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Ofwat will review that submission and set ‘price controls’- limits to the amount 
our customers can be charged for that period.

This process is carried out every five years and is known as the ‘Price Review’.

In preparation, we have been carrying out research and engagement with our 
customers and stakeholders to gauge how their long-term priorities may have 
changed since the last Price Review in 2009.

The results of that process are reflected in this document. It sets out our 
updated long term vision (2015-2040) and also highlights some of the specific 
investments we are proposing to make between 2015 and 2020.

To ensure that the views of our customers and stakeholders are kept central  
to our plans we are inviting feedback on the priorities and proposals detailed.

WATERFUTURE FOREWORD     

FOREWORD

IN 2014 SOUTH WEST WATER WILL SUBMIT ITS 
2015-2020 BUSINESS PLAN TO THE WATER 
INDUSTRY’S ECONOMIC REGULATOR, OFWAT.

WHAT ARE YOUR VIEWS?  
SEE OUR ‘HAVE YOUR SAY’ SECTION ON PAGE 68 OR VISIT:  
WWW.SOUTHWESTWATER.CO.UK/WATERFUTURE 
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FACTFILE WATERFUTURE

FACTFILE

SOUTH WEST WATER IS THE WATER AND 
SEWERAGE SERVICE PROVIDER FOR DEVON, 
CORNWALL AND PARTS OF SOMERSET          
AND DORSET.

10,300                         
Sq KM 

OUR REGION

1.7 mILLIOn 
RESIDENTS

 

8.0 mILLIOn  
VISITORS  
A YEAR 

415 mILLIOn   
LITRES OF  
WATER 
DISTRIBUTED     
PER DAY

 

OUR ASSETS INCLUDE

24           
DESIGNATED 
SHELLFISH 
WATERS

 

146              
DESIGNATED 
BATHING WATERS

625                            
MILES OF 
COASTLINE

480 mILLIOn 
LITRES OF  
WASTE WATER 
TREATED  
PER DAY

20 raw water reservoirs

29 water treatment works

645 waste water treatment works	

1,001 combined sewer (surface and foul water) overflows 

1,111 water and sewage pumping stations



TREATMENT AND DISPOSAL 
OF WASTE WATER

Waste water is treated to  
meet strict environmental 
standards and the cleaned 
water is returned to our   
region’s rivers and seas.

mOST BLUE FLAG BEACHES 
In AnY WATER COmPAnY 
REGIOn In EnGLAnD AnD 
WALES.

COLLECTION OF 
RAW WATER

We take raw water from 
reservoirs, rivers and 
boreholes in a sustainable 
way that minimises our 
impact on the environment.

 
 

16 COnSECUTIVE YEARS 
WITHOUT WATER 
RESTRICTIOnS.

TREATMENT OF 
RAW WATER

We then treat the raw water  
at one of our 29 water 
treatment works.

InDUSTRY-LEADInG WATER 
QUALITY RESULTS In 2011.

CUSTOMER SERVICE

1.7m residents and 8.0m 
visitors rely on our services 
and support  24 hours a day, 
365 days a year.

CUSTOmER SATISFACTIOn 
LEVELS  nOW AT 85%.   

COLLECTION OF 
WASTE WATER

Used water from homes and 
businesses, along with 
surface water that has drained 
into the sewers, goes through 
our sewer network to one  
of our 645 waste water 
treatment works.

14,000Km OF PIPES In OUR 
SEWER nETWORK.

DISTRIBUTION OF 
TREATED WATER

Our 15,000km network of pipes 
ensures our customers enjoy clean, 
safe drinking water at the turn of  
a tap.

InDUSTRY-LEADInG  
LEAKAGE RECORD.
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WATERFUTURE WHAT WE DO     

WHAT WE DO



WATER IS VITAL – A PRECIOUS RESOURCE ON 
WHICH LIVES AND BUSINESSES DEPEND. 
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EXECUTIVE SUmmARY WATERFUTURE

The provision of water entails a duty of care to the 
environment from which it is harvested and returned 
and to the consumer. The methods used, the 
procedures and systems employed – every aspect  
of the water cycle has wide-ranging physical, 
economic, social and ecological ramifications.

There are many stages within the processes of 
abstracting, treating and delivering drinking water 
and removing and responsibly disposing of waste 
water. At South West Water we recognise that from 
the moment a raindrop falls there are actions we can 
take to make the processes more efficient and more 
sustainable. We are already pioneering techniques  
of catchment management that focus on how water 
enters the river system and how it is affected  
by the man-made and natural landscapes it passes 
through prior to entering our water treatment  
works. We are already taking steps to enhance our 
operations using the best available technologies and 
we are already gearing our business to adopt more 
innovative, flexible and environmentally friendly  
ways of working. 

Since 1989, South West Water has spent nearly 
£6 billion to maintain and improve the water and 
sewerage services on which lives and businesses  
in our region depend.

What makes the South West so special also presents 
a unique set of challenges. We serve a relatively 
small and dispersed population spread across a  
hilly and largely rural peninsula with more miles  
of coastline per customer than any other England  
and Wales water company. This has enviable quality 
of life benefits but has also meant that the cost of 
taking care of around a third of the bathing waters  

EXECUTIVE SUMMARY 

Canonteign Falls, Devon
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WATERFUTURE EXECUTIVE SUmmARY     

in England and Wales has fallen on a small fraction  
of the population – a historic unfairness that the 
government has agreed to address through the £50 
annual household bill reduction from April 20131.

Our unique circumstances have resulted in above 
average bills so delivering value for money is critical. 
We are proud that our investment to protect both 
public health and the wonderful natural environment 
that surrounds us has helped underpin the South 
West’s economy. But we also know many of our 
customers are struggling with below average 
incomes and high house prices. 

To ensure that those most in need are given the 
assistance they deserve we have introduced 
schemes such as WaterCare, and we work with 
organisations including the Citizens Advice Bureau 
and Age UK. 

As we look ahead to the next 25 years, we see  
the opportunity to build on our successes while 
keeping the needs of our customers at the heart  
of our business. 

In a region forecast to have significant population 
growth, in addition to a large annual influx of visitors, 
the choices we make on how to manage our water 
resources will be pivotal. Other external influences 
such as climate change, changes to legislation and 

1Alongside MPs and consumer groups, South West Water actively lobbied for the government 
recompense which was outlined in the 'Water for Life' White Paper in December 2011. 

OUR 25-YEAR VISION IS THEREFORE FOCUSED 
ON DELIVERING BALANCE AND VALUE, 
MEETING THE DIVERSE NEEDS OF THOSE WE 
SERVE AND THE RESPONSIBILITIES WE HAVE 
TO THE ENVIRONMENT WHILE KEEPING OUR 
COSTS AS LOW AS POSSIBLE. 

the move towards increased competition for the 
supply of services will also continue to have their 
effect. With each comes scope for both innovation 
and improvement. 

The one certainty is that South West Water  
must continue to invest in the maintenance and 
improvement of its networks and assets in order  
to deliver water and sewerage services that our 
customers can rely on while meeting further 
legislative standards. 

In some areas of our business this will mean 
investing sooner rather than later. In order to do so,  
it is essential that we continue to attract and retain 
low-cost finance providers to balance the costs of 
improvement and maintenance. Not investing would 
run the risk of our networks failing to cope with the 
extra demand and the impact of extreme weather 
events, making it more difficult to deliver the 
improvements our regulators and customers  
will expect in the long term. 

Put simply, our investments must be timely  
and efficient, delivering everyday value that our 
customers and stakeholders can appreciate and  
that our finance providers can be confident in.  
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EXECUTIVE SUMMARY  
CONTINUED

EXECUTIVE SUmmARY WATERFUTURE

RELIABILITY
This is our ability to deliver the services we are responsible for without  
fail and to the highest possible standard. This includes ensuring that a 
water supply is available to our customers come rain or shine, and that  
the quality of both the water we treat for consumption and that which we 
manage as a waste product meets or exceeds the appropriate standards. 
Achieving reliability requires the maintenance and upgrading of our assets 
and systems to ensure the continuity of our drinking water and waste 
water processes. 

We know that the very least our customers expect from us is a reliable,  
safe and clean supply of drinking water. South West Water already has an 
industry-leading record on drinking water quality and leakage prevention 
but we recognise that there are areas of the drinking water process in  
which further investment will benefit the region. 

South West Water will continue to invest in the maintenance of its water 
network by focusing on those areas most in need of refurbishment.  
To ensure reliability and optimise the future use of water supplies the 
proposals outlined in this document include the duplication of our strategic 
water mains and improvements to region-wide connections – this will help 
to ensure that when a problem occurs (e.g. a damaged pipe, a burst main) 
we can still deliver clean water to our customers.

We are also looking to minimise specific taste, odour and discolouration 
issues in any areas still affected. South West Water customers will benefit 
from upgrades to our water treatment works – these include the proposed 
construction of a new water treatment works for Plymouth and the 
surrounding area.

By 2040, it is our aim to ensure that unexpected interruptions to our 
customers’ water supplies are a thing of the past, along with calls from 
customers about water quality issues. We also plan to expand our work  
in the region’s river catchments in order to improve raw water quality and 
natural water storage through our ‘Upstream Thinking’ initiatives. 

Each area of activity in the next 25 years will be driven by one or more of the following four guiding principles.

➜

“The ‘Upstream Thinking’ 
initiative is part an exciting 
programme of South West 
Water projects that have the 
potential to deliver multiple 
benefits, for customers and the 
environment, whilst significantly 
helping the company deliver 
their responsibilities under  
the Biodiversity 2020 Strategy 
and beyond”
Mark Jones,  
Natural England

Our customers expect a reliable, safe  
and clean supply of drinking water
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WATERFUTURE EXECUTIVE SUmmARY     

RESPONSIVENESS
Our responsiveness is defined by our ability to quickly and effectively  
take the best course of action under any circumstance. This encompasses 
the speed at which we respond to customer requests for information or 
assistance and how we cope with solving any problems that occur within 
our day-to-day operations, however extreme. Our responsiveness also 
spans our ability to have the foresight and flexibility to adapt to changes 
when they occur – this may include changes required of us by our 
customers, stakeholders and regulators or the influence of environmental 
factors beyond our control.

The research we have carried out has shown that our customers place a 
high value on responsive customer services that deliver solutions to any 
problems first time. They have also expressed support for metering that 
ensures everyone in the region pays according to what they use. 

South West Water continues to invest in improving customer services  
and in recent years we have seen major improvements in our customer 
satisfaction scores (85% satisfaction in 2012). Our aim is to maximise 
customer satisfaction levels so that they approach 100% by 2040. To  
achieve this we are planning to continue to invest in our people, giving  
them the skills they need to do their jobs, so they are equipped to respond 
with top quality advice. We will also expand the range of services we  
offer – including those online and those offered to businesses through 
‘Source for Business’.

With regard to metering, three quarters of our customers are already 
metered, and it is our intention to explore different options for metering  
as many customers as possible by 2025. We will also continue to promote 
the benefits of metering to our customers, highlighting the savings that  
can be made, especially when coupled with water efficiency measures in  
the home. 

➜

“In addition to delivering 
value for money services to 
customers, water companies 
have to ensure they respond 
to any customer’s problem 
effectively and efficiently  
first time.”
Dennis Osborne,  
Consumer Council for Water

Source Contact Centre, Exeter, Devon
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EXECUTIVE SUmmARY WATERFUTURE

EXECUTIVE SUMMARY  
CONTINUED

RESILIENCE
Resilience is the capability of our assets to be immune to changes in the 
physical environment, such as those caused by climate change and the 
resultant shift in weather patterns and conditions. Our resilience also 
includes the strength of our business to cope with economic changes.  
It relies on ensuring that our ways of working, the infrastructure and 
technologies we use, and the ways in which we fund those activities  
can all stand the test of time. 

With the likelihood that extreme weather events will become more 
commonplace over the next two decades and beyond, South West Water  
is making considerable investment in improving the resilience of its assets. 

Despite achieving record bathing water quality standards in 2011, the 
capacity of the region’s sewerage system to cope with heavy rainfall 
remains limited, bringing with it problems both for homes and businesses 
– which may be susceptible to sewer flooding – and for the region’s rivers 
and coastal waters. 

At present, both the waste water from homes and businesses and the 
run-off from local authority-owned roadside drains often pass through the 
same sewer network. When the network becomes overwhelmed during 
periods of heavy rainfall, the excess flow is discharged into the sea via 
combined sewer overflows (CSOs). To ensure that the sewerage system  
can cope in extreme weather events and meet the needs of an increasing 
population South West Water intends to carry out sewer separation 
schemes in those areas most at risk. We will also continue to maintain and 
improve our waste water treatment processes and work in partnership with 
agencies such as local councils and the Environment Agency to spearhead 
improvements in urban drainage.

