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Our role is to provide you with an essential service now and in the future, no matter 
what the challenges. We are currently working on developing our long-term plans 
for the next 25 years. It is vital that these plans reflect your priorities and choices 
about the services you receive and the improvements you want to see.  
So we are publishing a series of short documents to explain:

1. The challenges we face over the next 25 years

2. What you told us matters most to you

3. How we can achieve the improvements you want

4. The priority areas for improvement and our updated strategy

 
This document is the third in that series, outlining the options for delivering some  
of the improvements to the service we provide to you and your views on where we  
should focus.

What are the choices?

AN INTRODUCTION 3

   Front cover: Jamie, commercial customer, Southampton.
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WHAT ARE THE CHOICES? 3

Incorporating your views into our business plan is vital to ensure we produce an 
acceptable plan for the next 25 years. You’ve told us what matters to you most.  
You’ve told us about the six areas you consider most important over the next 25 years. 

Now we need to think about the level of improvement in each priority area and how we 
address the future challenges in a way which keeps your bills as low as possible. 

Your priorities:

You’ve told us about the six areas you consider most important over the next 25 years. 

How can we achieve what matters most to you?

We’ve spent the last few months talking to groups of customers and stakeholders 
about these six areas. We explained how we are currently preforming and set out 
some of the future challenges. You told us that, in all these areas, you expect us to 
at least maintain current levels of service, so we talked to you about the options for 
the improvements we could make – and how much they might cost. With that in 
mind, we asked you to choose which were the priorities for improvement and those 
where you wanted to maintain current levels of service. We also asked whether 
there were some areas that you wanted to tackle sooner than others but, for the 
most part, where you wanted to see improvements you didn’t want to wait for them. 
In this document we’ll look at those choices and what you told us.

1.   A constant supply 
of  high quality  
drinking water

2.    Removing  
wastewater effectively 

3.   Looking after  
the environment

4.   Responsive  
 customer service 

5.   Better information 
and advice

6.   Affordable bills
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In each of the six areas we’ve listed your priorities – and used the following 
symbols to indicate how important they are to you.

These are the areas that 
you told us were priorities 
for making significant 
improvements compared to 
current performance.

These are the areas where 
you value the current service 
and your priority is to keep 
service levels as high as 
they are today.

In these areas you told us 
that you want to see some 
improvements over current 
performance levels or there 
are future legal requirements 
that will mean we have to 
make improvements.

Maintain
Current Service

Improvement
Required

Significant
Improvement

Required

Maintain
Current Service

Improvement
Required

Significant
Improvement

Required

Maintain
Current Service

Improvement
Required

Significant
Improvement

Required

WHAT ARE THE CHOICES? 3

How can we achieve what matters most to you?

Under each of the priority areas we show the type of options that we have been 
discussing with customers. For each of the options we include an estimated 
cost, expressed as one to five pound signs ( £ - £ £ £ £ £ ). These are intended 
to help compare the options and enable you to choose where we should invest. 
The actual costs will be affected by a range of factors, including the emergence 
of new technology and the impact of external challenges. 
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DRINKING WATER 3

1. A constant supply of high quality drinking water

Your priorities: 

•      A reliable water supply, now and in the future

•     Drinking water quality at least as high as it is today

•     Acceptable water pressure 

•     Reductions in water hardness

What’s the current situation?

Our 25 year water resources plan sets out how we balance supply and demand for 
water. The plan is based on needing hosepipe bans no more than once every ten years 
and using wider restrictions, such as temporary restrictions on use, or standpipes only 
in extreme circumstances or emergencies. Installing meters in all homes will mean you 
can monitor the water you use more closely, help reduce your bills and ease demand  
on water supplies. 

Our supply systems are designed to provide a minimum water pressure to all properties, 
but around 300 homes have recurring problems. Also, occasionally we have emergencies, 
such as bursts, which mean some customers go without water for short periods of time.  
We aim to restore supply as quickly as possible when this happens. 

Our drinking water quality is currently very high. We take around 400,000 samples 
each year and in 2012, 99.88% met Drinking Water Inspectorate standards. 
Nonetheless we do occasionally receive complaints about taste, odour and discolouration 
issues. We don’t currently remove hardness, as it doesn’t improve water quality. However, 
we understand that scale build-up is an inconvenience and can mean that appliances 
have to be replaced more often, so we do offer help and advice on how to stop scale 
building up when heating water. 

External factors to consider 

Changing rainfall patterns and population growth will affect the availability of water and 
intense periods of heavy rainfall may increase the risk of flooding at our treatment works. 
Ground movement caused by more droughts may cause damage to our water mains. 

As new drinking water standards are introduced, we will need to take action to meet 
them and continue to supply drinking water as the region’s population continues to grow.

1. A constant supply of high quality drinking water
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DRINKING WATER 3

A reliable water supply, now and in the future

Droughts, resulting from extended periods of low rainfall, mean we sometimes have to 
impose temporary use restrictions. These mean you can’t use hosepipes or fill paddling 
pools, which can be frustrating when the weather is good. For some businesses the 
consequences can be more serious.

Our water resource plan looks for the most cost-effective way to meet demand over the next 
25 years. It takes account of population growth and climate change projections and looks at 
options to manage demand for water, including reducing leakage, as well as re-using water 
and buying more water from other companies or farmers who have their own water sources. 
It compares all these options to the costs of developing new reservoirs or treating seawater to 
keep your bills as low as possible.

Shorter-term water supply interruptions, caused by burst mains or other repairs can be very 
disruptive. We know these are easier for you to manage if we warn you in advance and 
tell you how long the problem will last. We do this whenever we can. We currently replace 
only 50km of our 13,700km of water mains each year, so we invest carefully and look 
after our infrastructure and equipment to minimise the impact any problems have on you. 
The choices are how we balance the need to focus on maintaining current supplies and 
supplying new customers, improving the reliability of supplies and reducing the frequency of 
interruptions in ways that are affordable.

