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Joint campaign champions cleaner beaches
OVER the course of the 
summer, we ran a campaign 
in collaboration with the 
Environment Agency to 
celebrate the South Coast’s 
beautiful beaches.

Called Beauty of the Beach, 
the campaign spanned the 
bathing water season, which 
runs from mid-May to the end of 
September.

As well as celebrating the 
region’s 83 bathing waters, 
it gave us an opportunity to 
encourage customers to do their 
bit to look after and improve 
beaches and bathing water 
quality.

Tips included not feeding 
seagulls, cleaning up after  
 

dogs and disposing of litter 
responsibly.

The initiative reached almost 
two million people via social 
media and was supported by a 
number of agencies and public 
bodies including our regulators 
Ofwat and the Consumer 
Council for Water, the Marine 
Conservation Society and 
numerous local authorities.

We have also produced a 
short film featuring customers 
with a passion for their  
local beach.

THE Kent, Surrey and Sussex 
Air Ambulance has been chosen 
as our new company charity 
partner for the next two years.

Founded in 1989, the 
service provides a Helicopter 
Emergency Medical Service and 
Air Ambulance Service for more 
than 4 million people.

Its team of specialist  
doctors and paramedics bring  
the equivalent of an A&E 
department to the scene of  
an incident.

The money raised by our 
teams will go towards equipping 
its staff with the skills and 
equipment they need, critical 
to the life-saving missions they 
carry out every day. These 
include fully-stocked equipment 
bags, medical training courses, 
medicines, ventilators and a 
portable ultrasound machine to 
assess internal injuries.

The hope is to raise at least 
£100,000 over the course of the 
two-year partnership – enough 

to fundaround 25 life-saving 
missions in our region.

Julie Clare, head of corporate 
relations at the air ambulance, 
said: “We are delighted to have 
been selected as Southern 
Water’s company charity partner.

“A two-year relationship 
means such a lot to us. Not only 
will it raise awareness of our work 
but the funds raised will make a 
real difference to patients. We’re 
really excited and looking forward 
to getting started.”

We’re flying high with Kent  
& Sussex Air Ambulance

What do you think 
of this newsletter?
IS it a little too long or just too 
frequent?

Would you like to see 
different types of articles?

We would love to hear your 
feedback and any suggestions 
for improvements.

Please take a couple  
of minutes to complete this 
short survey.

Tell us what you think is 
good, is not so good and, most 
importantly, why?

Stakeholder
Update

Meanwhile, our Bathing Water 
Enhancement Programme 
is progressing well. We will 
announce the seven bathing 
waters being taken forward for 
intervention in the new year.

IF YOU did, we’d love to hear 
what you liked and didn’t like 
about it?

Did you find the 
performance data we provide 
useful to you? Was there 
anything else you would like to 
know that we didn’t cover?

To help us make the most 
of this important document, 
email: regcorrespondence@
southernwater.co.uk.

Did you read our 
Annual Report?

https://www.southernwater.co.uk/beautyofthebeach
https://www.surveymonkey.co.uk/r/swstakeholdernewsletter
https://www.southernwater.co.uk/bathingwaterenhancement
https://www.southernwater.co.uk/bathingwaterenhancement
mailto:regcorrespondence%40southernwater.co.uk.%20?subject=
mailto:regcorrespondence%40southernwater.co.uk.%20?subject=
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A focus on Resilience...

TWO recent reports highlight 
a new national focus on 
encouraging multi-agency 
collaboration to ensure 
security of water resources and 
resilience against flooding.

The Government’s National 
Flood Resilience Review and 
the water industry’s Water 
Resources Long-term Planning 
Framework were both published 
in September.

Here, we take a closer look at 
these two important documents, 
which together provide a 
holistic view of the challenges 
and opportunities facing 
Government, water companies 
and customers in the future.

National Flood 
Resilience Review
THE National Flood Resilience 
Review focuses on flooding 
from rivers and coastal areas.

It is divided into four sections 
– improving understanding, 
testing resilience, improving 
resilience and next steps. 