Ultimately, our 25-year vision is to guarantee that there will be no harmful 
pollution incidents. By 2040 we aim to ensure that all our waste water 
treatment processes meet 100% compliance standards and that the  
bathing waters they could potentially affect are all meeting EU ‘good’  
or ‘excellent’ status. 

➜

“Bathing water quality has 
improved significantly over 
the past two decades, but this 
year’s significant rainfall over 
the summer has impacted on 
bathing water quality around 
the coast, particularly in the 
South West.”
Richard Cresswell, Environment 
Agency Director for the South 
West, November 2012

Storm at Porthleven, Cornwall
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WATERFUTURE EXECUTIVE SUmmARY     

SUSTAINABILITY
Sustainability encompasses the social, economic and environmental 
relationships that our business has with the wider world. To operate 
sustainably is to choose responsible working practices that bring positive 
long-term benefits for the region. This includes everything from the steps 
we take to minimise our environmental impact through to the ways in 
which we manage and develop our employees and interact with the 
communities we serve.  

The drive for sustainability – social, economic and environmental – will 
underpin South West Water’s activities for the next 25 years. 

A minimised environmental impact is a key priority for South West Water 
customers and this is something we are seeking to address through our 
work to reduce our energy consumption and carbon footprint. As part  
of the 25-year vision, South West Water – which is one of the largest energy 
users in the region – will expand its use of renewable technologies while 
also investing in additional measures to improve energy efficiency.  
We are seeking to reduce the amount of waste sent to landfill and make 
better use of by-products such as sludge for energy generation.

Efficient financing and our ability to attract investment will allow us to  
make the investments necessary to improve the company’s reliability, 
responsiveness and resilience while keeping our costs – and their knock- 
on effect on our customers’ bills – as low as possible. Meanwhile, our role  
as one of the region’s largest employers, as a user of local contractors and 
suppliers, and as the guardian of many of its most important natural assets 
will allow us to further support the regional economy and green economic 
growth in the coming years.

➜

Inspection of restored peat bogs
on Exmoor, Devon

“South West Water is highly 
respected for its environmental 
policies and a commitment 
to a 25 year plan to extend 
the benefits which will 
undoubtedly arise from this 
approach is greatly welcomed 
by the business community.  
The impact on a wide range 
of economic initiatives is 
significant and additionally 
gives many of our businesses 
the chance to develop their 
skills base and improve their 
productivity and innovation 
capacity”.
Tim Jones, Chairman, Devon & 
Cornwall Business Council
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BACKGROUnD WATERFUTURE

 BACKGROUND

When the water industry was privatised in 1989, South West Water 
inherited reservoirs, treatment works, water mains and sewers which 
were outdated and had been outgrown by the population served.  
Since then we have invested heavily in modernising the region’s water 
and waste water services, bringing them in line with stringent 
environmental standards and other regulations. Today, the bulk of  
our expenditure is on the maintenance of the network and assets  
we operate. 

The nature of our peninsula, with its dispersed population, lengthy 
coastline, hilly topography and limited groundwater reserves, has 
shaped the way in which the company operates. Through the years,  
by innovating, investing and adapting, we have achieved industry- 
leading results in many areas of the business. 

➜
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WATERFUTURE BACKGROUnD     

SOME OF OUR KEY SUCCESSES TO DATE 
INCLUDE:

 ✔ 		raising drinking water quality to a near perfect 
compliance rate of 99.99% in 2011 – the best of any 
water and sewerage company in England and Wales

 ✔ dramatically improving our beaches and the bathing 
water quality of the region through the closure of more 
than 250 raw sewage outfalls and the implementation of 
more than 150 coastal waste water treatment projects 
as part of the £2 billion Clean Sweep scheme – the 
largest environmental clean-up of its kind in Europe 

 ✔ major improvements in customer service resulting in 
significantly improved customer satisfaction levels (85% 
customer satisfaction score in 2012)  

 ✔ avoiding the need for water restrictions for 16 
consecutive years through careful resource 
management

 ✔ creating and supporting thousands of regional jobs both 
as an employer and through external suppliers and 
contractors based in Devon and Cornwall 

 ✔ spearheading award-winning environmental initiatives 
such as ‘Upstream Thinking’ (see page 28) and 
BeachLive (see page 47)

 ✔ improving efficiency using innovative technologies to 
control our assets remotely and make the best use of 
our employees’ skills.

Kevin Kendall, Water Treatment Technician
Lowermoor Water Treatment Works, Cornwall
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IN 2007 SOUTH WEST WATER MADE PLANS TO 
DELIVER OUR CUSTOMERS’ PRIORITIES AND 
OUR INDUSTRY OBLIGATIONS FOR THE 
CURRENT INVESTMENT PERIOD (2010-2015).

mAKInG PROGRESS WATERFUTURE

Those plans, and the progress we have made, are as follows: 
 
KEEPING BILLS AS STABLE AS POSSIBLE 
The UK has faced economic challenges over the last five years which have affected our ability to keep 
bills as stable as possible. However, at present South West Water is ahead of its efficiency targets and is 
achieving the lowest cost of financing in the industry which has a positive effect on our customers’ bills. 
In addition, the £50 government-funded bill reduction that we worked hard to secure alongside MPs, 
consumer groups and the local media will benefit all households from April 2013 to 2020. 

EXCEEDING THE CUSTOMER SERVICE EXPECTATIONS OF OUR DIVERSE RANGE OF DOMESTIC AND 
BUSINESS CUSTOMERS  
The radical improvement of our customer satisfaction scores in recent years is testament to the focus 
we have placed on improving customer service. In the last two years the number of written complaints 
received has halved and we have taken steps to increase the range of communication channels we use  
to provide our customers with information and advice (e.g. online accounts, our online BeachLive and 
WaterLive services, social media). Our customer assistance schemes have helped over 18,000 
customers and have been recognised by the Citizens Advice Bureau as an example of good practice.  
Our business customers are meanwhile benefiting from our specialist ‘Source for Business’ service.  
It is our intention to continue widening the services we provide and implement better systems of contact 
management to ensure any problems are resolved first time.

CONTINUING TO IMPROVE DRINKING WATER QUALITY, IN PARTICULAR ITS TASTE AND 
APPEARANCE  
In 2011 we achieved our best ever standard – a record 99.99% (based on Mean Zonal Compliance).  
We continue to implement a taste, odour and discolouration improvement programme because we still 
receive a disproportionate number of customer complaints about these aesthetic issues compared with 
other areas of the country. This can be attributed to some extent to the nature of the water we source 
(much of it is surface water such as that from moorland and lowland catchments). However, further 
investment in both our treatment processes and our distribution network will be necessary in order  
to fully address these issues. 

MANAGING FLOOD RISK DURING EXTREME WEATHER EVENTS 
South West Water has already begun investment in key sites including flood defences at Pynes water 
treatment works (which serves Exeter and its surrounding area). With extreme weather events forecast 
to become more frequent over the next 25 years it is our intention to carry out more flood resilience 
schemes in order to protect our asset base and ensure there is no threat to our customers’ water 
supplies. We are already working with local authorities on urban drainage research and improvements 
and we remain committed to developing these schemes further. 

MAKING PROGRESS 
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WATERFUTURE mAKInG PROGRESS     

MEETING EMERGING ENVIRONMENTAL STANDARDS, SUCH AS THE WATER FRAMEWORK DIRECTIVE 
AND REVISED BATHING WATERS DIRECTIVE 
South West Water continues to meet the obligations placed on it through directives such as these. 
Working with regulators including the Environment Agency, Drinking Water Inspectorate and Natural 
England we make investments as and when appropriate in order to deliver the standards set. At the time 
of writing, details are yet to be confirmed on future investment implications and we therefore have to 
make allowances for that in order to avoid price volatility. 

PROMOTING SUSTAINABLE SOLUTIONS THAT CAN BE IMPLEMENTED NOW IN ORDER TO AVOID THE 
NEED FOR EXPENSIVE ADDITIONAL IMPROVEMENTS BEING REQUIRED IN THE LONGER TERM 
Our catchment management-focused ‘Upstream Thinking’ programme has seen a substantial amount 
of activity over the last five years in order to improve raw water quality and storage at source. In addition 
to moorland restoration work on both Dartmoor and Exmoor, we are also working with more than 700 
landowners to target the negative effect of agricultural and industrial pollutants and run-off entering 
the water system in specific catchment areas. It is our intention to invest further in Upstream Thinking 
as we believe that, in the long term, it will reduce water treatment costs by curtailing the future need for 
more expensive and intensive treatment processes. 

SUSTAINING THE RELIABILITY OF OUR ASSETS AS THEY AGE AND IMPROVING THE ROBUSTNESS  
OF THEIR PERFORMANCE WHERE NECESSARY 
South West Water takes proactive steps to identify and improve those assets in need of upgrades or 
replacement in order to remain fit for purpose. We continue to meet all the measures required of us to 
achieve the industry standard of Stable Serviceability2 and around 70% of our investment in the last five 
years has been on maintenance. In the coming years, our strategy is designed to safeguard our existing 
assets and expand our use of asset optimisation techniques in order to prolong their life expectancy.

ADOPTING PRIVATE SEWERS, BRINGING THEM UP TO THE REQUIRED STANDARDS AND  
MAINTAINING THEM SO THAT PUBLIC HEALTH IS PROTECTED 
In October 2011 the government transferred the ownership of the majority of private sewers to water 
and sewerage companies resulting in South West Water’s sewerage network length increasing by over 
50%. The transfer was carried out successfully, and we have already adopted a targeted approach in 
order to identify those areas most in need of future investment. 

RETAINING AN AGRICULTURAL ROUTE FOR SUSTAINABLE SLUDGE RECYCLING 
South West Water currently recycles sludge for agricultural purposes, ensuring that we meet all the 
stringent environmental standards. This high-quality product offers real benefits to local farmers  
and helps them to minimise the use of expensive and potentially harmful artificial fertilisers. It is our 
intention to continue this activity while also exploring further opportunities for renewable energy 
generation. 

SECURING EFFICIENT FINANCING TO ENABLE US TO UNDERTAKE THE IMPROVEMENTS WE  
NEED TO MAKE 
We have achieved one of the lowest costs of financing in the industry. Keeping these costs low, and 
taking steps to further maximise our efficiency, is an integral part of our strategy to keep our customers’ 
bills affordable. It enables us to make investments in our assets and operations in order to ensure that 
our business, and the services we provide, are sustainable in the long term. 

 

2Serviceability is the capability of systems and assets to deliver a reference level of service to customers and to the environment now and into the 
future. Serviceability is deemed to be stable when the assessment of trends in a defined set of service and asset performance indicators 
demonstrates that service is in line with the reference level of service and, by inference, is likely to remain so into the future.
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WHAT’S CHAnGInG? WATERFUTURE

IN RECENT YEARS WE HAVE EXPERIENCED EXTREMELY COLD WINTERS, 
AN ENVIRONMENTAL DROUGHT AND PERIODS OF PROLONGED INTENSE 
RAINFALL AND FLOODING.

SOUTH WEST WATER MUST CONTINUE TO ADAPT AND IMPROVE  
THE RESILIENCE OF ITS ASSETS IN ORDER TO DEAL WITH THESE 
EXTREME WEATHER EVENTS AS THEY ARE FORECAST TO BECOME  
MORE FREQUENT.

WHAT’S CHANGING?

NUMEROUS ExTERNAL INFLUENCES CAN 
AFFECT THE ACTIVITIES OF THE UK’S WATER 
AND SEWERAGE COMPANIES. SOME ARE 
INDUSTRY-WIDE, OTHERS ARE REGION 
SPECIFIC. WHEN THINGS CHANGE, WE NEED  
TO HAVE THE FORESIGHT AND ABILITY TO 
ADAPT AS EFFICIENTLY AND EFFECTIVELY AS 
POSSIBLE. WE KNOW THIS FROM ExPERIENCE 
– WE DO IT EVERY DAY. 
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WEATHER

According to the UK Climate Impacts Programme, climate change in the South West 
is expected to result in:

➜		higher winter rainfall but hotter, drier summers resulting in increased summer  
demand for water

 ➜		more frequent and intense storm events, resulting in more properties at risk of 
sewer flooding and an increased frequency of potential storm overflows

➜	 rising sea levels, potentially placing some of our assets at risk.

Dartmoor in winter

Dawlish, Devon 

Trews Weir, Exeter, after heavy rain

Fernworthy Reservoir, Devon, during period of drought
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WHAT’S CHAnGInG? WATERFUTURE

➜	GROWTH IN THE SOUTH WEST 
 
Devon and Cornwall are forecast to have significant 
population growth between 2015 and 2040 and we 
receive very high numbers of visitors to the region, 
especially during the summer months. 

This long-term and seasonal growth is beneficial to 
the regional economy and the communities we serve. 
But it also means that we must carefully manage  
our water resources in order to cope with increased 
demand.

