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1. INTRODUCTION 
 

On 20th October 2017, Southern Water hosted the second of a series of four stakeholder 

workshops, held in locations across its region. The workshop took place at the AmEx Stadium 

in Falmer, Brighton.  

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 Sussex.  
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2. EXECUTIVE SUMMARY 
 

The workshop was attended by a total of 38 stakeholders. 44% were elected and official 

local government representatives; 16% represented regulators; and the remaining 40% 

represented a mixture of environmental groups, parish councils, charities and business 

groups. 

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

Stakeholders asked questions about Southern Water’s input into the planning application 

process, and how it divests assets. Participants wanted to know what the company is doing 

to promote water efficiency. The panel were asked where the company stands on fracking 

and package treatment works.   

Session 2: Planning for the Future  

Stakeholders expressed their overarching concern over how Southern Water’s infrastructure 

would cope with new housing developments. This issue was often related to participants’ 

concerns in other areas, such as the environment, wastewater and bathing water quality. 

Many participants felt that Southern Water needed to improve its communication with 

customers and other organisations in relation to areas such as PR19 engagement and Let’s 

Talk Water. Stakeholders expressed the view that Southern Water’s service had historically 

been poor, but that the past year had seen a marked improvement. Southern Water’s efforts 

at collaborative working were recognised as a step in the right direction.  

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

In this session, there was a roundtable discussion to explore priorities for performance 

commitments linked to the costs of delivering these improvements. In order of priority, the 

commitments that stakeholders wanted to see Southern Water go further within the next 

business plan were: bathing water; sewer blockages; external sewer flooding incidents; and 

leakage. While bathing water was rated as the top priority, as a whole, sewer incidents were 

a clear priority for stakeholders. However, some stakeholders focused on internal sewer 

flooding, while a greater number were interested in external sewer flooding and sewer 

blockages. Participants felt it was important to reduce both per capita consumption and 

leakage. Some, however, felt that leakage was not an area that needed extra investment, as 

Southern Water was already performing well in that area. Renewable energy was generally 

acknowledged as important but many felt that the responsibility for this cost should not lie 

with the customer. There was support for the idea of concentrating more on preventative 

rather than reactive measures. Water pressure was not viewed as a priority by any 

participants.  

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

Target 100 was generally considered to be around the right level in terms of ambition. When 

asked to vote electronically, stakeholders gave an average of 4.4 out of 5 for their level of 

support for the Target 100 ambition (with 5 being ‘very supportive’). Many stakeholders 

called for greater levels of sophistication, with targets tailored to different kinds of users. 

Most felt that customers needed much more help in understanding how much water they 

were using and where they were using it, and that technology would play a key role in this. A 

range of potential partnerships were suggested. There was broad support for the idea of 

using incentives to encourage water efficiency (when asked to vote electronically, 80% of 

stakeholders agreed with Southern Water’s approach to introducing incentives), but there 

was significantly less support for trying to do this through tariffs.  
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Session 4b: Our Developing Business Plan – Opportunities to Collaborate: Catchment 

First (Integrated Water Cycle Management) 

The electronic vote showed that support among stakeholders for Southern Water’s approach 

to working in catchments averaged 8.2 out of 10 (with 10 being ‘very supportive’). It was 

generally agreed that partnership working was the key to effective catchment management. 

Many voiced support for the idea of Southern Water taking the leadership role, though there 

were some dissenters who felt that this role would be better suited to a government agency. 

Many felt that Southern Water had a lot of work to do to win the trust of farmers, educate 

people on what had to be done, and build effective partnerships.  

Written Feedback 

Stakeholders were asked to submit written feedback in response to the workshops, and the 

response was overwhelmingly positive. 89% agreed or strongly agreed that the purpose of the 

workshop was clear, and 92% agreed or strongly agreed that the event was informative and 

beneficial. 85% said that they would attend future workshops.  
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3. OVERVIEW 
 

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. 
 
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, Southern Water representatives took questions from the 

floor during a Q&A session. 

Workshop session 2: Planning for the Future  

This session 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. Craig Lonie presented the 

first section and Branwen Rhead, Policy Manager, presented the section on consultation. 

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, Wastewater Strategy 

Manager. 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 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 
Paul Kent introduced Session 4A, outlining the work Southern Water was doing to ensure a 

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

Ben Earl, Water Efficiency Manager, 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.  

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. The 

presenters outlined the work that is being carried out to implement integrated water cycle 
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management with a view to delivering a range of social, environmental and health benefits. 

This was followed by a round-table discussion.  

