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We’re developing a long-term strategy for your water and wastewater services for the 
next 25 years. This will set the direction our business takes from 2015 to 2040.  

An open conversation about our shared future

The approach to developing our long-term strategy has been all about taking your 
priorities on board. We want to make sure our plans deliver your priorities. 

In July 2012, we began a conversation with you. Since then, we have spoken to 
thousands of our customers – from homeowners and businesses, to other interested 
parties, such as local councils and environmental groups – to really understand 
your priorities. What we have learned during these discussions has been invaluable 
as we shape our plans for the future.   

Throughout this process, we have published a series of documents. This is the 
fourth in the series.

1. The challenges we face over the next 25 years

2. What you told us mattered most to you

3. How we can achieve the improvements you want

4.  The priority areas for improvements and updated strategy

Shaping future water services for you

AN INTRODUCTION 4

 Front cover: Hannah and Millie, domestic water and wastewater customers.
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AN INTRODUCTION

These four documents have captured and fed back your views at each stage  
of the conversation. Together they form our Strategic Statement.

This document is the final part in the series. It explains our commitments to deliver 
your priorities, and covers two time periods – the next 10 years and the next 25 years. 
It also highlights where we can act straight away to better meet your needs. Where 
possible, we have also set out what we propose to deliver as part of our next five year 
business plan, which runs from 2015 to 2020. We will publish the first draft of this 
plan in the summer of 2013, and we want to hear your feedback on it. 

To find out more visit www.swhaveyoursay.co.uk

We’ll spend the autumn refining our plans in light of your feedback, before publishing 
our finalised business plan in January 2014. First, let’s look again at the priorities 
you’ve identified and how we plan to deliver them over the next 25 years.

4

Piecing it all together

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk
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WHAT MATTERS MOST TO YOU?

Priorities summary

4

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

Having considered all the different areas and 
ways in which we can improve, you’ve told us 
which matter most to you. 

Your priorities are summarised below.

In this final section of our Strategic Statement, we 
set out our commitments to you in each of these 
priority areas.

Maintain
Current Service

Improvement
Required

Significant
Improvement

Required

Maintain
Current Service

Improvement
Required

Significant
Improvement

Required

Maintain
Current Service

Improvement
Required

Significant
Improvement

Required
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DRINKING WATER 

1. A constant supply of high quality drinking water

Your priorities

• A reliable water supply, now and in the future

• Acceptable water pressure

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

• Reductions in water hardness

Quite rightly, you told us you expect us to provide a constant supply of high quality 
drinking water all day, every day. The quality of your drinking water is currently very 
good. We test more than 400,000 samples of our water each year and, in 2011, 
99.88 percent of them met the Drinking Water Inspectorate’s high standards. 

We manage our systems to maintain a minimum standard of water pressure and 
problems are rare. Temporary interruptions to your water supply, due to repairs or 
extreme weather, are infrequent.

We recognise, however, that any interruptions to supply can be really inconvenient. 
Your priority is for us to maintain our current high levels of service. Most importantly, 
you want our infrastructure to be able to cope with the impacts of climate change and 
population growth without us imposing restrictions, such as hosepipe bans, as often  
as we do today.

Water hardness is something you told us is inconvenient. But, compared with other 
priorities, you didn’t rank it as a priority for significant investment.

4

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk
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DRINKING WATER 

1. A constant supply of high quality drinking water 

4

We have some of the lowest leakage levels in the industry. 
However, we recognise that we must do more. We will continue with 
our highly effective leakage detection and control programme targeting 
investment on mains in poor condition. This will cut wastage and 
avoid interruptions to your supply. 

We will also make our supplies more ‘resilient’. Hosepipe bans 
should not be necessary more often than one year in every 10. Extreme 
restrictions, such as standpipes in the street, should never be needed 
in your lifetime. We’ll invest to make it easier to move water around our 
region, including connecting our mains with other water companies to 
begin creating a mini-grid to help secure supply. 

We will develop new approaches to water  
management, including groundwater storage, desalination  
and water re-use.

A reliable water supply over the next 10 years... 

Improvement
Required

A reliable water supply, now and in the future

You told us the reliability of the service we provide is good. However, it’s clear you also 
want us to improve the resilience of our service so we can cope effectively with extreme 
weather patterns and population growth.
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DRINKING WATER 

1. A constant supply of high quality drinking water 

4

A reliable water supply over the next 25 years... 

Improvement
Required

We will complete the connection of our mains with other water companies, 
establishing a mini-grid for water supply in the South East. 

We’ll use new technology as it becomes available to  
improve the reliability of your water supply. For example,  
putting sensors and monitors in our mains will help us  
identify and repair burst mains before they cause problems.