Sustainable water resource solutions are vital in  
this regard. Rather than building expensive  
additional reservoirs we have already identified and 
implemented innovative alternatives such as the 
acquisition of two former china clay pits (which are 
now Cornwall’s second and third largest reservoirs).  
We are also looking at how catchment management 
programmes can improve water quality and provide 
better opportunities for water resource management. 

South West Water encourages and helps its 
customers with water efficiency but this alone is 
unlikely to deal with increased demand from 
population growth. We will need to invest in our  
ability to move water around the region to those  
areas where demand is greatest. 

➜	CUSTOMER EXPECTATIONS 
 
South West Water serves a diverse range of domestic 
and business customers. It is our aim to exceed their 
expectations and give them the best possible service 
for the best possible price.

Due to the extra cost of protecting the South West’s 
unique environment (a third of the nation’s bathing 
waters are in the South West) our charges are higher 
than the national average. It is therefore imperative 
that we continue to deliver value for money. 

Our business is under even more pressure to keep 
bills as low as possible as more customers struggle 
to pay in a difficult economic climate. 

At the same time, investing in the South West also 
creates local jobs, both through the people we employ 
directly and those employed by the contractors and 
suppliers with which we work. In tough economic 
times this helps to keep the local economy running. 

Our main focus is on how we continue to improve the 
level of service that our customers receive whilst 
balancing the need to keep bills affordable, especially 
in a region that has relatively low wages and high 
house prices.

Mevagissey, Cornwall Eleanor Dodd, Customer Service Representative
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WATERFUTURE WHAT’S CHAnGInG?     

➜	INCREASING STANDARDS 
 
Changes to legislation and regulation can have 
wide-ranging investment implications for water and 
sewerage companies.

In recent years, the bathing water quality of the South 
West has reached its best recorded standards, largely 
due to the significant investment South West Water 
has made through its Clean Sweep programme. 
However, as new higher standards are introduced 
– such as those which will come into force under the 
revised Bathing Waters Directive in 2015 – further 
improvements will be required.

In October 2011 a change to legislation necessitated 
the transfer of private sewers to water and sewerage 
companies. The government decided that this transfer 
would ease the burden on customers who had a 
responsibility for repairing and maintaining their 
sewers and also increase environmental protection. 
This has increased the network of sewerage pipes  
that we are responsible for maintaining by over 50%.

Given their age and condition, a similar requirement 
for the transfer of private water supplies may happen 
in the future. In the South West we have a large 
number of private water supplies, such as those in 
caravan parks. We see this development as a further 
benefit to the South West as it would improve the 
quality of the water supplied to a significant number  
of residents and visitors to the region.

➜	CHOICE FOR BUSINESS CUSTOMERS 
 
Our aim is to give our business customers more 
choice on the services they receive. 

In Scotland all business customers, regardless of 
water use, can choose their retail service provider.  
In England and Wales only business customers using 
five million litres a year or more can currently choose 
theirs. However, in April 2017 the government plans 
to remove this usage threshold.

In anticipation of this change we already treat all of  
our existing business customers as though they can 
choose their retail provider, regardless of whether  
or not they can just yet.

As a result we have established 'Source for Business' 
(see page 40) which provides a dedicated range of 
water, sewerage and environmental services to 
businesses across all sectors, helping them remain 
competitive and active in the local economy.

We offer businesses a range of solutions to improve 
their performance and save money. These include 
water efficiency advice, trade effluent management, 
laboratory services and a range of online billing  
and account services tailored to suit individual 
business needs.

West Cornwall Networking event at Roadford Reservoir, Devon
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mAKInG THE RIGHT CHOICES WATERFUTURE

MAKING THE RIGHT CHOICES

IT REMAINS OUR AIM TO BALANCE THE NEEDS
AND PRIORITIES OF OUR CUSTOMERS WITH
OUR ENVIRONMENTAL RESPONSIBILITIES  
AND LEGISLATIVE OBLIGATIONS. 
Our customers’ opinions and expectations are central to the 
development of our business plans for the next five years and the 
broader 25 year business vision.

We use a range of different methods to engage with our customers 
and understand what their preferences are on particular aspects of 
timing and priorities for delivery. 

To affirm our understanding of our customers’ priorities we continue 
to carry out consultation, research and engagement through a 
variety of routes. These include: 

AN INDEPENDENTLY-CHAIRED WATERFUTURE  
CUSTOMER PANEL 
Tasked with scrutinising our plans and ensuring they reflect an 
understanding of our customers’ and stakeholders’ priorities, the 
panel is comprised of members of the Consumer Council for Water, 
Drinking Water Inspectorate, Environment Agency and Natural 
England, alongside representatives from regional business, 
customer and stakeholder organisations and interest groups  
(a full list of members can be found on the WaterFuture website).

Our engagement with stakeholders through discussions with the 
WaterFuture Customer Panel has allowed us to understand and 
discuss their sometimes competing priorities and requirements.

FOCUS GROUPS 
We have run a number of focus groups across the South West in 
locations such as Falmouth, Plymouth and Tiverton to understand 
what water and sewerage services mean to our customers and 
what their preferences are for our activities in the future. 

SURVEYS 
From the information gathered in our focus groups, we have carried 
out further survey work to understand exactly what our customers’ 
priorities are for compulsory activities, such as those required by 
legislation, and also for services where there are options over what 
to deliver.

The survey results to date have revealed that: 
➜		our customers’ top priorities are very similar to those identified 

in 2007 (when our 25-year Strategic Direction Statement was 
first published)

➜   the provision of safe and clean water remains their number one 
priority 

➜		whatever the effects of climate changes are, they expect us to 
have a resilient business which ensures continuous service that 
meets their needs

➜		the importance they attach to the protection of the region’s 
bathing and river water quality has increased. 

TOP 3 CUSTOMER PRIORITIES   2012  2007  

SAFE WATER SUPPLY  1  1  

LEAKAGE CONTROL  2  2  

PREVENTING POLLUTION  3 3  



www.southwestwater.co.uk/waterfuture                                                  page 19

WATERFUTURE mAKInG THE RIGHT CHOICES     

PRIORITIES  2012 RANK 

SAFE WATER SUPPLY  1  

LEAKAGE CONTROL  2  

PREVENT POLLUTION  3 

RESILIENCE IN EXTREME CONDITIONS 4

BATHING AND SHELLFISH WATERS  5

REDUCE SEWER FLOODING  6  

AVOID  SUPPLY INTERRUPTIONS  7 

WATER RESOURCE RESTRICTIONS  8  

RIVER WATER QUALITY  9

HABITATS  10  

CUSTOMER CONTACT EXCELLENCE 11  

CATCHMENT MANAGEMENT  12 

WATER CONSERVATION 13  

REDUCE HARMFUL ABSTRACTION  14

SMART/COMPULSORY METERING  15  

PUMPING STATION ADOPTION  16

REDUCE ENERGY CONSUMPTION  17

Tottiford Reservoir, Devon
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MAKING THE RIGHT CHOICES 
CONTINUED

In general, the priorities of our customers have not changed 
significantly over the last five years. Their top priorities are for us  
to deliver a safe and clean drinking water supply, prevent leakage 
and prevent pollution. They expect the investments we have to make 
to meet legislation but not at the expense of these activities.

It is still very important to our customers that we meet our 
legislative requirements in areas such as bathing water quality.

We have also carried out detailed research with over 1,000 domestic 
and business customers to understand how people across the 
region value improvements in their service. The information we 
have collected from this work helps us to understand our 
customers’ preferences for the amount and timing of any bill 
increases in the future, and is used to compare the benefit of 
investments with the costs.

From this, we can focus our investment plans for water, waste 
water, customer service and the environment on those activities 
which customers value most. 

Some of the key conclusions we are able to draw from our research 
include: 
➜  our customers place a higher value on our services in 2012 

compared with 2007, particularly on our activities to reduce 
pollution and improve the quality of drinking water

➜		very few customers preferred services to deteriorate in return 
for a lower bill

➜  where investment is required or is a high customer priority, 
customers did not generally want us to delay it if this would store 
up bill increases for the future.

CUSTOMER SATISFACTION SURVEY
South West Water monitors customer satisfaction on an ongoing 
basis to understand their experience of our services. We compare 
this to the customer contacts we receive to identify any emerging 
issues and to inform discussions with stakeholders. 

Since we started this survey in 1994, we have seen customer 
satisfaction and value for money consistently rise, along with 
satisfaction with the quality of drinking, bathing and river water 
quality, reliability of service and the treatment and disposal of 
sewage.

We believe that by communicating with our customers and listening 
to their feedback through these research and engagement 
activities, we can produce business plans that reflect customer and 
stakeholder priorities and deliver the best service for the region.

We will continue to carry out further specific engagement and 
research to test how people's opinions of service improvements 
change in relation to the cost and potential timing of delivery. 

WATERFUTURE ONLINE
We are always looking for new ways to give our customers the 
opportunity to tell us what they want from us in the future. As part 
of this, we have launched an interactive WaterFuture application on 
our website. 

Using the tool, customers can tell us their opinions on the most 
important areas for future investment, and have a go at creating 
their own WaterFuture scenario. The website itself also provides 
information about our plans for the future and other useful 
background resources. 

www.southwestwater.co.uk/waterfuture
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THE FOLLOWING CHAPTERS COVER EACH OF OUR MAIN AREAS OF ACTIVITY:

P22  WATER  – providing a reliable clean and safe supply

P32  SERVICE – being responsive to customers’ needs and priorities

P42  ENVIRONMENT – environmentally sustainable actions and initiatives

P52  FINANCE AND ECONOMY – resilient business and services

P60  PEOPLE AND COMMUNITY – supporting our people and local communities

WATERFUTURE WHAT HAPPEnS nEXT?     

WHAT HAPPENS NEXT?

BASED ON THE FEEDBACK SO FAR, THE 
ASSUMPTIONS AND FORECASTS WE CAN MAKE 
ABOUT THE FUTURE AND THE STANDARDS WE 
KNOW WE NEED TO MEET, WE HAVE IDENTIFIED 
A LONG-TERM STRATEGY FOR THE 2015-2040 
PERIOD.  

THERE ARE OPTIONS OVER HOW AND WHEN THE OUTCOMES IN THIS 
LONG-TERM STRATEGY ARE DELIVERED. WE WANT TO HEAR YOUR VIEWS 
ON OUR PLANS TO HELP ENSURE WE ARE DELIVERING THE RIGHT 
OUTCOMES AT THE RIGHT TIME. SEE ‘HAVE YOUR SAY’ ON PAGE 68.

RELIABILITY RESPONSIVENESS

RESILIENCE SUSTAINABILITY

During the period within which we have been preparing our  
25-year vision, DEFRA3 has published its 'Water for Life' White 
Paper and a draft Water Bill.
 
This has set out a number of key priorities for the water sector, 
including:
➜  a focus on customers – water companies must protect 

customers and consider affordability issues
➜  an emphasis on sustainable environmental activities (in areas 

such as abstraction, water trading, catchment management, 
flooding and drainage)

➜  the need to maintain the confidence of finance providers –  
to stimulate innovation and growth.

These themes are consistent with our long-term plans.

Ofwat is also consulting on a number of major changes to the 
regulatory framework water companies operate in. Although 
discussions about the pace and timing of these reforms are 
ongoing, we believe that our plans are likely to be consistent  
with the approach that is put in place.
 
The requirements placed on South West Water by government, 
regulators and the Price Review methodology that affect 
customers’ bills will continue to evolve over time, so we will need 
to continually review our plans. What investments are needed and 
their timing may change to take into account priorities, the needs 
of finance providers and the wider impact on customers’ bills.

3Department for Environment, Food and Rural Affairs.
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WATER WATERFUTURE

WATER

Kevin Stone, Distribution Technician, North Cornwall
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WATERFUTURE WATER    

Having a reliable, clean and safe water supply remains the top priority 
for South West Water customers.

With the population of the region set to grow significantly and extreme 
weather events, such as drought, likely to have an increased impact  
on water resources, the challenge for the next 25 years will be to 
maintain our industry-leading water quality record while utilising  
cost-effective methods to ensure that water scarcity is never an issue.

Investment in our ability to move water around the region will be  
vital, along with ongoing work to tackle leakage and prevent any 
unplanned interruptions. 

➜
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OUR OBJECTIVES

By 2040 we expect all our customers to be able to enjoy  
an uninterrupted supply of fresh clean water that not  
only meets the highest water quality standards but is  
also free from any unwanted taste, colour or odour.

1. minimise taste, odour and discolouration issues and continue to deliver industry-leading water quality results. 
This will be achieved through maintaining and updating our existing water treatment works, service reservoirs and 
pipelines. 

2. Reduce the cost of water treatment by replacing inefficient assets that are reaching the end of their life 
expectancies with innovative, cost-effective and environmentally sensitive technologies. This may include the 
replacement of Crownhill water treatment works in North Plymouth.

