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This note provides an interim review of emerging findings on the long-term delivery strategy 

(LTDS) following part of the discussion with the Customer Advisory Panel in July 2023 (CAP 

5) 

Please treat with caution: this is not the final analysis but gives a good flavor of the key 

themes. 

 

 

1. Recap on the options Portsmouth Water can use to manage the supply-demand balance 

over the long term. 

There is a lot of consistency about the options customer prefer PW to use. 

• Combination of upgrading pipes, reducing leakage and for many, recycling water 

seems the best combination. 

• Least popular option is drought permits: seen as damaging to the environment and 

counterproductive. 

• Mixed views about bulk transfer of water, some of which relates to low trust in Southern 

Water 

• Most scepticism about the effectiveness of what are seen as behavioural customer 

interventions: hosepipe bans and smart meters. 

 

2. Impressions of long-term plans 

(Smart meter) plan suggests Portsmouth Water putting focus on smart meters, possibly under 

investing in leakage. 

• Customers often do not link smart meters and leak reduction but see as separate 

initiatives: not clear why smart meters are the main focus of investment while leakage 

targets look unambitious. 

• Many favour water recycling and wonder why this is 15 years away (does it involve 

building infrastructure?) 

• Pleased that drought permit use is limited to 5 years. 

• Can’t understand why upgrading connections won’t start until 2035. 

• The later leak target moving from 50-51% looks poor.  

• While some think the targets generally look low – others see as an ambitious plan overall. 
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For the (no smart meter) plan, there is a real mix of views with around half sticking with the 

smart meter option, others preferring the no-meter option.    

• Many don’t see the logic of smart meters and their advantage to customers – even 

questioning their potential to spot leaks when this is pointed out. 

• They are disappointed that without the smart meter investment, more can be achieved 

with reducing leakage. 

• The impact on using drought permits sooner is the aspect people are least happy about. 

• With the earlier bulk water purchases from Southern Water also causing some concern. 

 

• There’s a feeling that the two alternatives are developed to serve PWs agenda:  

“They are not at all explaining how and why smart meters increase 

the amount of water that they can supply to their customers. I think 

this is a very disingenuous slide because what they're trying to do is 

make us say, oh, well, we must have smart meters, because other 

things are going to be seriously affected. But they haven't explained 

at all how smart meters improve it. What one does know is that smart 

meters will improve it for them.” 
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In summary: 

• When reviewing PW's long-term strategy, customers would like to see more 

data/information to understand how the order and level of investment has been 

decided.  

o For example, why improving network connectivity doesn't start to happen earlier, 

and why does leakage reduction slow down as the plan progresses?  

• There is some pushback towards the idea of smart meters and some customers feel they 

are being ‘threatened’ into supporting their rollout by the alternative scenario.  

• Instead, they would like to see more information / data explaining what smart meters can 

do in terms of reducing leakage and saving water in order to be able to assess the 

importance of implementing them. 

End. 

 

  

 