Continuing to manage supplies and demand to cope with new housing development 
and population growth. Exploring how we can share more water with other companies. 
Continuing to provide advice, support and products that help our customers to reduce their 
water consumption. Targeting the worst condition mains for replacement, to avoid repeated 
interruptions.

Improving the reliability of water supply to withstand more extreme weather patterns, by 
developing more resilient resources. Expanding our network so we can move water around 
more easily, including connecting our mains with other water companies in the region.

Focusing on significantly reducing short-term interruptions, by increasing our water mains 
replacement programmes. Aiming to avoid any unplanned interruptions. Using the latest 
technology to help identify and repair burst mains quicker.

What are the choices?

OPTION  1

£ £

OPTION  2

£ £ £

OPTION  3

£ £ £ £

Customers we spoke with felt the current service was good,  
but you did question hosepipe bans when drier regions and 
countries seem to manage better. Overall, you expect our 
resources to be more resilient. Improvement

Required
Maintain

Current Service
Significant

Improvement
Required

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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You told us that although water quality was a top priority,  
current standards were very high and that going beyond what is 
required to meet legal standards should therefore not be a priority 
area for improvement. Improvement

Required
Maintain

Current Service
Significant

Improvement
Required

Drinking water quality at least as high as it is today

We know how important it is that you can trust the water that comes out of your tap. 
In some cases however, even though it meets the legal standards, customers 
have concerns about the taste and smell of their water supply. While the water is 
perfectly safe, this can be unpleasant.

We’re committed to delivering water you can trust and we will ensure that whatever 
happens we maintain our current high standards. To do that we’ll invest in and adapt 
our operations to meet new standards as they emerge. We must also consider the 
potential effects climate change will have on the quality of water we extract. We will 
continue to aim for 100% compliance with standards, as we do today.

The question is whether we should also try to address taste and smell concerns, or 
try to ensure there are never any failed quality samples, which would mean looking 
at customer plumbing as well as our own systems. 

Maintaining current water quality and meeting new standards by investing at our 
treatment works and in our mains. Working with farmers and other land users who 
have an effect on the quality of water sources, to minimise their impact and reduce 
the need for more costly solutions.

Going beyond legal standards for taste, smell and discolouration through investing 
in our treatment processes and distribution systems. 

Improving compliance to ensure 100% of samples meet all standards. Taking a 
more cautious approach to water treatment and distribution, perhaps introducing 
extra treatment processes and replacing more of our mains. Replacing the pipes 
owned by our customers that may affect the quality of water samples taken at 
customer taps.

DRINKING WATER 3

What are the choices?

OPTION  1

£

OPTION  2

£ £ £

OPTION  3

£ £ £ £

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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DRINKING WATER 3

Acceptable water pressure

Water pressure can fluctuate during the day and during the year, depending on 
demand. For most customers these changes are not a problem. For a small number 
of you, persistent low pressure is more problematic and can affect the operation of 
your heating appliances and showers. As demand changes and more customers 
connect to the network we need to ensure that more customers don’t end up 
experiencing problems. Most problems that arise can be easily resolved with minor 
investment and local operational changes, but tackling all problems would require 
us to undertake more investment.

Resolving most pressure problems with changes to how we operate our network, 
or with modest investment at local level. Working with customers to identify changes 
they can make to alleviate more persistent problems and perhaps sharing the costs.

Removing all persistent pressure problems, by replacing or renovating mains or 
upgrading pumping equipment. Replacing customers’ supply pipes or helping with 
changes to plumbing arrangements in homes and businesses.

You told us that, although clearly inconvenient, the number  
of customers experiencing pressure problems was small. 
So, compared with other concerns, you don’t consider this a  
priority for significant investment.

What are the choices?

OPTION  1

£

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

OPTION  2

£ £ £

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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DRINKING WATER 3

Reductions in water hardness

The water in our region is naturally ‘hard’, which means it is high in minerals, 
because it comes from chalk boreholes, where the levels of calcium are very high. 
This hardness can cause limescale in kettles and other appliances and chalky scale 
on sinks and toilets. For businesses, it can mean that appliances and equipment 
need to be changed more often. We don’t currently soften the water at our treatment 
works, but we offer information and advice on reducing the effects of limescale. The 
question is whether we should directly invest in softening the water supply from our 
treatment works or provide support to individual customers to tackle the issues of 
most concern to them.  

Continuing to offer advice on managing the effects of hard water in homes and 
businesses. Working with manufacturers of water softening equipment to offer 
access to discounted water softening products. 

Reducing the hardness of the water supply by investing in ways to add chemical 
softeners or other treatments at our water treatment works. Directly subsidising or 
providing free equipment for softening tap water in homes and businesses.

While customers – businesses in particular – find water hardness 
inconvenient, you didn’t think this was a priority for significant 
investment compared with other possible improvements.

What are the choices?

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

OPTION  1

£

OPTION  2

£ £ £

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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3

2. Removing wastewater effectively

Your priorities: 

•     A reliable and effective wastewater service, now and in the future 

•     Minimise flooding from sewers and prevent wastewater from  
       entering customers’ properties

•     Limit any unpleasant smells

What’s the current situation?

We operate a network of 37,000km of sewers and work with planning authorities 
to ensure we can accommodate new housing development while maintaining 
service levels. 

All new sewers are designed to cope with severe rainfall; we use historic records 
to plan for this. Floods from sewers are mainly caused by blockages, collapsed 
pipework, insufficient capacity or problems with our pumping stations. 

In 2011-12, 303 properties suffered internal flooding. Of these, 288 were caused 
by blockages and collapses, and 15 by a lack of sewer capacity. There were 
also more than 5,000 incidents of flooding to external areas. We’re making good 
progress in reducing the number of properties at risk from a lack of capacity, and 
reducing incidents caused by blocks and collapses. However, even at relatively low 
levels we think sewer flooding is unacceptable and you told us you agree.