3. Improve raw water quality and natural water storage in the landscape through our ‘Upstream Thinking’ 
catchment management projects.

4. Optimise the use of our water resources to ensure the lowest cost of supply to our customers. This will include 
expanding our region-wide connections to create a regional water grid and building connections to other regions  
to facilitate a potential national water grid. 

5. Prevent unexpected interruptions to our customers’ water supplies through the use of innovative technologies 
and the duplication of a number of our strategic water mains.

6. Tackle leakage and maintain our industry-leading leakage management record by identifying and replacing or 
refurbishing those water mains and customer supply pipes in the worst condition.

Number of customer complaints in respect of appearance, taste 
and smell of tap water

Cost of treating water 

Water quality standard

Water pumping costs

Number of water restrictions placed on customers and ability to 
move water around our network

Value of the security of supply index

Duration of interruptions in supply
 

Leakage levels  

Time taken to fix significant leaks

Number of customer complaints in respect of appearance, taste and smell 
of tap water approaching zero 

Most efficient water treatment processes in industry

100% water quality standard

Most efficient pumping costs in the industry

No water restrictions placed on customers 

100 security of supply index

Significant interruptions to last no more than 30 minutes per property  
on average

Reduce to 64Ml/day

All significant leaks fixed within two days

TARGETS

WATER WATERFUTURE

OUR 25-YEAR VISION

MEASURES OF SUCCESS
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BARNSTAPLE

Exmoor

DartmoorBodmin 
Moor

ILFRACOMBE

BUDE

BODMIN

PADSTOW

PENZANCE
FALMOUTH

TRURO

PLYMOUTH

NEWTON 
ABBOT

EXETER

HONITON

OKEHAMPTON

LAUNCESTON

Minimise the risk 
of interruptions by 

duplicating some of 
the strategic water 

mains that supply our 
larger communities. 

Further investment at 
a number of strategic 

water treatment works 
across the region  
to maintain a high 

quality supply.

Begin increasing the 
connectivity of our pipe 

network. This will eventually 
include a Dartmoor ring 

main and a Cornwall link.  
A further regional link to  

the east of our region could 
also enable water trading  

in the future.

Finalise plans to build 
a new water treatment 
works in Roborough, 
North Plymouth. This 

may eventually replace 
the Crownhill facility.

Improve those areas  
of the mains network 

 most in need of 
refurbishment to 
prevent leakage.

WATERFUTURE WATER    

OUR NEXT STEPS (2015-2020)

Major upgrades at 
College water treatment 

works near Falmouth 
and Tamar Lakes water 

treatment works  
near Bude.

Target those  
areas of the mains 

network most in need 
of refurbishment to 
prevent taste, odour 
and discolouration 

issues.

Expand our ‘Upstream 
Thinking’ catchment 

management 
schemes on Exmoor 

and Dartmoor.
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WATER WATERFUTURE

 MINIMISING WATER QUALITY ISSUES 
WHILE OUR COMPLIANCE WITH THE REGULATED WATER qUALITY STANDARDS IS NEAR PERFECT, 
THERE ARE SOME AESTHETIC ISSUES AND RISKS WE NEED TO ADDRESS, INCLUDING IMPROVEMENTS 
TO HOW OUR WATER LOOKS AND TASTES IN SOME AREAS. 

The nature of the South West, and its sources of very soft,  
slightly acidic moorland water, contributes to discolouration.  
We receive a disproportionately high number of contacts about 
this compared with other parts of the country.

The use of chlorine in our water treatment processes also  
results in taste and odour, more prevalent in some parts  
of the region than others. 

In addition to carrying out the region-wide maintenance and  
upgrades necessary to safeguard our industry-leading water 
quality record, there are several investments necessary to  
tackle these issues:

 ✔ upgrades to treatment processes at specific water  
treatment works  

 ✔ water mains rehabilitation and replacement

 ✔ utilising advances in water treatment technology.

We are required under the current water quality regulations to 
take a risk-based approach to managing our drinking water  
quality. As a result, South West Water will continue to take  
proactive steps to protect and maintain our existing high  
standards, ensuring that our treatment processes are robust 
enough to mitigate any risks posed from human activity in our 
water catchments – such as water contaminants from agriculture 
or industry. 

     It is our intention to initially target those areas from which we    
receive the most contacts from customers about water quality  
problems. The map below shows the key areas of investment.

Technicians  Dean Johns and Alan Mottram, Pynes Water Treatment Works, Devon

Investment areas
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WATERFUTURE WATER     

 CASE STUDY 
A NEW WATER TREATMENT WORKS FOR PLYMOUTH 
AT PRESENT MORE THAN 150,000 PEOPLE IN PLYMOUTH 
AND THE SURROUNDING AREA ARE SERVED BY THE 
WATER TREATMENT WORKS AT CROWNHILL WHICH 
DATES BACK TO THE 1950s.  

In order to meet the needs of a growing population we are planning to replace 
the outdated technology at Crownhill with a more efficient new treatment works 
at Roborough, just north of the city. Developed in partnership with leading 
water technology specialists, this site will be a first of its kind in the UK,  
using technology that minimises the need for energy and chemical-intensive 
treatment processes. 

In addition to reducing the cost and carbon footprint of water treatment, the new 
works will have a more secure location. The closure of Crownhill water treatment 
works will release a 16 hectare site that has been earmarked by Plymouth 
City Council for economic regeneration thereby stimulating local and regional 
economic growth and addressing housing needs. 

The current plan is to optimise the design of the new plant by operating a 
prototype facility at Crownhill and, if successful, move to full-scale construction 
during 2015-2020. The overall investment is expected to be in the region of 
£50 million and is an opportunity for South West Water to work with the local 
community, suppliers and businesses.

 REDUCING THE COST OF WATER TREATMENT
The processes required to produce high-quality drinking water have traditionally 
been both energy and chemical intensive. Advances in drinking water technology 
and new approaches to the management of raw water supplies are beginning to  
offer more cost-effective alternatives. We plan to invest in these where there is an 
identifiable long-term benefit for our customers.  

Image courtesy of PWN Technologies
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 IMPROVING RAW WATER QUALITY AND WATER STORAGE IN 
THE NATURAL LANDSCAPE 
THE CLEANER THE WATER IS WHEN IT ARRIVES AT A TREATMENT 
WORKS, THE LESS INTENSIVE THE TREATMENT REqUIRED. 

The amount of pollution that enters the water system before it reaches us is a key 
concern for South West Water. We are already undertaking extensive farm and 
moorland improvements which will incentivise more sustainable land management.  
This is aimed at improving raw water quality by limiting the amount of pollutants and 
agricultural run-off entering rivers and reservoirs.

In the long-term this will reduce the cost of water treatment and also the expense of 
repairs or replacement of our water treatment assets. 

 WORKING WITH THE AGRICULTURAL COMMUNITY TO  
PROMOTE AND SUPPORT ENVIRONMENTALLY SAFE FARMING 
UPSTREAM THINKING IS REDUCING DIFFUSE POLLUTION AND 
AGRICULTURAL RUN-OFF INTO THE REGION’S RIVERS AND 
RESERVOIRS. 

The project includes farm visits, one-to-one advice, and the provision of grant  
funding for improvements, such as construction of new secure slurry storage and 
overwintering barns for stock.

THE LONG-TERM BENEFITS INCLUDE: 
 ✔ reducing the resources (i.e. chemicals) needed to intensively treat water

 ✔ increasing biodiversity

 ✔ reducing energy use for water treatment

 ✔ potentially delaying the need to upgrade water treatment works

 ✔ less contaminated water reaching our bathing and shellfish waters.

 CASE STUDY
UPSTREAM THINKING
THE MAJORITY OF THE WATER WE SUPPLY IS SOURCED 
FROM RIVERS AND RESERVOIRS BUT THE PROCESS OF 
IMPROVING ITS qUALITY NOW BEGINS BEFORE THE WATER 
ARRIVES AT OUR TREATMENT WORKS.

Since 2007, South West Water has been working on ‘Upstream Thinking’ – an initiative  
that serves to maintain and improve the ecological health of our region’s river network.

Taking a holistic view of the water management of entire catchment areas, Upstream 
Thinking focuses on achieving improved raw water quality and water storage in the 
natural landscape to make the provision of drinking water more sustainable. In turn, 
this will help to control the rate of bill increases in the future and, as a linked benefit,  
it also restores the natural environment and the ecosystems within it. 
 

THERE ARE TWO MAIN STRANDS OF WORK   

WATER WATERFUTURE
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 RESTORING PEAT BOGS
PEATLAND LANDSCAPES HAVE BEEN AN INTRINSIC PART OF 
ExMOOR AND DARTMOOR FOR OVER 5,000 YEARS. DURING 
THIS TIME, HUMAN INTERVENTION THROUGH AGRICULTURAL 
DRAINAGE, PEAT CUTTING AND BURNING HAS HAD A 
SIGNIFICANT IMPACT ON THE LANDSCAPE, RESULTING IN 
DRIED OUT AND ERODED AREAS OF MOORLAND WITH REDUCED 
ABILITY FOR WATER AND CARBON STORAGE.

Using locally developed ditch-blocking techniques and other environmentally 
sensitive procedures, the partners involved in Upstream Thinking are working to 
re-wet the peatlands.

THE BENEFITS THIS WILL BRING INCLUDE:
 ✔ a more consistent flow of water downstream which reduces flood risk

 ✔ improved water quality with less sediment and discolouration

 ✔ reduced water treatment costs

 ✔ restored habitats for local wildlife (including insects, amphibians, otters,  
snipe and curlew)

 ✔ carbon capture and storage.

By March 2013 we will have 17 detailed catchment management reports for the 
remaining water supply areas which have not been improved between 2010 and 2015.  
These will be used to develop a more extensive programme to submit as part of our 
business plan. Natural England and the Environment Agency are being consulted as 
many of the Upstream Thinking outputs support their own requirements.    

Upstream Thinking projects planned from 2015 to 2020 will also help to reduce the 
effects of flooding and drought by managing flow rates in rivers. This will ensure 
additional water in dry conditions that can be used to dilute downstream sewage 
treatment works discharges. It will also create new hydro generation opportunities 
where this is an environmentally safe option.  

The participating farmers and landowners will see improved economic performance 
from their land due to reduced soil and fertiliser loss. Where appropriate, we will develop 
rewards for farming cleaner water and identify opportunities for payments for carbon 
capture and storage in re-wetted land and in new woodlands. 

WATERFUTURE WATER     

Peat bog restoration work on Exmoor, Devon
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WATER WATERFUTURE

 OPTIMISING OUR WATER RESOURCES 
SOUTH WEST WATER HAS SUCCESSFULLY AVOIDED WATER 
RESTRICTIONS FOR 16 YEARS THROUGH INVESTMENT IN 
ExPANDING OUR RESERVOIR NETWORK, PUMPED STORAGE 
SCHEMES AND THE CAREFUL MANAGEMENT OF OUR  
WATER SUPPLIES. 

In the foreseeable future we believe we can minimise our long-term costs by investing  
in our ability to move both raw and treated water around the region rather than investing 
in additional water resources (e.g. a new reservoir). 

By improving the connectivity of our regional grid we can make better use of our existing 
water resources. A number of additional activities will also contribute to a healthy 
balance between supply and demand, such as increased metering and water  
efficiency measures. 

When necessary, and economically viable, South West Water will also work with other 
water companies to trade or transfer water. 

Ultimately, our goal is to continue to prevent water restrictions, albeit with the  
exception of extreme circumstances, while ensuring our supplies are efficiently 
managed and delivered. 

POTEnTIAL 
REGIOnAL 
LInK

 THE INVESTMENTS WE PLAN TO MAKE ON THE EXPANSION 
OF OUR REGIONAL GRID

Ron Forgan, Water Treatment Technician,  
Park Reservoir, Cornwall
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WATERFUTURE WATER     

 PREVENTING INTERRUPTIONS TO OUR CUSTOMERS’  
WATER SUPPLIES
AN INTERRUPTION CAN OCCUR FOR A NUMBER OF REASONS,  
NOT ALL OF THEM WITHIN OUR CONTROL (E.G. CONSTRUCTION 
WORK BY A THIRD-PARTY HAVING AN EFFECT ON THE MAINS). 

Our long-term goal is to avoid any interruptions to our customers’ water supplies 
wherever possible. To help achieve this we will improve the resilience of our network,  
for example, by duplicating our strategic water mains. This will help ensure a continuous 
supply to our customers in the event of a major burst on our network.

We also intend to develop our use of innovative technologies to make sure that when a 
burst does occur we can minimise its impact.

 TACKLING LEAKAGE

Since 1999 we have consistently 
shown industry leadership in leakage 
control, achieving our best ever 
leakage results in 2011/12.

