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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 Hampshire region workshop, which took 

place on Monday 31 October in Southampton. 

 

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 on Southern Water’s Business Plan at the end of 2019. 
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Attendees  
 

51 stakeholders attended the workshop representing 26 separate organisations. 

 

Appleshaw Parish Council 

 

Chichester District Council  

 

CJH Agri-Environment Consultants Ltd 

 

Create 51 

 

Eastleigh Borough Council  

 

Environment Agency 

 

Fareham Borough Council  

 

Forestry Commission England 

 

Hampshire & Isle of Wight Wildlife Trust 

 

Hurley Parish Council 

 

King Somborne Parish Council 

 

Monxton Parish Council 

 

Natural England  

 

 

New Forest National Park Authority  

 

Portsmouth Water  

 

Salmon and Trout Conservation 

 

Southbourne Neighbourhood Plan Steering 

Group 

 

Southampton City Council  

 

Southbourne Parish Council  

 

Southern Regional Flood and Coastal 

Committee 

 

Test and Itchen Association 

 

Test Valley Borough Council 

 

Upper Itchen Initiative 

 

West Itchenor Parish Council 

 

Wild Trout Trust 

 

Winchester City Council 
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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 

Attendees generally agreed, through electronic voting, that the four themes listed accurately reflect 

Southern Water’s key business priorities. 

 

This was echoed in the round-table discussions, although some stakeholders commented the 

constant supply of high quality drinking water should be seen as a given rather than a priority.  

 

Separating ‘Investing in infrastructure for future generations’ into two priorities was suggested: 1) 

future generations and 2) asset management refurbishment. 
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Missing key themes 

The following were suggested as key themes for consideration: 

 Collaboration and partnership working 

 Innovative, pro-active and strategic thinking 

 Flooding 

 Climate change 

 

Most important key theme 

Many attendees felt that the themes were ‘interlinked’, so were unable to select which was the most 

important. Across the groups all themes were mentioned as important and it was not felt appropriate 

that any could be neglected in order to give priority to another. 

 

Missing sub-themes 

 

Effective customer service and engagement 

A number of attendees suggested: 

 Better engagement with politicians, councils and other water companies 

 More education 

 Improving affordability and simplified billing 

 Reporting manhole/inspection cover issues 

 Prioritising customers 

 Transparency 

 Improving customers’ ability to read meters 

 Priority Services Register 

 

 

A constant supply of high quality drinking water  

The following were suggested as sub-themes: 

 Water supply for industry 

 Re-use of water 

 Taking water from other companies 

 Terrorism resilience 

 Water pressure 

 

 Protecting nature and the environment 

The following were suggested as sub-themes: 

 Focus on enhancement, not just protection 

 The impact of abstraction on the environment 

 Monitoring the impacts of fracking 

 Better communication of environmental impacts  

 

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 

 

Other sub-themes suggested were:  

 Eco homes 

 More information on the resilience of infrastructure 

 Repairing infrastructure 

 Better drainage on roads 
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Performance Reporting 

A number of attendees spoke favourably about the reports they had seen, particularly the quarterly 

email updates and communication about local work/projects. However, others felt there was a need 

for a new approach, and some did not recall receiving any information. Suggestions made by multiple 

stakeholders for reporting were: 

 

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

 One-page updates 

 More images / infographics; not too wordy 

 A monthly email linking to further information on the website, which could easily be 

disseminated to others in the local community 

 More information on what is happening locally 

 A new section on the website containing reports 

 Improve access to information via the website 

 Details for customers on the cost of projects and priorities 

 Comparisons of Southern Water to other companies 

 

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

of this report. Some attendees had particular interests and wanted more information on specific areas 

including: cost saving, water efficiency and smart metering. 

 

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 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 

The electronic voting showed that the top three priorities were:  

1) Elderly, disabled or vulnerable customers 

2) Public buildings (e.g. schools, hospitals) 

3) Internal areas of customers’ homes and businesses  

 

‘Customers’ gardens and patios’ came out as the lowest priority both in the discussions and in the 

voting. 

 

In the round table discussions, attendees were not consistent in their response to this question. Many 

felt that certain groups – particularly the elderly and vulnerable, or people with repeated flooding – 

should be prioritised. 

 

For a number of stakeholders, public buildings, especially hospitals, were prioritised. However, for 

others, domestic flooding was considered a high priority.  
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Some felt that prioritisation should be done on a case-by-case basis and suggested a matrix 

assessment to help Southern Water 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.  

 

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 

 

In terms of feedback, stakeholders told us that managing flows was seen as critical and expected to 

be carried out as part of Southern Water’s core business. 

 

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 

 

Major flood defence partnerships 

Whilst the inclusion of part-funding major flood defence projects was praised by some 

attendees, others wanted to make sure that they were value for money and queried the length 

of time taken to deliver results. 

 

SuDs 

Whilst some of the benefit of SuDs was acknowledged, there was concern from many tables 

about the long-term and ongoing maintenance of SuDs, and where responsibility lies for them.  

 

A number of suggestions were made by attendees to help reduce sewer flooding in relation to the 

management of SuDs, including: 
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(a) Putting the water companies in charge of SuDs management with additional service 

charges paid to cover this; 

(b) Holding developers to account regarding long-term management of SuDS; 

(c) Local authorities should take on responsibility of SuDS  

 

A common theme highlighted by a number of stakeholders was the responsibility of riparian owners 

(individuals or organisations who own land or property next to a stream, river or ditch) to help reduce 

the risk of flooding. There were numerous examples given of farmers and other landowners who 

stakeholders felt did not take sufficient action to maintain watercourses and ditches or improve 

broader land management practices. The Highways Agency was also cited on several tables as a 

body who should take more action to help reduce the risk of flooding. 

 

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 

 

There was support for storm water management but stakeholders understood it can be costly. 

 

With regards to reducing sewer flooding, stakeholders suggested smaller and more frequent 

upstream attenuation tanks, along with using natural flood management. 

 

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 

  

Education was seen as an important and cost effective solution on all the tables due to the fact that 

the majority of sewer flooding is caused by blockages; however, many felt that not enough was being 

done and a number of suggestions were made (see below). However, others were sceptical of the 

outcomes of trying to educate. 

A number of options to help reduce sewer flooding in relation to education were suggested by 

attendees. There was particular focus on developing the education and awareness strategies to 

reduce blockages, including:  

 School programmes 

 Online information 

 Name and shaming  

 Educate industry, not just consumers 

 Work with manufacturers of blockage inducing products 

 Use of the media and Ofwat to educate 
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It was suggested the format of any education needs to be reconsidered; people need to be 

incentivised and given solutions. 

 

General comments 

 

Attendees felt a number of the options Southern Water has considered to mitigate against 

sewer flooding are good in theory, but are not well maintained or planned. There were a 

number of comments regarding location specific requirements, with agreement that not all 

options/solutions will work for every locality. 

 

With the options presented, the effectiveness – according to many attendees – was dependent 

on Southern Water communicating properly with other partners and customers. 

