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1. INTRODUCTION 
 

On 13th November 2017, Southern Water hosted the fourth of a series of four stakeholder 

workshops, held in locations across its region. The workshop took place at Oakwood House, 

Maidstone.  

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), a specialist stakeholder engagement consultancy, was appointed 

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

neutrally report back on the outputs.  

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

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

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

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

personnel at Southern Water.  

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

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

representatives. 

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

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

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

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

Over the course of the 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 in Kent.  
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2. EXECUTIVE SUMMARY 
 

The workshop was attended by a total of 39 stakeholders. 50% were elected and official 

local government representatives; 9% represented parish councils; a further 9% represented 

environmental groups; and the remaining 32% represented a mixture of charities, business 

groups, regulators, trade associations, consumer groups and ‘other’. 

Session 1: Introduction and current performance (Q&A) 

Stakeholders asked questions about joint billing with other water companies and wanted to 

find out more about how prices are set. Participants also wanted to know what was being 

done about managing combined sewer overflows and safeguarding beaches from pollution. 

Participants from the agricultural sector voiced concern over new abstraction licences.   

Session 2: Planning for the Future 

The issue of how Southern Water’s infrastructure would cope with new housing 

developments was identified as a key concern, along with sewer flooding and environmental 

challenges. Many called for greater co-operation with other water companies and 

organisations across a range of areas. Stakeholders wanted Southern Water to improve its 

communication by engaging early on planning applications and by refining the way it works 

with other water companies and organisations. Stakeholders also called on the company to 

improve the quality and effectiveness of its customer communications. There was a general 

feeling that Southern Water’s service had seen improvements in a number of areas. 

Awareness of Let’s Talk Water was patchy. Participants put forward a number of avenues for 

promoting the campaign, suggesting that young people and elderly people were good 

demographics to target.  

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 top priority for the group was leakage, with some stakeholders pointing out 

that dealing with leakage would help address some of the other targets. Sewer flooding was 

also ranked highly with internal sewer flooding voted second and external sewer flooding 

voted fourth. The third highest priority was ‘other’ as stakeholders suggested a range of 

other commitments they felt should be included, such as: ‘invest in future resources’; ‘more 

capture from springs’; ‘more water recycling’; ‘catchments’; and ‘involvement in Local Plans’. 

Water pressure and customer supply interruptions were ranked joint lowest in terms of 

priority, being allocated an average of only 28p out of £15. 

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

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

When asked to vote electronically, stakeholders gave an average of 4.5 out of 5 for their 

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

whether this would be achievable was open to debate. When stakeholders were asked to 

vote electronically on which element of Target 100 was most important, working in 

partnership with community organisations and local authorities came out top. In the round-

table discussions, technology was also seen as key to helping people understand and 

reduce their water use. When asked to vote electronically, 79% of stakeholders supported 

incentives. Incentives were preferred to tariffs as a means of persuading people to conserve 

water, as it was felt that the former was more likely to engage customers.  
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Session 4b: Our Developing Business Plan – Opportunities to Collaborate: Catchment 

First (Integrated Water Cycle Management) 

There was solid support for Southern Water’s work in catchments. When asked to vote 

electronically, stakeholder’s expressed support for Southern Water’s approach to working in 

catchments, giving an average of 8.8 out of 10 (with 10 being ‘very supportive’). It was 

accepted that a partnership approach was the only way to carry out Integrated Water Cycle 

Management (IWCM), and that one organisation needed to take the lead role. Despite 

reservations from some over Southern Water’s commercial status, there was broad support 

for the idea of the company taking on this lead role. There was clear consensus that it was 

not Southern Water’s responsibility to provide funding unless the outcomes were of direct 

benefit to their customers, and that the cost of the wider benefits achieved through IWCM 

should be borne by the taxpayer.   

Written Feedback 

Stakeholders were asked to complete a short feedback form after the workshops, and the 

response was overwhelmingly positive. 100% agreed or strongly agreed that the purpose of 

the workshop was clear, and 97% agreed or strongly agreed that the event was informative 

and beneficial. 94% 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 discussion areas are listed below. 
 
Workshop session 1: Introduction and Current Performance (Q&A) 

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

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

2016/17. After the presentation, there was a Q&A session, during which Southern Water 

representatives Craig Lonie and Paul Kent took questions from the floor.  

Workshop session 2: Planning for the Future  

This session was presented by Craig Lonie. It covered Southern Water’s 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, stakeholders were asked to give their feedback. 

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

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

Strategy Manager, 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, 

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 Kate Rice, Catchment Strategy Manager. 

