) 

 

‘Not terribly useful: expensive, not much supply, and affects the environment.’ (Table 3) 

 

‘It’s not a sustainable resource if you have a drought – the water goes down and then that’s it.’ 

(Table 3) 

 

‘It buys a bit of time.’ (Table 3) 

 

‘They can be very good for the environment and very positive for the community.’ (Table 3)  

 

‘Good for sailing and recreation’. (Table 3) 

 

‘I think they are good. We’re going to have a lot more rain. So yes.’ (Table 10) 

 

‘It would be good for tourism, leisure activities’. (Table 10) 

 

 

Desalination 

‘There are financial and energy implications to desalination, especially given you don’t use the 

facility that often.’ (Table 2) 

 

‘Desalination wouldn’t be high on my list.’ (Table 2) 

 

‘Expense and energy. It seems ludicrous in terms of cost and impact on the environment.’ 

(Table 3) 
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“It’s a back-up. And it’s extremely expensive. I think that's how they service Dubai.’ (Table 3) 

 

‘I think it’s inappropriate at the moment.’ (Table 3) 

 

Desalination comes at a significant cost, both financially and regarding carbon usage. On the 

face of it, it’s probably not the most useful option. Other options have a better carbon footprint.’ 

(Table 4) 

 

‘Desalination is ridiculous. It’s so energy intensive and expensive. For me it’s a last-ditch 

option.’ (Table 6) 

 

‘Desalination would be last as far as I am concerned. That is a big capital investment with big 

energy costs too.’ (Table 7) 

 

‘... energy and waste is a huge cost ... we should keep it as a last resort.’ (Table 10) 

 

‘To solve the issues long term you need to look at desalination to increase supply.’ (Table 8) 

 

‘Changing technologies, it’s an interesting option.’ (Table 10)  

 

 

Water re-use 

‘I also think water re-use should be really important.’ (Table 2) 

 

‘The re-use of water is a no brainer.’ (Table 4) 

 

‘I think people know water re-use happens already, particularly in London. I think it’s something 

that could easily come to be accepted on a large scale. I think your fears about customers not 

accepting this are potentially overblown.’ (Table 2)  

 

‘I agree.’  (Table 2) 

 

‘Doesn’t bother me at all it seems like a good idea.’ (Table 3)  

 

‘I don’t feel an ‘ick’ factor from this.’ (Table 3) 

 

There was consensus around the table that there is less customer resistance to water re-use 

than previously existed. (Table 5) 

 

‘I’m not sure the economics of retro-fitting everyone’s house is a great option. But through 

effluent re-use, bringing it back through the supply system en masse, is much better.’ (Table 6) 

 

Grey water recycling 

 

‘I like the idea of collecting the water in new housing developments for local use.’ (Table 4) 

 

‘Water re-use is a tough one because it comes down to ... home owners doing it at their own 

expense – it's making a significant difference – the building regulations almost need to be 

changed or there needs to be some financial incentive for developers – no money in it for them 

otherwise.' (Table1) 

 

‘Grey water systems are very expensive to retrofit.’ (Table 2) 
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‘A central incentive scheme, like what the government did with solar panels, to get grey water 

retro-fitted in to houses.’ (Table 6) 

 

‘There’s something to be said for more sophisticated grey water systems. We’ve got to get a lot 

more sophisticated about supply.’ (Table 6) 

 

 

Transfers from other water companies 

‘I would suggest that transfers between companies is important – one thing we’ve always 

lacked in this country is a national water network.’ (Table 2) 

 

‘Transfers are a good idea. Very expensive but the cost of moving the water through pipelines 

or whatever gets very expensive.’  (Table 3) 

 

‘... The transfer of water between companies is a really key option that needs to be explored.’ 

(Table 4) 

 

‘Water transfers would be great – take lots of Portsmouth water!’ (Table 6) 

 

‘Moving water is expensive and carbon heavy ... it will take a lot of energy.’ (Table 6) 

 

Non-potable water for industry 

‘Non-potable water for industry is an extremely good idea. Industry uses quite a lot of water and 

it doesn’t have to be drinking standard.’   (Table 3) 
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Surgeries  
 

Three optional surgery sessions were held: 

 

1. Planning for future growth 

- Our role in the planning process 

- Opportunities for closer collaboration and partnership working 

 

2.  Bathing Water Quality 

- Overview of our activities 

- Introduction to our Bathing Water Enhancement Programme 

- Opportunities for closer collaboration and partnership working 

 

3. Water resources 

- Options to secure sustainable supplies of drinking water in the future (continuation of 

morning session) 

 

Planning for Future Growth 

 Desire for Southern Water to be part of the long-term planning process, rather than just be 

operating in the short term/reactive space. 

