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Welcome from our Chair

Our vision is to create  We set out our strategy at the last five-year price review in 2019, and it is now time to refresh
a resilient water future it. You'll see that we’re consulting on our long-term plans for providing water and wastewater

. services, and what our priorities should be in the medium term to 2030.
for our customer in the

We have come to think and work in a much more integrated way within our business,

South East. We . . . .
recognising the clear links between the ways we all live and work and the costs and impacts on

now want to share people and the environment: we simply must use less, recycle more and take more care over all

what this means and that enters our rivers and coasts. Your feedback will help us to shape both our plans for the next

what we’re planning five to 10 years, but also how we deliver on the broader long-term ambitions outlined in

to achieve by 2050. this document.
The challenges we face in doing this are real when we consider the impacts of climate change

and rapid population growth in our region. Warmer temperatures, drier summers and increased
demand, together with more extremes of weather will put additional pressure on our existing
infrastructure. This means we need to think differently about how we can deliver water for

life — to enhance health and wellbeing, protect and improve our environment and sustain local
economies.

We’re also operating in a rapidly changing society that has become used to automation, data
analytics and artificial intelligence. The expectation is that we take advantage of technology to
transform our performance and improve our services, and we must respond. The way we deliver
water and wastewater services to our customers by 2050 is going to look very different. We've
arrived at the long-term priorities and enablers in this document by regularly talking to our
customers, regulators, employees and investors.

So that we can continue to supply high-quality drinking water and efficient wastewater services,
and make a positive impact on our communities and the environment, we need your help.
Please share your views at southernwater.co.uk/HaveYourSay or email us at
PR24@southernwater.co.uk.

K G Louds

el

Keith Lough, Chair
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Our priorities at a glance
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Where we supply water and wastewater services

- Southern Water is the largest water and wastewater « We supply 556 million litres of water a day to 2.6 million
company in the South East. customers living at 1.1 million properties.

- Ourvision is to create a resilient water future for « We remove and recycle 1,371 million litres of wastewater a
our customers. day from 4.6m customers living at 2 million properties.

« Our long-term priorities address challenges and - We directly employ over 2,000 people and many more
opportunities in the face of rapidly changing external through our supply chain.

conditions and trends.
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What we do

67% 28% 5% 13’866 204 697 Customers across the South East go about their daily

: . . : . : lives enjoying a supply of safe, clean drinking water
from aquifers from rivers  from reservoirs kilometre service pumping gy Jjoying I fppy ,f . 9
network EeEelE stations and the removal of wastewater from their homes

s and businesses. In 2021-22, we delivered

We deliver a continuous supply of clean water to 556 million litres per day to customers.
our customers and businesses at an acceptable

— pressure level.

1,371 367

million litres per day treatment works

We process and clean wastewater, meeting strict
environmental standards, before returning it to the
environment.

80 water supply works

Our water supply works treat raw water to :
the highest standards, making it safe to drink. |8

39,900 3,476

kilometres of sewers pumping stations

We currently bill around 2 million customers
directly or indirectly through a joint billing

We collect wastewater from our customers’ homes arrangement with South East Water.

and businesses, and from the drains outside.
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How this document fits with our consultations

In 2017, Southern Water published Water Futures in the South East:
Towards 2050, an independent report outlining the unprecedented
change, challenges and opportunities facing our already water-stressed
region. You can see it here.

We've updated this work to identify what has changed in the last five
years and how the trends and challenges have altered. We’ve included
new approaches to addressing risks and concerns regarding the
environment, new trends in society and opportunities that come from
new and emerging technologies.

We regularly carry out activities where we listen to a diverse mix of
customers and stakeholders. We have used these insights to ensure we
are well informed about what our stakeholders expect from us and what
is important in their lives.

Using the insights gained from looking closely at current and emerging
trends and our listening activities, we’ve carried out a review of our
strategy. This has allowed us to update our strategy to better reflect
challenges happening today and expected tomorrow.

This document sets out a refreshed set of long-term priorities (see pages
14 to 23). We are still collecting feedback on our strategy. If you would
like to contribute please go to page 24 and #HaveYourSay.

