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What does this appendix do?  

This appendix provides details of the engagement undertaken to support South East Water’s 

Water Resources Management Plan for 2020-2080 and provides:  

 Details of our overall engagement approach 

 Our engagement strategy for dWRMP19 

 Our approach to non-household engagement for dWRMP19 

 Summary of the pre-draft plan consultation 

 Our communication plan for the statutory public consultation  

 Our planned activities for the statement of response process  

 The role and inputs of the Environmental Scrutiny Group and Customer Challenge 

Group in the WRMP19 process.  

The data tables you will find in this appendix 

There are no data tables associated with this appendix. 

Need further information?  

Please email wre@southeastwater.co.uk if you require further information or wish to clarify 

anything in this appendix.  
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1. Setting the scene 

1.1 Introduction  

South East Water has learned a lot over the last three water resource management planning cycles. 

Closer engagement with communities and customers has helped us develop plans that have customer 

support and therefore are more likely to achieve successful outcomes and be deliverable. This has 

inspired much of our continued improvement over the years across the business, where we ensure we 

work with customers as we develop all our strategic long-term plans. 

During the WRMP process we were committed to building on the lessons learnt from WRMP14 which 

demonstrated the importance of early dialogue with regulators, stakeholders, communities and 

customers on the range of demand and supply options available before publication of a draft plan; and 

then to test fully with them both elements of the plan and the overall package using robust survey and 

research techniques, to support the formal statutory consultation. 

We continued this engagement and dialogue during and after the consultation process to ensure 

changes to the revised and final plan appropriately reflected and took account of views received. 

While we work to achieve a high degree of engagement in all our planning, preparing the water 

resources management plan is also a statutory duty so we were mindful of the regulatory 

requirements too.  

Water companies have a statutory duty to prepare and consult on a water resources management 

plan (WRMP), and are required to follow a statutory process when doing so.  The WRMP sets out how 

we will maintain water supplies to current and future customers over a 25-year period, by managing 

demand for water and delivering schemes that generate additional water. The statutory WRMP 

process is an independent regulatory requirement from the business plan - although outputs from it 

forms a key component that then feeds into our five-yearly business plans (see Figure 1).   

At the highest level the WRMP engagement process comprised three stages: 

 Preparation of a draft WRMP - ‘the draft plan’ 

 Publication and wider consultation on the draft plan 

 Publication of a statement of response to representations made on the draft plan and 

publication of a revised plan  

Formal approval of the revised plan made by the Secretary of State for Defra then became `the final 

plan’. The statutory process for the WRMP sets out timing and scope of engagement water companies 

must achieve with regulators, stakeholders, customers and communities throughout all stages of the 

process. Our engagement on the WRMP occurred through all these phases of work. In Figure 1 we 

have included an overview diagram of the WRMP process and our engagement approach - and how 

the WRMP process feeds into the five-year business plan process.   
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Figure 1 – summary of the WRMP engagement process and link to business plan 
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1.2  Purpose of this appendix 

This appendix (WRMP19 Appendix 2A, Engagement) describes the customer and stakeholder 

engagement carried out by South East Water in the preparation of the draft WRMP. It also outlines the 

activities undertaken as part of the public consultation period, how we ensured we engaged with as 

wide a range of interested parties as possible, specifically ensuring we gave those people impacted by 

our plan the opportunity to comment and have their views - as well as the results of the consultation - 

considered. 

1.3 Structure of appendix 

This appendix is supported by the following appended documents: 

Appendix 2B – Willingness to pay research – final report 
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2. Our engagement approach 

2.1 National guidance 

Our engagement approach has been carried out in accordance with national guidance as set out in: 

 Guiding Principles for Water Resources Planning (Defra, 2016) 

 Water Resources Planning Guideline (Environment Agency and Natural Resources Wales, 

2017) 

 Ofwat guidance on engagement for PR19 

Figure 2 – Ofwat expectations for communication during PR19 

 

This appendix describes our activities and engagement in preparing the WRMP and our 

communication and engagement plan which will be implemented during the statutory public 

consultation period. 

2.1.1 Guiding principles 

The guiding principles document describes government policy expectations of water companies in 

preparing WRMPs, which includes an early engagement with regulators, stakeholders, customers and 

communities and other interested parties. 

It also explains how we should hold a pre-consultation, carry out a public consultation and prepare a 

statement of response. 

We were also mindful of Ofwat’s guiding principles for engagement during price reviews: 

https://www.ofwat.gov.uk/wp-content/uploads/2015/12/pap_pos20160525w2020cust.pdf 

https://www.ofwat.gov.uk/wp-content/uploads/2015/12/pap_pos20160525w2020cust.pdf
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Many of these principles are as relevant to water resource planning as to wider business plans.  

In particular: 

Principle 1 – Water companies should deliver outcomes that customers and society values at a 

price they are willing to pay. 

Principle 2 – Customer engagement is essential to achieve the right outcomes at the right time 

and at the right price. 

Principle 3 – Engagement should not simply take place at price reviews. Engagement means 

understanding what customers want and responding to that in plans and ongoing delivery. 

Principle 4 – It is the companies’ responsibility to engage with customers and to demonstrate that 

they have done it well. 

Principle 5 – Customers and their representatives must be able to challenge the companies 

throughout the process. The engagement process should ensure this challenge happens. 

Principle 6 – Engagement is not a ‘one-size-fits-all’ process, but should reflect the particular 

circumstances of each company and its various household and non-household customers. 

2.2 Our experience and ambition for engagement 

South East Water has learned a lot over the last three water resource management planning cycles 

and through our business as usual activities. We believe that closer engagement with regulators, 

stakeholders, customers and communities has helped us develop plans that have customer support 

and therefore are more likely to achieve successful outcomes and be deliverable. This has inspired 

much of our continued improvement over the years across the business, where we ensure we work 

with customers as we develop all our strategic long-term plans. 

We are committed to building on the lessons learnt from WRMP14 which demonstrated the 

importance of early dialogue with them all on the range of demand and supply side options available, 

and before publication of a draft plan; and then to test fully with customers both elements of the plan, 

and the overall package, using robust survey and research techniques, to support the formal statutory 

public consultation. 

The Environmental Focus Group approach that we adopted at WRMP14 was highlighted by regulators 

as ‘best practice’ and we could see that this regular dialogue with stakeholders throughout the process 

led to us developing a better plan. During the development of WRMP19 the group was renamed 

Environmental Scrutiny Group (ESG) to better reflect its role in development of the plan. 

Through the business planning process we have worked closely with our Customer Challenge Group 

which holds us to account to ensure we are carrying out meaningful engagement as we develop our 

strategic plans. Their challenge continues to inspire us to be ‘best in class’ for engagement and we 

hope to demonstrate that through the WRMP19 process. 

2.3 Changes in approach since WRMP14 

We committed to building on the lessons learnt from WRMP14 which demonstrated the importance of 

early dialogue with regulators and key stakeholders on the range of demand and supply side options 

available, and before publication of a draft plan.  

 

We also fully tested elements of our draft plan with customers and the overall package of demand and 

supply options using robust survey and research techniques to support our consultation process. 
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Through the business planning process we work closely with our Customer Challenge Group (CCG) 

which holds us to account to ensure we are carrying out meaningful engagement as we develop our 

plans. The group’s challenge continues to inspire us to be ‘best in class’ for engagement and we hope 

to demonstrate that through the WRMP19 process. We worked with them as we developed this 

WRMP19, particularly our customer research programme and statutory public consultation plan. 

 

The main principles of engagement have not changed in recent years and so the approach adopted 

for WRMP19 is similar to that used for WRMP14.  

Key changes during the public consultation were where we used social media much more proactively 

than at WRMP14 and used more participatory techniques to work with customers to discuss the plan 

and develop solutions - particularly around water efficiency options. 

We have worked hard to ensure we gained more representative responses in our pre-consultation 

engagement. In particular our concerted efforts have ensured we received 94.5 per cent response rate 

from local authorities to our questions on housing numbers. 

We also used email as well as post for our micro-component survey. This led to an increased 

response rate and a more diverse range of demographics taking part which meant it was more 

representative of our customer base. 

This plan is looking further into the future with a focus on resilience. Therefore, we carried out new 

qualitative research on resilience to test customers understanding, particularly around balancing cost, 

the environment and impact of droughts. We also included questions about standpipes and rota cuts 

during the willingness to pay research, which is something we didn't ask about at WRMP14.  

2.4 Water Resources in the South East 

The South East of England is the driest and most densely populated region in the UK and its limited 

water resources are already under pressure - from population growth, climate change and new laws to 

protect the environment.  

A region-wide challenge needs a region-wide solution to secure future water supplies. South East 

Water is a member of Water Resources in the South East, a partnership of water companies, 

regulators, consumer and environmental champions that, every five years, develops a south east 

strategy for water to find better or new ways of managing and sharing water. 

The Water Resources in the South East plans up to 60 years ahead and looks at a range of plausible 

“what if?” scenarios. In early 2018 the group published the results of that work to identify what 

combinations of options are resilient enough to flex and adapt – whatever the future weather and 

challenges – to deliver the best value solutions for customers and the environment. 

The group’s members are Affinity Water, South East Water, Southern Water, SES Water, Portsmouth 

Water, Thames Water, the Environment Agency, Ofwat, Consumer Council for Water, Natural 

England, Defra, the Canal and River Trust and the Greater London Authority. 

Further information on the WRSE can be found at wrse.org.uk  
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3. Our engagement strategy 

3.1 Introduction 

This sets out our high level approach to engagement for the water resources management plan 2019 

(WRMP19).  Our strategy was reviewed with the ESG (May 2017) and updated to reflect their 

feedback. Feedback was positive, with requests to: 

 Update objective to talk about “improving” the environment, not just “protecting” 

 include additional stakeholder audiences – including all AONBs, Wildlife Trusts, farmers, 

CPRE groups, developers, farmers, business organisations such as House Builders 

Federation 

 to ensure changes to our operations due to market opening and the impact on engaging with 

non-household consumers is considered 

We have updated this strategy to reflect these views. 

We have worked with the Customer Challenge Group on the customer research and worked with both 

groups to further develop our public consultation engagement and our plans for engagement beyond 

the publication of the WRMP. 

3.2 Linkages between WRMP19 and PR19 engagement  

The engagement for WRMP19 and PR19 was guided by the same over-arching principles of 

developing two-way engagement and ensuring customers, communities and stakeholders have a 

voice in our plans. Our WRMP19 engagement included a range of activities to inform the building 

blocks of the draft WRMP and then the public consultation helped us finalise our plan.  

Figure 1 shows how the WRMP19 engagement process flows through and influences our PR19 

business plan. 

3.3 Objectives  

3.3.1 Key objectives 

Through true two-way engagement we wanted to develop a water resources management plan that 

would: 

 Ensure resilience of our resources for the future while improving the environment and 

minimising customer bill impact 

 support our business vision to be the “water company people want to  be supplied by and 

want to work for” 

 develop a water resources management plan that is supported by our customers, employees, 

stakeholders and regulators 

 feed into an industry leading approach engagement programme as part of PR19 

3.3.2 Secondary objectives 

Through the engagement on our water resources management plan we also wanted to: 

 Raise South East Water’s brand visibility and demonstrate our “Pure know h2ow” 
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 inform customers about the work involved in ensuring drinking water supplies for the future to 

help us improve customer satisfaction 

 support water efficiency initiatives currently underway 

 better understand how we can talk about resilience to customers in a way that is more 

meaningful for them 

3.4 Who is the audience for the WRMP?  

At the highest level the statutory requirements of who we engaged with on the WRMP are deliberately 

broad – we were required to consult with anyone who may be affected by the WRMP.   

3.4.1 How have we identified and decided upon who it is necessary to engage with?  

To be considered high quality engagement we needed to have demonstrated: 

 A good understanding of the issues in our area 

 a clear understanding of the types of customers, citizens and community groups we wanted 

to engage with and why 

 a clear understanding as to the groups that represent those interests  

 a clear understanding of who is/isn’t engaging  

We have addressed this through three stages to the engagement: 

1. We recruited sufficient quotas of the household customer population so we can be confident 

they are representative of our wider customer base. The qualitative research has involved 

comprehension sessions and community groups to test customers’ understanding of 

resilience and the type of supply and demand options that could increase resilience/maintain 

the supply demand balance over the lifetime of the WRMP; and their appetite for changing 

levels of service and risk such as the frequency of water use restrictions.  

2. The second stage is the willingness to pay survey to test if customers are prepared to 

maintain/accept more/accept less risk by testing a change in levels of service, such as the 

frequency of water use restrictions. The quantitative research recruited specific quotas of the 

customer population so we can be confident it is representative of our wider customer base.  

It will also demonstrate the degree of consistency across the value based segments. 

3. Our wider customers, citizens and community groups we engaged with during the 12 week 

public consultation process - the who, when, how, why etc. - is the subject of our specific 

communications plan (section 8). We carried out further qualitative research with existing and 

future customers on our preferred plan and the options it contains; we have reflected this, 

and the representations made by customers, organisations and stakeholders, in our 

statement of response.  

4. We have considered the findings from any research/engagement carried out for the 2020-

2025 business plan to better inform the decisions made when compiling our final WRMP. We 

have shown how we have addressed any representations made on our draft plan in the 

statement of response.  

3.4.2 Gap analysis 

Our last plan (WRMP14) attracted responses to the consultation from a number of different groups: 

 Customers/individuals 26 

 local authorities 14 

 parish/town councils 11 

 non-governmental organisations/stakeholder groups 9 
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 regulators and statutory consultees 5 

 other water companies 1 

Those who engaged with us in the last plan were approached to be part of our consultation for 

WRMP19, and we also encouraged wider dialogue to help us develop our latest plan. 

We reviewed these responses in detail to see if there are customer voices missing from the 

conversation.  

We have also looked at the key geographic areas impacted by our plan – in particular where new 

reservoirs or desalination are planned - and developed our public consultation plan to ensure we 

targeted those areas for engagement. 

See section 8.1.2 for more on our review of responses from last time. 

