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Glossary

ABSTR Taking water from rivers and groundwater

ADO Average Deployable Output

AONB Area of Outstanding Natural Beauty

BBC British Broadcasting Corporation

BNG Biodiversity Net Gain

CATCH Catchment Management

CPRE Campaign to Protect Rural England (‘the Countryside Charity’)
DCO Development Consent Order

DESAL Taking water from the sea

DMA District Metered Area

DO Deployable Output

DROUG Extra drought measures

DWI Drinking Water Inspectorate

DWMP Drainage and Wastewater Management Plan

EAG Environmental Advisory Group

EFFIC More efficient use of water in homes

EIP UK Government’s Environmental Improvement Plan
EIA Environmental Impact Assessment

HRA Habitats Regulations Assessment HRA

HWTWRP Hampshire Water Transfer and Water Recycling Project
INTER Transferring water from other regions

INTRA Transferring water within the South East region
GREYW Using grey water to rainwater collection and use
IMPRO Improvements to the current water supply system

LEAK Leakage detection and reduction

MAR Managed Aquifer Recharge

METER Universal Metering

MOSL Market Operator of England’s Non-Household Retail Water Market
NEUB Non Essential Use Ban

NPPF National Planning Policy Framework

NFU National Farmers Union

PCC Per Capita Consumption (average water use per person)
PR24 Price Review Programme 2024

RAPID Regulators Alliance for Progressing Infrastructure Development
RECY - H Recycling treated wastewater for household use

RECY - | Recycling treated wastewater for industrial use

RESER Reservoir to store water

SEA Strategic Environmental Assessment

SESRO South East Strategic Reservoir Option

SSSI Site of Special Scientific Interest

SRO Strategic Resource Option

STORE Storing water underground

TARIFF Using tariffs to encourage water saving

TUB Temporary Use Bans

WFD Water Framework Directive

WINEP Water Industry National Environment Programme
WISER Water Industry Strategic Environmental Requirement
WRMP Water Resources Management Plan

WRSE Water Resources South East
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WRZ Water Resources Zone
WSCC West Sussex County Council
WTW Wastewater Treatment Works
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1 Introduction

The annex provides a summary of the key customer insight that has been used in development of our Water
Resources Management Plan 2024 (WRMP24). This document summarises insight from three main areas of
engagement:

B Feedback from customers and stakeholders on the draft Regional Plan (2022) by Water Resources
South East (WRSE)

B Foundational insight on customer preferences (2020-21)
B Feedback on our draft Drought Plan (2021)
B Feedback on our draft WRMP24 (dAWRMP24) (2023)

This annex also provides a summary of the pre-consultation work we undertook for the WRMP24 for the
purpose of understanding customer priorities and the priorities of the people stakeholders represent, sharing
best practice and identifying possible collaborative opportunities.
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2 Customer Insight

Insight and engagement from a range of sources has helped in the development of our WRMP24. In total,
we have engaged with over 3,000 customers and stakeholders, with a particular emphasis on the use of
deliberative approaches to ensure high quality research®. We have engaged with households, businesses,
stakeholders, future customers and harder to reach audiences in order to hear to a wide range of customers’
views.

On initial discussion, customers are often surprised at future challenges of water scarcity. Water tends to be
viewed as an abundant resource. With limited experience of shortages, the general perception is that it is
‘always raining’ and we live on an island surrounded by water. Upon further exploration, customers
understand the challenges of population growth, climate change, environmental protection and support
action be taken to ensure a resilient water future the South East.

Customers want us to make use of what water is already there and therefore they want to see demand
measures to reduce leakage and increase water efficiency. However, they also want to see supply-side
solutions that help address the root cause of water scarcity for future generations and want the risk of
emergency drought restrictions reduced.

Through all our engagement, there is a high level of priority placed on environmental protection. Therefore, the
focus on reducing abstraction is welcomed, although customers are looking for more detail on how this will be
achieved.

There is also a high level of support for a collaborative approach to long-term planning for water resources and
resilience to droughts and other unexpected events. Customers support the sharing of resources, although
they would like to know what would happen without these resources, as well as local level impacts to help them
decide whether specific strategic resource options are the right choice for them. They support an adaptive
planning approach that looks at the different supply-demand balance scenarios and pathways.

Customers welcome the balance the Regional Plan strikes between demand and supply-side options,
although they feel that there is an overly heavy reliance on demand management in the earlier years of the
plan and are concerned about that. Overall, customers welcomed the balance of new supply options in the
emerging Regional Plan. The two supply-side option types that receive a more mixed response are
desalination and water transfers from other regions. There is some support for such schemes, but the
support is heavily qualified by the need to mitigate some key concerns, especially on cost and environmental
impact.

Overall, there was a general consensus that an acceptable plan:
B Will protect the environment
B Will have a strong focus on education and demand management

B Will increase the level of resilience by continuing to drive down the level of risk of emergency
drought measures and incentivise companies to minimise waste

1 Engaging water customers for better consumer and business outcomes | CCW (ccwater.org.uk)
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2.1 Objectives

The main objective was to deliver high quality insight for a WRMP24 that identifies solutions that best meet
our customers’ needs, now and in the future. This is further elaborated on in Table 2.1.

Table 2.1: Main areas of insight and key objectives.

Area of Insight Objective

2.2 Approach and methodology

We launched our Customer Participation Strategy in September 2019. It included ongoing engagement with
customers and stakeholders on the services we provide, our planning for the future and the ways to best
meet their needs. Our approach is centred around 12 principles to ensure meaningful participation from our
customers and high-quality customer insight (Figure 2.1).

Shared . _ Two way .
1 2
. T . Collaboration ﬂ e n Partnering

QOur brand values

E with our customers, B - working much closer with
. working together to ensure stakeholders, ' ensuring we engage in a - and
Succeeding our engagement activities other sl way to allow for open staksh Dldel hrsleto’ : bring in
together happen at the right time . "“m%te' a“dp“"‘re'd‘"m“* - discussion their expertise 9
organisations
ﬂ Innovate our n Iteration by Open to n Comparative
approaches design challenge leaming
ensuring we have steps actively seeking expertise S .
. ﬂMﬂj{S innovating and testing new within our engagement to and recommendations to tlﬁ:.lrg]:lﬂde and_oumbg
improving ways to engage learn as we go help us improve trpyréj:ﬁcel ng
. . Participation
n Integration One voice p
first
. . o L ensuring we are inclusive
. " L triangulating the insight starting with the customers N
Doing the using the different insight sources together to have a and stakeholders — to build A
right thing sources together from clear view of customer and rticipation around how T
across our engagement participa needs and tailor our

stakeholder feedback they can play an active role engagement

Figure 2.1: Customer participation principles.

In the development of our WRMP24, we have used insight from our ongoing programme of engagement as
well as bespoke activity to support key areas. These include: the use of deliberative research with informed
customers through our consumer groups (e.g. Water Futures Programme); the use of less informed
customers to bring in fresh perspectives; and partnering with other water companies to engage a wider
group of customers on common issues, to allow for a robust cross-regional view. The range of customers we
engaged with include households, future customers, businesses, stakeholders and consumers from across
the South East. They were selected to represent the demographics and locations across our region. In total
just over 3,000 consumers and stakeholders have been engaged through this process. The projects included
are shown in Table 2.2.
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Table 2.2: Supporting insight projects and their approaches.

Project /

Programme Project Overview Approach and sample Output
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Project / Project Overview Approach and sample
Programme

2.3 Customer perceptions of water scarcity

Most customers are surprised to learn that the South East is under water stress. Drought is normally
associated with images of arid landscape, deserts or countries that feel very distant, both culturally and
geographically, to the UK. As such, the need to prepare for ‘“1-in-200 year’ or “1-in-500' year drought is not
widely understood.

Water is simultaneously valued and taken for granted. On reflection, customers understand the vital role it
plays in our lives, but over time this has become invisible. The constant availability of high-quality water
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contributes to the perception of an abundance of water. ‘We’re an island’, ‘it's always raining’, ‘Blue Planet’,
‘extreme storms’ and other cultural cues are continually reinforcing the perception of abundance. In 2018, we
had the hottest summer since 1976, and in 2020 saw a number of heatwave periods without any significant
water restrictions to customers. This continues to reinforce the belief of abundance.

