
1Pre-read pack

Thank you for agreeing to participate in this important project.

The research event will involve discussing future investment plans for Portsmouth Water and Southern 
Water

• Please read the following information before coming to the research event. This is designed to give 
you some background information to the topics we will be discussing.

• This exercise should take no longer than 20 minutes

• Please don’t worry if you don’t understand or remember the information – it will all be recapped 
during the research – and there will be time for questions.

• Please complete the short survey at the end of the document at least the day before the event.

PART ONE

This version of the pre-read has an audio recording for 

each slide – to play the recording hover over this image



222Water companies in England and Wales

There are 11 water companies that provide both 
water and sewerage services

There are also 5 companies that provide water 
services only

Some households have 2 separate suppliers: 

e.g. people in the Portsmouth Water area receive 
water services from Portsmouth Water and 

sewerage services from Southern Water

Water companies are regional: people have to 
receive water services from the company that 

covers where they live



33Where do Portsmouth Water and Southern Water operate? 3

• Portsmouth Water provides water supply services across Hampshire and West Sussex, serving the towns of 
Portsmouth, Chichester, Fareham, Gosport, Havant and Bognor Regis.

• It provides clean drinking water to 324,000 homes and businesses in the area.

• Southern Water provide 
wastewater services to 
more than 4.6 million 
customers across Kent, 
Sussex, Hampshire and the 
Isle of Wight, including in 
Portsmouth and Bognor 
Regis

• It also provides water to 2.6 
million customers in the 
region, but not in 
Portsmouth and Bognor 
Regis

Light blue area served by Portsmouth Water AND Southern Water
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Every five years, water companies develop a ‘business 

plan’ that sets out how they want to develop their 

services, and the proposed cost to customers. 

As customers are not able to choose their water 

company, water companies must give them a say 

about what they want from their services and the price 

they pay. 

Talking to customers also helps water companies 

prioritise what to do first or what to do most of – 
because they are not able to fund everything they 

would like to do or do all of the things that 

customers might want them to do. 

The part that customers are playing in the industry’s ‘Price Review’ (1/2) 4

Credit: Centre for Ageing Better
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The business plan and prices are then finalised by 

Ofwat in a process known as the Price Review. There 

is more information about this here: 'All about the 

price review'. Available at: 
https://www.youtube.com/watch?v=OWmivC93AF8 

One of the ways that people have their say is through 

this research, which will explain what the plans are for 

where you live, and ask what you think – whether the 

plans are ‘acceptable’ to you and whether you can 

afford the proposed bills from 2025-2030. 

Companies also have to show to Ofwat that their 

plans reflect what their customers want – that means 
refining the plans based on what customers tell them.

The part that customers are playing in the industry’s ‘Price Review’ (2/2) 5

Credit: Centre for Ageing Better

https://www.youtube.com/watch?v=OWmivC93AF8


66What services do Portsmouth Water and Southern Water provide?

1. Water is collected 

and treated

2. Clean water 

supplied to homes and 
businesses

3. Customers 

receive safe water
5. Wastewater is 

collected

6. Wastewater 

treated & returned to 
the environment

Provided by

4. Customers can 

flush and forget…

Water services

Provided by:

Wastewater services

6

7. 
Customer services and 

billing

7. 

Customer services and 
billing

You receive 

separate bills from 

the two companies



77Who regulates water companies?

Water companies are heavily regulated. 

There are tough consequences if 
companies fail to meet their legal 
requirements,  or their commitments for 
customers and the environment.

Defra: Department for Environment, Food 
and Rural Affairs

DWI: Drinking Water Inspectorate

CCW: Consumer Council for Water



88How water companies are monitored 8

Water companies are currently part way through their five-year business plan for 2020 to 2025. They have 

service level targets, called ‘performance commitments’, in every five-year business plan. 

These targets are based on what customers have previously told companies they would like them to 

do, and on Ofwat’s assessment of what companies should deliver. These targets cover a wide range of the 

different services that water companies provide. 

Ofwat monitors water company performance against each performance commitment every year to see if 

they have met the service level in their business plan. 

We are now going to show you how well your water and/or sewerage company is doing on some of their 

performance commitments, compared to other water companies in England and Wales. These performance 

commitments are a snapshot of the wide range of services companies provide. We are showing these 

examples as customers have told us they are particularly important to them.



99How water companies are monitored – an example of how it works 9

Water companies have to provide reliable services, and plan for their services to be resilient to changing 

weather patterns and demand from consumers. 

Companies can miss or exceed performance commitment targets for a number of reasons. 