3.4.3 Our audience 

To ensure that our engagement approach was robust we broke down our audiences into three key 

sectors to ensure we tailored our approaches and messages to the specific audience: 

 Our regulators and statutory consultees 

o Defra 

o Ofwat 

o Environment Agency 

o Natural England  

o CCWater 

o DWI 

o Historic England 

 

 Key stakeholders  

o Employees 

o MPs  

o county/district/borough/town/parish councils  

o Customer Panel (CP)/Customer Challenge Group (CCG) 

o Environmental Scrutiny Group  

o Environmental NGOs – e.g. Canterbury and District Angling Association, Campaign to 

Protect Rural England (CPRE) Kent, Inland Waterways Association, Kent & Sussex 

Branch, Institution of Civil Engineers South East England Water Panel, Kent Downs Area 

of Outstanding Natural Beauty (AONB) Unit, Kent Wildlife Trust, Ouse and Adur Rivers 

Trust, River Stour (Kent) Internal Drainage Board, Salmon and Trout Association (these 

groups all responded to WRMP14 we will ensure we have encouraged all similar 

organisations to respond including all AONBs in our area such as the High Weald, also 

all Wildlife Trusts and CPRE branches 

o local interest groups 

o business interest groups – e.g. House Builders Federation 

o Water companies  

o Water Resources in the South East (WRSE) 

o landowners and farmers 

o third party option providers 

 
 Customers  
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o Household  

o non-household 

o farmers 

o developers 

o retailers (the retail market opened to competition in April 2017 so we now have new 

retailers operating in our region for non-household customers) 

3.5 Our planned methods/channels of engagement with those audiences  

3.5.1 Regulators and statutory consultees 

Engagement with our regulators and statutory consultees was driven through a number of routes: 

 Formal pre-consultation ahead of the draft WRMP publication  

 statutory consultation on the draft WRMP   

 regulator membership of the Environmental Scrutiny Group (ESG) and Customer Panel/ 

Customer Challenge Group (CCG)  

 regulator-specific meetings 

 articles via trade press  

This replicated the approach to WRMP14, which saw the active and welcome participation by key 

regulators in the wider ESG and CP/CCG meetings with other key stakeholders and interested third 

parties. 

Ofwat was not a member of either group, but was engaged through regulator-specific meetings at key 

stages of the draft WRMP process. 

3.5.2 Key stakeholders  

For key stakeholders our approach was a programme of work that combined both general and 

targeted engagement. 

Where we have specific option types that required more detailed localised engagement we organised 

briefing sessions and one-to-one discussions, in advance of publishing the draft WRMP. These were 

then ongoing as part of the statutory consultation and statement of response processes. 

We ensured that communications through the Water Resources in the South East (WRSE) group was 

a key part of our consultation process. 

We engaged with third parties on water management options to ensure we considered as wide a 

range of options as possible.  

For other key stakeholders, we believe general correspondence, supply of non-technical summaries 

and web-based content was the most effective way of providing relevant information and encouraging 

responses. 

Emails and e-newsletters helped us encourage stakeholders to complete online surveys and 

information.  

Targeted local and trade press media coverage also supported our engagement.  

We continued our engagement with the ESG and CCG throughout the key stages of the plan’s 

development. 
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Finally, we knew that our employees were key to the success of our WRMP and their early 

engagement across the company was vital both for employee contribution to the plan development 

and for their support in delivering the messages to customers and others.  

3.5.3 Customers (existing and future)  

We built on the success of the WRMP14 consultation using more focussed techniques to engage 

directly with customers and developed a co-creation approach to our plan.  

We segmented our customer groups in line with our work for PR19 to ensure all our customers’ views 

were considered in our plans and that, in considering future needs, we are thinking about how 

customers’ needs change at different stages in their life. 

We used a variety of engagement techniques from online surveys, conferences, workshops and 

events (supported by proactive media relations and general plan promotion). This ensured that the 

responses we received more closely reflected the views of all segments of our customer base, and 

those views were drawn from both qualitative and quantitative methods.  

Complementary surveys sent via email, online and paper further supported our understanding of 

customers’ needs. 

Customer roadshows/exhibitions targeted areas with notable option-specific interest during the 12 

week consultation. Our Open Days, trailer events and community talks were all used during the 

WRMP consultation and encourage customer views. 

We utilised social media much more effectively for WRMP19 with the use of South East Water’s 

Twitter, Facebook and LinkedIn accounts. 

South East Water piloted its customer magazine in Basingstoke to engage our wider customer base 

during the WRMP consultation process to continue dialogue because it was important to us to ensure 

engagement continues past the publication of the final plan. 

Media activity was coordinated with the publication of the draft WRMP. It highlighted: 

 The elements of the plan - what may need to be done, where, when and why 

 how we have engaged with regulators, key stakeholders and customers to help shape the 

draft plan 

 how to access further information and make representations to Defra and to get involved in 

continued dialogue to develop the solutions outlined 

We targeted those media outlets in resource zones where we have potentially sensitive or 

controversial option-specific solutions, including the supply of localised information to promote 

events/meetings on specific options.  

We organised media interviews and prepared questions and answers around potential areas of 

interest. This media activity directed traffic to our website where we expected to see the bulk of wider 

customer and community consultation taking place. 

3.6 Impact of market opening on consultation with non-household customers 

In April 2017 competition was introduced to the industry and non-household customers can now 

choose their water retailer. 

It was important South East Water wholesale continued to engage with non-household customers to 

ensure we understood their needs for future water resources. 
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We ensured a level playing field was maintained at all times and this engagement did not give an 

advantage to South East Water Choice (the water retail business of South East Water up to 30 June 

2018 when South East Water choice was sold). 

The approach we took was to carry out engagement with non-household customers through letters, 

workshops and briefings. We used organisations such as local chamber of commerce and business 

networks to encourage feedback on our plans from non-household customers. 

Articles and advertising in business pages of newspapers and business publications sought feedback 

to our plans, but was prepared in a neutral way to purely focus on the water resources management 

plan. 

We ensured any South East Water wholesale members of staff taking part in engagement work were 

clear of how to ensure they did not promote South East Water Choice inadvertently. 

The engagement on the website was via the South East Water corporate pages to ensure separate 

from the non-household website.  

South East Water wholesale did not have access to non-household customer data and therefore we 

liaise with all retailers to ask for their support promoting our consultation with links through from their 

websites, letters and messages via bills where they are willing to do so. 

As well as engaging with retailers to help connect with non-household customers, we also engaged 

with the retailers to understand their expected needs.  

3.7 Our programme for WRMP19  

The timeline below links to three key phases in the development of the draft WRMP. These are: 

 Phase One - Pre-consultation and engagement (2015 – 1 December 2017)  

 Phase Two - Statutory consultation on draft WRMP (23 February 2018  - 21 May 2018) 

 Phase Three - Statement of response consultation (21 May 2018 – 24 August 2018)  

3.7.1 Role of the Environmental Scrutiny Group and Customer Panel/CCG 

We set up our Environmental Scrutiny Group in 2015 to coexist with our independently chaired 

Customer Panel (which has now become our Customer Challenge Group (CCG)). 

Objectives   

 To raise awareness of water resources and environmental management priorities for South 

East Water among our valued stakeholders and those representing the different communities 

we serve 

 to support the development and execution of South East Water’s Water Resources 

Management Plan through challenge, advice and partnership 

 to support South East Water in the successful execution of its contribution to the Environment 

Agency’s National Environment Programme – a package of improvement schemes to ensure 

all European directives are met and water quality is assured 

 to support the development and execution of South East Water’s statutory Drought Plan 

through challenge, advice and partnership 

 to provide a forum to debate and deliberate over strategic and local issues 

 for members to feed in and interpret customer and community views on the best way to 

secure a balance between supply and demand 
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 to work alongside the CCG in an agreed format (some members of the CCG sit on the ESG 

to provide link between the two) 

The ESG meets quarterly (Appendix 2C and 2D have topics discussed at meetings and the terms of 

reference, respectively). 

The members of the ESG are: 

Organisation 

Basingstoke & Deane Borough Council 

Bracknell Forest Council 

Canterbury and District Angling Association 

CC Water 

Council for British Archaeology South East 

CPRE (Sussex)  

CPRE Hampshire 

CPRE Hampshire Test Valley District Group 

CPRE Kent 

East Sussex County Council 

Environment Agency 

Farmer and catchment stakeholder 

Joint Parishes Group 

Kent County Council 

Lewes District Council 

Natural England  

NFU 

Ouse & Adur Rivers Trust 

Ringmer Parish Council 

Rushmoor Borough Council 

Salmon and Trout Association  

South Downs National Park Authority 

South East Rivers Trust 

The Inland Waterways Association 

Wealden District Council  

Whitewater Valley Preservation Society 

WWF and Blueprint for Water 

 

The members of our Customer Challenge Group are found on their independent website – 

www.customerchallenge.co.uk  

http://www.customerchallenge.co.uk/
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We worked with ESG and CCG to finalise our engagement plan, particularly the customer research 

and plans for the public consultation period (Phase One: Pre-consultation and engagement (2015 – 1 

December 2017))  

We carried out timely, pre-determined, clearly owned, pre-consultation with regulators, local planning 

authorities, MPs/key stakeholders, and third party NGOs not currently part of the ESG or CCG.   

Early engagement with these key stakeholders helped mitigate (but did not remove completely) any 

surprises of what was contained in the draft WRMP. 

Specifically, the following statutory consultees had regular engagement: 

 The Environment Agency and the Secretary of State 

 Ofwat 

 licensed water supplier that supplies water to premises in our area through our supply system 

(currently we do not have any within our area) 

We also ensured pre-consultation discussions held with other consultees, included: 

 Any water supplier affected by our supply system 

 water companies with bulk supply or shared resources agreements 

 neighbouring water companies (note all these three will be through regular WRSE 

engagement) 

 customer challenge groups (or their equivalent) 

 River Basin Liaison Panels and local catchment partnerships 

 any other groups our plan is likely to affect 

 any potential water supplier, company or third party we may wish to trade with 

 Consumer Council for Water  

 public service providers 

 Natural England 

We ensured our ESG had a range of members that represent the consultees detailed above. The 

engagement was largely in those areas where there was the prospect of feasible, supply-side options 

being selected as part of the preferred strategy for the draft WRMP, or indeed where we needed to 

flag what the alternative(s) options may be.  

Further activity included: 

 Local Planning Authority (LPA) briefings 

 MP briefings – 1-2-1 briefings with MPs in constituencies with key resource projects  

 environmental NGO briefings  

 targeted parish council briefings with clerks and chairs, then wider presentations to full 

councils. 

 quarterly updates to circa 2,000 community leaders through the Source e-newsletter. 

 regular WRSE meetings and briefings 

 meetings with retailers 

 focus group and deliberative workshops with non-household and household customers 

 landowners – we have identified landowners for all feasible supply-side options currently 

being modelled through the range of scenarios. We will engage with landowners before 

publication of the draft plan and as soon as there is greater clarity of what, if any, feasible, 
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supply-side options are being selected as part of the preferred strategy, and what the 

alternatives may be. 

During this period we will also defined, prepared and published the wide range of supporting material 

that was necessary for the wider statutory consultation and engagement on the draft plan. This 

included: 

 Supporting material (non technical summaries, leaflets etc.) 

 consultation pages on South East Water website 

 media relations and social media material 

 internal communications material  

The draft plan itself was prepared and sent to the Secretary of State on the 1 December 2017. As was 

good practice we prepared an easy to read non-technical summary that helped bring together our 

WRMP and linked plans including the SEA, drought plan and explained how these will fed into the 

business plan. 

This sat alongside the more detailed technical document that regulators and interested parties could 

review to understand the options we have considered and the decisions we have made.  

 

3.7.2 Phase Two: Statutory consultation on draft WRMP (winter/spring 2018) 

This was the public phase of the formal consultation period. We continued the work already underway 

from Phase One with regulators and key stakeholders, but moved into wider consultation with 

customers and communities, via the website and proactive media relations. 

Section 8 gives a detailed communication and engagement plan specifically developed for the actions 

we undertook during the 12 week public consultation period. 

We sent copies of the draft plan to all consultees listed in the Water Resources Management Plan 

Regulations 2007 and those organisations involved in the pre-consultation discussions. 

We did this via email and provided links to the online documents. If people wanted hard copies we 

arranged this for them. 

We published a statement with the draft plan that: 

 Specifies whether we’ve left out any commercially confidential information 

 Tells people that they can make representations on the draft plan to the Secretary of State 

before the end of the period specified in the statement. 

We had 26 weeks to consult on the draft plan and produce a statement of response. 

We used 12 weeks for the public consultation and 14 weeks to prepare our statement of response. 

We stated in the consultation that all responses were sent to the Secretary of State via 

water.resources@defra.gsi.gov.uk 

Secretary of State for Environment, Food and Rural Affairs 
WRMP, c/o Water Resources Policy, Area 3D 
Nobel House 
17 Smith Square 
London 
SW1P 3JR 

mailto:water.resources@defra.gsi.gov.uk
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3.7.3 Phase Three: Statement of response consultation (summer/autumn 2018)  

We continued with the baseline activities outlined above, such as key stakeholder and community 

engagement, media relations work, and website updates. 

The main focus of this phase was collecting and reviewing submissions made on the draft WRMP to 

enable the preparation of the statement of response.  

We continued to provide updates to the ESG and CCG through pre-scheduled meetings. 

On 24 August 2018 we sent the statement of response to the Secretary of State along with a revised 

draft WRMP (dWRMP19) and any other information requested by the Environment Agency. 

The Secretary of State has since reviewed the plan, statement of response, representations and 

technical advice from the regulators and decided that our plan could be published. 

We have ensured everyone who responded to the consultation was notified and we have published a 

press release to ensure we bring it to the attention of anyone affected. 

At this stage we begin to develop further communication plans to continue to work closely with 

communities affected by our plans, for example an area where construction is to take place, or 

develop new water efficiency programmes with others. 

3.8 Summary of our approach  

This strategy sets out, at a high level, the timing of key workstreams that needed to occur before the 

completion of the final WRMP and has been designed to ensure effective engagement with all 

audiences to support preparation of a deliverable plan. It has been prepared with the benefit of 

hindsight and lessons learnt from the WRMP09 and WRMP14 process.  
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4. Non-household engagement 

4.1 Our approach to non-household engagement 

4.1.1 Background 

Non-households comprise of properties that are not occupied as domestic premises - for example, 

factories, offices and commercial premises –but which receive drinking water supplies. This includes 

water used by agriculture, the service sector (e.g. commercial, hotels, leisure, retailers, hospitals, 

schools, communal establishments and local authorities) and the non-service sector (including 

manufacturing, other industrial processes and utilities). The definition of “non-household” has changed 

since retail separation in April 2016, which has resulted in some customers that were previously 

classified as non-household now being classified as household, or vice-versa. As a result there has 

been a significant net reduction in the number of non-households. 

In April 2017 the non-household retail market opened, with non-household customers in England now 

able to choose their water supplier (retailer). South East Water is a wholesale water provider and will 

normally continue to produce the water supplied to non-household customers in our area. The retailers 

provide the retail services including billing and main customer contacts. We have consulted with 

retailers in our area to understand their expectations for future water demand and will continue to 

liaise with them on promotion of water efficiency. As the retail arrangements are new, the 

understanding about how it affects water resources planning is still developing, and so some retailers 

may have found it difficult to be fully engaged in the consultation at this stage. 