Water is seen as either ‘good’ or ‘bad’. It is good when it is part of the natural or human world, such as in
rivers, reservoirs, for use in healing and vitality. It is bad when it is part of the destructive or processed world,
such as storms, flooding, pollutions or full of chemicals. Demand management solutions (such as reduction
in leakage and per capita consumption (PCC)) and supply solutions such as reservoirs and natural
groundwater sit firmly in perceptions of ‘good’ water and are customers’ first choice for water sources.

For any solution to succeed, we need to engage with customers and stakeholders clearly and effectively on
the need for the solution in order to help customers understand the impacts of climate change and
population growth on existing water resources and the need to protect the environment.

2.4 Feedback from customers and stakeholders on the draft
Regional Plan (2022)

Towards the end of 2021 and throughout 2022, we conducted a research project through our business-as-
usual engagement channels, to understand views from different audiences on the draft Regional Plan
developed by WRSE. A formal consultation on the draft regional plan ran from 14 November 2022 to 20
February 2023.

Using our Water Futures Programme, we were able to engage with household and future customers
(including those who are harder to reach and from diverse backgrounds), as well as non-household
customers and stakeholders from across our operating area. Table 2.3 shows the range of approaches
employed to ensure the views of these audiences were incorporated in the proposed plans for the region. In
this section, we have summarised the key findings from our deliberative research to help understand
customer and stakeholder views, differences, and concerns on the draft Regional Plan.

Table 2.3: Supporting insight projects for the draft Regional Plan and their approaches.

Project /

Programme Project Overview Approach and sample Output
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2.4.1 Summary of findings?

There was concern at the extent of the potential scarcity, although customers are reassured that water
companies are working effectively together on this. Customers welcome a focus on reducing abstraction but
require more detail on how this will actually be achieved.

There was no clear overall preference among stakeholders on catchments that we should prioritise for
abstraction reduction:

Some stakeholders believed that it was more important to prioritise fragile areas, such as upper catchments,
for various initiatives as they like the trickle-down benefit to the wider catchment. They also prefer this
approach as it means that the ‘most vulnerable’ headwater ecologies are addressed. Having a high degree
of certainty about restoring flows and delivering environmental improvement is seen by some customers as a
key priority over focusing on a wider range of catchments and only partially addressing abstraction issues.
They have generally prioritised nature over humans by placing less emphasis on the catchments where
people have most unrestricted access, as this does not necessarily equate to most overall benefit.

Other customers, however, thought that prioritising the catchment area with the biggest environmental
benefit would be the most sensible approach.

Future customers were also positive about the plans to reduce abstraction but need more information to
address concerns about the time it would take. As was the case with non-household customers, future
customers were also surprised by the need to reduce abstraction. The need was, however, not challenged.

Business customers were positive about the proposed environmental benefits but require greater
reassurance from WRSE about the impact on their businesses in terms of cost, disruption from unreliable
supply, and having to comply with any new policies.

Future supplies (2025-2040) — Customer support the focus on demand levers, although are concerned that
there is a huge emphasis on them to:
a. reduce their consumption, and
b. meet the costs via bill increases, which feels like an over heavy reliance on demand management
(54%)
Future supplies (2040-2060) — Customers welcome that with time the balance begins to shift more towards
supply than demand, and that different pathways are being considered.

Customers want to see an increase in emphasis on water recycling, though some would also like to see
more focus on storage. Reducing water efficiency to 26% (2040-60) from 54% (2025-40) feels more realistic
and less of a burden on customers, but making up the shortfall with transfers from other regions runs the risk
of being unsustainable e.g. during drought periods. However, the lower and central adaptation pathways
increase water efficiency and leakage reduction from the 2025-40 figure.

Young people also supported the WRSE Regional Plan for 2025-40 and 2040-60 overall, seeing the plan as
thorough and achievable. They felt confident that the plan would address water scarcity issues in the South
East and lead to secure water supplies in the future. However, some needed more information before they
could feel confident that the plan would ensure the environment was protected or that the plan is cost
effective. These feelings were, for the most part, replicated across the region. The overall view is that the
plan has struck the right balance between demand and supply solutions, and the risks associated with

2WRSE Full Report - Water Futures 2050, WRSE Full Report - Water Futures 2030, WRSE Full Report - Water Futures Business and
WRSE Full Report - Water Futures Stakeholder
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delivering these solutions. However, stakeholders in Sussex, Kent and Hampshire stressed that Southern
Water should not rely solely on demand management at the expense of investing in the network.

Businesses were also positive about the WRSE Regional Plan for 2025-40 and 2040-60. The range of
solutions proposed were seen to comprehensively address the predicted water shortfall and planning
separately for each of the adaptive pathways was considered sensible. Non-household customers only
engaged with the plans to a limited extent. This may be because they were sufficiently reassured by the
plans.

Encouraged by and genuinely interested in government interventions to reduce demand, but very critical of
the long timelines for implementation.

There is almost universal acceptance that Temporary Use Bans (TUBs) and Non-Essential Use Bans
(NEUBS) are necessary, although not preferred. Additionally, they are seen as a good way of targeting
wasteful behaviour and high users of water. Applying TUBS/NEUBs to both household and non-household
customers is supported. Some question their effectiveness though, given difficulties in policing them. Some
also question why these are built into the plan rather than being options of last resort. In their view, building
these into the plan normalises them. There is strong support for water companies being more ambitious in
reducing leakage.

Positive response to the balance of new supply options in the emerging plan.

B Aquifer Storage and Recovery is particularly welcomed as being innovative and making a positive
environmental difference.

B Water recycling feels like a big part of the emerging plan and feels intuitively sustainable and
environmentally friendly; though some are keen to reiterate the need to provide the necessary
assurances on water quality.

B Building new reservoirs is also seen as a positive part of the plan, with the associated
environmental, health and community benefits.

B There is a desire for Southern Water to ensure that the more environmentally friendly and cost-
effective measures are a primary focus so that bills remain as affordable as possible.

B There was a feeling amongst stakeholders that all the proposed solutions have a role to play, but it
was suggested that more monitoring and analysis would be needed to ensure that no
environmental damage is caused, and that the proposed solutions are the most cost-effective ones.
Water collection systems and catchment management were the most popular options across the
four regions.

B Businesses fundamentally trusted that the experts at WRSE knew what they were doing when
making the plan. They are happy with limited information being provided.

The two measures that receive a more mixed response are desalination and water transfers from other
regions.

Desalination tends to polarise customers’ opinion, with some seeing huge potential in coastal areas of our
region but others put off by cost and risk of environmental impact. Transfers from other regions are generally
not seen as sustainable or self-reliant solutions, and as being risky in terms of continuity of supply during
droughts and potential high cost.

Desalination was generally negatively received by the stakeholders, with concerns about its carbon intensive
nature and its by-products.

Evaluation of the transfers in the emerging plan reveals some support but heavily qualified by need to mitigate
some key concerns especially on cost and environmental impact.

Water transfers were broadly viewed as a fallback option by stakeholders, due to the costs of infrastructure
and concerns about wider national water resilience. There was noticeably more support for water transfers in
Kent and Hampshire.
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Catchment solutions were seen as positive for the environment, showing good will on the part of water
companies, but need to consider balance between what is innovative vs experimental.

There is wide acknowledgement that these schemes may only produce a small amount of water and that
they do ‘not form part of our cost-efficient solution’, which somewhat undermines much of the overall good
associated with them.

Young people want to see Southern Water investing in more environmentally sustainable infrastructure and
doing this earlier rather than later. Ultimately, they felt that Southern Water should pay for this investment
from their own profits, as it was both their responsibility to do so and would ensure the longevity of their
business (and water supply) in the future. However, they were prepared to pay higher bills to cover this
investment if needed, as long as bills remained affordable.