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



7 
 

decision-making. Kate 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 informal afternoon 

surgeries. These surgeries gave stakeholders an opportunity to discuss issues in more 

detail. The surgeries offered in Kent were: 

• The Future of Water in the South East, hosted by Ken Gedman; 

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

Paul Linwood; and 

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

 

 
 

 

 

  



8 
 

4. ATTENDEES 
 

A total of 39 stakeholders attended the workshop, representing the following organisations: 

 

Ashford Borough Council 

Canterbury City Council 

Citizens Advice Medway  

CPRE Kent 

The Environment Agency 

Joint Parishes Group 

Kent CLA 

Kent County Council 

Kent Wildlife Trust 

Maidstone Borough Council 

Medway Council  

NFU 

Paddock Wood Town Council 

Sevenoaks District Council 

Shepway District Council 

South Downs National Park Authority 
Southern Water’s Customer 
Challenge Group 
Southern Regional Flood and 
Coastal Committee 
Thanet & East Kent Chamber of 
Commerce 

Thanet District Council 

Tonbridge & Malling Borough Council  

Tunbridge Wells Borough Council 
Up on the Downs Landscape 
Partnership Scheme 

Wickhambreaux Parish Council 

Wrotham Parish Council 

 

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

belonged to. The results are as follows: 

 

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

 

 

  

Local government 
representative, 25%

Local government 
official, 25%

Parish 
council, 9%

Regulator, 3%

Business group, 3%

Environmental 
group, 9%

Charity, 6%

Consumer group, 
3%

Trade association, 
6%

Sports / fishing 
associations, 0%

Other , 9%
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5. WORKSHOP FEEDBACK  
 

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

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

and Regulation. The purpose of the presentation was to give an overview of Southern 

Water’s performance for 2016/17. The presentation was followed by a Q&A session where 

Southern Water representatives took questions from the floor.   

The panel were asked questions about: 

• plans to move to a one-bill system with Thames Water. 

• whether the regulator had concerns about the company’s pricing.  

• management of combined sewer overflows. 

• new housing developments and how the sewerage system will cope. 

• new abstraction licences. 

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

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

provide water and you are involved in sewerage removal?” 

 

“As a monopoly supplier, how do you plan to keep prices down for those who live in Kent, 

Sussex and Hampshire?” 

“Did Ofwat not have concerns over prices?” 

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

clean beaches?” 

 “Given growth in the South East, are we getting enough contribution from developers on you 

being a private company, or are the customers taking the cost?” 

“You mentioned a reduction in wastewater flooding – you’re seeing flooding of sewage to 

improve infrastructure, and a system that you describe as being ‘at capacity’?” 

“We just approved a local plan, 7,000 houses in the borough, and this will have huge 

pressure. We had years of under investment, but you will have to make major capital 

investment, as much is at capacity, and so we have had a long history of problems, and I 

think you will have to work closely with other organisations. How will you cope with this?” 

“The new abstraction licences… obviously, farming, we are extremely worried with the 

supply of water from the Environment Agency.” 

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 2: Planning for the Future  

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

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

with stakeholders and consultations, including Let’s Talk Water. Craig Lonie presented the 

session. After the presentation, stakeholders were asked to give their feedback.  
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Summary of the discussion  

• The issue of how Southern Water’s infrastructure would cope with new housing 

developments was a key concern for most present.  

• Sewer flooding was also seen as a significant problem.  

• Many participants wanted to know how Southern Water would respond to a range of 

rapidly evolving environmental challenges.  

• There were widespread calls for greater co-operation with other water companies 

and organisations. On communication, councillors stressed the importance of early 

engagement on planning applications.  

• Various suggestions were made regarding potential avenues of customer 

communication, particularly for reaching the young and elderly demographics.   

 

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

 

• Stakeholders expressed serious concerns relating to the new housing developments 

planned for the area. Many wanted to know how Southern Water would ensure its 

infrastructure could cope.  

• Extreme weather events linked to climate change were identified as another factor 

placing pressure on an already stressed infrastructure.  

• There were widespread concerns over sewer flooding, with reports of sewage 

flooding in people’s homes.  

• Many stakeholders called for greater co-operation between the various water 

companies.  

• A range of other issues were raised, including local issues with odours and HGVs, 

the interaction between the water system and agriculture, microplastics, and 

hormones in the water supply. 

A selection of verbatim comments 

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

they’re building it on to still needs a lot of work done to it.” Local councillor 

 

• “I am very concerned about the huge developments we are facing. We have a 

horrible situation where sewage is coming up into people’s houses.” Council officer 

 

• “Climate change is the fundamental thing. We are seeing more extreme weather 

events. We’ve had a lot of problems in our area with sewage and subsidence in the 

pipelines where you get leakage.” Parish councillor 

 

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

companies. There is a tremendous shortfall of water supply in the South East.” 

Parish councillor 

 

• “I’m concerned that there doesn’t seem to be any reference to monitoring and 

removing hormones from the systems. While the NHS is busy trying to stop 

prescribing, I’d like to see what you are doing at the other end to remove the residue 

from the water stream.” Voluntary group 
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• “There is also an ongoing local issue with odours from the waste treatment works at 

Ashford. I know that Thames Water have solved that problem by putting a lid over 

everything. Please bear that in mind.” Voluntary group 

 

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

current Business Plan (2015–2020)? 

 

• Stakeholders generally seemed happy with Southern Water’s plan. There was a 

general feeling that things were improving in a number of areas.  

• Several stakeholders expressed the view that when it comes to new housing 

developments, Southern Water needed to engage earlier in the planning process.  

• Regarding Southern Water’s PR, some said that the company needed to work 

harder, while others praised the fact that improvements had been made.  

• Stakeholders raised the issue of competing requirements for land, with the 

construction sector requiring dry land to build on, and farmers requiring water to grow 

crops. 