 

A number of options to help reduce sewer flooding were suggested by attendees that did not fit under 

the four categories outlined above. These included: 

 Real-time/smart meter monitoring 

 Making manhole covers water resistant 

 Investment in catchment management 

 Detect illegal connections 

 More collaboration with local authorities and stakeholders in the planning process 

 Improve partnerships and communications between partners, politicians and 

stakeholders 

 Deal with water flows at a more local level and adapt solutions to the situation and the 

location. 

 

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 61% voting for this 

option. 

 

Across the discussion groups, attendees struggled to select one factor to prioritise; many 

stakeholders believed they were too interlinked to be singled out.  Discussion also considered 

whether customers - who are not aware of the water supply network, how it works and what it costs - 

are in a position to decide what they should pay, and that they may be happier with their bills if 

awareness of water resources was improved.  

 

A number of attendees felt that the environment was the ultimate concern since, without resources, 

the water supply network is impossible to run, so it must be prioritised.  

 

Emphasis on supply or demand options 

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

demand options, with the exception of water transfers from other companies. They thought that the 

options should be implemented in the following order: 

1) Water efficiency (27%) – demand option 

2) Leakage reduction (23%) – demand option 

3) Transfers from other companies (17%) – supply option 

4) Charges that encourage people to conserve water (15%) – demand option 

5) Water re-use (10%) – supply option   

6) Reservoirs (4%) – supply option  

7) Tariffs that penalise people who use a lot of water (2%) – demand option  

8) Desalination (0%) – supply option  
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However, during the round-table discussions, attendees’ views were mixed about which were more 

important. While many thought that both demand and supply options were important, some 

stakeholders felt the leverage for change existed in the demand side and education of consumers, 

which could bring about behavioural change; others felt infrastructure at the supply end is what could 

bring about long-term improvements. 

 

Demand options 

The electronic voting results showed that attendees prioritised water efficiency over the other demand 

options. This was followed by water leakage options. The lowest priority of the demand options was 

seasonal tariffs, although this was still rated at 6.47 out of 10.  

 

Attendees agreed that there was a need to improve awareness and the value of water among 

consumers, but there was disagreement whether metering, financial incentives and educational 

campaigns would actually create behavioural change. 

 

 

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. 

Reservoirs were largely supported on the basis they were felt to provide a step-change in supply. 

Water re-use was popular with some attendees who felt it was a good use of resources. However, 

some attendees were uncomfortable with using treated wastewater, with one seeking a greater 

understanding of the treatment processes and permitting arrangements which ensure treated 

wastewater returned to the environment does not have a negative impact.  

 

Desalination was polarising; some attendees thought it was innovative, others thought that - due to 

the large costs and carbon footprint -  it should only be used as a last resort or was not a viable 

option. Transfers from other water companies were seen as a good idea, although some attendees 

raised the issue of cost. 

 

Catchment management was considered as an alternative option to those suggested. Non-potable 

water for industry was not discussed. 

 

 

SURGERIES 

 
Planning for Future Growth 

Concerns were raised in relation to housing growth and the strain this would put on existing 

infrastructure. It was suggested Southern Water: takes a more proactive role to influence the planning 

system; seeks early input with developers and local planning authorities; is included in the strategic 

planning process (integrated water planning and water management strategies). Transparency about 

the cost of connections and capacity at wastewater treatment works was called for, as was 

engagement across local authority boundaries. 

 
Bathing Water Quality  

Despite concern over bathing water quality standards changing post Brexit, the consensus was that 

the public would not accept lower standards. There was recognition that misconnections to surface 

water sewers are a real problem and this should be looked into more by councils, working with 

Southern Water. It was thought that bringing an additional seven bathing waters up to excellent 

standard by 2020 might not be enough and Southern Water could look at broadening this. Better 

collaborative working with the NFU was suggested. 
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Water Resources  

Attendees supported the adoption of a range of different supply and demand water resources options. 

There was general consensus that driving water efficiency should be a top priority. With regards to the 

supply options, there was some scepticism and disagreement between stakeholders with regards to 

desalination with some seeing it as an important step-change for delivering future water supply and 

others feeling the cost was prohibitive. There was particular interest in the catchment-based 

approach, and stakeholders supported the fact that Southern Water had allocated dedicated resource 

to drive this area.  
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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 
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Round-table discussions 

 

Generally, most tables agreed that the themes presented reflected their priorities. The comment was 

frequently made that the themes are interlinked and that there is a good deal of ‘overlap’. For 

example, investment in infrastructure will result in ‘a constant supply of high quality drinking water’.   

 

Some stakeholders commented that the constant supply of high quality drinking water should be seen 

as a given rather that a priority.  

 

‘Constant water supply is a given, not a priority.’ (Table 5) 

  

One stakeholder suggested separating ‘Investing in infrastructure for future generations’ into two 

separate priorities: 1) future generations and 2) asset management refurbishment. 

 

‘Change “investing in infrastructure”, in to two bullet points, for (1) future generations (2) assets 

management refurbishment, as they are separate points.’ (Table 1) 

 

 

Q2. Are there any key themes missing? 

 

Many attendees felt that collaboration and partnership working was missing as an important 

theme. One stakeholder made the point that Southern Water should ‘champion’ this; others reported 

that they already have a good experience of partnership working with a Southern Water employee 

who manages stakeholder relationships (Sam). 

 

Innovative, pro-active and strategic thinking was raised by many tables as something that should 

be a priority and that is not currently a focus for Southern Water. This was a common theme that was 

cited numerous times. Thames Water and Wessex Water were cited as good examples of best 

practice in this area.  

 

Flooding was also mentioned by many groups as a key theme that was missing. It was felt this 

should focus on all areas of flooding – sewage, groundwater, and protection – and Southern Water 

should work closely with partners on this issue. 

 

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

 

 Collaboration and partnership working 

‘It won’t take any one company to do it – it needs to be across companies… A completely 

different kind of partnership is needed - a strategic partnership across the South East.’ (Table 

1) 

 

‘Joining up of all agencies is important.’ (Table 2) 

 

‘You need to champion as well as having a partnership.’ (Table 2) 

 

‘There is a need for water companies to work together.’ (Table 2) 

 

‘Work with other water companies to educate, advertise issues, lobby and work with 

manufacturers.’ (Table 3) 

 

‘Partnership working is needed – especially between Southern Water and local 

authorities/councils working on the ground.’ (Table 3) 
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‘I think that collaborative working between different types of services is necessary to protect 

critical assets.’ (Table 7) 

 

‘We’ve had a really good working experience with Sam.’ (Table 3) 

 

‘As a councillor, I’ve had a good experience in terms of engagement with Southern Water. 

Representatives in my experience have been proactive, for example Sam, who manages 

stakeholder relationships.’ (Table 5) 

 

‘I think that Southern Water could be collaborating better with other companies and other 

organisations... by finding groups that are able to help them move forward on these areas.’ 

(Table 7) 

 

Innovative, pro-active and strategic thinking  

‘Proactive, strategic and ‘wider’ thinking - Thames Water seem to be miles ahead of Southern 

Water in terms of their wider thinking, Wessex Water are too – as a company you need to be 

thinking outside the box now. We’re all driven by being reactive. The whole thing is racing 

ahead, and bad decisions are being rushed through.’ (Table 1) 

 

‘Innovation across all areas. Not just what we’ve done but what can we do next, something we 

haven’t already done’ (Table 2) 

 

‘Innovation’ (Table 5) 

 

Flooding 

‘The priorities don’t cover sewer flooding very well, or protecting people against flooding’. 