In addition to leakage or bursts 
resulting from periods of excessively 
cold or hot weather causing ground 
movements, worn out pipes and 
fittings are among the main causes  
or contributory factors.

It is our plan to continue to invest in 
further reducing leaks on our pipe 
network. We will start by identifying 
those pipes most likely to burst 
and replace them before a problem 
occurs. 
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SERVICE WATERFUTURE

SERVICE

Our customers expect us to deliver an excellent service that represents 
value for money.  

The improvements we have made in recent years have resulted in 
increased customer satisfaction. However, there are still steps to be  
taken both to prevent any issues with the services our customers rely  
on and to ensure that any problems are resolved at the first opportunity. 
We also need to ensure that our customers have access to the  
information they need in a way that suits them and that they are given  
the right advice and support on water efficiency and metering.

➜
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WATERFUTURE SERVICE    

Rebecca Botfield, Customer Service Representative,
Source Contact Centre, Exeter, Devon
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SERVICE WATERFUTURE

OUR OBJECTIVES

Our vision is to provide responsive, innovative and cost-effective 
services that meet our customers’ needs and priorities.

1. Increase customer satisfaction levels with our front line services by improving our asset performance and 
investing in our people. Investments planned within our drinking and waste water services will help to improve 
overall satisfaction. We will also offer improved information services including the use of online and social media.

2. Ensure that everyone pays according to what they use through metering for those customers who have yet to 
make the switch. Through the widespread installation of SMART meters, real-time information will also help our 
customers control and reduce their water usage. Together with our advice and support on money-saving water 
efficiency measures this should reduce the amount of non-essential water use.

3. Improve the resilience of our network against extreme events such as flooding and coastal erosion so that the 
water supplies for homes and businesses are protected.

4. Ensure that we are the supplier of choice for businesses in our region and beyond by offering tailored services  
to our customers which help cut their costs and make them more water efficient.

OUR 25-YEAR VISION

Customer satisfaction with service

Customer satisfaction with value for money

Number of customer contacts resolved first time

Percentage of customers paying a metered bill

Percentage of customers with a SMART meter 

Customer water consumption levels

Number of customers' supplies interrupted due to our sites being flooded

Serviceability

Business customer retention rate

Customer satisfaction levels approaching 100%

Industry-leading percentage of customers value the services provided

All contacts resolved first time

Where practical, all customers paying a measured charge

Where practical, all customers have a SMART meter installed

130 litres per day on average

No interruptions to customers' supplies due to our sites being flooded

Stable serviceability

Net growth in business customer base

TARGETSMEASURES OF SUCCESS
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WATERFUTURE SERVICE     
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OUR NEXT STEPS (2015-2020)

Continue to grow our 
‘Source for Business’ 
services for business 

customers, increasing 
its range of products and 
promoting them to new 
customers nationally.

Ensure our people are 
well equipped to respond 
to customers and deliver 

a flexible and friendly 
service.

Develop social tariffs 
and assistance schemes 

while renewing successful 
initiatives such as 

WaterCare. These will be 
designed to offer practical 
help to those most in need 

at the least expense to 
customers who pay in full.

Develop our customer 
relationship management 

systems to ensure we always 
meet our customers’ needs 
quickly and effectively while 

providing a range of easy 
contact channels. 

Improve the resilience 
of our most vital assets 

and infrastructure at key 
locations so that service to 

customers is not interrupted 
by extreme events such as 
flooding. This will involve 
working closely with local 

flood authorities to develop 
defence schemes for those 
communities most at risk.

Increase the number of 
households that are metered 

by continuing to install a 
meter when a customer 
requests it. In addition to 

our expert advice on water 
efficiency, we will also make 
SMART metering available 

for the first time.
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 IMPROVING CUSTOMERS’ SATISFACTION WITH OUR SERVICES
CUSTOMER SATISFACTION AND VALUE FOR MONEY IS PARAMOUNT. 
SO IF THINGS GO WRONG WE NEED TO PUT THEM RIGHT AS 
qUICKLY AS POSSIBLE. WHEN CUSTOMERS CONTACT US WE 
WANT THEM TO FEEL REASSURED THAT THEIR qUERY, ISSUE OR 
REqUEST FOR INFORMATION WILL BE DEALT WITH FIRST TIME, 
WITHOUT FAIL. WE ARE AIMING TO IMPROVE THE CUSTOMER 
ExPERIENCE AND REDUCE COSTS BY PUTTING SYSTEMS IN PLACE 
THAT FOCUS ON GETTING THE JOB DONE qUICKLY AND REDUCE 
THE NEED FOR CUSTOMERS TO CALL US AGAIN.

To achieve this, we must invest further in quality and performance management  
systems. These will ensure consistent, structured processes which maintain a high  
level of service and performance in all circumstances.

We believe it is vital to offer a variety of communication methods. In addition to our 
regionally based customer contact centre, we currently offer online accounts, an iPhone 
app and live information services such as BeachLive (which offers live updates on 
bathing water quality at 70 beaches around the region) and WaterLive (which updates 
customers on all the front line work we are doing in their neighbourhoods). 

As technology and user trends develop, so too will the methods we use to provide  
and receive information. SMS texts and social media are two routes we are aiming to  
use more. 

Helping those who need help the most is also our duty. By joining with experienced and 
expert partners, such as Citizens Advice Bureau and Age UK, we can engage with those 
who need practical assistance, particularly with schemes designed to cut unnecessary 
water use.   

 CASE STUDY
WATERLIVE
OUR REAL-TIME INFORMATION SERVICE ON WHAT WE 
ARE DOING EVERY DAY.

Using a postcode search our customers can find out the status of all the repairs 
and scheduled work in their areas. They can even find out where and when our 
customer caravan will be giving out free water-saving devices.

When major bursts happen, we can update customers in specific areas with  
up-to-the-minute information on what’s happening, where bowsers might be 
deployed and what our repair teams are doing on the ground.

The system has been running since 2010 and has gradually been expanded into 
one of the most comprehensive in the utility sector. We are now examining future 
options such as showing how much we are investing across the region, right down 
to street level.

Our aim is to make WaterLive every customer’s first port of call for information 
about our services. It is being promoted using branding on our fleet of vans and is 
also highlighted on all customer literature and bills. 

Control Centre, Exeter, Devon
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 CASE STUDY
WATERCARE+
WATERCARE GREW OUT OF A PILOT GOVERNMENT (DEFRA) 
PROGRAMME IN PLYMOUTH AND PENWITH DESIGNED TO 
PROVIDE PRACTICAL HELP TO CUSTOMERS STRUGGLING 
TO PAY THEIR BILLS. WE ADOPTED THE BEST ELEMENTS – 
FREE METERING ADVICE, FREE HOME WATER AUDITS AND  
FREE WATER-SAVING DEVICES – AND COMBINED THEM 
WITH BENEFIT ENTITLEMENT CHECKS AND OUR RESTART 
SCHEME OF FLExIBLE PAYMENTS.

Launched in 2007, the scheme has now helped more than 10,000 customers and 
been expanded in scope to WaterCare+ which also offers free home energy audits 
and advice. WaterCare’s practical customer-first approach has been widely praised 
by consumer groups, debt advisors and customers themselves.

Thousands of simple water-saving devices have been fitted to homes while on 
average an extra £35 per week of potential benefit entitlements has been identified 
for over half of the qualifying customers.

Plymouth pensioners Mike and Pauline Hill were among our first WaterCare 
customers. We fitted five water-saving devices to their home and identified 
hundreds of pounds in benefits they were able to claim.

Mike said: “We had no idea we could claim the extra benefits and we were soon 
better off by more than £300 per month. We also never realised we could save so 
much water with some simple changes.”

Tap inserts are just one of the water efficiency measures we offer.
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 METERING AND WATER EFFICIENCY
UNLIKE MANY OTHER WATER AND SEWERAGE COMPANIES THE 
MAJORITY OF OUR CUSTOMERS ARE ALREADY ON A METER. 

THE BENEFITS FOR THEM INCLUDE:
 ✔ only paying for what they use

 ✔ being more aware of the value of water and their own usage

 ✔ being able to get assistance if they struggle to afford their bill.

We already offer free water efficiency advice and measures for customers but we are 
also developing a range of other services through consultation with organisations and 
businesses in our region.
 

THESE INCLUDE: 
 ✔ providing free online information for commercial customers detailing their 
consumption trends, billing information and the carbon footprint of their water 
and waste water usage

 ✔ providing proactive support to trade effluent and business customers aimed at 
improving water conservation and reducing costs 

 ✔ giving trade effluent customers information on free commercial water audits

 ✔ identifying how we can help customers access government initiatives that 
promote water and energy efficiency, such as the Green Deal 

 ✔ working with regional housing associations to install cistern displacement 
devices as part of their ongoing maintenance programmes

 ✔ co-ordinating joint initiatives with other organisations such as Visit Cornwall to 
support water efficiency in high-use sectors such as tourism and hospitality.

In the future, as new tariffs are 
developed, metering will also provide 
our customers with an element of 
choice.

Many of our customers have taken 
advantage of the option to have a free 
meter fitted since we first offered this 
service in 1997. In the last five years 
more than 15% of households have 
opted to have a meter installed. This 
has helped reduce the demand for 
water which has a positive benefit for 
the environment. 

We anticipate that by 2020 nearly 90% 
of our customers will have a meter. 
Where we have yet to fit one, either 
because it has not been requested or 
where it has been too expensive to do 
so, we need to consider the best way 
to proceed.

Ultimately we will require SMART 
meters to allow for new tariffs and to 
provide better information on water 
use to customers. We are currently 
trialling SMART meters and would 
anticipate their use after 2015.

Our vision is to be recognised as an 
industry leader in water efficiency. 
We want to give customers the best 
possible advice on how to make the 
most of water. 

Meter Reader in Exeter, Devon
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 MAINTAINING SERVICE TO OUR CUSTOMERS IN EXTREME 
CONDITIONS
OUR REGION IS NOT IMMUNE TO NATURAL HAZARDS AND OTHER 
ExTREME EVENTS WHICH COULD HAVE AN IMPACT ON SOUTH 
WEST WATER’S BUSINESS AND OPERATIONS. THESE RANGE FROM 
FLOODING, DROUGHT AND FIRE THROUGH TO THE THREAT OF 
CRIMINAL OR TERRORIST ACTIVITY. 

As the provider of an essential service, South West Water has a responsibility to take 
steps that ensure the safe and secure provision of water and sewerage services at  
all times. It is our aim to increase the amount of protection we have for our assets  
and systems. 

WE WILL:  
 ✔ make further provisions to protect our assets against natural disasters (flood 
defence schemes are one example)

 ✔ develop our security capabilities to further reduce the threat from malicious 
attacks (vandalism / extortion), terrorism or sabotage 

 ✔ monitor and upgrade our IT systems as appropriate to protect our system 
data and capabilities.

South West Water will also continue to work with partner agencies to ensure that we are 
both prepared for and adhere to best practice in the event of an emergency. 
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 BUSINESS CUSTOMERS
HAVING A RELIABLE DRINKING WATER AND WASTE WATER 
SERVICE IS ESSENTIAL TO BUSINESSES LARGE AND SMALL. 
IN MANY CASES IT IS ALSO AN OVERHEAD COST THAT CAN BE 
BROUGHT DOWN WITH THE RIGHT GUIDANCE AND ExPERTISE  
WITH REGARD TO WATER EFFICIENCY. 

Across the region South West Water serves around 70,000 businesses and other  
non-household customers (e.g. hospitals, public offices). They expect a high standard 
of service including a fast response if there are ever any problems – especially where 
commercial or essential activities could be affected. 

Businesses use water for different purposes and in different quantities compared  
with households. From listening to our business customers we know they have a  
diverse range of requirements and that their top priorities are having a named point of 
contact who understands their business, a single bill and assistance in achieving value 
for money. 

In response to those needs we launched our specialist 'Source for Business' service in 
2011. Offering bespoke services that cover billing, account management and technical 
and engineering support, Source for Business is designed to help businesses of all sizes 
and sectors. Dedicated account managers provide a reliable and responsive point of 
contact. Businesses from both the South West and beyond can access services including 
effluent and process management, laboratory and analytical services, property searches, 
and water and carbon efficiency advice.  

As the water and sewerage industry 
moves closer towards an open 
marketplace, South West Water 
will act in the best interests of its 
customers. Our aim is to widen the 
range of business services we offer 
and we are also planning to develop 
retail tariffs and services appropriate 
to specific market sectors. 

Peninsula House, Exeter, Devon
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 CASE STUDY 
PART OF SOUTH WEST WATER’S LONG-TERM AMBITION IS TO BE RECOGNISED BY THE 
BUSINESS COMMUNITY AS A LEADER IN WATER EFFICIENCY. WE HAVE ALREADY TAKEN 
STEPS TO PURSUE THIS THROUGH WATER AUDITS AND JOINT INITIATIVES WITH LEADING 
WATER CONSERVATION TECHNOLOGY PROVIDERS.     