Our more modern treatment works include state-of-the-art technology to avoid any 
impact from smells on the local area. Elsewhere, thanks to improvements in how 
we operate – and in some cases, specialist equipment – the impact on customers 
from bad smells continues to reduce and in a typical year we receive around 
400 complaints. 

External factors to consider 

More extreme rainfall is likely to increase the risk of flooding from our sewers, while 
extreme cold or drought can also affect underground sewer pipework. In 2016, 
we take legal responsibility for the operation and maintenance of the region’s 
estimated 450 private pumping stations, which will ease the burden on individual 
groups of customers. 

More housing in our region is likely to mean that new properties are built closer to 
the boundaries of our treatment works, so we may have to do more to manage any 
smells. More housing and roads will also mean more paved surfaces, which can 
increase the risk of flooding.

There are a number of things we can do to respond to these external factors and 
continue to deliver the service that you expect of us, particularly in the areas of 
highest priority for you.

WASTEWATER 
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3

A reliable and effective wastewater service, now and in the future

Problems with the sewers near to your properties can sometimes mean you can’t  
use toilets and other drainage. Whilst this affects a small number of customers, 
for short periods of time, the impact on them is significant. When we do carry out 
work to upgrade our pipes or fix problems, the roadworks can lead to disruption, 
which is inconvenient for individuals and can impact local businesses. 

You’ve told us that the current service is good and you want to at least maintain this. 
If we’re smart about how we use technology, we will be able to spot problems sooner 
and ensure that our pumps are more reliable and energy efficient. New pipe laying 
and repair techniques will help us to minimise traffic disruption. In summary, we will 
aim to reduce the impact on you. The key choices for now are whether we continue to 
replace and renew sewers where there are known problems, or we increase the rate 
of replacement to pre-empt problems and provide capacity to deal with new housing 
development and population growth before it happens.  

Continuing to renew and replace our sewers and pumps at the current rate, targeting 
areas of greatest risk and reacting to problems as they arise. Increasing the level of 
‘real-time’ monitoring of our network, to spot issues before they cause problems. 
Catering for new housing development as the need arises. Tackling ‘hot spots’ with 
local solutions.

Increasing the rate of sewer replacement to reduce the risk of future problems and 
proactively replacing pumps to maximise energy efficiency. Expanding the network to 
anticipate new development. Rapidly moving to monitor all major sewers in ‘real-time’.

WASTEWATER 

What are the choices?

OPTION  2

£ £ £

OPTION  1

£

You told us that maintaining a reliable wastewater service was  
a key priority but that our current service is good. On the whole, 
you said we should invest to maintain current levels of service 
rather than seek improvements. Improvement

Required
Maintain

Current Service
Significant

Improvement
Required

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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3

Minimise flooding from sewers and prevent wastewater 
from entering customers’ properties

Though relatively rare, flooding from sewers can have a devastating effect, especially 
when wastewater enters your homes and businesses. There are few things worse 
than internal sewer flooding and we believe it is unacceptable. Flooding of outside 
spaces such as roads is unpleasant and inconvenient and can have a significant 
impact on the environment in which we live and work. 

Changes to weather patterns, as well as more paved areas, parking and housing 
developments, are likely to increase the risk of flooding from sewers and we will 
need to work hard if the problem is not to become worse. Many of the potential 
solutions are expensive, so the challenge is how we balance these with more 
collaborative approaches to managing flooding by working with our customers, 
landowners, developers and other stakeholders, with the aim of eliminating internal 
flooding, whilst reducing external flooding as well. 

Investing to tackle the worst internal and some external flooding problems by 
increasing sewer capacity. Working with customers, developers, landowners and 
other stakeholders to influence planners, establish local drainage solutions and help 
customers to take action to reduce the main causes of blockages.

Tackling more existing problems. Reducing the risk of floodwater from sewers 
entering customers’ properties with measures like flood protection devices. 
Using technology to alert customers in high risk areas to potential problems,  
so they can take precautionary steps to reduce impact.

Aiming to eliminate all future flood risks. Beginning the process of separating rainwater 
from sewers in the worst affected areas and working more closely with other bodies, 
such as local authorities, including providing funding for joint solutions.

WASTEWATER 

What are the choices?

OPTION  1

OPTION  2

£ £ £

£

OPTION  3

£ £ £ £ £

You felt that preventing wastewater from entering properties was 
a key priority for significant improvement. However, you did not 
think it was realistic to eliminate all flooding. You also want to 
see reductions in the number of external flooding incidents which 
affect more people.

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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Limit unpleasant smells

Wastewater treatment processes can cause smells and customers living nearby can 
be affected. Whilst this problem affects only a small number of customers, for those 
affected it is very unpleasant. It can mean they are unable to use their gardens, 
often when the weather is warm and they most want to. More generally it impacts 
their quality of life. In extreme cases, customers have said it causes irritation of 
eyes, noses and throats.

Future housing development closer to our treatment sites may increase the problem 
and we will have to take action to manage the impact on our customers. 

The choices are whether we invest to maintain current levels of service, or try to 
reduce the number of problems by more proactive monitoring and investment in 
odour reduction.

Addressing the worst and longest-standing problems by making changes to our 
operations and targeting investment in odour control equipment. Working with local 
planners to influence the siting of new housing and where properties are built close 
to our sites, working with developers on odour control measures.

Investing in equipment to monitor smells at all of our major sites and investing in 
prevention equipment to try to anticipate problems before they arise.

Aiming to eliminate all cases of odour nuisance, by putting in place odour control at 
all of our sites. As a last resort, considering relocating wastewater treatment works 
away from built-up areas.

3WASTEWATER 

What are the choices?

OPTION  1

OPTION  2

£

OPTION  3

£ £

£ £ £

You told us this was an area for improvement, because, like 
flooding, it’s highly unpleasant for those affected. However, while 
not one of your highest priorities, you expect us to focus on 
solving the worst and longest-standing cases.Improvement

Required
Maintain

Current Service
Significant

Improvement
Required

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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ENVIRONMENT 3

3. Looking after the environment

Your priorities:

•     Rivers and streams free from pollution

•     Clean beaches and coastal waters 

•     Minimise carbon emissions and use wastewater for renewable energy

•     Environmentally sustainable water and sewerage services

What’s the current situation?