We’ll further develop water re-use so it  
becomes a valuable additional source of supply. 
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DRINKING WATER 

Acceptable water pressure 

Most customers say their day-to-day water pressure is good, but some report persistent 
low pressure. This is inconvenient and can mean heating appliances and showers don’t 
work as they should. 

Overall though, you’ve said you want us to maintain our current levels of service rather 
than invest to improve it, which would mean higher bills. You’re keen for us to ensure 
customers don’t end up with water pressure problems when new housing developments 
connect to our network.  

1. A constant supply of high quality drinking water 

We’ll maintain our current high standards of service  
while accommodating increases in demand and growth in the  
region’s population. 

We’ll be working extensively with customers who have persistent  
low water pressure and will solve most problems with  
localised investment. For example, we will install pressure  
boosters in the network and provide advice to customers on  
changes they can make to resolve internal plumbing problems.

Acceptable water pressure over  
the next 10 years...

4

Maintain
Current Service
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DRINKING WATER 

1. A constant supply of high quality drinking water 

We’ll maintain drinking water quality at its current high standard  
through carefully targeted investment at our treatment works. We’ll 
replace mains in our network that cause the most problems with taste, 
smell and discolouration of your water. 

We’ll begin monitoring water quality in real-time so we can more 
effectively manage our network to make sure only high quality water 
reaches your taps.

We’ll work more proactively with farmers, local land  
owners and businesses to reduce the amount of pesticides  
and other chemicals getting into our water sources. This will  
help prevent the need for more expensive treatment methods.

Drinking water quality over the next 10 years...

4

Drinking water quality at least as high as it is today

You’ve told us that maintaining drinking water quality at its current high standard  
is a very high priority for you, now and in the future. You want us to reduce  
the risk of problems with taste, smell and discolouration in your drinking water,  
where it is cost-effective. 

In the longer-term, we will maintain high quality drinking  
water by extending real-time monitoring across our mains  
network. This will enable us to cost-effectively manage  
our network to meet the challenges of the future and  
ensure your drinking water remains among the highest quality  
in the country. 

Drinking water quality over the next 25 years...

Maintain
Current Service

Maintain
Current Service
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DRINKING WATER 

Reductions in water hardness 

The water in our region is classified as ‘hard’. This means it’s naturally high in minerals 
and can leave limescale deposits in your appliances when it’s heated and chalky  
scale on sinks and toilets. Limescale can be a major inconvenience, particularly  
for business customers. 

We don’t currently soften water at our treatment works and you’ve told us you don’t see 
this as a priority for investment. But you would like more information on the best ways 
to manage the effects of hard water. 

1. A constant supply of high quality drinking water 

To help you more easily manage the effects of water hardness, we will 
improve the quality and accessibility of the advice we provide. 
We will do this immediately. We will tailor the information we  
offer to household and business customers to reflect your  
individual needs. 

We will offer you discounted water-softening products  
by working with manufacturers of water-softening equipment.

Reductions in water hardness  
over the next 10 years...

We will keep looking into how cost-effective it is to 
soften water at our works. Whenever new operational 
processes or technologies become available that make 
water-softening a more cost-effective option, we will re-assess 
the situation and seek your feedback.

Reductions in water hardness  
over the next 25 years...

4

Maintain
Current Service

Maintain
Current Service
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DRINKING WATER 

In summary, what does it all mean to me?

Quality, clarity and safety on tap – as we increase the resilience of your water 
supply, you should experience far fewer restrictions on water use. You will 
be able to trust that your drinking water quality will be among the best in the 
country. For those of you who experience persistent pressure problems, we  
will target these with local solutions and solve them quickly and effectively.  
With higher quality and more personalised information, you will be able to better 
manage the effects of hard water in your homes and businesses.

4

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk

1. A constant supply of high quality drinking water 



www.swhaveyoursay.co.uk    Strategic Statement    Part 4 of 4   April 2013    12

2. Removing wastewater effectively 

4WASTEWATER 

Your priorities

• Maintain current levels of reliability in our wastewater service

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

• Limit any unpleasant smells

From our first discussions with you, you’ve made it clear how important it is to maintain 
a reliable, effective wastewater service – no matter what challenges the future brings. 
You’ve also been clear that preventing wastewater from entering your properties is a 
key priority for significant improvement. We agree with you that such incidents are 
unacceptable. Where smells from our facilities are a persistent long-term problem for 
customers, you expect us to address the worst cases. 