For businesses, the thorough nature and range of solutions proposed, along with the inherent trust that they
had in the expertise behind the plan, was sufficient to reassure them that the risk of potential disruption to
their water supply would be minimal. However, they require more information about the cost implications for
them and their businesses so they can accurately forecast their finances.
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2.5 Customer quotes on the Regional Plan

/ ‘It really put into perspective how much water \ K‘I agree that upper catchments would have an\

is consumed. | would never have thought that effect on catchment areas as a whole,

145 litres per person were consumed daily. It's therefore it is important to reduce abstraction

quite staggering to realise how much we take in these areas to minimise negative
access to water for granted.’ consequences.’

\ Future customerj \ Future customerj

K‘It makes sense to use water efficiently and not\ / ‘I would like some more detail; how much is \

waste it, to be able to supply water to areas based on population growth, usage, industry?
that need it, and to protect the environment. | Not specific figures, but a little breakdown of
don’t know what other priorities they would the estimate a bit more.’
have.’

\ Business Ownerj \ Business Ownerj

/ ‘Southern Water has been successful in \ /‘Government and Ofwat regulations are not fit\

protecting the environment while supporting for purpose for addressing these challenges.
population growth. | also applaud efforts to Rather than allowing you to invest to support
reduce abstraction, while putting in place these huge transformations to the system, you
leakage and demand reduction systems, and are expected to cut your margins, meaning
this needs to continue.’ this whole thing is doomed to fail.’

\ Kent Stakeholderj \ Hampshire Stakeholder/

/

/ ‘The environment has to be one of the key / ‘It's a clearly laid out plan but the reliance on \

drivers in any decision...we need to protect for demand management is a little bit worrying
the future generations both on a nature level and I'd say a risk especially as this relies on
and a resource level. The cost is a bit eye helping consumers minimise their water use.’

watering when you look at the figures though.’

\ Household Customerj \ Household Customerj

2.6 Foundational insight on customer preferences (2020-21)

Through 2020 and 2021 the six WRSE companies (Affinity Water, Portsmouth Water, South East Water,
Southern Water, SES Water and Thames Water) collaborated with four other companies (Anglian Water,
Severn Trent Water, South West Water, United Utilities) on a research project on customer preferences.

The first stage was an evidence review which compiled a range of insights from companies’ PR19 and
WRMP19 customer research. The review included over 120 documents submitted by the ten companies.
The purpose was to provide a consolidated view of the evidence base structured around a set of research
questions related to: (i) resilience outcomes; (ii) demand measures; (iii) supply side solutions; and (iv) the
wider policy context for long-term water resource planning. This review included the research Southern
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Water had carried out to that date, including relevant reports for PR19, WRMP19 and ongoing work for the
Water for Life Hampshire programme.

Key findings from this collaborative research are summarised in Table 2.4.

Table 2.4: Supporting insight projects on customer preferences.

Project /
Programme

Project Overview Approach and sample

2.6.1 Summary of findings®

B Overall, our research has shown the high level of priority that participants placed on environmental
protection.

B There is also a high level of support for a collaborative approach to long-term planning for water
resources and resilience to drought and unexpected events. Participants had a good and
increasing awareness of climate and population pressures and are reassured that companies are
planning for future risks.

B There is support amongst participants for reducing the risk of emergency drought restrictions. The
experiences of people through 2020 and COVID-19 has made the implications of restrictions on
day-to-day activities less abstract and a better reference point for gauging impacts that are
tolerable and those that are to be avoided.

B Participants also supported the sharing of resources but require more detail on the strategic
context (availability of water by location), the impact that absence of these resources will have as
well as local level impacts to help customers decide whether specific strategic resource options are
the right choice for them.

3WRSE Customer Preferences Deliberative Research February 2021
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B Determining whether a plan across multiple companies is acceptable may be challenging, given
expectations of customers that a good level of support will need to be evident for all companies
(including ‘supplier’ and ‘recipient’ areas).

2.7 Overview of supply-demand options preferences*

The customer preference results show a clear priority order for solutions (

Figure 2.2). Firstly, customers want us to ensure that the current system is efficient. In practice, this mean
reducing leaks and removing constraints in the water supply network. The second priority is being more
efficient with the water that is currently supplied and helping customers use less water, along with actions
that deliver wider benefits and public value, such as catchment management initiatives. This is followed by
development of new resource schemes and inter-/intra-regional transfer options. The least preferred options
are the ones that have potentially significant negative environmental impacts, including greater reliance on
drought permits and orders.

This priority order was largely consistent across the different groups of customers and segments. However,
potentially vulnerable customers with high dependency on water due to their particular circumstances were
more likely to prefer new supply options over measures that have the potential to impact on their water use.

The sections below summarise customer views on key topics.®

2.7.1 Key findings — environment

One of the biggest messages that came from the deliberative research was the importance that participants
placed on the environment. The overall view was that water companies should not harm the environment. ‘In
this day and age’ it was deemed unacceptable that long term plans to secure water supplies and improve
resilience of the water system to drought and unexpected events would be at the expense of the
environment. In addition, participants also wanted companies to ensure plans are sustainable.

In all groups, concern for the environment was the number one driver for views and this was consistent
across all demographics. Service levels are important, but there was the view that they are at a high level
and not a priority over protecting the environment. Accordingly, in voting exercises the environment tended
to be the top priority.

2.7.2 Key findings — resilience

There was a great deal of support for companies working together to build resilience across regions. Most
participants felt this was efficient and fair, especially as water is seen as belonging to everyone. However,
the support shown for collaborative working was accompanied by a strong message from participants that all
companies have a duty to ‘get their house in order’ and working together is not a reason to avoid using
available water resources sustainably and responsibly.

4 WRSE Customer Preferences Quantitative Research March 2021
SWRSE Customer Preferences Deliberative Research February 2021
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Hpusehold (2,295 respondents) Non-household (365 respondents)
LEAK 5.34 _— LEAK 3.53
IMPRO | 2.56 oo EFFC | 2.2 HII—
eFriC | z.55 R METER | z.16 [E—
mMETER | 2.25 I GreYw | 2.12 I—
catcH 197 - catcH | 1.9 I—
TARIFF | 122 R TARIFF | 1.95 —
GReYw | 1.8 M IMPRC | 1.80 —
RESER | 1.59 I STORE | 1.43 B—
RECY-H |125H RECY-1 [ 1.42 =—
INTRA [ 1234 RECY-H 7139 F—i
STORE [ 1204 RESER 7136
RECY-l | 1.101 INTRA T 1.04=
ABSTR | 1.00 ABSTR | 1.00
INTER | 0.57 DESAL | 0.73]
DESAL | 0.46 DROUG | 0.46
DROUG | 0.42 INTER | 0.43
-1.00 1.00 3.00 5.00 7.00 -1.00 1.00 3.00 5.00 7.00

Customer preference — options

Theme
Efficiency * Leakage detection and reduction (LEAK)

* Improvements to the current water supply system (IMPRO)
Demand * Universal metering (METER)

* Using tariffs to encourage water saving (TARIFF)

* More efficient use of water in homes (EFFIC)

« Using grey water to rainwater collection and use (GREYW)
Environment » Catchment management (CATCH)

* Extra drought measures (DROUG)

» Taking water from rivers and groundwater (ABSTR)

Resources and * Reservoir to store water (RESER)
transfers » Storing water underground (STORE)
* Taking water from the sea (DESAL)
* Recycling treated wastewater for household use (RECY — H)
* Recycling treated wastewater for industrial use (RECY —I)
* Transferring water from other regions (INTER)
» Transferring water within the South East region (INTRA)

Figure 2.2: Customer preferences for water resource options.

Participants felt it was sensible to plan for a range of futures. For example, people could not have envisaged
a year like 2020 with record temperatures in spring/early summer alongside a pandemic, but recognised that
whatever resilience plans are in place worked and there was no interruption to supply. There was also
recognition that the COVID-19 lockdown has increased confidence around the general public’s ability to cope
with certain lifestyle restrictions, including some aspects of rota cuts, such as shutting non-essential shops
and schools.
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Most participants felt that weather patterns are becoming more extreme. There was also a good level of
understanding around population growth and the need to carefully manage water resources in the South
East in view of these pressures. The participants agreed that we cannot accurately predict the future. They
therefore wanted us to plan for a range of scenarios, including ones that currently appear less probable.