The first section examined 
data and modelling already 
being used to make sure it was 
fit for purpose.

It found there were problems 
with the way flood risk is 
communicated to the public – 
especially in describing flood 
risk in traditional terms such as 
“a 1-in-100-year event”.

Such terms were deemed 
likely to lead to misinterpretation 
as they describe the risk in a 
specific location, not the greater 
risk of an event happening 
somewhere in the country or the 
impact on communities.

Instead, the review 
recommends a likelihood scale 
ranging from “exceptionally 

unlikely” (less than one per cent 
chance) to “virtually certain” 
(more than 99 per cent chance). 

The review’s second 
section identified and tested 
the resilience of key local 
infrastructure and highlighted 
the significant impact the 
loss of local services has on 
communities, especially when 
they experience severe flooding.

The review concluded 
that most national critical 
infrastructure meets target levels 
of resilience and, therefore, 
focuses on key local assets.

It looked at “sectors which 
deliver critical local services 
through local assets” including 
“clean water assets serving 
more than 25,000 people”, 
communications, energy 
transmission and distribution 
and medical facilities.

More than 1,600 sites were 
identified in areas vulnerable 
to flooding, 530 of which were 
considered to be at risk from 
extreme flooding events.

The third section of the 
review considered whether it 
was viable for “industry to buy 
and use temporary defences to 
defend a significant proportion” 
of key infrastructure “rapidly and 
effectively”.

Government and the 
water and telecoms sectors 
have agreed to “develop and 
implement plans for temporary 
improvements to resilience in 
line with those already available 
in the electricity supply industry” 
by Christmas 2016.

These improvements include 
the purchase of temporary flood 
defences ready for the winter. 

The review’s final section 
focused on identifying the next 
steps required to improve  

long-term resilience.
In addition to the actions 

already outlined here, the review 
identifies a number of additional 
steps including:

•  Government and utilities 
improving the mechanisms 
for co-operation and 
information sharing on 
resilience and setting up 
a national infrastructure 
resilience forum

•  Government and the  
water industry extending  
the review’s analysis to 
include clean and  
wastewater assets serving 
more than 10,000 people 
later this year

•  The EA significantly 
expanding its capabilities 
to respond to a flood 
emergency by investing 
£12.5 million in flood barriers, 
pumps and command 
vehicles

•  Government drawing up a 
single register of national 
flood response assets

•  A rolling programme 
of long-term modelling 
improvements.

 

Paul Kent, our environment and 
wastewater strategy manager, 
said: “We welcome the report’s 
findings – it highlights many 
areas for collaboration in which 
we already work and gives a 
more defined process for all 
involved.

“Flooding is a complex 
issue, which is the responsibility 
of numerous different 
organisations so it is essential 
that a national focus on tackling 
it is formalised in this way.

“We now need to ensure 
that we have adequate flood 
protection at our key sites ready 
for this winter, something which 
is well under way.”

You can read through the full 
report here.

Long-term planning 
for water resources
WE HAVE been heavily involved 
the Water Resources Long-term 
Planning Framework.

The report looks at the 
long-term resilience of water 
resources in England and Wales 
and considers a number of 

Continued on page 3

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/551137/national-flood-resilience-review.pdf
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future scenarios – including 
the impact of climate change, 
population growth and reduced 
abstraction.

It was commissioned by 
Water UK at the request of the 
Government.

The research was 
carried out by independent 
consultants and peer-reviewed 
by leading experts in water 
resources, climate change and 
environmental management.  

We played an integral 
part in developing the report 
and pioneered some of the 
modelling techniques used.

We were the first water 
company to use stochastic 
modelling which allowed us to 
predict 2000 years of potential 
rainfall patterns, rather than 
relying on historical rainfall.

Usually, water resources 
planning is focused within water 
company boundaries and over a 
25-year period.

This report is the first time 
that water resources needs have 
been examined in detail across 
England and Wales, together, 
and to a 50 year horizon.