To achieve all this, we’ll need to adopt a more integrated approach, based on far greater 
partnership working. This will allow us to meet the challenges of the longer-term, 
such as more extreme weather patterns and growing demands on our network from 
population growth.

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk
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We will manage the impact of more extreme weather patterns, to ensure 
you don’t experience any reduction in the service you currently 
receive. When it comes to housing development; we’ll work more closely 
with local authorities and planning agencies to create the capacity to 
make sure your existing services are not affected.

We will make best use of new technologies to spot and resolve  
issues in our network before they cause you problems and  
will provide you with flood risk warnings. We will do this by testing  
real-time monitoring in critical parts of our wastewater network. Where 
cost-effective, we will start to use this technology across the region.

In 2011, we took ownership of approximately 17,000km of  
sewers that were previously the responsibility of our  
customers to maintain. In 2016, we’ll also take ownership of  
most private pumping stations. We will invest to ensure these  
operate as well as the rest of our network. We’ll also provide  
clear, easy-to-understand information about  
the drains that remain the responsibility of our customers.

4WASTEWATER 

2. Removing wastewater effectively 

Providing a reliable and effective 
wastewater service over the next 10 years... 

Maintain
Current Service

Providing a reliable and effective wastewater service,  
now and in the future

You’ve told us the current level of service we provide is good. Looking ahead, you’d  
like us to invest in maintaining our levels of service rather than seeking to achieve  
major improvements.
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4WASTEWATER 

2. Removing wastewater effectively 

In the longer-term, we will make sure our wastewater network’s 
standards and performance remain high while we adapt  
to a growing population, new housing developments, and the  
uncertain effects of climate change.

We will complete the roll-out of real-time sewer  
monitoring so we can more effectively manage our  
network to meet the challenges of the future.

Providing a reliable and effective 
wastewater service over the next 25 years... 

Maintain
Current Service
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Minimise flooding from sewers and prevent wastewater  
from entering properties

Though rare, we know flooding from our sewers can cause significant problems, 
especially if wastewater enters homes or businesses. We agree that this is a horrible 
experience and we must do all we can to prevent it. 

4WASTEWATER 

2. Removing wastewater effectively 

We will quickly and cost-effectively tackle the worst sewer 
flooding problems by investing in sewers that are in poor condition, 
don’t have enough capacity, or are known to cause flooding. This will 
reduce the risk of homes and businesses suffering sewer flooding.

We will step up our work with customers and other interested 
parties to help stop fats, oils and grease entering and blocking our sewers  
– providing better information, extending our fat collection service  
and distributing free ‘fat-traps’. 

We will actively promote joint working with local  
authorities, planners and highways agencies to  
tackle the risk of sewer flooding from surface water run-off.  
For example, we will promote landscape design standards  
to minimise flood risk including the use of some areas as  
surface water soakaways.

Minimise flooding from sewers and prevent 
wastewater from entering properties over  
the next 10 years... 

Imp
R

Significant
rovement

equired
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We will aim to prevent all incidents of sewer flooding in homes, 
gardens or local neighbourhoods.

We will make best use of technology, such as real-time  
capacity monitoring of our sewer network, to give us an accurate 
understanding of what is happening in our pipes so that  
we can take action before problems affect you.  
This monitoring will also help us run a more cost-efficient  
and effective network.

4WASTEWATER 

2. Removing wastewater effectively 

Minimise flooding from sewers and prevent 
wastewater from entering properties over  
the next 25 years... 

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk

Imp
R

Significant
rovement

equired
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Limit unpleasant smells

You asked if we can work to reduce smells from our wastewater treatment works. 
Smells can be highly unpleasant for the worst-affected customers. You told us you 
expect us to focus on solving the worst and longest-standing cases quickly. 

4WASTEWATER 

2. Removing wastewater effectively 

We will invest in odour control equipment at our major sites. We will also 
increase active sewer cleaning across the region to reduce smells 
from sewers. 

We will do more joint working with planners and developers  
to secure funding for investment in odour control at our  
works. This will mean that customers won’t experience  
unpleasant smells if they move into housing developments  
built near our works.

Limit unpleasant smells over the next 10 years... 

In summary, what does it all mean to me?

Fewer floods, fresher air – you will continue to have a reliable and efficient 
service that removes wastewater effectively from your homes and businesses 
across the region.

Whatever the weather, you can expect fewer floods from our sewers and from 
excessive surface water run-off. And if you live near our wastewater treatment 
facilities, there will be far fewer problems with smells – if any at all.

Limit unpleasant smells over the next 25 years... 

