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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 Surveys – 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 Kent region workshop, which took place on 

Friday 21 October in Canterbury. 

 

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 Business Plan at the end of 2019. 
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Attendees  
 

39 stakeholders attended the workshop representing 25 separate organisations. 

 

Ashford Borough Council 

 

Swale Borough Council 

 

Thanet District Council 

 

Canterbury City Council 

 

Dover District Council 

 

Shepway District Council 

 

Gravesham Borough Council 

 

Kent County Council 

 

Kent Wildlife Trust 

 

South East Rivers Trust 

 

Faversham Creek Trust 

 

Natural England  

 

Environment Agency 

 

KSCP Steering Group 

 

Farm Wildlife 

 

Thanet Destination Management Plan 

 

National Farmers Union (NFU) South East 

 

Citizens Advice 

 

Consumer Council for Water 

 

Kent Fisheries Consultative Association 

 

Kent Invicta Chamber of Commerce 

 

Walmer Parish Council 

 

Kentish Stour Countryside Partnership 

 

Little Stour & Nailbourne River Management 

Group 

 

CPRE Kent 
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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 and 

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 a piece of customer insight research during spring to 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  

In the round-table discussions, most of the attendees agreed that the four themes listed accurately 

reflect Southern Water’s key business priorities.  

 

Of the four themes, the environment and customer service were mentioned as being particularly 

important.  
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Missing key themes 

The following were suggested as key themes for consideration: 

 Cost and affordability 

 Partnership working 

 Communications and education 

 Wastewater and sewage disposal 

 Marine conservation area 

 Human health 

 Involvement in development 

 

Most important key theme 

Investment in infrastructure, especially given the current level of development in the county, seemed 

to be a general theme in the discussions. Clean, safe drinking water was also mentioned by many as 

the most important. Overall customer engagement appeared to be the least important of the themes 

for most groups. 

 

Many attendees felt that the themes were interconnected and overlapped, and found it difficult to 

select one as the most important, with some others stating that they should all be the top priority. 

 

Where Southern Water should focus their efforts  

 

Effective customer service and engagement 

Several attendees suggested: 

 Providing information, transparency and engagement 

 Providing education and information around health and fluoridation 

 Partnership working 

 

A constant supply of high quality drinking water  

Many attendees suggested: 

 Water efficiency 

 Water re-use 

 Consideration of wastewater 

 

Protecting nature and the environment 

The following were suggested as sub-themes: 

 Taking a catchment based approach 

 Clarity on the environment 

 Protecting groundwater 

 

Investing in infrastructure for future generations 

The following were mentioned by attendees: 

 Maintenance 

 Consultation on planning applications  

 
Performance Reporting 

Attendees had differing views of the annual report, with some favourable comments and some 

negative views. Many attendees thought using online reporting was important, especially with regular 

updates. Many also thought that localised reporting would be particularly useful.  

 

Suggestions made by multiple stakeholders for reporting were: 

 Improve information available via the website 

 Provide information on a more regular basis, though a few agreed with annual reporting  

 Provide information split by geographic areas 

 Report on specific issues 
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Some other 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 flooding over extended periods 

 Restricted toilet use 

 

Prioritising investment decisions 

There was a technical error with the electronic voting for this workshop. 

 

In the round table discussions, attendees felt that the most important priorities to invest in were public 

buildings and those who are frequently affected by flooding. Homes and businesses were also felt to 

be important to some attendees. 

 

Options to mitigate against sewer flooding 

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

four categories.  

 

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 

• Non-return valves and other mitigation measures 

– Reduce impact of flooding to individual properties 

 

Improving maintenance and using new technology was supported by attendees. There was also a 

good deal of support for the use of non-return valves. 
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2) Preventing flows 

 

The options relating to preventing flows are shown below: 

 

• Major floor defence partnerships 

– Part fund EA flood defence projects 

– Protect customers’ 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 

 

Improved flood protection, use of sustainable drainage systems and the role of improved land 

management practices by the agricultural sector were all supported by attendees. 

 

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 storm water 

– Storage tanks to hold water during heavy rainfall 

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

 

The separation of storm water was broadly supported by stakeholders, on the basis that it is a cost 

effective and environmentally friendly 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 

sewerage system 

– Help prevent sewer blockages 

– Focus in hot spot areas 

 

All tables generally saw education as a very important option to help reduce sewer flooding.  

 

Numerous suggestions were made by attendees, including:  

 Improve education campaigns, provide solutions such as fat traps 

 Schools education programme 

 General consumer education needed 

 Work with wet wipe manufacturers  

 Work in partnership 

 Lobby Government and to change legislation around packaging  

 Charge or punish those responsible for blockages 
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General comments 

 

As well as the options above, a number of stakeholders also raised planning issues and new 

development as aspects where more could be done.  

 

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 62% voting for this 

option. 

 

In the discussions, many attendees felt that planning for future sustainable water supplies needed to 

be based on looking to the future rather than the past. They felt that planning should consider several 

approaches or all of them. 

 

Customers’ willingness or ability to pay more was brought up by several stakeholders, though opinion 

was split on how effective it was as a form of planning future resources. Protecting the environment 

was the primary concern for many stakeholders. Several stakeholders raised questions and other 

factors to consider, including cost and people’s experience of drought. Generally, the need for a 

significant level of resilience to drought appeared to be well accepted. 

 

Emphasis on supply or demand options 

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

favoured demand options and thought that the following should be implemented first: 

1) Water efficiency (37%) – demand option 

2) Water re-use (26%) – supply option 

3) Leakage reduction (26%) – demand option 

 
Reservoirs (supply option), charges that encourage people to conserve water (demand option) and 

transfers from other companies (supply option) were voted joint fourth at 2.63% (only one attendee 

voting for each). Tariffs that penalise people who use a lot of water (demand option) and desalination 

(supply option) came joint last as they received no votes at all.  

 

Demand options  

The electronic voting results showed that attendees prioritised leakage reduction first at 3.54 out of 5, 

although this was closely followed by water efficiency at 3.33 out of 5 and tariffs that penalise people 

at 3.35 out of 5. Charges that encourage people to conserve water was voted lowest at 1.83 out of 5.  

 

During the round-table discussions there was also consensus that the demand options of water 

efficiency and leakage reduction were the most favoured of the demand options. 

 

Supply options 

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

options at 4.67 out of 5. New reservoirs followed next at 4 out of 5, with transfers from other 

companies and desalination scoring much lower at 2.77 and 2.27 out of 5 respectively.  

 

There was significant support for the idea of the enlargement of the Darwell reservoir. There was a 

great deal of questioning and negativity around the idea of a desalination plant on the River Medway, 

primarily based on cost.  
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SURGERIES 

 

Water Resources  

Attendees raised varied comments and suggestions on several aspects of water resources. Water re-

use was broadly supported by stakeholders, a number of whom felt that Southern Water should 

prioritise taking it forward. There was significant interest in water efficiency options and further effort 

on leakage reduction. New reservoirs were mentioned, though not supported. 

Planning for Growth 
Attendees discussed a range of aspects of planning and development and raised many questions. 
The ability of Southern Water to take part in consultations on Local Plans, strategic developments and 
to provide solutions for infrastructure needs was brought up. Improved communication and 
consistency of approach were raised. New development and development plans are clearly significant 
concerns in Kent. 