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 Sussex were: 

• The Future of Water in the South East, hosted by Andrew Stiven from MWH;  

• Beauty of the Beach: Working together to improve bathing water quality), hosted by 

Paul Linwood; and 

• New Approaches to Improving the Quality of Sussex’s Water Sources (including 

Brighton Chalk Integrated Catchment Management Partnership), hosted by Louisa 

Gumbrell and Leasa Williams. 
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4. ATTENDEES 
 

A total of 38 stakeholders attended the workshop, representing the following organisations: 

 

Adur and Worthing Councils 

Adur District Council 

Arun & Rother Rivers Trust 

Brighton & Lewes Downs Biosphere 

Partnership 

Chichester District Council 

Sussex Enterprise  

Compton Parish Council 

Customer Council for Water 

East Chiltington Parish Council 

East Preston Parish Council 

East Sussex County Council 

Environment Agency 

Hellingly Parish Council 

Mid Sussex District Council 

Natural England 

Plumpton Parish Council 

Rother District Council 

Rother Voluntary Action 

RSPB 

South East Local Enterprise Partnership 

South Heighton Parish Council 

Southern Water Customer Advisory Panel 

Wealden District Council 

West Sussex County Council 

WWF 

 
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 

(official)
32%

Local government 

(elected 
representative)

12%

Parish council 

12%

Regulator

16%

Business group

4%

Environmental group

12%

Charity 

12%
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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 presentation gave 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.  

Southern Water representatives fielded questions about Southern Water’s input into the 

planning application process; the company’s stance on fracking and package treatment 

works; how it divests assets; and how it is promoting water efficiency.  

The panel were asked questions about: 

• engagement with Local Authorities around divestment of assets.  

• Southern Water’s work in the field of water efficiency.  

• the perceived increase in the number of package treatment works.  

• whether Southern Water could do more in terms of commenting on and participating 

in the planning process.  

• Southern Water’s view on fracking and oil drilling.  

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

“What plans do Southern Water have for engaging with Local Authorities in a constructive 

manner when it comes to divesting assets?” 

“To what extent are Southern Water enforcing water efficiency?”  

“One thing that concerns us is the increasing development of package treatment works. 

Does Southern Water support this, or can you advise more strongly in terms of the 

development and planning process?” 

“Is Southern Water sufficiently commenting on and participating in the planning process to 

encourage water efficiency?” 

“What is Southern Water’s view on fracking and oil drilling?” 

“Southern Water has repeatedly commented that a specific planning application is 

unsustainable. What notice can you make developers take of what you say? Do you liaise 

with case officers on this?” 

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 

first section and Branwen Rhead, Policy Manager, presented the section on consultation.  

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

• Stakeholders’ overarching concern was how Southern Water’s infrastructure would 

cope with new housing developments. Several other areas of interest were often tied 

in with this, including the environment, wastewater and bathing water quality. 

• Many participants felt that Southern Water needed to improve its communications, 

both at the customer level and in its dealings with organisations such as councils and 

other water companies.   

• The need for clear communication was stressed in relation to PR19 engagement, 

with the company reminded of the need to reach customers who are not online. 

• Awareness of Let’s Talk Water was low among stakeholders. Suggestions were put 

forward as to how the messages could be spread more effectively and make more of 

an impact.   

• There was a widely held view that Southern Water’s service had historically been 

poor, but that the past year had seen a marked improvement.   

• Concerns persisted in areas such as sewage flooding, environmental impacts and 

the provision of information.  

• Southern Water’s efforts at collaborative working were recognised and appreciated 

as a step in the right direction, but many felt that much more could and should be 

done in this area. 

 

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

 

• The primary area of interest for stakeholders was new housing developments and 

how Southern Water would ensure that its infrastructure could cope with them. 

Councillors and business representatives alike shared concerns on this issue.  

• Local government officials and elected representatives wanted to know how 

Southern Water could work with them to meet government targets on addressing the 

national shortage of housing. 

• Councillors, meanwhile, were concerned about piling extra demands on to an 

infrastructure some already saw as inadequate for current needs, and the impact this 

might have on communities. This issue was tied in with various other areas of 

concern for stakeholders, including the environment, quality of bathing water and 

wastewater.  

• There was a general feeling that Southern Water could do more in terms of effective 

communication with other organisations, and in terms of following up positive 

discussions with action on the ground.  

A selection of verbatim comments 

• “Growth agenda. I want to look at Southern Water’s role in delivering the 

development, and the barriers to that.” Council officer 

 

• “I’m here to listen to what Southern Water have to say about future housing 

allocations. Our issue is that we take what Southern Water have to say on board, but 

overall, how much sway do they have with the housing council?” Council officer 

 

● “I’m here to find out more about planning and growth and how Southern Water can 

respond positively to those policies”. Local councillor  
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● “I’m very interested in seeing how we will deal with wastewater in the area.” Parish 

councillor 

 

● “I’m here to be educated about what is going to improve in terms of mapping. I’ve 

been a bit horrified that when I asked why there was such a dearth of information 

about drainage and sewage, I was told that, because you only cover from Hampshire 

to East Sussex, it wouldn’t be possible. You can put a bit more effort into how things 

connect.” Parish councillor 

 

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

current Business Plan (2015–2020)? 

 

• Stakeholders generally acknowledged that the last year had seen a significant 

improvement in the service provided by Southern Water, albeit from what many 

perceived as a low base.  

• Concerns remained around sewer flooding and environmental impacts, while several 

stakeholders suggested that Southern Water needed to do more to communicate the 

improvements it had been making.  