(Table 1) 

 

‘Groundwater flooding was mentioned, particularly in relation to protecting critical assets.’ 

(Table 1) 

 

‘Focus on all flooding – not just sewage.’ (Table 3) 

 

‘There is more you could be thinking about with flooding beyond sewage flooding. At the 

Forestry Commission, we look at other forms of flooding, and working with us and other 

partners could really benefit both the environment and you.’ (Table 5) 

 

‘I have the suspicion that other than sewage overflow, Southern Water doesn’t see flooding as 

Southern Water’s problem, but there is a role to play there.’ (Table 5) 

 

‘I think Southern Water should look at and focus on all aspects of flooding - not just surface 

water and sewer flooding. We’ve had huge issues with groundwater flooding.’ (Table 7) 

 

Climate change 

‘Climate change in general? That’s missing.’ (Table 2) 

 

‘Climate change.’ (Table 5) 

 

 

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

 

Many attendees felt that the themes were ‘interlinked’, so were unable to select which was the most 

important as they should all be given priority – and if one area was neglected it would, by definition, 

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

came from, as well as their personal experiences. Those stakeholders representing environmental 

groups, as well as several local councillors made the point that protecting the environment should be  

central to all of Southern Water’s activities.  

 

Some attendees appreciated the inclusion of customer experience in the themes presented since 

they, or their service users, reported poor communication with Southern Water. 

 

Interlinked 

 ‘Not sure any one is more important than the other - I think all are quite linked together.’ (Table 

2) 

 

‘I would say that informing the client of what is going on is a key issue. However, we want 

information on all the other aspects because they are important. Therefore, supply and 

environment are as important as customers’ satisfaction.’ (Table 3) 

 

‘Under ‘protecting nature and the environment’ we also need to look at leakage and lack of 

capacity, specifically when it comes to sewage as they are very linked. That is then also 

investing in infrastructure - all the priorities seem to overlap.’ (Table 4) 

 

‘Even though the issue of constant supply of high quality drinking water is the commercial 

objective of Southern Water, it can be achieved through investments in infrastructure for future 

generations, which also leads to the protection of the environment.’ (Table 6) 

 

Effective customer service and engagement 

‘Communication with Southern Water in the past has been appalling – there is absolutely no 

question on that in my mind…there are really bad perceptions from customers in my area, 

especially with how Southern Water communicates with them.’ (Table 1) 

 

‘Getting your customers to understand the impact on their own environment has to be key 

priority’. (Table 2) 

 

‘I mean if customers are happy, it means the rest of your priorities are being efficiently met as 

well.’ (Table 3) 

 

‘You don’t have the best reputation when it comes to getting responses and this is a major 

problem. But you do have a responsibility to address our questions in a proper manner and to 

set adequate directions for resolving problems.’ (Table 3) 

 

‘Open communication is one of the main priorities. When asking a question to the company, it 

is complicated to receive a straight answer. Southern Water is inconsistent and contradictory in 

their replies, they are like politicians.’ (Table 6) 

 

A constant supply of high quality drinking water  

‘Surely it should be the quality of the water; fundamentally the water has to be clean.’ (Table 2) 

 

‘If you’re not providing quality water you’ll have to deal with a lot of customer service.’ (Table 2) 

 

‘Safe and clean water is a priority. It is the main thing for any water company.’ (Table 3) 

 

‘Water quality is my biggest priority.’ (Table 4) 

 

Protecting nature and the environment 



  Page | 18  

 

‘Protecting the environment is the most important priority.’ (Table 4) 

 

 ‘Southern Water… seems further behind on environmental issues than other water companies. 

But that may be driven by the fact that their water is so cheap and easy, because you can 

readily draw it from chalk. I think Southern Water could learn from their competitors in this 

regard.’ (Table 5) 

 

 

‘Champion the environment.’ (Table 5) 

 

‘It is time to realise that our water is not sustainable and we need to protect the environment. 

This should be at the top of our agenda.’ (Table 6) 

 

Investing in infrastructure for future generations 

‘I would say that it’s about future infrastructure.’ (Table 2) 

 

‘Southern Water has a clear problem of infrastructure which is not up to the current standards.’ 

(Table 3) 

 

‘My main concern is about infrastructure and dealing with the huge number of new houses in 

our area.’ (Table 4) 

 

‘Investing in infrastructure for future generation is a priority too. There have been some 

investments, but not sufficiently. There are areas where Southern Water should be more 

proactive in implementing new infrastructure to protect the service for future generations.’ 

(Table 6) 

 

 

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

 

Effective customer service and engagement 

‘Better engagement with politicians, councils and other water companies’ was raised by many 

attendees, as was ‘more education’ and a number of suggestions were made as to how to do this. 

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

theme. Other suggestions of sub-themes were made by one or two attendees. 

 

 Better engagement with politicians 

‘There’s a need for better engagement with politicians... Enlightening politicians on the issues 

and informing them on how better decisions could be made - influencing important decision 

makers, including lobbying national government.’ (Table 1) 

 

 Better engagement with local authorities 

‘There should be far higher levels of engagement with councils; that should be a priority.’ (Table 

2) 

 

‘Is Southern Water represented on the various city and town councils? Because it’s often a 

criticism that the local authority’s work and the company’s work aren’t compatible.’  (Table 5) 

 

‘We’d definitely prefer to see more communications between Southern Water and our council.’ 

(Table 7) 

 

 Working more closely other water companies 

‘There should be better sharing with companies’ (Table 1) 
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‘There is a need for water companies to work more closely together, as there could be more 

sharing of water. For example, then there could be joint infrastructure engagement 

programmes to share water from nearby regions instead of resorting to desalination. Why 

spend a fortune on a plant to create fresh water when we have water nearby?’ (Table 4) 

 

 More education 

‘There should be better education, for example on what not to put down a drain.’ (Table 1) 

 

‘There is one thing I would like to see, having experienced sewer flooding. How do you make 

sure the education of people to prevent flooding?’ (Table 2) 

 

‘We need to continue to educate on water responsibility.’ (Table 2) 

 

‘Organise a school trip to a wastewater plant.’ (Table 3) 

 

 ‘I live near a treatment works in an urban area, and although I went as a kid, my kids have 

never been there. I wonder if there could be more of an educational role there. Even if health 

and safety gets in the way there, there are other ways to counter ignorance around these 

issues.’ (Table 5) 

 

‘Does Southern Water work in schools? I have children, and their attitude to water safety and 

conservation is appalling compared to my generation.’ (Table 5) 

 

 Improving affordability and simplified billing 

‘If you look at statistics, the real concern is in terms of universal credit… debt and affordability 

should start to become a real priority - there is a shift in global credit. How do we make a plan to 

share the costs of those who can’t pay with the people that can?’ (Table 2) 

 

‘Affordable tariffs are not widely advertised. Water needs to remain the most affordable bill’ 

(Table 4) 

 