JO PEARCE
POLICY AND COMMERCIAL DEVELOPMENT 
OFFICER, ExETER CITY COUNCIL

“Together with Source for Business we are now 
looking at other water-saving solutions, such  
as rain water harvesting, and we will continue  
to strive to reduce the effects of our services on  
the environment and, in turn, reduce our costs 
through resource efficiency.

The water efficiency surveys have been 
fundamental to reducing our water consumption. 
The new water-saving products recommended 
not only reduced our water consumption but 
also provided substantial financial savings. The 
support and guidance from Source for Business 
and EcoSave has really generated a sense of 
accomplishment across all our employees.”

MARK BEVAN
GENERAL MANAGER, HOBURNE HOLIDAY 
PARK, TORBAY

“In today’s world it is important that businesses 
have long-term commitments to the environment, 
as well as looking at the most effective ways to  
save money. With the help of Source for Business 
we were able to do just that.

By installing a number of simple and cost-effective 
devices we have managed to save approximately 
£4,000 a year off our water bills and cut water 
usage by around 1,000 cubic metres.”
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ENVIRONMENT

The South West is blessed with a unique natural environment that has 
shaped the culture and lifestyle of the region while providing the focus 
for a thriving tourism and hospitality industry and a growing renewable 
energy sector. 

Over the last two decades South West Water has spent more than  
£2 billion improving the region’s sewerage system and transforming  
the region’s bathing waters. We have invested in renewable 
technologies to reduce our carbon footprint, pioneered environmentally 
sensitive initiatives ranging from our catchment management 
schemes to sludge recycling, and prioritised the identification and 
implementation of measures to reduce the environmental impact  
of all areas of our operations. 

Our customers attach a high importance to the environment and they 
expect us to protect it at all times. 

➜
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Cathy McGarvey, Environmental Co-Ordinator,
Dawlish Warren, Devon



page 44                                                    www.southwestwater.co.uk/waterfuture

EnVIROnmEnT WATERFUTURE

OUR OBJECTIVES

Our aim is to protect the environment through environmentally 
sustainable actions and initiatives.

1. Prevent any harmful pollution incidents. By separating, where possible, the waste water from homes and 
businesses from the water that drains into the sewerage network through public drains (surface water) we can 
reduce the risk of combined sewer overflows (CSOs) discharging storm water into rivers or the sea during periods 
of intense wet weather. We also need to invest in the maintenance and reliability of our waste water treatment 
works, taking steps where necessary to safeguard them from the potential effects of climate change (e.g. flooding, 
sea level rises).

2. Improve our waste water treatment processes to meet all emerging regulations. Bathing, shellfish and river 
water regulations are changing. We will continue to invest in our waste water treatment processes to make sure 
that we meet these increasing requirements, recognising the importance of ensuring our region’s bathing and 
shellfish waters meet the highest standards. We will also deliver significant improvements at those waste water 
treatment works where we know there are odour issues.

3. Prevent sewer flooding of homes, businesses, public spaces and roads. We will take steps to prevent internal 
sewer flooding at any properties still at risk. We will also work with the relevant authorities to ensure that  
measures and systems are in place to reduce the risk of external sewer flooding. 

4. Improve energy efficiency and minimise our carbon footprint. Through investment in energy efficiency 
measures and initiatives, plus an increase in our renewable energy generation, we will keep our energy costs  
as low as possible while helping to facilitate green economic growth.

OUR 25-YEAR VISION

Number of harmful pollution incidents (category 1&2)

River water quality standard

Frequency of combined sewer overflows (CSO) spills

Waste water quality standard

Bathing water quality standard

Number of odour complaints from customers

Number of internal sewer flooding incidents

Number of external sewer flooding incidents 

Volume of energy generation at South West Water sites

Greenhouse gas emissions

Carbon footprint

Aim for zero harmful pollution incidents (category 1&2)

quality of all rivers graded as excellent

CSO spills minimised

100% compliance with waste water quality standard

All bathing waters compliant with EU 'good' or 'excellent' standard

Number of odour complaints from customers approaching zero

Number of internal sewer floodings approaching zero 

Number of external sewer floodings (except those caused by extreme 
events) approaching zero

50% of requirements generated on site

Year on year reduction in greenhouse gas emissions

Year on year reduction in carbon footprint

TARGETSMEASURES OF SUCCESS
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BARNSTAPLE

Exmoor

DartmoorBodmin 
Moor

ILFRACOMBE

BUDE

BODMIN

PADSTOW

PENZANCE
FALMOUTH

TRURO

PLYMOUTH

NEWTON 
ABBOT

EXETER

HONITON

OKEHAMPTON

LAUNCESTON

Make improvements 
at those waste water 
treatment works with 
the highest number of 

odour-related customer 
contacts. These will 

include Camels Head 
(Plymouth) and Hayle 

waste water treatment 
works. 

Carry out sewer 
separation work at 
those sites most at 

risk of failure during 
extreme weather 

events.

Install three new 
Advanced Anaerobic 

Digestion centres 
at Hayle, Plymouth 
and Exeter in order 

to increase our 
renewable energy 

generation. 

Put measures in place to limit 
the impact of climate change 
on our assets. This includes 

flood prevention measures at 
Countess Wear and steps to 

control the amount of salt water 
entering the network as a result 

of sea level rises and storm 
surges in Salcombe, Fowey, 

Falmouth and Plymouth. 

Carry out capital 
maintenance investment 
schemes targeting key 
assets to improve their 

reliability and reduce the 
risk of pollution. The waste 
water treatment works at 

Countess Wear (Exeter) and 
Plympton (Plymouth) are 

earmarked for substantial 
programmes of work.

Reduce the number 
of properties at risk 

of sewer flooding 
through capital 

maintenance schemes 
targeting key assets 

and through the 
adoption of private 
pumping stations.

Increase the capacity and 
standard of our waste water 

treatment processes at priority 
sites affecting bathing waters 
and Sites of Special Scientific 

Interest (SSSIs). These will 
include Mothecombe, Looe, 
Lyme Regis, Combe Martin, 
Torbay, Teignmouth, Slapton 

Ley and Loe Pool. 

Improve surface water drainage 
in key areas including Camborne 
and Redruth, Torbay, Plymouth 
and Exeter in order to prevent 

flooding and reduce the burden 
placed on sewers during periods 

of heavy rainfall. We will also 
continue to work with local 

authorities and developers on 
sustainable drainage systems. 

OUR NEXT STEPS (2015-2020)

Repair and refurbish 
those areas of the 

pipe network most in 
need of improvement. 
The networks serving 
Exeter and Plymouth 

both need investment to 
prevent potential sewer 

collapses.
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IN ORDER FOR US TO ACHIEVE THIS OBJECTIVE WE WILL INVEST IN: 

 ✔ separating surface and waste water to prevent spillages from combined sewer 
overflows (CSOs) during extreme wet weather events 

 ✔ improving our pumping stations to prevent storm overflows into the most sensitive 
environments such as shellfish and bathing waters

 ✔ using innovative new technologies to monitor sewer and surface water drain levels to 
help prevent any pollution events through improved early warning systems

 ✔ carrying out more frequent sewer cleansing work to reduce the risk of sewer 
blockages.

 ULTIMATELY, OUR GOAL IS  
TO ELIMINATE HARMFUL 
POLLUTION INCIDENTS  
ALTOGETHER 

South West Water has one of the best 
records in the industry for avoiding the 
most serious pollution incidents. But there 
are steps we need to take to reduce the 
risk further, especially given the impacts 
that climate change and population  
growth are already having on our assets 
and networks.

Tackling the causes of pollution will 
require partnership working with other 
agencies and organisations in addition to 
our domestic and business customers. 
This will include steps to improve urban 
drainage (see page 50) and targeting the 
causes of sewer flooding.

 PREVENTING POLLUTION 

The tourism, fishing and shellfish 
industries are vital to the economy of 
the South West and its quality of life, 
so it is imperative that we protect 
coastal and river water quality. 

Image courtesy of the Environment Agency
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 CASE STUDY 
BEACHLIVE 
IN 2011, WE LAUNCHED BEACHLIVE, AN ONLINE 
SERVICE WHICH OFFERS LIVE INFORMATION ON 
POTENTIAL RISKS TO BATHING WATER qUALITY 
CAUSED BY OVERFLOWS IN THE PUBLIC SEWERAGE 
NETWORK. 

These overflows happen when the system, which receives a combination of waste 
water and surface water, is overloaded due to storm events. We have the capacity 
to store surplus water, but increasing volumes of run-off require overflows to 
operate as a safety valve when this capacity is exceeded, in order to minimise  
the risk of sewer flooding affecting homes and properties.

The information from our network monitoring is fed into a website portal which 
uses a colour-coded alert system to show the status of 70 beaches across the 
region.                                                                                             
        www.beachlive.co.uk

West Cornwall fishing cove
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 IMPROVING WASTE WATER TREATMENT
SOUTH WEST WATER CONTINUES TO MAKE THE NECESSARY 
INVESTMENT IN AREAS SUCH AS PHOSPHATE AND NITRATE 
REMOVAL AND IN THE RESILIENCE OF OUR ASSETS TO ENSURE 
THAT THE qUALITY OF THE WASTE WATER RETURNED TO THE 
ENVIRONMENT MEETS OR ExCEEDS THE STANDARDS SET BY  
OUR REGULATORS.  

In 2011, a record number of the bathing waters in our region achieved the European 
Union’s highest standard (137 out of 144). The latest available analysis has also shown 
that our region has the largest percentage of high-quality rivers in England. 

As new standards emerge over the next 25 years we will continue to ensure  
that we take action, where necessary, to improve our waste water treatment processes.  
The revised Bathing Water Directive – which comes into force at the end of the 2015 
bathing season – is one example. This will introduce tighter water quality standards  
and a revised classification system. 

Ana Dieguez, Analyst
Countess Wear Laboratory, Devon
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In the last 15 years we have made substantial progress on reducing the problem of 
internal sewer flooding (of homes and businesses) and, as a result, very few properties 
in the region are now at risk. Those that are will be afforded at least temporary 
protection (e.g. non-return valves) by 2015 with permanent solutions carried out in  
future years.

External flooding (of roads, gardens, urban or public spaces) is a more widespread 
problem. Due to its hilly topography, the South West is particularly susceptible to flash 
flooding. Given that the intensity of rainfall in our region is expected to increase, we need 
to invest in improvements to our waste water treatment works and network so that they 
can cope with changes in the volume and nature of water during such events. 

The amount of surface water entering the sewers not only increases the risk of sewer 
flooding and pollution but also uses up sewer capacity. In the longer term, the pressure 
on sewer capacity will increase as the population grows. Over the next 25 years our 
investment in separating surface water from waste water is aimed at ensuring that 
‘sewers for sewage’ becomes the norm. 

Tackling external sewer flooding is not something we can achieve alone. South West 
Water will continue to work with partner agencies and organisations such as local 
councils to improve drainage (e.g. from highways) in order to reduce the volume of 
surface water entering the sewer network. Similarly, it is our intention to encourage 
more customers to take simple steps such as collecting rain water in water butts for 
garden use in order to reduce the amount of run-off from roofs and yards.  

THE FACTORS RESPONSIBLE (EITHER WHOLLY OR IN PART) FOR 
ANY SEWER FLOODING INCIDENT CAN BE GROUPED INTO THREE 
CATEGORIES:  

➜					 infrastructure-related (e.g. equipment failures, sewer collapses, sewer blockages)

➜ natural (e.g. above average rainfall or extreme river flows) 

➜	misuse (e.g. sewer blockages caused by fats or grease being poured into the   
 drain).

 PREVENTING SEWER FLOODING
SEWER FLOODING IS ExTREMELY UNPLEASANT AND 
REPRESENTS A THREAT TO THE HEALTH OF PEOPLE, 
BUSINESSES AND THE ENVIRONMENT. 

Blockages caused by fats, oils and grease are a particular problem – South West 
Water spends over a £1 million per year to remove in excess of 3,000 tonnes of 
solidified fat from our region’s sewers. Pressures to reduce the amount of waste sent 
to landfill may also be resulting in excess food or organic material being put down  
the drain and this is something we are also planning to address, working with  
local authorities.

 IN ADDITION TO CARRYING OUT PROGRAMMES OF SEWER 
CLEANSING WE WILL ALSO CONTINUE TO RAISE AWARENESS 
WITH OUR BUSINESS AND DOMESTIC CUSTOMERS ABOUT 
THE INCREASED SEWER FLOODING RISK CAUSED THROUGH 
IMPROPER USE OF SEWERS AND DRAINS. 
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 CASE STUDY 
FLOOD PREVENTION IN CAMBORNE AND TORBAY     
TO DEAL WITH ExTERNAL SEWER FLOODING SOUTH 
WEST WATER HAS BEEN ACTIVELY WORKING WITH THE 
ENVIRONMENT AGENCY, LOCAL AUTHORITIES AND 
OTHER STAKEHOLDERS TO DEVELOP SUSTAINABLE 
SOLUTIONS TO URBAN DRAINAGE PROBLEMS AS  
PART OF DEFRA’S PILOT PROJECT IN THE CAMBORNE 
AND TORBAY AREAS.