4.1.2 Our approach 

We followed national guidance and good practice methods to calculate non-household consumption. 

In particular: 

The good practice guidance in Forecasting Water Demand Components (UKWIR, 1997) has guided 

the approach and calculations. 

The Environment Agency and Natural Resources Wales (2017) expect water companies to produce a 

forecast for non-household demand and consult with water retailers providing retail services to non-

household water customers.  

Our approach has therefore included: 

 Taking account of the medium problem characterisation category that was determined for our 

water supply area (described in detail in WRMP19 Appendix 1B, Problem Characterisation). 

We have undertaken detailed analysis using data that applies to our area, but complex 

additional methods of analysis are not necessary 

 consulting with water retailers about their expectations of future water demand 

 carrying out a sectoral statistical analysis of factors that may affect water consumption by 

each type of non-household customer in our area 

 developing consumption forecasts for a range of weather scenarios 

 assessing the uncertainty in non-household consumption forecasts  

Our main assumptions are: 
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 Our formal, audited water balance provides robust estimates for the base year numbers of 

customers and volumes supplied for measured and unmeasured non-households  

 our billing system is the best data source for identifying volumes of water supplied to each 

sector in past years to investigate possible trends and relationships with economic factors 

 there are three main customer categories that we should separately analyse: agriculture and 

horticulture; service sector and non-service sector. This is in line with common practice, as 

the use of more categories is likely to result in less accuracy in allocating volumes without 

improvement in explaining variations in consumption 

4.2 Consultation with retailers 

We have consulted with each of the retail water suppliers in our area, in particular to understand their 

expectations of future demand.  

We developed and built on dialogue during the public consultation – see Section 8 for our detailed 

plans for the 12 week consultation.  
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5. Phase 1: Engagement during the 

preparation of the draft WRMP 

5.1 Pre-consultation 

A pre-consultation letter was sent in August 2017 to regulators, neighbouring water companies, our 

Environmental Scrutiny Group and the Customer Challenge Group. 

 

The purpose of this pre-consultation was to set out our approach to the development of our WRMP19 

at a high level and invite comments and feedback. We considered all responses received and have 

taken them into account in preparing this dWRMP. These comments were broadly supportive of our 

approach.  

 

5.1.1 Engagement with our regulators 

 

We sent a pre-consultation letter to Defra in July 2017 which gave notification that we were preparing 

our dWRMP and advice was received, in particular regarding key government policy priorities. A 

representative from Defra joined one of our ESG meetings, and representatives from Defra were also 

part of the WRSE Group to offer guidance on the process. 

 

A meeting was held with Ofwat in May 2017, briefing them on the building blocks for our plan and also 

on our engagement activities. In October 2017 we met with Ofwat to discuss the WRSE work that 

feeds into the WRMP19; and in the same month met with Ofwat’s Director of Communication and 

discussed our approach to engagement and our communication strategy for the statutory public 

consultation. 

 

We worked closely with the Environment Agency in developing the dWRMP19. Regular meetings 

have been held to discuss the method statements that clearly documented our proposed approach to 

each of the building blocks of our plan, the assumptions applied to some of the emerging data, and the 

optioneering process. We considered the Environment Agency were fully engaged on all aspects of 

preparing this WRMP19. 

 

The Consumer Council for Water (CCWater) is the independent customer representative body 

responsible for ensuring customer interests are protected. Two representatives from CCWater have 

participated in our ESG and CCG which has offered the opportunity for feedback and comment at all 

stages of the WRMP19 process. 

 

Natural England’s role is as advisor to government for the natural environment. Its role is to protect 

England’s nature and landscape to ensure that it can be enjoyed by people and can continue to 

provide wide ‘services’ both now and in the future. As part of their role it ensures that water companies 

comply with their statutory obligations for Natura 2000 sites, SSSIs and for biodiversity under NERC. It 

also ensures that we consider the impact of WRMP19 on landscape, access and recreation and 

ensure that we have regard to the statutory purposes of these designated landscapes. Natural 

England also has an objective to promote more sustainable methods for tackling water quality and 

water resource problems at source, through catchment management based approaches that deliver 

multiple objectives, and to promote climate change mitigation and adaptation. 
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We adopted an early and transparent approach to our engagement with Natural 

England, working closely to agree what options should be excluded where unacceptable effects on 

nature conservation interests were considered likely. This was achieved through a series of technical 

meetings to discuss the options appraisal process, including options in our supply area that emerged 

from the WRSE regional modelling work. We also engaged with Natural England on the scope of our 

SEA and the range of issues that report should cover. 

 

The Environment Agency, Natural England and CCWater are key members of our ESG and CCG. 

Their involvement in these processes ensured a good understanding of the linkages between both the 

WRMP19 and our business plan. It has also engaged our regulators to work openly alongside other 

key stakeholders, sharing views as we developed the WRMP19. 

 

Appendix 2C has details of the above meetings. 

 

5.1.2 Engagement with key stakeholders 

For our previous plan (WRMP14) we recognised the value of environmental stakeholders by 

establishing our Environmental Scrutiny Group (ESG). The ESG membership includes environmental 

stakeholders who have expressed a view or interest during previous WRMP processes about our long 

term plans to maintain water supplies. The group includes representation from our regulators, 

representative of local councils, NGOs active in our area, and local interest groups. 

 

During Phase one of our engagement strategy the ESG has met regularly from 

January 2016. 

 

The ESG was given full opportunity to challenge and provide feedback on each of the components of 

WRMP19 during its preparation. The group has significantly influenced the process in many ways, for 

example, helping to shape the criteria used to filter and appraise potential future options. 

 

The strength of the ESG is two-fold: 

 

 It presents an invaluable opportunity for us to test our assumptions, decisions, and 

co-create our solutions during the preparation of WRMP19 

 

 it gives the ESG members an opportunity to understand our reasoning behind the 

WRMP19 better than could otherwise be possible – and therefore greater 

opportunity to make robust representation to Defra on elements of our plan that 

they see as good or otherwise 

 

The value of the ESG during the development of our WRMP19 cannot be underestimated and we are 

very grateful to its members for the time and effort they have given to our plan. As we did following 

WRMP14, the group continued to meet during the dWRMP19 consultation process to oversee the 

completion of WRMP19. That is not the end, the ESG will continue to work with us during the 

implementation and review of WRMP19. 

 

The terms of reference of the ESG can be found in Appendix 2D. 

 

Recognising that not all stakeholders were able to commit to the ESG process, we met separately with 

MPs, key stakeholders and other organisations during Phase one. 
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Since WRMP14, we have been actively reviewing and inputting into individual Local Plan processes, 

sharing information with local planning authorities to understand where we need to supply additional 

water to support growth, and promoting demand management measures through planning policies. 

 

Our consultation with Local Planning Authorities (LPAs) was supported by Experian and has helped us 

to use the most appropriate and up to date population and property forecasts described in Section 5.3. 

 

We also held two stakeholder workshops in May 2017 where we discussed priorities for the future and 

our ambitions for water efficiency; and outlined areas where we considered we could work together 

with stakeholders and customers.  

 

On water resource issues, specifically the feedback from these stakeholder workshops, included a 

range of diverse views and comments such as: 

 

• Dealing with leakage, protecting catchments, mitigating against flooding and 

maintaining assets were all seen as high priority 

 

• resilience is a critical issue and it is vital to safeguard supplies for vulnerable 

people and key services; and partnership work is key to achieving greater 

resilience 

 

• South East Water should play a greater role in encouraging water efficiency in new 

housing developments by being more involved in local planning decisions and 

lobbying government to change regulations 

 

We have also considered other infrastructure such as new roads, railways, airport expansion and 

housing development to ensure our plan does not conflict with projects being undertaken by other 

sectors. 

 

5.1.3 Engagement with our CCG and customers 

 

We sought to reflect the views of our customers within the WRMP19 in a number of ways. 

 

The CCG is a key stakeholder in the development of our business plan. 

 

The group reports to Ofwat on the adequacy of our consumer engagement and how well that is 

reflected in our business plan; that includes scrutinising and challenging the strategic direction we take 

in our long term plans, such as WRMP19. 

 

The CCG was briefed at key stages of dWRMP19 and onto the development of this  final WRMP19, 

and   commented at a number of points in the process. In particular, one of the CCG’s key remits was 

to inform our policies and decision making on key issues that affect customers’ water bills or services, 

and on important issues such as metering and social tariffs. 

 

In addition to direct briefing, the CCG also contributed into the WRMP19 process through three key 

regulators representation on the ESG – the Environment Agency, Natural England and CCWater. The 

Chair of the CCG, Zoe McLeod also attended some ESG meetings and consultation events. The CCG 

also provided input into the development of targeted research to determine customers’ views and 
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preferences on the range of water resource options that could balance supply and demand. In 

addition, we have sought more detailed input from the CCG’s engagement sub-group prior to 

undertaking each stage of customer research. 

 

We undertook targeted and far reaching customer research to ensure that customers’ priorities are 

built into our WRMP19, for both our household customers and the non-household businesses we still 

supply water to (although they are now the customers of business retail water companies). 

 

Using qualitative and quantitative methods, we have asked customers for their priorities for water, their 

preferences for the range of options that could secure future water supplies, and their willingness to 

pay for either enhanced levels of service, or a deterioration in service in return for reduced bills. 

 

Our customers have told us their order of preference for particular options, and their willingness to pay 

for those options. The most preferred options by our customers, in willingness to pay surveys, showed 

support for demand reductions before implementing new resource options. In particular, they wanted 

us to continue to reduce leakage (the most preferred option) followed by water efficiency. 

 

When considering new resources customers supported catchment management, improvements to 

water treatment works and new surface water reservoirs. 

 

Our customers’ feedback reflected the point that they want to look after the world around them for 

future generations (80 per cent agree or strongly agree) and so we have put a particular focus on 

ensuring the options we have chosen to minimise risk to long-term sustainability. 

 

This understanding of customer preferences was built into our plan and we increased our focus on 

leakage and water efficiency options following this engagement. 

 

The detailed results of this research are described in Appendices 2A and 2B and a description of how 

it has been used to influence our assessment of options is discussed in Section 8. 

 

During the development of our demand forecast we received nearly 14,374 responses to a survey of 

our household customers which helped us to understand our customers’ occupancy, ownership of 

water using appliances and water use in their homes. This has formed an important part of our 

demand forecast assumptions. 

 

We have also incorporated customer feedback and responses to water saving information, audits and 

devices offered during the roll out of our customer metering programme. 

 

More recently, our innovative and award winning work with Advizzo has piloted the opportunities of 

using behavioural science to influence further demand savings. This work has been tested with 22,000 

households during the year and the results has shown customer support and successful water savings 

of around two per cent (see WRMP19 Section 5.1.2 for details). 

 

5.1.4 Engagement with other water companies 

 

Since 1997 the region’s six water companies (South East Water, Southern Water, Portsmouth Water, 

Affinity Water, Thames Water, and SES (formerly Sutton and East Surrey Water)) have worked 

together to identify opportunities to share resources to benefit customers and the environment via the 

WRSE. 
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The objective of the WRSE is to develop a strategy to share water resources within the region. 

Sharing of resources is a government aspiration and is expected by the national water resource 

planning guidelines. 

 

The WRSE group has worked together to achieve these objectives through optimisation modelling of 

water resources across the region’s 34 water resource zones. Dedicated technical working groups 

work together on the modelling, options appraisal and resilience. The minutes, reports and other 

outputs of WRSE are available at wrse.org.uk 

 

As well as identifying regional opportunities, sharing best practice and exploring regional levels of 

resilience, the group’s work has highlighted the fact that most other water companies across our 

region face similar challenges to us; though they may differ in scale and intensity, the pressures of 

rising population, changing climate and environmental sensitivity are common concerns. 

Figure 3 shows the WRSE study area and member water companies. 

Figure 3: Regional map of the WRSE area 

 

 

Since 2016 we have also participated in the Water Resources Long Term Planning Framework which 

investigated new opportunities to share water resources at a national scale. The results of this study, 

considering key national options and drought scenarios, fed into the WRSE’s work which in turn 

informed this WRMP19. 

 

The Water Resources Long Term Planning Framework found that dominant uncertainties in the south 

east of England (excluding London) are around growth and abstraction changes (sustainability 

reductions), along with a further risk from climate change impacts, which unless properly addressed, 

could lead to more frequent demand restrictions. 

 

The study supported the ongoing work of the WRSE and recommended investment to increase 



 

WRMP19 Appendix 2A Engagement  | August 2019 
 

Not confidential | Author:  Jo Osborn | Last saved: 15 August 2019 

File name: Appendix 2A WRMP19 Engagement 190812 v9.0 Page 29 of 74 
 

 

resilience levels for the region. It recommended that the most appropriate regional strategy to manage 

the uncertainty around growth and abstraction changes is to be a combination of local options and 

transfers, and adaptive approaches during delivery to avoid abortive investment. 

 

We have taken into account the recommendations of this study, and used scenarios within our 

decision making process to ensure that all ‘enabling’ works for transferring water from one area to 

another are included in our environmental impact assessment process. 

 

To fully understand the deliverability, environmental impact, and sustainability of our current and future 

water sources we have considered and linked all elements of water resource schemes. We have built 

sustainability reductions into our decision making process and considered the mix of future options to 

improve our environmental resilience and ensure that our future options mix is more sustainable. 

 

Our options for sharing water with other companies are described in WRMP19 Section 7. 

5.1.5 Engagement with third parties 

One advancement in this WRMP19 is a more proactive approach to engaging third parties to suggest 

options for the future, both ideas to increase water supply and to manage demand. 

 

In addition to engagement in the WRSE process, we issued a public invitation for third parties to 

suggest options that could reduce demand or increase supply. We also developed a trading and 

procurement code to ensure we treat third parties fairly. 

We issued this invitation through: 

• Our website 

 

• social media 

 

• a formal OJEU procurement process 

 

• directly contacting abstraction license holders in our region 

 

• articles in industry publications 

 

Responses to these invitations resulted in 99 unconstrained options, subsequently filtered to 74 

constrained, then 25 feasible options that fed into our final modelling of solutions. More details about 

this can be found in WRMP19 Sections 7.2.1 and 8. 

 

5.1.6 Engagement through targeted briefings 

Where we identified preferred water resource options that involved the development of significant new 

resources, we considered that those directly affected should be consulted. We sought to speak to 

local planning authorities, landowners, parish councils and elected politicians in relevant local areas. 