 Questioned whether SuDS were the answer to Southern Water’s problems for supply in the 

region. 

 Concern was raised about the sewer requisition process under Section 98 of the Water 

Industry Act 1991 and whether the ‘last’ developer pays for the whole costs. There was a 

desire to see more engagement with developers on Section 98 agreements. 

 There was a desire to see the drainage strategy plans available online.  

 The question was asked about what input Southern Water has on the Community 

Infrastructure Levy (CIL) process. 

 Applications should not go forward unless the Environment Agency / Southern Water are 

happy with the proposals. 

 It was suggested that Southern Water should engage with neighbouring water suppliers to 

learn lessons from them. 

 It was felt that Southern Water should plan for development now rather than in 5 or 10 years 

when developers are starting to get their planning applications consented. 

 It was asked whether penalties are issued when discharging permits are breached during 

periods of heavy rainfall. 

 

Bathing Water Quality  

 It was noted that signage stating that bathing water quality is not always good. It can have a 

huge impact on tourism and can really badly affect local businesses. 

 It was noted that certain bathing waters can ‘dip in and out’ of being rated ‘excellent’ 

 It was suggested that seaweed is a big issue as flies attract more gulls, which leads to a 

reduction in the quality of bathing water. However, it was recognised that dogs are worse than 

gulls. 

 Noted that dog owners ought to be better educated on the impacts. 

 It was proposed that Southern Water should do more to engage with farmers. 

 

Water Resources  

This surgery focused on catchment management. 
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 There was consensus Southern Water should consider catchment management options 

which would improve the instream flows of rivers and deliver wider environmental benefits. 

There was also a desire for Southern Water to be ambitious in its approach. 

 There was significant concern about the impact on flooding if a river were to flow faster.  

 View that it was important to make the best use of land to deliver environmental 

improvements and that you should work with all stakeholders to ensure land use is 

appropriate. 

 A comment was made that soil erosion is a significant issue, however, it was acknowledged 

that this was not the fault of water companies. 

 It was highlighted that if any plan for catchment management came into fruition, it would take 

years to determine whether it is giving the desired results and therefore whether it was to be 

deemed a success.  

 It was noted that there could be some challenges in securing funding for catchment based 

schemes as outcomes could be uncertain. However, the group agreed that Southern Water 

should trial the approach to improve the level of evidence available. 

 It was questioned whether catchment management would have a negative impact on the local 

economy and it was felt that value for money for the customers should be a priority. 

 It was noted that other countries were successfully doing similar things, and suggested that 

we should make use of their experience.  

 One stakeholder questioned what the constraints are of flow on overall yield, and how we 

overcome these.  

 The point was made that if customers had a better understanding of how Southern Water 

invests its money they might be more open to price increases to fund environmental 

improvements. 

 It was felt that more education is needed to inform customers about the necessary 

requirements to protect the environment and to preserve water supplies for future 

generations. Suggestions included information on bills and through schools. 

 A comment was made that an equilibrium needs to be found between effectively increasing 

yield and flow and protecting the environment.  Focus seems to be heavily focused on the 

former. 

 One stakeholder commented that climate change may not necessarily have an impact on 

water supply. However, this was not the consensus in the group.  

 One stakeholder asked what the cost of catchment management is versus end of pipe 

solutions. 

 A comment was made that a single solution may not be suitable for different areas and that 

catchment management needs a very high level of monitoring, which could lead to increased 

costs. 

 It was questioned whether people would understand the issues surrounding catchment 

management and the point was made that it would therefore be difficult to ask them to pay for 

the pilots.  

 The point was made that catchment management would need to involve multiple partners 

throughout a catchment working together. A key challenge is demonstrating the effectiveness 

of any measure and undertaking the environmental monitoring that would be needed to 

demonstrate the benefits/impacts.  

 It was discussed whether trials should be small scale (and therefore more constrained and 

measurable), or catchment wide with greater potential benefit, but benefits less measurable. 
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Written feedback  
 

Question 1 

 

 

Disagree          1   2 3 4 5 Agree 

 

Comments: 
  

 ‘Very clear points and excellent presentation.’ 

 ‘Good information supplied before the event.’ 

 ‘The message to me was about Southern Water wishing to listen.’ 

 ‘I was interested in sewage and learned much.’ 

 ‘Very clear and enabled discussion easily. Focused.’ 
 