Our final long-term priorities will be informed by some of the
consultations we are running, including our long-term plans to supply
water and improve the drainage in our region. You can read more about
them on page 24.

WATER FUTURES IN
THE SOUTH EAST
TOWARDS 2050

Renewal, regeneration and innovation:
re-engineering for the long-term

@ Stantec
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Customer Views on
SW Priorities May
’22, includes an
overview of
feedback we'’ve
heard from a large
base of customers
on their priorities
and focus for
Southern Water
moving forward.
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Water Futures in the South East:
Towards 2050, outlined the
unprecedented change, challenges and
opportunities facing our already
water-stressed region.
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https://www.southernwater.co.uk/media/1844/water-futures-in-the-south-east.pdf
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The trends we see

Growing
population

Population growth will continue placing
more pressure on limited resources.

« The UK’s population has grown by
8.7m people in 20 years.

« By 2050, the population in the South
East is predicted to grow by another
19%-25%.

« Increased housing development and
reduced open spaces will require new
water solutions.

« Greater demand for agricultural
production.

Changing shape of
communities

Communities are adapting due to
demographics and societal changes.

« People are increasingly focused on
health and wellbeing.

« More people are living alone.

« The average age of the population is
predicted to be over 65 by 2050.

+ Increasing mobility means that nearly
3 million households move each year.

« Hybrid working increases demand for
local services.

Evolving customer
expectations

Customer expectations are evolving
with technology and greater access to
information.

« Increasing expectations on speed of
service from other sectors such as
Amazon and Uber.

« Increasing demand for real-time data
that improves their lifestyle and finances.

An expectation of 100% availability from
their utility providers with lower
tolerance of failure.

« A desire for personalised services
tailored to customers’ needs.
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The trends we see

Increasing use Rising concerns about the Climate

of technology environment emergency

Big data, artificial intelligence (Al) and Peoples’ demand to protect the Climate change is impacting our

machine learning are all becoming environment is driving change in environment and the way we operate

increasingly common. government priorities. our water and wastewater services.

« Growing ability to unlock valuable « Social media rapidly exposing « Urgent need to reduce carbon
insights from data. environmental harm. emissions.

« Data becoming increasingly open « Pollutions no longer acceptable. « Forecasts for more extreme weather,

to all — customers, stakeholders . Rare and fragile chalk streams under warmer land, air a.nd sea, polarice
and government. threat melting, changes in ocean currents.

« Increasing automation to simplify and
speed up processes.

Seasonal storms increasing in intensity

Storm overflow systems no longer
y g and hyper-locality.

acceptable to communities.

« Using Al to learn and adapt to changing
environments.

Open-water swimming increasing in Biodiversity reducing.

popularity.
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The challenges we face

Water scarcity

+ Need to protect against
more extreme droughts.

« Pressure to reduce
drinking water taken
from rivers, especially
chalk streams and the
ground.

+ Need to develop new
water sources that are
acceptable to customers,
such as recycling.

« Need to reliably provide
water to growing
communities.

Increased flooding

« Coastal flooding will
increase with higher sea
levels.

« Local flooding is likely
with heavier storm
rainfall.

« Increased coastal erosion
will impact existing
homes.

Meeting customer
expectations

« Improve services quickly,
in line with other
sectors.

« Use technology to
prevent issues before
the customer is aware
of them.

« Provide information

for customers, when they

need it, via the latest
digital channels.

o Offer more tailored
services to different
customer groups.

Affordability

« Bills must remain
affordable for all for an
essential service.

« Vulnerable people and
those on low incomes
need extra protection.

« Inflation at 30-year
highs creating significant
pressure on household
finances.

10

Decarbonisation

+ Reducing carbon
emissions to limit climate
change.

- We generate CO,
through the delivery
of our services.

- Reduce carbon content of
new infrastructure made
of steel and concrete.

« Improve waste processes
to reduce methane and
other greenhouse gases.
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The increasing pace of change

We have looked at what has changed since our Water Futures study five years ago. New trends are emerging and existing
ones are accelerating. But trends can present opportunities too and we will use these opportunities to develop tools to
help us deliver our priorities. These are our business ‘enablers’.

What’s changed since we looked five
years ago:

New emphasis on using nature-based solutions,

and understanding the combined impact of water and
waste services on our rivers, coasts and the
environment.