 

A selection of verbatim comments 

• “I think there’s an encouraging recognition of some of the things Southern Water 

have got wrong in the past and a willingness to look to the future and change.” 

Council officer 

 

• “The fundamental thing is that it's coming in late in the day; the conversations need 

to come in early at local planning stage.” Environmental group representative 

 

• “Your PR needs to be better with consultation. I know it tries to be educational, but all 

people look at on the bill is the increased price.” Local councillor 

 

• “I’ve seen an increase in your public relations. Huge congratulations for the one bill 

for the South East region.” Council officer 

 

• “From a farming perspective, the worry is about a lack of water. Builders want to build 

on dry land so they take the water out, farmers are worried about this, and mostly just 

want some answers as to where water for food growth will come from.” Business 

representative 

 

 

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

 

• Awareness of Let’s Talk Water was patchy, with many stakeholders reporting that 

they hadn’t heard of it.  

• Various avenues for promoting the campaign were suggested, including school visits, 

social media, digital billboards, stands in shopping centres and information in doctors’ 

waiting rooms.  

• Voluntary organisations and charities expressed a willingness to partner with 

Southern Water to promote the campaign.  

• Several stakeholders said that more of an effort should be made to educate people 

about putting inappropriate materials down the toilet. There was a suggestion that 

Let’s Talk Water materials should come with the water bill. Some councillors 
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expressed fatigue at the number of consultations they were involved in and the 

amount of information they were receiving. It was suggested that young people and 

elderly people would be good demographics to target.  

A selection of verbatim comments 

• “More and more people are using social media, even us old people.” Environmental 

group representative 

 

• “Schools. There’s a lot of environmental concern in the younger generation. They 

would be receptive.” Council officer 

• “I think you could do more in terms of visibility on leak fixing and informing people 

what’s being done. Perhaps something on the website.” Voluntary group 

 

• “It’s not just a question of what Southern Water can do for us, it’s also what we can 

do for Southern Water in terms of education.” Business representative 

 

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

Maidstone or wherever, explaining why it's important not to put wipes down your 

toilet.” Voluntary group 

 

4. Do you have any comments on our proposed approach for engagement to support 

the development of our Business Plan for 2020–2025? 

 

• Stakeholders wanted Southern Water to continue to invite stakeholders and 

representatives to feedback meetings, where they can talk directly to company 

employees and representatives. 

• There was support for putting up posters and leaflets in public places. 

• Stakeholders wanted Southern Water to run technical workshops for people who 

work with Southern Water. 

• One stakeholder suggested that there should be a social media campaign on water 

awareness.  

A selection of verbatim comments  

• “Why don’t we do a campaign around water consciousness? For example, 

#waterconsciousnessday.”  Council officer 

 

• “I’m old-fashioned; rather than emailing, talk. At events like this, you can get to 

managers and get them to understand where you’re coming from.” Parish councillor 

• “What works best for me is technical workshops. But then I am generally dealing with 

people who are quite specialised, and who might already be working with Southern 

Water or other companies.” Council officer 

• “When we have a proposal or an issue which we want to inform people about, we 

tend to leave leaflets in public places. People might see a poster or leaflet and take it 

home and think about it, even if they don’t want to engage with the problems 

themselves.” Council officer 
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5. Are you aware of any regionally specific research that could help shape our 

Business Plan for 2020–2025? 

 

• There were no comments on this question at the Kent workshop. 

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  

• Stakeholders put forward a number of missing water and wastewater commitments: 

protecting rivers from wastewater pollution; sewer pipe monitoring; and investment in 

additional water resources. 

• With regard to missing customer service commitments, one stakeholder suggested 

improved communication with customers on activities planned to address problems.  

• When it came to the willingness-to-pay exercise, the clear priority for the group was 

internal sewer flooding, as it was felt that this caused the most distress to customers, 

followed by leakage.  

• Other popular areas for investment were renewable energy and cat. 3 pollution 

incidents, followed by bathing water and sewer blockages.  

• Water pressure was seen as the lowest priority.   

• Stakeholders in Kent also wanted to put their money towards alternative 

commitments (an average of £1.80 out of £15 per attendee). These included: ‘invest 

in future resources’; ‘more capture from springs’; ‘more water recycling’; 

‘catchments’; and ‘involvement in Local Plans’. 

 

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

• Many stakeholders suggested recycling water.  

• Others wanted to see targets on protecting rivers from wastewater pollution, sewer 

pipe monitoring, customer service and investment in additional water resources. 

A selection of verbatim comments: 

•  “A lot of water pours out of the springs in the south, and the edge of the High Weald. 

I would like to see more capture of that water, from the aquifers, to replace the loss 

elsewhere. Springs and outflows.”  Environmental group representative 
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• “You should have an automatic water system so you can reuse water.” Council 

officer 

 

•  “On main sewer pipes – it’s a question of servicing and CCTV. How often is that 

done?” Parish councillor 

• “You haven’t got anything about rivers on there? If there was an issue and the rivers 

were polluted with the wastewater?” Council officer 

• “Biodiversity, enhancing the environment you take from. Habitat management.” 

Environmental group representative 

 

• “Estate management. Go and have a look around some of the pumping stations. 

They don’t look very well-kept.” Council officer 

• “Investing in additional water resources.” Parish Councillor 

 

6. Do you have any comments on our proposed customer service commitments – are 

there any missing? 