Improvement
Required

Improvement
Required

In the longer-term, we will continue to adopt new  
technology and design to help manage our processes  
more efficiently and effectively. This will enable us to  
prevent smells. 
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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 wastewater 

You recognised that we have a key role to play in protecting the environment and  
would like us to do more to keep the region’s beaches and bathing waters clean.  
You also expect us to invest in renewable energy where it is most cost-effective. 

To achieve this and keep bills affordable, we will need to move to a more flexible  
and collaborative approach in managing the water and wastewater environment.  
We believe that, through enhanced working with other water users, we can strike  
a better balance between investing in our mains, sewers and treatment works and 
funding local, collaborative solutions.

Rivers and streams free from pollution

This region boasts some extremely rare habitats and some of the best quality fishing  
in the UK – and we want to keep it that way. You’ve told us you see further room for 
improvement in the water quality of local rivers and streams. But while you see this  
as a priority, you’re wary of investing much above and beyond our legal obligations.

4ENVIRONMENT

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk
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Rivers and streams free from  
pollution over the next 10 years...

We will accommodate population growth and increased demand for 
services in our region without any deterioration in the current high 
standards of our region’s rivers, streams and watercourses.  
We will deliver 100 percent compliance with the  
Environment Agency standards at our water and wastewater  
treatment works. We will aim to have no pollution  
incidents in local rivers and watercourses.

3. Looking after the environment

4ENVIRONMENT

Rivers and streams free from  
pollution over the next 25 years...

Improvement
Required

Improvement
Required

We will invest in our treatment works to fully meet all existing 
and future environmental standards. To ensure we do this cost-
effectively, we will target our investment at high-risk sites based on 
knowledge from surveys of the local area and information from monitoring 
equipment in our network.

Our aim is to ensure that we cause no pollution in local rivers or 
watercourses when we return water back to the environment from our 
works. Where pollution incidents do occur we will react quickly to rectify 
any problems and limit any damage to the environment.

We will be much more proactive in working with  
Government and the Environment Agency, to play our  
part in ensuring we – and the broader water industry  
– have sustainable targets which protect the  
natural environment.
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4

Clean beaches and coastal waters

You’ve identified high quality and safe bathing waters along our region’s coastline  
as a priority for significant improvement. You’ve also told us you value bathing water 
quality for its positive impact on health and its significance to the local economy 
through tourism.  

We will work together with other agencies, local communities 
and other land owners to bring all coastal waters at 
bathing beaches in the region up to the standard required 
to achieve Blue Flag status.

Clean beaches and coastal waters  
over the next 25 years...

3. Looking after the environment

Clean beaches and coastal waters  
over the next 10 years...

By 2015 we will bring all our coastal bathing waters up to the 
much higher new national standards. We will increase our work 
with other agencies and local communities to stop surface water run-off 
from urban and agricultural land polluting bathing waters. 

We will work to prevent emergency flows from our  
sewers into coastal waters at times of high rainfall, by  
investing to increase their storage capacity – targeting the  
sewers that overflow most often first.

ENVIRONMENT

Imp
R

Significant
rovement

equired

Imp
R

Significant
rovement

equired
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4

Minimise carbon emissions and use wastewater for renewable energy

We use a lot of energy to treat and pump water and wastewater. Some of you think that 
using more renewable energy should be a priority area for investment. Others though, 
are less keen to pay for this through their water bills. It’s clear, however, you’d like us to 
seek out and prioritise such investments if they pay for themselves quickly and where 
they can help avoid unnecessary increases to your bill.

Looking further ahead, we’ll explore low-carbon treatment 
technology and introduce it wherever it can help us reduce 
our energy needs. We will also explore innovative 
approaches to energy generation from our operational 
processes, such as heat capture from wastewater treatment 
to help minimise our carbon footprint.

Minimise carbon emissions and use 
wastewater for renewable energy  
over the next 25 years...

3. Looking after the environment

Minimise carbon emissions and use 
wastewater for renewable energy  
over the next 10 years...

We will meet all Government targets. We’ll also invest in renewable 
energy generation – for example, through combined heat and power 
production and generation of power from the flow of water through our 
works – where it can save you money through lower bills. At the 
same time, we’ll continue with our energy-efficiency projects to save money 
and stop rising energy costs affecting your bills too much. 

As we renew our transport fleet we will move to more fuel  
efficient vehicles and use more environmentally friendly  
fuels such as bio-diesel.

We’ll also explore how we can use our wastewater treatment  
works to generate power from other sources such as  
waste food.

ENVIRONMENT

Maintain
Current Service

Maintain
Current Service
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4

Environmentally sustainable water and wastewater services

We take our environmental responsibilities seriously. You agree that our role in 
protecting the environment locally should be a priority. You’re aware we’re already 
making significant improvements and would like us to invest in keeping this up. 