For example, leaks from pipes happen more often after very cold weather, which can contribute to a company 

not meeting the target, and flooding from sewers is less likely in dry weather, which can lead to higher 

performance for sewer flooding service targets

Water company sets a 

performance commitment 

based on customer priorities:

To reduce leakage 

from water mains and 

pipes

The company exceeds the target 
and reduces leakage by an amount 

above the target

The company is rewarded by Ofwat: customers pay a 

bit more on their bills because the company has 

delivered more improvements in the areas that matter to 

customers

The company misses the target 
and only reduces leakage by an 

amount below the target

The company is penalised by Ofwat: in following 

year(s) customers pay a bit less on their bills to 

compensate for poorer service than promised

Example:



1010

• Southern Water passed 8 and failed 9 performance commitment targets and 

had a net negative £40.1m, as they were behind targets. This is returned 

through a customer bill reduction.

• Last year Portsmouth Water passed 18 and failed 8 performance 

commitment targets, earning an overall reward £0.755m, meaning that this 

amount could be obtained through customer bills. However, £0.333M of 

reward was deferred to future years, reducing bill increases during the current 

cost-of-living crisis.

How water companies are monitored – an example of how it works 10

How has my bill been affected by Ofwat’s penalties and incentives?

?
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Next we are showing you how Portsmouth Water and Southern Water perform in relation to other water 
companies across England and Wales

• The water industry uses a number of measures to assess performance. Because the water companies 
are very different in size and number of customers, these measures are often ‘normalised’ to give a 
fair comparison

• E.g. on the next slide you’ll see information about the number of minutes households are without water per 
property per year. This is an average: in reality, most houses don’t experience problems but some will be 
without water for longer periods. But to be able to compare companies, the total interruption time is divided 
by all households in the region

• Please read the information and consider where you are happy with Portsmouth Water’s 
and Southern Water’s performance – and where you would like to see improvements.

PART TWO
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Duration without water for more than 3 hours
by minutes per property.

(A lower bar / number is better.)

Water supply interruptions, without warning, for 3-6 hours

Water companies measured on the length of time properties are without water.

12

Water and Sewerage 

company

Performance Against 

Target

Portsmouth Water -62%

Bristol Water -59%

SES Water -52%

SSC -47%

Affinity Water -39%

Wessex Water -32%

United Utilities Water +30%

Southern Water +53%

Anglian Water +60%

Yorkshire Water +73%

Thames Water +80%

Northumbrian Water +92%

Severn Trent Water +106%

South West Water +123%

Dwr Cymru +164%

Hafren Dyfrdwy +511%

South East Water +1083%

Company performance against target.

(A lower percentage is better.)

Performing at or 

better than target

Performing poorer 

than target

Target number

If a water supply is interrupted without warning for between 3 and 6 hours, it would not be possible to draw water from 

the taps or flush the toilet; it may be necessary to buy bottled water.

00:06:08



1313The appearance, taste and smell of tap water 13

Water companies measured on the number of customer contacts regarding the 
appearance, taste and smell of tap water.
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Number of customer contacts received
regarding incidents, per 1,000 properties.

(A lower number is better.)

Company performance against target.

(A lower percentage is better.)

Water and Sewerage 

company

Performance Against 

Target

Portsmouth Water -5%

Thames Water -18%

SES Water +14%

Affinity Water +9%

SSC -32%

Severn Trent Water -16%

Northumbrian Water -13%

Anglian Water +2%

Yorkshire Water No target

Southern Water No target

Wessex Water -4%

South East Water No target

Bristol Water +27%

South West Water -3%

Hafren Dyfrdwy -4%

United Utilities Water +12%

Dwr Cymru No target

Tap water may look discoloured or taste/smell different to usual. Although still safe to drink, people may prefer bottled 

water as a precaution until it returns to normal.

Performing at or better 

than target

Performing poorer than 

target

Target number

No 

target
No 

target

No 

target

No 

target



1414Sewage flooding of properties 14

Water and Sewerage 

company

Performance 

Against Target

South West Water -53%

Dwr Cymru -17%

Wessex Water -13%

Severn Trent Water -1%

Anglian Water +6%

Northumbrian Water +13%

Hafren Dyfrdwy +44%

Yorkshire Water +74%

United Utilities Water +82%

Southern Water +87%

Thames Water +112%

Company performance against target.

(A lower percentage is better.)

Water companies measured on the incidents of sewage flooding properties.
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Number of properties affected, per 10,000.
(A lower number is better.)

An escape of sewage inside properties is highly inconvenient, disruptive and a potential health risk. In bad cases, 

people need to move out of their properties while things are put right.