We treat wastewater to meet standards set and monitored by the Environment 
Agency. In 2012, 96.1% of our wastewater treatment works complied fully. Tests 
on the safety and cleanliness of the 83 designated bathing beaches in our region 
classed 61 as ‘good’ and 22 as ‘excellent’. 

When things go wrong, such as blockages, breakdowns, or a deluge of rain, it can 
cause pollution. These pollution incidents generally don’t last more than a few 
hours, but they do impact the environment. Our sewer system has built-in ‘safety 
valves’, which operate occasionally, when there is a problem to prevent damage  
to homes or our treatment works. However, these can also result in pollution, often 
to bathing waters. We do all we can to avoid such events and minimise any impacts 
on the environment. 

We monitor and report our total carbon emissions under the Government’s Carbon 
Reduction Commitment scheme. Today, we generate 13% of our electricity needs 
from sewage bio-gas and we’re exploring the possibility of using solar energy and 
other technologies to increase this percentage. We also examine the ‘carbon costs’ 
of our supply chain and work with suppliers and manufacturers to reduce the 
environmental impact of the work we do.

External factors to consider 

It is important for our customers today and those of tomorrow that we protect the 
environment and continue to meet our legal obligations. As social and legislative 
standards increase, we’ll need to invest more in our treatment works and work ever 
more closely with those who have an impact on the water environment. Heavier 
and more intense rainfall may mean more flooding, which impacts our sewers, 
with increased risk of pollution to rivers, streams and bathing beaches.

Longer and drier summers will affect the quantity and quality of water in our 
rivers and streams. So, we may need to take less water from the environment, or 
change how we treat wastewater before we can return it safely to the environment. 
Meanwhile, rising energy costs and climate change legislation are likely to 
encourage further use of renewable energy sources.
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ENVIRONMENT 3

Rivers and streams free from pollution

In our region we’re lucky to have some extremely rare habitats, as well as some of 
the best quality fishing in the UK. Improving the quality of rivers enriches the value 
of the habitat for both wildlife and river users. The most serious pollution incidents 
can harm wildlife and prevent others from using the rivers safely. Such serious 
incidents are unacceptable. Lower level pollution, which might be caused by run-
off from land, or pollutants such as shampoos and other household products, can 
mean that habitats are less rich than they should be. 

We will need to invest significantly over the next 15 years at our treatment works 
to meet the higher standards of the Water Framework Directive. We also need 
to work with individuals and organisations that can have an impact on the river 
catchments, to take a more ‘joined up’ approach. For example, by changing the 
way in which land is used we can reduce the need for expensive investment 
solutions. Finally, we need to get better at assessing the condition of our 
infrastructure and the environment, and using technology to remove unwanted 
chemicals more cost effectively. 

Doing nothing is not an option. The question is whether we should go further than 
the highest legal standards and, for example, aim to eliminate pollution. 

Continuing to invest in improvements to meet higher environmental standards, 
in line with the legal timetable. Using more monitoring of our equipment and the 
environment to alert us to problems sooner and reduce the risk of pollution. 
Taking the lead in working with others to make improvements and reduce the 
investment required.

As well as meeting all legal requirements, aiming to eliminate all discharges of 
untreated wastewater into the environment. Investing in more failsafe systems, 
upgrading pumping stations and ensuring all key infrastructure is upgraded and 
equipped with real-time monitoring devices.

What are the choices?

OPTION  1

£ £ £ £

£ £ £ £ £

OPTION  2

Some feel there is still room for improvement in the quality of 
water in local rivers and streams. On the whole, though, you 
recognise improvements are happening across the region.  
With that in mind, you’re not keen to go beyond the 
improvements required by the Water Framework Directive  
and other legal standards.

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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Clean beaches and coastal waters 

Our coastline and beaches are one of our region’s greatest natural resources and 
whether you’re a swimmer, surfer, sailor or sunbather, clean beaches and bathing 
water provide enjoyment for millions of you. Tourism along the coast supports huge 
numbers of businesses and jobs. Contaminated bathing waters can cause health 
problems and harm the environment, as well as putting off the tourists that come to 
the area to enjoy our beaches.

Not all beaches are designated as ‘bathing waters’. Wastewater discharges to 
bathing waters already have to meet high standards, with the best achieving a ‘Blue 
Flag’. These standards are changing. From 2015 the legal standards will be around 
twice as high as they are now. During heavy rainfall, or when things go wrong, 
safety valves, which stop the sewers becoming overloaded, can discharge untreated 
wastewater into the sea. Pollution can also be caused from run-off from farmland 
and paved areas, roads, animals and illegal sewer connections to rain water sewers. 
In these cases, it is important that we work closely with landowners, farmers, 
businesses and local councils to fix the problem.  

The main choice is whether we invest to meet the new minimum legal requirements 
for bathing water standards, or go further still and work with others to achieve the 
much higher Blue Flag status at some of our beaches.

Working with others and targeting investment to meet the new, minimum standards 
for bathing water from 2015. These standards are higher than the current minimum, 
and Blue Flag standards are even higher, so without action many of our local 
beaches will lose their Blue Flag status. 

Maintaining all current Blue Flag beaches by achieving an ‘excellent’ water quality 
grading against the new higher standards. As well as investing to meet these 
standards, we will need to understand other sources of pollution and work with 
others to address these. 

Bringing all bathing beaches in the region up to Blue Flag status. This will need a 
lot of work to first understand the problems, so we can target investment and the 
work we do with others over a long period of time.

You made clear to us that the quality and safety of bathing water  
is a very high priority for improvement for you. This is because  
of the importance for public health and its significance to the  
local economy. 

ENVIRONMENT 3

What are the choices?