Some of the key findings of 
the report are:
•  The South East is particularly 

at risk from longer, more 
frequent droughts

•  Failing to take action could 
have a significant impact on 
the economy – the cost per 
day of a severe drought is an 
estimated £1.3 billion

•  Water companies need to 

work together to adopt a 
consistent, national level  
of resilience

•  Industry, Government and 
regulators need to work 
together with customers on 
how best to respond to the 
risk of severe drought 

•  Governments could consider 
adopting consistent minimum 
levels of resilience 

•  A twin-track approach of 
demand reduction measures 
and supply enhancement, 
including importing water 
from other areas, is the  
most suitable strategy to 
increasing resilience.

Meyrick Gough, our water 
strategy manager, helped 
developed the sophisticated 
modelling techniques used in 
the report.

He said: “We are the only 
water company to have based 
our current water resources 
management plan on the 
potential droughts of the future 
and we strongly believe that the 
water industry needs to act now, 
and work together, in order to 
protect our customers.

“An extra £4 per year, the cost 
of a lunchtime sandwich, will be 
enough to meet water resource 
needs for the future.”

The report warns that if the 
country does not have a more 
effective solution to tackling 
droughts – hosepipe bans, 
limited availability of water and 
the use of standpipes could 
become a frequent occurrence.

We are already taking steps 
to minimise the impact of 
drought in the future, including:

•  Incentivising developers to 
build water-efficient homes 

•  Using catchment schemes 
that integrate all the elements 
of the water cycle across 

domestic, agricultural and 
commercial environments

•  Working to find ways of 
transferring water from 
different areas of the country 
and different water providers 
in times of water shortage.

Read the full report here.

Continued from page 2

Investment scheme helps  
to prevent sewer flooding 
OUR £10 million programme  
to protect sewers from rising 
levels of groundwater, has 
continued in earnest over the 
spring and summer.

It will help make sure 
customers in areas vulnerable to 
flooding due to groundwater can 
carry on using their bathrooms 
and kitchens, even during periods 
of prolonged wet weather.

High groundwater levels, 
together with surface water run 
off, can lead to huge amounts of 
water forcing their way into our 
network in places, inundating 
sewer pipes with flows far in 
excess of those with which they 
were designed to cope.

Head of Wastewater Simon 
Parker said: “Since the wettest 
UK winter ever in 2013–14, we 
have invested a significant 
amount of money in order to 
maintain an effective wastewater 
service for thousands of our 

customers in key ‘hot spots’ 
across our region where high 
groundwater levels, particularly 
during the winter period, can 
lead to sewer flooding. 

“In the three years leading 
up to 2015, we spent £12 million 
to improve the performance of 
the sewer system in towns and 
villages affected by groundwater 
infiltration, delivering some 
impressive results.

“We will be investing a further 
£10 million by 2020 on surveying 
and sealing sewers, helping us 
give households and businesses 
the best possible service.”

Tory party conference hosts forum 
on water resource management
BOTH reports were central  
to the discussion at an event 
at this year’s Conservative 
Party Conference.

Our chief executive, 
Matthew Wright, was part of a 
panel which discussed how to 
improve resilience to secure 
economic growth against the 
increased risks of flooding  
and droughts.

Matthew joined the water 
minister Dr Therese Coffey 
MP, NFU president Meurig 
Raymond, Head of Policy at the 
Institution of Civil Engineers 
Andrew Wescott and Jean 
Spencer from Anglian Water. 

The issues were again 
highlighted in the recent water 
resources report and the 
Government’s National Flood 
Resilience Review.

Both highlighted the  
need for greater collaboration 
across the water industry, 
government, business and 
wider society to meet future 
challenges and allow regions 
to reach their full economic 
potential. 

Matthew said: “Water 
companies, Government and 
businesses all have roles to 
play in improving resilience.

“Through effective, 
thoughtful collaboration we 
can mitigate the risk and 
impact of flooding and secure 
water resources against the 
challenges of the future.”

Matthew Wright

We’ve invested in key  
‘hot spots’ where high 
groundwater levels,  
particularly during winter,  
can lead to sewer flooding

http://www.water.org.uk/water-resources-long-term-planning-framework
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Essential help to pay your bill
OUR Essentials tariff is helping 
more than 16,500 customers 
struggling to pay their water 
bills, but we could reach more 
people, with your help.

