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1. INTRODUCTION 
 

On 18th October 2017, Southern Water hosted the first of a series of four stakeholder 

workshops, held in locations across its region. The workshop took place at the Lakeside Park 

Hotel in Ryde on the Isle of Wight.  

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

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

business plan for 2020–2025. 

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

and tasked with independently facilitating the stakeholder workshop on behalf of Southern 

Water and neutrally reporting back on the outputs.  

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

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

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

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

personnel at Southern Water.  

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

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

representatives. 

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

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

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

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

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

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

aggregated and collated, and graphs showing the voting results from the workshop can be 

found throughout the report. 

This report is a recording of the outputs from the stakeholder workshop on the Isle of Wight.  
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2. EXECUTIVE SUMMARY 
 

The workshop was attended by a total of 22 stakeholders. 50% were elected local 

government representatives and parish councillors; 17% represented a regulator; 11% 

represented an environmental group; and the remainder represented a mixture of charities, 

consumer groups and ‘other’. 

Session 1: Introduction to Southern Water 

Stakeholders expressed clear priorities for discussion from the outset: the future of water 

and climate change; the ability of infrastructure to cope with new housing developments; and 

improving communications. The majority of stakeholders spoke of the pressing need for 

Southern Water to be proactive rather than reactive. There was concern that Southern Water 

needed to use more traditional methods to communicate with some groups, such as 

vulnerable customers and the elderly, and that an over-reliance on email and social media 

did not work well in regions like the Isle of Wight. 

Session 2: The Future of Water in the South East (Q&A) 

Stakeholders asked questions about systemic issues such as infrastructure breakdowns and 

infrastructure forward planning. Participants also voiced concerns on environmental issues, 

with questions relating to customer engagement on water efficiency and the need to educate 

future customers through schools and education packages. 

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

This session involved a table top exercise where participants were given a notional £15 to 

allocate against various performance commitments in order to understand their investment 

priorities. The clear priority for a stretch target was leakage, with stakeholders voting to 

spend £3.68 per attendee on improvements. This was followed by external sewer flooding 

incidents and then bathing water. Some participants identified new pilots on greywater 

recycling as a missing target, while others identified the need for a category focused on 

education, which could lead to blockages being prevented. Stakeholders felt strongly that the 

move towards renewable energy was not a cost that should be borne by customers, and 

wanted to see more leadership on issues like climate change. There was a consensus that 

more granular regional data was needed when making decisions on targets and investment.  

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

Most stakeholders felt that Target 100 could go even further, and urged Southern Water to 

take a more proactive approach to leading on its vision. When asked to vote electronically, 

stakeholders gave an average of 3.6 out of 5 for their level of support for the Target 100 

ambition (with 5 being ‘very supportive’). Stakeholders expressed strong support for 

incentives, with many wanting to see incentives for developers coupled with pressure on 

government to ensure that incentives are implemented. Stakeholders urged caution on 

implementing tariffs as they were seen to adversely affect those who could least afford the 

penalty. 

Session 4b: Our Developing Business Plan – Opportunities to Collaborate: Catchment 

First (Integrated Water Cycle Management) 

Stakeholders underlined the importance of collaboration between different bodies when it 

comes to governing catchment management, with many voicing support for the idea of 

Southern Water taking on a leadership role. However, some participants pointed out that this 
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could potentially conflict with Southern Water’s requirement to generate revenue, 

highlighting the need for a neutral government body to take charge. It was agreed that more 

work needed to be done on education around catchment management, with some stating 

that Southern Water should take a lead on public-facing events that educate the public on 

the importance of catchment management. When asked to vote electronically, stakeholders 

expressed a high level of support for Southern Water’s approach to working in catchments, 

awarding an average of 9.1 out of 10 (with 10 being ‘very supportive’). 

