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Agenda

Time Agenda item

9.30am Registration and coffee

10.00am Welcome and introductions

10.15am Our Business Plan

11.10am Coffee break

11.25am Focus on sewer flooding

12.20pm Focus on water resources

1.20pm Close of main workshop and lunch

2.00pm Optional surgery sessions:

- Planning for future growth

- Bathing water quality

- Water resources (continuation of morning

session)

3.00pm Close



3

Southern Water
Our customer supply region
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Who we are and what we do



Why we want to work with you 

• Listen to stakeholders and act on feedback

• Ensure continued engagement on delivery of our business plan

• Help review, shape and improve our services and activities

• Identify opportunities for collaboration, partnership working and co-

creation of approaches

• Inform development of our future plans

• Effective and meaningful engagement will support our case to Ofwat 

for future investment

• We have a duty to consult the public as part of the development of our 

Water Resources Management Plan
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Stakeholder insight - summer 2016

Perceptions – on a 

positive trajectory 

but lots more to do

Mixed views on 

engagement 

experience. Need 

more timely and 

consistent 

information
Key interests -

removing wastewater 

effectively, planning 

for the future and 

water resources

High interest 

in topic 

specific 

workshops

Keen to 

compare our 

performance 

with other 

companies

Themes - regional 

variations, lack of 

follow up, not sure 

who to contact, 

confusing and 

complex information

60% said they are 

happy with what they 

hear from us but 36% 

would like to hear more



Our Business Plan - Performance in Year 

One and Future Priorities



18 month 
engagement 
programme

34,000 
customers 
and 
stakeholders

26 customer 
promises

99

Our Business Plan - what you told us

Customer priorities for 2015 - 2020
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How we acted on your feedback

Our Business Plan for 2015 - 2020

• No restrictions on water use, unless there are 

at least two dry winters in a row.

• Reduce the amount of water used by 15 litres 

per person, per day.

• No ‘serious pollution incidents’ affecting local 

rivers, streams and beaches caused by our 

operations by 2020.

• Improving our standing in the regulators’ 

customer service league tables.

• Improve the standard of bathing waters.

• Making efficiency savings to keep customers’ 

bills as low as possible.

The six outcomes: Customer promises include:



Some examples

What you told us How we acted on your feedback

Improving coastal waters is a high priority We committed to raising the number of beaches with 

‘excellent’ bathing water quality by 2020

£ incentive/penalty

You want us to do more to minimise 

sewer flooding

We committed to a 25% reduction in sewer flooding

£ incentive/penalty

You want better information and advice to 

make informed choices about water 

usage and how to save money

We committed to reduce the amount of water used by 15 

litres per person per day through better advice on saving 

water energy and money

£ incentive/penalty

You want a clear and easy to understand 

bill

We are re-designing our bills

You want better advice on blocked drains Our ‘Pain in the Drain’ campaign is targeting blockage 

hotspots

You want us to do more to help 

vulnerable customers

We have introduced a social tariff and are working with 

community groups, charities and others to encourage 

uptake11



Performance update
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Performance update
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Highlights from 2015-16

• For an average household, water and sewerage 

services cost less than £1.14 per day

• Spent more than £45 million in 2015-16 as part of our 

programme of maintenance, repair and refurbishment 

of the wastewater network

• 99% bathing waters meet European standards – best 

record in England

• First in UK to introduce universal metering which cut 

water use by up to 16.5%

• Over 2015-16 our water saving team have helped 

customers reduce average water use by a further 5 

litres, per person per day – equivalent to around 20 

cups of tea

• Amongst the lowest water consumption in England 

and Wales

• Top performer amongst water and sewerage 

companies on leakage – target exceeded by 4 million 

litres per day
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Key challenges

• Our performance against Ofwat’s customer service measures show we 

fall short of the standards we would like – lowest reported scores in the 

industry (2015-16).

• We have a new pro-active contact team who are working to address 

issues before customers are aware of a problem.