More emphasis on environmental protection including
better understanding of how to manage flows of
water naturally, to leave as much water as possible

in the environment rather in sewers where it can
overflow or flood.

Need to deliver water in more extreme droughts.
Need to increase biodiversity.

Ever more emphasis on achieving net zero carbon
emission.

More pressure from resource scarcity.
More geopolitical uncertainty.
New focus on inland bathing water and public health.

Affordability and squeeze on household finances has
worsened.

Trends offer opportunities as well as challenges:

Collaboration and partnerships
« New focus from regulators on helping to solve water scarcity.

« Chances to put collaboration at the heart of strategic planning
frameworks.

- Innovative solutions to protect chalk streams are being put in place in
Hampshire.

« Nature-based solutions growing in importance compared to traditional
engineering approaches, and the chance for us to play a key role in
improving the natural capital in our environment.

Digital transformation
» Regional insights to inform engineering and operational readiness.

« Sensors across our network of systems to inform our decision-making
and controls.

- Atrtificial Intelligence (Al) used to predict failure.
« Satellite insights and predictions.
Technology

« Considerable nano-technology research continues including focus on
filters, sensors, energy efficiency and fuel cells.

+ Increasing commercialisation and availability.
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What our customers and stakeholders want from us

Customers Communities Stakeholders

« Clean, safe and high-quality « Dependable services that minimise the « An improved water environment with
drinking water. risks to the region and economy. no risk from company activities.

« Zero pollutions and focus on + Partnerships with other stakeholders « Mitigating and adapting to climate
mitigating and adapting to climate that address community issues and change.
change. challenges, such as flood risk and

- Efficient investment with long-term
resilience in water supply, wastewater

« Local community-led projects supported systems and the environment.
through to completion.

« Clean coastal and river bathing waters. surface water management.

« Improved environment for future
generations. « Improved customer outcomes that meet

« Forums to develop community ideas for the needs of vulnerable customers.
improving wellbeing and health through

access to green and blue places.

« Reliable water supply, minimal
interruptions, or discolouration. « A company that offers sustainable

. No sewer flooding. investment over the long term.

- Significant environmental enhancement
. Affordable bills for all and no water delivered through partnershipS.

poverty in our region.

« Collaboration and partnerships that
deliver sector wide improvements.
« Educational support including
+ Vulnerable customers supported in their understanding of community impact
individual needs. on the water cycle and environment.

« A sector that provides value for money
to customers, society and the

environment.

* Accountable and transparent company. « An open, honest and transparent sector.
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Keeping bills affordable

The water industry has difficult decisions to make when balancing the
investments needed to improve performance in water and wastewater
services while protecting the environment, with the need to manage
bill increases ensuring affordability for all. The challenges to 2050

will mean that this will become more critical and that our plans must
deliver the best value for customers.

High inflation/

Increasing high interest rates
bills

Invest to reduce
pollution

Invest to address
water scarcity

Environmental
enhancement

Reducing
bills

13
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You expect to turn on the tap and get a high-quality, reliable supply of
drinking water, all day, every day — whatever the weather, whatever the
challenge. The look, taste and smell of the water is also important.

15
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We’re investing £800 million to revolutionise the way we source,
treat and supply water across Hampshire and the Isle of Wight by 2040.

find and fix leaks



https://www.southernwater.co.uk/help-advice/leaks/our-efforts-to-detect-and-fix-leaks
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Protecting and improving the environment

Our customers have told us: We will continue to:
You expect us to: - Strive to have a positive impact on the
« Provide efficient wastewater services environment.
while making sure we (and our suppliers)
have a positive environmental impact. By 2050 we will have:
- Do our part to keep rivers, lakes, : :
reservoirs and coasts healthy and clean. - Reduced serious pollution from storm

: : overflows to zero.
- Rejuvenate and enhance nature in our

region whenever we can. « Restored all chalk streams.

- Reduce our emissions and adapt to - Improved the quality of all the protected
climate change. habitats we impact in the region.

