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Stakeholder panels helping shape plans
WE HAVE held the first meetings 
of our new stakeholder panels.

They bring together local 
authorities, environmental 
groups, trade bodies and 
regulators to help shape how we 
deliver our services now and in 
the future.

The roundtable discussions 
will also act as sounding boards 
for new ideas and provide 
expertise, insight and challenge 
on the feasibility of our plans, 
policies and assumptions.

Our Hampshire and Isle of 
Wight panel was attended by, 
among others, Hampshire County 
Council, the Wessex Chalk 
Stream Trust and the New Forest 
National Park Authority. 

Our Kent panel included 
the Campaign to Protect Rural 
England, the South East Rivers 
Trust and Kent County Council. 

Sussex Wildlife Trust, the Arun 
and Rother Rivers Trust and the 
two county councils were among 
the guests at the Sussex panel.

At our Strategic Environment 
Panel in June we spoke to 
national stakeholders including 
the WWF-UK, the Environment 
Agency, Natural England, RSPB, 
National Farmers’ Union and the 
Green Alliance.

We operate in an 
environmentally-sensitive,  
water-stressed area, so water 
resources, resilience and 
catchment-working were high on 
the agenda. 

County panel members 
discussed and suggested new 
ways to secure reliable supplies  
of drinking water to help 
inform our Water Resources 
Management Plan. 

 

Suggestions ranged from 
rainwater capture and catchment 
management to financial rewards, 
seasonal tariffs, water-efficient 
housing design and promoting 
agricultural water storage.

If you have any more ideas 
please take a few minutes to 
fill in our online questionnaire 
southernwater.co.uk/planning-
for-the-future by 9 September.

Branwen Rhead, from 
our Policy and Stakeholder 
Engagement team said: “The 
panels bring together a wide 
range of interests and expertise 
from across our region. This is 
important to ensure that our 
plans meet the needs of current 
and future customers.”

Minutes and outcomes from 
all the panels will be available 
through the stakeholder page on 
our website. 

MEMBERS of the Consumer 
Council for Water visited 
our Peacehaven wastewater 
treatment works near Brighton 
for a tour.

Our Chief Executive Matthew 
Wright showed the members 
of the London and South East 
Regional Committee around the 
site and held a Q&A session with 
them over lunch.

Hot topics included our 
customer service performance, 
how we plan for population 
growth and how the industry will 
look in five years.

 

Matthew explained that we have 
made fundamental changes 
to our customer services and 
reduced complaints by 30 per 
cent compared with last year.

He also stressed the 
importance of integration 
and collaboration between 
water companies to meet the 
challenges of climate change 
and population growth. 

Regarding the future, 
Matthew explained that the 
likely introduction of household 
competition would be a big 
challenge for the water industry 
to get right for customers. 

Sir Tony Redmond, regional 
chair of the committee said the 
“first-class” site was “a credit to 
Southern Water” and that the 
members were “amazed at  
how seamlessly it blends into 
the landscape”.

Matthew said: “I was pleased 
to show Consumer Council 
for Water members around 
Peacehaven.

“It remains our biggest ever 
capital project and demonstrates 
perfectly how much we’re 
investing to deliver higher 
standards for customers and  
the environment.” 

CCW impressed 
by Peacehaven tour

Taking action 
on behalf of 
our most  
vulnerable  
customers
CUSTOMERS receiving 
pension credits now 
automatically qualify for our 
social tariff, Essentials.

We have changed the 
eligibility criteria for Essentials 
and are proactively calling 
customers on pension credits 
to let them know.

Customers may also be 
eligible if their water charges 
represent three per cent 
or more of their household 
income.

Over the past year alone, 
more than 12,000 customers 
have signed up to the tariff and 
are making savings of between 
20-90 per cent on their bills. 

If you know someone who 
may benefit from this change, 
please ask them to call us on 
0800 027 0363.

For more information see 
southernwater.co.uk/difficulty-
paying-your-bill.