• In Q1 of this year (Apr–Jun), we received over 40%                                          

fewer customer complaints compared to the same                                 

period in 2015–16.

• We missed our reduction target for internal flooding incidents in 2015-

16, but we remain on track to achieve the 25% reduction by 2020.
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Examples of issues in our region



Stakeholders’ Views

Stakeholder insight –
Summer 2016

• Reducing sewer flooding

• Planning for future growth

• Planning for future water 
resources.

Sussex Stakeholder Panel 
– wastewater

• We should do more to 
promote our “green 
credentials” to contribute 
to broader change in 
behaviours

• Better understanding of 
our role in the planning 
process and the “duty to 
connect”

• Shellfish waters are 
important but may not be 
a priority for our 
customers

• How can Southern Water 
work with farmers to 
identify and address the 
problems caused by 
pollutants.

Sussex stakeholder panel –
water resources

• Possible energy and water 
supply synergies for 
coastal desalination plants

• Consideration of a range 
of tariffs e.g. water over a 
“target” use could be 
charged at a higher rate

• More grey water re-use 
including working with 
planners and developers 
to introduce dual systems 
in new developments

• Working with local 
authorities to incorporate 
water efficiency standards 
into planning conditions 
for new builds.
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Customers’ long term priorities – key 

themes
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Effective customer 
service and engagement

Protecting 
nature and 

the 
environment

Investing in 
infrastructure for future 

generations

Constant 
supply of 

high quality 
drinking 

water

- Preserve for future 

generations

- Avoid pollution

- Partnership working

- Guardianship

- Want clarity of roles, e.g. EA, 

LA, SW

- Bathing water safe for 

swimming

- Water as a resource

- Act now to reduce 

future flooding

- Investing in old 

infrastructure (future 

resilience)

- Resolving leaks

- New technologies

- Perception of over-

development

- Repairing sewers

- Population growth

Safe clean water

- Cloudiness and 

discolouration

- 3 drought steps 

sensible

- Water hardness an 

irritation but 

accepted

Education –

water efficiency

- Solve our problems

- Communicate 

activity

- Actual usage 

information

- Support social tariff 

(as long as not 

abused)

- Impact on environment

- Addition of chemicals

- Rota cuts in extremis only

- Impact on environment



Discussion

Part 1: Priorities for the 2020-25 Business Plan

We asked customers to think about their long term priorities. The research identified a 

number of key themes.

• Do these themes reflect your priorities?

• Are any key themes missing?

• What is most important to you?

• Where should we focus our effort?

Part 2: Performance Reporting

Our annual report sets out our progress towards meeting our customer promises and 

includes a traffic light summary. It is available on our website together with a two page 

summary for customers. We publicise the report through our quarterly stakeholder 

newsletter. 

• How you would prefer us to report on our performance?
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Sewer Flooding

Autumn 2016



Responsibilities
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Broader policy landscape

21st Century Drainage Programme

• Developing a drainage strategy for the future

• Smart innovative and targeted investment

• Promote stormwater management

• Sustainable drainage systems

• Increased partnership working high profile public campaigns

Defra Flood Resilience Review

• Improved understanding of risk

• Testing resilience

• Increasing resilience

• Next steps

22



Causes of sewer flooding
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Wastewater customer promises

Our commitments and promises in relation to removing wastewater effectively are:

• No increase in the number of sewer blockages in our sewer network

• Reduction of 25% in sewer flooding inside homes and businesses by 2020

• No increase in the number of incidents of sewer flooding affecting outside areas

• Reduction of 5% in complaints about smells from our wastewater treatment works and 

pumping stations by 2020   

We are focusing on sewer flooding at today’s workshop as this has been raised as a key 

issue by stakeholders and identified as requiring significant improvement by our customers.
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Performance
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Customer promise Target Current Performance

Number of properties affected 

by internal sewer flooding

2070 over 5 years 450 – 500 (less than 1% 

of customers)

Number of properties affected 

by external sewer flooding

9694 per year 7500 – 8000 (less than 

1% of customers)