 

Ahead of, and during the consultation process, targeted briefings were held with a range of 

stakeholder groups, including:  

 

 Local planning authorities (where key schemes identified) 
 

 Sussex, Kent and Surrey Wildlife Trusts 
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 South Downs National Park Authority and Areas of Outstanding Natural Beauty affected  by 
our preferred option set 

 

 key MPs 
 

 key parish councils 
 

 landowners affected by our preferred supply options 
 

Further information on the stakeholder engagement undertaken as part of the statutory consultation 

process can be found in the water resource management plan statement of response. 

5.2 Engagement on methodology and approach  

We have completed a pre-consultation with our regulators about the requirements of the methodology 

and the approach we used to develop our WRMP. During that process we took the opportunity to 

engage with neighbouring water companies too. 

There is a specific requirement of the WRMP process to pre-consult with certain stakeholders. These 

are defined as statutory consultees - other water companies in the south east region (and beyond) and 

regulators – as well as those private individuals/water companies with a water licence. We inform them 

about how we intend to use the methodology, the WRMP process we will be undertaking and the 

timetable for its preparation and submission. We also use this pre-consultation stage of engagement 

to seek offers of surplus or new sources of water, and demand management expertise – we 

formalised this by going to the market (via an OJEU notice) to determine what was available.  The 

results of that exercise confirmed that the methods and data we have used, and our general approach 

to the development of the draft WRMP19 were sound. 

Our engagement with neighbouring water companies is important as we have sought to share best 

practice and promote consistency of approaches to managing water resources across the south east 

region - in expectation this will help deliver the greatest levels of benefit to customers and the 

environment through future sharing of water resources and demand management initiatives.  

South East Water has been a member of the Water Resources in the South East (WRSE) group since 

1996 and actively supports both regional water supply and demand management initiatives. We 

already share water with Southern Water and Affinity Water, with new water transfers coming on line 

during the current five-year period and more to come via the WRSE regional strategy for 2020-2080. 

This demonstrates our willingness to optimise the region’s water resources and supports our view that 

the optimum position for companies in the south east is one which is joined-up on data, behaviour 

change programmes, customer communications and water supplies. 

We also support region-wide water efficiency initiatives such as the Save Water South East water 

efficiency partnership, co-ordinated drought campaigns and messaging, and collaboration with 

neighbouring companies on customer metering programmes. The impact has been that regionally: 

 Average per capita consumption has reduced from 161 litres a day to 148 litres a day  

 meter penetration is now 53 per cent  

 greater focus on leakage initiatives has saved an extra 300 million litres per day 

We anticipate more sharing in the plan derived from the WRSE strategy work which wouldn’t have 

happened without it. 



 

WRMP19 Appendix 2A Engagement  | August 2019 
 

Not confidential | Author:  Jo Osborn | Last saved: 15 August 2019 

File name: Appendix 2A WRMP19 Engagement 190812 v9.0 Page 31 of 74 
 

 

This collaboration and co-operation is formalised through our membership of, and work with, the 

Water Resources in the South East group (WRSE) which will also produce a regional water strategy to 

help inform individual water companies’ WRMPs; this will be published in 2018.  

 

5.3 Engagement with customers on levels of service, willingness to pay and 

options preferences  

 

The development of our plan is supported by customer research to understand customers’ 

preferences on levels of service relating to the frequency of water use restrictions, their willingness to 

pay (or not) to change that level of service, and for different types of future water resource options. 

The first stage of qualitative research tested customers’ views and preferences on the range of options 

that can maintain the supply demand balance over the lifetime of the WRMP (and provide sufficient 

resilience to a range of future impacts) (See section 7).  

The options were also tested during the qualitative research we undertook with customers on our draft 

WRMP during the statutory consultation and, more widely, via our communication activities and 

engagement on the plan. 

Research has supported the appetite for customers to be better informed on water use and for us to 

act as providers of water efficient options for customers to select (see WRMP19 Appendix 2B, 

Customer research – willingness to pay). 

There are a number of demand reduction options in our WRMP. We believe that using a co-delivery 

toolkit, building on the successes of the Advizzo project to date (see section 6), supports our approach 

of using customer attitudinal segmentation to enable us to work with customers in partnership rather 

than just one-way communication about water efficiency.  

As the very nature of co-delivered solutions means customers need to participate right from the outset, 

we used the public consultation period as a launch pad for developing the dialogue and the tools we 

will use.  

One example is our suggestion to the Save Water South East group to hold a workshop with water 

efficiency and communications professionals to develop ideas for water efficiency campaigns. The 

four hour workshop resulted in more than 60 ideas for possible water efficiency messages and 

campaigns, we think we could do similar with customers too.  

The research we undertook specifically with customers as we prepared our draft WRMP was to obtain 

data that informed our final decision making; however, it is important to stress that this is not the only 

engagement we undertook with customers on the WRMP - their views were tested further once the 

draft plan was published for wider consultation on 21 February 2018 (see Phase 2). 

We included customers from across the segment spectrum which, by definition, includes those who 

could be considered “vulnerable” according to the Ofwat 2016 study. Our sample included those on 

very low incomes (and in receipt of a range of benefits), water dependent customers, those with 

mental health and physical health disabilities and the elderly (including over 70s).  
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5.3.1 What gaps have we identified in terms of who we reached?  

The qualitative and quantitative research we undertook specifically recruited sufficient quotas of our 

household customer segments so we could be confident they were representative of our wider 

customer base. This included customers considered vulnerable – although we supplemented this with 

additional research.    

For the qualitative research with household customers all would have experienced the same service 

failure as temporary use bans were applied company-wide in 2011/12 - and there was some 

unprompted recall of this happening.  

Non-household customers’ views were also being sought on the same WRMP related issues, to test 

their understanding of resilience, and the type of supply and demand options that could deliver 

resilience/maintain the supply demand balance over the lifetime of the WRMP, along with their 

appetite for changing levels of service and risk to their business – through the frequency of non-

essential use restrictions. 

Our initial research was via focus groups, recruited using the previously identified customer segments, 

and would have included some customers who may be considered vulnerable, for example, single-

income parents or those coping with additional carer responsibilities.  

We are mindful that customers in the most severe vulnerable circumstances (e.g. complex health 

issues or in significant financial need) may not have been captured. We also recognise these 

customers required a different approach - both in terms of recruitment specification and the research 

method required - which is why we tested WRMP issues specifically with them via our vulnerability 

research programme and the offering in this regard will from part of the business plan which is the 

appropriate vehicle for bespoke services of this type. 

5.4 Levels of service/willingness to pay 

What intensity of drought we should plan for - and how often therefore we expect to use restrictions to 

reduce demand through temporary use bans, was the main issue we tested with customers as we 

developed our WRMP, via willingness to pay research. This was a critical component of the WRMP as 

any change to the frequency of restrictions needs to be informed by customers. To improve the 

current level of service would require additional investment to avoid water use restrictions; similarly, 

any desire by customers for lower levels of service would reduce investment and increase the chance 

of restrictions happening. 

The willingness to pay research allowed us to place a monetary value on different levels of service 

that improve, maintain or reduce the frequency of water use restrictions.  Should customers support a 

change in this frequency (and are willing to pay for it), we would adopt this in our WRMP along with 

the necessary investment in water resources to make sure we meet that level of service. This level of 

service and investment is also then reflected in our five-yearly business plan. 

It was important for the development of WRMP19 to understand and incorporate our customers’ views 

on how we could improve the resilience of current and future water supplies, and the level of service 

customers expect and are willing to pay for. This has included gathering customers’ views (using the 

same attitudinal segmentation approach as described in Section 1.4.1) on how we could improve 

resilience in our sources of supply to meet worst droughts on records (e.g. similar to the recent 2010 

to 2012 drought), and on achieving Defra’s reference level of resilience to meet a more severe drought 

(one in 200 year event or a 0.5 per cent annual chance of occurrence - that is, a drought that might 

have occurred had the recent 2010 to 2012 drought continued and it had not rained during summer 

2012). 
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The current and future resilience of water supplies, and levels of service around restrictions, are 

complex topics to explore with customers. We therefore commenced with comprehension sessions to 

find out what customers understand by resilience, how best to define it, and how best to have an 

informed discussion with customers about addressing resilience in WRMP19. The comprehension 

sessions helped shape later stages of qualitative and quantitative research, especially the language 

and visual materials designed to help customers understand the resilience concept and potential 

solutions. 

 

Qualitative research was then undertaken with six community groups to explore and understand their 

views, attitudes and beliefs around the resilience of their water supplies and the varying risks of 

restrictions occurring. 

 

The final quantitative phase (designed using the findings from the qualitative research) helped us 

gather views that were more statistically valid and which shaped our decisions on our preferred plan 

for WRMP19.  

 

Results of the research can be found in WRMP19 Appendix 2B. 

5.5 Engagement on future water resource and demand management options 

A WRMP focuses on the range of options that can both manage demand for water (such as metering, 

leakage, water efficiency) as well as ways of planning for new sources of water (such as water re-use, 

reservoirs, desalination). 

The first stage of qualitative research tested customers’ views and preferences for the range of ways 

to maintain the supply demand balance over the lifetime of the WRMP (and provide sufficient 

resilience to a range of future impacts).  In practice, these “ways” closely relate to either supply side or 

demand management options - customers instinctively and intuitively talk about doing more to fix 

leaks, teaching water efficiency to school age children, and reservoirs and desalination plants, for 

example.  This work also prioritised these options from a customer perspective (see section 7). 

These options were further tested during the qualitative research we undertook with customers during 

the statutory consultation; and more widely via our communication activities and ongoing engagement 

on the plan itself. Further details on the results of this research and engagement can be found within 

the statement of response. 

Our collaborative work with the WRSE (to identify strategic options that could form part of a regional 

water strategy), the input and suggestions from the Environmental Scrutiny Group, and our business-

as-usual engagement on catchment management issues, all fed in to how we developed the options in 

our WRMP.  

During the development of our draft WRMP we engaged with neighbouring water companies and 

published an invitation for third parties to identify new water supply and demand management options 

that we could consider including in our plan. This is an important part of the statutory WRMP process.  

We advertised via industry press and our own website inviting third parties to put forward ideas and/or 

firm proposals for new water supply and demand management options. This included discussion with 

neighbouring water companies to identify new transfers and shared resource development 

opportunities. As referenced earlier, this was supplemented with a formal OJEU notice to the market to 

determine if water supplies and demand management expertise are available.   
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The results of that exercise were that one third of all the options included in our options appraisal 

process were from third parties.  

The ESG also contributed to this stage of the process by suggesting their own ideas/options for how 

we could manage the supply demand balance – this was done via the options appraisal process. 

5.6 Engagement on options appraisal process 

Our preparations for the draft WRMP starts with a long list of potential options that could meet any 

shortfall in available water over the lifetime of the 25-year plan.  

We developed the options list by revisiting the original long list of unconstrained options (circa 1,000) 

prepared for the last WRMP. We then add/update it with options that a) emerge from the pre-

consultation stage and b) those suggested by the ESG and c) those identified through the WRSE 

regional strategy collaboration work as well as expert internal input. 

We then assess those options – using a multi-stage screening approach – to come up with the best 

set of feasible options that could both manage demand for water and maintain water supplies. These 

feasible options are then stress tested in a complex and comprehensive model to determine the best 

set of options for our WRMP. The long list of options, the method by which we screen options, and the 

decisions taken on which options have been retained in the feasible options list has been shared, 

discussed and developed with our regulators and the ESG.  

The views customers express during our research on both specific elements of the WRMP and the 

business plan are also an important element of the screening process (i.e., how we choose which 

options that best manage demand and maintain supplies to include in our WRMP). Customers’ 

priorities, preferences and willingness to pay are considered alongside issues such as cost, 

environmental impact, and risks in a drought, compatibility with existing sources and their 

deliverability. All this information was included in our draft plan which was published for consultation in 

February 2018.  

5.7 How did this engagement influence the WRMP19 outcomes? 

The research indicated that customers have some willingness to ensure a more resilient supply and 

do not want to see any deterioration in service. 

Our customers have told us their order of preference for particular options, and their willingness to pay 

for those options. Our customers reflected that they want to look after the world around them for future 

generations (80 per cent agree or strongly agree) and therefore we have put a particular focus on 

ensuring the options we have chosen minimise risk to long-term sustainability. 

When asked, our customers wanted us to focus on options that prioritise positive environmental 

impact and extend our current activities. The most preferred options by our customers, in willingness 

to pay surveys, showed support for demand reductions before implement new resource options - in 

particular, continuing to reduce leakage was the most preferred option, followed by water efficiency.  

When considering new resources customers supported underground storage, improvements to water 

treatment works and new surface water reservoirs.  

This understanding of customer preferences was built into our plan and we increased our focus on 

leakage and water efficiency options following this engagement.  
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5.8 The role of the Environmental Scrutiny Group and Customer Challenge Group 

during the preparation of our WRMP  

See also WRMP19 Appendix 2C (Regulator meetings held during the development of draft WRMP19 

and WRMP19 Appendix 2D (Environmental Focus Group: Terms of Reference). The Environmental 

Scrutiny Group (ESG) does not have a formal role in the preparation of our draft plan, but 

nevertheless has an important advisory and voluntary remit.  The ESG membership includes 

stakeholders (see Section 3.7.1 for list of members) – with a range of experience and expertise – but 

who have all expressed a view or interest during previous WRMP processes about our long term plans 

to maintain water supplies; the group includes representation from our regulators and CCWater too. It 

is not meant as an alternative to customer engagement but provides a valued challenge to the process 

of `plan creation’ as the statutory programme of work unfolds and our eventual WRMP materialises.  

The ESG is given full opportunity to challenge and provide feedback on the components of our draft 

WRMP during its preparation.  

The strength of the ESG is threefold: it presents an invaluable opportunity for members to submit their 

own ideas (or options) for managing the supply demand balance, which can then be tested through 

the modelling process; the company can test its assumptions and decisions with members of the ESG 

well in advance of publishing a draft WRMP for consultation; and it affords the ESG members an 

opportunity to achieve a deeper understanding of our draft WRMP than may otherwise be possible - 

and therefore greater opportunity to make robust representation to Defra on elements of our plan that 

they see as good or bad. 

We have liaised and sought input from the CCG research sub-group prior to each stage of customer 

research undertaken, and will share the outcomes of the final elements of research with the CCG too.   