• One council officer wanted to see the customer service commitments developed, 
adding that while he was satisfied with his personal experience of Southern Water's 
customer service, it was important for there to be a robust target.  

• A local councillor added that there should be a target to improve communication with 
customers on what is being done to remedy problems. 

 

A selection of verbatim comments  

• “Customer service. I don't know what the figures are, but my personal experience is 
pretty good.” Council officer 

• “Getting that information back to people. Saying yes, we are doing something about 
it. Ringing back in two hours and saying there will be a man outside in the morning.” 
Local councillor 

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

Business Plan? 

 

• The greatest area of concern for stakeholders in Kent was leakage, particularly as it 

was felt that tackling this issue would help address a lot of the other targets.  

• This was closely followed by internal sewer flooding incidents, which were seen to 

cause a large amount of distress to residents. Repeat internal sewer flooding 

incidents were thought to be a particular problem in the South East.  

• The third most popular commitment, with an average of £1.81 out of £15 per 

attendee, was ‘other’. This meant that stakeholders put forward alternative 

suggestions, which included ‘invest in future resources’; ‘more capture from springs’; 

‘more water recycling’; ‘catchments’; and ‘involvement in Local Plans’. 

• The environment was also a priority for many of the participants, with renewable 

energy and cat. 3 pollution incidents ranked as joint fourth and sixth priority 

respectively. 
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• A considerable number of stakeholders also wanted to see Southern Water redouble 

its efforts with regard to dealing with sewer blockages, which was ranked fifth.  

• Water pressure and customer supply interruptions were ranked joint lowest in terms 

of priority, being allocated an average of only 28p out of £15. 

• The full results of the willingness-to-pay exercise are shown in the following table: 

 

 
Commitment 

Table 
no. 1 

Table 
no. 2 

Table 
no. 3 

Table 
no. 4 

Table 
no. 5 

Table 
no. 6 

Table 
no. 7 

Total 
Spend 

Spend 
per 
attendee 

Internal sewer 
flooding 
incidents 

£10.00 £30.00 £15.00 £5.00 £10.00 £15.00 £5.00 £90.00 £2.50 

External 
sewer 
flooding 
incidents 

£20.00 £0.00 £15.00 £10.00 £5.00 £5.00 £5.00 £60.00 £1.67 

Sewer 
blockages 

£15.00 £0.00 £15.00 £0.00 £5.00 £0.00 £15.00 £50.00 £1.39 

Less serious 
(cat.3) 
pollution 
incidents 

£0.00 £15.00 £10.00 £10.00 £0.00 £10.00 £0.00 £45.00 £1.25 

Bathing water £5.00 £5.00 £5.00 £0.00 £10.00 £5.00 £10.00 £40.00 £1.11 

Renewable 
energy 

£10.00 £0.00 £10.00 £5.00 £20.00 £5.00 £5.00 £55.00 £1.53 

Customer 
water supply 
interruptions 

£0.00 £0.00 £5.00 £5.00 £0.00 £0.00 £0.00 £10.00 £0.28 

Water 
pressure 

£5.00 £0.00 £0.00 £0.00 £0.00 £0.00 £5.00 £10.00 £0.28 

Leakage £25.00 £5.00 £15.00 £25.00 £10.00 £0.00 £15.00 £95.00 £2.64 

Per capita 
consumption 

£0.00 £5.00 £0.00 £0.00 £0.00 £15.00 £0.00 £20.00 £0.56 

Other £15.00 £15.00 £0.00 £0.00 £30.00 £20.00 £0.00 £65.00 £1.81 

Total money £105.00 £75.00 £90.00 £60.00 £90.00 £75.00 £60.00 £540.00 £15.00 

Total people 7 5 6 4 6 5 4 
 

  

 

A selection of verbatim comments 

• “As a customer, I would be inclined to spend pretty well all of the money on internal 

sewer flooding issues. That’s the worst thing. The thing people really don’t want is 

sewage in their homes.” Council officer 

• “Leakage. If we can stop this, it will fix a lot of problems.” Business representative 

 

• “Part of the solution would be better co-ordination. As an example, Virgin Media are 

digging up the road outside my house, it would be ideal and cut spending if Southern 

could get in there and access the pipes while that commercial work is being done.” 

Council officer 
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• “Sewer blockage should be high, presumably if that’s sorted, it will help with others.” 

Local councillor 

 

• “More focus on technology would help household customers take a hands-on 

approach to leakages and blockages.” Business representative 

 

• “With the stress of water supply in the South East, there is a need to look at all the 

ways that the resource can be conserved. Leakage always becomes the 

appendage.” Parish councillor 

 

• “I think you can’t ignore the environment. Especially with desalination, there’s a 

knock-on effect onto the sea, which we tend to forget. It’s a delicate balancing act.” 

Parish councillor 

 

Workshop session 4a: Our Developing Business Plan – Opportunities to Collaborate: 
Target 100 
Ben Earl 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 new Target 100 initiative to reduce water 

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

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

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

feedback in a round-table discussion and via electronic voting.  

Summary of the discussion  

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

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

average of 4.5 out of 5 for their level of support for the Target 100 ambition (with 5 

being ‘very supportive’).  