Written Feedback 

Stakeholders were asked to complete a short feedback form after the workshops. 94% agreed 

or strongly agreed that the purpose of the workshop was clear, and 82% agreed or strongly 

agreed that the event was informative and beneficial. 93% said that they would attend future 

workshops.  
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3. WORKSHOP STRUCTURE 
 

The workshop was split into five discussion sessions. Each session began with an 
introductory presentation given by a senior Southern Water representative, followed by 
round-table discussions or a Q&A session. At the end of some of the sessions, there was an 
opportunity for stakeholders to give further, quantitative feedback by means of electronic 
voting. The five areas for discussion are listed below.  
 
The first two sessions in the Isle of Wight differed from subsequent workshops because the 
structure was revised following the first event.  
 
Workshop session 1: Introduction to Southern Water  

The first workshop session was presented by Craig Lonie, Director of Strategy and 

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

2016/17 and its developing business plan for 2020–2025, as well as its 25-year vision for the 

region. The presentation also touched upon recent engagement with stakeholders and 

consultations, including Let’s Talk Water. After the presentation, round-table discussions 

were held to enable stakeholders to feed back on the content.  

Workshop session 2: The Future of Water in the South East (Q&A)  

This session was presented by Ken Gedman of MWH. It covered the specific pressures on 

water that the South East will face over the next 50 years and explored some of the possible 

responses. After the presentation, Ken was joined by Southern Water’s Craig Lonie and 

Natural England’s Graham Horton for a Q&A session, where the panel took questions from 

the floor. 

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

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

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

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

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

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

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

customer per annum.  

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

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

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

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

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

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

Session 4a was introduced by Ben Earl, Water Efficiency Manager, who outlined the work 

Southern Water was doing to ensure a more resilient water future, including initiatives such 

as Drainage 2030 and Network 2030. He then talked stakeholders through the new Target 

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

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

customers and working to improve labelling on bathroom products. After the presentation, 
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stakeholders were asked to give their feedback in round-table discussions and through 

electronic voting.  

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

The final session of the morning was introduced by Paul Kent. The presentation focused on 

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

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

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

followed by a round-table discussion and electronic voting.  

Afternoon Surgeries  

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

surgery. The surgery gave stakeholders the chance to discuss issues in more detail. The 

surgery offered on the Isle of Wight was The Future of Water in the South East, hosted by 

Ken Gedman. 
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4. ATTENDEES 
 

A total of 22 stakeholders attended the workshop, representing the following organisations: 

 

Isle of Wight AONB Partnership 

Consumer Council for Water 

Cowes Harbour Commission 

East Cowes Parish Council 

East Cowes Town Council 

The Environment Agency 

Fishbourne Parish Council 

The Footprint Trust 

Gurnard Parish Council  

Hampshire & Isle of Wight Wildlife Trust 

Isle of Wight Council 

Natural England 

Whippingham Parish Council  

 

 

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

belonged to. The results are as follows: 

 

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

 

 

 
 

 

 

 

 

 

 
0  

Local government 
representative, 33%

Parish council, 22%

Regulator, 17%

Environmental 
group, 11%

Charity, 6%

Consumer group, 
6%

Other , 6%
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5. WORKSHOP FEEDBACK  
 

Workshop Session 1: Introduction to Southern Water  
The first workshop discussion was introduced by Craig Lonie, Director of Strategy and 

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

2016/17 and outlined its 25-year vision for the region. The presentation also covered recent 

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

presentation, stakeholders were asked to give their feedback. The outcomes of this 

discussion are shown below. 

Summary of discussion 

• Stakeholders’ interests were split between environmental concerns, the ability of the 

area’s infrastructure to cope with new housing developments, and improving 

communications.  

• Many participants voiced concern over the perceived lack of consultation with water 

companies on planning applications and sought clarification on Government planning 

policy. 

• Others focused on the impact of pollution, sewer flooding and water quality and the 

level of responsibility in those areas managed by Southern Water. 

• There was a perception that Southern Water operates on a crisis-to-crisis basis and 

lacks longer-term consistency. 

• A number of participants felt that Southern Water’s performance included some 

positive aspects, whereas others felt that customer confidence was low and that 

communication and community engagement needed to be prioritised over spin. 