Bathing Water Quality 
Discussion focused on the fact that more councils should apply for Blue Flag awards, and that they 

should work more in collaboration with Southern Water and other bodies. Other comments included 

that there is often a delay in telemetry and that there should be more up to date information on 

bathing water quality.  
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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 the research 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 

There was a technical problem with the electronic voting on this question. 

 

Round-table discussions 

 

Attendees at several tables agreed that the themes presented reflected their priorities, though on 

some tables attendees suggested a few alternative priorities. 

 

‘Yes they are four basic principles, they cover the necessities.’ (Table 5)  

 

‘It’s not my priority. My priority is wastewater and pollutions of the creek.’ (Table 2) 

 

‘I don’t disagree with these, but I’m unsurprised and deeply disappointed that water 

conservation isn’t mentioned.’ (Table 3) 

 

‘The affordability of the bills is incredibly important, is this included under ‘customer service?’’ 

(Table 4) 

 

‘Constant supply of high quality drinking water is a constant requirement.’ (Table 6) 

 

Of the four themes, many stakeholders highlighted the environment as their main priority, although 

several others felt that the need to improve customer service was a priority. 
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‘It is in the interests of Southern Water to not only protect the environment, but to enhance 

it.’ (Table 3) 

 

‘They feel right, especially the environmental priority & customer feedback. They reflect our 

concerns.’ (Table 5) 

 

‘Protecting the environment is an expected priority of the service. That should be given. The 

place where Southern Water falls down is customer service and engagement.’ (Table 4) 

 

‘There needs to be a focus on customer service, PR, openness, frankness. This is particularly 

important given the monopoly position – the other 3 priorities are givens, one should expect 

them from any water company, but customer service is where Southern Water is failing.’ (Table 

4) 

 

‘I have had dealings with Southern Water customer service. It’s quite a hard process, in terms 

of helpdesk.’ (Table 2) 

 

‘Effective customer service and engagement is a priority.’ (Table 1) 

 

‘Customer satisfaction is about knowing if Southern Water is efficient in resolving problems. It is 

about the speed of response.’ (Table 1) 

 

‘There is a lack of engagement because of a lack of information given regarding the details of 

fixes.’ (Table 1) 

 

Q2. Are there any key themes missing? 

 

There were a wide range of areas mentioned by stakeholders. Cost and affordability of water was 

raised by several attendees 

 

Several stakeholders mentioned the need for better partnership working as a missing area and 

communications and education were brought up by many as themes that should be included. Some 

pointed out that wastewater and sewage disposal appeared to be missing. 

 

Environmental aspects were discussed on many tables, with marine conservation areas raised by 

one group. 

 

Consideration of human health aspects was raised as a theme on two tables. Taking a greater 

involvement in development and dealing with future uncertainty were other themes that attendees 

raised. 

 

Cost and affordability 

‘I think it’s interesting that cost isn’t mentioned in key priorities.’ (Table 2) 

 

‘Stability of bills and affordability issues should be added.’ (Table 7) 

 

Working in partnership  

‘I think there is a great need for inter-agency working. All the priorities from all the agencies 

need to intertwine.’ (Table 2) 

 

‘I’d like to suggest that on the partnership working, partnership working with the IDBs (Internal 

Drainage Boards) would be excellent.’ (Table 3) 

 

‘We don’t see many water companies collaborating with one another.’ (Table 3) 
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Communications 

‘It should not just be customer service (i.e. problem-solving when issues come up); it should 

also be about communicating in general about what you do.’ (Table 5) 

 

‘Lack of communication. If you made it clear who was doing what you would know who was 

handling what issue. Forget all the rest because if you’re not communicating you’re not doing 

it.’ (Table 6) 

 

 ‘I can only think of communicating with people; this will have an effect on how people 

perceive Southern Water. It has a huge effect.’ (Table 5) 

 

‘You don’t mention anything about businesses and how they can link with Southern Water – 

what is the communication here? The route of communication needs to be better – we’ve 

been to many business solution meetings, but how will it work after 17th April [when business 

customers are able to choose who they pay for their retail services]?’ (Table 7) 

 

Education 

‘It is also about education and maybe advertising for example, to make your projects more 

visible to the general public.’ (Table 5) 

 

‘There needs to be more education, like ‘love your coast’ up North, we need something like 

that on our coasts to educate people about our water systems.’ (Table 7) 

 

Wastewater and sewage disposal 

‘The documents are not talking about how to get rid of the wastewater, which would be 

another theme to be considered.’ (Table 1) 

 

‘Effective sewage disposal is missing from this priorities list – the other part of the service.’ 

(Table 4) 

 

Marine conservation areas 

‘There is a missing link, marine conservation zones. That is not registered in the business 

plan and it needs to be.’ (Table 2) 

 

Human health 

‘Human health comes under the heading of the environment, but perhaps it should sit 

somewhere else. Human health warrants its own header.’ (Table 4) 

 

‘Constant high quality is obviously important. Health of nation.’ (Table 6) 

 

Development involvement 

‘Southern water NEED to be involved and active with the developers.’ (Table 6) 

 

‘Want Southern Water to be more involved in planning applications too.’ (Table 6) 

 

Future uncertainty 

‘How are Southern Water considering future uncertainty? For example, as a result of 

population growth and climate change?’ (Table 4) 
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Q3. What is the most important key theme to you? 

 

Investment in infrastructure, especially given the current level of housing development in the county, 

was frequently regarded as a key theme. Clean safe drinking water was also mentioned by many as 

the most important.  

 

Some thought that the environment was the most important. Attendees were split on customer service 

and engagement, with some seeing it as important and one stakeholder in particular citing that it was 

not a priority.  

 

Many attendees felt that the themes were interconnected and overlapped, so found it difficult to select 

one as the most important. Others just thought that they should all be the top priority: 

 

‘In the end, all four priorities are equally important.’ (Table 1) 

 

‘I reject the idea of having priorities: they all matter.’ (Table 5) 

 

Interlinked / overlap 

‘Obviously, my natural reaction would be the environment. However, they are all 

interconnected. If all of this is well done, it will eventually contribute to the protection of the 

environment.’ (Table 1) 

 

‘Infrastructure is important, but they are all interlinked. It is difficult to separate one from the 

other.’ (Table 3) 

 

‘They kind of all overlap.’ (Table 5) 

 

Investing in infrastructure for future generations 

‘Investing in infrastructure for future generations, although it should be investing in 

infrastructure for future and existing generations. At the moment, our local area has 

insufficient infrastructure.’ (Table 3) 

 

‘Infrastructure is key to me.’ (Table 5) 

 

‘Without infrastructure you would not get the water.’ (Table 5) 

 

‘I’m surprised that Southern Water can cope with an effective doubling in the rate (of housing 

development) without major problems.’ (Table 3) 

 

‘With growth in Canterbury and Ashford, there is going to be a huge increase on demand. 

There is also a huge increase in agricultural demand, too.’ (Table 3) 

 

‘There should also be investment in supply and waste.’ (Table 5)  
 

A constant supply of high quality drinking water  

‘Constant supply of clean drinking water – it’s what our customers have as their priorities.’ 

