
Who we are and what we do
We’re proud to provide water and wastewater services to more than 4.6 million people across the South East. 

Over the course of our Business Plan for 2015–20, we will spend around £3 billion improving the services we provide in the 
areas of highest customer priority. Of this £1.8 billion relates to investment in new and improved assets, which is equivalent to 
almost £1,000 for every property in our region.
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Our promises to you
Based on feedback from more than 34,000 people, we developed our Business Plan for 2015–20. It included six key customer  
priorities, and 26 specific promises, with measurable outcomes and clear performance targets. We are confident that it will  
deliver industry-leading water and wastewater services for our customers.
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Over the past year our water-saving team have 
helped customers reduce average water use to 
130 litres per person, per day. We aim to reduce 
this figure further by 2020.

£45 million
of bathing waters met 
European standards. 

Best record in England 
for % of bathing waters 
passing new standards.

99%

We have put in 
place a new 
proactive contact 
team who work 
to address 
issues before 
customers 
are aware of 
a problem. 

For an average household in 2015–16, 
water and sewerage services cost less 
than £1.14 per day. That's less than the 
price of a broadsheet newspaper and 
less than the average cost of a cup 
of co�ee. 
During the five-year period of our 
2015–20 plan, the average bill paid by 
our household customers is forecast to 
fall by 8%, before the impact of inflation. 

We spent more than £45 million in 
2015–16 as part of our programme of 
maintenance, repair and refurbishment 
of the wastewater network. 

99.98%*
compliance against 

Drinking Water 
Inspectorate 
measures.

Looking after the environment Removing wastewater e�ectively

Responsive customer service A�ordable bills Better information and advice

A constant supply of high-quality 
drinking water
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* Subject to confirmation
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