OPTION  1

OPTION  2

£ £

OPTION  3

£ £ £ £ £

£ £ £

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required
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ENVIRONMENT 3

Minimise carbon emissions and use wastewater 
for renewable energy

We use a lot of energy to pump and treat water and wastewater. It reduces our 
costs and environmental impact if we can reduce energy use. Often, investing in 
renewable energy is the cheapest option and can reduce your bills. Generating our 
own energy could also help minimise future bills, if energy costs continue to rise. 

Government policy on renewable energy and carbon emissions will be a major 
factor in how cost-effective it is to generate more of our own power. We will 
continue to invest in energy generation and carbon reduction projects that pay for 
themselves, as we use less power from the grid.

Our operational activities, facilities, construction and maintenance work and the 
manufacture of the materials and equipment we use all impact on the environment. 
We will work with our suppliers to balance carbon emissions with costs and we 
can make a big impact by doing this. The choice is how far we go in reducing our 
carbon emissions, especially where the benefits are harder to quantify. 

Meeting all Government standards and investing in renewable energy where it saves 
money to do so. Reducing the carbon impact of the goods and services we buy.

Generating more of our own energy from renewable sources like bio-gas, solar or 
wind, even where it is not currently the cheapest option. Setting a long-term target 
to reduce our carbon emissions by 50%. 

Investing to generate all of our energy from renewable sources and aiming to be 
carbon neutral by 2040. To do this, we’d need to develop emerging technologies for 
energy-efficient equipment, network operations and logistics.

Some of you feel that as a big company, using more renewable  
energy should be a priority for Southern Water. But many were less 
willing to make investment that doesn’t pay for itself, given our 
current level of activity through higher water bills, because of doubts 
about the efficiency of wind and solar energy and because even large 
carbon reductions for us are less significant on a global scale.

What are the choices?

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

OPTION  1

OPTION  2

OPTION  3

£ £ £

£ £

£

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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ENVIRONMENT 3

Environmentally sustainable water and sewerage services

As a company we take our environmental responsibilities seriously. All our  
activities have a significant impact on the local environment. For example, 
taking too much water from the environment can reduce flows in local rivers, 
affecting the local wildlife, as well as affecting anglers and other water users.If we 
do not treat wastewater and sludge to a high standard than we can cause pollution 
to land and water. 

We are committed to continually improving our environmental performance. 
Our plans must include a focus on working with others in river catchments, or local 
communities to solve issues, as well as increased investment in our infrastructure. 

However, there are decisions to make when it comes to how much we go beyond 
our legal obligations in our investment decisions, in particular where such decisions 
might have a big impact on your bills.

Aiming to strike a balance between cost and environmental impact by investing to 
achieve higher legal standards and where it is most cost-effective. Addressing the 
most serious environmental issues and tackling local issues in partnership with 
local environmental groups and through providing sponsorship, expertise and time. 
Examining water trading as a way to make better use of the resources available 
and manage the environmental impact of water extraction. Working with customers 
and other parties, such as farmers, to reduce unnecessary water use. Disposing of 
sludge from our wastewater operations in sustainable ways.

Giving greater weight to environmental impacts in our decision making and  
always taking the most environmentally sustainable option – minimising our 
environmental impact of our water and wastewater operations. Investing in 
alternative sources of water, or finding new ways to reduce demand to reduce 
extraction from environmentally sensitive sources, ahead of any legal obligation. 
Using wastewater as a resource to create wildlife habitats, such as wetlands,  
in partnership with local land owners.

You recognise our key role in protecting the environment, and feel 
this should be a priority for us. But you also note we’re already 
making significant improvements and feel maintaining the current 
rate of improvement is right.

What are the choices?

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

OPTION  1

OPTION  2

£ £

£ £ £ £

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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Your priorities:

•     Quick and effective responses to your questions

•     Understand and address your individual needs, concerns and expectations 

•     A service that reflects local issues and concerns

What’s the current situation?

We know that, because most of you can’t choose your water and wastewater 
company, we have to provide a high level of service, which is easy for you to use 
and provides value for money. Generally, our standards of service are high and we’ve 
focused on the speed of our written response and the time you have to wait to talk to 
one of our team. 

Our call centre is located in the centre of the region, so our staff have good local 
knowledge. It’s open six days a week, and there’s also a 24-hour helpline for 
technical problems with your water supply, leaks or sewers. 

We use email, internet and home visits more and more, as well as offering different 
ways to pay bills. Our website includes a range of self-serve options, such as 
submitting meter readings and setting up direct debits online. Many of our large 
investment schemes have customer liaison teams based locally. 

For our business customers we have account managers who are finding out more 
about what business customers need and expect from us. Once all customers have 
meters we will be able to better understand patterns of use and help you manage 
your bills. We know we need to do more to deliver value for money services that 
are tailored to your needs. We also want to make your contact with us easier and 
more flexible for you.

External factors to consider

Your expectations of our customer service will continue to increase, as you expect us 
to keep up with other companies. Competition for business customers – and maybe 
one day all customers – will mean you expect a wider choice of tariffs and service 
packages. Developments in communications technology will also mean a wider 
range of ways to contact us and manage your accounts.

SERVICE 3

4. Responsive customer service
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SERVICE 3

Quick and effective responses to your questions

We know how frustrating it is when you contact us with a question or a problem 
and you end up having to speak to several people, or make more than one call, to 
get it resolved. We think it is unacceptable, and we’re working hard to make sure it 
doesn’t happen. Our aim is to make your life easier, but there are choices 
about where we should focus most attention.  

Reducing your need to contact us in the first place and when you do, ensuring 
we answer your queries at the first attempt. Focusing on the way we provide 
information to you. Improving how we organise ourselves, use our systems  
and train our teams. Ensuring we understand the things that irritate you,  
and fixing them. 

Going further to implement new systems, services and training to make things 
easier for you. For example we can extend the ways we interact with you, your 
ability to get the information you need and the times we’re available. We can look at 
how we take these services out into communities and businesses, so that they can 
be tailored to your needs.

What are the choices?