Customers in genuine 
financial difficulty could be 
eligible for a discount of up to  
90 per cent off their bill.

We are reminding people to 
check their eligibility for the tariff, 
which was launched last year.

Recently we broadened 
the eligibility criteria to include 
people whose water bills take up 
three per cent or more of their 
disposable income, as well as 
those in receipt of pension credit.

A study, recently published 
by water watchdog the 
Consumer Council for Water 
found that, nationally, less than 
a third of customers who could 
receive similar help from water 
companies had so far signed up.

Do you know an individual 
or group of customers who 
could benefit from such  
support? If so, please pass 
on details of our tariffs by 
sharing the following link to 
our website. 

OUR former Director of Strategy 
Simon Oates is now our new 
Chief Customer Officer.

The move comes at a 
challenging time for the company, 
following our low ranking in the 
most recent customer complaint 
report by the Consumer Council 
for Water (CCW).

Despite this most recent 
result, Simon is optimistic 
about the future as continued 
improvements are beginning to 
show results.

He said: “I am looking forward 
to the fresh challenges the new 
role will bring and to making 
sure the company delivers the 
best possible service to our 
customers.

“We still have some way 
to go before we match the 
performance of our peers but 
I firmly believe we have the 
capabilities and the desire to  
do so.

“We have made a range 
of improvements already and 
seen some real progress based 
on our performance since 
November 2015 – most of which 
unfortunately falls outside the 

time period covered by the most 
recent CCW report.

“Our recent improvements  
have seen the number of 
customer complaints fall steadily 
and, so far this year, we have 
received approximately half the 
number of complaints we did in 
the first five months of 2015.”

New customer lead set  
to improve service levels

WE ARE now responsible for 
the ownership and maintenance 
of private wastewater pumping 
stations in our region.

The change, which came 
in on 1 October, is part of new 
legislation aimed at resolving 
ownership issues and ensuring 
better long-term maintenance for 
the sewer network.

It follows on from the 
change of responsibility for the 
maintenance of certain sewer 
pipes that was introduced in 
October, 2011.

For a pumping station to be 
adopted by Southern Water, it 
needs to meet certain criteria set 
out in the legislation, these are 
detailed below.

Non-eligible pumping stations 
will remain the responsibility of 
the current owners.

To be adopted the pumping 
stations:
•   Must serve more than one 

property, or sit outside of the 
property boundary

•  Must connect with our 
sewerage network

• Must not be connected to a 
private treatment works

• Must have been connected 
prior to July 2011. Properties 
connected after this date will 

be subject to a supplementary 
transfer (details of which are 
still to be confirmed).
The transfer of ownership to 

Southern Water brings peace 
of mind to customers who were 
previously responsible for the 
equipment.

We plan to standardise the 
equipment on all pumping 
stations to help ensure efficient 
operation of these important 
elements of the sewer network.

We have been busy this 
year identifying more than 600 
sites eligible for adoption and 
surveying them to see what 
improvements, if any,  
are required.

More information on the 
transfer of private pumping 
stations can be found here.

Transfer of private stations will help us maintain network

“The transfer of 
ownership to  
Southern Water 
brings peace of 
mind to customers 
who were previously 
responsible for the 
equipment”

https://www.southernwater.co.uk/difficulty-paying-your-bill
https://www.southernwater.co.uk/information-about-pumping-stations
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WE HAVE run a number 
of workshops to provide 
our stakeholders with an 
opportunity to help shape how 
we deliver our services now 
and in the future.

Participants helped us 
develop our next Business Plan 
covering 2020–25, our Water 
Resources Management Plan 
for 2020–45 and our Drought 
Plan which looks at the period 
from 2017–20.

The focus was removing 
wastewater effectively and 

securing reliable supplies of 
drinking water.

There were also optional 
‘surgery’ sessions on planning 
for future growth and bathing 
water quality. 