Question 2 
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Comments: 

 ‘It was informative but some of the questions were a bit narrow/vague. Often the devil is in the 
detail.’ 

 ‘Absolutely. I think a parish council should be aware of the plans of a major service provider 
and be able to participate in the engagement process.’ 

 ‘Very good to think about longer term planning for individuals and businesses.’ 

 ‘Very helpful in understanding many of the issues and in exploring related issues. The 
discussion at my table was relevant and informed and punctuated by laughter.’ 

 ‘Very well structured.’ 

 ‘Yes, good to hear how one of our major local utilities is addressing supply, demand and 
customer views.’ 

 
Question 3 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Disagree 1 2 3 4 5 Agree 

 

Comments:  

 ‘As long as properly captured then yes!’ 

 ‘I certainly did, thank you. Well-structured and facilitated.’ 

 ‘Very well facilitated, good interaction from the table.’ 

 ‘The round table format worked well in the hands of our excellent facilitator.’ 

 ‘Really appreciated the round-table sessions.’ 

 ‘Very much so. The electronic voting was very good.’ 
 

  



  Page | 45  

 

Question 4 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Disagree 1 2 3 4 5 Agree 

 

Comments: 

 ‘Slides too small. Electronic voting good.’ 

 ‘Given the large number of topic items it was good. Looking forward to more detailed 
discussion in afternoon sessions. Specifically bathing water.’ 

 ‘Technology to vote quite interesting and efficient.’ 

 ‘A bit dumbed down perhaps.’ 

  ‘The balance of speaker sessions/workshops was good.’ 

 ‘The sessions around the table were very useful.’ 

 ‘It will be interesting to see how the views of the room are implemented in future SW 
decisions.’ 

 

Question 5 
 
Are there any issues you would like to discuss with us in future?  
 
Comments included: 
 

 Nutrient enrichment. Pollution events. 

 Charging for discharge of surface water to your sewer systems in areas where surface water 
is drained by soakaway (North BHCC). 

 More catchment management. Plus payments for ecosystem services model implementation. 

 We would be interested to get more insights about demand forecasting and how estimated 
water consumption reduction programs are being considered. 

 Diffuse pollution and potential solution and catchment projects. 

 Future funding opportunities for habitat enhancement.  

 Resilience and business continuity. 

 Multiple benefits and Catchment Scale Partnerships. 

 Worried about water supply to unconventional oil and gas exploration companies. 

 Longer term investment and informative maintenance strategies. 

 Major new developments and planning. 
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 Catchment based approaches. Water Trading. Working with farmers.  

 Marine water quality supporting sustainable fisheries and marine protected areas. 
 

Question 6 
 
How could we improve future workshops? 
 
Comments included: 
 

 Legible slides. 

 Had to ask CEO to use his microphone, shouldn't have been necessary. 

 Some of the slides cannot be read - either on screen or in the handout. 

 Perhaps limiting the agenda to fewer large scale topics to allow more time for in depth 
discussion and analysis. 

 Background reading to make informed decision.  

 An idea of environmental/social/economic cost. 

 One of the better workshops I have been to. 

 Very good unfortunately the technology was a problem but the speaker coped v well. 
 

Question 7 

 

 
Comments: 
 

 Excellent venue/ staff/ hospitality/ pleasure to attend. 

 Good transport options. 

 Lovely. Not been here before. Refreshments delicious. 

 Bit more food could have been available at lunch. 

 Quality venue - good food. 

 Enough space. Good access to public transport. Pleasant lunch. 
 

  

Yes
100%

Was the venue appropriate for the 
meeting?
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Question 8 

 

 

Comments: 

 Important to be able to influence plans at early stages. 

 It was really interesting. 

 If subject matter was appropriate to my organisation. 

 Brilliant for meeting the Southern Water team and others with similar concerns. 
 

Question 9 

Any additional comments? 

Comments included: 

 Interesting workshop and encouraging that Southern Water have a good stakeholder 
engagement programme. 

 Highlighted the large range of issues the water companies have to consider. 

 A very worthwhile exercise thank you.  

 Please do speak with businesses more. Even if only 15% of your consumption - they still 
employ your domestic customers too! 

 Well done! Good to her many points of view expressed in a positive and constructive 
atmosphere. 

 Very well organized day with good range of issues discussed. Genuine feeling that the 
company values of the evidence. 

 Thanks for the opportunity to contribute. 

 Great mix of people on each table. 
 

Yes
100%

No
0%

Would you attend future workshops?