3. Looking after the environment

Environmentally sustainable water  
and wastewater services over the  
next 10 years...

The work we will be doing to promote water saving in homes and 
businesses will mean we take less water from the environment. 
We will team up with others to manage water resources in the South 
East, including promoting more water trading between water 
companies and other water users. We’ll also study our water abstraction 
processes to ensure they are environmentally sustainable, and 
address any issues through our Water Resources Management Plan.

We will talk to the Government about changes to water abstraction 
legislation that will achieve environmental benefits and keep your 
water bills affordable. We’ll also ensure our sludge disposal complies fully 
with national standards. In the meantime, we’ll collaborate with local 
authorities, businesses and other agencies to achieve integrated  
waste recycling in our region.

We will develop new ways to tackle the challenges  
ahead that not only consider the water environment but  
also our carbon footprint. We will need to work more  
extensively with others, and make sure our decisions are  
cost-effective and take the natural environment into account.

ENVIRONMENT

Improvement
Required
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4

3. Looking after the environment

ENVIRONMENT

By 2025, we will be working on joint initiatives with others –  
councils, landowners, other water companies and major water users – 
so that we have a joined up approach to the management of the  
water environment.  

We will deliver integrated solutions that consider rainwater, rivers, 
groundwater, drainage from land or roads and wastewater to  
more effectively manage water in our environment.  
This will make more water available for drinking water, help  
manage flooding and protect the environment and keep bills  
to a minimum. We will re-use water sustainably and continue  
to develop ways of generating more ‘green’ power from  
sludge treatment. This will save money by avoiding the need  
for traditional electricity or fuel.

Environmentally sustainable water  
and wastewater services over the 
next 25 years...

Improvement
Required
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In summary, what does it all mean to me?

A greener water provider that leads the industry by example – bathing water 
along the region’s coastlines will meet increasingly high standards, protecting 
the health of generations while attracting more visitors to the region. You’ll also 
notice the continued improvements in the quality of local rivers and habitats. 
Meanwhile, the quality of water from your tap will remain high or further improve. 
But getting it there will have had less impact on the natural environment as we 
generate more of our own energy and reduce the amount of water we take from 
environmentally sensitive sites.  

ENVIRONMENT

3. Looking after the environment

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk
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4. Responsive customer service

Your priorities

• Quick and effective responses to your questions and queries

• Understand and address your needs, concerns and expectations

• A service that reflects local issues and concerns

Most of you currently can’t choose your water and wastewater supplier and we believe 
that makes it even more important for us to provide excellent customer service that’s 
easy to use and offers value for money. In sectors where there’s more competition, 
customer service has changed significantly over the last decade, and we know your 
expectations have risen accordingly.

You’ve told us you’d like things to be easier and more flexible when you need to get  
in touch with us, and for us to offer price plans, products and services which match 
your needs. You’re also keen that we make better use of communication technology,  
so you have more ways to contact us and manage your account.

A more responsive customer service experience is one of your top priorities for 
improvement, and we agree. We also know we must start to achieve this sooner  
rather than later, so in this section of the document we focus on what we aim to do 
now, and in our next five year business plan from 2015-2020, to meet your  
needs more effectively. 

SERVICE



www.swhaveyoursay.co.uk    Strategic Statement    Part 4 of 4   April 2013    26

4

You’ve told us how frustrating it is when you contact us with a question or problem  
and you end up speaking to several people – or have to make more than one call  
to get things sorted. So you’ve identified higher customer satisfaction as a key priority. 
You would like us to make your life easier and our service to be more consistent.

Our immediate priority is to deal with your needs faster and more 
effectively. That means you won’t have to wait to speak to someone, 
and you will be able to contact us how and when you want to.

By getting our communications right, reducing service failures  
and providing you with the information that you need, we will  
reduce the need for you to contact us. All this will mean  
a better ‘customer experience’ in line with the best  
companies in competitive sectors.

 
questions and queries over the next 10 years...

4. Responsive customer service

SERVICE

Imp
R

rovement
equired
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Understand and address your needs, concerns and expectations

You’ve told us that a personal, empathetic service when you contact us is one of 
your priorities. You’d like customer service better suited to your individual needs and 
expectations, including more choice of tariffs, services and products. 

Understand and address your needs, 
concerns and expectations over the  
next 10 years...

4. Responsive customer service

We’re going to start straight away by helping you contact us more 
easily, however you want to, using whichever method you prefer. We’re 
committed to understanding your needs better. We will ask you 
about our services and your expectations of them, so that we can develop 
customer services that meet your unique requirements. 