(Table 7) 

 

‘It’s got to be the constant quality of the water supply.’ (Table 5) 

 

‘Constant water resource is critical for me.’ (Table 4)  
  

Protecting nature and the environment 

‘Nature & Environment is also big.’ (Table 5) 
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Effective customer service and engagement 

‘Customer service has been raised a few times as important.’ (Table 4) 
 

‘Customer service is not as high.’ (Table 5) 

 

Specific, individual key points raised 

‘The most pressing issue would be to reduce flooding, like in Kingsdown.’ (Table 1) 

 

‘The most important of all issues would be bathing waters.’ (Table 1) 

 

‘Partnership working is particularly important.’ (Table 4) 
 

‘Water companies need to engage early in the planning process for reassurance.’ (Table 4)  
 

‘We need to be proactive in educating what we, as individuals and companies, should and 

shouldn’t put down their drains. This needs to be communicated.’ (Table 7) 

 

‘I think education is terribly important.’ (Table 7) 

 

Q4. Where should we focus our effort? 

 

The key areas of focus for each key theme have been set out as verbatim comments below: 

 

Effective customer service and engagement  

Attendees felt that the key areas of focus for customer service and engagement were in relation to 

providing information, partnership working and education around health and fluoridation.  

 

 Providing information 

‘There is a lack of information coming out to people, especially vulnerable people. For 

example, some pensioners can get a discount on their tariff, but this isn’t publicised. The 

information isn’t transparent.’ (Table 4) 

 

‘I think it is about understanding the water company in general: you can’t really have one and 

not have the other, it is interrelated.’ (Table 5) 

 

‘Transparency. Honestly and information both good and bad.’ (Table 6) 

 

 Partnership working 

‘Partnership working between the different stakeholders is a rising priority.’ (Table 5) 

 

‘I thought the partnership approach explained during the presentation was great: it was very 

clear; the idea is to build tight connections between customer and supplier and all the 

stakeholders that may be involved at any given moment in the water chain.’ (Table 5) 

 

 Health and fluoridation 

‘I’d like to see fluoride in the water, we don’t have it here and other people do. Children’s teeth 

are rotting.’ (Table 4) 

 

‘More explanation on what makes clean water. Stop conspiracy theories of population being 

controlled, i.e. fluoride.’ (Table 6)  

 

‘Water hardness actually has health benefits. Even as a potential irritant it has its upsides. 

Water hardness is a non-issue.’ (Table 4) 
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A constant supply of high quality drinking water 

Water efficiency and related aspects of this were brought up by many attendees. 

 

 Water efficiency and grey water recycling 

‘I don’t think people realise 30% of their water consumption goes into flushing their toilet: 

there should be more awareness & communication on that.’ (Table 5) 

 

‘Individuals using water storage/ coming up with other ways to gather their own water.’ (Table 

5) 

 

‘There needs to be a focus on improving efficiency in new housing, making them as water 

efficient as possible. Southern Water should work with new housing developers to reduce 

impact.’ (Table 4)  

 

‘I am aware that Southern Water is already working on more sustainable ways to recycle 

water.’ (Table 5) 

 

 Wastewater should be considered more 

‘What is interesting for me, coming from a customer point of view, is that water quality 

(drinking) is something people engage with, flushing the toilet is more taken for granted & 

people don’t engage as much.’ (Table 5) 

 

‘People are not thinking waste when they think about water providers.’ (Table 5) 

 

 

Protecting nature and the environment 

 

Taking a catchment based approach was discussed by several attendees and being clearer on work 

to protect the environment was raised. 

 

 Catchment based approach 

‘I believe the idea would be to take a catchment-based approach.’ (Table 5) 

 

‘Catchment approach: County council would like to see a more integrated approach, 

something a bit broader: there should be different ranges of stakeholders involved.’ (Table 5) 

 

 Clarity on the environment 

‘Protect the environment should be worded differently: I believe it should be a bit more explicit 

and explain to us where & what concrete actions are taken by Southern Water.’ (Table 5) 

 

 Groundwater 

‘Groundwater is not on the list of priorities, in the environment section. Groundwater needs to 

be protected. It is a large percentage of our resource.’ (Table 4) 

 

 

Investing in infrastructure for future generations 

Various aspects related to infrastructure were raised by stakeholders. 

 

 Perhaps not focus on leakage? 

‘Resolving leaks, is that still an issue? Perhaps that no longer needs to be a focus.’ (Table 4) 

 

 Maintenance 

‘Maintenance is also a topic that should be taken into account in the district.’ (Table 5) 
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 Planning 

‘Consultation at planning level.’ (Table 6) 

 

 Flooding 

‘Fact is houses are being flooded. Ridiculous problem.’ (Table 6) 

 

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 stakeholder 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. 

 

Attendees had differing views of the annual report, with some favourable comments and some 

negative views on it. Many attendees thought using online reporting was important, especially with 

regular updates. Many also thought that localised reporting would be particularly useful.  

 

Suggestions made by multiple stakeholders for reporting: 

 

 Improve information available via the website 

‘The issue is that the website is simple and kept up to date.’ (Table 6) 

 

‘To have performance targets and other essential information online would be useful.’ (Table 

3) 

 

‘Live reporting online would be preferred.’ (Table 6) 

 

‘You need a resource that allows you to dig deeper into particular points, which is much 

easier online.’ (Table 3) 

 

‘There should be quarterly information and reports available on the website.’ (Table 3) 

 

 Provide information on a more regular basis  

‘More periodic news would be more efficient.’ (Table 1) 

 

‘We would expect a lot of detail, but would want it online, perhaps on a quarterly basis.’ 

(Table 3) 

 

‘People feel they cannot digest information. If it is timely and published more regularly then it 

will be easier for people to keep track of the services that are provided.’ (Table 5) 

 

‘Report as things happen or as a fall back, every 6 months.’ (Table 6) 

 

 … though some attendees felt that annually was fine  

‘Annual report probably sufficient.’ (Table 6) 

 

‘Don’t send them out more frequently, annually is more than enough.’ (Table 7) 

 

 Provide information split by geographic areas  

‘Make it locally focused. Relevant to you.’ (Table 6) 
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‘Massive difference between North, South and West Kent in all respects, including water. 

Split the report like that.’ (Table 6) 

 

‘Report is okay as a starting point but need the website to be easily accessible to access 

information about your area.’ (Table 6) 

 

 Report on specific issues  

‘I always, as a domestic user, have never been particularly driven by the need to particularly 

save water, I don’t feel the need to save it. I would like more education on how and why I 

should be saving. It doesn’t really encourage you to save water and it should.’ (Table 2) 

 

‘I would like to see a separate issue on this - the things about saving water, contradicts with 

the flooding issues.’ (Table 2) 

 

 

Suggestions made by individual stakeholders for reporting: 

 

 ‘The traffic light system is quicker and easier.’ (Table 3) 
 

 ‘We sometimes get funding to communicate to vulnerable clients which can really help, a lot 
of people don’t read their bills.’ (Table 4) 
 

 ‘We need to send things out in lots of mediums.’ (Table 7) 
 

 ‘An electronic email with an animation would be more exciting, and then you can measure 
how many people actually open it.’ (Table 7) 
 

 ‘Try and get a double-page spread in a newspaper.’ (Table 7) 
 

 ‘Workshops like this with such a diversity of people is great.’ (Table 7) 

 

Stakeholders’ comments on the annual report: 

 