• In terms of customer and stakeholder engagement, stakeholders were positive about 

some of the pilot schemes that have been implemented, such as the CAP and the 

regional panels, but said the challenge was now to scale these up – particularly with 

environmental stakeholders.  

A selection of verbatim comments  

• “I think Southern Water is changing for the positive. I think it was a slow start with 

catchment management. For many years, it was like a brick wall communicating with 

Southern Water, but that is not the case anymore.” Environmental group 

representative 

 

• “Customer and stakeholder engagement is improving, the challenge is the 

environment stakeholders – there are good pilots, the challenge is now to scale those 

up.” Council officer 

 

● “If you asked me one year ago I’d have said there was big room for improvement, 

there were a lot of questions about Southern Water’s ability to convince developers 

there were drainage problems. One year on we have seen a big improvement.” Local 

councillor 

 

● “At East Worthing treatment works, there was a big failure. Southern Water provided 

a fact sheet with what work was being undertaken and the public responded well to 

that.” Council officer 

 

• “I live on Manhood peninsula where every winter, houses are flooded with raw 

sewage. Our population in the summer also doubles. When Southern Water have 

come to speak to our representatives, their data on housing has been wrong and so 

I’m very concerned. This has been going on for years.” Local councillor 
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• “Sewage flooding is still an issue in our ward too. Their way of dealing with this is to 

bring in tankers to pump out the houses, not to upgrade the sewage systems.” Local 

councillor 

 

• “Customer service is improving quite a lot. Compared to the rest of the industry, they 

haven’t been great, but they have come a long way.” Government body 

 

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

 

• Stakeholder awareness of Let’s Talk Water was quite low, with many not having 

heard of the initiative.  

• Many stakeholders suggested that putting more effort into collaborative working 

could help raise awareness, be it working with councils, trade bodies, the NHS or 

schools. It was also felt that using technology and social media could help spread the 

message efficiently and effectively.  

• Some felt that the language used should be adapted to make it more user-friendly, 

and to communicate the message of Let’s Talk Water in a fun and accessible way.  

A selection of verbatim comments 

• “More contact with the parish councils could help. In a rural area where there are 

serious issues, more contact with the parish councils could get the residents in the 

villages along.” Local councillor  

 

• “Southern Water should work more with trade bodies.” Environmental group 

representative 

 

• “Develop projects with schools to raise awareness.” Government body 

 

• “On a broad customer base – make it fun and make it easy.” Government body 

 

• “Less text and more pictorial information – things like that have an immediate 

impact.” Parish councillor 

 

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

support the development of our Business Plan for 2020–2025? 

 

• Stakeholders stressed the importance of clear and efficient lines of communication 

with councils.  

• Many stakeholders felt that Southern Water could review and present its information 

more clearly and some felt that there should be greater transparency. 

• The question of how to reach customers who are not online was raised, with parish 

and county magazines suggested as a suitable channel to reach this demographic.  

• There was strong support from some quarters for events such as this workshop, 

which some stakeholders rated “very important”.  

• Recommendations included: weekly alerts for anyone signed up to Southern Water’s 

database; making sure the message is tailored to the audience; and avoiding too 

much technical jargon when talking to the public. 
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A selection of verbatim comments  

●  “Worthwhile locating the right person in the authorities who is the correct person to 

speak to so it trickles down to the right people.” Council officer 

 

● “Work closely with communications teams – yours and the local councils’.” Parish 

councillor 

 

• “Not necessarily individual parishes, but a ‘summit’ of parish councils might work 

where you can communicate that information.” Local councillor 

● “Reach out to the communities who can't be reached by internet”. Parish councillor  

 

● “My county has a quarterly magazine, I am sure the other counties have local 

magazines, you could use those?” Council officer 

 

5. Are you aware of any regionally specific research that could help shape our 

business plan for 2020–2025? 

 

• Stakeholders recommended that Southern Water should review research on climate 

change and on engaging with different groups through technology.  

• Environmental groups suggested research into catchment-based approaches.  

 

A selection of verbatim comments  

• “Natural England have produced concise documents on climate change, which are 

accessible online. They clearly set out the different effects on habitats.” Government 

body 

 

• “Councils do carry out some research. Planning construction, development and 

manufacturing are our biggest areas – how do we deliver certain messages and 

engage with those groups? The chamber has different forums that could be potential 

channels to inform and get feedback.” Business representative 

 

• “People enjoying the water environments, flood risk, mitigation, slow the flow – all of 

that is related to a catchment-based approach. It’s coming in more but really there’s 

so much happening already.” Environmental group representative 

 

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 
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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  

• It was generally felt that the performance commitments were about right, although a 

number of additional suggestions included targets around sustainable abstraction, 

education, and communication with customers and other stakeholders.  

• Improving the quality of bathing waters was ranked as the highest priority by 

stakeholders across the tables. 

• However, taken as a whole, sewer incidents were the clear priority for stakeholders, 

though the vote for sewer improvements was split between internal sewer flooding, 

external sewer flooding and sewer blockages. Of these, the last two were deemed to 

be of greater importance. 