There were no concerns about being overly prepared for future risks and overbuilding infrastructure was not
seen as an issue. The view among participants tended to be that it was ‘better to be safe than sorry’. Many
felt that ‘we will use the infrastructure eventually’. Participants across the groups felt that WRSE's resilience
planning metrics (that measure certainty, likelihood of restrictions, impact on the environment and flexibility)
are considering and balancing the right things, with certainty being their highest priority.

2.7.3 Key findings — service levels

TUBs and NEUBs were not seen as significant concerns. The view was that they do not occur very often and
had limited impact for most customers. Most participants felt they were not a priority for improving future
service levels, although there was also no appetite for an increase in the frequency of these restrictions,
either.

In contrast, severe drought restrictions (rota cuts or standpipe supply) were considered to be extremely
serious by participants. Restrictions on day-to-day life due to COVID-19 have given participants a clearer
understanding of what impacts are tolerable, and which are not, particularly in terms of essential services.
There was a good level of support for continuing to reduce the risk of severe restrictions from the industry
standard of 1-in-200 year drought severity.

A voting exercise showed that, whilst some were comfortable with the current level of risk, the majority would
prefer to see a further reduction in risk. There were mixed views, though, as to how far the reduction in risk
should go beyond a 1-in-200 year drought event.

Participants felt very strongly that reductions in risk of emergency drought measures need to be achieved via
sustainable investment and environmental protection. Only in the most extreme situations would protecting
the environment be a lower priority than people i.e. it would be more important to get water to homes than
leave it in already stressed rivers. However, as noted previously, participants did not want long-term plans to
deliver security of supply under normal circumstances at the expense of the environment.

2.7.4 Key findings — supply and demand options

Participants favoured demand options over supply options. In principle, it is better to use less and waste less
water than develop new resources or increase the use of current resources. However, some participants
were concerned about the reliability and certainty of water savings from demand options; in particular, the
extent to which people will be willing or find it practical to change their behaviour, especially when water is
needed the most (i.e. during a drought).

Therefore, the general sense in the groups was that water companies need to be pragmatic and assess
whether demand management is enough on its own, or whether a combination of demand and supply
measures is more realistic. Participants’ view was that demand measures need to be in place, but that new
supply options would also be needed to provide resilience.

Participants also felt very strongly that companies should have their ‘house in order’ by ensuring that leakage
levels are appropriate, and the right levels of metering and water efficiency support measures are in place.
These measures — along with other actions by Government and manufacturers — were seen as very
important if companies are to encourage customers to reduce their usage and/or share resources.

Overall, reservoirs, managing land-use and catchment management were the most popular supply options
across the groups, as they were considered ‘more natural’. For the most part, this was due to their familiarity
and certainty, and because of the potential for wider wildlife, recreation and amenity benefits. Participants
were open to using new technologies, such as water recycling and desalination, but were sensitive to cost as
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well as the potential environmental impacts in terms of energy, use of chemicals and waste production.
Participants were accepting of local transfers and, whilst receptive to larger scale water transfers, they felt
that such transfers should only be used if absolutely necessary. They did not support delivering water by
road tankers, seeing it as unsustainable and a short-term emergency response only.

2.7.5 Key findings — sharing resources and associated policy issues
Sharing resources

Overall, participants were supportive of sharing water resources. They feel that water ‘comes from the sky
and belongs to everyone’. There are, however, limits to their support particularly from the ‘supplier’ point of
view, with participants more willing to see water transfers out of their region when there is a lower potential
impact on themselves (e.g. in terms of water quality), and less willing if the ‘recipients’ (companies and
customers) have higher wastage.

Policy issues

Participants largely supported the three national policy issues associated with water resources, though their
support was caveated. They considered the proposed target to reduce leakage by half to be reasonable; and
supported the use of green energy, but only if at a reasonable cost. Whilst they all agreed that reducing
water usage was positive, there were mixed views as to whether the target of a 20% reduction across
households overall was fair or realistic without fundamental changes to the way we use water. Participants
were also supportive of investing now for future generations but expected affordability to be taken into
account.

What is an acceptable plan?

Overall, there was a general consensus that an acceptable plan will protect the environment, have a strong
focus on education and demand management, increase the level of resilience, continue to drive down the
risk of emergency drought measures, and incentivise companies to minimise waste.

What level of support does a plan need to have?

Participants recognised the complexities of agreeing a Regional Plan. The most popular view across the
groups was that most customers in each of the companies need to agree to the plan. The views of
customers of ‘supplier’ companies were considered especially important. Therefore, there is the need to see
the level of customer support for sharing water across each company and not just the total aggregate ‘result’.
Participants considered that the required majority in each company should not be overly high, as they did not
want to set an impossible task. However, the process needs to include protections for financially vulnerable
customers who may be less likely to find a plan acceptable on cost grounds. Around 70% support was
suggested in one group as a suitable threshold for customer acceptability and this was also appealing when
tested in further groups.

Demand

Although participants were supportive of demand measures, it was also evident that they recognised their
limitations, as they can be hard to implement and difficult to sustain. It was noted that water companies
cannot force people to save water. While demand-side options may be preferable, participants’ preference
for them was tempered by the expectation that they would only be effective with a proportion of the customer
base and that the measures could only provide a limited benefit.

Participants felt that water companies must play their part through leakage reduction but recognised some of
the issues in addressing leakage.
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Education
Customers considered education an essential first step to reducing water usage.

Although most participants were conscious of the environment, they were concerned that people ‘take water
for granted’. Many argued that we need to view water as a more precious resource, and education is the first
step towards that. Some participants took the conversation a step further by recognising the need for
financial incentives to ensure educational measures are effective.

The challenge of changing behaviour
Participants recognised that demand measures may have limited effect.

Although education and demand-reducing measures were favoured, there were concerns about people
being reluctant to change their behaviour, and an unfair weight of responsibility falling on a minority who
were keen on reducing their water usage.

Views on the efficacy of demand measures are shaped by wider experience.

The discussion around demand measures and the reliance on behaviour change is one area where the
wider COVID-19 context was seen to influence participants’ thinking. Specifically, some felt that responses to
COVID-19 restrictions had shown that the public cannot always be relied on to change their behaviour. This
led them to question the wisdom of depending on behaviour change to save water. Given this and forecast
population growth, demand management alone was not considered a reliable enough measure. However,
other participants felt encouraged by the more conscientious behaviour some people displayed during the
pandemic.

The role for demand measures
Customers see demand measures as one component of a rounded approach.

In general, the view tended to be that water companies should follow a holistic approach and should not
have an over-reliance on demand-reduction measures. An overall plan should be formed around educating
customers, encouraging metering and use of water-saving devices, along with supply options. Some
participants also noted that industry and agriculture also have a role to play.

Grey water measures
Lack of familiarity is a barrier to participant support to grey water measures.

In general, there was a preference for measures that participants were familiar with; whether that was
through experience, education or television and other media. Some participants found grey water recycling
confusing and it initially had lower levels of support. Following discussions, participants responded well to the
idea of grey water reuse, but they needed more information to understand how it would be implemented (e.g.
in new builds, in businesses or in older homes). Respondents suggested that government support in
installing grey water devices in homes would improve public view of the measure.

Supply

Overall, the discussion in the deliberative groups indicated that participants preferred supply options that
were seen as reliable, produced large amounts of water and were lower cost. Participants also tended to
prefer options that they considered to be ‘more natural’ and seen to enhance the environment. A further
distinguishing feature was the potential for, and scale of, any negative environmental impact such as
chemicals and energy usage.

2.8 Feedback on the draft Drought Plan (2022)

Through our existing insight programmes, we were able to gather the views of customers who were well-
informed and had good knowledge of the industry and our practices, as well as the views of existing
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customers who were less informed but could provide a fresh perspective. This was achieved through our
existing Water Futures 2030 panel. We also used our youth panel to gauge reactions to the Drought Plan
from a young people’s viewpoint (Water Futures 2050). Both of these panels consisted of an online
community of participants managed by one of our partnered research agencies (Table 2.5).