• While most stakeholders agreed that engagement is incredibly valuable, they would 

like to see more on-the-ground community engagement alongside stakeholder 

events.   
 

1. What would you like to get out of today’s workshop? 

Stakeholders’ interests were split among several different areas: local councillors and 

environmental group representatives voiced concern about the future of water and rising sea 

levels; councillors were concerned about the area’s ability to cope with new housing 

developments, given they felt its infrastructure was already under stress; and voluntary 

group representatives focused on the need to improve Southern Water’s communications. 

Stakeholders generally felt that Southern Water operates on a crisis-to-crisis basis and lacks 

longer-term consistency. 

A selection of verbatim comments 

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

Local councillor 

 

• “What are Southern Water doing to lobby government for their ability to reject 

planning, or influence timing, if the infrastructure is not currently in place?” Local 

councillor 

● “I’m interested in the natural environment, especially if there will be enough water for 

it to function properly.” Environmental group representative  
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● “We are very concerned about the natural environment. Big concerns are water 

quality and beach quality – we are a tourist town, so it’s very important – as well as 

water level rises.” Local councillor 
 

● “You need to reach the ‘hard-to-reach’ people – those who don’t use the Internet. A 

lot of stuff is currently done on the Internet, which elderly people can struggle with.” 

Charity representative  

● “Southern Water needs to engage with the community throughout the whole year – 

not just during droughts or other issues.” Charity representative  
 

2. Do you have any comments or concerns about the delivery of Southern Water’s 

current Business Plan (2015–2020)? 

 

• Many stakeholders felt that Southern Water are too short sighted and need to plan 

more carefully for challenges that lie ahead, such as ageing infrastructure and 

climate change. 

• A number of participants felt that some aspects of Southern Water’s performance 

were positive, whereas others suggested that customer confidence was low, and 

identified a need to emphasise communication and community engagement over 

spin. Some stakeholders pointed to Island Roads as a good example of best 

practice.  

A selection of verbatim comments  

• “It is good you are communicating now, but focus on getting things in advance rather 

than being reactive.” Local councillor   

● “I think my basic concern is the infrastructure: do you have mapping of the current 

system? How and when will the old infrastructure be replaced? I have a serious 

concern with the outdated infrastructure.” Local councillor  

● “All that I want is a little bit of honesty. We get these things, I see these glossy 

documents, saying: ‘This is what we’ve done’. Why not be honest: we’re at the 

bottom of the pile. There’s a bit of positive spin on this to get what you guys want, 

rather than your plan fitting in with what communities want.” Parish councillor 

 

● “Southern Water is the worst. We are not in a position to comment on the mainland. 

The view that I’m getting is that confidence in Southern Water has sunk for three 

years, and for me that is not acceptable.” Parish councillor 

 

● “Everyone else communicated with town and parish councils. Lots of residents have 

communicated with me about the road; there’s no joined-up thinking. Island Roads 

are communicating with us, where is Southern Water?” Parish councillor 

 

3. What more should we be doing to promote the next phase of Let’s Talk Water? 

 

• Stakeholders suggested combining email and text messaging with more traditional 

methods of communication, such as leaflets and libraries, given that the Isle of Wight 

has an elderly and ageing population. 
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A selection of verbatim comments  

● “There is a very large elderly population on the island, so having the only 

engagement being online or text messaging, you are isolating them. I would suggest 

flyers, local publications. Keep going with what you are doing but don’t stop 

physically telling people.” Parish councillor   
 

4. Do you have any comments on our proposed approach to PR19 engagement? 

Most stakeholders recognise the value of engagement, but would also like to see more on-

the-ground community engagement alongside stakeholder events.   
 

A selection of verbatim comments  

● “Libraries would be a great place for pushing information out. You could design a 
freestanding road show or display board that travelled around.” Local councillor  
 

● “I think increased engagement is great, and these sorts of events are fantastic, but I 

think it would be very beneficial for you to physically visit people in certain areas who 

don’t get a chance to come here.” Local councillor  

Workshop session 2: The Future of Water in the South East  

This session began with a presentation given by Ken Gedman of MWH. Ken explained the 

work that MWH had undertaken to help shape Southern Water’s role and agenda in the 

South East towards 2050, with a particular emphasis on ‘high-impact’ variables such as 

climate change, cultural change and advances in technology. After the presentation, Ken 

was joined by Southern Water’s Craig Lonie and Natural England’s Graham Horton for a 

Q&A session, where the panel took questions from the floor. 