The CCG’s input has been invaluable in shaping and determining how we’ve presented complex 

issues (such as resilience and risk) to customers and the language/material we’ve used to support that 

research narrative.  
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6. Phase 1: Summary of WRMP19 

engagement activities completed during 

phase 1 (through to draft plan) 

1. ESG members (30+ stakeholders)  – shared all the building blocks of the plan supply 

forecast, demand forecast, target headroom, options, engagement, decision making 

approach, work with Advizzo, options appraisal process, Strategic Environmental 

Assessment, role and input of WSRE and National Long Term Planning Framework (NLTPF) 

studies into our plan. ESG has given feedback at every stage and challenged the company. 

2. Presentation to Ofwat – On 8 December 2016 in a letter Ofwat set out their expectations and 

approach to pre-consultation engagement for Water Resources Management Plans 2019 

(WRMP19), from the 17 largest water companies in England and Wales. We had a pre-

consultation discussion meeting with them (25 May) focusing on the key issues for WRMP19.  

3. Customer survey with 14,000 household returns (significantly up on previous plan) – cross 

section of customers, measured and unmeasured, plus mix of postal and email surveys. Age 

profile good match to ONS data, information obtained on occupancy rates, appliance 

ownership and usage and water use behaviour – all input to demand forecasting. 

4. Advizzo pilot – contacted 22,000 households, providing them with water use details and 

tailored reports that compare their water use with similar households. Pilot has trialled 

success of paper and email reports – messaging and types of information customers find 

helpful. Each customer can go online where they can view their water use broken down by 

micro-component and update their information to obtain tailored tips and advice on how to 

save water and make water saving commitments. Reports are produced on 6-monthly basis, 

but all information is accessible to customers via web account.   

5. Presentation of Advizzo work to industry peers and academia at events such as Twenty 65, 

and Advizzo work has received national recognition and award.    

6. During the rollout of our metering programme in AMP6 we have provided information directly 

to over 200,000 households on water resources and water efficiency and offered home water 

audits and free devices, and provided the opportunity for feedback.  

7. We have worked with the members of the Water Resources in the South East (WRSE) group 

to develop a regional picture of future water resources planning. This has enabled the sharing 

of best practice, development of consistent planning assumptions being applied across the 

region and coordinating of a regional direction of travel on areas such as resilience, metering, 

leakage, water efficiency, per capita consumption and sharing of resources across the region. 

8. Member of the Water UK’s National Long Term Planning Framework steering group and 

working subgroups.  

9. Member of EA’s WRMP19 working group supporting development of methodologies and 

guidance for water companies for WRMP19.  

10. Member of UKWIR projects for WRMP19 including developing risk based planning 

methodologies and drought plan (latter we provided our work as case study for final 

methodology report).  

11. We have worked in partnership with academia on customer views on water efficiency 

following metering and determining what motivates water savings. 

12. We have worked with academia to research long lead water reuse scheme at Peacehaven. 
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13. We have worked with local communities, MPs and local authority to develop Broad Oak 

reservoir scheme and start to define the benefits and opportunities this scheme might bring to 

the local area in addition to resilient water supplies. 

14. We have contacted all the local planning authorities in our area about their structure plans 

and household projections, and incorporated them into our demand forecast. We achieved 

over 95 per cent response rate from local authorities this time – compared to 60 per cent in 

the last WRMP. 

15. We have liaised with many local authorities on updates to their local plans including policies 

round water resources, demand management, water efficiency in new homes, climate 

change, water cycle strategies, infrastructure development plans and housing allocation sites. 

16. We have completed qualitative customer research on levels of service and resilience, and 

options preferences to support our decision making of preferred plan set out in our the draft 

WRMP. 

17. We have completed quantitative customer research to finalise our decision making for the 

draft WRMP – the research looked at willingness-to-pay to help understand option 

preferences and has supported our decision making of the preferred plan.   

18. We have attended meetings with MPs, councillors, local groups (e.g. Energy Alton) to present 

our existing WRMP and findings from our latest work for draft WRMP19. 

19. We have supported the WRSE by presenting the group’s work to Ofwat, Defra and Consumer 

Council for Water Board.  

20. We have worked with Kent County Council, National Farmers Union and farmers / 

landowners looking at longer term water needs and developing a multi-sector water plan.  
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7. Phase 2: Summary of WRMP19 customer 

research findings (used to influence draft 

WRMP19) 

7.1 When did we do it? 

Qualitative research completed during June / July 2017.  

Quantitative research completed October 2017. 

Who did we ask? 

Household customers – testing across all the customer segments  

How did we do it? 

We adopted a qualitative and quantitative approach as follows:   

 Qualitative  2 x comprehension sessions regions using mix of customer segments  

 Qualitative  6 x community groups (see explanation below) with pre-task activity using mix 

of customer segments   

 Quantitative   willingness to pay survey of 600 customers, using mix of customer segments 

(500 online, 100 in-home with hard to reach/seldom heard customers). 

Why did we choose this method of research? 

Testing the current and future resilience of water supplies, and levels of service around restrictions, 

are complex topics to explore with customers – and so the comprehension sessions were vital to first 

test customers’ understanding of the term resilience, and how best to define it; and how best to 

interpret the risk of something happening. That would allow our later stages of qualitative and 

quantitative research to use language and visually engaging materials that helped customers to better 

understand the issues we wanted to explore with them. 

The qualitative research - undertaken via six community groups with a pre-task activity - was to 

explore their views, attitudes and beliefs around the resilience of their water supplies and some of the 

restriction risks that could occur.  

Community groups are different from ordinary discussion groups – their setup is focused on specific 

topics in geographically-based communities.  They use maps and visuals to bring the local area to life 

and are designed to generate specific community solutions, for example things that matter to this 

group as a close geographical unit (as opposed to speaking on behalf of the broader South East 

Water customer base).  

Similarly, pre-tasking is a useful technique to use before participants come to a community session 

workshop to enable the discussion to be based on real, recent experiences; maximise the discussion 

time in the groups; offer a richer insight; and allow individual views to be expressed - without the 

influence of peers or the ‘group-think’ that can sometimes occur. 
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Given that these opinions are often obtained from small numbers of people, the findings are not 

necessarily statistically valid – which is why we then have a final quantitative research phase with a 

larger sample of participants.  

This tests customers’ willingness to pay/accept a deterioration in levels of service as a result of them 

wanting to change the frequency (i.e. the risk) of something happening. The quantitative phase will 

make any findings more statistically valid and more useful for final decisions. 

Why did we need/want to do this? 

A WRMP assesses a range of options that can either reduce demand for water (through metering, 

leakage, water efficiency) or develop new sources of water (water re-use, reservoirs, desalination). 

Within the context of changing climate and rainfall patterns, growing population and pressure to 

reduce abstraction over the 25-year WRMP, we needed to: 

 Understand what language/material is best to use for talking to customers about resilience, 

levels of service and risk to future water supplies  

 explore different types of resilience and associations/expectations customers have of SEW 

(infrastructure, ecosystems, community, corporate, financial)  

 explore what type of scenarios they expect South East Water to plan for to become resilient, 

both now and in the future (e.g. flood, drought, cybercrime) 

 prioritise the activities associated with these scenarios, taking account of the relative costs for 

these activities 

 ascertain customers’ willingness to pay more/willingness to accept a deterioration in the 

frequency (i.e. the risk) of something happening  

 ascertain how much current customers feel it is their responsibility to contribute to the 

resilience of future generations 

How is this informing our plan? 

The WRMP is a statutory plan that sets out how we will maintain water supplies to current and future 

customers over a 25-year period, by managing demand for water and implementing schemes that 

generate additional water.  

The WRMP also determines the level of service that we will plan for to maintain water supplies during 

a drought, and what customers can expect as the frequency of restrictions.  

Any improvement (or deterioration) in these levels of service need to be informed by customers as to 

improve levels of service would require additional investment to improve resilience and flexibility.  

The research findings are being used to determine customers’ views on how we can make current and 

future water supplies more resilient; and the level of service customers expect and are willing to pay 

for. This is then translated into our decision making and investment priorities for WRMP. 

WRMP research findings (qualitative results)  

1. Comprehension sessions 

The comprehension pack we developed for participants attending these initial sessions explored 

different ways of expressing risk/probability, resilience language and different type of risks. Stimulus 

material included references from Water UK, Discover Water and from South East Water’s own 

WRMP materials. 
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This initial stage of research revealed mixed levels of comprehension:  

 Participants understood the concept of planning for the future 

 Everyone understood that a drought is caused by insufficient rainfall  

 People understood hosepipe bans and standpipes…. 

….but issues of comprehension arose when discussing the probability of something happening: 

 Some technically-minded participants found it easy to understand risk plans and interpret risk 

graphs and data 

 Less technically-minded participants needed more explanation to help them interpret the 

graphs and risk data. 

The comprehension sessions highlighted that the materials we intended to use in later research 

stages needed simplification to ensure they were understandable for all participants; and could work 

within a standalone interview without the need for disproportionate supporting discussion to also 

occur.  

That resulted in a reduced and simplified stimulus pack for the next stage of research.  

2. Community sessions 

The final structure of the community sessions simplified the journey we took participants on, as 

follows:  

 Introductions 

 looking at planning for risk in the future outside of water - context setting 

 looking at the potential risks South East Water faces - understanding them 

 the impact of those risks e.g. droughts/water restrictions - exploring current experience  

 the likelihood of risks and acceptable levels of service – customers’ valuation of these 

 South East Water resilience solutions – exploring possible options 

The community sessions took place across six locations (Petersfield, East Grinstead, Heathfield, 

Tenterden, Wokingham and Whitstable).  

Regardless of the customer segment (recruited from the six attitudinal segments identified in 

earlier research) responses in each group were filtered by local experience and observations: 

 Participants in more urban areas (e.g. Wokingham) and those being developed (Heathfield) 

were more aware of the challenge of population growth 

 participants in semi-rural areas (e.g. Petersfield) are fairly environmentally engaged but less 

concerned about the development issue (though still on their wider radar) 

 drought issues are more `top of mind’ where local reservoirs or rivers have been observed as 

being at low levels (e.g. Heathfield session) 

 concerns about leakage were higher where recently experienced locally (Whitstable session)  

In terms of looking at the potential risks South East Water faces, customers understood the 

importance of South East Water planning for future events, and are reassured that South East Water 

is doing so - but they would expect any business to manage operational risks: 
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When it came to discussing the impacts of those risks, i.e. drought and water use restrictions, some 

participants’ recalled the most recent experience and the impact of hosepipe bans. However, 

generally, customers do not view hosepipe bans as a warning sign that the wider issue of resilience is 

not somehow being addressed: 

 

 

1818

Experience and impact of drought measures

Some recall of most recent short term temporary measures  but customers do not view hosepipe bans 
as a warning sign that resilience is not being addressed

Experience • Minimal
• Some remember short term ban in 2012 

as a result of dry winters
• Memory of a communication from SE 

Water 

• Minimal
• Discussion around river beds 

running dry

• Only a few over 45s remember 
standpipes in 1976

• Queuing for water
• Playing in the street
• Almost nostalgic vs. disaster

Impact • Seen as ‘inconvenient’
• Not a disaster
• Ban on ‘luxury water use’
• BUT some impact for keen gardeners
• AND for mums with children (paddling 

pools)
• NOT seen as linked to resilience, but 

just a temporary prevention measure

• Mixed response
• Environmentally engaged feel 

concerned about the rivers and 
associated impact on 
ecosystems

• Others less aware of the impact 
of abstraction

• High impact but mixed response
• Fine - still have water at home at 

some points; 3rd world countries 
context

• Terrible and stressful
• Concerns about mutiny on the street
• Shouldn’t happen in the UK
• SE Water would be negligent
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When it came to testing levels of service, we used the following show card to prompt discussions:  

 

Participants’ responses to these levels of service were: 

 All were seen to be low and unlikely to happen 

 temporary bans - inconvenience factor versus a major problem, and so a 10 per cent chance 

felt acceptable 

 river abstraction – concerned the environmentally engaged but even these participants felt 

that a two per cent chance of this happening is low 

 standpipes - prompted the greatest concern but a one per cent chance felt extremely low.  The 

context of the recent two dry winters was recognised but the fact that South East Water 

managed it (and it rained) means participants felt the company is planning appropriately.  

When testing participants’ willingness to pay more to reduce the changes of temporary use bans 

happening, there was no real appetite to pay more to decrease the risk - but some willingness to pay 

for broader future investment: 
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In relation to standpipes in the street, despite some fears around the idea that this could occur, 

participants concluded that planning for a one per cent risk of it happening is acceptable – on the 

basis that there is a low probability of this happening. 

The final element of the community sessions was to test participants’ responses to the range of 

options that South East Water could invest in to maintain customers’ water supplies and meet their 

expectations on levels of service. 

Each option was presented with their potential financial, environmental and resilience impact in 

visually-engaging graphic form so the participants could discuss and weigh up the pros and cons of 

each option, as shown in the following example: 

  

As a result of those discussions the sessions revealed:   

 There is no ‘silver bullet’ resilience option that is low cost, low environmental impact and high 

resilience impact when it comes to managing and/or preventing droughts 

 the most appealing solutions selected by participants were mainly due to their lower 

environmental impact 

 participants were least accepting of those options that resulted in higher spend with possible 

environmental harm and an uncertain resilience impact 
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This following slide summarises how participants rated the range of options available to South East 

Water that are being considered for WRMP:  

 

South East Water’s initial view on the findings following the qualitative research 

Overall the key findings from the research undertaken at WRMP14 look similar to the qualitative 

findings for WRMP19.  The findings from WRMP14 are shown below: 

 Knowledge among customers about where their water comes from is very limited, for example 

the relationship between water abstraction and the environment – and most are not really 

interested in the details 

 most customers are happy to leave it to ‘the experts’ – and trust us to keep delivering clean 

drinking water by whatever means 

 most customers who took part in the research assume that reuse is widespread, and is 

responsible for much of our drinking water at the moment 

 direct and indirect reuse are both acceptable – customers know standards will be maintained 

either way 

At WRMP14 when given different options and asked to show a preference for each the ranking was as 

follows (1 being most favoured and 11 being least favoured). 

1. Leakage reduction 

2. Compulsory metering 

3. Water saving measures 

3333

Summary of appeal of resilience options

High Appeal

Low Appeal

Surface Water/Storage Reservoir

Underground storage

Groundwater

Effluent reuse Water transfers

Water efficiency

Desalination

Leakage reduction

Water treatment works

Licence trading

Catchment management

Most favoured options driven by positive environmental impact and extension of current 
SEW activity
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4. Water transfers from other companies 

5. Expanding existing reservoirs 

6. Stepped tariff 

7. Water re-use 

8. Seasonal tariff 

9. New reservoirs 

10. Reducing hosepipe bans from 1 in 10 years, to 1 in 20 years 

11. Desalination 

The results from the WRMP19 qualitative work showed the following groupings of ranked options (1 

most favoured, 11 least favoured): 

 1 to 3: Catchment management, water treatment works improvements and surface reservoirs 

 4 to 6: Leakage reduction, water efficiency, licence trading 

 7 and 8: Desalination and groundwater 

 9 to 11: Effluent re-use, water transfers and artificial storage / recharge of groundwater using 

excess surface water and pumping into the ground 

Key differences when you compare WRMP19 to WRMP14 is that reservoirs are much more favoured 

and valued by customers now, whereas water transfers have fallen down the priority order.  Potentially 

this shows that customers want to ensure their ‘own region’ is resilient before relying on other 

companies and areas for water.  It also shows that the most appealing solutions are those with lower 

environmental impact. 