The workshops were 
held in Canterbury, Brighton, 
Southampton and Ryde during 
October and November. 

Keep an eye out for 
a special edition of this 
newsletter covering what was 
discussed and some of the key 
outcomes – coming soon.

Have your say at our new 
stakeholder workshops

TEAMS from across our region 
have been busy raising money, 
picking litter and tackling 
sponsored events for charity. 

Our Chief Executive Matthew 
Wright was among a group of 14 
cyclists who peddled almost 70 
miles across East Sussex, scaling 
Ditching Beacon twice and  
visiting four operational sites.

They raised more than £2,000 

for WaterAid – enough to provide 
a well and rope pump for five 
small communities.

A sponsored swim of up to 
2km in our Weir Wood reservoir 
by more than 30 colleagues from 
across the region also raised over 
£1,500 to be split between our 
company charity, the Kent and 
Sussex Air Ambulance and the 
Royal Life Saving Society.

In Hampshire, our Wholesale 
Policy and Strategy Team spent a 
day picking litter from the shores 
around Langstone Harbour.

The team collected almost 
2,100 pieces of litter – including 
parts of boats, medical supplies 
and waste left behind by visitors. 

Not to be outdone, our 
Strategy and Economics team 
walked nearly 20 miles from 

our offices in Falmer to our 
headquarters in Durrington, 
raising £500 for the Against 
Malaria Foundation. 

Meanwhile, the Policy and 
Stakeholder Engagement team 
worked with the Sussex and 
Surrey branch of Contact the 
Elderly to help it raise awareness 
of its work to support some of the 
most vulnerable people in society.

Full marks for recycling
WE ARE now recycling 100  
per cent of our waste for the 
very first time.

No waste from our wastewater 
treatment works, water supply 
works or offices was sent to 
landfill in July and August, putting 
us among the industry leaders in 
this area. 

Our biggest achievement 
is the recycling of grit and 
screenings – things like wet 
wipes and sanitary items – 
removed at our treatment works.

Before the start of our current 
waste and recycling contract, all 
screenings, about 10,000 tonnes 
a year, went to landfill.

With the support of our 
contractor, MTS, it is all now 
recycled into compost.

Meanwhile, all solid waste 
from the wastewater treatment 
process, known as sludge, is 
recycled to agriculture as a soil 
conditioner and fertiliser and all 
office waste is now recycled.

Nigel Heward, our Waste and 
Recycling Manager, said: “This is 
brilliant news and the result of a 
lot of hard work from our teams 
and our partners at MTS.

“We’ve long had a desire to 
be greener when it comes to 
recycling and this puts us among 
the class leaders.”

We’re raising money on land ...

... and sea. Well, a reservoir!
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HOWLETTS Wild Animal Park, 
has been given £10,000 as our 
chosen regional charity for Kent 
this year.

The park, near Canterbury, 
works with conservation charity 
The Aspinall Foundation.

It will use the money to fund 
a year-long project to build a 
new education and conservation 
centre, which will be housed in 
an old park-keepers cottage.

The charity was chosen by 
our employees who will also be 
lending additional fundraising 
and volunteering support. 

Anita Williams, a senior 
communications advisor who 
was part of the judging panel, 
said: “We chose this charity 

because the conservation 
centre will provide a welcome 
space, whatever the weather, 
to share the importance of 
conservation with visitors.”

Originally set up as a private 
zoo in 1957 by John Aspinall, 
the park was opened to the 
public in 1975. 

Along with its sister site 
at Port Lympne Reserve, the 
foundation provides a home 
to more than 1,000 animals. It 
is dedicated to the breeding, 
reintroduction and protection of 
rare and endangered species.

It has already reintroduced 
western lowland gorilla, black 
rhino and przewalski horses 
born in Kent back into the wild.

Howlett’s residents jump for 
joy at new education centre

WE JOINED forces with 
Thanet District Council and 
the Environment Agency to 
encourage people to do  
their bit to keep Kent’s  
beaches clean.

Employees from all three 
organisations set up camp on 
the harbour arm at Viking Bay in 
Broadstairs.