 ‘‘I don’t think that what you’ve got in here (the annual report) is very approachable.’ (Table 5) 
 

 ‘Lots of flannel for poor communication. It hides the real information. I want to know about 
what is actually going on. It says nothing interesting and useful.’ (Table 1) 

 
 ‘It is irrelevant.’ (Table 1) 

 
 ‘I would like much, much more detail and I am a partner of Southern Water’ (Table 2) 

 

 ‘It isn’t too technical, which is good.’ (Table 3) 

 

 ‘If this went to customers, they would probably only spend about five seconds with it!’  (Table 

3) 

 

 ‘I would personally object to having this through my letter box.’ (Table 3) 

 

 ‘I would like evidence of compliance with legislation, and also impacts of activities which could 

be extractions and discharges.’ (Table 4) 

 

 ‘One thing I picked up on the presentation: there was too much focus on what was going right 

rather than what was going wrong.’ (Table 5) 

 

 ‘The report is factuous is it not?’ (Table 6) 
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 ‘Report too broad brushed.’ (Table 6) 

 

 ‘The information is good. There are good headlines, and if you want more detail it’s there, but 

you get a lot of detail from just the headlines. You can read more if you’d like to.’ (Table 7) 

 

 ‘I’m a South East Water customer; their reports are sharp and to the point and it works. This is 

good too, it’s not muddled, it highlights things.’ (Table 7) 

 

 ‘I’d like to see where money is going.’ (Table 3) 

 

 ‘My immediate reaction to this is that I would like to see, in the introduction, some of the 

challenges Southern Water is facing – things like water and housing shortages. Those 

problems, and the way Southern Water will meet this, seems a good starting point for a 

review like this.’ (Table 3) 

 

 ‘It’s mostly about water supply nothing much about waste and flooding. You’re not actually 

providing water here in Kent.’ (Table 2) 

 

 ‘Case studies, education and how we value water should be included in the business plan.’ 

(Table 2) 

 

 ‘The problem is that 90% of stuff on our desks go in the bin, it’s got to be attractive and get 

our attention.’ (Table 7) 
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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 decision, 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. 

 

There was a wide range of aspects of sewer flooding discussed by stakeholders, with many different 

areas felt to be priorities or not. Key areas that had wider support included the protection of public 

buildings and prioritising those who are frequently affected by flooding. Homes and businesses 

were also felt to be important customers to be prioritised by some. 

 

Improving education was felt to be important for several people, whereas others did not feel that 

prioritisation was appropriate at all and that everyone should be treated equally.  

 

 Public buildings were prioritised by many stakeholders, particularly schools and 

hospitals, though some questions about this were raised: 

 

‘I’m thinking of care homes, hospitals and schools – particularly vulnerable customers.’ (Table 

3) 

 

‘Public buildings and vulnerable customers are important. Public buildings obviously need to 

operate. Like schools and hospitals.’  (Table 4) 

 

‘Schools or hospitals: should they be a priority? I would have thought they’ve got their own 

infrastructure.’ (Table 5) 

 

‘To me, it is obvious that hospitals and parks are higher on priority, yes.’  (Table 5) 

 

‘The hospital over park question does not need to be answered: the answer is 

obvious.’  (Table 5) 

 

‘Hospitals should be a priority I guess.’ (Table 7) 

 

 Those people who experience sewer flooding on a frequent basis were prioritised by 

several stakeholders 
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‘The priority should be on the repeat high-frequency flooding.’ (Table 2) 

 

‘Should this high-frequency flooding be a priority over hospitals and schools? Yes, that has to 

be made priority.’ (Table 2) 

 

‘The ongoing suffering people, they need to be reflected in the priority list.’ (Table 2) 

 

 Problems in homes and internal sewer flooding were prioritised by several attendees 

 

‘I think home is very important. It is where people reside.’ (Table 4) 

 

‘Problems outside the home are an inconvenience; inside it is an absolute disaster.’ (Table 4) 

 

‘Internal sewer flooding has higher impact on customers in general and if vulnerable 

customers are affected, then it even has a higher impact.’ (Table 5) 

 

‘I would say residential properties should be prioritised because people do not understand 

what the problem is or how to mitigate it.’ (Table 5) 

 

 Improving education of the public and working in partnerships were mentioned by a 

number of stakeholders as ways to reduce sewer flooding and deal with its effects  

 

‘Problem: education team is ridiculous. Nowhere near enough education on what you can put 

down drain and toilet.’ (Table 6) 

 

‘If we are talking about blockages, then from experience it would be restaurants and pubs 

tipping things down the drain. Educate them.’ (Table 2) 

 

‘What is Southern Water doing about those other 90%? Are they engaging with 

manufacturers, for example, to develop new products? Or students?’ (Table 3) 

 

‘Raising a partnership. When in a flood, are there ways to help protect? Can agencies work 

together to make a methodology to help with vulnerable.’ (Table 2) 

 

 Prioritising businesses was identified by some as an important group to help 

 

‘The impact on shops and independent businesses is important too.’ (Table 4) 

 

‘It is important to businesses and maintain the ability to provide services for that area.’ (Table 

4) 

 

 Although supporting vulnerable people was mentioned by some, there were other dissenting 

voices to this view 

 

‘I don’t see why elderly, disabled and vulnerable people should be treated differently - they 

cannot be isolated and cherry picked, they are part of the broader area.’ (Table 7) 

 

 Tackling waste disposal issues was identified as a priority by some, including dealing with 

those who cause blockages 

 

Some stakeholders agreed that prevention is often more important than putting out fires, 

stating ‘We’ve got to change the system.’ (Table 7) 

 

‘Southern Water should be involved in projects to make it worthwhile and profitable for people  
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to get rid of their waste responsibly.’ (Table 7) 

 

‘Lobbying is needed at a national level to impose fines on these businesses [that don’t 

remove waste properly].’ (Table 7) 

 

 Looking at individual properties or affected areas to prioritise investment was felt to be a 

good starting point for some 

 

‘Southern Water should try to understand which properties are a direct risk, before prioritising. 

Some properties are more affected than others, need to understand where the issues are on 

a micro level.’ (Table 4) 

 

‘You have to consider where things are most likely to go wrong and what the likely impact is in 

order to determine the best places to invest.’ (Table 3) 

 

‘There are geographical areas more likely to be affected. These should have more protection 

to curb problem.’ (Table 6) 

 

 Changes to infrastructure and planning was raised by one group 

 

‘There is a combined sewer of rain water and sewerage. The sewer system should not 

depend on the weather. We still have not split up the linkages.’ (Table 4) 

 

‘Developers are concreting over too much of the land so a lot of the rain water is not 

disappearing. Planning needs to be considered’ (Table 4) 

 

 Some stakeholders on one table just felt that it was a big issue to deal with and that the 

impact of flooding also needed to be considered. 

 

‘Groundwater is a big issue.’ (Table 5) 

 

‘It is not just the cause; it is also the impact after flooding occurs which needs to be taken into 

account. There should be investment in this matter in order to mitigate it for later.’ (Table 5) 

 

 Some felt that prioritisation was not appropriate, or too difficult, or didn’t like the 

questions about this 

 

‘The obvious answer to this is that everyone is equally important. It has to be a zero-defect 

environment.’ (Table 3) 

 

‘It is a difficult choice.’ (Table 1) 

 

‘These questions are useless. Who wrote them? You are reactive rather than proactive. The 

questions are not addressing our issues.’ (Table 1) 

 

‘Everyone should be a priority. When it comes to flooding, no one is left unaffected.’ (Table 7) 

 

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

mitigate against sewer flooding? 