Table 2.5: Supporting insight projects on the Draft Drought Plan and the approaches.

Project / Project Overview Approach and sample Output
Programme

In addition to the business-as-usual insights, we also commissioned standalone pieces of research to focus
on views of businesses on the Drought Plan and any differences with views of household customers.

While undertaking research, one of our priorities is ensuring that we are as diverse and inclusive as possible
and are able to engage with harder to reach customers. As part of the Drought Plan consultation, we
reached out and spoke with 6 expert stakeholders who represent harder to reach audiences (Citizens
Advice, housing associations, language assistance representatives, supported living, etc.).

This approach meant that we were able to reach a large number of customers from across our region, with
different backgrounds/cultures and at different stages of life. This gave us a robust overall reflection on the
Drought Plan.
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2.8.1 Overall summary findings
Impact on COVID-19 on crisis management

B Current customers are very accepting of levels 3 and 4 restrictions. They understand the need and
there are very few indications of resistance (COVID-19 has increased acceptance of rules).

B Business customers impacted by water scarcity need help to become more resilient and to raise
awareness of the impact of restrictions. They want to do more now to minimise impact in the future.

B For young people, the pandemic has made restrictions feel fairer and more acceptable. Future
customers expect a multi-model approach to communication that reaches all at the time of drought.

B For future customers, it is important for the company to demonstrate how it is playing its part by
reducing leakage and engaging with business and agriculture, so the changes seem fair. Young
people are also willing to do their part in a crisis once they are on board with the idea (COVID-19
restrictions used as a reference). The general consensus is that more needs to be done now to
make people aware from a young age about the issues we face.

Implications around the Drought Plan

B Customer knowledge of drought in the UK is fairly limited; therefore early engagement would be
needed to ensure better understanding of the need for emergency measures. There is a
misperception of what drought would look like in the UK i.e. customers are unprepared for its
impact on routine life.

B Household customers feel the Southern Water Drought Plan provides reassurance, is
comprehensive and is written in a manner that is easy to understand for customers.

B Demonstrating the link between changes in personal usage behaviours and the impact on droughts
is important to help those who currently feel they are already sensible enough, to see what else
they could do.

m [tis sufficient for customers to know that there is a Drought Plan. They do not generally feel the
need to see the details. Customers agree with the principles behind the application of restrictions
although some exemptions do provoke a negative reaction.

Communications and education:

B Customers across the board find it hard to grasp the severity of the measures on their lives. More
needs to be done to give context. For example, what would reducing per capita consumption to 50-
80 litres per day look like? What changes can they make in their daily lives?

B An integrated communication plan needs to use multiple channels, build up the relevant messages
over time and vary the approach to have the greatest impact.

B Vulnerable audiences require a higher level of service during severe restrictions. Other household
customers support this prioritisation.

B Representatives of harder to reach communities felt that the Drought Plan would benefit from
‘community’ styled touchpoints such as newsletters, social media and peer-to-peer advocacy
through leaders, service providers and caregivers i.e. a more tailored approach and key to build
trust.

‘Ithink the plan is very good as what | read informs me that the plan includes what the
water companies do in the event of a drought, what we as customers need to do and how
this will affect the environment.’
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3 Stakeholder Pre-consultation Summary
3.1 Objectives

We have collaborated closely with our stakeholders since before the development of WRMP24 to
understand their priorities and those of the people they represent, share best practice and identify possible
collaborative opportunities.

The full set of pre-consultation feedback and our response is covered in Annex 5.

3.2 Approach and methodology

Our approach to pre-consultation for WRMP24 is different from previous plans, as this is the first plan to be
largely informed by the emerging Regional Plan produced by WRSE.

Our pre-consultation stakeholder engagement followed three main strands:

B Our business-as-usual stakeholder engagement (including through our existing stakeholder
panels).

Supporting WRSE’s emerging Regional Plan consultation.

Targeted engagement with statutory and non-statutory consultees and those likely impacted by
infrastructure projects.

3.3 Building on our business-as-usual stakeholder
engagement

As part of our business-as-usual stakeholder engagement, we hosted a series of stakeholder panels, met
with key stakeholders and supported Portsmouth Water's engagement around the Havant Thicket Reservoir.

On 12 January 2022, just ahead of the start of the consultation on the Regional Plan we hosted our Water
For Life Hampshire Stakeholder group where WRSE presented the emerging Regional Plan and upcoming
consultation. We were joined by representatives from:

B Barings Estate

Campaign to Protect Rural England
Consumer Council for Water
Environment Agency

Hampshire and Isle of Wight Wildlife Trust
Isle of Wight Council

Little River Management

Natural England

New Forest National Park Authority
Portsmouth Water

Royal Society for the Protection of Birds
Salmon and Trout Conservation

Test and Itchen Association

Test Valley Borough Council

Wessex Rivers Trust
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B Winchester City Council

In addition, we supported a number of site visits to our Budds Farm Wastewater Treatment Works (WTW) for
stakeholders from Portsmouth Water’'s Havant Thicket Stakeholder Advisory group, including representatives
from:

Havant Borough Council

Havant Borough Residents Associations
Hampshire Bat Group

Havant Green Party

Stop the Chop.

3.4 Supporting WRSE’s Regional Plan consultation

WRSE is an alliance of the six water companies across the South East of England, and one of five regional
groups across the country developing the first regional plans for water resources.

WRSE consulted on their emerging Regional Plan between 17 January and 14 March 2022 and received
approximately 1,150 responses from stakeholders and individual customers from across the South East.
These included over a dozen local authorities in our area of operations:

Canterbury City Council
Crawley Borough Council

East Hampshire District Council
Hampshire County Council
Havant Borough Council
Horsham District Council

Kent County Council

Mid Sussex District Council
Swale Borough Council

Test Valley Borough Council
Tonbridge and Malling Borough Council

Wealden District Council
West Sussex County Council.

WRSE also received responses from environmental stakeholders interested in our area of operation,
including groups with region-wide and local focuses. Appendix 1 shows all stakeholders who responded to
WRSE’s consultation.

WRSE launched a consultation on the emerging Regional Plan with a co-ordinated media announcement
with its six member companies. This resulted in extensive coverage across all the local BBC and Meridian
news channels within Southern Water’s supply area. Southern Water's Water Strategy Manager was
interviewed, and details of key schemes were highlighted with the general public. The story also featured on
a number of local radio broadcasts, in the local and trade press and online.

WRSE developed a dedicated engagement site to host all relevant documents which was visited over 8,500
times during the consultation period. Around 1,100 people registered to use the site with 720 completing the
consultation survey.
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During the consultation period, WRSE ran four webinars; a launch webinar on 20 January 2022 and three
webinars focusing on the east and west of their region (covering Kent and East Sussex and then West
Sussex, Hampshire and the Isle of Wight respectively) and the northern area. Through WRSE’s Engagement
and Communications Board, we influenced the design of these sessions and WRSE’s wider engagement
programme.

Our Water Resources team presented at the east and west webinars, as well as the launch event. This
included providing more detail on the parts of the Regional Plan that would be reflected in our WRMP24. As
part of our engagement during the consultation, we proactively promoted the webinars to a wide range of
stakeholders and signposted the consultation via email and through our LinkedIn page to ensure as many
stakeholders as possible were aware.

In total, 590 people joined WRSE’s webinars, including regulators, national trade bodies and water sector
stakeholders (such as retailers and members of the supply chain) and local interest groups, elected
representatives and environmental groups.

On 1 March 2022, we supported an interactive Q&A session through the engagement platform where
stakeholders could ask questions and receive a response within a few hours to help them finalise their
responses to the consultation. Combined with questions asked during the webinars, WRSE received and
responded to over 200 questions from stakeholders.