Leakage and water efficiency are still high on the priority scale, with desalination and effluent re-use 

sitting at the lower end of preference order.    

One aspect of the research was also to try and gain some insight into what language/material is best 

to use when it comes to engaging with customers about resilience, levels of service and risk to future 

water supplies.  The feedback from the research showed that most customers see us as the experts 

and trust us to make the right decisions. When trying to understand resilience issues customers told 

us that keep descriptions simple were important and explaining the likelihood and impact of not 

meeting levels of service.  The output of this has helped to ensure that the quantitative research we 

are now undertaking is worded in the most appropriate way.  

The quantitative research results that followed the qualitative research can be found in WRMP19 

Appendix 2B. 
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8. Phase 2: Public consultation on the draft 

WRMP  

Following approval by Defra, our dWRMP19 was published on our website alongside all tables and 

appendices on 23 February. This triggered the start of the statutory consultation which ran for a 12 

week period, closing on 21 May 2018. The SEA Environmental Report, which included the Habitats 

Regulations Assessment, was published at the same time. 

Copies of the plan alongside all supporting appendices and tables were also made available to view at 

our head office in Snodland, Kent and our laboratory in Farnborough, Hampshire. 

To ensure a thorough, meaningful and measurable consultation a series of engagement objectives 

were devised to monitor its success, such as producing clear, well presented materials, understanding 

surrounding the options being considered and engagement reach. These were measured through 

customer and stakeholder feedback statistics. 

The engagement approach and channels employed during the consultation provided frequent 

opportunities for direct and indirect engagement as well as both one and two-way discussions.  

8.1 Background and approach 

We are committed to providing open, honest, two-way communication with the wide ranging 

communities, customers, businesses and organisations we serve.  

The broad statutory engagement requirements of the WRMP – to consult with anyone who may be 

affected – highlights that it is not just those stakeholders, individuals or local interest groups that have 

an interest in the environment and water who should be communicated with, but to ensure the 

perspective of our wide customer base is reflected in our decisions and that all our customers have 

the opportunity to give their views on our plan. 

The WRMP19 consultation began on 23 February 2018 and ran for 12 weeks. During that time we 

undertook a high profile communication and engagement campaign amongst customers and 

stakeholders. 

By developing a communication and engagement plan which built on the successes of the WRMP 

2014 consultation, while incorporating new channels and engagement methods, we reached a wider 

audience and sought high quality consultation responses from a diverse range of communities and 

stakeholders. 

We understand that while stakeholders and interested communities will naturally engage with the 

WRMP consultation, there are numerous individuals and groups who may feel it does not impact 

them, or that their voice will not be heard. It was important that our engagement and messaging was 

therefore relatable, easy to understand and targeted at all groups. 

Although this communication and engagement plan centres on the WRMP19 consultation, the wider 

"Pure know h2ow" messaging should not be forgotten and should be included in all activities. 

The information below details the channels and tactics we used to reach our various audiences, 

encourage engagement and two-way communication. 
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8.2 New Sources of Information 

At the time, and shortly after publishing our dWRMP19 for consultation a number of new sources of 

information emerged that were relevant to our consultation process. We subsequently modified our 

consultation approach to suitably capture and take account of these. These were: 

 Ofwat’s direct requirement for water companies to consider and consult with its customers on 

a 15 per cent reduction in leakage by 2025 from current levels. 

 Artesia’s report for Ofwat supporting and presenting a stronger case for water companies to 

adopt more ambitious long term per capita consumption reductions from current levels, 

covering a range of scenarios, and resulting in per capita consumption figures in the south 

east of between 110l/h/d and 76 l/h/d by 2065 

 The National Infrastructure Commissions’ report recommending Defra set water companies a 

target to halve leakage from current levels by 2050; and reduce per capita from current 

national average of 141 l/h/d, to 118 l/h/d by 2050        

We have explained how and when these new sources of information were included in following 

sections below as appropriate.      

8.2.1 WRMP14 engagement results 

A wide range of communications activities were undertaken during the WRMP14 consultation 

including: 

 Media and social media engagement 

 Letters, emails and advertising 

 1-2-1 meetings, workshops and public exhibitions 

During the consultation our media engagement generated 45 print and online articles in the public and 

trade press, as well as three radio and one BBC South East Today interview. Alongside this, 18 

meetings and workshops were held with a total of 23 key stakeholders as well as four public 

exhibitions. 

The meetings and workshops with key stakeholders resulted in 56 per cent of those attending, 

submitting a response. 

Of the 232 members of the public who attended one of the four exhibitions, 15 responses were 

submitted during the exhibitions; however, it is worth noting that further individual responses may have 

been submitted at a later date following attendance at an exhibition. 

In total 116 responses were submitted, with 66 representations provided to the Department for Food, 

Environment and Rural Affairs (Defra). 

8.2.2 Gap analysis 

During WRMP14 public exhibitions, workshops and one-to-one meetings were concentrated in those 

areas of proposed future investment - such as new reservoirs, water re-use schemes or desalination 

plants.  

While 116 responses were received, a higher proportion came from those stakeholders and 

community groups in areas where this direct engagement was undertaken.  
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The heat map below demonstrates where the consultation responses came from geographically in 

relation to our communications activities. 

Figure 4: WRMP14 consultation response heat map 

 
 

While engagement with those stakeholders and communities close to the proposed large 

infrastructure projects was essential, the WRMP outlines how we will continue to keep taps flowing to 

all our customers in the future. Therefore, our communication and engagement plan surrounding the 

WRMP19 consultation endeavoured to interest, inspire and invigorate a wider range of communities 

and interested parties to respond, ensuring views from as wide a cross-section of our customer and 

stakeholder base are represented. 

8.3 Campaign summary 

8.3.1 Website 

All dWRMP19 consultation materials and supporting documents including the SEA and HRA were 

placed on a dedicated page on our website which highlighted: 

• Our achievements since WRMP14 

• the most relevant water supply challenges we face over the next 60 years 

• key proposed options included within the dWRMP19  

• call to action urging people to read and comment on the proposals 

Details of the web page were published on all materials associated with the consultation such as 

posters, social media posts, newsletters, press releases and emails to direct as much traffic to the 

page as possible. 
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To assist with signposting, a dedicated dWRMP19 banner was placed on the front page of our 

corporate and customer facing websites to direct traffic to the webpage and encourage responses. 

Ensuring it was as easy as possible for customers and stakeholders to comment, an electronic form 

was placed on the webpage where responders could provide feedback and upload supporting 

information should they wish. Once submitted, notifications were sent direct to both Defra and South 

East Water for collation. 

Although this channel was primarily one-way engagement, on the occasions when a request was 

made for further information we make contact and responded with information requested - to ensure 

there was opportunity to make a subsequent representation should they wish to do so.  

An email address which sent responses direct to our water resources team was also provided on the 

website for those who wished to send their response direct. 

During the 12 week consultation there were a total of: 

• 1,946 website page views against a target of 500 

• an average web page viewing time of 3 minutes and 20 seconds against the website average 

of 1 minute 26 seconds, highlighting an engaged audience 

• 56 representations submitted either through the online form or via email. These comprised of 

individuals, local authorities, regulators, parish/town councils, other water companies and 

NGO/stakeholder groups. 

8.3.2 Community Events 

Public exhibitions 

The dWRMP19 included a range of large scale infrastructure proposals of interest and with potential to 

have positive or adverse impacts on local communities. 

It was important we took the time to visit these specific communities and hold bespoke public 

exhibitions to discuss these options in detail directly and build their feedback into our future work.  

For WRMP14 we arranged public exhibitions only in those areas where large infrastructure projects 

were proposed; however, following feedback from our ESG and CCG, we included further events held 

in locations where smaller scale projects were being proposed, such as Basingstoke and 

Farnborough.  

Staffed by employees, the exhibitions included display panels which outlined: 

 The challenges the company is facing over the next 60 years 

 short term proposals (2020 – 2045) and long term proposals (2045 – 2080) 

 Individual boards and further information were prepared for the five key strategic large supply 

schemes included in the dRWMP19 preferred plan, namely: Arlington reservoir, Broad Oak 

reservoir, Aylesford re-use, Aylesford Newsprint and Peacehaven re-use schemes – these 

boards were interchanged and used at exhibition events dependent upon the location of the 

exhibition and its relevance to local communities    

 How we are combatting leaks and increasing water efficiency. Including whether our proposed 

plans for demand management were ambitious enough 
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 How environmental assessment has been integrated into the development of the plan through 
our Strategic Environmental Assessment of the plan 

 How to make a representation on our plan 

Alongside these banners, copies of the full dWRMP19 document, non-technical summary, a high level 

leaflet and maps were produced for customers to review and take away. An ideas board was also 

available where visitors could place their thoughts on the proposals so they could be incorporated into 

future plans. For example, the local community suggested walking routes, cycle paths and specific 

recreational activities for Broad Oak reservoir. 

While the exhibitions displayed the dWRMP19 proposals, we also used the events to showcase other 

elements of the business. Technicians from our leakage department displayed the state-of-the-art 

technology used to find and fix leaks while our Customer Care Team was also present to discuss the 

assistance we provide to vulnerable customers or those who need extra assistance with their bills. 

These were well received and of interest to those who attended. 

Feedback from earlier pre-consultation discussions held with parish councils helped determine where 

some exhibitions were to be held. Sturry, Hackington and Blean Parish Councils recommended that 

three drop-in sessions took place, one in each village as the Broad Oak Reservoir proposal affected 

each parish. This proved successful with a total 176 highly engaged people attending over the three 

days, an 11 per cent increase on the number who attended the one exhibition during dWRMP14. 

In total 258 people attended the public exhibitions resulting in 86 exhibition feedback 

forms/representations completed by attendees (an increase of 66 compared to dWRMP14). We 

monitored the duration of people’s attendance at the exhibitions, there were approximately 130 hours 

of face-to-face quality two-way engagement with customers about our long term plans. 

One exhibition in Broad Oak was held during dWRMP14 and attracted 159 members of the public. 

The total over the three events during dWMRP19 was 176. 

Almost all (99 per cent of) exhibition attendees said they received all the information they needed at 

the events, with 43 per cent citing the ability to speak directly with the staff involved the most helpful.  

Completed exhibition feedback form confirmed a wide a range of communication channels had been 

used by attendees to become aware of these events. This provided confidence that the range of 

approaches we employed to advertise the plan and raise awareness overall had been effective.  
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Figure 5: Exhibition feedback results - what did you find most helpful? 

 

Figure 6: Exhibition feedback results - did you receive all the information you needed 

at the event? 
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Figure 7: Exhibition feedback results - How did you hear about the event? 
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Figure 8: Exhibition feedback results - 

were the challenges South East Water 

faces made clear? 

Figure 9: Exhibition feedback results - are 

the solutions South East Water is 

proposing the right ones? 
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The key themes which emerged from the exhibitions included: 

 Leak reduction remains a priority amongst our customers, as does working with others, 

including housing developers to promote water efficiency. 

 The vast majority of people were content with the proposals put forward and that we are 

looking 60 years into the future, including levels of ambition with regard to demand 

management. 

 Concern about housing and population growth did lead some to question whether the Broad 

Oak reservoir and Arlington extension proposals were large enough or should deliver dates be 

brought forward  

 Residents want to make sure both new reservoirs would benefit the community 

environmentally and through new amenities 

 Work with universities on the development of new projects such as reservoirs and water re-

use schemes 

 Traffic movements during large scale infrastructure scheme construction and maintenance 

thereafter should be kept to a minimum 

Visitors at the exhibitions were also invited to add comments and suggestions to a large printed 

schematic of the proposed Broad Oak reservoir. The majority of these comments related to 

recreational facilities that people would like to see at the site. All comments will be taken into account 

when further developing our plans for this reservoir scheme. 

Figure 10: dWRMP19 consultation public exhibition drop in sessions 

Date Time Location Attendees 

Feedback 

forms/ 

representations 

completed 

Average 

time at 

exhibition 

Preferred plan 

option 

19 March 

2018 

12pm – 8pm  Berwick, 

East Sussex 

34 21 30 mins Arlington 

Extension and 

Peacehaven 

water re-use 

20 March 

2018 

12pm – 8pm  Aylesford, 

Kent 

29 12 25 mins Aylesford water 

re-use and 

Aylesford WTW 

23 April 

2018 

2.30pm – 

8pm 

Tyler Hill, 

Kent 

74 22 20 mins Broad Oak 

Reservoir 
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Open days and community talks 

To complement the public exhibitions, we held a series of open days at our Bewl Bridge, Arlington and 

Bray Keleher Water Treatment Works.  

While these customer facing events focussed on the water treatment process, we also presented the 

dWRMP19 proposals and encouraged customers to comment on the consultation. Alongside the 

presentation, customers were also provided with materials to view and take away such as the non-

technical summary and leaflets 

Figure 11: dWRMP19 consultation Water Treatment Works open days 

Date Location Attendees Event Preferred plan option 

7 April 2018 Bewl Bridge WTW, 

Kent 

36 Public Open 

Day 

Bewl Bridge WTW expansion 

12 April 2018 Ardingly Reservoir, 

East Sussex 

47 WI Environment 

Group talk 

Arlington Extension and Peacehaven 

water re-use  

21 April 2018 Arlington WTW, 

East Sussex 

56 Public Open 

Day 

Arlington Extension and Peacehaven 

water re-use 

12 May 2018 Bray Keleher 

WTW, Berkshire 

33 Public Open 

Day 

River Thames abstraction 

 

8.3.3 Customer Magazine 

As part of a trial 10,714 copies of the customer magazine were distributed direct to residential 

properties in Basingstoke. While the magazine contained information on various aspects of the 

company, a full page was dedicated to the dWRMP19. 