The questions covered several topics, ranging from anxiety over infrastructure breakdowns 

and forward planning to customer engagement over water efficiency. Stakeholders were also 

interested in educating future customers through schools and education packages. 

The panel were asked questions about: 

• Maintaining the sewerage infrastructure to avoid infrastructure breakdowns 

• Communicating with stakeholders and customers  

• Education of customers on water usage 

• Recycling stormwater 

A selection of verbatim comments  

“Customers really don’t equate their own water usage to the water supply. How do you plan 

to engage with customers on water efficiency?” Consumer group representative  

 

“Do we need to ringfence towns or villages with storm drains for catching water from 

concrete, this could be reused or recycled?” Elected representative  

“A lot of the angst comes over wear and tear and breakdowns. I know you can’t guess or 

plan when a pipe is going to burst next, but surely you have forward plans for infrastructure 

maintenance and upgrade?” Business representative  
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“I just feel that this [stakeholder workshop] is good because we don’t often have a chance to 
have a rant, in the past you haven’t communicated, you should be far more proactive.” 
Parish Councillor   

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

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

be published alongside the workshop reports. 

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

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

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

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

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

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

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

customer per annum.  

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

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

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

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

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

aggregated outcomes of this exercise are shown in the table below along with stakeholders’ 

comments.  

Summary of the discussion  

• A number of stakeholders felt that some performance commitments were missing, 

namely: new pilots on greywater recycling; self-sufficiency targets for the Isle of 

Wight; and educating customers on blockages and water efficiency. 

• Stakeholders felt that customer service was important, but didn’t have any specific 

comments on the customer service performance commitments.  

• The clear priority for a stretch target was leakage, with stakeholders voting to spend 

£3.68 per person on improvements, while the least popular commitment was water 

pressure, with no money set aside for spending on improvements in this area.  

• Stakeholders urged Southern Water to consider new pilots on grey water recycling, 

and called for an increased focus on preventative measures through education.  

• Stakeholders did not see why the cost of renewable energy should be borne by 

customers, and wanted to see more leadership on issues like climate change. 

• There was a consensus that more granular regional data was needed when making 

decisions on targets and investment.  

 

1. Are there any wastewater or water targets that are missing? 

 

• Government body representatives and councillors identified new pilots on wastewater 

as a missing target, with a particular focus on grey water.  

• Environmental groups felt that the commitments were missing clearer targets on self-

sufficiency for the Isle of Wight. 

• Voluntary groups thought that the commitments should include a category focused 

on education, which could lead to blockages being prevented and better water 

efficiency in general.  
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A selection of verbatim comments  

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

pilot schemes to achieve those targets.” Government body 

 

• “If people were using more grey water, that’s less water going into our system, which 

would free it up.” Parish councillor 

 

• “If the money goes on the bill to stop blockages – the only thing to do is to educate 

people rather than paying more workers to go down and clear the blockages as this 

is clearly unsustainable. Instead, money should go into education, which is achieved 

by going into schools and businesses and talking to people. Leaflets aren’t as 

effective as face-to-face contact.” Charity group representative  

 

● “Looking at the island as a catchment, promoting self-sufficiency by not importing 

water from the mainland, is there a target for that?” Environmental group 

representative  
 
2. Do you have any comments on our proposed customer service commitments? 

 

• There were not many comments on the proposed customer service commitments, 

but there was a consensus that customer service should be a big priority when it 

comes to next year's Business Plan. 
 
A selection of verbatim comments  

 
● “Someone to answer the phone. That is very, very important. Customer service is so 

important.” Parish councillor  
 
 

3. Which targets would you like to see Southern Water go further with in the next 

Business Plan? 