• Communication with customers was generally seen as poor, and many felt that 

improvements in this area could help prevent incidents such as sewer blockages and 

reduce per capita consumption.  

• Prudent use of water as a valuable resource was a priority for many, with efforts to 

reduce both per capita consumption and leakage garnering much interest. Some, 

however, felt that leakage was an area where Southern Water was already 

performing well, and that investment would be better directed to areas where the 

company was under-delivering. 

• Although renewable energy was generally acknowledged as important, many 

participants felt that it was a cost that customers should not be expected to bear.  

• There was support for the idea of concentrating more on preventative rather than 

reactive measures.  

• Water pressure was seen as a low priority when compared with the other areas 

under discussion, with none of the participants voting to allocate any investment in 

that area. 

 

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

 

• Stakeholders generally felt that the targets were about right.  

• However, a number of parish councillors wanted targets for better educational 

resources and some environmental group representatives felt that there should be a 

target around sustainable abstraction.  

• The suggestion was also made that there could be a target around communication 

with customers, which was currently viewed as poor.  

• Concreting over gardens was mentioned as a problem, as were private sewage 

disposal systems falling into disrepair and the public flushing unsuitable items down 

their toilets.  

A selection of verbatim comments 

● “Sustainable abstraction – difficult to measure, but it's quite important.” 

Environmental group representative 
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● “The queries that I have are probably subsets of some of the things that are on there, 

and they are around communication with customers. How do we work collectively to 

try and support customers?” Council officer 

 

● “Lots of gardens are being concreted over, this has a big impact on flooding, so I 

think enforcing restrictions on this should be added.” Parish councillor 

 

● “Maybe this is something you could do in schools. This could be part of primary 

education, put some money into that.” Parish councillor 

 

• “Where people have got their own private sewage disposal system after two or three 

generations and people can forget about it and it just falls to pieces.” Parish 

councillor 

 

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

Business Plan? 

 

• Stakeholders put forward a range of areas where they wanted to see future 

investment focused, with sewer flooding the priority for many, although this was split 

between internal sewer flooding, external sewer flooding and sewer blockages. 

• Engagement was another popular choice to receive more investment, not only in 

terms of engaging with the public but also in terms of communications with 

developers and councils. It was felt that greater engagement could help to prevent 

problems arising in many of the other areas covered in this discussion.   

• A sizeable proportion of participants rated leakage and bathing water quality as areas 

deserving greater attention.  

• Renewable energy, meanwhile, divided opinion, with some seeing it as important and 

others taking the position that it was not something customers should pick up the tab 

for, or claiming that market forces would bring forward renewables anyway.  

• Water pressure was one area no-one seemed to view as a priority, when considered 

in the context of the more serious issues faced by users of the water supply.   

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

Commitment Table 
no. 1 

Table 
no. 2 

Table 
no. 3 

Table 
no. 4 

Table 
no. 5 

Table 
no. 6 

Total 
Spend 

Spend 
per 
attendee 

Internal sewer 
flooding incidents 

£10.00 £5.00 £6.00 £5.00 £5.00 £6.00 £37.00 £1.06 

External sewer 
flooding incidents 

£5.00 £10.00 £21.00 £15.00 £13.00 £11.00 £75.00 £2.14 

Sewer blockages £0.00 £5.00 £26.00 £25.00 £13.00 £20.00 £89.00 £2.54 

Less serious (cat.3) 
pollution incidents 

£10.00 £5.00 £0.00 £5.00 £6.00 £15.00 £41.00 £1.17 

Bathing water £20.00 £25.00 £6.00 £20.00 £6.00 £20.00 £97.00 £2.77 

Renewable energy £5.00 £10.00 £0.00 £0.00 £10.00 £8.00 £33.00 £0.94 

Customer water 
supply interruptions 

£0.00 £10.00 £5.00 £5.00 £0.00 £5.00 £25.00 £0.71 

Water pressure £0.00 £0.00 £0.00 £0.00 £0.00 £0.00 £0.00 £0.00 
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Leakage £15.00 £30.00 £0.00 £5.00 £11.00 £5.00 £66.00 £1.89 

Per capita 
consumption 

£10.00 £5.00 £26.00 £10.00 £11.00 £0.00 £62.00 £1.77 

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

Total money £75.00 £105.00 £90.00 £90.00 £75.00 £90.00 £525.00 £15.00 

Total people 5 7 6 6 5 6 
 

  

 

A selection of verbatim comments 

• “Internal sewer flooding incidents needs the most money, and external sewer 

flooding incidents and sewage blockages.” Government body 

 

• “It would be external flooding incidents, then sewer blockages because it’s an 

endless problem for us, and because I have two miles of beach in our ward, it would 

be bathing water. I know they’ve already spent a lot of money improving the beach, 

but you do dump out loads of sewage still.” Local councillor 

 

• “Renewable. Another one where you could save a fortune, solar panels, heat wasted, 

that could be re-invested.” Utilities representative 

 

• “As a customer, how does renewable energy affect me?” Council officer 

 