‘People don’t really know how to access their bills. Frankly, yours is not seen as the worst bill 

coming (compared to gas) but it needs to stay that way. Politically speaking, other taxes are 

going to rise and you don’t want to be the target of people’s discontent. You want your bill to stay 

as it is; not the worst one.’ (Table 3) 

 

 Reporting manhole/inspection cover issues 

‘This is a big issue for residents, who do not know who to contact; provide information.’ (Table 3) 

 

‘As a councillor, the most common thing I’m contacted about is inspection covers in roads – there 

might be loose covers that are noisy when trucks drive over them, disturbing people.’ (Table 5) 

 

 Prioritising customers 

‘Improve response for repeat issue/priority areas.’ (Table 1) 

 

 Transparency 

‘Lack of clarity e.g. over ownership and responsibilities.’ (Table 4) 

 

 Better communication of environmental impact  

 ‘I think customer education about the environment is an area that should be invested in. When 

asking the customer do they want to be proactive with the environment: “Of course I want you 

to invest in nature,” but they don’t want extra money on their bill.’ (Table 2) 
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‘There is a lack of engagement by Southern Water around the environment; undertake more 

volunteer and NGO engagement.’ (Table 3) 

 

 Improving customer’s ability to read meters 

’As a customer, I believe it may be useful if you enabled a customer self-reading of water meters. 

We had leaks last year for example, which I wouldn’t have realised if I hadn’t measured the water 

level myself.’ (Table 3) 

 

 Priority Services Register 

‘Take a proactive approach to encouraging people to sign up for this.’ (Table 3) 

 

 

 

A constant supply of high quality drinking water 

  

Water supply for industry’, ‘Re-use of water’, ‘Taking water from other companies’, ‘Terrorism 

resilience’ and ‘Water pressure’ were suggested as sub-themes. Re-use of water was raised on a 

number of tables and it was felt that this should be a high priority.  

 

 Water supply for industry 

Comments were made on water supply for industry (agriculture, cooling, heating) as Southern 

Water only mentions drinking water. It was felt this needs to be shown separately due to different 

(lower) treatment standards accepted for industry. (Table 1) 

 

 Re-use of water  

‘Re-use of water should be very high priority.’ (Table 2) 

 

 Taking water from other companies  

‘Taking water - bulk supply from other companies. Why did this not happen in 2012?’ (Table 2) 

 

 Terrorism resilience 

‘I can’t help but think about the Brazilian experience when it comes to deliberately poisoned 

water. Is there any plan in place if water was to be deliberately poisoned as a terrorist attack?’ 

(Table 3) 

 

‘Terrorism resilience is important to ensure a constant supply.’ (Table 4) 

 

 Water pressure  

‘Too low as well as too high.’ (Table 4) 

 

Protecting nature and the environment 

‘Focus on enhancement, not just protection’, ‘Abstraction’ and ‘Monitoring the impacts of fracking’ 

were suggested as sub-themes. The comment that Southern Water should strive to enhance the  

environment, rather than just protect, was raised a number of times by stakeholders. However, there 

was not overall consensus that this should be Southern Water’s responsibility.  

 

 Focus on enhancement, not just protection 

‘Not just the current protection approach, it has to be the enhancement.’ (Table 2)  

 

‘Enhancement, not just protection’ (Table 5) 

 

 Abstraction (Tables 1 & 3) 

‘One of the things missing from the environmental section is the abstraction issue - water quantity 

in rivers, and the impact on the environment’ (Table 5) 
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 Monitoring the impacts of fracking 

‘The impact of oil and gas drilling and so on - is there adequate monitoring of below-

groundwater?’ (Table 1) 

 

Investing in infrastructure for future generations 

Many comments were made about Southern Water’s role in the planning process and how this could 

be improved. A key theme cited by many stakeholders, especially those representing local authorities 

(who are currently allocating land to deliver new homes) was that Southern Water is not a statutory 

consultee on planning applications. It was felt that this actually places water companies at a 

disadvantage as they are unable to influence individual development proposals or be aware of 

significant speculative or windfall developments.  

   

 

Other sub-themes suggested were: ‘Eco homes’; ‘More information on the resilience of infrastructure’; 

‘Repairing infrastructure’; and ‘Better drainage on roads’.  

 

 

 More/better involvement in the planning process 

 ‘Something missing on the planning side is that Southern Water is not a statutory consultee on 

planning applications, but I believe they should be... If Southern Water objects, the plans can still 

go through.’ (Table 1) 

 

‘I think that in the past, organisations have not been very forthcoming with conversations about 

new developments. More specifically with how we deal with flooding on new developments.’ 

(Table 2) 

 

‘Better and earlier planning for developments, including Local Plans.’ (Table 2) 

 

‘Southern Water [needs] to work with more stakeholders in the planning stage – developers and 

environmental agencies. Nothing gets joined up.’ (Table 4) 

 

‘We have ended up in situations where Southern Water needs to come up with solutions for the 

developments that are being created, but we don’t get any transparency into what those 

solutions are going to be. Some of them we would object to if we could!’ (Table 4) 

 

‘The problem in the UK is that a Council has to build many houses and Southern Water is legally 

obliged to provide water for those houses. The issue lies beyond Southern Water and relies on 

the overall regional planning of development. And water should be at the heart of that.’ (Table 6) 

 

 Eco Homes 

‘Working with builders and developers to include water recycling in new developments’ (Table 

1) 

 

‘I feel that eco home development should be encouraged and builders should be consulted’ 

(Table 7) 

 

 More information on the resilience of infrastructure 

‘Resilience of infrastructure – it would be good to have more information on this e.g. in relation to 

flooding and climate change’ (Table 1) 

 

 Repairing infrastructure (Table 1) 

 

 Better drainage on roads  
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‘More collaboration around better drainage on roads’ (Table 1) 

 

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, particularly the quarterly email 

reports and communication about local work/projects. However, others felt there was a need for a 

new approach, with tailored information for different audiences. The overriding sentiment was that 

different stakeholders would prefer differing levels of detail. All agreed that reports featuring a lot of 

detail should be available for all but that it is not necessarily appropriate to send detailed reports to all 

stakeholders.  

 

Not all stakeholders were aware of existing Southern Water email communications and felt that more 

could be done to proactively communicate with stakeholders.  

 

Some attendees had specific interests and wanted more information on specific areas such as cost 

saving information, water efficiency and smart metering in the reports.  

 

Suggestions made by multiple stakeholders for reporting: 

 

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

‘It’s about tailoring your message to the audience. Our national guys will delve into the financials 

to look at investment areas, and compare on league tables of water companies. But from a local 

perspective, I look at where work is happening in our area and what that means for me.’ (Table 1) 

 

 One-page updates 

‘I like the idea of one-pagers being emailed through – the vast majority of people want to see the 

one-liners. It’s definitely been getting better over the last year. I get emails about work local to me 

and what it is, which is something we never had in the past.’ (Table 1) 

 

‘This book [the Annual Report] is way too long. Strategic documents have to fit on one page. 