 

and 

 

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

where can we do more? 
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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 valves and other mitigation measures 

 

2. Prevent flows 

- Major floor defence partnerships 

- Sustainable Drainage Systems (SuDs) 

- Separating storm water 

 

3. Store or release flows 

- Improving the sewers 

- Storing storm water 

 

4. Education 

- FOG and unflushables campaign 

Several suggestions for additional options were raised by attendees. 

 

1. Manage flows 

Improving maintenance and using new technology was proposed, as well as support for using non-

return valves: 

 

‘Working with local authorities to improve cleaning should be important. We need to make sure 

the services are being maintained as well as possible. For example, leaves are ending up in the 

grates and blocking the sewage system, this could be easily prevented if agencies work together.’ 

(Table 4) 

 

‘Going forward, smart water; implementing new technology and new monitoring systems. We’ve 

got to be thinking of the solutions that will be implemented using the technology.’ (Table 5) 

 

‘The non-return valves are cheap and help a lot of households.’ (Table 7) 

 

‘If there is a non-return valve it lowers insurance premiums.’ (Table 7) 

 

2. Prevent flows 

Improved flood protection, use of sustainable drainage systems and the role of improved land 

management practices by the agricultural sector were all raised and generally supported: 

 

‘Need more on flood protection, early on.’ (Table 6) 

 

‘There seems to be two areas. Existing systems that are so old you can’t change. Then you have 

new development, areas where surface water doesn’t go into the sewage system. That should 

become much more of the norm. Industrial estates have vast water areas, where is that water 

going? Why can it not be distributed rather than put into the sewage system?’ (Table 2) 

 

‘If you look at it, the big thing for us is deterioration and protecting existing customers: holding the 

line and reducing the risk of flooding somewhere else. But this should not stop you from doing extra 

effort to mitigate effects on the environment.’ (Table 5) 

 

‘What seems to be missing is the role of agriculture within flood reduction, which has been used 

very successfully up north. I don’t know whether that is operative in Kent, but sometimes, the way 
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you plough a field on a slope – if you do it so it channels down into a ditch, it helps with drainage.’ 

(Table 3) 

 

 ‘Prevention is definitely better than cure.’ (Table 3) 

 

‘You have to draw the line somewhere, but if it isn’t caused by the homeowner, I would argue you 

need to protect it.’ (Table 3) 

 

‘It is good to try to predict where the next flood is going to be, but floods never hit in the same way 

twice. There could be more work to identify the most at risk properties.’ (Table 4)  

 

 

3. Store and Release Flows 

The separation of storm water was broadly supported by stakeholders, on the basis that it is a cost 

effective and environmentally friendly solution. 

 

‘Separating storm water flows from regular waters: it could provide a cost-effective solution to 

floods, there are some examples in Kent for instance, preventing floods.’ (Table 5) 

 

‘I think the idea of separating and storing storm water is a good idea because if you separate it off 

you can use it for something else – if you think about the whole management and perhaps use the 

storm water first in another part of the system.’ (Table 7) 

 

‘We need to separate the storm water so we can remove the foul water and use the water for 

something else.’ (Table 7) 

 

‘This storage uses up a large amount of land, but has huge environmental benefits.’ (Table 7) 

 

4. Education 

Numerous suggestions were made about education, with many seeing it as a very important aspect 

particularly over the longer term: 

 

‘Education on how to prevent blockages is very important.’ (Table 4) 

 

‘We’ve got to start small and get somewhere. You can’t expect too much. Especially when it 

comes to targets.’ (Table 5) 

Many aspects of education were raised, including: 

 

 Improve education campaigns, provide solutions 

‘It is all about explaining to people how it works: visual, easily accessible campaigns.’ (Table 

5) 

 

‘I think people want to feel involved in the campaigns.’ (Table 5) 

 

‘Education that pouring fat down the sink isn’t enough. Need to provide real solutions and 

incentives for recycling your fat.’ (Table 6)  

 

‘People are inherently lazy. They are not going to buy the tool to recycle their used fat. You 

have got to make it free and available. Make it easy.’ (Table 1) 

 

 Schools education programme 

‘The education is definitely more important. When you throw such topics out there in the open 

in primary schools, children absorb the information like sponges and react to their parents’ 

behaviour.’  (Table 1) 
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‘I don’t have a specific example, but if you educate kids in schools, you may be able to 

change their behaviour early on, and they can go on to educate their children.’ (Table 3) 

 

‘Schools would be a good place to promote education.’ (Table 4) 

 

‘It is all about educating the future generations & that can happen at school.’ (Table 5) 

 

‘Start in schools. Everyone, including children, know about recycling. Why can’t this be the 

same.’ (Table 6) 

 

 General consumer education needed 

‘Southern Water should care more about recycling and educating people. Lower tariffs could 

also foster efficiency.’  (Table 1) 

 

‘The fat problem can also be resolved through recycling. Why not have another bin for 

fat?’  (Table 1) 

 

‘The link is perception. Education - water companies should work on the public perception.’ 

(Table 2) 

 

‘Educate builders, workers, plumbers, and others … so they can inform tenants about 

adequate behaviour to avoid. People will be much more responsive.’  (Table 1) 

 

‘Educating households directly. Not only “don’t do” education, but sensible, alternative options 

such as food bins.’ (Table 3) 

 

‘Some of the better solutions might be improving prevention: educating and communicating.’ 

(Table 5) 

 

‘Leaflets are a good idea, catch up at social meetings. Unusual initiatives catch people’s 

attentions.’ (Table 5) 

 

‘Are consumers aware how much they contribute to the problem and how much it’s costing 

them? No.’ (Table 6) 

 

 ‘The priority is to target the source and to engage with the manufacturers.’ (Table 1) 

 

‘The issue is how the products are marketed. There should be joint campaigns between 

private sector & politicians.’ (Table 5) 

 

 ‘I don’t know how many people read the educational leaflets. They need to work with 

community groups and get in face to face.’ (Table 4) 

 

‘Links on community websites to educate people on disposal of oil.’ (Table 4) 

 

 Lobby Government and use or change legislation 

‘You should work more in depth with environment agencies, question the government and 

oblige them to force the hand of manufacturers. You will not convince manufacturers by just 

asking – you’ve got to lobby hard. Big companies don’t react unless governments pressure 

them.’ (Table 1) 

 

‘If the regulations are not adapted, then go to the government and lobby for this to happen. 

Therefore, the target ought to be the government, and you are not going to catch their 

attention with leaflets.’ (Table 1) 
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‘If fat traps were fitted to every household, Southern Water wouldn’t have a problem. The only 

way I can think this would come about is legislation.’ (Table 3) 

 

 Charge or punish those responsible for blockages 

‘You are not proactive in this matter. What are you actually doing in terms of campaigning and 

really assessing people, charging or punishing those transgressing norms and regulations? 