• “I think market forces will bring forward renewable energy anyway.” Environmental 

group representative 

 

• “I would suggest looking at South East Water’s commitments. They have done a 

number of different measures from the rest of the industry to improve how customers 

perceive them and the experience. If customers don’t feel you’ve done well (even if 

you’ve improved) then what’s the point?” Government body 

 

• “I think some of the issues here are being relatively well addressed – on leakage, 

you’re top of the league. I wouldn’t want to put money into that which you are already 

doing well on. Pollution is going badly – so that’s where my weighting is, where you 

can also get some return on investment there.” Utilities representative 

 

• “I think leakage is the most pressing as there is an economic perspective. Every time 

they dig the roads up, there’s delays. If we could improve our road structure then 

productivity would go up.” Local councillor 

 

• “A lot of these things for me are reactive – reacting to something that has happened. 

Southern Water should be more proactive to prevent these things from happening 

and save the money for the customer and for Southern Water. They should be 

educating customers, preventing incidents from happening.” Business representative 

 

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

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

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

feedback.  

Summary of the discussion  

• Most stakeholders felt that Target 100 was sufficiently ambitious, though some 

thought it could go further, while others thought it would be tough to meet.  

• When asked to vote electronically, stakeholders gave an average of 4.4 out of 5 for 

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

• Many thought it should be more sophisticated, with targets tailored to different kinds 

of users. 

• There was general agreement that customers needed significantly more help in 

understanding how much water they were using and where they were using it.  

• Monitoring technology and more efficient appliances were seen as key to achieving 

the 100-litre target.    

• The government’s Digital Catapult, technology companies, councils, planners, 

developers, retailers and charities were all seen as potential partners in deploying the 

technology needed to achieve the target.  

• There was broad support for offering financial incentives, though some suggested 

that community-focused incentives would be better. When asked to vote 

electronically, 80% of stakeholders agreed with Southern Water’s approach to 

introducing incentives. 

• There was much less support for the idea of using tariffs to encourage water 

conservation, with many worried about the potential impact on vulnerable customers.   

 

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

water availability in the South East? 

 

• There was general agreement that Target 100 was ambitious enough. Some, 

however, felt that 100 litres was quite a tall order, while others felt that the target 

could be pushed lower or argued that the timescale should be tightened.  

• Others felt that the blanket target of 100 litres was unsophisticated and that targets 

should be tailored to the different kinds of customers and their various needs. 

• There was much debate over what methods could be employed to meet the target 

and how to raise the level of awareness among customers as to how much water 

they are using.  

• Participants felt that customers needed to understand in more detail how much water 

their various appliances were using. Smartphone apps were suggested as a means 

of connecting with the younger generation on this issue. 

A selection of verbatim comments  

• “I think it’s a reasonable target. 100 is a good number. However, Southern Water 

should target the wealthier users that are more able to cut their usage down.” 

Environmental group representative 

 

• “Overall on the targets, Southern Water is very ambitious compared to others in the 

industry, so well done. Southern Water could try and get the customers already using 

100 litres or less to start using different appliances, such as tubs and other 
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appliances that are designed to waste less. Over time the number could come down 

further.” Government body 

 

• “It is important to understand people have different life stages, depending on what 

they are personally experiencing. Target 100 could be a moving target, moving down 

over time – segmentation needs to be done on types of household, because 

individuals are different and have different needs. You don’t need just the numbers, 

you need more information on the customers.” Government body 

 

• “I think Target 100 is too broad, I just think it’s unsophisticated.” Voluntary group 

 

• “2040 is too far. Southern Water needs a tighter timeframe for the target.” 

Environmental group representative 

 

• “Do you have developments on apps that you can use to check your usage? The 

younger generation are more used to looking at their phones than paper.” Voluntary 

group 

 

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

most important? 

 

• Education was seen as a key priority, with one stakeholder noting that this was 

particularly in terms of connecting with the less frugal younger generation.  

• Retrofitting of appliances was seen as important, with many participants keen to see 

more information on this made available to customers, as well as working with 

planners, developers and retailers to encourage the fitting of more efficient 

appliances.  

• There was a general consensus that grey water appliances deserved more attention. 

Some worried that incentives to reduce water consumption could end up unfairly 

penalising vulnerable customers.  

A selection of verbatim quotes 

 

● “I think education is key, understanding the implications, appreciating the impacts of 

how to be water efficient.” Local councillor 

 

● “We have to have a grey water wastewater system. It’s fundamental to water 

consumption.” Parish councillor” 

 

• “Enabling people to take retrofitting action, giving information about how much water 

they’re using and information about appliances, and enabling people to make those 

sorts of decisions.” Voluntary group 

 

• “Lots of the suggestions relate to retrofitting. Have building regulations been updated 

to reflect all of this water saving for new builds?” Local councillor 

 

• “I’m not a big fan of incentives because it catches too many vulnerable people.” 

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

considering?  

 

• Working more closely with a broad number of councils was suggested as a 

partnership opportunity, along with teaming up with local voluntary and charitable 

organisations to disseminate information.  