Your views on the level of improvement needed in this area reflect 
individuals’ experiences – some good and some less so. But your main 
priority is for us to improve satisfaction levels by providing you with a 
more consistent service, but without significant investment.

OPTION  1

OPTION  2

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

£ £

£

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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Understand and address your individual  
needs, concerns and expectations

The services we provide are essential to life and because most of you don’t have 
a choice over who supplies your water, we have an extra responsibility to 
understand your priorities and individual expectations, and ensure we balance these. 
That applies equally to our long-term plans and our day-to-day work. 

Better understanding your priorities and preferences will help shape our future plans 
and make sure our services meet your expectations. There are choices about how 
much you’d like to be able to choose the individual services you receive – perhaps 
different types of tariffs – or internet-only services. 

Understanding, in detail, your needs, so we can change the way we work with you. 
Using the extra information provided by our meters to develop different tariffs and 
services, which put you more in control of your bills. Developing more engaging 
ways to provide information to you. 

Using new technology and systems to develop options for more tailored services. 
Partnering with other organisations to ensure that our services effectively respond to 
economic and social changes.

You tell us a personal, empathetic service when you contact us is 
very important to you, and that we should focus on improving this 
as well as offering choices of services and tariffs.

SERVICE 3

What are the choices?

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

OPTION  1

OPTION  2

£

£ £

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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SERVICE 3

You tell us you don’t have enough information about what’s going 
on in your area, and that we need to improve on this. You say 
you want to see more local-level contact and communications.

A service that reflects local issues and concerns

A lot of the feedback we’ve received reflects your desire to know our plans for your 
local area. Our business is part of the local environment and community and we’re 
passionate about this relationship. We already work with local community groups 
across the region as well as sponsoring region-wide events like South East in Bloom 
and Learn to Swim. The question is how far we go with ‘localisation’ of our work 
and services.

Continuing to use our website to tell you more about our activities in your region. 
Extending our customer research programme so that we learn more about local 
concerns and issues and how we can address these. Working with community 
groups to manage issues together where possible. 

Making our business both regional and local. Building stronger ties between our 
operations and the local environment, economy and communities. For instance 
making direct links between a local river and the way water is used in the 
community. Working with a wider range of local organisations and attending local 
events. Tailoring services to your local priorities and maybe having different charges 
to directly fund local improvements.

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

What are the choices?

OPTION  1

OPTION  2

£

£ £

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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INFORMATION & ADVICE 3

5. Better information and advice

Your priorities:

•     Information on ways to save water

•     Advice on how to avoid blocked drains and sewers

•     A clear, easy-to-understand bill

•     Information about where your money goes

What’s the current situation?

We know our customers don’t have a really good understanding of the way we 
manage and maintain the services we provide. We also know that you would like 
lots more information, so you can make informed choices about your water use. Our 
metering programme is leading the industry and we provide specific tips on saving 
water, energy and money, and offer free or discounted water-efficient products. 
We’re now also testing special key fobs that let you read your own meter. 

Our website has guides on preventing blocked drains, and we’re currently working 
with a local charity and Ford Prison to provide a collection service for cooking fats 
that might otherwise cause blockages. Our community and school talks programme 
covers both water efficiency and drainage. 

We know our bills, letters and other sources of information can sometimes be 
confusing, or not contain the information you need, so we’re working on simplifying 
them. We’re also working to promote other ways to share information and get 
feedback from you – for example via the internet, text messages and social media. 

External factors to consider

The effects of climate change and population growth make water efficiency and 
preventing blockages in drains and sewers even more crucial. The solutions to 
some of these problems are complex and we have a big part to play in joining up 
with others to make information and advice clearer and more consistent so our 
customers can take informed action. 

Advances in technology will help us provide more specific, detailed information 
about your water usage and your bill. 
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INFORMATION & ADVICE 3

Information on ways to save water 

Nearly all our water customers will soon have a meter, which means when you 
save water, you save money. The benefits also go beyond savings on your water bill; 
around 20% of water used in the home is heated, so saving water can also mean 
savings on your energy bills. 

Reducing demand means there’s less need to take water from the environment, it also 
lowers treatment and pumping costs and reduces or delays the need to develop 
additional resources. So, the savings go beyond just the immediate benefits.  
We’re committed to helping you save water and money, and you’ve told us you’re 
keen to do so. The question is whether we continue working on raising basic 
awareness, and working with others or go further in influencing government 
policies, working with manufacturers and providing additional products and services.

Continuing to provide information on our website and with your bills, and with our 
community programme of talks and roadshows. As technology develops we should be 
able to provide more information at little additional cost. Working with our business 
customers to help them manage their usage and save water. Working with others and 
try and influence policies and regulations on standards for water efficient products.

Expanding the level of information, products and services to cover things like 
rainwater harvesting and water recycling. Giving everyone detailed individual advice 
and subsidised devices. Exploring how technology can help us deliver more detailed 
and targeted up-to-the-minute advice and information.

You feel the level of information available is generally good, 
but not all customers are aware of it. So you told us raising 
awareness of our current service is a better option at this stage, 
than expanding it to cover new areas. 

What are the choices?

OPTION  1

OPTION  2

£

£ £

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required
Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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Advice on how to avoid blocked drains and sewers 

When household drains get blocked it can mean you can’t use toilets and sinks 
and it may lead to expensive call-outs and repairs. Yet there are some simple steps 
we can all take which reduce the risk of your drains getting blocked. These steps 
will also reduce the risk and cost of blocked sewers and so help keep your water 
bills down.

We typically clear around 12,000 blocks in our sewers every year and since we 
took responsibility for all shared drains and sewers in October 2011 the rate has 
almost doubled. Private drainage companies will have cleared many more 
blockages to household drains. So, if we can really tackle the problem, you should 
save money. Of course, the results aren’t certain, as the effectiveness will depend 
on the response from you. The question is, how much we do spend on this issue to 
ensure we make a difference.