Through WRSE, we also engaged with the other regional groups as well as our neighbouring water
companies. During their consultation, WRSE offered a retailer-specific workshop; however, interest was
extremely limited, so the session did not go ahead. We sent pre-consultation letters to the following retailers
operating in our area:

B ADSM

Business Stream
Cambrian Utilities
Castle Water

Clear Business Water
ConservAqua
Everflow

First Business Water
Pennon Water

SES

Smarta Water

The Water Retail Company
Veolia

Water 2 Business
Water-Plus

Waterscan (Including self-supply retailers)

Wave

Yu Energy.

WRSE’s Multi-Sector Stakeholder Group includes representatives of the energy, paper and agriculture
sectors. This group was established to understand the needs of large water-using sectors in the South East
and identify opportunities for potential collaborative interventions or trades.
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In May 2022, WRSE published its response to its emerging Regional Plan consultation. This summarised
stakeholders’ views received during the consultation period and outlined how WRSE will move from its
emerging Regional Plan to its Best Value Plan later in 2022. We supported WRSE’s engagement around its
Best Value Plan.

3.4.1 Targeted pre-consultation engagement

In addition to awareness raising communications, we offered one-to-one briefings to stakeholders likely to be
impacted by large infrastructure projects being considered in the emerging Regional Plan such as the
Havant Thicket and River Adur Offline reservoirs and potential desalination sites in the Shoreham area.

Table 3.1 lists stakeholders that were offered briefings relating to specific infrastructure projects being
proposed through the emerging Regional Plan in their areas of interest. An example of one of the letters we
sent in this regard is included as Appendix 2.

Table 3.1: List of invitees to engagement on key infrastructure projects.

Scheme Stakeholders

Adur and Worthing Council arranged a meeting to discuss the Shoreham area desalination. We also
received responses from a local MP interested in the River Adur Offline Reservoir scheme and provided
them with further information. The River Adur Offline Reservoir scheme was also discussed as part of our
ongoing work with the five local planning authorities in the Sussex North area that are impacted by Natural
England’s Position Statement on water neutrality.

Local stakeholders who may not have otherwise been aware of the possible infrastructure schemes took part
in the WRSE webinars and submitted questions and consultation responses. Some requested written
briefings and more information. These stakeholders include:

B Adur and Worthing Council

Blackstone Parish Council

Campaign to Protect Rural Henfield

Henfield Parish Council

Horsham District Council

Office of Andrew Griffith, MP for Arundel and South Downs

Office of Mims Davies, MP for Mid Sussex.
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WRMP24 specific pre-consultation activity

We sent pre-consultation letters to:

Regulators and government bodies including: the Environment Agency, Natural England, Drinking
Water Inspectorate (DWI), Office for Water (Ofwat), Regulators Alliance for Progressing
Infrastructure Development (RAPID), Natural Resources Wales, Consumer Council for Water
(CCW), Department for Environment, Food and Rural Affairs (Defra), Historic England and the
National Infrastructure Commission

Five licenced New Appointments and Variations (NAVS) operating in our area
All five regional water resources groups (including WRSE)

All five companies in the WRSE region and eight other water companies

Ten catchment partnerships

Water retailers for non-household customers

Four local nature partnerships

Environmental and water efficiency groups including the Countryside Charity (CPRE), Rivers
Trusts, Waterwise and Salmon and Trout Conservation

Planning directors and other contacts at 19 local authorities
Four Local Enterprise Partnerships

Potential trading partners including DS Smith, British Gypsum and Saint-Gobain (in addition to our
work supporting WRSE’s multi-sector group).

We received eight responses to our pre-consultation letters from:

Adur and Worthing Council
Environment Agency

Havant Borough Council
Historic England

Horsham District Council

Mid Sussex District Council
Natural England

Ofwat

Portsmouth Water

Salmon and Trout Conservation

Two responses from one local resident.

We wrote directly to all the catchment partnerships in our area to notify them of WRSE’s consultation on its
emerging Regional Plan and two (New Forest National Park catchment partnership and East Hampshire

Catchment Partnership) signed up for WRSE’s webinars. Additionally, WRMP24 content was included in a
series of workshops run by the Drainage and Wastewater Management Plan (DWMP) team in March 2022.

3.5.1

Key feedback from pre-consultation responses

The local authorities which responded to our pre-consultation letter asked questions about and raised
concerns about the impacts of potential new infrastructure in their areas, including the associated energy,
biodiversity and quality-of-life impacts on their residents.
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Two local authorities stressed the importance of meeting the water neutrality challenge in our Sussex North
water resources zone (WRZ) alongside the need to support customers and businesses to reduce water
demand.

The importance of supporting customers to reduce demand for water was expressed by most stakeholders
who responded to our pre-consultation letter.

Pre-consultation feedback and our responses are included in Appendix 3.

3.6 Key themes from WRSE’s Regional Plan consultation

WRSE consulted on its draft regional plan ran from 14 November 2022 to 20 February 20236. WRSE’s
emerging regional plan consultation took a regional view of the South East’s water needs. This included
options specific to Southern Water, such as water recycling at Havant Thicket Reservoir, transfers across the
South East, as well as more policy-focused options such as nature-based solutions and demand reduction.

Some respondents to WRSE’s emerging regional plan opposed it because of the inclusion of specific
infrastructure options, including storing recycled water in Havant Thicket Reservoir.

3.6.1 Havant Thicket Reservoir and water recycling

Around 60 respondents opposed the introduction of recycled water from our Budds Farm WTW into the new
Havant Thicket Reservoir. These included Havant Borough Council, individual local councillors, local Parish
Councils, several local environmental and campaigning groups and local residents.

Respondents expressed concern that the proposals were a substantial change to the reservoir and that
water recycling would alter the nature and water quality in the reservoir, with potential downstream impacts.
It was felt this would also impact the proposed ecological and recreational benefits of the reservoir.

Some respondents, particularly local residents, described the proposal as recycling ‘sewage’ into the
reservoir, or expressing fears the water would have a high chemical content. This was considered to be
wholly unacceptable, in principle, particularly because residents felt they had not been consulted, and due to
perceived potential environmental impacts.

Responses suggested that the reservoir proposal would not have been approved if this proposal had been
highlighted earlier and questioned why there had not been more engagement with affected communities.

The carbon and water quality impacts associated with the water treatment processes and proposed lengthy
transfer pipelines were also a concern, and it was considered that other better alternatives existed.

3.6.2 Efficient use of water

The demand and leakage reductions proposed in WRSE's plan was supported by the Environment Agency,
Natural England and Waterwise, as well as a range of other regional stakeholders. However, they did ask for
greater clarity on how these targets will be achieved.

Responses received through WRSE’s online questionnaire mostly supported the proposals for supporting
customers use less water while reducing leakage. However, some respondents were concerned about the
deliverability of these targets.

5 More details on the WRSE consultation are available at Our consultation | Water Resources South East (engagementhg.com)
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Several local authorities in Sussex highlighted the water neutrality challenge in our Sussex North WRZ. This
emphasises the importance of implementing robust water efficiency measures. Some authorities stated that
they were already seeking to achieve a PCC of at least 110 litres per head per day (I/h/d) in new builds and

pointed to the work that indicated a target of 85I/h/d was achievable. It was also highlighted that local targets
were having mixed success at local plan examinations.

3.6.3 Transfers around the region

There was broad support for the use of transfers between regions and across the South East. The DWI
stressed the importance of addressing risks associated with changes in taste and feel of water, potential
corrosivity impacts on networks and ensuring the appropriate infrastructure is in place.

Natural England emphasised that new pipelines would only be acceptable if it was clearly demonstrated that
designated sites and priority habitats had been protected, compensated or suitably mitigated. The Canals
and Rivers Trust supported the principle of using its infrastructure to facilitate transfers within the region, as
well as between regions.

The importance of ensuring that new transfers consider the needs of other abstractors was also highlighted.
For example, where a transfer could divert flows relied upon by downstream abstractors (such as the
agricultural or energy sectors) who may have limited alternative options available.

Responses through WRSE’s survey were supportive of the principle of using transfers, but some opposed
specific transfers within the region (such as a transfer from Thames Water into our region from the proposed
South East Strategic Reservoir Option (SESRO)).