• It was suggested that offering charities a donation in return for each completed 

feedback form could be an effective method of driving engagement.  

• Digital Catapult was put forward as a potential partner for the installation of smart 

meters and the development of monitoring apps for customers, with tech companies 

another option in this area.  

A selection of verbatim comments  

● “If you work together with a number of authorities and have much greater 

collaboration between developers and authorities, then surely a successful 

partnership would ensue?” Parish councillor  

 

● “We’ve got a great new recycling programme in Chichester, and your recycling and 

water supply work is great, but you don’t supply our water. It’d be great if you’d talk to 

Portsmouth (Water) about that.” Council officer  

 

● “There are opportunities with some of the big water users in the area, such as wine 

producers on the South Downs. Is there opportunity there for limiting or recycling 

their water use?” Government body 

 

● “We have smart meters to control heating at home. It’s not just about seeing how 

much water you use, but being able to turn it off anytime, for example, while out or on 

holiday. You could partner up with Digital Catapult that looks at the technology.” 

Business representative 

 

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

comments on our pilot? 

 

• There was strong support for Southern Water’s introduction of incentives, and praise 

for the apparent success of the pilot.  

• Some stakeholders felt that customers would respond more positively to incentives, 

as opposed to tariff increases, while others thought there needed to be some stick to 

go with the carrot.  

• Some, however, questioned whether incentives had to be financial, and suggested 

that Southern Water could incentivise its customers with environmental 

improvements such as lowering abstraction or improving waterways.  

A selection of verbatim comments 

• “I think incentives work.” Council officer 

 

• “The carrot approach works, like in a department store you get points, people feel like 

they’re getting something at the end of the day with that. You raise the tariffs, but it 

just makes the customer more antagonistic towards the supplier, but if there’s an 

incentive, they’re more willing to go along.” Local councillor 
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• “With the incentive scheme at a community level, it is interesting they are managing 

to achieve a reduction. No other water efficiency schemes are achieving this.” 

Environmental group representative 

 

• “In the long run, I don’t support financial incentives. Does it always have to come 

back to money? Can’t there be other things provided at a community level? Maybe 

providing some improvements to a local waterway.” Environmental group 

representative 

 

• “You could have environmental incentives – lowering abstraction levels, improving 

water quality, and you could divert the saved money to different projects. The 

incentive should be more around environmental improvements.” Government body 

 

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

customers to conserve water? 

 

• There was support from some quarters for introducing tariffs, but many doubted 

whether this would be practical and worried about the potential impact on vulnerable 

customers.  

• There was a feeling that any tariffs should be targeted at better-off customers who 

were heavy users of water, but some stakeholders were sceptical as to whether 

financial penalties would encourage the better-off to change their behaviour.  

• Some felt that the government should be more involved and that it wasn’t Southern 

Water’s job to manage this area.  

• The comment was made that there were also cultural issues involved with 

introducing tariffs. 

A selection of verbatim comments  

• “I like the idea of heavy users being penalised.” Local councillor 

 

• “Another word for this is tax. Is there a role for new taxes?” Business representative 

 

• “You have to be careful of unintended consequences. If not designed properly, you 

can get an aggressive taxation of someone who needs to use water, how can you 

allow for that?” Council officer 

 

• “There are cultural issues, too. For example, if there's a large Muslim family who do 

their ablutions five times a day, then they will use more than someone bathing once a 

week.” Business representative 

 

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

workshop. The results are as follows: 
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Q1. On a scale of 1 to 5, how supportive are you of our Target 100 ambition? 

 

 

Q2. 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 Paul Kent. His presentation focused on 

Southern Water’s choice to place 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. This was followed by a round-table discussion, the outcomes of which 

are shown below.  
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Summary of the discussion  

• There was significant support for Southern Water’s work in catchments, with many 

feeling that the company should take the leadership role. 

• Some felt that the Environment Agency would be a more natural candidate for this 

role but there was little faith in the practicality of this idea.  

• It was generally agreed that partnership working was essential to effective catchment 

management. Many stakeholders felt that Southern Water had a lot of work to do to 

build effective partnerships, particularly with farmers.   

• Education was seen as a big part of building these partnerships.   

• Opinion was divided over how great a role government agencies ought to play in 

catchment management, and to what extent, if any, it should be funded by the 

taxpayer.  

• When asked to vote electronically, stakeholders expressed support for Southern 

Water’s approach to working in catchments, awarding an average of 8.2 out of 10 

(with 10 being ‘very supportive’).  

 

1. Do you support our approach to working in catchments?  

 

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

• Some voluntary and environmental groups questioned whether it was appropriate for 

Southern Water to be leading work in this area.  

• Most participants agreed that Southern Water’s involvement in this work was to be 

welcomed and that it was an essential partner in managing the environment.  

A selection of verbatim comments  

● “100%, and it has to be Southern Water to do that and to be able to cover an entire 

catchment.” Council officer 

 

• “No. The Environment Agency already does that in catchments.” Voluntary group 

 

• “I do think perhaps the Environment Agency should have a stronger role.” 