Number of blockages 23,000 per year c.22,000



Examples of 

sewer flooding 

impacts

• Inside homes and 

business

• Outside areas including 

gardens and patios

• Parks, playgrounds or 

village centres

• Public buildings (schools, 

hospitals etc)

• Local economy

• Elderly, disabled or 

vulnerable customers

• Extended periods

• Restricted toilet use

26



27

Examples of key issues in our area



Sewer flooding options: manage flows

• Better response to emergencies

– More staff and emergency 

equipment

– Proactive responses to 

developing storms

• More CCTV and sewer jetting

– More work to find and remove 

blockages

– Focus on known hotspots

• Better monitoring and data

– Gathering more ‘real time data’

– Quicker response

• Non return valves and other 

mitigation measures

– Reduce impact of flooding to 

individual properties
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Sewer flooding options: prevent flows

• Major floor defence partnerships

– Part fund EA flood defence projects

– Protect customer’s properties from 

sewer flooding

– Protect our pumping stations and 

treatment works

– Flood barriers, walls or flood plain 

schemes

• Sustainable Drainage Systems (SuDs)

– Slow and hold back water

– Reduce pollution

– Green roofs, permeable surfaces, 

wetlands

• Separating stormwater

– Lay separate system for surface 

water

– More capacity for wastewater
29



Sewer flooding options: store or 

release flows

• Improving the sewers

– Repair or line sewers

– Replace with larger pipes

• Storing stormwater

– Storage tanks to hold water 

during heavy rainfall

– Re-introduce excess water 

back into the system once 

storms subside
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Sewer flooding options: education

• FOG and unflushables campaign

– Encourage behaviour change

– Help prevent fats, oils and 

greases, wet wipes and other 

unflushable items entering the 

sewerage system

– Help prevent sewer blockages

– Focus in hot spot areas
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Group discussion

Part 1: Funding to address sewer flooding problems

We target our investment towards the most serious sewer flooding problems and 

generally treat all types of customers and properties equally. We would like you to 

consider whether we should take more account of the impact of sewer flooding on 

particular customers or types of properties when making our investment decisions.

• When making investment decisions, which problems, customers or types of 

properties should we prioritise?

Part 2: Options to address sewer flooding problems

• Are we missing any options to help reduce the risk and impact of sewer 

flooding?

• Where can we do more?
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Voting questions

• We would like to ask you 7 questions about the priority we should 

place on a number of types of problems, customers or properties when 

making decisions about work to address sewer flooding problems. 

• These are:

1. Internal areas of customers’ homes and businesses

2. Elderly, disabled or vulnerable customers

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

4. Customers’ gardens and patios

5. External spaces such as parks, playgrounds or village centres

6. Customers who have experienced external flooding over a continuous 

extended period (e.g. two months or more)

7. Restricted toilet use 

33



Water Resources

Stakeholder Workshop

Autumn 2016



Outline

• Morning session:

– Water resource management planning 

– Review of some of the key decisions 

– Voting buttons, let us know your thoughts!

• Afternoon session

– Much better than the wastewater afternoon session 

– Review of the types of options that we consider when 

we plan

– Provides us your thoughts on the schemes



Questions typically asked

• Do we have enough water to meet our future needs?

• When are you going to run out of water with all this house building?

• What about climate change, how’s that going to affect water in the 

future?

• What’s a sustainable level of abstraction?

• How much water do you need in the future?

• Why don’t you use sea water to meet our needs?

• They never have temporary use bans anywhere else why do we have 

them all the time?

• Why don’t you import water from Wales or Yorkshire?

• Why don’t you just share water between companies?