Stakeholder
Update

Feedback on the sessions 
has been extremely positive. 
Cllr Keith Evans from  
Fareham Borough Council 
said the panel was “very  
informative” and gave an 
“excellent background” to  
our activities. Catherine  
Patel from the Environment 
Agency said that it was  
“great to have the  
opportunity to link in all our 
work issues”. Sue Armstrong 
Brown from the Green  
Alliance said: “I’m  
delighted that Southern  
Water is taking this  
approach and opening up 
strategic discussions on  
the environment.”

http://southernwater.co.uk/planning-for-the-future
http://southernwater.co.uk/planning-for-the-future
https://www.southernwater.co.uk/stakeholders
http://southernwater.co.uk/difficulty-paying-your-bill
http://southernwater.co.uk/difficulty-paying-your-bill
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Help us plan for the future
WE ARE busy planning for the 
future and want your views to 
help us. Our Business Plan and 
long-term strategy is reviewed 
every five years as part of the 
Ofwat Periodic Review.

The next one, in 2019, will set 
our customers’ bills for 2020-25.

Our current plan was based 
on feedback from more than 
27,000 customers and local 
stakeholders.

This gave us a clear 
understanding of their priorities 
and helped shape the plan 
which is used to inform  
everyday decision-making  
and investment.

As part of the next Business 
Plan review, we want to 
understand if these priorities 
have changed.

We want to know if our 
performance measures and 
targets still reflect your needs. 
Although day-to-day interaction 
with our customers provides a 
good understanding of where 

our performance is good and 
where we need to improve, we 
will be supplementing this with 
more targeted research.

The first phase of this aims 
to review the measures we use, 
confirm priorities and update our 
long-term targets.

Our stakeholders need to 
be part of this review and our 

stakeholder panels will help 
guide and challenge our plans 
and decision-making.

We would also welcome your 
views to help ensure we secure 
input from a broad range of  
interests across our area.

The diagram below 
shows customer priorities for 
improvement over 2015-20.

If you believe priorities have 
changed or the measures could 
be improved, please contact 
futureplans@southernwater.
co.uk by 9 September. Your 
feedback will help shape the 
direction of our plans and 
we will continue to work with 
stakeholders across the region 
as the work progresses.

Exiting the non-household retail market
FROM 1 April 2017, retail services 
for all non-household water 
customers will be open  
to competition.

This means all businesses, 
public sector organisations and 
charities will be able to switch 
their retail services provider.

The change will not affect 
household customers.

We currently provide both 
retail and wholesale services to 
about 105,000 non-household 
customers across our region.

In April 2017, when the 
competitive market is expected 
to open, we intend to exit the  
 

non-household customer retail 
market.

To do this, all our non-
household customers will transfer 
to Business Stream, which will be 
responsible for all aspects of the 
retail service.

Business Stream is a specialist 
retailer which has been at the 
forefront of the competitive 
market in Scotland since it 
opened in 2008.

Our Chief Executive Matthew 
Wright said: “We believe this 
sale is the best solution for our 
non-household customers as 
Business Stream’s track  
record of delivering savings 

and value-added services to 
customers gave us confidence in 
transferring our non-household 
customers to their care.”

We will remain the provider 
of all wholesale services to non-
household customers, including 
the treatment and supply of water 
and the removal of wastewater.

We have established a new 
wholesale services team to 
provide excellent operational 
support to all the non-household 
retailers who will be serving 
customers in our region.

For more information, visit 
southernwater.co.uk/countdown

Metering judged 
a bold move
OUR metering programme 
was named runner-up at the 
Guardian Sustainable  
Business Awards.

The accolade was 
granted in the ‘bold move’ 
category which recognises 
companies that have taken 
a groundbreaking step to 
advance sustainability and 
pave the way for other 
businesses.

Ben Earl, our water 
efficiency manager, said the 
award was “fantastic” and “a 
real tribute to the whole team”.

We were the only water 
company shortlisted at the 
awards, joining companies as 
diverse as The Carbon Trust, 
Innocent Smoothies, B&Q  
and Ikea.

We were the first water 
company to complete a large-
scale metering programme.

Since the programme 
started in 2010, we have 
installed more than 400,000 
water meters across the south- 
east to help manage demand 
of this precious resource.

Our customers are now 
using, on average, 16.5 per 
cent less water than they were 
before the programme started.

But our water-saving efforts 
don’t stop there – we are 
working hard to reduce water 
use by a further 10 per cent  
by 2020.