Environmental group representative 

 

• “It will do the Environment Agency a huge amount of good because they are seen as 

completely absent.” Parish councillor 

 

• “There’s a profit motive in it so it’s a compromised position for the leadership role.” 

Voluntary group 

 

• “I’m assuming Portsmouth Water will be doing this as well. You need the other water 

suppliers to get on board too. If not now, then in the future.” Council officer 

 

• “I think water companies are an integral partner in this process and it’s great to see 

an active role in this. Having more of a focus in your own organisation to do this is 

really positive.” Environmental group representative 
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2. Do you have any concerns about integrated water cycle management (IWCM) or 

do you anticipate any particular challenges for Southern Water? 

 

• Stakeholders felt that Southern Water needed to collate hard evidence in order to 

show people what needs to be done and why they should do it, as well as to justify 

the cost.  

• More work on Southern Water’s relationship with farmers was called for, with a 

perceived need for Southern Water to win their trust in order to get them on board. 

A selection of verbatim comments   

• “We need evidence based on sound science and engineering to prove people should 

do it.” Parish councillor 

 

• “When it comes to money, who is willing to spend it and how much? Farmers may 

not be willing to pay so much. From Southern Water’s point of view, if it doesn’t own 

the catchment, how does it drive that change?” Government body 

 

• “A lot of the pollution is diffuse pollution, and it is difficult to identify, and the results 

are very long term. Have targets that keep people involved and engaged, but with a 

long-term goal. You put the money in, the farmers or whoever carry out the actions, 

farmers have got to accept that what you’re doing is for the long term, it’s not just 

how quickly they get a return on their funding.” Environmental group representative 

 

• “You have to be seen to be working with others, and deciding that this has to be 

done, because none of us are good at everything. But between us, we’re good at 

both.” Voluntary group 

 

• “We set up the Rother Valley Farmer group – it is an email group of 29 farmers in the 

catchment. It gives a catchment scale improvement. Southern Water is supporting 

this. The catchment gets the farmers together to go on farm visits, to see how one 

farm does a particular thing. The word spreads, which can create improvements. 

Long-term stuff is more community-based.” Environmental group representative 

 

• “You recognise there are issues with the water quality and discharge. In the 

catchments if there are these issues going on, if you could demonstrate you are 

improving these conditions, it gives a good example and leads the way – then say to 

the farmers, ‘now we are doing our bit, let’s work together.’” Government body 

 

• “A lot of it is about education, informing the wider community of issues they’re 

unaware of. If you ploughed your field in a different way, that could have a massive 

impact in run-off. Identify what the pressures are, working as a partnership moving 

forward.” Environmental group representative 

 

• “If you can cost the project, then it becomes politically more acceptable.” Utilities 

representative 
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3. Do you have any views on how a “catchment operator” should work? 

 

• It was generally felt that the role of catchment operator was too large for Southern 

Water to handle alone, or that it would be inappropriate for the company to take on 

such a role, and that a partnership approach would be best.  

• It was generally acknowledged that such a partnership would require a leader, and 

while many clearly felt uncomfortable with Southern Water occupying that leadership 

role, no other organisations were put forward as a credible alternative.  

• Stakeholders stressed the importance of building trust with partners such as farmers, 

and some called for greater transparency from Southern Water in order to do this.  

A selection of verbatim comments  

• “If there was just one operator, I don’t think Southern Water would have the expertise 

to manage that. It’s too big an issue, you need a partnership approach on this.” 

Council officer  

 

• “Southern Water needs to work on how they are presenting themselves. This is an 

industry-wide issue. The presentation in the report and online seems to avoid 

transparency. Southern Water needs to build trust, and needs to own up to the 

issues they have, and not just because Ofwat is making them. There needs to be a 

big shift for them to come to the partnership as equals.” Environmental group 

representative 

 

• “We have catchment partnerships, but don’t have any authority. Different people 

come together, but it needs more authority rather than just giving advice.” 

Environmental group representative 

 

• “Yes, there does need to be a leader. Because if you don't do it, then no one will.” 

Parish 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 mixed feedback from stakeholders on this question. Some felt that as 

catchment approaches are locally focused, funding should be from Southern Water 

customers.  

• Others felt that many people who benefit from Southern Water outcomes, such as 

good bathing water quality on beaches, come from outside of the local area, and 

therefore taxpayer money should contribute to a catchment approach. 

A selection of verbatim comments 

• “I think it should be the Southern customer, because it’s a local issue. If there’s some 

taxpayer money that’s great, but I think the bulk of the money should come locally 

from your customers.” Parish councillor 

 

• “You can integrate that with a wider audience. You can improve flood risk, and create 

swathes of habitat. There’s benefits at the end which don’t apply only to water 

companies.” Environmental group representative 
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• “If you take the drainage boards that we have and who have now gone, you can 

apportion council tax accordingly. If you’re looking at a wider system, I think anyone 

who benefits should pay.” Council officer 

 

• “People come down from London to enjoy the beach. Do we get them to pay for 

something, or are they already investing in the area by spending in our local shops, 

for example?” Local councillor  

 

• “The problem with funding is you have these cost benefits analyses, which means 

that the smaller, more rural areas will lose out when they’re up against big issues 

such as harbours.” Environmental group representative 

 

• “I think when it involves things like Chichester Harbour, then yes, I think it should be 

paid for by the taxpayer.” Council officer  

 

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

The following catchments were put forward: Bexhill, the Manhood Peninsula, and the River 

Ouse.  