24 April 

2018 

12pm – 8pm  Broad Oak, 

Kent 

66 13 40 mins Broad Oak 

Reservoir 

26 April 

2018 

12.30pm – 

8pm 

Sturry, Kent 36 12 45 mins Broad Oak 

Reservoir 

1 May 2018 4pm – 

8.30pm 

Eccles, Kent 12 5 20 mins Aylesford water 

re-use and 

Aylesford WTW 

8 May 2018 2pm – 

5.30pm  

Basingstoke, 

Hampshire 

7 2 10 mins River Thames 

abstraction 
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The article summarised the company’s achievements since WRMP14, the challenges faced over the 

next 60 years and the options included within the dWRMP19 – specifically for the Hampshire area. 

Within the article was a call to action for people to go to our website and comment on the plan to 

ensure their voices were heard. 

Research carried out after the magazine had been issued showed that: 

 48 per cent recall receiving the magazine  

 Of those who recalled receiving it, 60 per cent said they’d read it. This equates to 29 per cent 

of those who were sent the magazine  

 76per cent of those who read it found it very informative or informative 

8.3.4 Social media 

To increase engagement levels photos were posted and videos created for Twitter, Facebook and 

LinkedIn to promote the exhibitions and proposals.  
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To target specific communities where exhibitions 

were being held posts were published on popular 

community Facebook groups and paid for social 

media was utilised. 

Collectively the posts reached approximately 

307,100 people with a total of 1,862 video views, 

340 post clicks, 142 likes and shares as well as 71 

Facebook event responses. 

We are aware of 12 third party Facebook posts by 

communities and stakeholders urging followers to 

read the documentation and respond to the 

consultation, however with many groups listed as 

private, it is acknowledged this could be higher. 

The use of social media allowed for two-way 

communication as we could respond to customers 

while also gain an understanding of public feeling 

surrounding the proposals which largely reflected the 

official representations submitted. 

 

“I think you can expect it to be environmentally 

minded for a project like this to get the go ahead in 

Kent.” Facebook comment in reference to the 

Broad Oak reservoir proposal 

8.3.5  Customer research 

During the 12 week consultation period we undertook 

a series of focus group sessions and individual interviews with 616 household customers which were 

tasked at reviewing a number of areas, including: 

 Resilience – we asked whether customers supported proposals in our dWRMP19 to move from a one in 

100 year to a one in 200 year level of drought resilience  

 per capita consumption (PCC)/water efficiency – we tested whether the preference and acceptance of 

different demand management options we were proposing were acceptable to customers, and whether our 

forecast reductions in per capita consumption included in the dWRMP19 were ambitious enough   

 leakage – we tested the profile of leakage reductions included in our dWRMP19 e.g. four per cent between 

2020 – 2025 increasing to a 15 per cent total reduction over the 60 year period – and we tested customers’ 

willingness to support more ambitious reductions of 15 per cent by 2025  

 option rankings – we tested customers’ preferences for options and validation of the options included in the 

dWRMP19  
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Across our supply area 510 household customers were interviewed online and 106 household 

customers were interviewed face-to-face. Those interview provided a good representation of our 

customers, including vulnerable and hard to reach households.   

Household Individual Interviews – views on dWRMP19 

Overall 83 per cent of customers interviewed supported our published dWRP19 with associated bill 

impacts, although this dropped slightly to 79 per cent among lower income householders. 

Figure 12: Acceptability of plan excluding inflation 

 

Most customers were happy to retain levels of service for temporary use bans at one in 10 years 

included in the dWRMP19   

The majority (84 per cent) of customers were satisfied that levels of resilience should not be increased 

beyond the one in 200 year reference level of service proposed by Defra. With 57 per cent of 

customers considering levels of resilience should be between one in 100 year and up to one in 200 

year.  

Only 16 per cent of customers though we should plan to never impose standpipes and rot cuts.  

The top three preferred options were leakage reduction, new reservoirs and help for households to 

use less water. There was a strong desire for new reservoirs to provide habitats and recreation 

facilities.  

Household Individual Interviews – views on including more ambitious leakage reductions and 

per capita consumption reductions 

Around half (49 per cent) of household customers were supportive, and 29 per cent were very 

supportive of reducing leakage further than proposed in the dWRMP19.  
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Of householders surveyed, 33 per cent said they would accept a £5 bill impact to achieve a 10 per 

cent leakage reduction, whereas 36 per cent would accept a £10 bill impact to achieve a 15 per cent 

leakage reduction. 

This confirmed that adopting a 15 per cent leakage reduction by 2025 in our WRMP19 would attract a 

good level of support by our customers.  

We provided customer with comparative per capita consumption data for water companies and we 

included a revised more ambitious per capita consumption forecast. 

Of householders surveyed, 77 per cent were either supportive or very supportive of reducing per 

capita consumption further than in the dWRMP19.  

This confirmed that adopting our revised per capita consumption forecast in our WRMP19 would 

attract a good level of support by our customers.  

When preparing our more ambitious per capita consumption forecast we reviewed our water efficiency 

programme (see WRMP19 section 6) to take account of the short term actions necessary to align best 

with the longer term projections included in the National Infrastructure Committee report and the 

Artesia report prepared on behalf of Ofwat.  

Figure 13: Comparisons of our revised per capita consumption forecast with recent 

published reports by National infrastructure Commission and Artesia consulting on 

behalf for Ofwat. 

Per capita Consumption 

(l/h/d) 

2025 

 

2040 

 

2050 

 

2065 

 

2080 

 

South East Water  

dWRMP19 144 141 140 139 138 

South East Water 

WRMP19 figures  139 123 115 103 90 

National Infrastructure 

Commission Report - - 118 - - 

Ofwat (Artesia) Report 

(South East region) - - - 110 to 76 - 

 

In WRMP19 section 4 we describe further discussions we held with our ESG and Waterwise to ensure 

our per capita consumption forecast and leakage reductions planned to 2025 were sufficiently 

stretching.    

There was reasonable support for catchment management and customers wanted to see us using 

water carefully at water treatment works and minimising water wastage. Of our customers, 83 per cent 

only wanted to see groundwater abstraction if it doesn’t affect the environment. 

The three option types that people most wanted to avoid were desalination, wastewater re-use and 

regional water transfers which each received mixed views. 

Focus Groups 
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Eight focus group sessions took place with a total of 74 participants (Error! Reference source not 

ound.14).  

Figure 14: dWRMP19 consultation - customer focus groups 

  Topic Number of participants 

Canterbury WRMP options 

Resilience 

8 

10 

Maidenhead Resilience  

PCC 

8 

9 

Basingstoke Leakage 

WRMP options 

10 

9 

Crowborough Leakage 

PCC 

10 

10 

 

Focus group findings concluded: 

Resilience: 

The sessions highlighted that customers understood the problems we face in the future with supply 

demand balance. Customers were acutely aware of temporary use bans, however additional water 

restrictions were not well understood. 

The move from a one in 100 year, to one in 200 year drought reference level was supported. 

Per capita consumption: 

While customers were happy to work with us to reduce the amount of water consumed, there was 

some reluctance evident to co-operate due to the company’s leak levels. 

There was a strong sense within the sessions that educating future generations is key, but there were 

mixed reactions to the use of water saving devices and smart data. 

There was a feeling that the company’s reduction targets are acceptable, however equally could be 

more ambitious. 

Leakage: 

While customers are aware of our responsibilities to finding and fixing leaks they would like us to 

prioritise repairs according to cost and the amount of water lost.  

Most believed that the four per cent proposed reduction was not ambitious and that a 15 per cent 

reduction would be possible.  

Option rankings: 
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All the options included within the dWRMP19 were presented to respondents with images and details 

of the pros and cons, customers then ranked the options from most preferred to least preferred. 

There was broad agreement with how we ranked the options, with leakage reduction being the most 

preferred option with desalination the least preferred.  

 

8.4 Audience  

Our supply area includes a diverse range of communities, businesses and stakeholders. With 2.2 

million customers it is important that our engagement and communications activities are informative, 

relatable and accessible to each audience group, highlighting the ‘Pure know h2ow’ messaging to 

encourage quality WRMP19 consultation responses. 

Due to the variety of target audiences, it was important that a range of communications activities were 

in place which encouraged engagement and understanding from each audience.  

For the purposes of this communication and engagement plan, the various audiences have been split 

into four distinct groups – household and vulnerable customers, stakeholders, retail customers and our 

colleagues. 

The audience groups are below.  

8.4.1 Household and vulnerable customers 

Following our customer segmentation work we have a greater understanding of our customers and 

their varying interests, beliefs and drivers which influence how they see the world and therefore 

respond to our messages. It is important that our communication and engagement plan for the 

WRMP19 was broad yet bespoke enough to cut through to the individuals in those various groups, 

increasing awareness and driving quality consultation responses. 

In tandem with this, we must also recognise those vulnerable customers within our supply area. While 

they were reached through our wider household communications activities, we also considered 

additional tactics for reaching this audience, primarily using the expertise of our Customer Care Team 

and third party organisations such as local community stakeholders and charities.   

The communications and engagement campaign included a wide variety of channels and tactics, such 

as public exhibitions, social media and press activity. Each tactic had a specific driver, such as a call 

to action to respond to the consultation, or highlighting our "Pure know h2ow" message. 

While the majority of our customers are household, we recognised our engagement activities needed 

to reach our vulnerable customers too - those who experience difficulties with everyday living and 

need additional support to ensure they are not at any disadvantage. Vulnerability does not just apply 

to the customer as also we understand the impact a vulnerable family member may have on the whole 

household.  

Alongside the tactics employed to reach our household customers, additional engagement methods 

were harnessed. This ensured our vulnerable customers also had the chance to engage and 

understand the WRMP19 proposals as well as our "Pure know h2ow" message. 

Working alongside our Customer Care Team, who were already reaching out to this group, targeted 

engagement workshops, events and talks at already established community groups were proposed 

provide specific assistance to this audience, while also providing wider information about the 

WRMP19, water efficiency and “Pure know h2ow”. 
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The channels and tactics employed to reach our vulnerable customers include: 

Channel Tactics 

Social media  Twitter, Facebook and LinkedIn 

o paid for posts 

o gifs, video, infographics and photos 

o use of hyperlocal community groups  

o bloggers 

Media  Press releases 

 press briefings 

 broadcast media - radio / TV interviews 

 print press – regional and local 

 online press – regional, local and hyperlocal  

 advertising – print and broadcast 

Face-to-face engagement  Public exhibitions: 

o displays 

o non-technical summary document 

o leaflets  

o Your Water magazine (spring 2018 edition)  

o ability to speak to the experts 

o Customer Care Team attendance (V) 

o video/images 

o water game 

 Community presentations/community days/Customer Care 

events/housing association events  (V): 

o encompassing; WRMP, leakage, technology, 

environment and customer assistance desks 

o Customer Care Team attendance (V) 

o displays 

o non-technical summary document 

o leaflets 

o ability to speak to the experts 

o video/images 

o ideas generator 

o water game 

o Your Water magazine (spring 2018 edition) (V) 

Website  easy to understand overview 

 consultation documents 

 videos, photos, infographics 

 email contact 

 engagement event dates and information 

Direct mailing  letters/emails (to their preference) to residents who submitted 

a WRMP14 response 

 customer letters (e.g. engineering) to include WRMP19 

information (V) 
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 Your Water magazine (spring 2018 edition) – areas of 

traditional low engagement including assistance information 

for vulnerable customers (V) 

Two way communication 

(V) Tactics specifically targeting vulnerable customers 

8.4.2 Environmental Scrutiny Group (ESG) and Customer Challenge Group (CCG) 

Both our ESG and CCG were engaged during the consultation period with updates given to the ESG 

on 21 March 2018 and the CCG on 02 May 2018. 

Members of our CCG attended a number of consultation events such as the joint stakeholder event at 

Gatwick Airport and one of our public exhibitions at Sturry, near Canterbury. 

8.4.3 Our stakeholders  

Upon publication of the dWRMP19 consultation documentation formal notifications were issued to our 

statutory consultees including Defra, Ofwat, Natural England and The Environment Agency. 

A further 1,973 non-statutory consultees were written to via email comprising of a wide range of 

individuals and organisations including local authorities, parish councils, environmental groups and 

business organisations. 

The email outlined the achievements since the WRMP14, the challenges facing the company over the 

next 60 years, highlights of the proposed options, the offer of a meeting/discussion as well as details 

of how the plan can be commented upon. 

Separately all 36 MPs within our supply area were also sent copies of the non-technical summary. 

To assist with advertising our exhibitions, parish councils and community leaders in those areas where 

events were planned were contacted to assist with publicising the exhibitions on their website and in 

parish magazines. 

Additionally a bespoke publications web page was created on our website for all stakeholders to 

utilise. This page provided a host of materials and information which could be download for use on 

various community facing platforms, including: 

 Consultation materials and event details 

 images 

 suggested social media messages 

 suggested website wording 

The Source, our stakeholder newsletter, was issued twice during the consultation period to all our 

1,973 stakeholders providing reminders of the consultation and links to the dedicated web page. 

During the pre-consultation period extensive activities were undertaken with a range of stakeholders 

as outlined within the WRMP19 Appendix 2A, p31. 

This continued throughout the 12 week consultation with more than 80 non-statutory consultees 

briefed including; High Weald ANOB, KCC Flood Risk Management Group, South Downs National 
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Park Authority, Tracey Crouch MP, Roger Gale MP, Rosie Duffield MP, Nus Ghani MP and local 

parish councils amongst others. 

8.4.4 Joint stakeholder event 

Additional to the activities above, on 18 April 2018 we held a joint stakeholder event in partnership 

with Southern Water, Affinity Water, SES Water and Portsmouth Water after it was recognised that all 

five water companies were seeking briefings with the same stakeholders during the same time period. 

It was the first time an event of this nature was held. More than 250 statutory and non-statutory 

stakeholders were invited with 44 in attendance on the day such as CCWater, Natural England, The 

Environment Agency, Forestry Commission, non-household retailers, South East Rivers Trust and 

various Wildlife Trusts. 

Details of how the water companies collaborate through the Water Resources in the South East Group 

were presented, before breakout sessions were held where stakeholders could speak in person to 

representatives from each water company about their dWRMP19 and SEA proposals. 

Key themes during the event included: 

 Housing and development concerns, ensuring our plans will continue to accommodate new 

demand, this featured heavily in all areas of research and has been adopted as a Responsible 

Business priority see Responsible Business Appendix. 

 confidence that our plans had been well researched and all areas covered 

 specific questions surrounding the options proposed locally to the stakeholder/organisation  

The event was well received with a number of stakeholders commenting that further joint events of this 

nature should be held in the future. Zoe McLeod, Chair of our Customer Challenge Group, also 

attended and following the event reported a good spread of stakeholders including NHH retailers. 

8.4.4 Our colleagues 

While all our public facing materials and events were relevant to, and could be attended by 

colleagues, it was important staff were also given opportunities to take part in the consultation. 