To do this, we are working 
with schools, small businesses 
and our customers to help 
them save water, energy  
and money.

Future water supply challenges discussed 
THE impact of abstraction 
reform on water supplies for 
both agriculture and the water 
industry was top of the agenda 
at a high profile meeting. 

Our CEO, Matthew Wright, 
met President of the National 
Farmers’ Union (NFU), Meurig 
Raymond and Acting Chair of 
the Environment Agency, Emma 
Boyd-Howard and visited local 
salad growers, LJ Betts in West 
Malling, Kent.

They were joined by 
specialists from the NFU, 
government officials, local 
farmers and our Water Strategy 
Manager Meyrick Gough.

The visit was set up to 
discuss the challenges facing the 

agricultural sector in the south-
east, in particular the availability 
of water to meet future growth. It 
also explored how the proposed 
reforms to the abstraction regime 
could support easier trading 
between water companies and 
other abstractors.

Matthew and Meyrick spoke 
about the work we are doing in 
partnership with Kent County 
Council, South East Water and 
Defra, to look at the opportunities 
to support local growers through 
water trading.

Our plans for a water re-use 
scheme in the area will provide 
an additional 20 million litres of 
water per day, some of which we 
can trade with others to support 

their water needs.
At a national level we are 

working to develop an over-
arching framework for water 
resources.

This involves collaborating 
with other water companies and 
key stakeholders including Ofwat 
and Defra, to develop a strategy 
and framework to plan for future 
water resource needs across 
England and Wales.

Meyrick said: “The meeting 
was really encouraging and gave 
us the opportunity to discuss 
some of the key areas where 
we need to do more to work 
together to secure water supplies 
for public consumption and 
agricultural use.”

A constant supply of  
high quality drinking water

Removing wastewater  
effectively

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

Responsive  customer service Better information and advice 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

Maintain current service Improvement required Significant improvement requiredKey:

mailto:futureplans%40southernwater.co.uk?subject=
mailto:futureplans%40southernwater.co.uk?subject=
http://southernwater.co.uk/countdown


Spring Open Day at Foreness Point 
WE HAVE again welcomed 
visitors to our Foreness Point 
wastewater pumping station  
in Margate.
 Guests included local 
councillors and council officers, 
members of the Walpole Bay 
Swimmers group, local business 
owners and community  
organisations. 

They were able to see first-
hand the improvements brought 
about by the first phase of our 
multi-million pound investment 
and maintenance programme at 
the site. 

We have invested more 
than £4 million to improve the 
pumping station, including 
refurbishing the site’s screens 
which remove wet wipes, and 
other non-biodegradable items, 
from wastewater flows to help 
reduce blockages.

Paula Harbidge, Tourism 
Manager at Thanet District 
Council said: “The open 
day provided an excellent 
opportunity for local tourism 
businesses to see the results 
of the recent improvements. 
Seeing the improvement first 

hand really gave the scale of 
Southern Water’s commitment 
to providing the best service 
possible for residents and 
visitors to Thanet”

Our project manager Jon 
Yates added: “It has been great 
that so many local businesses 
and organisations we have 
worked with have taken up our  
invitation to visit Foreness  
Point. 

“We hope we’ve given them 
more of an insight into what we 
do and how our operations work.

“We will be spending a 
further £8 million to improve 
resilience at both Foreness Point 
and Broadstairs Wastewater 
Pumping Station. A further £1.7 
million is also earmarked  
for improvements at 
Weatherlees Hill Wastewater 
Treatment Works.”
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OUR Network Protection 
Officers are visiting homes and 
businesses across Kent on a  
fat-busting mission.

The team is warning 
customers of the problems 
caused by pouring fats, oils and 
grease (FOG) down sinks and 
putting ‘unflushables’ like wet-
wipes and sanitary products 
down toilets.

Each year there are around 
23,000 blockages across our 
network of almost 40,000km 
of sewers – about two thirds of 
these are caused by FOG and 
unflushables.

At worst, blockages can lead 
to wastewater backing up and 
flooding into people’s homes 
and gardens.

The visits are part of a £1.4 
million programme to reduce 
blockages by working in 2,000 

blockage ‘hotspots’ across the 
south-east. 