« Work with nature to minimise the impact - Captured more rainwater in the ",
of climate change on the services we environment to reduce storm overflows. ‘/
OSSR, - Gone beyond net zero carbon. -/
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We’re measuring embedded carbon emissions as well as
those created as a result of our operations
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Working together to reduce the use of storm overflows.
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Understanding and supporting our customers and communities

Our customers have told us:

You expect us to provide:

Great customer service for all.
Services at an affordable price for all.
Support for our region’s communities.

Spaces that enable the use of water for
wellbeing and recreational purposes.

Support customers and communities to
develop their understanding of the value
of water in the environment.

We will continue to:

- Provide great customer service to
households, businesses, retailers and
developers.

« Ensure our services are affordable for all.

By 2050 we will have:

- Services that are industry leading in
meeting customer needs.

- Communication that provides accurate
and timely information to enable
customers to make considered
decisions.




June 2022

Our new Hardship Fund is offering tailored financial support
where it’s needed most.

NN
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You’re clear that you want us to make sure our business is future proof. This means
investing in our people and in our corporate systems, as well as our water and
wastewater networks. It’s about keeping everything in good working order, from
the health and wellbeing of our teams to the control systems we use to monitor
our operations and the physical kit on site. We have to make sure that our business
is resilient enough to cope with an increasing population, the demands of climate
change and fluctuating prices and availability of goods and resources. We need

to do all this with our local, national and international partners to deliver smarter,
innovative solutions to future challenges.
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Case study

We were pleased to again have been included in the Top 50 UK
Employers, with our ranking improving to 46th position this year
(2020-21: 49). Our new five-year vision for an inclusive company sets
out the pathway to keep improving in this area with a number

of initiatives.

In March 2022, we launched our Equality, Diversity and Inclusion
intranet offering access to a variety of tools and information, including
the programme of campaigns and the employee resource groups,
which continue to evolve. We now have four groups and they are open
to all employees, these are BE YOU (formerly LGBTQ+), Neurodiverse,
Working Parents and the Women’s Network.

There are many other ways that we are promoting equality and diversity,
these include:

« Joining the Women'’s Utility Network in March 2022.
« Celebrating National Inclusion Week for the first time in 2021.

« Monitoring career progression and engagement with training/
development to ensure that there is equal opportunity for
our people.

« Working with our employee resource group to signpost the diversity
days to celebrate and raise awareness.

+ Developing a steering group and a working group to drive positive
action in this area.

- Signing up to the Menopause Workplace Pledge in March 2022 and
making guidance materials available on our ED&l intranet pages.

« Working collaboratively with industry partners, including EU Skills,
Water UK, BITC.

In March 2022, we were delighted to announce our new partnership
with the Women’s Utilities Network. The network aims to support women
to grow and develop their careers in the utilities sector.

Our recruitment processes ensure that blind CV screening is used to
remove any bias at the recruitment stage. We also monitor ethnicity
recruitment statistics at each stage of the recruitment process —
application, interview and hire — ensuring that we are creating a fair
process for all applicants. We have seen an increase in the diversity of
candidates applying for roles following our move to blind CV screening
and the use of gender-neutral language.
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We want to hear your thoughts

We’re setting out here what our Long-Term Priorities are. We’re also developing three
long-term plans covering water scarcity, drainage and wastewater treatment, and our

overall long-term delivery strategy. These plans will be underpinned by what we need to

achieve in our business plan for the years 2025-30.

We want to know what you think about each of our plans, and you can find out more
about them on our website. We will publish a final version of our Long-Term Priorities
later in 2022, reflecting what we have heard from you.

Drainage and Wastewater
Management Plan

Public consultation (non-statutory)
Water Resource

Management Plan
Public consultation (statutory)

Water for Life Hampshire —
Phase 2
Public consultation (non-statutory)

Water Industry National
Environment Plan
Public consultation (non-statutory)

Long-Term Priorities
Engagement

Wholesale — priorities
and affordability
Engagement

24

Have your say at:
southernwater.co.uk/HaveYourSay

Call us by 26 September 2022 on:
0330 303 0277

Email us at:
PR24@southernwater.co.uk

Write to us at Southern Water:
The PR24 Team, Lewes Road, Falmer,
Brighton BN1 9PY

You can also tell us what you like
and don’t like about our approach to
seeking your views.

5951_6.22
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