People will not go through such a document.’ (Table 3) 

 

‘An A4 sheet briefly explaining any schemes happening currently and how you are carrying them 

out works. Just outlining investment information and basic information about that scheme. I feel 

like this (talking about report being shown) is too much.’ (Table 7) 

 

 More images / infographics; not too wordy 

‘Smart money would be to have infographics to understand better facts and figures, even more 

for councillors.’ (Table 3) 

 

 A monthly email linking to further information on the website, which could easily be 

disseminated to others in the local community 

 

 More information on what is happening locally 

 

 A new section on the website containing reports 
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 Improve access to information via the website 

It is often difficult to find and download 

 

 Details for customers on the cost of projects and priorities 

Relevance to the bill payer of projects and priorities  

 

 Comparisons of Southern Water to other companies 

 

 A number of attendees did not recall receiving any information 

 

 

 

Suggestions made by individual stakeholders for reporting: 

 

 A bi-annual report 

 

 

 Translate technical issues into ‘customer language’ 

 

 Enable stakeholders to pick out key headlines on specific topics 

 

 Include timescales and information on future work 

 

 Gas companies are sharing their information well; Southern Water could learn from this 

 

 High level summaries e.g. performance against the priorities 

 

 Include basic education e.g. what to do with oil and wet wipes 

 

 Information on the ownership of Southern Water 

 

 Cost saving information  

 

 Information on water efficiency 

 

 Information on smart metering 

 

 Information on connecting to the right meters so customers are paying the right bill 

 

 Wider communications on pollution levels 

 

 Information on environmental reforms 

 

 More timely information on storm discharge, which is often difficult to get and late 

 

 Provide a hard copy to all parish and borough councils 

 

 

 

Stakeholders praised: 

 

 The quarterly email reports  

 

 Emails about local work 
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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. Below is a summary of the electronic voting results from this region and key feedback from 

the round-table discussions. 

 

Electronic voting results 

The electronic voting showed that stakeholders prioritised reducing the risk and impact of sewer 

flooding to the following (with 1 being ‘Very low’ and 10 being ‘Very high’): 

 

 

Of note: 

 93% of stakeholders voted ‘Customers who have experienced sewer flooding problems over 

a continuous extended period (e.g. two months or more) as 7-10 (High - Very high) 

 91% of stakeholders voted ‘Elderly, disabled or vulnerable customers’ as 7-10 (High - Very 

high) 

 89% of stakeholders voted ‘Public buildings (e.g. schools, hospitals)’ as 7-10 (High - Very 

high) 

 77% of stakeholders voted ‘Internal areas of customers’ homes and businesses’ as 7-10 

(High - Very high) 

 79% of stakeholders voted ‘Ensuring customers have fully functioning toilet facilities’ as 7-10 

(High - Very high) 
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 Only 10% of stakeholders voted ‘Customers’ gardens and patios’ as 7-10 (High - Very high) 

 There was a spread of votes for ‘External spaces such as parks, playgrounds or village 

centres’, with 20% voting 1-3 (Very low); 8% voting 8-10 (Very high) and the majority of 71% 

voting 4-7.  

 

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. 

 

Attendees were not consistent in their response to this question. However, the majority felt that 

certain groups – particularly the elderly and vulnerable, or people with repeated flooding – should be 

prioritised. 

 

For a number of stakeholders, it was felt that public buildings, especially hospitals, should be 

prioritised. However, for others, domestic flooding was considered a high priority.  

 

Some felt that prioritisation should be done on a case-by-case basis and suggested a matrix 

assessment to help prioritise. 

 

Many stakeholders commented that investment in preventative infrastructure should be a priority 

 

 Vulnerable customers were prioritised by many of the tables. 

‘One group of people who should be prioritised is the vulnerable: meaning disabled, old people, 

and low income people.’ (Table 3) 

 

‘From our point of view, whatever has the highest impact as far as the community is concerned is 

most important. I’m not best placed to answer how you would define impact, but the most 

vulnerable people first, if you need a priority.’ (Table 5) 

 

 Public buildings were prioritised by some stakeholders, particularly hospitals over 

schools 

 

‘Certainly public buildings, i.e. schools and hospitals, should be high up the list, followed by the 

elderly and disabled.’ (Table 1) 

 

‘Maybe not schools so much – hospitals, yes’ (Table 2) 

 

 Others prioritised domestic customers’ homes  

‘It’s more severe to have flooding in someone’s home, surely. You can close a school and 

reopen it and those people can stay at home. Where do you go if your home is flooded?’ (Table 

2) 

 

‘Domestic customers should be the priority for investment.’ (Table 4) 

 

 Almost all suggested prioritising internal flooding over external 

 ‘I would say internal flooding should be a higher priority than external flooding.’ (Table 5) 

 

 Others cited customers who have experienced problems over a continuous extended 

period 

‘... if you have homes that are flooding on a regular basis that must be horrendous. So, repeat 

affected areas I would say are a priority.’ (Table 7) 
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 Dealing with sewer flooding was cited as a priority 

‘I don’t think you can leave one person with sewer flooding... Maybe you have to raise prices to 

allow for that.’ (Table 5) 

 

 Some advocated a case-by-case approach and development of a matrix assessment 

‘Southern Water really needs to look into individual cases and then talk to the customers about 

these issues.’ (Table 2) 

‘You have to do it on a case-by-case basis. You need this whole matrix, which I imagine would be 

quite complicated, and try to make a more complex assessment that would look to balance these 

criteria. I think people would be reassured if they knew such a system existed.’ (Table 5) 

 

 Others advocated a split budget to cover both quick wins and investment in larger 

projects 

‘It should not be either, or when it comes to investment. There should be a split budget so 

Southern Water can deal with some quick wins for the domestic situations and then also invest in 

some larger projects. Big projects take a long time and they are expensive to fix. Southern Water 

should not only focus on these. A quick win budget would be a positive thing to focus on.’ (Table 

4) 

 

 Others found it difficult to balance out all of the competing priorities 

‘It seems so difficult to balance out all of these different prerogatives.’ (Table 3) 

 

 Some attendees felt investment in preventative infrastructure was a priority.  

‘Problems are exacerbated by building on floodplains… The time has come where we have to 

have much more robust infrastructure.’ (Table 1) 

 

‘Invest in building resilience’ (Table 3) 

 

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 storm water 

 

3. Store or release flows 

- Improving the sewers 

- Storing storm water 

 

4. Education 

- FOG and unflushables campaign 
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1. Manage Flows 

Managing flows was seen by stakeholders as critical and that this should be part of Southern Water’s 

business-as-usual activities. The point was frequently cited by stakeholders that Southern Water 

should endeavour to make its network of pipes ‘smarter’ in the same way that Electricity Distribution 

Network Operators and Gas Distribution Networks are striving to use technology to give greater 

knowledge of their own networks. It was felt that greater use of CCTV, although potentially costly, 

would pay dividends in the future. There was general consensus among the group that improved 

monitoring was essential.  

 

‘Regarding managing flows, I would expect Southern Water to be doing this anyway – to me 

this is asset management.’ (Table 1) 

 

2. Prevent Flows 

Whilst the inclusion of part-funding major flood defence partnerships was praised by some attendees, 

others wanted to make sure that they were value for money and queried the length of time taken to 

deliver results. 