The programme includes 
lifting manholes to look for 
blockages, CCTV inspections of 
sewers and talking to customers 
to explain how to safely dispose 
of FOG and unflushables – in 
the bin.

Tim Bagnall, our waste 
services manager, said: “Sewer 
flooding can be a really upsetting 
experience for our customers, so 
we want to raise awareness of 
what they should and shouldn’t 
be putting down our sinks and 
toilets, in order to keep drains 
and sewers flowing clear.

“Our sewer pipes are much 
smaller than many people think 
– only about 10cm in diameter – 
so the only things we can safely 
flush down them are the three Ps 
– pee, poo and paper.”

War on FOG comes 
to Kent

Broadstairs sewers undergo deep clean 
WE JOINED forces with local 
councils and the Environment 
Agency to give a town’s roads 
and sewers a deep clean ahead 
of the bathing water season.

Employees from Thanet 
District Council and Kent County 
Council helped us co-ordinate  
a thorough street clean and 

cleanse of the highway gullies, 
for which they are responsible, 
in conjunction with a deep 
cleanse of the public surface 
water sewers around Viking Bay, 
Broadstairs.

The joint effort ensured the 
network was clean before the  
 

bathing water season began on 
May 15.

The various sewers in the 
town have been identified as 
potentially affecting the bathing 
water quality in Broadstairs as 
they carry rainwater running off 
roads and urban and agricultural 
land into the sea.

“The joint effort  
ensured the network  
was clean before  
the bathing water  
season began on  
May 15.”

Foreness Point wastewater pumping station

Guests saw first-hand the fruits of recent investment

FOG clogs pipes - restricting water flow



TWO important capital  
schemes in Kent have reached 
major milestones.

The first phase of our  
£3 million scheme to replace 
a stretch of wastewater pipe 

at Military Road in Ramsgate 
finished at the end of June. 

The new pipeline will help 
protect the environment and 
ensure wastewater is removed 
effectively. The second phase is 

expected to begin in July.
Local school children from 

St Ethelbert’s Catholic Primary, 
Ramsgate, took part in a safety 
challenge on the dangers of 
building sites.

Elsewhere, the first phase of 
our £1 million project to install 
36 new vacuum sewer pods in 
Bromley Green Road, Ruckinge, 
has been completed.

The second phase, to put in 
the individual communication 
link to each pod, is expected to 
begin in August.

Problems with the previous 
pods meant they were 
susceptible to groundwater 
flooding – leaving some 
customers unable to use  
their toilets.

THE Gorrell Tank car park in 
Whitstable will open a month 
earlier than expected after we 
completed our repairs ahead  
of schedule.

Half of the car park was 
closed while we carried out vital 
repairs on the stormwater tank 
which protects homes in the area 
from flooding during heavy rain.

Some of the tank’s supporting 
columns had corroded, meaning 
parts of the car park were unsafe 
for use.  
In order to carry out the repairs, 

we had to remove thousands of 
tons of silt and debris from the 
tank.

Project manager Jon Yates 
said: “Our crews have worked 
flat out to get this work done as 
quickly as possible.

“This has been a great effort 
from everyone involved and we 
would like to thank the public 
for their patience while this work 
was carried out.”

We will return in the winter 
to carry out a second stage of 
permanent repairs.

Gorrell Tank repairs  
completed ahead of schedule 

Kent capital schemes reach major milestones
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Whitstable’s Gorrell Tank

Drips spread water-saving message 
CHILDREN are discovering a 
bucket load of water-saving tips, 
courtesy of our touring show – 
The Drips.

Are You a Drip? uses masks, 
puppetry and music to bring to life 
the Drip Family and teach seven 
to 11-year-olds to be water-wise. 

Created by the award-winning 
Facepack theatre company, the 
show is offered free to schools 
and has been seen by tens of 
thousands of pupils in the 17 years 
it has been running.

This year it is touring 28 
schools across the region.

The Drips has been designed 
to meet National Curriculum 
requirements and is part of our 
educational programme which 
includes resource packs and free 
fitting of water-saving devices.

Local school children learn about dangers of building sites New vacuum sewer pods

Are You a Drip? is touring 28 schools across the region