 

• There was overwhelming agreement among stakeholders that leakage was the 

commitment that Southern Water should go further with in the next business plan, 

with an average of £3.68 per attendee allocated to this area. 

• External sewer flooding incidents was voted the second most important priority, 

followed by bathing water.  

• Stakeholders did not allocate any spend at all to water pressure, and customer water 

supply interruptions only received an average of 23p per attendee. 

• Stakeholders did not see why the cost of moving towards renewable energy should 

be borne by customers, and wanted Southern Water to show more leadership on 

issues such as climate change and water efficiency.  

• Many stakeholders discussed the importance of increasing investment in research 

into grey water schemes.  

• Local councillors criticised Southern Water’s response time following reported leaks, 

while others expressed concern that local residents would not be able to afford to 

fund the stretch targets on their bill.  

• There was a consensus that more granular regional data was needed in order to 

make decisions on targets and investment.  

• The full results of the willingness-to-pay exercise are shown in the following table: 
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Commitment  
Table 
no. 1 

Table 
no. 2 

Table 
no. 3 

Table 
no. 4 

Total 
Spend 

Spend per 
attendee 

Internal sewer flooding 
incidents 

£7.50 £0.00 £0.00 £5.00 £12.50 £0.57 

External sewer flooding 
incidents 

£27.50 £0.00 £16.00 £15.00 £58.50 £2.66 

Sewer blockages £0.00 £0.00 £16.00 £15.00 £31.00 £1.41 

Less serious (cat.3) 
pollution incidents 

£0.00 £10.00 £7.00 £0.00 £17.00 £0.77 

Bathing water £20.00 £30.00 £0.00 £5.00 £55.00 £2.50 

Renewable energy £0.00 £5.00 £17.00 £10.00 £32.00 £1.45 

Customer water supply 
interruptions 

£0.00 £0.00 £0.00 £5.00 £5.00 £0.23 

Water pressure £0.00 £0.00 £0.00 £0.00 £0.00 £0.00 

Leakage £10.00 £30.00 £21.00 £20.00 £81.00 £3.68 

Per capita consumption £10.00 £15.00 £13.00 £0.00 £38.00 £1.73 

Other £0.00 £0.00 £0.00 £0.00 £0.00 £0.00 

Total money £75.00 £90.00 £90.00 £75.00 £330.00 £15.00 

Total people 5 6 6 5    

 

A selection of verbatim comments  

• “Grey water is definitely something to be promoted. Southern Water is actively 

looking at that, some R&D is focused on getting water from multiple forms.” Utilities 

company 

 

• “Response to leakages; when we have a leak, it is often reported and not dealt with 

for months. We need targets set and physically seen to happen.” Local councillor  

• “Leaks are very important to the whole community, we feel it’s a waste of resources 

and it upsets everyone.” Parish councillor  

• “As a councillor, you’re asking us to accept the £15, I cannot commit to my residents 

agreeing to that. It’s not about me as an individual, it’s quite a lot of money.” Local 

councillor 

 

• “We should have regional data, because we might have very different priorities, we 

need to think about the bigger picture, we ought to think of local needs.” Local 

councillor 

● “Reducing the amount of water we use is a big priority. There must be hundreds of 

groups out there who you could meet with and pass on your information.” Parish 

councillor  

• “I’m angry with Southern Water as they didn’t recognise climate change ten years 

ago and instead of being proactive and planning for this, they are now addressing the 

public and asking for advice over what to do rather than having researched ahead 

and telling the public what to do.” Parish councillor  
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• “Renewable energy should be a saving, not a cost!” Parish councillor  

 

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

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

He then talked stakeholders through the Target 100 initiative to improve water efficiency as 

well as other schemes, from giving water-saving advice to customers to working to improve 

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

feedback. The outcomes of the discussions are shown below. 

Summary of Discussion 

• Most stakeholders felt that Target 100 was ambitious but could go even further, and 

urged Southern Water to take a more proactive role in leading on its vision for 

reducing water use. However, some expressed concern that chasing too ambitious a 

target could leave some feeling alienated. 