We will give you more choice of billing periods and payment  
methods to suit your circumstances and preferences. As we  
progress, we’ll partner with other organisations to give you access  
to products and services that can make your life easier.

SERVICE

Improvement
Required

Significant
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A service that reflects local issues and concerns

What we do is fundamentally connected to local environments and communities.  
You’ve told us you’d like more local contact and communication, covering the issues 
and concerns that affect you directly. 

4. Responsive customer service

We will start straight away by becoming far more active in  
providing better public awareness and advice on issues  
we can influence, such as cleaner beaches, surface water flooding  
and customer debt. 

We will be more active and increase our presence in the  
communities we serve, offering face-to-face advice to  
promote water-efficiency and to help vulnerable  
customers. Where we face local problems that affect  
the quality of service we give you, we’ll provide  
information and support and let communities know  
what we’re doing to solve the issues.

A service that reflects local issues  
and concerns over the next 10 years...

SERVICE

In summary, what does it all mean to me?

A customer experience to match the best in other sectors and businesses – 
you’ll soon have a greater choice on the price plans, products and services we 
offer so we can better meet your needs. You can look forward to paperless billing, 
text updates, and much more. Plus, you’ll find all our communications more 
user-friendly, informative and easier to understand. 

When you need to call us, email us or text us, we’ll respond and resolve things 
faster and more efficiently. But we’re never going to hide behind technology – 
whenever and wherever there’s a problem that needs people present, we’ll be 
there, and it will be easier to contact us.

Imp
R

Significant
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5. Better information and advice

Your priorities

• Information on how to save water

• Advice on avoiding blocked drains and sewers

• A clear, easy-to-understand bill

• Information about where your money goes

You’ve asked us for better information and advice about our services (and what you can 
do to help us manage and maintain our pipes and treatment works). You’ve also told us 
that easier access to clear and easy-to-understand information will help you make more 
informed decisions and take greater control over how you use water. 

We want to get to work straight away on improving things for you. So here, we’ll focus 
on what we aim to achieve now and during our next five-year business plan period, 
from 2015-2020.

INFORMATION & ADVICE

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk
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5. Better information and advice

INFORMATION & ADVICE

We’ll begin by giving commercial and domestic customers advice, 
support, products and incentives to help them use less water. We’ll 
continue working with schools, youth groups and communities to  
raise awareness of issues such as saving water and build  
a better relationship with them as future customers.

We will be proactive in doing our bit to influence labelling on 
consumer products – such as washing machines, dishwashers, 
shower-heads – to make you more aware of how water and 
energy-efficient they are. We will continue to explore how we 
can use information from your meters to help you make even 
greater savings.
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Information on how to save  
water over the next 10 years...

Information on how to save water

Nearly all of you will soon have a water meter, which will help you save water, save 
money and help the environment too. You’ve highlighted better information on ways to 
save water as a priority for improvement.

Improvement
Required



www.swhaveyoursay.co.uk    Strategic Statement    Part 4 of 4   April 2013    31

Advice on avoiding blocked drains and sewers

Normally, we clear around 12,000 blockages in our sewers every year. We’ve doubled 
that figure since we took responsibility for all shared drains and sewers in October 
2011. As well as the blockages we clear in our sewers, private drainage companies 
unblock many thousands of private household drains each year.

You’ve told us that providing more information and raising awareness of how to avoid 
blocked drains and sewers is one of your priorities for significant improvement. You 
want to help address the cause of the problem, which will help reduce our costs of 
providing a reliable service and reduce your bills.

We will work closely with commercial customers to help them understand 
the risks of disposing of fats and grease via the public sewer system and 
provide advice on the alternatives.

We will provide better, easier to understand information to all our 
customers on how to stop fats, oils and grease blocking drains and extend 
our fat collection service.

We will continue working with schools, youth groups  
and communities to raise awareness of blocked drains,  
get great ideas for changes and improvements and build a  
better relationship with them as customers of the future.

Advice on avoiding blocked drains  
and sewers over the next 10 years...

5. Better information and advice

4INFORMATION & ADVICE
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5. Better information and advice

INFORMATION & ADVICE

A clear, easy-to-understand bill

We’re already working on making your bills clearer and easier to understand, which is a 
top priority for lots of customers we’ve talked to. We’ll continue looking for ways we can 
improve the presentation of information we send out in your bills. 

A clear, easy-to-understand  
bill over the next 10 years...