 

‘There should be an understandable cost benefit analysis.’ (Table 4) 

 

‘The duration for fixing these issues needs to be considered. It took two years to rebuild the 

houses after flooding.’ (Table 4) 

 

Whilst most stakeholders could see the benefit of SuDs, there was concern from many tables about 

the long-term and ongoing maintenance of SuDs, and where responsibility lies for them. This point 

was made a number of times by a range of stakeholders, particularly by those representing local 

authorities.  

 

‘SuDs worry me. At the moment, there is no clear-cut management of them. A housing 

development will build them because they’re required to, and they may get a company to 

manage them, but in the future, who’s responsible for them?’ Another attendee agreed: ‘It 

happens a lot, companies may not maintain them properly.’ (Table 1) 

 

‘SuDs is a good idea, but it needs to be followed through otherwise it falls off a cliff. It’s good 

because it allows the water to stay in the catchment. Start with smaller attenuation at the top, 

SuDs and then storm water storage at the bottom.’ (Table 1) 

 

‘Sustainable drainage is not being maintained properly. Now they are discussing handing them 

over to the water companies, but they were not in the development plans, they didn’t build them 

so they are difficult to incorporate into the system.’ (Table 4) 

 

 

3. Store and Release Flows 

There was support for storm water management and it was widely felt that this should form the basis 

of Southern Water’s strategy to mitigate against sewer flooding. However, it was noted that it is a 

costly option in comparison with some of the others discussed and that better education, for example, 

would give ‘more bang for your buck’, as one stakeholder put it.  

 

 ‘It is quite an investment. It makes a big difference…but there isn’t a financial incentive to build 

storage capacity, so it just gets chucked in the harbour.’ (Table 1) 

 

 

4. Education 
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Education was discussed as an important solution on most tables, however, many felt that not 

enough was being done and a number of suggestions were made (see next question); others 

were sceptical of the outcomes of trying to educate. 

 ‘[Education] is the most important thing – the onus should be on the companies, like the 

campaign with wet wipes.’ (Table 1) 

 

 

‘Education is effective.’ (Table 3) 

 

‘Education is a priority although it does not always work.’ (Table 6)  

 

 

General 

Attendees felt a number of the options Southern Water has considered to mitigate against sewer 

flooding are good in theory, but are not well maintained or planned. (Table 4) 

 

There were a number of comments regarding location specific requirements, with agreement that not 

all options/solutions will work for every locality. 

 

With the options presented, the effectiveness – according to many attendees – was dependent on 

Southern Water communicating properly with other partners and customers. 

 

 ‘A lot of the time we deal with contractors and not Southern Water directly. There are some 

communication issues surrounding timing, and the job doesn’t always get done properly.’ 

(Table 7) 

 

 

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 options were suggested by attendees. 

 

Education 

There was particular focus on developing the education and awareness strategies to reduce 

blockages. The recent campaign to raise awareness of flushing wet wipes was praised and a number 

of other ideas were suggested, including:  

 

 School programmes 

‘Use the nagging power of kids...’ (Table 1) 

 

 Online information 

‘I think one of the important areas is customer education, because there are things people 

could do if they really understood... There can be more education around how flooding and 

sewage systems work. More of that information could be provided on the website.’ (Table 5) 

 

 Name and shaming  

‘I think we should have a name and shame tactic: “No.34 caused this blockage.”’ (Table 2) 

 

 Educate industry, not just consumers 

‘Main offenders should be talked to. Education should be targeted by speaking to industries 

susceptible of dirtying drains the most, like nurseries, restaurants, etc.’ (Table 3) 
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 Work with manufacturers of blockage inducing products 

 ‘Manufacturers should be brought in line.’ (Table 1) 

 

 ‘Work with manufacturers and products through redesigning and that kind of thing.’ (Table 3) 

 

 ‘Southern Water could communicate more with the manufacturers of products that contribute 

to flooding, not just to the consumers of them.’ (Table 4) 

 

 Use of the media and Ofwat to educate 

‘Use the media and Ofwat to pick up on important issues, such as the wet-wipe campaign.’ 

 

‘Ofwat should help bring these things to light, to say: “How can we save millions of pounds?”’ 

(Table 1) 

 

Almost all stakeholders present were of the view that better education on this issue needs to be a real 

area of focus for Southern Water but the point was made a number of times that the methods need to 

be engaging and appropriate for the audience.  

 

‘It needs to be visual and engaging, not just a leaflet.’ (Table 1) 

 

‘Younger people usually respond to social media; Southern Water should invest more in social 

media campaigns.’ (Table 6) 

 

‘Something around thinking about how you get the most effective message across. Sometimes 

it’s about which other organisations can be your mouth piece.’ (Table 2) 

 

‘The police after a burglary visit homes with literature and remind people of how to make sure 

they are not next. Targeted intervention might help with flood prevention.’ (Table 2) 

 

 ‘Provide people with a solution. People won’t know what to do with it (fat/grease) unless you 

show them.’ (Table 1) 

 

‘I’ve been telling people what to do with it (their oil) instead of just what not to do. That’s how 

you can get people to actually act in a certain way. Give them tangible, recognisable and 

doable actions.’ (Table 7) 

 

‘Incentivise better fat and grease disposal; recycling didn’t happen until we had recycling bins. 

Can you give people pots to dispose of fats and grease in and signpost them to how to dispose 

of this?’ (Table 1) 

 

‘There are local waste oil depots - you can link up with local authorities on that and signpost 

people towards them.’ (Table 7) 

 

‘Do you think we should be more pro-active on that? Actively going out and collecting people’s 

waste oil? Or supporting people to start a business that does that for example?’ – The table 

agreed that this would be a good idea. (Table 7) 

 

‘Like the bin rotas you could have rotas for oil collections that people have and can see as well.’ 

(Table 7)  

 

 

Prevent flows 

 

Suggestions for the management of SuDs included: 
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(a) Putting the water companies in charge of SuDS management with additional service 

charges paid to cover this; 

(b) Holding developers to account better regarding long-term management of SuDS; 

(c) Local authorities should take on responsibility of SuDS (Table 1) 

 

There were numerous examples given of farmers and other landowners who stakeholders felt did not 

take sufficient action to maintain watercourses and ditches or improve broader land management 

practices. The Highways Agency was also cited on several tables as a body who should take more 

action to help reduce the risk of flooding. A number of stakeholders commented that routine 

maintenance is not undertaken on culverts, ditches and swales, which then back up with rain and 

cause surface water flooding which can impact the sewer network.  

 

‘There needs to be an awareness and incentive around management of swales and ditches.’ 

(Table 1) 

 

 ‘Southern Water could adopt local parish models of ‘ditch-clearing teams’ who go out together 

at certain times of year to help manage drainage locally.’ (Table 1) 

 

 

Store and Release Flows 

 

In relation to storm water management it was suggested: 

 ‘... there is an argument for smaller and more frequent upstream attenuation tanks, rather than 

waiting for it all to come downstream (in single/fewer, larger tanks)?’ (Table 1) 

 

Using natural flood management was suggested: 

‘Natural flood management - where does that come in? Storing storm water? Identify areas 

downstream where the water can flood. Natural catchment areas.’ (Table 2) 

 

 

Other 

 

Real-time/smart meter monitoring was suggested: 

‘More real-time monitoring of things would be extremely beneficial – even to the point of smart 

meters in households that can detect blockages’ (Table 1) 

 

One option proposed was making manhole covers water resistant: 

 ‘Our manhole covers are not water resistant. I think that is where most of the water comes in 

combining the clean with the dirty.’ (Table 4) 

 

Using breakwater systems was suggested: 

‘Why aren’t these new developers using breakwater systems? Can you lobby for that, perhaps 

through building rates?’ (Table 5) 

 

There was a consensus that even though Southern Water is getting to it, there is a lack of investment 

in catchment management to counter the sewer flooding: 

‘Southern Water is innovative in many aspects, but when it comes to catchment management, 

Southern Water is behind. The budget needs to be increased.’  