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: The Future of Water in the South East, hosted 

by Andrew Stiven of MWH; Beauty of the Beach: Working together to improve bathing water 

quality), hosted by Paul Linwood; and New Approaches to Improving the Quality of Sussex’s 

Water Sources (including Brighton Chalk Integrated Catchment Management Partnership), 

hosted by Louisa Gumbrell and Leasa Williams. These surgeries included presentations on 
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the topics and gave stakeholders an opportunity to discuss the issues in more detail. The 

key themes that arose in the surgeries are shown below. 

The Future of Water in the South East  

Key themes and issues raised 

• Southern Water should use as much solar power as possible. 

• Climate change projections should feature in the next business plan. 

• Southern Water should work with other agencies, particularly the other regional water 

companies. 

• Southern Water should be a statutory consultee in the planning process and should 

be lobbying and taking the lead on this issue.  

• Southern Water needs to develop lasting relationships and programmes with 

schools, helping to make the connection between where water comes from and 

where it goes. 

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

Key themes and issues raised 

• The Beauty of the Beach campaign should emphasise pride, positivity and collective 

action over finger-wagging.  

• A well-designed logo is vital, and should illustrate a partnership; using only the 

Southern Water logo would make people think that the campaign was just about 

money.  

• The campaign should launch in the new bathing season. 

• Southern Water should highlight examples of good practice, with examples of dog 

policy, littering policy, takeaway containers and bird feeding. 

New Approaches to Improving the Quality of Sussex’s Water Sources (including 

Brighton Chalk Integrated Catchment Management Partnership) 

Key themes and issues raised 

• Southern Water need to lobby to make sure that the government’s post-Brexit 

farming and agriculture policy is beneficial to the environment. 

• Southern Water should be working with other utilities to improve water quality, for 

example, with South East Water on the Arun and Western Streams Catchment 

Partnership.  

• There should be corporate sponsorship of environmental initiatives, such as “Amex 

drainage system”.  

• Programmes need longevity, not tokenism, with partnerships invested in the long 

term.  

• A policy and message reversal is needed for farmers, emphasising that soil health, 

rather than paying for chemical products, is economically beneficial. 

• There should be an option for farmers to get together in clusters to tackle soil erosion 

and nitrate use. 

• Real change will only occur if Southern Water create successful partnerships and 

share resources.  
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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 are as follows. 

Q1: Was the purpose of the workshop clear? 

 

Comments 

• “Some people on the table had a steeper learning curve – they had not all heard of 

Let’s Talk Water.” 

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

 

 

Comments 

• “Excellent overview, dropping into detail but event was more implicit than explicit 
(catchment partnership outcomes).” 

• “Particularly in meeting other organisations – good bit of networking.” 
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Q3. Did you have sufficient opportunities to provide your views? 

 

Comments 

• “Mechanics worked well on the day – good mix of info / explanation and sharing in 
workshop.” 

• “Yes and no. I think the balance was a little off – too much presenting.” 

• “In-table approach very comfortable and inclusive.” 
 

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

 

Comments 

• “Small tables work.” 

• “Perhaps more time between screen talks for table comment.” 
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Q5. Did you think the electronic voting software was useful? 

 

 

Comments 

• “Yes and no – not everyone involved but good for interaction.” 

• “Some people did not have smartphone, so were a little excluded.” 

• “I think so, but some quite generalised, needs discussion to explain more.” 

• “Interactive way of eliciting responses from attendees.” 
 

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

 

Comments  
 

• “Comfortable, some limited viewing but generally OK. Food + refreshments first 
class, as free.” 

• “Excellent venue.”  
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Q7. How could we improve future workshops? 

Comments 
 

• “Keep talking, sharing, listening for partnerships, follow shared resources and 
outcomes.” 

• “I do believe Southern Water are interested in altering practices in response to 
consultation, unlike some companies that distort the statistics to suit their own 
agendas.” 

• “More interaction, discussion time + less on presentations.” 
 
Q8. Would you attend future workshops? 

 

 

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

Comments 

• “Public communication & education – collaborative working.” 

• “Link with the Chamber [of Commerce] on sector-based forums, i.e. construction and 
manufacturing, to educate, work with business, planners, etc.” 

• “More localised meetings / stakeholder events.” 
 

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

Comments 

• “Would be good to hear more about specific water resources, challenges, although 
may be covered in other workshops.” 

• “Southern Water should focus on pressing to be a statutory consultee for planning 
applications so that your input is not ignored by developers.” 

• “In all, excellent session, good content, excellent presentations.” 
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