As we develop our new bills and information we’ll  
ensure we road test these with you, so we learn what  
works best for you. We will work with neighbouring water  
companies to provide consistent messages, tariffs  
and support to our customers. Imp

R
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Information about where your money goes

As well as providing essential services for daily life, we do all sorts of things that benefit 
the environment and local communities, protect water resources for the future, secure 
investment and ensure we continuously improve and enhance what we do for you. 
But many of you aren’t aware of how we spend the money we receive when you pay 
your bill, and you’ve identified more information on this as a top priority. With this 
information, you can get a better understanding of what we do, and this will help you 
decide whether you’re getting the value for money you expect.

We will report more frequently, and in a more easy to understand way, 
on our business performance. We are already working on a new format 
for our annual financial and performance report so you can see more 
clearly where your money goes.

This information will be shared through a wider range of  
channels and you can choose how you prefer to receive it. 

We will make operational issues – and our response to them  
– more visible so you can see what’s gone wrong and how  
we are responding to put it right. 

Information about where your  
money goes over the next 10 years...

5. Better information and advice

INFORMATION & ADVICE
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In summary, what does it all mean to me? 

Taking you behind the scenes and helping you make better decisions – you’ll 
soon be able to find useful information, monitor your account and pay bills on 
the move. In short, you will be able to access the information you need – in the 
way that’s most convenient to you – to put you in control of your water use.  
And you’ll be able to find out much more about what we do behind the scenes 
and how we are performing.

You’ll be able to take advantage of discount vouchers for water-saving equipment 
and you will start to see more upfront information on household appliances and 
how much water they use. 

INFORMATION & ADVICE

5. Better information and advice

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk
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BILLING 4

6. Affordable bills 

Your priorities

• More efficient services through research and new technology

• Practical ways to save water and save money

• Help ensure vulnerable customers can afford their bills

You’ve told us you expect us to invest cost-effectively, find forward-thinking ways to 
secure and provide water services, and continuously increase efficiency in what we  
do for you. This is even more important to you at a time when many family budgets  
are under strain, and it’s clear you expect us to invest wisely and ensure your bills  
stay affordable. 

For those customers who struggle to pay their bills we are developing plans to pilot a 
social tariff and you want us to raise awareness of the help we offer.

As with the previous two outcomes, you expect us to take action on these issues now.  
So here, our commitments focus on the next 10 years, but we should see long-term 
benefits in many areas.
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BILLING 4

More efficient services, through research and technology

By using new technology, and investing in research and development, we will find ways  
to provide improved services at lower cost. You’ve said we should invest in research and 
development in areas where there are existing issues or clear opportunities, rather than 
invest heavily now to save money in the future. 

We will make more use of new technologies to meet the 
commitments in our plan cost-effectively. This will include real-time 
monitoring of our water and wastewater network, ‘low carbon’ 
treatment technology and ‘smart’ water meters. In the longer-
term, we’ll always be looking into ways we can use technology and 
shared knowledge to make things more efficient and cost-effective, 
ensuring you get value for money.

We will partner with local universities so we gain access  
to the latest research and knowledge. We will  
increase our support for joint research with other  
companies and organisations to spread the cost of  
resolving complex problems that affect the wider industry.  

More efficient services, through research 
and technology over the next 10 years...

6. Affordable bills 

Improvement
Required
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BILLING 4

Practical ways to save water and save money

By 2015, nearly all homes and businesses we supply will have a meter, which will  
help you to monitor water use and find ways to save money. 

You’ve told us we could do more to help you save water and save money, but also 
stressed that our priority should be to raise awareness of the wide range of  
information and initiatives we already provide – rather than focus on developing  
more of it. You’re also keen for us to explore partnership opportunities with household 
appliance manufacturers to help them provide more information about products that  
are more water-efficient.

By 2015, we will have installed meters for nearly all our customers.  
We will give you advice, support, products and incentives to help 
you use less water. 

We will make sure that our tariffs promote water saving, by giving 
you lower bills when you reduce your use. And we’ll extend the range of 
water-saving devices we offer through discounted offers – providing free 
products and money-off vouchers wherever possible.

We will share more information with you, and raise awareness of  
the extensive water-saving advice on our website, in information  
we provide with bills, and through our community and schools  
talks programme. We’ll provide trained advisors to work with  
communities and businesses to help them save water.

In the longer-term, we’re looking into installing  
smart meters that give real-time, detailed information  
on your water and energy use. 

Practical ways to save water  
and save money over the next 10 years...

6. Affordable bills 

Improvement
Required
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Help ensure vulnerable customers can afford their bills

We are well aware that some customers find it difficult to pay their bills, and we want  
to do more to help those genuinely in need.