During the pre-consultation period updates on the creation of the dWRMP19 were provided by the 

Managing Director through staff briefing sessions which took place across the supply area. 

During the 12 week consultation period a series of articles were published on our company intranet, 

Gurgle, inviting colleagues to read the consultation documentation, attend our staff exhibitions and 

comment on the proposals.  

Similarly to the public exhibitions, a series of employee focussed exhibitions were held at our Head 

Office in Snodland, Kent and our offices in Aldershot and Farnborough, Hampshire. 

Also staffed by employees, the exhibitions included display panels which outlined: 

 The challenges the company is facing over the next 60 years  

 short term proposals (2020 to 2045) and long term proposals (2045 to 2080) 

 proposal specific information 

 how we are combatting leaks and increasing water efficiency 
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 the SEA 

In total 55 colleagues and contractors attended one of the exhibitions where they could speak directly 

to the water resources team and submit their feedback. 

Figure 15: dWRMP19 consultations - staff exhibitions 

Date Time Location Attendees 
Feedback forms 

completed 

5 April 2018 12pm – 1.30pm  Boxalls Lane, 

Aldershot, 

Hampshire 

9 1 

5 April 2018 2.30pm – 3.30pm  Farnborough 

Laboratory, 

Hampshire 

7 0 

13 April 2018 12pm – 1.30pm  Snodland, Kent 39 9 

 

Similarly to the public exhibitions, colleagues were pleased they had the opportunity to speak to the 

water resources team directly and that we are looking 60 years into the future. 

As expected, some of the feedback received was more technical such as the projected costs of the 

options, the implementation of green energy technologies and changes to water resource zone 

boundaries.  

All feedback from employees has been treated in the same way as feedback from the public and 

stakeholders, with comments addressed in our statement of response.  

8.4.5 Media relations  

The media relations activity was coordinated with the publication of the dWRMP19. 

On Monday 26 February a press release was issued to 86 contacts in the broadcast media, 

local/regional newspapers and trade press, highlighting the launch of the consultation, the company’s 

successes since WRMP14, the challenges faced between 2020 and 2080 as well as the large scale 

options for each of the two areas. 

This activity resulted in initial broadcast interviews with ITV Meridian, KMTV and BBC Radio Kent. 

Subsequent press releases were issued throughout the 12 week consultation period to localised 

media promoting the public exhibitions and providing a countdown to the consultation closing date. 

In total nine press releases were issued resulting in 48 articles printed online or in local, regional and 

trade print media, including seven broadcast interviews. 

Similarly to social media, the articles printed online provided a chance for the public to comment on 

the proposals. Articles on Kent Online and The Canterbury Journal resulted in nine comments 

surrounding the Broad Oak reservoir proposals. 
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In tandem with targeting the popular press, articles were printed in community and parish magazines 

local to where public exhibitions were held. In most cases these publications were sent to every 

property in the town/village providing a highly effective communications channel. Articles were carried 

within the Arlington Scene, Wilmington and Folkington Parish Magazine and Sturry Parish Magazine. 

8.4.6 Our non-household customers  

Shortly after the launch of the consultation, letters were issued to all non-household (NHH) retailers to 

notify them of the consultation launch and provide information which could be passed onto their 

customers. 

The letters included details about the achievements since WRMP14, the challenges faced between 

2020 and 2080, the various options included within the draft plan as well as how representations could 

be made. 

Offers of face-to-face meetings were made within the letters where the NHH retailers could find out 

more about the proposals. 

All NHH retailers were invited to the joint stakeholder event that was held on 18 April 2018, of which 

five attended. 

8.4.7 SEA Consultation 

The consultation required under the strategic environmental assessment regulations has been 

undertaken through the SEA scoping report consultation and the consultation on the SEA 

Environmental Report published with the dWRMP19 documents.  

This was also supported by specific consultation with Natural England and the Environmental Agency 

during the development of the plan and regular progress reporting to the ESG.  

In addition, the proactive engagement process described for the dWRMP19 covered how the 

environmental assessment was integrated into the plan process.   

8.5 Messaging 

It was essential the messaging included in all customer and stakeholder facing materials was clear, 

engaging, relevant and jargon-free. 

As the WRMP19 looks decades into the future, many customers and stakeholders may not realise the 

importance their views today will have on the future. It was therefore crucial they understand why their 

views are so important now and what's in it for them. 

Key messages: 

 We are setting out our £1 billion investment proposals to keep taps running over the next 

sixty years and beyond. 

 We want your views to help us create a better plan to ensure it is robust enough to keep taps 

flowing to 2080 and beyond. 

 The population is set to increase by 56 per cent to 3.34 million by 2080. 

 Our £1 billion proposals for the next sixty years include measures to further drive down 

leakage levels, promote water efficiency as well as build large scale infrastructure projects 

such as new water treatment works, reservoirs, water re-use  plants and desalination 

schemes. 
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 We’ve taken a look at our charges and don’t anticipate bills increasing in the short term to 

pay for this draft water resources management plan. 

 Further information can be found at: southeastwater.co.uk/yourwateryoursay 

Additional Broad Oak specific messaging: 

 Come along to our public exhibition to help shape the future plans for Broad Oak Water 

8.6 Beyond the WRMP19 

As part of our ongoing commitment to engaging with our customers, we undertake a wide range of 

‘business as usual’ two-way engagement activities across our various departmental areas. These 

include: 

 Engineering: 

o public drop-in sessions 

o stakeholder briefings 

 water efficiency: 

o school talks 

o community talks 

o workshops 

o water efficiency donations 

 Customer Metering Programme: 

o public exhibitions 

 water production: 

o behind the scenes water treatment works tours 

o school talks 

o community talks 

 stakeholder engagement: 

o briefings 

o workshops 

Beyond the water resource management plan consultation, we will use these channels to continue 

seeking feedback from our customers and stakeholders while understanding any changes in 

sentiment.  

These continuing discussions, alongside our proactive customer research, will help shape the basis of 

future consultations and engagement plans, ensuring our engagement continues to evolve and we 

account for customer views. 

Importantly, once the plan itself is complete we still need to develop the options themselves. Many of 

the schemes, particularly those long-lead schemes, are very much in their infancy. Now is the 

opportunity for us to work closely with our customers and stakeholders to co-create these solutions to 

ensure we develop something that is right for them, the environment and is providing a sustainable 

legacy for the future. 
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9. Post-consultation engagement and 

changes to our preferred plan  

Following completion of the 12 week public consultation, Defra sent us all the representations it 

received. We reviewed each of the representations received alongside other updates and new 

information. 

We listened and considered the feedback we had received and continued to work with stakeholders, 

regulators, our ESG and CCG to ensure changes to the plan appropriately reflected and took account 

of views received. 

Our Statement of Response, published on our website on 24 August 2018, set out details of all 

representations made on our draft WRMP, how we have considered each in turn, and whether they 

have or have not caused us to amend our WRMP, with justification for any action we take.  

Alongside the statement of response we published the revised plan that incorporates all the updates 

we made. 

In February 2019 we received a letter from Defra asking for further clarifications on various aspects of 

our revised WRMP19. Our comprehensive response, together with Defra’s letter, have been published 

on our website in March 2019. 

We have contacted all those who made a representation on our draft plan to make them aware of 

each of the above stages of the process and how the WRMP has developed/changed.  

The final decision by the Secretary of State for Defra (received in June 2019) told us that our revised 

plan (and statement of response) is considered fit for purpose, and is approved to be published as a 

final WRMP.   

   

9.1 Representations received on our dWRMP19  

Figure 16 highlights where engagement events were held, and where representations on our 

dWRMP19 we received from. 
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Figure 16: dWRMP19 engagement activities and responses 

 

We were pleased to see a good spread of consultation responses, especially is those areas near to 

longer term large new infrastructure proposals in our preferred plan. 

In total, 149 official representations were submitted by customers, community organisations and 

stakeholders which we have subsequently broken down into 614 individual comments. Each of which 

has been responded to within our statement of response, with an explanation of whether this has 

resulted in a change to our dWRMP19 or not, and the reasons why either way.  

Additionally, we treated the National Infrastructure Commission’s report as an ‘indirect’ response to be 

addressed as part of our own statement of response. 

In comparison to WRMP14, we improved the reach and level of engagement achieved during our 

consultation on the dWRMP19. We more than doubled the number of people attending public and staff 

exhibitions, more than tripled the number of interest groups with whom we directly engaged, effectively 

employed social media and resulted in more than double the total number of representations received 

in response to our draft plan compared with five years previously. See Figure 17 below. 
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Figure 17: Comparison of engagement figures for dWRMP14 and dWRMP19 

dWRMP14 benchmark dWRMP19 results 

232 people attended the dWRMP14 public 

exhibitions and submitted 15 exhibition feedback 

forms completed 

485 people attended the public and staff 

exhibitions, WTW Open Day tours and 

community events  

86 exhibition feedback forms completed 

45 press articles were published as part of 

dWRMP14 consultation. 

4 broadcast interviews took place  

Coverage in 48 public and trade press outlets 

across our supply area 

4 broadcast interviews 

18 stakeholder and community interest groups 

attended meetings and workshops as part of 

dWRMP14 

62 stakeholders and community interest groups 

spoken to directly though face-to-face meetings, 

phone calls and the joint stakeholder event 

Website hits: none (we can’t compare as 

previous website no longer exists) 

1,946 website hits 

Social media reach: none (we did not use social 

media during dWRMP14) 

307,100 reach 

66 representations made to Defra during 

dWRMP14 

56 representations made to Defra during 

dWRMP19 

(149 representations in total including the 

consultation event feedback forms) 

 

In comparison with dWRMP14, we also undertook far more customer research to assess the 

acceptability of our dWRMP19 and bill impacts; and to test more ambitious levels of leakage reduction 

and per capita consumption reductions.   
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A further breakdown of who made a representation to Defra is provided in Figure 18 below. 

Figure 18: Breakdown of representations sent to Defra 

 

The number of representations by group are similar to WRMP14, the notable exception being local 

planning authorities and local councils which were lower.  

We believe this may be due to the increasing levels of business as usual engagement we are having 

with these organisation leading some to feel less need to make a formal representation on our WRMP, 

although we have no means of confirming this to be the case. We intend to make contact and test this 

theory further in due course. 

Of the 56 representations received by Defra, eight were from organisations that are members of our 

ESG group. 

Overall, the representations we received from Defra provided a good level of support and feedback on 

our dWRMP19. 

The vast majority of the representations have resulted in largely minor updates and clarifications as 

part of our statement of response, but not in themselves required material changes to be made to our 

plan 

But there were two areas of feedback that have required us to revisit the preferred plan to be included 

as part of our  final WRMP19, which were:  

• Adopting more ambitious leakage reductions i.e. meet Ofwat’s target for 15 per cent leakage 

reductions by 2025; and consider the National Infrastructure Commissions’ recommendation 

to reduce leakage by half by 2050 

• Adopting more ambitious per capita consumption throughout the 60 year planning period. 

Giving due consideration to target figures proposed by some of the representations we 

received, and consideration of longer term projections included in the National Infrastructure 

Commission Report (i.e. achieve per capita consumption of 118l/h/d by 2050) and the Artesia 

report prepared on behalf of Ofwat (i.e. consider a range of scenarios leading to per capita 

consumption of between 110l/h/d and 76 l/h/d by 2065).    
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Further customer research we undertook during the consultation period confirmed customers were 

willing to support more ambitious per capita consumption and leakage reduction figures as 

summarised in figures below.  

Figure 19: Acceptability of plans to reduce leakage 

 

Figure 20: Acceptability of plans to reduce per capita consumption 

 

As further assurance step, we asked our ESG to comment on whether our revised leakage reductions 

and per capita consumption reductions tested with customers, were sufficiently stretching.   

We achieved a strong consensus from ESG members who responded, that reducing leakage by 15 

per cent in 2025 represented a sufficiently stretching target. 

The feedback from the ESG members who responded on more ambitious per capita consumption 

figures was mixed: 

 The majority of feedback received considered it to be a sufficiently stretching target both in the 

short and longer term.  

 There was recognition that many factors required to reduce per capita consumption were 

arguably outside of South East Water’s control, and that industry comparators may not 

adequately reflect the current performance or particular circumstances of each company. 

 One organisation on the ESG considered the revised figures were not sufficiently stretching 

and proposed a ‘far more stretching’ target of 100l/h/d by 2025 and 75l/h/d by 2050. We noted 

that these figures far exceeded the long term per capita consumption projections considered 

stretching by the National Infrastructure Commission and by Artesia in their report for Ofwat, 

7%

2%

13%

52%

25%
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and we did consider them to be achievable given our own circumstances and starting position. 

Following further discussion, we have shared more detail of our planned demand 

management programme for AMP7 (see section 6) to demonstrate and reassure that at the 

very least our approach is comparable with the levels and types of activity to be expected to 

meet industry good practice.  

9.2 Changes from the dWRMP19 resulting from the consultation  

Before, during and following the formal 12 week consultation on the dWRMP19, the views of 

customers, stakeholders and regulators has been integral in shaping and influencing the decisions we 

have taken to update and revise our dWRMP19, as submitted to Defra in August 2018.  

The statement of response and revised WRMP19 were both be available to download from our 

website and clearly set out the changes made to our dWRMP19 as a result of including updated 

information, conducting further customer research by interviewing 600 household customers, technical 

discussions with key stakeholders and the consultation responses we received. 

The main changes subsequently applied in WRMP19 compared to dWRMP19 are as follows: 

 We updated the baseline forecast to take account of 2017-18 outturn data 

 We adjusted downwards population and property figures in our baseline demand forecast for 

the period 2045 to 2080 to be better aligned with the first 25 year forecast.  

 We have made some minor updates to our baseline supply forecast deployable output figures 

for our surface water sources; and removed the planned Outwood to Whitely Hill bulk supply 

import from SES Water to South East Water during AMP6, as no longer required. 

 We have made some minor changes to our target headroom figures to ensure we have 

represented climate change impacts appropriately.  

 We have confirmed final bulk supply figures for existing and new bulk supplies neighbouring 

water companies.     

 We have included much more ambitious levels of demand management in our preferred plan.  

 We have included ~130 Ml/d more savings by adopting more ambitious long term per capita 

consumption reductions by 2080. 

 We have included 9 Ml/d of additional leakage reductions above our dWRMP19 to achieve 

Ofwat’s 15% reduction in leakage by 2025 

 We have halve leakage from our current position by 2050, reducing overall leakage to 44 Ml/d  

 We have reduced the number of new reservoirs required from three to two 

 We have removed the need for all effluent re-use and desalination schemes 
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