1.63

Performing at or 

better than target

Performing poorer 

than target

Target number



1515Sewage flooding of gardens or outbuildings 15

Water and Sewerage 

company

Performance 

against target

Thames Water No target

Severn Trent Water +27%

Anglian Water +1%

United Utilities Water -6%

South West Water -8%

Hafren Dyfrdwy No target

Wessex Water +15%

Yorkshire Water -33%

Southern Water -4%

Dwr Cymru +4%

Northumbrian Water +8%

Company performance against target.

(A lower percentage is better.)
Water companies measured on the incidents of sewage flooding gardens or 

outbuildings.

0

5

10

15

20

25

30

35

N
u
m

b
e
r 

o
f 
p
ro

p
e
rt

ie
s
 a

ff
e
c
te

d
, 
p
e
r 

1
0
,0

0
0
.

Number of properties affected, per 10,000.
(A lower number is better.)

An escape of sewage into gardens or access points to peoples’ properties is inconvenient and unpleasant and can 

restrict access.

Performing at or 

better than target

Performing poorer 

than target

Target number

No 

target

No 

target



1616Reducing leaks 16

Company performance against target.

(A lower percentage is better.)
Water companies measured on the amount of water lost due to leaks from 

water mains and pipes.
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Number of litres lost per property per day. 
(A lower number is better.)

Water and Sewerage 

company

Performance against 

target

Bristol Water -0.3%

Essex and Suffolk +0.5%

Portsmouth Water -6.0%

SES Water -3.3%

Anglian Water -0.5%

Southern Water +1.1%

South East Water -2.8%

Cambridge Water -8.8%

Wessex Water -7.1%

South West Water 0%

Northumbrian Water +2.9%

Affinity Water +0.6%

Dwr Cymru -1.0%

South Staffs Water -1.7%

Severn Trent Water -0.6%

Yorkshire Water -0.5%

United Utilities Water -2.9%

Hafren Dyfrdwy -5.3%

Thames Water 0%

Leaks can affect customers directly if their water supply is affected. They are sometimes unnoticed if underground. 

But leakage is often seen in the media and has a cost to people on their bills and a cost to the environment.

Performing at or 

better than target

Performing poorer 

than target

Target number



1717Pollution of rivers and bathing waters 17

Water and Sewerage 

company

Performance against 

target

United Utilities Water -25.3%

Wessex Water -13.2%

Severn Trent Water -8.1%

Dwr Cymru -3.6%

Northumbrian Water -3.2%

Thames Water +4.7%

Yorkshire Water +15.3%

Anglian Water +42.2%

Hafren Dyfrdwy -70.9%

South West Water +264.7%

Southern Water +294.4%

Company performance against target.

(A lower percentage is better.)

Water companies measured on the number of incidents of pollution 
of rivers and streams.
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Number of incidents per 10,000km of sewer.
(A lower number is better.)

Discharges from sewage treatment or networks can affect rivers and bathing waters. This can have a minimal effect 

on the river ecology or a major effect depending on the scale.

23.74

Performing at or better 

than target

Performing poorer than 

target

Target number



1818How the bills you pay split between Portsmouth Water and Southern Water

Household bill breakdown

18

For an average customer, for every £1 spent:

32p is for 

water 

supply68p is for 

wastewater 

service



1919What a Portsmouth Water customer’s bill pays for

Household bill breakdown

19



2020What a Southern Water customer’s bill pays for

Household bill breakdown

20
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Finally we are showing you a headline summary of Portsmouth Water’s & Southern Water’s

proposed business plans for 2025-30.  

• Please remember that Portsmouth Water’s business plan relates to your drinking water services, while 
Southern Water’s plans relate to your wastewater services

• We will be discussing in more detail all the different elements of this plan when we meet you at the 
research event

• Once you’ve read it, please us the short (3 question) survey to note down your comments and 
questions

• Remember that this research is about customers like you having their say on the plans before they are 
submitted to the regulator.

PART THREE



22Portsmouth Water’s Business Plan for 2025 - 2030 



23Southern Water’s business plan for 2025-30



THANK YOU FOR READING THIS INFORMATION. PLEASE 

ANSWER THE QUESTIONS IN THE LINK BELOW BEFORE 

COMING TO THE RESEARCH.

(NB paper copy also available, please contact us if you 

require one) 

WE LOOK FORWARD TO CHATTING WITH YOU IN THE 

RESEARCH SESSION. 

Please have this document somewhere to hand during 

your research session

https://forms.office.com/e/KMdLk5XkrB

https://forms.office.com/e/KMdLk5XkrB
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