 

‘Catchment management is important in terms of slowing the flow, by controlling the water flow 

upstream it is less likely to overwhelm the system downstream.’ (Table 6) 

 

Utilising devices to measure the flow in pipes to detect illegal connections was suggested. (Table 6) 
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More collaboration with local authorities and stakeholders in the planning process was 

advocated:  

 ‘We need to better balance the number of new houses being built with existing infrastructure.’ 

(Table 5) 

‘We can all help each other through planning processes.’ (Table 5) 

 

There was an emphasis on improving partnerships and communication between partners, 

politicians and stakeholders, so new solutions can be implemented in a holistic way. 

 

‘Partnerships play a key role in going forward.’ (Table 2) 

 

There was also encouragement that Southern Water should deal with water flows at a more local 

level and adapt solutions to the situation and the location. (Table 6) 

 

‘Although it is understandable that it is complicated for Southern Water to deliver at a more local 

level, the water company has not done enough in this area, which would actually be very beneficial 

for both the company and the customer.’ (Table 6) 
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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 be 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? 

 

Electronic voting results 
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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 the discussion groups, attendees struggled to select one factor to prioritise; many 

stakeholders believed they were too interlinked to be singled out.  

‘The issues are not that simple. They cannot be separated - they are all linked. You can’t talk 

about one without talking about the other.’ (Table 4) 

‘I don’t think you can do them in isolation, has to be a mix of them. Depends on what people will 

pay, how it will damage the environment.’ (Table 7) 

 

 

Discussion also considered whether customers - who may not be aware of the water supply network, 

how it works and what it costs - are in a position to decide what they should pay, and that they may be 

happier with their bills if awareness of water resources was improved.  

 

 ‘You have a general response from people but they do not have the knowledge, [it’s a] 

dangerous way of making decisions.’ (Table 6) 

‘People want to see the results of what they’re paying for.’ (Table 5) 

 

A number of attendees felt that the environment was the ultimate concern since without resources the 

water supply network is impossible to run; therefore, it must be prioritised.  

 

‘Society and economy is one and the same, but the environment is the deciding factor...what’s 

the finite resource here?’ (Table 1) 
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Q3. Should there be an emphasis on supply or demand options? 

 

Electronic voting results 

 

 
 

Round-table discussions 

 

There was a mix among attendees about which approaches were more important. While many 

thought both supply and demand options were important, some stakeholders felt the leverage for 

change existed in the demand side and education of consumers, which could bring about behavioural 

change, others felt infrastructure at the supply end is what could bring about long-term improvements.  

 

‘Supply is important for sustainability. However, demand is important in the sense that it 

regulates supply and can be influenced through education. They both go hand in hand.’ (Table 

3) 

‘A healthy mix of both’ (Table 3) 

‘It has to be both’ (Table 5) 

‘Actually, the emphasis should be more on demand.’ (Table 3) 

‘The users do not understand the water situation. By working on the supply side, more things 

can be done.’ (Table 6) 

‘There should be more emphasis on supply options because there is a need for longer-term 

solutions against water shortages.’ (Table 6) 
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Q4. What do you think of the demand options? 

 

Electronic voting results 

 

 
 

Round-table discussions 

 

Attendees agreed that there was a need to improve awareness and the value of water among 

consumers, but there was disagreement whether metering, financial incentives and educational 

campaigns would actually create behavioural change. 

 

‘The problem with the demand options is that the customer does not want to make the 

decisions to pay more, mainly because he does not know or care about water issues. 

Customers with low income will not agree to pay more charges on water.’ (Table 6) 

 

Leakage reduction 

‘I think leakage reduction is very important, although you have to do a cost-benefit analysis of 

course.’ (Table 5) 

 

‘There are definitely people who would ask why should I save water when there are companies 

that are wasting so much water.’ (Table 7) 

 

Season and rising block tariffs 

‘It’s interesting what electric companies have done with smart meters and Pay-As-You-Go 

tariffs... If we paid a bit more for it, we wouldn’t waste it.’ (Table 1) 

 

‘Beyond a certain level of usage, it’s a choice – after showers and drinking, if you want 

sprinklers in your garden you should pay – it’s like the congestion charge.’ (Table 1) 

 

‘I wonder if there is a more subtle way water could be priced. People are used to phone pricing 

and the subtleties of that, so one of the things I’ve never seen proposed in terms of water 

pricing is metering depending on how capable people are of paying and what they use. 

Metering could be used to make people appreciate water more. That would encourage people 

to think about and reduce their demand, which would also influence supply.’ (Table 5) 
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‘It can still be difficult to elicit behaviour change though. Even if you hit people hard in the 

pocket, they may not change their behaviour. On a related note, meters may be great for a 

certain demographic – so may be great in the right place – but not for everyone.’  (Table 5) 

 

‘The trouble with that is the people who can’t afford it...’ (Table 1) 

 

 

Water efficiency kits 

‘Huge potential for recycling in the home. You think of grey water – how much water do we 

actually drink? It’s minute, all the rest of the water could be re-used.’ (Table 1) 

 

‘More innovations and more education for consumers. Teaching them how to save and 

conserve water in the home.’ (Table 2) 

 

‘I don’t think people are bothered because water is so cheap. The public need to be convinced 

that it is a dwindling resource.’ (Table 4) 

 

Q5. What do you think of the supply options? 

 

Electronic voting results 

 

 
 

Round-table discussions 

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

Reservoirs were largely supported because stakeholders felt they would provide a step-change in 

supply. Water re-use was popular with some attendees who felt it was a good use of resources, 

although some expressed concern with one seeking a greater understanding of the treatment 

processes and permitting arrangements which ensure treated wastewater returned to the environment 

does not have a negative impact. 

 

Desalination was polarising; some attendees thought it was innovative, others thought that - due to 

the large costs and carbon footprint -  it should only be used as a last resort or was not a viable 

option. Transfer from other water companies was seen as a good idea, although some attendees 

raised the issue of cost. 
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Catchment management was considered as an alternative option to those suggested. There were a 

number of attendees at the workshop who lived and worked in rural areas. The point was made a 

number of times that certain landowners are more responsible than others and that more should be 

done to spread awareness of issues relating to high levels of nitrates and pesticides in water. On a 

number of tables, better catchment management was cited as a ‘no brainer’.   