• When asked to vote electronically, stakeholders gave an average of 3.6 out of 5 for 

their level of support for the Target 100 ambition (with 5 being ‘very supportive’). 

• Stakeholders expressed strong support for incentives, with many wanting to see 

incentives for developers coupled with pressure on government to ensure that 

incentives are implemented. 

• Stakeholders urged caution over tariffs, with concerns that they could adversely 

affect customers in vulnerable situations. 

 

1. Do you think that Target 100 is ambitious enough to help meet the challenges of 

water availability in the South East? 

 

• Most stakeholders, particularly councillors, felt that Target 100 could go even further, 

and urged Southern Water to take a more proactive leadership role as it pursues its 

vision. A dissenting few were concerned that an overly ambitious target could be 

counterproductive.  

A selection of verbatim comments  

● “I don't think you can have an ambitious enough target.” Local councillor  

 

● “I don’t think it is ambitious enough on the Isle of Wight; I think we do need to move 

forward.” Parish councillor 

 

• “You can go too far; it could alienate people.” Government body 

 

 

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

most important? 

 

• Many stakeholders felt that no single element was more important than the others, 

and that more information was needed before they could come to a clearer decision.  

• Some councillors felt that the focus should be on tailoring efficiency solutions to 

individual homes, while others wanted to promote greater self-sufficiency and 

autonomy for the Isle of Wight. 
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A selection of verbatim comments 

• “I thought they all sounded very interesting, I’d like to see more of it, more 

approaches.” Environmental group representative 

 

• “Focus on the benefits of self-sufficiency and achieving a greater separation from the 

mainland. Become an eco-island.” Parish councillor  

 

• “I would like them to target family homes, but I’m saying families and kids, I’m already 

thinking about six families with four or six in the family. Free water efficiency, it’s this 

shower head, that would make a lot of people change.” Local councillor 

 

 

3. Are there any partnership opportunities that you know about that we should be 

considering?  

 

• Stakeholders mentioned harbour authorities, schools, bathroom manufacturers and 

leisure centres as potential partners.  

• Some councillors felt strongly that Southern Water should be doing more to partner 

with groups that focus on customers in vulnerable situations, such as the Aspire food 

bank in Ryde.  

 

A selection of verbatim comments  

• “The harbour authority would be interested in a partnership, which could operate 

extremely well. On education, I don’t think many understand exactly the activity of all 

the various organisations.” Government body 

 

• “Leisure centres, I don’t know if that’s been focused on, but in budgetary terms, we 

have to find more budget cuts this year, I wonder if anyone wishes to work with 

them.” Local councillor  

● “Work with groups who work with vulnerable, elderly and sick people. Those people 

you don’t reach at all. And these are the people who need this the most.” Local 

councillor  

• “At the food bank have somebody there, so when that bank is open, you can ask if 

they are struggling with their bills. Aspire in Ryde is the permanent food bank, they 

feed people all day. You should be working so closely with those people; go in and 

be proactive.” Local councillor 

 

4. Do you agree with our approach to introducing incentives, and have you got any 

comments on our pilot? 

 

• Stakeholders expressed strong support for incentives and liked the pilot scheme.  

• Some councillors suggested that a combined approach with the energy companies 

would be useful, while voluntary groups and local councillors wanted to see 

incentives for developers accompanied by pressure on the government to ensure 

that the incentives are implemented. 



17 
 

A selection of verbatim comments  

• “I would say if you gave me a £5 discount based on being below the level, that might 

incentivise me strongly with regards to my personal usage. You could target the high 

users that way.” Local councillor 

● “You have a lot of incentives, you have a good portfolio. Perhaps you could split 

those up and target the person who it means the most to.” Environmental group 

representative  
 

● “They’re already doing it for energy, rather than having two separate people knocking 

on doors, you give that ability to do the same.” Parish councillor 

 

● “Perhaps there is a way of working with developers in a more proactive way to 

ensure that homes in the Ryde area have rainwater harvesting systems built in. 

