
Water for life
Our plans for 2020-25 (and beyond)



Our Business Plan 2020-25 explores how we’ll 

deliver a safe, reliable water supply for the 

next five years and beyond. This document 

is an at-a-glance guide for our customers on 

what we’re proposing.

Water is essential to every aspect of our lives. 

We drink it, cook with it and use it to clean. It 

grows the food we need, helps generate the 

energy we use, and goes into the creation of 

everything we own. 

But our water supply faces big challenges.  

The population of the South East is growing 

fast, and climate change will bring droughts 

and more extreme weather. It’s a future of more 

people needing water and wastewater services, 

with less water to go around.

The vital nature of water, and the need to keep 

it flowing far into the future is what we mean 

by Water for Life. And it’s why we need to start 

acting now for the challenges ahead.

Keeping 
the water 
flowing

FACT

 

Water’s a forgotten 
necessity – you can’t 
do without it but you 
just take it for granted.

15% growth in 
the population of 
the South East is 
predicted by 2045.

CUSTOMERS SAID…
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Acting on what 
you told us
To help us create our plan we contacted hundreds 

of thousands of current customers, businesses, 

independent experts, regulators (like Ofwat), and 

many young people who might be customers 

themselves one day.

Your expectations were clear. We should:

focus on the basics like customer service, 
water quality and affordable bills

make sure we use water wisely 
(and help you to do the same)

protect the beautiful 
environment we all share

make sure we’re fit for whatever 
the future might bring.

Alongside what we do, you also care deeply about 

how we do it. You want us to deliver great services 

with good communication, to work together with other 

organisations and with you, and to use the latest smart 

technology to keep the water flowing.

As you’ll see on the following pages,  

we’ve already made a start.

If we don’t have 
clean water, 
everything falls 
apart. So clean 
water is a must.

CUSTOMERS SAID…

Over 1 million 
people helped us 
in the creation of 
our business plan.

FACT
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We’re focused on delivering clean, safe water, 

through a reliable, future-proof network, at a 

price that everyone can afford, and with great 

customer service at every step.

Our improvements to the water network include 

hundreds of kilometres of new water mains, and 

refurbished water treatment works. This will cut 

supply disruptions, while maintaining the same 

clean, safe water we all need. 

We’re working towards a refreshingly easy 

customer experience, with simple and 

personalised tariffs and payment plans, hassle-

free ways to get in touch, and a dedicated 

Southern Water team to quickly resolve your 

questions or complaints. We’re also overhauling 

our online services, and sharing more regular 

updates when there’s a planned (or unplanned) 

interruption to your water supply.

Becoming 
brilliant at 
the basics
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Water is essential for life, which means 

we need to make sure that everyone can 

afford our services, especially those who 

may be in vulnerable circumstances.

To keep water affordable we’re making  

a big effort to reduce bills by more than  

3% by 2025. We’re also launching our 

Reach & Support programme, which will 

bring together partner organisations to 

provide support for customers in need. 

We’ll make sure our teams have the skills 

they need to identify and prioritise the 

needs of every vulnerable customer. 

Spotlight on 
affordability and 
vulnerability

>3% reduction 
in customer 
bills proposed 
by 2025.

When it comes to 
the water and stuff 
like that, I just want 
to pay my bills and 
forget about it.

CUSTOMERS SAID…

FACT
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We’re taking the lead in looking after the 

South East’s most precious resource, but 

everyone has a part to play – from big 

changes to how we supply water and 

wastewater services, to simple things we 

can all do around the home.

We’re reducing the amount of 

water lost to leakage with large 

investments to upgrade and 

replace our water mains, and by 

using advanced tech like drones and 

satellites to spot leaks early. We’ll 

also replace 30 smaller reservoirs 

with eight new ones and invest in 

more automation around the network.

We’re working with local authorities and 

developers to encourage the building of new 

homes that use the latest water-efficiency 

technology. And our Target 100 programme 

will help all of us in the region to work 

together to cut the amount of water we use. 

Taking care 
of water

6

Water for Life – Our plans for 2020-25 (and beyond)



7

In a future of more people in the South 

East sharing less water, we all need to do 

the simple things that help reduce the 

amount we use. 

Target 100 is our long-term plan to 

cut individual daily use to 120 litres by 

2025 (from around 129 litres today) and 

ultimately to 100 litres per person by 2040. 

In turn, we’ll reduce the amount of water 

we lose through leakage from our pipes by 

15% by 2025, and by 40% by 2040.

We’ll help you make the saving by 

upgrading all home meters to smart meters 

that show real-time information on how 

much water you’re using. We’ll help you with 

water-saving tips, gadgets and advice on 

water-saving products. And we support the 

Refill campaign with local retailers, which 

promotes free water refills for customers.