• However, participants were divided on whether persuading householders to hit this 

target would be achievable. 

• When stakeholders were asked to vote electronically on which element of Target 100 

was most important, working in partnership with community organisations and local 

authorities came out top. 

• Children and the elderly were identified as promising demographics to target with 

water conservation messages.  

• Technology was seen as key to helping people understand and then reduce their 

water use.  

• There was broad support for using incentives to persuade people to be more water 

efficient (electronic voting revealed that 79% of stakeholders supported incentives).  

• There was some support for using tariffs to penalise higher water use, but many 

participants were opposed to the principle as they felt it would alienate customers 

whose co-operation would be needed. 
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1. Do you think that Target 100 is ambitious enough to help meet the challenges of 

water availability in the South East? 

 

• Stakeholders addressed this question from two angles: whether the target would be 

sufficient in terms of meeting the challenges of water availability in the region, and 

whether it was set at a realistic level for water users to achieve.  

• There seemed to be general agreement among those with knowledge on the subject 

that hitting this target would be sufficient in terms of meeting water availability 

challenges.  

• Participants were more divided, though, on the question of how achievable the target 

was. Many felt it was difficult to be aware of how much water they were using, and 

smart meters were put forward as a possible remedy.  

• It was suggested that Southern Water should work closely with new homeowners, as 

they may be more enthusiastic and could be reached by pilot schemes.  

 

A selection of verbatim comments 

• “Given the constraints – 1% population growth a year. If you’re battling against that 

and you’re trying to keep usage at a straight line, you’re really going to be up against 

it.” Council officer 

• “Good luck with that. You could say there’s never been a worse time, or a more 

necessary time, to attempt something like this though.” Environmental group 

representative 

• “Apparently, you’re of the opinion that half your customers are doing that anyway, so 

of course it’s perfectly achievable.” Council officer 

 

• “The number is efficient enough. It is a really challenging target. To reach it by 2042 

– I’d hope it would be earlier than that.” Environmental group representative 

 

• “How do you make it real? I don’t know whether I’m using 100 litres of water or not.” 

Voluntary group 

 

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

most important? 

 

• Advertising and initiatives with schools were highlighted as two channels that could 

be used to influence people’s behaviour around water use.  

• Others pinned their hopes on technology, with many seeing a role for grey water 

systems.  

• Effective communication of the economic benefits of saving water was also seen as 

key, at both the individual household level and with developers.  

A selection of verbatim comments 

• “Communication is vital. Someone who is competent at DIY would be fine to upgrade 

to a less wasteful showerhead but those who are not don’t know that.” Council officer 

 

• “Radio and local television are probably quite expensive but it’s a good way of getting 

the message out as they can map onto quite wide areas, which is what you’re 
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dealing with.” Council officer  

 

• “Schools are vitally important. If you send people into schools, it’s a good way to 

influence the entire household.” Council Officer 

• “I think technology is the way forward, it will make customers feel like they’re 

engaging without having to change their lifestyles; people need to feel like nothing 

changes.” Council officer 

• “Working with the vulnerable is also really important, to help them save money and 

reduce their costs. Prioritise those in a vulnerable situation.” Local councillor 

 

• “Grey water use – it can’t be that unlikeable. It can help bring your usage down – I 

know someone who uses grey water and their water usage is at 48 litres per day. For 

example, he uses grey water to flush toilets and also on his garden.” Local councillor 

 

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

considering? 

 

• Various organisations were suggested as potential partners, including housing 

associations; kitchen refitters; farmers; schools; local government; and energy 

suppliers for smart metering.  

A selection of verbatim comments 

• “Housing associations, as they have the know-how and the incentives, you could 

overcome the issues of the elderly, and they have the staff to do it. But they are 

strapped for cash.” Local councillor 

 

• “If you worked with the energy suppliers, who’ve already put the infrastructure in to 

do smart metering, you’ve got rid of half the cost.” Voluntary group 

 

• “Are you working with kitchen refit companies? For three quid, you could work with 

them to put an aerator on a tap.” Voluntary group 

 

• “I think you need to do more with schools; 130 primary schools isn’t enough. That will 

help shape your future direction.” Government body 

 

• “Working with local government and big employers. Seeing is believing; if people see 

new systems in the office, they will be used to it and will be more open to changing 

these things in their home.” Council officer 

 

• “Farmers are trying to look at more ways they can capture their own water, for 

example, through rainwater projects. Allow these farmers to work directly with NGOs 

and water-focused organisations to develop what everyone wants.” Business 

representative 

 

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

comments on our pilot? 

 

• There was broad support for the use of incentives.  

• Many stakeholders wanted the incentives to be better targeted and communicated. 
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• Some participants called for more detailed information to be handed out in order to 

help people cut down their water use. Others, however, said that communication 

needed to be shorter and sharper, with more eye-catching leaflets.  

• The participants were generally very positive about retrofitting.  