 

All options 

‘All supply solutions need to be looked at. The cost benefits need to include the cost to build, 

the environmental costs, and also who to plan for, long term vs. short term.’ (Table 4) 

 

New surface water reservoirs 

‘There are huge social benefits of reservoirs in terms of eco-system services. We shouldn’t rule 

them out. I know it’s only a few days’ storage, but there are much wider social benefits in terms 

of use and perception that “this is helping the supply”, as well as storage benefits to the 

company.’ (Table 1) 

 

‘Well we had lots of reservoirs, so I think they are essential. We get enough rain coming down, 

why not capture it?’ (Table 7) 

 

Desalination 

‘Mind-sets are changing in terms of desalination – more exploration is needed here.’ (Table 1) 

 

‘I’m not a fan of desalination. Huge energy costs and impacts on the marine environment.’ 

(Table 5) 

 

‘On the supply side, it is important to invest in desalinisation plants and reservoirs against the 

droughts.’ (Table 6) 

 

Water re-use 

‘I think it’s a huge understatement that public outcry would be low (regarding water re-use) – it 

would be huge!’ (Table 1) 

 

‘Water re-use needs to be discussed in terms of feeding it into the river instead of dumping it. It 

also needs to be treated for phosphates and nitrates. This does seem like an environmental 

solution, and it may end up being more expensive.’ (Table 4) 

 

‘You’ve got to investigate all the wastewater re-usage options before you go to these massive 

investments.’ (Table 5) 

‘[Waste]water re-use needs to be discussed in terms of feeding it into the river instead of 
dumping it. It also needs to be treated for phosphates and nitrates.’ (Table 5) 

Transfers from other water companies 

‘Cross supply from other water companies. If Portsmouth Water have more water than 

Southern, then a partnership working with Portsmouth would be well worth the investment.’ 

(Table 2) 

 

‘There are parts of UK that will be wetter - why can’t we move it from one place to another. 

There should be a national water grid. We do it for gas, oil and electricity.’ (Table 4) 

 

 ‘The thing is there is a cost to move it, and water is a very heavy entity.’ (Table 7) 

 

Alternative Option 
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‘One of the things not mentioned here is catchment management – a really important 

consideration. It’s got to be here. We’re debating the future of green regimes post-Europe, and 

this could have a massive impact, especially in Hampshire with the agriculture.’ (Table 5) 
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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 

 Concerns were raised in relation to housing growth in the area and the strain this would put 

on existing infrastructure, which was viewed as an old, antiquated system. 

 It was suggested Southern Water: takes a more proactive role to influence the planning 

system; seeks early input with developers and local planning authorities; increases 

involvement in the strategic planning process (through water cycle studies). 

 Queries were raised about the costs of connections and how Southern Water calculates 

them. Developers say they are unreasonable and have led to an increase in the amount of 

applications asking for onsite treatment works. More accurate costing was requested as part 

of the Section 98 process for sewer requisitions set out in the Water Industry Act 1991. 

 Transparency of capacity at wastewater treatment works was requested.  

 Consideration for watercourses was praised. There needs to be more holistic landscape 

planning and Southern Water has a role to play in this, working alongside partners. 

 There was a desire to see engagement with local authorities across authority boundaries; 

food and water waste goes across boundaries – why not water. Southern Water needs to 

make the business case (carbon, miles etc.) to get buy in from partners. 

 It was queried why the Burseldon Lane treatment plant was closed, given it was operating at 

capacity/under capacity and the sewage network is considered overloaded in this area.  

 

Bathing Water Quality  

 There was a question of whether the bathing water quality standards would change ‘post-

Brexit’. However, the consensus was that the public would not accept lower standards. 

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

 Better collaborative working with the NFU was suggested. 

 Recognition that misconnections to surface water sewers are a real problem and this should 

be looked into more by councils, working with Southern Water. 

 It was thought that bringing an additional seven bathing waters up to excellent standard by 

2020 might not be enough and Southern Water could look at broadening this. 

 

Water Resources  

 There was general support for a combination of all of the different supply and demand 

options.  

 There was recognition that it is difficult for Southern Water to significantly reduce water 

leakage on the basis of aging infrastructure. 
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 Attendees were supportive of increased campaigns to driver water efficiency amongst 

customers.  

 There was recognition that a new surface water reservoir at Colden Common could also 

deliver wider economic and social benefits.  

 Attendees were split on desalination with some feeling that it was very expensive, whilst 

others believed it would drive an important step-change in future water provision for the area 

– particularly if renewable energy sources were used to power the plants.  

 There was general consensus that customers would be open to water re-use schemes as 

public perception had started to change. 

 Concern was expressed that water transfers were costly, but there was recognition that this 

would support Hampshire during period of drought.  

 There was strong support for catchment partnerships, and attendees agreed that Southern 

Water’s appointment of a dedicated member of staff to drive this area was a positive step.   
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Written feedback  
 
Question 1 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Disagree          1   2 3 4 5 Agree 

 

Comments:  

 

 ‘Not beforehand, but became clear at the event’.  

 

Question 2 

 

 

Disagree  1  2 3 4 5 Agree 
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Did you find the workshop informative 
and of benefit to your organisation?
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Comments: 

 ‘Already familiar with many of the issues so felt it was more important for me to feed in (i.e. 

benefit to SW rather than HIWWT).’ 

 ‘Local authorities and Utilities need to work closer together.’ 

Question 3 

 

 

Disagree 1  2 3 4 5 Agree 

Comments: 

 ‘Workshop well structured - small mixed groups for useful discussion, plus voting 

opportunities.’ 

Question 4 

 

Disagree  1  2 3 4 5 Agree 
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Comments: 
 

 ‘Think in-depth conversations are critical. Questions voted on could be leading - in 
combination effects not accounted for.’  

 ‘I thought it was very useful and informative.’ 
 
 
Question 5 
 
Are there any issues you would like to discuss with us in future?  
 
Comments included: 
 

 ‘History of pollution; capital maintenance investment; richer sustainability reductions.’ 

 ‘Long term residence planning around supply and demand.’ 

 ‘Joint working on flood risk management.’ 

 ‘Mostly to be kept informed of issues that will affect my patch and the residents therein.’ 

 ‘Just ongoing engagement.’ 

 ‘Greater visibility of working partnership between Southern Water and other organisations.’ 

 ‘More cooperative working between Local Authorities and Southern water.’ 
 
 
Question 6 
 
How could we improve future workshops? 
 
Comments included: 
 

 ‘Less questions, more time to discuss.’ 

 ‘More information in advance of event.’ 

 ‘Outline the biggest problems facing Southern Water so that partner organisations can 
brainstorm and help.’ 

 ‘Not really. Great location, good facilitators, great mix of people on tables, voting buttons very 
impressive, southern water staff very articulate.’ 

 ‘Not so much small print on hand-outs or on-screen images.’ 

 ‘I think the approach has a good balance.’ 

 ‘Initial admin; I wasn't on the list.’  
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Question 7   

 
 
Question 8 
 

 
 
 
Question 9  
 
Any additional comments? 
 
Comments included: 
 

 ‘Enjoyable session and useful to hear views of different persons attending from other 
organisations.’ 

 ‘Thank you for the opportunity to attend.’ 

 ‘Very well run workshop - very interesting and informative.’  
 

Yes
100%

Was the venue appropriate for the 
meeting?

Yes
100%

Would you attend future workshops?