Spotlight on 
Target 100

They should be 
fixing all leaks. It 
is such a waste 
of water.

CUSTOMERS SAID…

330 km of 
water mains 
will be replaced 
by 2025.

FACT
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We’re working with a range of partners to 

protect the environment. This means going 

beyond just doing no harm to actually 

enhancing our natural world.

Over the next five years we plan to invest around 

£800 million in our environment programme. 

This will help us improve nearly 400 km of the 

region’s rivers and many of our bathing waters. 

We’ll also reduce flood risks, cut our carbon 

footprint, and support schemes that improve the 

precious biodiversity of the South East.

Through our Sustainable Drainage 2030 

programme we will completely transform 

our sewer network to make it fit for the 

future, with smart technologies that can 

predict and prevent sewer blockages and 

burst pipes. We’ll also promote the use 

of more soakaways and water butts to 

divert rainwater from the sewers during 

heavy rain, and the creation of more 

green spaces in our towns and cities.

Looking 
after the 
environment
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A catchment is the area of land drained 

by a river – including groundwater, 

estuaries and coastal areas. We have 

nine water catchments in our region.

Through our Catchment First programme 

we’re working with stakeholders, farmers 

and landowners to create a safer, more 

reliable water supply by considering whole 

catchments. We’re working with farmers 

to reduce pesticides and nitrates from 

fertilisers entering streams and rivers, as 

it simplifies the water treatment process 

at our sites. We’re also working with local 

authorities and developers to promote 

sustainable drainage systems that safely 

remove surface water during heavy rain.

Ultimately, taking a more natural, 

catchment-focused view can be cheaper 

than more traditional engineering 

approaches – which helps keep costs 

down and bills more affordable.

Spotlight on 
Catchment First 

I’ve had problems 
with flooding from 
a blocked sewage 
system. People 
flush things that 
block drains.

CUSTOMERS SAID…

40,000 km 
of drainage 
networks serve 
our 4.6 million 
wastewater 
customers.

FACT
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We’re looking far ahead, to ensure that your 

children and their children enjoy the same 

access to water in the decades to come as we 

all do today.

The South East is already a drier region than 

most in the UK, and climate change is going to 

make it increasingly difficult to supply the water 

we all need. That’s why we’re already working in 

partnership with other organisations and experts 

– through programmes like Networks 2030 – to 

start building an innovative, automated network 

and a more reliable future for water.

We’re also working with local authorities to 

turn our wastewater treatment sites into what 

we call Resource Hubs. While Resource Hubs, 

such as our pilot site at Peacehaven, will still 

treat wastewater to the highest standard, they 

could use the heat generated during treatment 

to warm local facilities like swimming pools. 

They could also provide rooms for training and 

community use, and use waste cooking oils 

from local businesses to generate biogas and 

green energy for local use.

Being ready 
for the future
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Innovation is at the heart of everything 

we do. It’s essential to the long-term 

future of the South East’s water supply.

We’re working with a range of academic 

and industrial partners, like the University 

of Portsmouth and Google, to find smarter, 

more innovative ways of running our 

network and making it fit for the future, 

while protecting the environment.

We’ve recently launched 

our bluewave laboratory 

in Brighton, which brings 

together experts and 

customers to imagine 

clever new solutions to 

water challenges. And our 

colleagues are innovating 

too, using our Digital Idea 

Portal to submit their own 

bright ideas. Since the portal 

was set up, we’ve had more than 250 

submissions, and more than a quarter of 

these are already being implemented.

Spotlight on 
innovation

We’ve got to get 
more from the 
water that we’re 
using – that’s just 
the way forward.

CUSTOMERS SAID…

2,500 smart 
water-quality 
sensors will be 
installed across 
the network 
by 2030.

FACT
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Learn more
To learn more about our proposed plans  

for 2020-25, download a more detailed  

version of this document at: 

southernwater.co.uk/our-plans-2020-25

You can also download the full  

proposed Business Plan, which we’ve 

submitted to Ofwat, at: 

southernwater.co.uk/our-business-plan-2020-25

Get involved
For our top tips on using less water  

around your home and garden, visit: 

southernwater.co.uk/ 

water-saving-tips-in-the-home

And we’d love your feedback on our proposed 

plans. Please email us your views: 

insight@southernwater.co.uk

http://www.southernwater.co.uk/our-plans-2020-25
http://www.southernwater.co.uk/our-business-plan-2020-25
http://www.southernwater.co.uk/water-saving-tips-in-the-home
http://www.southernwater.co.uk/water-saving-tips-in-the-home
mailto:insight@southernwater.co.uk