Respondents agreeing with the proposals were of the view that transfers increase the ability to move water
to where it is needed. Many respondents supported the use of canals and rivers ahead of pipelines due to
their potential wider cultural and environmental benefits.

Concerns were raised about the potential financial and environmental costs of pumping water over long
distances, alongside the lack of detailed information about the carbon impacts of proposed transfers and
measures to mitigate this.
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4 Draft WRMP24 Consultation

We published our draft WRMP24 (dWRMP24) on 14 November 2023 for a 14-week consultation during
which we organised a number of webinars and meetings to explain our plan to a range of stakeholders
including our regulators. We also widely publicised the consultation through the media to encourage our
customers to share their views and we held a number of customer focus groups to gain insight.

We had consultation feedback via our team email and our online survey. Some feedback on our plan was
sent directly to Defra. We have included the latter in our written responses’ statistics. By the end of the
consultation in February 2024, we had received almost 600 responses from members of the public and
organisations and we have carefully considered all the feedback received. The response breakdown was as
follows:

B 469 written responses
B 122 survey responses

Of 122 responses to our online consultation questionnaire, 28 were on behalf of organisations, whilst 91 of
the responses were submitted by individuals. Three respondents did not confirm either way.

Out of the 122 responses, 62 respondents confirmed that they received water supply from Southern Water,
with 51 stating that they did not. The remaining nine did not provide a response.

In addition to the questionnaire responses and the three responses from statutory consultees, we received a
total of 469 other written responses, either by email or letter. The vast majority of these responses were from
our customers or members of the public. The majority of consultation representations relate to Havant
Thicket Reservoir or the Hampshire Water Transfer and Water Recycling Project (HWTWRP) and share
common themes.

The consultation feedback and our responses to individual comments are covered in our Statement of
Response that was published on 31 August 20237. We summarise the Statement of Response process
below.

4.1.1 Key themes from the consultation feedback

The feedback covers a range of topics, but a few key themes have emerged. These, and our responses to
them, are given below.

B Strong support for demand management: Demand management is a key component of our
strategy to ensure that we are able to maintain uninterrupted supplies of water to our customers in all
but the most extreme drought events. The strategy set out in our dAWRMP24 included reducing
leakage by 50% by 2050 and reducing PCC to 109I/h/d by 2040 under normal year conditions. The
vast majority of respondents expressed strong support for reducing leakage and PCC. A number of
respondents want us to aim for more ambitious targets and/or achieve the targets earlier.

The Government’s Environmental Improvement Plan (EIP)® recommends reducing PCC to 110l/h/d
under dry year conditions by 2050 (2049-50), reducing non-household demand by 9% by 2037-38
and reducing leakage by 50% by 2050. We plan to meet the targets for reducing non-household
consumption and leakage as set out in the EIP as a minimum. We are aiming to achieve a dry year

" To view the August 2023 Statement of Response (SoR) and its annexes go to WRMP24 Survey (southernwater.co.uk)
8 Environmental Improvement Plan 2023 - GOV.UK (www.gov.uk)

WATER \ B

Southern

S 1Y) water =

26



https://www.southernwater.co.uk/our-story/water-resources-management-plan/wrmp24-survey
https://www.gov.uk/government/publications/environmental-improvement-plan

A \\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\‘

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

PCC of 110I/h/d by 2045 instead of 2050. In our case, a dry year PCC of 110I/h/d roughly equates to
a normal year PCC of 100l/h/d.

B Perception of bias towards large infrastructure schemes: Our dAWRMP24 included a number of
desalination, water recycling and bulk import schemes. A number of respondents have pointed to
this and suggested that we may have overlooked smaller, local solutions in favour of large
infrastructure schemes. A few respondents have mentioned the absence of Aquifer Storage and
Recovery (ASR) schemes in this regard.

The size of the supply-demand deficit we face and limited opportunities for getting any more water
from rivers and groundwater means that we are reliant on ‘non-traditional’ sources of water such as
desalination and water recycling together with bulk imports from our neighbouring companies.

Our dWRMP24 included six groundwater options and all of them were selected in the plan. Most of
them involved enhancement to existing assets in order to derive the maximum benefit under current
licences; but they also include a Managed Aquifer Recharge (MAR) scheme in the River Test
catchment. However, these are typically small schemes and cannot provide the volume needed to
achieve supply-demand balance.

We are currently investigating the environmental impacts of a number of our existing sources under
the Water Industry National Environment Programme (WINEP). The investigations are due to be
completed in 2027. We will be fully able to assess the further availability of water from groundwater
and surface water sources once the investigations are complete.

B Concerns around the Hampshire Water Transfer and Water Recycling Project (HWTWRP):
Some respondents have opposed our proposed use of HWTWRP to fill Havant Thicket Reservoir.
The areas of concern include uncertainty around delivery dates, benefits and environmental impacts.
There were also concerns that alternative options have not been adequately explored.

The selection of HWTWRP in our plan is primarily driven by the changes to our licences for the rivers
Test and Itchen which significantly reduce the amount of water we can take from these rivers.

It will also help to protect natural chalk streams by allowing us and Portsmouth Water to reduce our
groundwater abstraction impacts on these unique habitats across Hampshire and West Sussex.

We will use global best practice for HWTWRP with a multi-barrier approach and monitoring to ensure
high water quality when transferred to the Havant Thicket Reservoir. We will monitor the quality of
treated effluent from the Budds Farm WTW at the water recycling plant and will shut it down if water
cannot be treated to required standards. The recycled water will also have a lower nitrate level than
the spring waters, due to the treatment at Budds Farm WTW.

We have a range of studies and investigations ongoing as part of the consenting process for the
HWTWRP. We have prepared a Preliminary Environmental Information Report (PEIR) which forms
part of our public consultation in Summer 2024. We will report the preliminary findings on any likely
significant environmental impacts of the project based on the information available at the time. We
have designed this work to inform consultees’ responses to the next consultation.

We are currently carrying out a full Environmental Impact Assessment (EIA) for the HWTWRP as
part of the Development Consent Order (DCO) process. We will share this as part of the public
consultation for that consent. We are working with Portsmouth Water to support the identified
mitigations and compensation, together with other environmental benefits, brought via the proposed
scheme.

We have revised the delivery date for HWTWRP to provide benefit from 2034-35.

4.1.2 Our Statement of Response

In response to consultation feedback, we have made a number of changes since our AWRMP24. These are
described in our Statement of Response to our AWRMP24 [see WRMP Statement of Response] and
reflected in our dWRMP24. After we published our Statement of Response in August 2023 the Environment
Agency sent us a letter and supporting annex in December 2023. This feedback from the Environment
Agency focused on:
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B The fact that we plan to deliver on the Environment Improvement Plan targets. The Environment
Agency noted that the only target we are not planning to meet is the 2050 reduction of non-
household consumption by 15%. We explain why this is in our main WRMP [see 3.1.1, Our
Demand Management Strategy] and Annex 14.

B The lower levels of service in our Sussex North WRZ than provided elsewhere. The Environment
Agency asked that our updated WRMP demonstrate how we are taking all possible actions to
reduce risks to customers, the environment, and to enable growth. We set out our position on this
is in our main WRMP and Annexes 2, 20 and 21.

B |n our Hampshire resource zones the Environment Agency stated that abstraction from protected
areas cannot continue at current levels and reliance on drought options from the Rivers Test and
Itchen are not acceptable options beyond AMP8. We discuss this is in our main WRMP and Annex
20.

B The impact of delays to delivery dates for Havant Thicket reservoir, Hampshire Water Transfer and
Water Recycling Project (HWTWRP) and the Littlehampton Water recycling scheme. The
Environment Agency letter also noted that Sussex Coastal desalination has been deemed to be
infeasible. The Environment Agency asks that we fully reflect the latest water supply situation, the
causes for the delays, and the actions we are taking to mitigate the impacts on customers and the
environment. We discuss this is in our main WRMP, Annex 20 and Annex 21.