Water sustainable systems.” Parish councillor  

 

● “Put pressure on politicians to implement these incentives.” Charity group  

 

5. Do you think, in future, there could be any role for tariffs / charges to encourage 

customers to conserve water? 

 

• There was concern from environmental representatives and parish councillors that 

tariffs could have a negative impact on customers in vulnerable situations. 

A selection of verbatim comments   

• “I worry about the use of specific tariffs for people with specific needs, such as those 

with health issues.” Environmental group representative 

● “If you go harsh on tariffs, then you might end up with a health risk.” Parish councillor   
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Stakeholders were asked to vote electronically on one question following this workshop. The 

results are as follows: 

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

 

 

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

The final session of the morning was introduced by Paul Kent. His presentation focused on 

Southern Water’s approach of placing catchments at the heart of its decision-making. Paul 

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

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

The presentation also included details on the work being undertaken locally to improve 

bathing water quality in Shanklin. This was followed by a round-table discussion and a 

survey involving electronic voting, the outcomes of which are shown below.  

Summary of the discussion  

• There was plenty of support for collaboration between different bodies when it comes 

to governing catchment management, with many encouraging Southern Water to 

take a leadership role. 

• However, some participants pointed out that this role could potentially conflict with 

Southern Water’s requirement to generate revenue, and highlighted the need for a 

neutral government body to take charge. 

• It was agreed that more work needed to be done on education regarding catchment 

management, with some participants of the opinion that Southern Water should take 

a lead on public-facing events designed to educate the public on the importance of 

catchment management. 

• When asked to vote electronically, stakeholders expressed a high level of support for 

Southern Water’s approach to working in catchments, awarding an average of 9.1 

out of 10 (with 10 being ‘very supportive’). 
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1. Do you support our approach to working in catchments?  

 

• There was widespread support for a collaborative approach to governing catchment 

management that would involve different bodies, with many voicing support for the 

idea of Southern Water taking a leadership role.  

• Most stakeholders were very positive about Southern Water’s role in catchments to 

date.  

A selection of verbatim comments  

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

Environmental group representative 

 

• “I think you’ve done well so far; you need to involve as many people as you can, and 

I think you have.” Local councillor  
 

2. Do you have any concerns about IWCM or do you anticipate any particular 

challenges for Southern Water? 

 

• Some government body representatives expressed concern that research should not 

be done in isolation; efficiency was seen to be key.  

• Others, particularly environmental groups, felt that farmers could present the most 

challenges, and that more work needed to be done on educating all parties on how 

different parts of the catchment could be managed.  

• Many stakeholders agreed that a neutral government body should take charge. 

A selection of verbatim comments  

• “Going with the mantra ‘not reinventing the wheel’; some areas in Hampshire are 

already undertaking work on similar studies, so you can both provide a fit-for-purpose 

document.” Government body 

● “Many are farmers against change. The measures are long term in nature, nitrate 

reduction will take a long time to see results. Very difficult to measure those 

improvements.” Environmental group representative 

 

• “Education – making certain people appreciate and understand. Have you had these 

strategic conversations with the Isle of Wight planners?” Parish councillor  

 

• “Educate people about how different parts of the river can be managed. You should 

be funding these groups to deal with these issues and deal with the long-term 

responsibility. Environment agencies are currently in charge of this. Need a neutral 

government body to take charge of the water body.” Charity group 

 

3. Do you have any views on how a ‘catchment operator’ should work? 

 

• There was a clear appetite for collaboration, but some doubt remained over Southern 

Water’s ability to control and deliver on each project.  

• Concerns were raised about a potential conflict stemming from Southern Water’s 

requirement to generate revenue, and an uncertain political climate.  
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• Voluntary groups felt that Southern Water should take a lead on public-facing events 

that educate the public on the importance of catchments. 

A selection of verbatim comments  

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

company.” Parish councillor  
 

• “Southern Water may not have access in a future business climate.” Government 

body 

 

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

or the management agency as one of your main returns is to deliver revenue.” 