A selection of verbatim comments 

• “Plastic bags are good example of this. The financial incentive is so small it doesn’t 

matter to anyone, but it makes people aware of the issues and think about their 

usage on an everyday basis.” Council officer  

 

• “Incentives should be targeted. Some housing associations are good, but many are 

not because they haven’t got an incentive to do it.” Local councillor 

 

• “I think it needs to be very carefully planned. All the Kent local authorities now use 

the optional requirement and building regulations which specify the number of litres 

per day. If Southern Water are putting in incentives on top of that, things could be 

confusing.” Council officer 

 

• “The thing that actually goes out needs to say “by doing this, you can save £15.” You 

don’t need anything else. Just that bit that smacks you in the face.” Local councillor 

 

• “If you come down really hard on people, they will reverse their progress; it’s better to 

incentivise saving rather than punish them for water waste.” Council officer 

 

• “The good thing about this is that it’s a partnership. A lot of people don’t realise that 

when they use water, they actually have a big impact on the river that flows right past 

their door. Working with communities like this can incentivise but also help to educate 

and link the water to them personally.” Environmental group representative 

 

 

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

customers to conserve water? 

• This question divided the group. Some participants were opposed to using tariffs as 
they felt this would antagonise customers who the company need to engage in order 
to hit its water efficiency targets.  

• Others thought that tariffs would have a role to play in specific circumstances, such 
as penalising people who repeatedly pour fat down the drain or who have had written 
warnings about their water usage.  

• Finally, a sizeable contingent saw it as logical that people who use more water 
should pay more. 

 

A selection of verbatim comments 

• “A focus on incentives of all kinds, not just financial, will make customers feel like 

they’re helping. Penalising them will make them feel in opposition.” Government body 

 

• “People kind of expect that if you use more, you should pay more. It’s kind of odd that 

it doesn’t apply to water yet. There will be resistance at first and, after a while, it’ll just 

be like a mobile phone contract or something, and they’ll accept it. But they need to 
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believe that Southern Water are doing everything they can with the money, otherwise 

you’ll end up losing people’s trust.” Council officer 

 

• “If you do that at household level, you need an exemption for people with medical 

issues.” Voluntary group 

 

• “Penalising people after multiple warnings about disposing fat badly, I think that is 

OK. But if there are written warnings first, then people should be penalised.” 

Environmental group representative 

 

• “I’m OK with penalising the right people in order to create changes in people’s 

behaviour. It’s about finding the right message to get through to people. For some 

people, this would make them change.”  Local councillor 

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

workshop. The results are as follows: 

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

 

 

 

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

most important?  

The elements are listed in order of preference below: 

 

1st Working in partnership with community organisations and local authorities 

2nd Incentivising customers to save water 

3rd   Providing advice, support and water efficiency products 

4th   Smart metering 

5th  Taking the lead on shaping water efficiency policy with government 
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Q3. Do you agree with our approach to introducing incentives? 

 

 

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

 

The final session of the morning was introduced by Kate Rice, Catchment Strategy Manager. 

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

decision-making. Kate explained the work that is being carried out to implement integrated 

water cycle management (IWCM) 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. This was followed by a round-table discussion, the outcomes of which 

are shown below.  

Summary of the discussion  

• There was solid support for Southern Water’s work in catchments. When asked to 

vote electronically, stakeholders expressed support for Southern Water’s approach to 

working in catchments, awarding an average of 8.8 out of 10 (with 10 being ‘very 

supportive’). 

• It was generally acknowledged that a partnership approach was the only way to carry 

out IWCM.  

• However, it was felt that the overlapping responsibilities of the organisations involved 

were complicating the picture, and it was generally agreed that one organisation 

needed to take on the lead role.  

• There was broad support for the idea of Southern Water taking on this lead role. This 

was despite a fair degree of concern at the potential difficulties of having a 

commercial company lead this initiative.  

• Most stakeholders believed that it was the responsibility of the taxpayer, rather than 

Southern Water, to fund the wider benefits of IWCM.  
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1. Do you support our approach to working in catchments?  

 

• There was solid support for Southern Water’s approach to working in catchments. 

• Some stakeholders, however, were concerned about how this work would overlap 

with that of the Environment Agency, and whether this overlap would complicate the 

picture.  

• This was yet another area which saw many calls for more ‘joined-up thinking’ and co-

operation with other organisations.   

A selection of verbatim comments 

• “It’s a no-brainer because you’re going to exhaust your current technologies very 

soon, so if you don’t start changing and adapting now, you’ll have a lot of catching up 

to do in the future.” Government body 

 

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

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

benefits for all.” Environmental group representative 

 

• “Yes, I do, but I would like to see much greater intercompany working, or mergers 

between the two. Because with the current situation, we get the worst aspects of a 

monopoly.” Council officer  

 

• “Not entirely, no. It seems to overlap with or replicate the work of the Environment 

Agency, who have attempted a similar resolution with their own plan, which is 

statutory, European and has to be delivered. We are going to find two different 

agencies working on the same part of the problem.” Environmental group 

representative 

 

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

challenges for Southern Water? 

• Stakeholders were generally supportive of IWCM.  

• The variety of private landowners was viewed as a major challenge for the process.  

• Managing customer expectations around timeframes was seen as another challenge, 
along with persuading farmers to become more aware of their environmental impact.  

• One stakeholder suggested that developers also need to be involved, as they can 
help reduce flood risks in new developments. 