• So how do we answer these questions……welcome to the world of 

planning and in particular water resource management plans and 

drought plans



Water Resources Management Plan

• Water Resources Plan sets out how we 
propose to meet the expected demands for 
water over the next 25 years

• Plans are reviewed and updated every 5 
years and although each company is 
produces its own plan each one is derived 
from one regional plan for the South East 
region

• Plans developed on the basis of comparing 
future demands with water available during a 
drought

• THE WRMP sets out the investments required 
to maintain supplies in each of our Water 
Resource Zones



It’s all about the supply-demand 

balance

Time

Ml/d

supply

demand + 

headroom

demand

demand +

headroom

demand +

headroom

demand +

headroom

demand

surplus

deficit

demand +

headroom

deficit



The supply bit of the equation

• Currently we own and operate three types of sources: 

groundwater (94 sources and 219 boreholes); 8 surface water 

sources and 4 reservoirs

• 80% of groundwater comes from the Chalk aquifers, the 

remaining 20% comes from sandstone aquifers

• Depths of boreholes vary from 3.4m to 230m, with an average 

depth of 75m



Which drought do we select?

• Traditional approach was to look back in time and select the 

worst one

• Approach for our last Water Resources Management Plan was 

to ask customers what level of resilience would they expect

• We developed a new technique to look at the droughts of the 

future

• This technique was used in the National Water Resources 

Study. The key conclusions from this work indicated that there 

are solutions to solve a range of problems / challenges in the 

future

• The key question is whether we should plan on the basis of 

what the customers want or what is required for society or the 

economy



Water available for use during different drought events
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The demand(ing) part of the equation



Demands vary during the day, but it is the 

longer term demands we are interested in



Key aspect is how much more do they 

vary during the summer
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Components of the demand forecasts

• Consumption derived through micro-components analysis of:

– Population Growth

– Property Growth

– Industrial Growth

– Toilet flushing

– Personal washing

– Clothes washing

– Dishwashing

– Garden watering

– Miscellaneous indoor use

– Miscellaneous outdoor use



How many options are there?

• Lots of options to develop, save, reduce, import and recycle water. 

Schemes selected on the basis of costs, environmental impact, risks 

and preferences

• 594 unconstrained options 
across the region

• 194 feasible options
• Each option has associated 

with it a capital cost; opex
cost; environmental cost; 
carbon cost

• All options are screened using 
a Strategic Environmental 
Assessment (SEA)

• In addition a Habitats 
Regulations Assessment (HRA) 
is undertaken



Demand options

• Leakage reduction

– Reduced need to abstract water 

from rivers. Conserves storage 

where available

– Relatively expensive, does not 

make systems more resilient to 

drought

• Seasonal and rising block tariffs

– Could reduce demand by 5%. 

Conserves supplies

– Doesn’t improve resilience. 

Potential affordability issues

• Water efficiency kits

– Improved public awareness, 

reduces demand

– Does not improve resilience. 

Relies on action by customer
47



Supply options

• New surface water reservoir

– Improves resilience. Provides 

additional water in summer

– Relatively small volume of additional 

water. Long time to implement and 

environmental/landscape impacts

• Desalination

– Reliable even in drought. Improves 

resilience

– High energy, costs and carbon 

footprint. Concentrated salt by-

product

• Water re-use

– Reliable even in drought and extra 

water in the environment

– Potential negative public reaction
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Supply options

• Catchment management

– Cheaper and benefits wider 

environment

– Difficult to quantify effectiveness

• Transfers from other water 

companies

– We already share water and work 

together – South East Water 

Resources Group

– Future options could become 

more expensive. Dependant on 

water resources available
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Now it’s your turn..

• On your tables I’d like you to think how far we should go to increase 

the resilience of our water resource network. Should our planning be 

based on:

- the worst historic drought

- potential future droughts

- what customers are willing to pay

- potential impact on the economy

- level of protection given to the environment 

• Have a discussion on your tables about the different options that we 

have presented. 

- consider the pros and cons of them all

- how much focus should be on supply vs demand schemes

- which do you believe will be most effective 



Now it’s your turn..

• We would like to go through 10 questions with you to understand what 

your preferences might be

• These insights will help us understand and shape our engagement with 

customers in the future

• For example when we were developing our last plan you provided us 

with insights into preferences for the types of options you preferred and 

how resilient you wanted plans to be

• Based on this information we then undertook further research with over 

two thousand customers which all helped to shape our plans