Environmental group representative 

 

● “Southern Water should appear more at events to allow people to talk to them. Face-

to-face and present at events where, for example, gardeners and communities go, so 

that they have the opportunity to tell the public the good stuff they do and show 

themselves in a positive light.” Charity group  

 

4. Do you think it is the responsibility of Southern Water’s customers to fund the 

wider benefits or is this something that should be paid for by the taxpayer? 

 

• On the whole, stakeholders didn’t comment on this question but some agreed that 

Southern Water should contribute via their revenue to take pressure off local 

organisations. 

A selection of verbatim comments  

• “Well, I would imagine that Southern Water should put a little into the pot if they can 

see that the benefit is for the majority. With parish councils, we put more and more 

money in just to make them work.” Local Councillor 

 

5. Do you have any views on which catchment(s) we should look at next? 

 

• Stakeholders suggested looking at the Medina Valley and Eastern Yar catchments. 
 

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

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

 

 

 

Afternoon Surgeries  

After lunch, stakeholders were asked to participate in an informal afternoon surgery. In the 

Isle of Wight, only one surgery session was offered: The Future of Water in the South East, 

hosted by Ken Gedman. This surgery included a presentation and gave stakeholders an 

opportunity to ask the presenter questions. The key themes that arose in the surgery are 

outlined below. 

The Future of Water in the South East 

Key themes and issues raised 

• The key themes that arose were messaging; education; and outreach, particularly to 
farmers and low-income families. 

• There should be a focus on better farming practices, with some participants 
suggesting that Southern Water could take on an advisory role in consulting with 
agriculture and educating on best practice. 

• The messages on water efficiency and the environment need to be strong, simple 
and clear: what behaviour change does Southern Water want to effect? 

• There is a clear appetite for engagement at the grass-roots level, but more work 
needs to be done to reach lower-income groups, such as connecting with families by 
engaging with children at primary school. 

• There was concern and some confusion over the role of biodigesters and whether 
they truly had a positive environmental impact. 

• Stakeholders generally agreed that many people did not really understand, or could 
not easily visualise, the different water and energy efficiency options available. 
Someone suggested that Southern Water could create some YouTube videos to 
demonstrate different efficiency options and show how they work in everyday life. 
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6. WRITTEN FEEDBACK 
 

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

The data has been collated across all workshops and the results from the Isle of Wight 

workshop are shown below. 

Q1: Was the purpose of the workshop clear? 

 

 
Comments  
 
There were no comments on this question. 
 
Q2: Did you find the meeting informative and of benefit to your organisation? 
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Comments 

• “It was informative from a personal perspective. We came to make contacts and to 
try and influence future Southern Water activities.” 

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

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

 

Comments 

• “Lot of people with a lot of things to say.” 
 

Q4. Did you think the format of the workshop was suitable? 

 

Comments 

• “Too long.” 

• “Too much talking at us really.” 
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Q5. Did you think the electronic voting software was useful? 

 

 

Comments 

• “I think it encouraged use of smart media during the presentations! Was a novel idea, 
very interactive but possibly counter-intuitive.” 

 

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

100% of respondents agreed that the venue was suitable for the meeting.  

Comments  
 
There were no comments on this question. 

Q7. How could we improve future workshops? 

Comments 
 

• “Fewer statistics, which sometimes seem irrelevant to the island.” 

• “More local information, less regional.” 

• “Workshop was too regionally focused, and not on the individual needs for the IoW.” 
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Q8. Would you attend future workshops? 

 

 

Comments  

• “Need to keep on top of preventative work.” 

• “Improved communication is extremely useful.” 
 

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

Comments 

• “Water butts – encouraging people to collect water.” 

• “The work Southern Water is able to do under permitted development rights + how 
the Isle of Wight AONB partnership can be involved in this.” 

• “Interesting to hear the views of stakeholder groups I would not normally meet.” 
 

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

Comments 

• “Thank you for organising today's workshop.” 

• “Line paper print outs are very useful!” 

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

Yes
93%

No
0%

Not sure
7%