Beach users and visitors 
were encouraged to ‘love our 
beaches’ by taking litter home, 
not feeding seagulls, obeying 
local rules about animals on 
beaches and cleaning up after 
their pets.  

Our sewer teams lifted 
manholes and used live CCTV 
to give people a unique insight 
into the surface water network 
serving the seaside town. 

We also visited more than 
200 homes and 30 food outlets 
in and around the bay to  
discuss fat, oil and grease 
disposal and to remind people 
that the sewer network is only 
designed to carry the three Ps - 
pee, poo and paper.

Meanwhile, lifeguards  
from the RNLI provided vital 
safety advice to ensure 
everyone enjoyed their day in 

and around the water.
The interactive day included 

games and activities for  
children, such as badge making 
and even a tug of war with  
wet wipes.

Gavin Waite, Director of 
Operational Services at the 
council, said: “Thanet has some 
of the best beaches in the UK 
and it’s important we all work 
together to keep it this way.

“The action day was a 
fantastic success and a perfect 
example of how partnership 
working can make a real 
difference.”

Visitors asked to consider impact on water quality

An elegant demonstration of the resilience of wet wipes

A helping hand for Howletts Wild Animal Park
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Next stage commences on major water 
mains replacement scheme in Kent
WE HAVE started the next 
phase of our water mains 
replacement scheme to 
improve the water supply 
in Rochester, Chatham and 
Gillingham.

An additional £8 million will 
be spent replacing 28km of 
water mains and service pipes, 

some of which are 85 years old. 
The project will take 18 

months to complete. 
Our delivery partner, 

Clancy Docwra, will be using 
trenchless technology where 
possible, minimising disruption 
to customers and businesses. 

Between 2011 and 2013, 

we invested £14 million in 
successfully replacing old water 
mains in the area. 

During that first stage of the 
replacement, teams worked 
on more than 160 roads, 
excavating more than 10,000 
holes and installing more than 
49km of new pipes.

SOUTH Thanet MP Craig 
Mackinlay took a tour of our 
Weatherlees Hill Wastewater 
Treatment works

The works, which serves 
more than 170,000 people 
across Margate, Broadstairs, 
Ramsgate, Sandwich and Deal, 
is split into two sister sites which 
run side by side.

Craig was keen to hear more 
on bathing water quality, the joint 
work with Thanet District Council 
and the progress of our Bathing 
Water Enhancement Programme. 

Having sought assurances 
from us about the impact our 
operations have on bathing 
water quality, we offered him  
a visit to the site to find out 
more about the wastewater 
treatment process.

Craig said: “It was a 
fascinating visit and I was 
impressed with the high 
standards of treatment which 
Southern Water carries out.

“I was very pleased to hear 
about the steps the company 
have taken to improve the 
resilience of the service it 
provides the Thanet area, as  
well as its commitment to  
helping improve the quality of 
our coastal waters.”

We have invested millions 
of pounds over recent years 
to upgrade our wastewater 
network across Thanet and to 
improve coastal water quality.

Thanet’s 19 miles of stunning 
sandy beaches are now cleaner 
than ever and this year boasted 
seven blue flags and two  
seaside awards.

We are working in 
partnership with Thanet District 
Council to educate local 
residents, businesses and 
visitors so that everyone can 
help to keep our beaches and 
bathing waters looking clean 
and beautiful.

Local MP applauds focus  
on bathing water quality

Work continues on £4m  
sewer upgrade scheme
WORK on the second phase 
of our major investment in 
Ramsgate is now under way.

As part of the £4 million 
scheme we are replacing a long 
stretch of wastewater pipe to 
help protect the environment 
and ensure wastewater is 
removed effectively. 

We’ve also moved the new 

pipeline further away from the 
beach. We are currently installing 
the final 1.2km of pipe, which 
runs through agricultural land.

The project, due to 
complete by February 2017, 
is part of a wider 10-year, £80 
million, programme of sewer 
improvement works across 
Thanet.

Picture shows the previous phase of work on this project