Why don’t you just cut water supplies to those not respecting the rules?’  (Table 1) 

 

‘You have to find the companies responsible for fat waste, set a higher tariff and oblige them 

to pay it until they can prove and demonstrate how they dispose of their fat.’  (Table 1) 

 

‘Education is useless if you do not have punishment. Can’t you raise up the bills? How many 

times have you punished commercial premises? Do you actually take them to court?’  (Table 

1)  

 

‘There needs to be a programme that makes people liable for sewer flooding.’ (Table 3) 

 

 Advertising 

‘They should run advertising campaigns and get the message out through the media.’ (Table 

5) 

 

Other 

 

Many stakeholders raised planning issues and new developments as aspects where more could 

be done: 

 

‘There should be a structural plan – a strategic district plan? Having plan for wastewater as well as 

supply. Much, much more focus on planning of wastewater.’ (Table 2) 

 

‘Planning needs to bring in ways of dealing with climate change. There is a lot of strain put on 

infrastructure to make up for planning issues.’ (Table 4) 

 

‘Floodplain development issues need to be a focus of Southern Water; this should be treated as a 

red flag.’ (Table 4) 

 

‘Urban development on floodplains should not be happening!’ (Table 4)  

 

‘Why not separate the sewage in every development. Falls on developers.’ (Table 6) 

 

‘These solutions aren’t starting far enough back. Coming too late. Prevention. Planning.’ (Table 6)  

‘Is there a research centre that is targeting these problems, and do Southern Water want these 

developments?’ (Table 7) 

 

Developing new long term solutions was of interest on one table: 

 

‘We need to nurture start-ups to provide solutions to these problems.’ (Table 7)  

 

‘We now have fibre optics going in to every house, we need to have the same with drainage.’ 

(Table 7)  

 

Working closely together was mentioned by a few stakeholders: 

 

‘Again it’s people talking, the maintenance at the moment, that impacts you too in your everyday 

life. Everyone should be talking more.’ (Table 5)  
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‘Multiple utilities need to work together so that the different infrastructure groups  dig up the roads 

at the same time and limit the invasion of development.’ (Table 7) . 

 

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. On the supply and demand options, what are the advantages and disadvantages of each 

one? 

 

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

 

4. Which do you believe to be the most effective? 

 

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 

 

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) 
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Round-table discussions 

 

In the discussions, many attendees felt that planning needed to be based on looking to the future and 

not the past and many felt that planning should consider several if not all approaches:  

 

‘It’s over simplistic to just pick just one factor, they must all be taken into account.’ (Table 7) 

 

‘The world is changing; we need to think ahead not behind.’ (Table 7) 

 

‘Considering worst historic droughts for future management is not particularly realistic. Climate 

change is changing things.’ (Table 4) 

 

‘It is very hard to tell what is going to happen. The past is a poor guide to the future.’  (Table 4) 

 

‘Forecasts are the way to go.’ (Table 5) 

 

‘There is some useful data looking into the past, but it is not that helpful overall.’  (Table 4) 

 

‘Looking backwards won’t work. We have examples where we’ve had to change the current 

drought measures because the land has changed. We need to move forward and look to the 

future.’ (Table 6) 

 

‘We should be looking at a few. You can use some past events, but you’re looking to the future, 

especially with climate change and increasing demand. And surely customers have to pay 

whatever is required to ensure a resilient system.’ (Table 3) 

 

‘Need a bit of both, but looking to future increasingly important.’ (Table 6) 

 

‘The future is important but in terms of predicting, we need to look at the influencing factors in 

the past – even if things change, you have data on previous droughts, you can then apply these 

changing factors to make you more informed.’ (Table 7) 
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‘I would expect the water company should plan for the absolute worst case scenario.’ (Table 2)  

 

Customers’ willingness or ability to pay more was brought up by several stakeholders with differing 

opinions:  

 

‘It’s a monopoly. Without competition, what customers are willing to pay is not a huge 

issue.’ (Table 6) 

 

‘If you make bills unaffordable, people won’t pay. All these factors must be taken into account; 

they need to be balanced out.’ (Table 7) 

 

‘How much people are willing to pay depends on how much money people have. Wealthier 

people may not mind but poorer ones just want to pay for the basic service – water running in 

their homes.’ (Table 4) 

 

‘The cost per person of an extra £4 a year doesn’t sound very much.’ (Table 4) 

 

‘There is a fundamental problem with using a money argument when we’re talking about events 

people have not foreseen.’ (Table 5) 

 

‘How much will all of this for drought reduction cost?’ (Table 4) 

 

‘It also depends on people’s individual’s experiences. If they have experienced it, it is likely they 

will react differently.’ (Table 5) 

 

Putting protection for the environment foremost was key for many stakeholders: 

 

 ‘In very simple terms, without the environment, you do not have an economy.’ (Table 5) 

 

‘Prioritising the environment is a long-term goal for the economy.’ (Table 5) 

 

‘Environment should definitely be considered in all stages.’ (Table 6) 

 

‘It is difficult, water is a life source, but you need to think about the environment.’ (Table 7) 

 

‘People might be sceptical about investing in the environment; they are only thinking about how 

it affects them compared to the wider situation, but that is a false economy.’ (Table 4) 

 

‘Level of protection given to the environment, you must safeguard it. Environmentally it should 

be as high as priority as possible.’ (Table 2) 

 

Impact on the economy was mentioned by a few stakeholders: 

 

‘Economic cost is huge, it’s not realistic so the planning has to be done.’ (Table 2) 

 

‘I would go for the cost reduction solution.’ (Table 5) 

 

The level of uncertainty and change were concerns mentioned by a number of stakeholders: 

 

‘Climate data often disagrees depending on where it comes from. The models can give an 

indication, but it is still quite uncertain.’ (Table 4) 

 

‘There is a large margin of uncertainty within the process. Southern Water would need to 

account for the uncertainty.’ (Table 4) 
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‘Still need to recognise that dealing with nature it is difficult to predict. Therefore, use both.’ 

(Table 6) 

 

‘Whether we look to historic drought or looking to the future we need to take into consideration 

that the world changes e.g. population growth.’ (Table 7) 

 

‘I don’t think it is reasonable to plan for a 1,000-year event, but with climate change we have 

different patterns. So, there has to be new thinking.’ (Table 3) 

 

‘We don’t have enough data; it will be theoretically based.’ (Table 6) 

 

Generally, though, the need for a significant level of resilience to drought appeared to be well 

accepted: 

 

‘You need to have resilience.’ (Table 6) 

 

 

Q2. On the supply and demand options, what are the advantages and disadvantages of each 

one? 

and  

Q3. Should there be an emphasis on supply or demand options? 

 

and  

Q4. Which do you believe to be the most effective? 

 

 

Electronic voting results 
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Round-table discussions 

 

The discussion then focused around six options that were of relevance to Kent: 

 Water efficiency in Medway 

 Water re-use in Medway 

 Leakage reduction in Medway 

 Enlargement of Darwell Reservoir 

 Desalination plant, River Medway 

 Water transfer between Bewl and Darwell Reservoirs  

 

There was a general consensus among attendees that the demand options (water efficiency and 

leakage reduction) were positive ideas. Of the supply options, there was far more support for reservoir 

enlargement, with a great deal of concern raised about the idea of a desalination plant.  