The activities carried out have ranged from the identification and correction of 
illegal connections between businesses and the sewer system, awareness-raising 
work within the community and training for key stakeholders such as developers, 
business owners and highways staff. 

Looking ahead, legislation may be required to confirm responsibilities for urban 
drainage and Sustainable Drainage Systems (SuDS). In the meantime, South West 
Water will continue to work proactively with local councils and other partners on 
joint initiatives such as these.

Town centre flooding, Torquay, Devon
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 ACHIEVING IMPROVED ENERGY EFFICIENCY AND A REDUCED 
CARBON FOOTPRINT

South West Water is one of the largest users of energy in the region. Over the last two 
decades much of our investment has been driven by quality regulations and planning 
permissions requiring new facilities in environmentally sensitive locations This has 
resulted in a significant increase in our power and chemical usage and it means that  
our waste water operations are exceptional in terms of carbon emissions.

The nature of the South West provides further opportunities for renewable power 
generation and renewable technologies will play an increasing role in our energy 
strategy. We are intending to develop the full potential of hydro power at all our sites 
where water pressures and volume make it viable.

WE ARE ALREADY TAKING STEPS TO REDUCE OUR ENERGY 
USAGE AND CARBON FOOTPRINT. THESE INCLUDE:

 ✔ monitoring and adjusting equipment, processes and systems to improve energy 
efficiency (asset optimisation)

 ✔ using remote and computer-operated ‘smart’ technologies to control assets and 
manage our workforce more effectively (Phased Utilisation of Remote Operating 
Systems or PUROS)

 ✔ implementing in-house initiatives to cut energy use (PowerDown) 

 ✔ expanding our use of renewable energy (including hydro, combined heat and power).

OVER THE NEXT 25 YEARS WE WILL CONTINUE TO INVEST  
IN ORDER TO ACHIEVE THE FOLLOWING:

 ✔ 50% of the energy we use will be generated on-site by 2040

 ✔ carbon emissions will be reduced in line with the national framework (an 80% 
reduction due by 2050 based on 2006 baseline).

 IN ADDITION TO HYDRO POWER GENERATION 
WE ALSO PLAN TO INVEST IN OUR SLUDGE 
TREATMENT AND RECYCLING FACILITIES. 

At present we treat and recycle sludge for use on agricultural 
land through conventional Anaerobic Digestion processes and 
lime treatment systems. In order to provide a more sustainable 
approach to our recycling, our vision is to upgrade three 
regional sludge centres to utilise Advanced Anaerobic Digestion 
(AAD). This uses processes involving high temperatures and 
pressure to break the sludge down before digestion in order to 
maximise the production of biogas. 
 
We will continue to recycle the resultant by-product (biosolids) 
as an organic fertiliser for agricultural purposes.
 
Significant environmental benefits will be offered by this 
investment:
➜  reduced volume for recycling (by over 50%) and hence 

reduced recycling transportation costs

➜  increased renewable energy production (over 200%) 
through Combined Heat and Power (CHP) or direct injection 
of biogas to grid

➜  reduced carbon footprint as a result of less chemical 
addition through lime treatment, moving from 30% 
digestion to nearly 100% enhanced digestion.

 
A phased approach to the construction of the AAD plants 
would be necessary, with the existing sludge treatment centre 
at Plympton providing the primary focus.

Bell-mouth spillway at 
Roadford Reservoir, Devon

Gas holder at Totnes waste water treatment works, Devon
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FINANCE AND ECONOMY
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South West Water plays a significant role in the regional economy, 
supporting thousands of jobs both directly and indirectly through the 
contractors and suppliers with which we work.

In order to stay successful we need to continue to grow and attract the 
cheapest rates of finance. To achieve that, we need to make sure we are 
as efficient as possible, making the most of our resources and having a 
positive impact on the local economy.

➜

Megan French, Analyst, Pennisula House, Devon
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OUR OBJECTIVES

Our vision is to continue supporting the regional economy 
through the provision of resilient services, ensuring our 
investment plans are balanced and are in the areas that  
deliver the most for our customers, whilst keeping our costs  
as low as possible.

1. Be at the forefront of efficiency, ensuring that finance providers receive an adequate return for their 
investments. This will be achieved through improving our own productivity and working with our suppliers and 
contractors to ensure that any cost reductions are sustainable over the longer term. 

2. Continue to keep financing costs as low as possible by attracting the cheapest sources of finance.  
Our gearing will be at an optimum level, allowing ready access to funding at competitive rates. This will allow us to 
always fund our investment needs and take responsible financial decisions. 

3. Ensure our investment plans are balanced so that investments are only made in the areas that customers and 
stakeholders value. This will be achieved by continuing to invest broadly similar amounts of expenditure across 
each of our four key strategic outcomes: reliability, responsiveness, resilience and sustainability.

4. Ensure that all our customers who can afford to pay their water and sewerage bill do so, significantly 
reducing the cost of bad debts. This will result in lower bills for all customers and will be achieved through debt 
management tools, affordability initiatives and the use of social tariffs.

OUR 25-YEAR VISION

Operating cost efficiency industry indicator

Capital efficiency industry indicator

Total expenditure efficiency indicator

Interest rates

Customer satisfaction with value for money

Percentage of customers affected by water poverty who are assisted 
by South West Water affordability initiatives

Industry-leading efficiency

Industry-leading efficiency

Industry-leading efficiency

Industry-leading finance costs

Industry-leading percentage of customers value the services provided

Majority of customers affected by water poverty assisted by South 
West Water affordability initiatives 

TARGETSMEASURES OF SUCCESS
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WATERFUTURE FInAnCE AnD ECOnOmY     

Achieve value for 
money for our 

customers by being 
as efficient as 

possible in delivering 
our services and 

investment plans.

Work with trusted 
third parties such 
as Citizens Advice 

Bureau and Age UK to 
support customers in 
managing their bills.

Prioritise investments in 
those areas and services 

that customers and 
stakeholders value most.

Maintain a level of gearing 
that is attractive to finance 

providers and pursue 
innovative financing 

strategies to further reduce 
interest costs.

OUR NEXT STEPS (2015-2020)

Ensure that all our customers 
are treated appropriately to 
their circumstances. We will 
offer a number of initiatives, 

including social tariffs to 
assist those struggling to pay 

their bills.
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FInAnCE AnD ECOnOmY WATERFUTURE

 MAXIMISING EFFICIENCY AND MANAGING COST PRESSURES 
South WeSt Water iS on courSe to exceed the efficiency 
targetS Set by ofWat for 2010–2015 at the laSt price 
revieW. through continuouS innovation and target-
Setting Within the buSineSS We have made SubStantial 
progreSS on making efficiencieS in the coStS that  
We incur. 

 A SUSTAINABLE SOUTH 
WEST WATER WILL BE 
MORE EFFICIENT IN THE 
LONG RUN

We will work in collaboration with 
our suppliers through innovation and 
continuous improvement to maximise 
value and improve service levels to 
customers. We only procure goods and 
services through approved suppliers 
and contractors whose products and 
services meet our own requirements 
and whose quality, service ethic and 
environmental practices correspond 
with our own. 

Where there are pressures on the cost of providing services, such as energy prices, we 
do everything we can to minimise them. Improving our productivity, controlling bad debt 
costs through our affordability strategy, and taking steps to minimise our energy usage 
are successful examples of this. 

We expect this approach to continue. It is our intention to identify what efficiencies 
are achievable, depending on the level of investment and service improvement we are 
proposing. This will ensure future bills represent value for money.

ALL THE COSTS THAT SOUTH WEST WATER INCURS FALL INTO 
ONE OF THREE CATEGORIES:  

➜					 operational day-to-day running costs (e.g. people, chemicals and taxes)

➜  expenditure to secure and improve services (e.g. replacement/refurbishment of  
pipes and works) 

➜		financing costs on the borrowing required for historic and future investment in our 
asset base.

Martyn Squires, Waste Water Operator,
Brokenbury Waste Water Treatment  Works, Devon
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WATERFUTURE FInAnCE AnD ECOnOmY     

 FINANCING STRATEGY
THE CHALLENGE FOR SOUTH WEST WATER IS TO ATTRACT AND 
SECURE THE FINANCE WE NEED TO UNDERTAKE IMPROVEMENTS 
TO THE SERVICES WE PROVIDE AT MINIMUM COST TO OUR 
CUSTOMERS.

Finance is provided from three sources: customer bills, borrowing from debt finance 
providers and raising money from equity finance providers (shareholders).

The investment required to make improvements since privatisation has been financed  
by both customers and finance providers. 

Funding from finance providers will continue to be required for the next 25 years. In 
order to raise finance in a cost-effective manner there must be confidence that the 
returns our funders receive on their investment are secured.

This ensures that customers pay the minimum amount necessary for the services  
they receive over the long term. Finance providers are more likely to invest in a company 
with sufficiently attractive profits in the long term to retain and attract investment.  
A stable and trusted regulatory framework is also necessary. Financial resilience 
requires financial providers to be attracted by a rate of return that is fair compared to 
other sectors.

Average bills are forecast to increase by around 0.5% per annum above inflation between 
2015-2040 to pay for the investments that customers support and legislation requires. 
Changes in costs and the need for increased maintenance as assets age mean that in 
any five year period customer bills could increase by more than this. We will target the 
timing of the investment programme over the next 25 years to allow gradual, rather than 
dramatic, changes to customer bills wherever possible. This will avoid placing a burden 
on a particular generation.

 BALANCED INVESTMENT PLAN

Bills have been rising since privatisation and affordability is an issue for some 
customers. Any step change service improvements may increase costs and, 
therefore, we must make continued improvements and efficiencies, and deliver 
innovation, to keep costs as low as possible. We must invest to ensure our assets  
and our workforce continue to deliver the water and sewerage services which 
improve lives and allow businesses to thrive.  

In some areas, it will be vital to invest sooner rather than later because not doing  
so will run the risk of our networks failing to cope with the extra demands we 
foresee and make it more difficult to deliver the improvements our regulators  
and customers will expect. 

Sitting and waiting is likely to lead to increased costs and steeper price rises  
in decades to come as well risk undermining the region’s drive for renewed  
economic growth.
    
There is choice about how and when some of the investments can be delivered – 
some can be accelerated and some deferred. This will be determined by balancing 
levels of risk with customer priorities.  

Martyn Squires, Waste Water Operator,
Brokenbury Waste Water Treatment  Works, Devon
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FInAnCE AnD ECOnOmY WATERFUTURE

 AFFORDABILITY AND TARIFFS
IT IS OUR AIM TO TREAT CUSTOMERS APPROPRIATELY TO THEIR CIRCUMSTANCES AND WE WILL 
CONTINUE TO OFFER A NUMBER OF INITIATIVES TO ASSIST THOSE STRUGGLING TO PAY THEIR BILLS 
THROUGH A FREE DEBT HELPLINE, PAYMENT PLANS, WATER METER AND CONSERVATION ADVICE.

OUR AFFORDABILITY MEASURES TO SUPPORT THOSE 
STRUGGLING TO PAY THEIR BILLS INCLUDE: 

 ✔ WaterCare – operating since 2007, this programme assists vulnerable 
customers in debt through a benefits and tariffs review, free metering and 
free water-saving devices.  In 2011, its scope was extended as WaterCare+ to 
offer customers free energy audits. Customers are offered energy-saving 
ideas to make their homes more energy efficient, and can also be referred to 
energy efficiency grant schemes, where eligible, such as loft or cavity wall 
insulation.  We have recently referred our 10,000th customer onto WaterCare

 ✔ Restart – helping customers who are in debt to reduce their debt by 
incentivising them towards a pattern of regular payments

 ✔ FreshStart Fund – administered by an independent body led by the Citizens 
Advice Bureau, this fund is available for customers who encounter a change in 
circumstances that leads them to debt, and involves giving grants to write off 
water debt. The average grant awarded to customers qualifying for FreshStart 
in 2011/12 was around £500

 ✔ money advice sponsorship – since 2006 South West Water has been funding 
the training of regional debt advisors through sponsorship of the Citizens 
Advice Bureau network making sure they have close contact with the company 
and a full understanding of the assistance available

 ✔ we have established a ‘water debt gateway’ with South West Citizens Advice 
Bureau. Customers struggling with their water bills can access the full range 
of affordability measures through a trusted third party

 ✔ WaterSure – the take up of WaterSure in the South West accounts for nearly 
25% of all WaterSure customers in England.  As at 31 March 2012, 10,606 
households were registered for WaterSure. 