 

A selection of verbatim comments  

• “I hope your customers don’t expect to see changes over five-year cycles. People 

need to be aware of the slow burn – that they might not see the results for over 25 

years.” Council officer 

 

• “One of the biggest challenges, I suspect, is the landowners themselves, which is 

why it’s good when farmers get together as a cluster. But a farmer is there to make 

money from growing food – it’s about how you persuade them to do something 

different. It can be difficult.”  Environmental group representative 
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• “I would like to see you making money out of subsidiary activities, for example, 

yachting or park management. An initiative in which you can make more money out 

of the resource, which then feeds back to the customer.” Council officer 

 

• “Developers should be involved with reducing flood risk for new developments.” 

Environmental group representative 

 

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

• Stakeholders agreed that the large number of organisations involved in catchment 
management made for a complex situation, and there was much support for the idea 
of one organisation assuming the lead role.  

• Some suggested that this role should belong to the Environment Agency, while 
others reported that they found the Environment Agency difficult to work with.  

• Southern Water was also seen by many participants as a candidate for the 
leadership role, though many felt that it would be problematic to put a commercial 
company in this position.  

 

A selection of verbatim comments 

 

• “It’s very difficult. The Environment Agency are so difficult to deal with; they’re 

sometimes very blinkered. Southern Water are much easier to deal with.” Parish 

councillor.  

 

• “I think in some areas, there would be suspicion if a water supplier were to lead it. 

There may be locations where the Rivers Trust would be better placed to lead, and 

areas where Southern Water might be better placed.” Council officer 

 

• “I don’t know whether Southern Water should be leading, or Rivers Trust could lead 

and Southern Water could just be a key player. Southern Water obviously has 

specific targets as a private organisation, but it is probably better if the public sector 

leads. It would also save them a lot of work.” Environmental group representative 

  

• “Every county is different, so it has to be modified in some sense, or you’ll end up 

with a one-size-fits-all approach which suits no-one.” Parish councillor 

 

• “Maybe you should act in a sponsor role to the Environment Agency; this will give 

you good press and restore faith in Southern Water... I couldn’t otherwise see how 

you would break down the funding.” Council officer 

 

• “The catchment people are really clued up and have a lot of resources, but there 

needs to be an integrated approach with the environment agencies. The other 

problem for environment agencies is their regulator – you want someone 

independent regulating the catchments.” Environmental group representative 

 

• “It seems like the Environment Agency should have a key role. It seems like 

Southern Water can’t win in many ways – councils can blame Southern Water for 

everything, but as a private company, they can’t be blamed for everything. Today 

showed the effort they are putting in towards making a difference. It wouldn’t be fair 

on Southern Water to be expected to lead.” Council officer 
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• “It should go wider than that, with the Environment Agency, etc. Joining up all these 

agencies is absolutely vital. It should be joined-up thinking.” Local councillor 

 

• “What worries me about all these agencies is that we seem to have Balkanised our 

supply. Working with the Environment Agency is a nightmare, I don’t get out of this 

who is really responsible for flooding.” Local councillor 

 

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? 

• There was a clear consensus that the wider benefits should be funded from general 

taxation, though stakeholders also pointed out that Southern Water could part-fund 

projects if they had specific benefits for their customers. 

 

A selection of verbatim comments 

• “Water is an infrastructure element just as our roads are, so if it’s going to promote 

our health and wellbeing, I think the government should take that responsibility. It’s 

quite difficult to hold Southern Water responsible for everything.” Business 

representative  

 

• “You could say both should be incorporated, to a degree. But it’s a big shift and I 

think it should be a gradual one.” Council officer 

 

• “I would assume that Southern Water would not get involved unless it was to the 

benefit of their customers, and in that case, they should contribute some part of the 

total cost, especially if they would have done something anyway. But there really 

needs to be something coming from central government.” Council officer 

 

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

 

• Various areas were suggested, including the Medway, Ashford and the Little Stour 

catchment in the Folkestone/Dover area.  

A selection of verbatim comments 

• “The River Grom, which flows through Tunbridge Wells.” Local councillor 

 

• “The River Bourne, particularly the Basted Mill area.” Council officer 

 

• “In the lower Weald, which is heavily clay-based, SuDs schemes don’t work. You 

have to think of something else.” Local councillor 

 

• “If we really hone in on the Medway, which is half of Kent catchment, that would be 

massive.” Government body 

 

• “Brighton would be a good catchment area to work with, it’s difficult to pick out things 

like farming concerns in the Medway.” Government body 
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• “Ashford, it’s got some of the biggest developments. And in terms of the 

infrastructure in the Ashford area, you’ve got one big works and a lot of smaller 

ones.” Council officer 

 

• “We’re going to build a new development on the highest land in Shepway, where I 

live is some of the lowest, and the water is shipped back to Folkestone. It would be 

able to filter back and clean itself.” Local councillor 

 

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

results are as follows: 

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

 

 

 

Afternoon Surgeries  

After lunch, stakeholders were asked to participate in one of three informal afternoon 

surgeries. The subjects for discussion were: Future of Water in the South East, hosted by 

Ken Gedman; Beauty of the Beach: Working together to improve bathing water quality, 

hosted by Paul Linwood; and Growth Hotspots and Garden Villages, presented by Paul 

Kent. These surgeries included presentations on the topics and gave stakeholders an 

opportunity to ask the presenters questions. The key themes that arose in the surgeries are 

shown below: 
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The Future of Water in the South East 

Key themes and issues raised 

• Climate change was identified as a key issue. The surgery explored responses to 

climate change from cities, catchments and policy regulators. The role of technology 

in dealing with climate change was also discussed, including nanotechnology and 

sensors in the environment. The surgery also examined different approaches to 

treating water in the cycle, such as treating tap water at the point of use.  