Continuing to provide information on our website and with your bills, as well as 
running regular awareness campaigns, in particular focussing on areas where we 
have known problems. Working closely with commercial customers to ensure they 
understand the risks of disposing of fats, grease and oils via their drains.

Stepping up our campaigns and distributing free products and specific advice to 
help prevent fats and greases getting into drains and sewers. Extending our pilot 
projects on fat collection and exploring opportunities to produce bio-diesel from the 
collected materials.

You said this is a priority for improvement, as it addresses the 
cause of the problem and can help reduce costs. While you think 
we’re doing some good work in this area, awareness is an issue. 
Overall, you feel we should focus on making more information 
available and raising awareness with the aim of significantly 
reducing the number of blocked drains. 

INFORMATION & ADVICE 3

What are the choices?

OPTION  1

OPTION  2

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

£

£ £

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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INFORMATION & ADVICE 3

A clear, easy-to-understand bill

We still produce paper bills, and questions about our bills are one of the main 
reasons you contact us. We know we can do more to present information more 
clearly and make it easier for you to manage your account. We want to make our 
bills easier to understand. We’ll shortly introduce a new format for printed bills that 
includes a more detailed explanation of what your bill means. We also want to give 
you information that helps you manage your own consumption. 

Making all of our current communications easier to understand and act upon.  
Providing more personalised information and offering options for e-billing and online 
account management. 

Investing further in account management and access to a wider range of 
information on consumption. Perhaps linking with other service providers to link bill 
payments to make your life easier. 

You feel we should make improvements to make bills less 
complex quickly and at minimum cost. Your focus is on  
simplicity, transparency and information that enables you to 
manage your consumption. 

What are the choices?

OPTION  1

OPTION  2

£

£

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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Information about where your money goes

We’re proud of the essential service we provide and the huge environmental 
improvements we’ve delivered, but we recognise that most of you don’t have much 
information about what we do and you’d like to know more. In particular you like to 
know what’s happening locally and we try and make that information available on 
our website. We’re committed to engaging more with our customers and local groups 
and we want your input and feedback, so we can improve our services and plan for 
the future. The choices are really about the best way to do this. 

Continuing to use our website and billing information to give you more information 
about what we do. Extending our presence on social media sites, like Facebook  
and Twitter. 

Telling you more about what’s happening in your area, perhaps through increased 
local advertising and direct mail. Developing more ways to encourage customer 
feedback, and using technology to stay in more regular contact with all customers.

You tell us that improvements in this area could be made 
easily and quickly, and that clear information on services and 
improvements is especially important if bills are increasing. This 
will become even more important if a more competitive market 
means you can switch supplier in future. 

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

INFORMATION & ADVICE 3

What are the choices?

OPTION  1

OPTION  2

£

£ £

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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6. Affordable bills

Your priorities:

•     More efficient services through innovation, research and new technology 

•     Practical ways to save water and save money

•     Help to ensure vulnerable customers can afford their bills

What’s the current situation?

You expect the service we provide to be as good as you receive from any other 
company that you choose to do business with. In fact, because most of our 
customers don’t get to choose their water company, you expect an even higher 
standard from us. Whilst Ofwat provides a ‘back-stop’ to ensure we are efficient,  
we know that your feedback should be the measure of our success. 

Right now, we provide a lot of advice and guidance on water efficiency on our 
website and with your bill. In 2011-2012 we sent out more than 18,000 toilet 
cistern devices which save water, as well as other devices such as showerheads, 
hosepipe triggers and water butts. Customers in our metering programme get tips 
on how to save water, energy and money and so far 60% of them are paying less. 

We know that, for a small number of our customers, it’s a real struggle to pay our 
bills. We help these customers in several ways: for example, our Water Sure tariff 
helps vulnerable customers who need to use a lot of water. Our Debt Advice Centre 
and Charitable Trust work with customers struggling to afford their bills and we 
offer every customer the option of flexible payments. There are also special tariffs 
available through our metering programme. Soon we will be introducing a social 
tariff for our most vulnerable customers. 

External factors to consider 

The economic climate over the next 25 years will affect your bills, in terms of  
how affordable they are. It will also impact on the take-up of tariffs for more 
financially vulnerable customers. Changing weather patterns, population growth  
and the need to protect the environment will all require investment, which will 
be paid for through your water bill. However, developments in technology, more 
targeted investment and lower-cost solutions, which require us to work closely 
with others, will help us be more efficient. We will also have to work harder to help 
you reduce your bills by giving you the support and information you need to make 
changes in your home or business. 

3BILLING
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More efficient services, through innovation and new technology

We need to become more efficient each year by improving the way we work. 
If we can reduce costs and deliver improvements cost-effectively, that means lower 
bills for you.  As well as looking for new ways to deliver our services, we invest 
jointly with other water companies in research and development. We also work with 
our specialist suppliers to harness new technology and will need to work closely 
with others to find ways of tackling issues, without the need to spend as much  
on costly equipment and pipes. There are choices about how much we should 
invest in developing new technology and research, where the future benefits may  
be uncertain.

Continuing to make small improvements each year to the way we do things. 
Investing in joint research with other companies, developing innovative solutions 
to problems, and ensuring our suppliers use the latest technologies. Developing 
partnerships – for instance with local universities – to influence the focus of 
research and development and gain access to the latest research findings. Finding 
innovative ways to work with others to solve complex issues, such as flooding.

Investing more in the latest technology, research and development may mean we 
can make bigger savings in future. The results of research and development aren’t 
guaranteed and would require us commit to some money to initial investment.

You say that while we should ensure we use the latest technology 
and continue to look for ways to reduce costs, we should focus 
investment on areas where there are clear problems, rather than 
spend heavily now to save money in the longer term. As in other 
areas, you see developing partnerships as important.

What are the choices?