Our industry-leading ‘Affordability Toolkit’ was recognised by the Citizens Advice Bureau 
in its 2011 publication ‘How to do the right thing. Examples of good practice that help 
consumers address and overcome periods of financial difficulty’. 

We will continue delivering 
campaigns for relevant sectors 
experiencing affordability issues, for 
example by working in partnership 
with Age UK. We will also continue to 
provide training for Citizens Advice 
Bureau staff.

We will develop our debt 
management strategy in order to 
keep it at a minimum and reduce the 
knock-on effect it has on customer 
bills. First and foremost, our strategy 
is designed to differentiate between 
those who have real difficulty in 
paying and those who could pay but 
simply will not.  

THE ACTIVITIES BELOW WILL BE USED TO HELP US RECOVER 
DEBT: 

 ✔ development of our credit management system

 ✔ working with other agencies such as the Citizens Advice Bureau

 ✔ seeking legislation to increase the responsibility of landlords and allow 
greater data sharing with local authorities and other public bodies to help us 
manage debt.

WE WILL USE A COMBINATION OF METERING, WATER EFFICIENCY 
AND NEW TARIFF APPROACHES TO HELP ANY CUSTOMERS WITH 
AFFORDABILITY ISSUES AND WE WILL WORK WITH GUIDANCE 
FROM OFWAT, CONSUMER COUNCIL FOR WATER (CCWATER) AND 
DEFRA IN DEVELOPING OUR TARIFF APPROACHES.
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 CASE STUDY
SOCIAL TARIFF PROPOSAL 
SOUTH WEST WATER PLANS TO INTRODUCE A COMPANY 
SOCIAL TARIFF FOLLOWING THE FINALISATION OF 
DEFRA GUIDANCE. IT IS IMPORTANT IN THE SOUTH WEST 
THAT A SOCIAL TARIFF IS INTRODUCED ALONGSIDE 
THE GOVERNMENT BILL REDUCTION NOW THAT THE 
GOVERNMENT POLICY HAS BEEN FINALISED.

In line with government guidance, extensive customer research has been carried 
out to test support for a social tariff. Customers have indicated that the preferred 
tariff should be for metered customers and be a percentage discount to eligible 
customers rather than a capped tariff. They want to retain the incentive to be 
water efficient.

The tariff is expected to help approximately 10,000 customers, with the most in 
need in all customer groups being helped. The tariff will be aimed at low-income 
customers and the value of help will depend on the level of household income.

Using government statistics on poverty line household incomes and the water 
poverty indicators of 3% and 5%, this tariff will provide eligible customers with an 
affordable bill that is, in most cases, either below the 3% indicator or between the 
3% and 5% of income spent on the household water bill.

Plymouth city centre, Devon
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PEOPLE AnD COmmUnITY WATERFUTURE

PEOPLE AND COMMUNITY

As a large private sector investor in the region, a major employer  
and key infrastructure provider, our actions affect the communities  
we serve. 

We are proud to support the South West and we will continue doing 
all we can to help foster its economic and social development while 
protecting its unique environment.

In recent years, we have re-established and re-modelled our 
apprenticeship, classroom education and staff volunteer programmes 
and maintained our Investors in People status while strengthening our 
sponsorship and community funds. These support around 300 charities 
and community groups in the South West.

We are also developing academic partnerships with the region’s 
colleges and world-ranking universities – Exeter and Plymouth. 
Meanwhile, we continue to promote leisure, recreation and education 
activities around our reservoirs.

➜
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Jackie Pells, Customer Caravan Co-ordinator



page 62                                                   www.southwestwater.co.uk/waterfuture

PEOPLE AnD COmmUnITY WATERFUTURE

OUR OBJECTIVES

Our vision is to sustainably improve services and be a good 
neighbour while having a positive impact on the communities  
we serve and the people we employ.

1. Be recognised as one of the region’s best companies to work for. We will do this by supporting our staff, 
providing a safe working environment and giving them the skills they need to do their jobs and the incentives and 
opportunities to further their careers.

2. Be seen as an employer that is a positive force for good in our community. This will be achieved by offering 
support to universities, colleges and schools, sponsoring charities and organisations and supporting our 
employees to take part in voluntary work around the themes of water, youth and the environment (e.g. beach 
cleans and conservation work).

3. Improve the region’s quality of life through working in partnership with a range of organisations to protect, 
promote and improve the access and recreation opportunities offered by our region's lakes, reservoirs and  
bathing waters.

4. Support community groups and organisations at a local and regional level. This will include expanding our 
already good links and support for the region’s Wildlife, Lakes and River Trusts to protect species which live on  
or around our working assets.

OUR 25-YEAR VISION

Employee satisfaction levels

Number of apprentices

Visitor numbers at recreational sites (reservoirs and lakes)

Number of accidents at work

Staff productivity

Staff absence

Number of community volunteer days

Industry-leading employee satisfaction levels

Year on year increase in the number of apprentices employed

Year on year increase in visitor numbers at recreational sites

Zero RIDDORs4

Industry-leading staff productivity

Staff absence rate better than industry average

At least 100 volunteer days spent in the community

TARGETSMEASURES OF SUCCESS

4Reporting of Injuries, Diseases and Dangerous Occurrences Regulations.
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Support and develop 
access and recreation 

opportunities with South 
West Lakes Trust and 
other partners at our 
lakes and reservoirs.

Invest in the training, 
development 

and safety of our 
employees to nurture 

a more skilled and 
motivated workforce.

Provide a wider range of 
conservation activities 
for our customers to 

enjoy such as sponsored 
river walks and rockpool 

rambles.

Develop education 
schemes in partnership 

with local schools, 
colleges and universities.

OUR NEXT STEPS (2015-2020)

Develop more links 
with community 

and charity projects 
relating to water, 

youth and the 
environment.
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OUR EMPLOYEE DEVELOPMENT SCHEMES INCLUDE: 

 ✔ progression schemes

 ✔ a variety of cross-skilling programmes 

 ✔ leadership and management development schemes 

 ✔ apprenticeship schemes

 ✔ graduate schemes

 ✔ collaborative projects, innovation and research  with the region’s educational 
institutions.

PEOPLE AnD COmmUnITY WATERFUTURE

 BEING THE EMPLOYER OF CHOICE
IT IS OUR AIM TO BE ONE OF THE REGION’S BEST COMPANIES TO 
WORK FOR AND WE PRIDE OURSELVES ON BEING A RESPONSIBLE 
EMPLOYER, ATTACHING PARAMOUNT VALUE TO SAFETY, TRAINING 
AND THE NEEDS AND AMBITIONS OF OUR EMPLOYEES. 
 
Strict health and safety regulations require significant investment to meet and we have 
detailed strategies in place to prevent incidents and promote best working practice. 

We will continue to take all steps necessary to ensure we adhere to health and safety 
guidance while also promoting safe working practices through in-house initiatives.

Succession planning will play an increasingly important role to ensure that essential  
skill levels within the organisation are enhanced and linked to our plans for the future. 
We have already implemented various development programmes and we will continue  
to expand these to ensure we have the right balance of skills for the years ahead. South 
West Water is an equal opportunities employer, which recognises the importance and 
benefits of a diverse workforce. 

Abhinav Gosavi joined the PUROS team as part  
of his 'Year in Industry' university placement.
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OTHER CONSERVATION ACTIVITIES INCLUDE: 

 ✔ grassland management  to encourage the growth of wildflower meadows as a  
natural habitat

 ✔ heathland restoration and the control of illegal grazing at Park and Stannon Lakes – 
our new reservoirs for Cornwall

 ✔ repopulation of moorland wildlife at our 'Upstream Thinking' sites. This includes bird 
species such as curlew, snipe and dunlin, other wildlife including adders and various 
species of frog, flora such as sphagnum moss and insects such as marsh fritillary 
butterflies (pictured right).

WATERFUTURE PEOPLE AnD COmmUnITY     

 CONSERVING AND PROTECTING
THE SOUTH WEST IS HOME TO A HUGE ARRAY OF PLANT AND 
ANIMAL LIFE INCLUDING A NUMBER OF ENDANGERED SPECIES. 
 
South West Water aims to ensure all our activities have zero or minimal impact on 
habitats and wildlife. Where possible, we will also take steps to improve the biodiversity 
of our operational sites, for example through the installation of bird boxes and 
transformation of old storage pools into wildlife-friendly ponds.

THROUGH OUR BIODIVERSITY ACTION PLANS AND ECOSYSTEM 
SERVICES WE WILL CONTINUE TO PROTECT THE FLORA AND 
FAUNA OF OUR REGION, IDENTIFYING AND IMPLEMENTING 
CONSERVATION MEASURES WHEREVER POSSIBLE.

 IMPROVED QUALITY OF LIFE THROUGH BETTER 
ACCESS AND RECREATION
OUR LAKES AND RESERVOIRS ARE ALREADY 
DESTINATIONS FOR BOTH THOSE WHO LIVE  
IN THE REGION AND THOSE WHO VISIT. 

They provide ideal opportunities for a range of activities such as 
watersports, bird watching and fishing. 

The recreational, conservation and public access opportunities 
at these sites are managed by the South West Lakes Trust 
(www.swlakestrust.org.uk), an independent charity established 
specifically for this purpose. 

We back the Trust’s aim of providing more access, education and 
leisure opportunities, while ensuring the protection of wildlife and 
the natural environment around our lakes and reservoirs.

Siblyback Reservoir, Cornwall
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PEOPLE AnD COmmUnITY WATERFUTURE

 CASE STUDY 
SURF LIFE SAVING GREAT BRITAIN
for a decade, We have been Supporting effortS 
to Save liveS around the beautiful 625-mile 
South WeSt coaStline. 

Surf Life Saving Great Britain (SLSGB) is based in the region, trains volunteers 
and professional lifeguards and teaches life-saving skills to thousands of 
youngsters every year.

The link began as a practical demonstration of the quality of life benefits brought 
by the company’s Clean Sweep programme, which has transformed the quality of 
bathing waters over the last two decades.

Increased year-round visitor numbers at bathing waters have put a new 
urgency on the need to provide trained lifeguards and ensure volunteers in local 
communities have the skills they need to act in emergencies.

We support SLSGB to enable them to train volunteers in clubs around the 
region, to provide beach safety education for local seaside communities and to 
communicate important safety messages to help make our beaches safer. We 
also sponsor the annual British Life Saving Sport Surf Nipper Championship in 
which hundreds of youngsters showcase their skills at a Clean Sweep location.  
All participants receive a free water bottle so they can keep hydrated at school 
and on the beach.

“The Clean Sweep investment in protecting the region’s bathing waters means 
there are millions of visitors on our beaches and in the sea all year round. It’s 
vital to invest in life-saving skills at a community level and we are delighted South 
West Water has done that, particularly in helping us recruit and train the next 
generation of life-savers.” Esther Pearson, Chief Executive, Surf Life Saving GB.

Learner surfers take to the water in North Devon
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 CASE STUDY 
IMPROVING WILDLIFE HABITATS
TOGETHER WITH THE SOUTH WEST LAKES TRUST, 
WILDLIFE TRUSTS AND OTHER CONSERVATION 
ORGANISATIONS, WE CONTINUE TO TAKE STEPS TO  
PROTECT AND ENHANCE WILDLIFE HABITATS ON 
OUR OPERATIONAL SITES, REDUNDANT LAND AND 
RESERVOIRS. 

One example is the otter holt created at Drift Reservoir in West Cornwall. In 
addition to an extension of the reed bed at Drift, this has been designed to support 
and improve our region’s biodiversity.

Young otter at play
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HAVE YOUR SAY WATERFUTURE

HAVE YOUR SAY

WE WELCOME YOUR VIEWS ON THE ISSUES WE 
HAVE SET OUT IN THIS DOCUMENT, AND ANY 
OTHERS YOU BELIEVE ARE IMPORTANT.

THE INFORMATION YOU PROVIDE WILL HELP  
US TO PREPARE A BALANCED PLAN.
 
You can contact us in the following ways

1. By emailing waterfuture@southwestwater.co.uk

2.  By visiting our WaterFuture website at www.southwestwater.co.uk/waterfuture

3.  By writing to us at WaterFuture, Peninsula House, Rydon Lane, Exeter Ex2 7HR



 

WE ARE ALWAYS LOOKING FOR NEW WAYS TO  
GIVE OUR CUSTOMERS THE OPPORTUNITY TO  
TELL US WHAT THEY WANT FROM US IN THE 
FUTURE. AS PART OF THIS, WE HAVE LAUNCHED  
AN INTERACTIVE WATERFUTURE APPLICATION  
ON OUR WEBSITE.

CHOOSE YOUR WATERFUTURE

Give it a try now at  
www.southwestwater.co.uk/waterfuture
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