 

Water efficiency was widely supported by stakeholders, though the potential scale of water saved 

was questioned and the reliability of people using efficiency kits was a concern. Water re-use was 

also generally supported: 
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‘Water efficiency kits are a great idea.’ (Table 2) 

 

‘Water efficiency is a limited amount of water saved, but low cost.’ (Table 3) 

 

‘You can’t guarantee that people will stick to the efficient systems put in houses.’ (Table 3) 

 

‘Water efficiency schemes might provide the kit, but are they going to use it.’ (Table 4) 

 

‘It also effects energy consumption.’ (Table 5) 

 

‘The difficult thing is certainty over the impact.’ (Table 5) 

 

‘For economic reasons, it would be better to fully advertise what is available, especially when 

people are using at peak times.’ (Table 5) 

 

‘Promote the opportunities.’ (Table 5) 

 

‘I think a lot of people would get a good use out of this in Kent.’ (Table 5) 

 

‘Number one issue.’ (Table 6) 

 

‘Good PR.’ (Table 6) 

 

‘Feel good factor.’ (Table 6) 

 

‘Link into education again – turning off the tap when you brush your teeth.’ (Table 6) 

 

Rainwater recycling should be fit into new builds.’ (Table 4) 

 

‘Recycling of grey water is absolutely imperative.’ (Table 7) 

 

‘You should never think of using high grade water to flush toilets – the power to make these 

changes is in our hands.’ (Table 7) 

 

‘Water efficiency and water reuse is more important; we don’t need to generate more supply 

but change the way people use it.’ (Table 7) 

 

Water re-use was also generally supported: 

 

‘Wastewater reuse. That is something I would support.’ (Table 5) 

 

‘Recycling – given the right methods, it makes sense. Making better use of water. Given the 

right direction, the public get behind water reuse, then it’s a major success.’ (Table 2) 

 

‘Water re-use is becoming increasingly important. I think it should be considered as effective.’ 

(Table 4) 

 

‘Technically we are drinking the same water anyway, considering the water cycle.’ (Table 4) 

 

‘People are much more favourable of it now that they understand the process, but it is very 

expensive. Having said that, it has a lower environmental issue.’ (Table 4) 

 

Stakeholders largely thought that the leakage reduction plans for Medway were a good idea and 

worth doing, though there was doubt about it from one or two attendees: 
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‘It is becoming clear that stopping the leakage is a priority. The total cost of stopping the leak 

is that once you’ve stopped it, it does not cost anything.’ (Table 1) 

 

‘Starting point of fixing pipe is only the tip of the iceberg. You need a bigger solution. More 

than anything it’s bad PR telling people to save water and then have major leak.’ (Table 2) 

 

‘Leakage reduction schemes need to be considered otherwise it is a waste.’ (Table 4) 

 

‘It is one of the demands made to politicians. I don’t think we’re there yet, there is more work 

to be done.’ (Table 5) 

 

‘One of the most frustrating issues, and such a waste.’ (Table 6) 

 

‘Can save so much if you avoided this.’ (Table 6) 

 

‘Controlling leaks doesn’t help with bigger issues, like drought resilience.’ (Table 4)  

 

‘Leakage reduction is a public relations exercise.’ (Table 3) 

 

There were some very positive comments from some stakeholders about reservoir enlargement, 

with it being generally supported. Some saw additional benefits from these plans. A few raised 

questions about the cost and usefulness on it: 

 

‘Reservoirs are the best option.’ (Table 1) 

 

‘Issues about building new reservoirs? It will take years and if we don’t have the rainfall, 

what’s the point.’ (Table 2) 

 

‘If you start re-pumping and reusing, then the reservoir becomes useless.’ (Table 2) 

 

‘Reservoirs are really beneficial – they are what we should be looking most at.’ (Table 3) 

 

‘It is better to enlarge an existing reservoir than to build a new one.’ (Table 3) 

 

‘If you can retain surface water instead of letting it sink into aquifers, perhaps you can retain 

water in a useful way.’ (Table 3) 

 

‘There are community benefits of a reservoir.’ (Table 4) 

 

‘Reservoirs are a great and can be made into really nice public facilities for recreation.’ (Table 

4) 

 

‘Reservoirs are more popular once implemented than in the stage of planning.’ (Table 4) 

 

‘Reservoirs seem to be a great option, although we have to think about storage.’ (Table 5) 

 

‘Storage won’t build resilience. They have different effects but they are not a solution in the 

long-term.’ (Table 5) 

 

‘Must be cost-effective.’ (Table 6) 

 

‘Always wary about lump sums.’ (Table 6) 

 

‘Will you get rainwater or will it be extraction?’ (Table 6) 
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‘More question marks compared to previous issues.’ (Table 6) 

 

‘Not an efficient storage mechanism.’ (Table 6) 

 

There were many negative comments about the idea of a desalination plant. These were largely 

around the cost, energy use and efficiency of such a plant. Some attendees did see merit in them as 

a backup or last resort option:  

 

‘They consume huge amounts of energy.’ (Table 3) 

 

‘It seems like short-term thinking compared to reservoirs.’ (Table 3) 

 

‘Hugely inefficient – they are an environmental disaster.’ (Table 3) 

 

‘Desalination is understood to be quite expensive, particularly the operating costs. Currently it 

is restricted to peak demand.’ (Table 4) 

 

‘Desalination probably needs to be there when the water has run dry somewhere else.’ (Table 

4) 

 

‘It should only be used as a backup; the only constraint is the cost.’ (Table 4) 

 

‘Desalination seems to me very costly (example of one that has been built in Spain, at 4 x 

cost).’ (Table 5) 

 

‘Last resort.’ (Table 6) 

 

‘Takes too much energy.’ (Table 6) 

 

‘Can be cost effective but difficult.’ (Table 6) 

 

‘All about cost and efficiency.’ (Table 6) 

 

‘As an engineer I know how the desalination steam needs condensing – I also know that a 

nuclear power station generates heat and needs to cool – put the desalination next the power 

station.’ (Table 7) 

 

‘[Desalination plants] are very costly in terms of resources, but there are lots of places that 

could benefit of cooling down.’ (Table 7) 

 

In general discussions about supply and demand options, some stakeholders saw supply and 

demand options as equally important, whereas others preferred the demand side options over 

supply: 

 

‘Demand and supply are equally important.’ (Table 1) 

 

‘You should look at demand before looking at infrastructure and at new sources of water 

supply.’ (Table 1) 

 

‘[Supply and demand] are both as important as each other.’ (Table 7) 

 

‘Reducing demand should be focused on over increasing supply.’ (Table 4) 

 

‘Focusing on reducing demand would also lead to a change in attitudes as well as being the 

most cost efficient.’ (Table 4) 
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‘They both go hand in hand. Can’t separate them.’ (Table 6) 

 

During these discussions, some stakeholders also raised a variety of related issues. These included 

education, separating storm water, reducing abstraction and agriculture: 

 

‘Education and raising awareness is key.’ (Table 7) 

 

‘Use storm separation linking into a water resource so that you could divert that storm water 

to a reservoir. Rather than just sending it into the sea or a river, you divert that storm water to 

where you might be able to store it.’ (Table 7) 

 

‘You can redirect storm water to large wetland areas rather than putting it into reservoirs.’ 

(Table 7) 

 

‘It is about getting that excess rainfall in the winter stored either in reservoirs or underground.’ 