OPTION  1

OPTION  2

£

£ £

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

3BILLING

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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Practical ways to save water and save money

By 2015 nearly all of the homes and most of the businesses we supply water 
to will have a meter. You’ve said you think that’s the fairest way to pay. Just as 
importantly, it means that if you save water, you also reduce your bills and save 
money. Around 20% of your energy bill is from heating water, so saving water 
can also reduce your energy bills. In the longer term we will look at the case for 
‘smarter’ meters that can provide more information on water and energy use in real-
time. The main choice is whether we focus on advice and support, or more direct 
intervention, such as installing water saving devices in homes and businesses. 

Continuing to offer extensive water-saving advice on our website, with bills and 
through our metering programme. Extending our partnerships with manufacturers 
of water-saving devices and providing some free and discounted products, as well 
as money-off vouchers through partnership with retailers. Replacing existing meters 
with newer technology to provide more information. Providing trained advisors to help 
businesses and communities save water. Using tariffs to encourage water efficiency.

Going further by offering efficiency audits and more effective water-saving devices 
in your home or business. Offering ‘Green Deal’ type approaches to funding water 
saving investments in businesses and communities. Developing ways of showing 
you how much water you’ve used, to encourage you to reduce your consumption – 
and therefore your bill.

You say our first priority should be to raise awareness of 
our current service in this area, rather than expanding the 
information available or more direct intervention. You also feel we 
could work with manufacturers to improve information about the 
water use of new household appliances. 

OPTION  1

OPTION  2

£

£ £

What are the choices?

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

3BILLING

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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3BILLING

Help to ensure vulnerable customers can afford their bills

Most of our customers pay their bills promptly, however non-payment is a 
significant problem for us. We think everyone should pay for their water and 
wastewater services, but we know some of you find paying your water bills a real 
struggle. It can be very distressing to receive a bill that you simply can’t afford.

We want to do more to help those customers who are genuinely in need, so they 
receive a bill that they can afford to pay. We’re already looking at ways we can give 
vulnerable customers more support, including developing a social tariff. Experience 
shows us that the provision of such support helps and encourages more customers 
to be able to pay their bill. In turn, that can help reduce the cost of customer debt, 
which affects all customers’ bills. Making such tariffs more widely available and 
expanding some of our other assistance schemes, would mean we could help more 
people, but that may well mean an increase in other customers’ bills.

Providing more support, including financial support, to help and encourage more 
customers to be able to pay their bill. Enhancing our water efficiency service to 
target vulnerable customers and help them to save water to reduce both their 
water and energy bills. Targeting our assistance with the aim of reducing the cost 
of customer debt and ensuring everyone makes a contribution. Working with other 
organisations to provide useful advice and support.

Increasing the level of support, expanding some of our other assistance schemes 
and providing extra advice on water and energy efficiency and even benefits 
advice. Dedicating additional resources to work with local authorities and other 
utility providers to share information, develop new services and support those who 
struggle to pay other bills.

You have mixed views on whether this should be a priority for 
increased investment, but say that the publicity for our current 
schemes should be improved. You’re also keen that we combine 
any financial help with advice on using less water, so vulnerable 
customers can make their bills more manageable. 

What are the choices?

OPTION  1

OPTION  2

Improvement
Required

Maintain
Current Service

Significant
Improvement

Required

£

£ £

Do you agree? Tell us what you think.
Please visit www.swhaveyoursay.co.uk or 
email haveyoursay@southernwater.co.uk
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Priorities summary 

4.   Responsive  
 customer service

5.   Better information 
and advice

6.   Affordable bills

  Quick and effective responses   Information on ways to save water   More efficient services

  Address your individual needs   Advice on blocked drains   Ways to save water/money

  Reflect local issues   A clear, easy-to-understand bill   Helping vulnerable customers

  Info about where your money goes

1.   A constant supply 
of  high quality  
drinking water

2.    Removing  
wastewater effectively 

3.   Looking after  
the environment

  Reliable water supply   Reliable wastewater service   Rivers free from pollution

  Acceptable water pressure   Minimise flooding   Clean coastline

  Drinking water quality   Limit unpleasant smells   Minimise carbon emissions

   Water hardness    Environmental sustainability

PRIORITIES SUMMARY 

Improvement priorities summary 

In this document we have set out the main choices about 
the level of improvement in each of the areas you told us 
were priorities to you. Having considered all the different 
areas that could be improved – and the associated impact 
on your bills - you’ve told us which you’d most like us to 
improve and those where you’d like us to maintain current 
standards. These priorities are shown below. In the next 
document we’ll set out our aims in each of these areas.

Maintain
Current Service

Improvement
Required

Significant
Improvement

Required
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Piecing it all together

So, we’ve taken a closer look at your priorities for now and the next 25 years, looked at 
what we currently do in these areas, and factored in the key challenges we’re likely to 
face. You’ve told us where – having considered the costs – you’re most keen to see 
improvements and where you want us to keep doing what we’re doing, to maintain 
current standards. 

We’ll continue talking to you about your priorities. That’s essential to help us make  
the right decisions about services for you, future generations and the environment. 

In the final document, we’ll show you how we intend to maintain high standards  
and achieve these improvements over the next 25 years. We want this to be an  
ongoing conversation about your priorities for the future. And of course, these can 
change for any number of reasons, so we always welcome your thoughts on what  
we propose. 

We want to build our plans around you, and look forward to hearing  
your views. You can sign up to receive email bulletins that will let you  
know when the next document is available. 

Visit www.swhaveyoursay.co.uk, click on  
‘Feedback’ and fill in our online form. You can  
also let us know what you think by e-mailing  
us via haveyoursay@southernwater.co.uk  
or by writing to us at Southern House,  
Yeoman Road, Worthing  BN13 3NX.

MATTHEW WRIGHT

Chief Executive Officer
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Our final document will  
tell you how we intend to 
maintain standards and  
achieve improvements  
over the next 25 years.

PIECING IT ALL TOGETHER
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If you would like any further  
information please contact:

Southern Water, Southern House,  
Yeoman Road, Worthing  BN13 3NX

Email: haveyoursay@southernwater.co.uk

www.swhaveyoursay.co.uk