• There was a clear appetite for a more holistic view of water, and of the environment 

in general. Where separate companies were responsible for supplying water and 

taking away wastewater, stakeholders wanted to see greater collaboration between 

the two. It was also stressed that water couldn’t be considered in isolation. Water’s 

relationship with energy and agriculture was seen as especially important.  

• There were calls for greater co-ordination between Southern Water and South East 

Water. 

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

• Stakeholders identified metaldehyde slug pellets and their impact on groundwater as 

a challenge for the sector as a whole. 

• Water scarcity was seen as a threat to energy security, with water being a big user of 

energy and energy being a big user of water. It was argued that there was a strong 

economic case for Southern Water to reduce its carbon footprint.  

• Southern Water was urged to assess options for desalination.  

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

microbeads and fibres from the water system.  

• The issue of cyber security was raised, given that the sector is becoming more reliant 

on digital technology.  

 

Beauty of the Beach: Working together to improve bathing water quality 

Key themes and issues raised 

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

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

• Litter was acknowledged as being bad PR – though the water might be clean, litter 

on the beach leads to a public perception that the water is dirty.  

• Participants discussed the question of where responsibility for water contamination 

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

customer feedback alongside statutory requirements.  

• Hastings was held up as an example to demonstrate how cleaning up the beaches 

and seawater could bring economic benefits by boosting tourism. 

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

this issue, perhaps working with charities or coastal businesses.  

• One stakeholder wanted to see Southern Water involved in creating a wildlife 

reserve.  
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Growth Hotspots and Garden Villages  

Key themes and issues raised 

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

planning process for new housing developments at an earlier stage.  

• The question was raised of how Southern Water would raise funds for new 

infrastructure development in advance of new housing being built.  

• New developments were seen as an opportunity to educate future inhabitants about 

efficient water use.  

• Southern Water was urged to articulate to stakeholders with greater clariy whose 

responsibility it is to deal with flooding issues.  

• Developing integrated and multi-benefit water systems was seen as a far greater 

challenge in older towns and villages than in new developments. However, Southern 

Water pointed to the example of Portsmouth as a place where old and new systems 

had been successfully integrated, leading to positive outcomes in a number of areas, 

including flooding.  

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

systems was seen to be of high importance. Some stakeholders argued that this 

responsibility should not fall to Southern Water.  
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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 Kent workshop are 

as follows. 

Q1: Was the purpose of the workshop clear? 

 

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

 

 

Comments 

• “Yes, especially the ‘Catchment First’ and ‘Planning for the Future’ sections.” 

• “Yes, potential for partnership on community catchment work.” 

• “Apart from an occasional unfortunate slip, the presentations were expertly voiced 
with helpful graphics and timely questions from the floor.” 
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Q3. Did you have sufficient opportunities to provide your views? 

 

Comments 

• “I enjoyed the structure of short presentation and discussion, which allowed 
discussion and opportunities to share ideas/info.” 

• “Excellent balance of talks and discussion.” 

• “Very involved, interactive with attendees.” 
 

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

 

Comments 

• “Well-organised and informative. EQ Communications chaired the discussions on our 
table with admirable diplomacy and efficiency.” 
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Q5. Did you think the electronic voting software was useful? 

 

 

Comments 

• “Interesting. Too small a percentage of delegates was logged on to provide a 
representative sample of views. Worth doing. More should participate next time.” 

• “Yes, maybe useful at public consultation events for local plan work.” 

• “Fun but […] percentage of a small number can skew results.” 
 

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

 

Comments  
 

• “Good parking and facilities.” 

• “Was a bit cold.”  
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Q7. How could we improve future workshops? 

Comments 
 

• “Companies and private sector organisations in general have an abiding interest or 
objective in focusing on two factors: 1. How to increase income and profits, and 2. 
How to reduce costs. A sharper perspective on these two aspects would be helpful.”  

• “Teachers? Given that schools are very important.” 
 
Q8. Would you attend future workshops? 

 

 

 

Comments  

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

• “[Yes], to follow up on previous sessions.” 

• “Specifically, if there was further detail on infrastructure and capacity issued.” 
 

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

Comments 

• “An infrastructure plan for a water catchment area district and how you deliver 

against that plan. Percentages can mean you do very well in one area but not in 

others, SMART reporting and delivery.” 

• “1. Post-Brexit. 2. Relationship with Environment Agency. 3. Impact of global drought 

– the long (50yr) game.”  

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

this will be funded.” 

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

take into account a holistic understanding of impact and future risks.” 
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Q10: Do you have any further feedback or comments you would like to provide? 

Comments 

• “Well-run session, good to get more groups involved in future perhaps.” 

• “Please lobby government / Environment Agency. Green investment / Environmental 

protection / wildlife. Lobby – chemical / drug industry / health / disposables. Thank 

you very much for today, very interesting and helpful.” 

 

 

 