In discussing our priorities with you, it became clear there are mixed views on whether 
helping vulnerable customers should be a priority for improvement. But you’ve told 
us we should raise awareness of the current schemes we offer, and ensure those 
most in need can access them easily. You’re also keen that any financial assistance is 
accompanied by clear and easy-to-follow advice on how to use less water.

We’re working right now on piloting a social tariff to help people who  
have difficulty paying their bills. We also want to make sure vulnerable 
customers get plenty of advice and information that can help them cut 
their water and energy use to make bills more affordable. 

We will work with local charities and community  
organisations that give debt advice and support to  
our most vulnerable customers. And we’ll provide  
a wider range of tariffs to choose from, so we can meet  
the specific needs of a wider range of customers.
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Help to ensure vulnerable customers  
can afford their bills over the next 10 years...

6. Affordable bills 

In summary, what does it all mean to me?

Value for money and a helping hand – we’ll invest wisely to ensure your bills 
stay affordable. You’ll have easier access to useful information and advice that 
will help you save water, and therefore save money. We’ll help you choose the 
tariff that best suits your circumstances, and we’ll always be here to discuss your 
bills and help you find ways to manage them more effectively. 

Improvement
Required
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Investing in our people

INVESTING IN OUR PEOPLE 4

Of course, none of these commitments to you will be possible if we don’t have the right 
people here at Southern Water. We’re proud of the quality of our staff – who work hard 
across the business and throughout the region to make sure we provide services that 
meet your needs and protect the environment. 

We want to ensure Southern Water is a great place to work, so we can attract and  
retain people who really care about doing a good job and providing an excellent service.  
We will recruit and train – and hold on to – people with excellent knowledge who can 
give great customer satisfaction, whatever their roles. 

We will ensure our current staff are fulfilled in their roles and have opportunities to 
build careers around their strengths and personal goals. And we will continuously help 
them and future employees to improve and enhance their skills, through professional 
development programmes, apprentice and graduate schemes, and through closer 
collaboration with universities.

We have set ourselves a target to be one of The Sunday Times ‘100 Best Companies  
to Work For’ by 2015.

Want to tell us what you think?  
Please visit www.swhaveyoursay.co.uk or 

email haveyoursay@southernwater.co.uk
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Looking to the future

A FINAL WORD 4

A financially sustainable plan

Since privatisation in 1989, we have invested around £8bn to maintain and improve 
our treatment works, water and wastewater networks and customer service. To fund 
this we have borrowed substantial sums of money from lenders and secured long-term 
investment from shareholders. We need to ensure that our plan, and future bills, allow 
us to cover the interest on these borrowings as well as provide a fair return to  
our shareholders.

Because of the stable, long-term nature of the industry, we have been able to access 
finance at relatively low cost. This means increases in your bills have been kept to a 
minimum. In developing our strategy we have assumed that we will continue to be able 
to access this low-cost financing. But, as we set out in part 1 of our Strategic Statement 
(Looking ahead - The challenges that affect your water service) external economic 
conditions can have a significant effect on our operations, as well as our ability to 
borrow money to fund investment.

As we develop the next five year business plan, we will need to ensure that we have a 
realistic and achievable plan that both delivers our commitments to you and allows us 
to continue to borrow money and secure investment at low rates.
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Looking to the future

A FINAL WORD 4

A final word

Without you, our customers, we would not have a business and I am determined to 
build a business with a greater focus on you. We will do this by having and maintaining 
an open discussion with you about the improvements you want to see and what we are 
doing to deliver them. 

The insights you’ve given us throughout these conversations, and the priorities you’ve 
highlighted for your water and wastewater services today and into the future have been 
essential in helping us develop and fine-tune our strategy. With your help, we can 
make sure we provide what matters most to you, in financially and environmentally 
sustainable ways, and I’d like to thank you for your input so far. 

This Strategic Statement sets out our vision for how we will meet your expectations for 
the next 25 years, but it is only the start of the journey. We will review and update this 
plan every five years to ensure we continue to reflect your views, the latest information 
and advances in technology.

For me, this document, and the three that precede it, demonstrate our commitment  
to the future and to doing all we can to protect your interests, as well as those of  
the environment. As we begin to develop our more detailed five year plan for  
2015-2020, I’m genuinely excited about what we can achieve together. I look  
forward to hearing more from all our customers and stakeholders as we continue  
this hugely productive conversation.

Visit www.swhaveyoursay.co.uk, click on ‘Feedback’ 
and fill in our online form. Alternatively you can email 
haveyoursay@southernwater.co.uk  
or write to us at Southern House,  
Yeoman Road, Worthing  BN13 3NX

MATTHEW WRIGHT

Chief Executive Officer



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