We responded to this Environment Agency letter in February 2024 and provided assurances that we would
take account of the feedback provided in the updated version of our WRMP that we intend to consult on in
the summer of 2024.
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5 Future Consultation

We have made some changes to our dAWRMP24 in response to changes to the guidance and consultation
feedback. We have also revised our demand and supply forecasts and the delivery dates of some schemes.
In our view, the nature and scale of changes to the dWRMP24 mean that we need to re-consult on these
new aspects of the plan.

We will be seeking permission from the Secretary of State for Environment, Food and Rural Affairs to
undertake a second consultation on our revised dWRMP24 in 2024. If granted permission, we look forward
to receiving the views of our regulators, stakeholders and customers and to working closely with them as we
finalise our WRMP24.

WATER \ B

S
- for LIFE /R

29




‘\\\\\-\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\‘

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Appendix 1 - Respondents to WRSE’s Emerging
Regional Plan Consultation

Government: Environment Agency; Natural England; OFWAT; DWI; Historic England

MPs: James Gray MP

Regional/Local Government: Mayor of London; Cherwell District Council; Oxfordshire County Council; East
Hampshire District Council; Crawley Borough Council; South Oxfordshire and Vale of White Horse Council; Dacorum
Borough Council; Waverley Borough Council; Kent County Council; Cotswold District Council; Havant Borough Council;
Wealden District Council; Mid Sussex District Council; Swale Borough Council; PUSH - Partnership for Urban South
Hampshire; Tonbridge & Malling Borough Council; Canterbury City Council; Test Valley Borough Council; West Sussex
County Council; South Downs National Park Authority; Horsham District Council; Hampshire County Council; East
Sussex Fire and Rescue; together with individual elected Councillors

Parish/Town Councils: East Hanney; Minstead; Charney Bassett; Horam; East Hendred; West Hendred; Rowlands
Castle; Minstead - New Forest; Storrington & Sullington; Letcombe Regis; Willingdon & Jevington; Ardington and
Lockinge; Burwash; Billingshurst; Heathfield and Waldron; Great Haseley; Woodmancote; Brightling; Yalding;
Slaugham; Stroud Town Council; Wantage Town Council

Regional groups: Water Resources West

Business/Consumer organisations: Consumer Council for Water (CCW); Waterwise; NFU; Country Land and
Business Association; Thames Valley Chamber of Commerce; Home Builders Federation; Energy UK; British Marine

CPRE Branches: Kent; Vale; Sussex; Oxfordshire; Hertfordshire

Wildlife Trusts: Sussex Wildlife Trust; Gloucestershire Wildlife Trust

AONB organisations: Cotswolds AONB

Canals, rivers and environmental organisations: Canal and River Trusts; The Inland Waterways Association South
East Region; Rivers Trusts in the South East; Cotswold Canals Partnership; Cotswold Canals Trust; Proprietors of the
Stroudwater Navigation; Wilts & Berks Canals Trust; Darent River Preservation Society; Upper ltchen Initiative;
Stroudwater Navigation Archive Charity; The Revivel Association; Chalk Rivers Action Group, River Thame Liaison
Group; Friends of the Ems; Cotswold Canal Connected Partnership; Stroud Valleys Canal Company; Salmon & Trout
Conservation; Friends of the Westbrook and Stonebridge Pond; Ver Valley Society

Campaigning organisations: GARD; Wantage and Grove Campaign Group; Chiltern Society; Faversham Society;
Havant Green Party; Oxfordshire South and Vale Green Party; Mayday Action Group; Hendreds Environment Group;
Fairer World Linfield, Central Sussex Climate Network; Greening Westbourne; Willingdon Residents Association;
Rowstock Residents Association; Planning Oxfordshire’s Environment and Transport Sustainably (POETS)

Other organisations: MOSL; NHS - EPPR; Castle Water; Argiva; RWE; Everflow Water; Clearwater Property; AA
Compliance & Consulting Ltd; Thakeham Homes; Jonathan Fisher Environmental Economics; H Walker and Son;
ADLU; Oak Leaf Forest School; St Helen and St Katharine School; Royal Agricultural university; The UK2070
Commission

Individual residents in areas affected by schemes, and members of the public
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Appendix 2 - Example of Targeted Pre-
Consultation Letter

River Adur Offline Reservoir
Good morning / good afternoon,

Earlier this week, we wrote to you to let you know about WRSE’s upcoming consultation on their emerging
Regional Plan - the first region-wide plan looking at our future water resources needs.

About WRSE

In case you weren’t already aware, WRSE is an alliance of the six water companies that supply drinking
water across the South East and has been working with government, regulators and stakeholders to develop
its emerging Regional Plan.

Their plan includes an early outline of the schemes, policies and interventions identified through extensive
modelling needed to secure sustainable water resources to 2060 and beyond.

WRSE'’s plan will inform our water resources management plan (WRMP24), which we’ll consult on later this
year. It is crucial for us that our stakeholders have the opportunity to respond to WRSE’s consultation - as
their feedback will shape our own plans later this year.

Potential new River Adur Offline Reservoir
| wanted to draw your attention to a specific scheme that features in WRSE’s emerging Regional Plan.

WRSE’s modelling has identified the potential for a new River Adur Offline Reservoir. Water from the Eastern
Branch of the River Adur would be captured during high flows and stored in the new reservoir, before being
treated and supplied to customers across West Sussex.

This scheme has been considered during previous versions of our water resources management plan but
has not been chosen before. However, it has now emerged as a potential option due to the increased
resilience it could deliver by allowing us to capture and store water in winter, when flows are higher, to be
used during warmer months. Subject to the more detailed work we need to undertake, it may become a
preferred option in our WRMP24.

We understand the development of such a significant infrastructure project may cause concern in local
communities, which is why | wanted to make you aware of it as early as possible. More detail will be included
in WRSE’s consultation, which begins on 17 January.

The option is at an early stage of development, and we will undertake thorough modelling and options
analysis as it progresses. This investigative work includes understanding the environmental impacts and
concerns raised by local stakeholders.

As we highlighted earlier this week, WRSE is holding four webinars to provide more detail on its emerging
Regional Plan throughout the consultation period. Their webinar focusing on the west of their region, taking
place on 1 February, will focus on solutions in West Sussex - including the proposed reservoir.

Given the potential significance of the proposed project, I'd be happy to arrange a briefing to discuss it in
more detail, alongside the links between WRSE’s Regional Plan and our own WRMP24.
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Appendix 3 — Summary of Pre-Consultation
Feedback
1. Pre-consultation Feedback

2. WRSE-specific Feedback
3. Feedback following the June 2022 Submission
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1. Pre-consultation Feedback

Respondent Feedback Response
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2. WRSE-specific Feedback
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fr.
WATER ) i -
RGP water ==




“\\\\\\\\\\__\_,\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER \ R
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/\
/WATER \ M
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/WATER R
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER  \
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER  \
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

LR \ 1 mom
Southern
Water ‘fr




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER (i
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER \ R

Q{4 11Y) water =




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




- \\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

ATER from
Southern
Water ~==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER \ R

Q{4 11Y) water =




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER -
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/\
/WATER \ M
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER [
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/\
/WATER \ M
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/WATER
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/WATER R
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/WATER R
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

'WATER \ [
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

INATER rom
Southern
Water ‘fr




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/\
/WATER \ M
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER \ R

Q{4 11Y) water =




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WAIER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER -
\ forLIFE RSy




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




N \\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/WATER R
\ forLIFE RSy




\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER \ R

Q{4 11Y) water =




Revised Draft Water Resources Management Plan 2024 e
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

/\
/WATER
\ forLIFE RSy




\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==




\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==



https://www.horsham.gov.uk/planning/water-neutrality-in-horsham-district

\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

fr.
WATER ) i -
RGP water ==



https://iwaponline.com/jwrd/article/6/1/72/30249/A-case-study-of-urban-wastewaterreclamation-in

\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER \ R

Q{4 11Y) water =




\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\\

Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

Respondent Feedback Response

WATER \ R

Q{4 11Y) water =




Revised Draft Water Resources Management Plan 2024
Annex 5: Stakeholder and customer engagement

3. Feedback following the June 2022 Submission
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