(Table 3) 

 

‘Solutions that reduce abstraction from rivers are good because rivers are under a huge strain 

at the moment.’ (Table 7) 

 

‘Farmers are increasingly installing their own infrastructure to diminish and respond to their 

own demand in order to be autonomous and efficient.’ (Table 1) 

 

One stakeholder felt water quality hadn’t been considered: 

 

‘I think there is something missing: the relationship between water quality & availability. In 

many years, it will be less possible to pump water from rivers, because it will be too polluted, 

ahead of increasing storage volume.’ (Table 5) 

 

One other stakeholder thought that now is the time for more capital investment: 

 

‘Money is cheap right now; it is the time to focus on capital projects.’ (Table 4) 
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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 

 It was noted that developers can submit a planning application at any time and there was 
consensus that water companies ought to have more power to refuse these if they are not 
suitable.  

 It was noted that there is currently a good deal of uncertainty, firstly due to Local Plans not 
being approved, and secondly, because developers are applying for permission for sites not 
included in draft Local Plans.  

 The point was made that the Dover Local Plan was adopted in 2014 and that Southern Water 
was not consulted. However, Southern Water had advised where there was not enough 
capacity for foul water drainage.  

 One stakeholder, however, stated that water and sewage is not a ‘show stopper as there is 
always a solution.’ 

 It was stated that there needs to be more of a consistent approach across all local authorities 
as Southern Water currently works with 40. 

Bathing Water Quality 

 The comment was made that certain areas aren’t bathing waters but are used for other 

leisure activities. 

 One stakeholder suggested that it would be a good idea to include some of these areas in 

Southern Water’s next AMP period as bathing waters. 

 The point was made that more councils should apply for Blue Flag awards and that they want 

to work more in collaboration with Southern Water and other bodies. 

 The point was raised that there’s often a delay in telemetry and that there should be more up 

to date information on bathing water quality. 

 It was noted that there was a ban on the sale of shellfish despite the fact that the bathing 

water was branded ‘excellent’. 

 

Water Resources  

Water re-use  

 The point was made that in East Kent 85,000 new houses are planned so solutions to 
address water shortages need to be explored as a matter of urgency.   

 It was added that East Kent also has an agricultural base, which is high water use.  
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 It was felt that public acceptability is key. 

 The comment was made that we need to stop talking about benefits and start talking about 
necessity. Without these schemes, half the houses in Canterbury won’t have water. ‘I think 
‘benefits’ is therefore negative in terms of your marketing.’ 

Water efficiency  

 It was felt that on water efficiency, Southern Water should be lobbying the Government to 
change building regulations to equip houses with efficient water systems.  

 However, it was noted that the public don’t always embrace this, which one stakeholder felt 
was strange as recycling has become part of everyone’s daily routine. 

 One stakeholder cited the example of his daughter who is: ‘… having a new house built and 
the fact that the only thing the parish council commented on is that they wanted more solar 
panels – that was it.’ 

Leakage  

 It was commented that so much of the infrastructure is old that: ‘I can’t see an end to 
leakage.’  

 It was felt that Southern Water needs to focus on schemes that give quick returns - in 
conjunction with tackling leakage.  

Reservoirs  

 There was consensus that reservoirs are not popular options; primarily due to the amount of 
land they take up. 
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Written feedback 
  
Question 1 

 

 

 

 

 

 

 

 

 

 

 

 

Disagree          1   2 3 4 5 Agree 

Comments  

 ‘Not much information about the format and what we would be required to do.’ 

 ‘Was this pure stakeholder engagement for the sake of it or were you really looking for 

people's views?’ 

 ‘Some additional information prior to the event would have been welcomed.’ 

 

Question 2 

 

 

 

 

 

 

 

 

 

 

 

 

Disagree          1   2 3 4 5 Agree 

1
0%

2
6% 3
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4
39%

5
42%

Was the purpose of the workshop clear?

1 2 3 4 5

1
3%

2
3%

3
19%

4
39%

5
36%

Did you find the workshop informative and of 
benefit to your organisation?

1 2 3 4 5
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Comments 

 ‘Yes, I greatly enjoyed hearing others views and concerns about the water industry and 

Southern Water.’ 

 ‘Yes, but noting that the Environment Agency have other formal mechanisms to inform plans. 

However, it was useful to hear firsthand from other stakeholders that both the Environment 

Agency and Southern Water work with each other.’ 

 ‘Quite a lot not directly related to my organisation but it was informative and the bigger picture 

is always needed.’ 

 

Question 3 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Disagree          1   2 3 4 5 Agree 

 

Comments  

 ‘Yes, the small group format allowed everyone to have a say and input.’ 

 ‘Table discussions better than open Q&A.’ 

 

1
3%

2
0%

3
9%

4
13%

5
75%

Did you have sufficient opportunities to provide 
your views?

1 2 3 4 5
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Question 4 

 

 

 

 

 

 

 

 

 

 

 

 

 

Disagree          1   2 3 4 5 Agree 

 

Comments  

 ‘The level of the questions was worrying for a large business such as Southern Water. Many 

were obvious answers.’ 

 ‘Slight feeling of being pressurised into prioritising essentially equal requirements of delivery 

for Southern Water and its customers.’ 

 ‘Might have been helpful to have some feedback from the tables.’ 

 ‘A bit noisy on the discussion sessions.’ 

 

Question 5 

Are there any issues you would like to discuss with us in future? 

Comments included: 
 

 'Existing improvements rather than future growth.’ 

 ‘Partnership regarding water and the environment.’ 

 ‘Education, liaison between stakeholders ...’ 

 ‘The use of environmental schemes that can also deliver your priorities e.g. river restoration 

and SUDs to increase groundwater recharge.’ 

 ‘Planning infrastructure.’ 

 ‘The conflict between environmental measures to reduce water use and your objective to 

maximize profits via selling as much water (or maximizing wastewater) as you can.’ 

1
3%

2
3%

3
3%

4
44%

5
47%

Did you think the format of the workshop was 
suitable?

1 2 3 4 5
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Question 6 

How could we improve future workshops? 
 
Comments included: 

 ‘I think it would be better for Southern Water to come to meetings with stakeholders to discuss 

water issues relevant to their businesses.’ 

 ‘Table was very close to neighboring tables which meant it was hard to hear sometimes.’ 

 ‘The voting was of some interest but some of the questions were a bit pointless. You couldn't 

really disagree with protecting the old and disabled from flooding sewers!’ 

 ‘Very informative and enjoyed by the majority.’ 

 ‘Very well organized.’ 

 

Question 7 

Was the venue appropriate for the meeting? 

 

 

Comments:  

 ‘Great, shame no cricket!’ 

 ‘It was slightly difficult to hear some people within the round table discussions. Maybe more 

spaces between tables would help.’ 

 ‘Perfect venue.’ 

 ‘Appropriate venue and good format.’  
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Question 8 

Would you attend future workshops? 

 

 

Comments: 

 ‘Good chance to share views/hear views from other stakeholders.’ 

 

Question 9  

Any additional comments 

Comments: 

 ‘Very useful and interesting. Format was interesting as well.’ 

 ‘Very interesting insight into future issues.’ 

 ‘What business representation do you have on your customer panel.’ 

 ‘Did not know whether the meeting would be of value to me and my issues. It was very useful 

and I learnt more than I contributed.’ 

Yes
100%

No
0%

Would you attend future workshops?

1 2


