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What is this paper about:  PART  1  provides  an  update  on  where  we  are  with  the 
dWRMP19 process and next steps; it provides an overview of 
our  engagement  process  and  the  representations  we 
received on our plan; and  it describes the changes propose 
to make to our dWRMP19 as a result of the representations 
received.  
 
PART 2 provides an update and final overview on dWRMP19 
consultation activity during the consultation period.  

What is the context of this paper:  As part of the statutory WRMP process, we are required to 
prepare  a  statement  of  response  that  explains  how  we 
have/will  addressed  representations  received  on  our 
dWRMP19.  
 
The presentation provides a summary of the representations 
received; and it indicates the changes we propose to make to 
our dWRMP19.  

What is the relevance of this paper:  To provide the CCG with an overview of the representations 
received  and  how  we  plan  to  address  them  ahead  of 
finalising our statement of response and preparing a revised 
dWRMP19  

Action needed from the CCG:  Review  the  information  provided  and  comment  on  the 
company’s findings and approach.  
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Agenda

PART 1: dWRMP19 update

• WRMP timetable, where we are and next steps

• Levels of engagement achieved

• Summary of feedback received on dWRMP19

• How engagement is shaping our revised dWRMP19

• Engagement around proposals that require significant investment

PART 2: dWRMP19 consultation

• Updated version of presentation given at previous CGG meeting - provided for information and 
comment 
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WRMP Timetable

Activity Date

12 week consultation period closed 21 May 2018

Ensure all representations on dWRMP19 received from Defra 01 June 2018

Complete customer research and conclude findings 29 June 2018

Prepare statement of response to representations on dWRMP191

(internal deadline – document ready to publish)
31 July 2018

Final date we can publish our Statement of Response1 and a 
revised dWRMP19 on website and submit to Defra

24 August 2018

Decision from Secretary of State on whether we can publish our 
revised dWRMP19 as a final plan 

No formal timeframe

1 The statement of response must clearly demonstrate how the company has consideration each of the representation it has received, and how that 
representation has or has not changed its revised draft plan, including reasons why. 
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Levels of engagement achieved (excluding customer research)

Objective dWRMP14 benchmark dWRMP19 results
300 people to attend the community exhibitions, 
workshops and events resulting in 20 exhibition

feedback forms completed

232 people attended the dWRMP14 
public exhibitions and submitted 15 

exhibition feedback forms completed

473 people attended the public and staff 
exhibitions, WTW Open Day tours and 

community events 
94 exhibition feedback forms completed

Coverage in 40 public, trade and broadcast media 
outlets across our supply area

(There are fewer print media outlets in existence 
across the supply area today than during the 

WRMP14)

45 press articles were published as part 
of dWRMP14 consultation.

4 broadcast interviews took place 

Coverage in 48 public and trade press
outlets across our supply area

4 broadcast interviews took place 

20 stakeholders and community interest groups to 
be spoken to directly through face-to-face meetings 

and workshops

18 stakeholder and community interest 
groups attended meetings and 

workshops as part of dWRMP14

62 stakeholders and community interest 
groups spoken to directly though face-to-
face meetings, phone calls and the joint 

stakeholder event

500 website hits None (we can’t compare as previous 
website no longer exists)

1,946 website hits

Total social media reach of 5,000 None 307,100 reach

Following engagement, 70 representations 66 representations made to Defra during 
dWRMP14

147 representations submitted through 
exhibition feedback, our website, email 

and direct to Defra*
* Final list of representations will be updated following confirmation of list from Defra by COB Friday 1st June 2018 
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Levels of feedback achieved (excluding customer research) 

* Awaiting final list of representations from Defra, promised by COB Friday 1st June 2018 – final figure will be reported to CCG meeting on 6th June 2018 

• 87 feedback forms received from public exhibition events. 

• 7 feedback forms submitted during staff events held in Boxalls, Farnborough and 
Scotland. 

• 53* submitted via the SEW website

• The following slides provide an overview of the 53* representations we have 
received to date and submitted to Defra via our website 
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Feedback from LPAs Parish/Town Councils on our dWRMP19 

• dWRMP19 = 12 representations, WRMP14 = 25 representations

• Support independent population forecasting
• Request for further clarification / detail round some of the larger schemes
• Need for desalination is a ‘failure to plan properly’
• Good so far, but what about addressing comments in NIC report (resilience, leakage, water 

efficiency)
• Support good levels of demand management in early part of plan, but more effort needed in 

future 
• Implementing new resources is too slow – need new schemes now
• Supply bias over period of plan, more ambition need on demand management to deliver better 

twin track approach

Representations from: Canterbury City Council (x2); Surrey County Council; East Malling and Larkfield Parish Council; Horsmonden Parish Council; Wealden 
District Council; Aylesford Parish Council; Ash Parish Council; Edenbridge Town Council; Kent County Council*; Newhaven Town Council; and Swale Borough 
Council  (* = member of our EFG)
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Feedback from Individuals on our dWRMP19 (1 of 2)

• dWRMP19 = 24 representations, WRMP14 = 26 representations)

• Positive comments about plan and process generally 
• Although one quote: ‘too much waffle not enough practical determinations’
• Broad Oak – a good scheme; should deliver earlier; should be classified as critical 

infrastructure; yield reliability; one representation want to see Weatherlees re-use delivered 
before Broad Oak

• Peacehaven – request for more information (we have addressed already); question about any 
loss of land; visually concealed 

• Arlington – need for more recreational facilities; concerns about car parking location; visual 
impacts; consideration of any alternative sites nearby?; Impacts on flows in R Cuckmere

• Itchen and Meon – concern about water quality and unsustainable abstraction – over reliance 
on groundwater

• Aylesford Newsprint and Aylesford re-use schemes, managing local impacts during 
construction and operation 
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Feedback from Individuals on our dWRMP19 (2 of 2)

• Need for new population and housing policy to avoid development in water stressed areas
• Need for more demand management
• Infrastructure charges and tariffs structures to support improving demand management 
• Rainwater harvesting using SUDS; community water schemes 
• Potential to use new graphene technology for treatment future new sources
• Need for more diverse mix of sources in future supported
• When will mains drainage be delivered to Romney Marsh / Brenzett Area? [not SEW assets]   
• When upgrade pipes through Arlington Village? [capital maintenance question]
• Do not take more water out of rivers, build new and enlarge existing reservoirs
• Smart meters; promotion of water saving measures
• Mixed views concerning desalination
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Feedback from NGOs / stakeholder groups on our dWRMP19 

• NGOs/stakeholder groups (dWRMP19 = 9 representations, WRMP14 = 9 representations)

• Archaeology considerations
• Broad Oak yield
• River Windrush, West Oxfordshire, reference to Thames Water [not SEW area]
• Disappointment that closure of Greywell source has been deferred to 2025
• Agricultural water use forecast, needs to be carefully monitored and more engagement
• Company to ensure Thames Waters’ deficit figures and need case for Upper Thames Reservoir 

have been independently reviewed before accepting
• Deeper level of planning and working together required by water companies e.g. consistent 

targets and levels of ambition
• Demand Management good, but not ambitious enough; targets proposed included100 l/h/d by 

2045, and 100 l/h/d by 2025 reducing to 75 l/h/d by 2050; include more incentives and 
community based schemes

• More engagement with retailers re. non household water efficiency options       
• Sustainable abstraction, abstraction incentive mechanism, land mgmt and natural capital
Representations from: Council for British Archaeology South-East; CPRE Kent*; Newland Angling Club; Basingstoke Canal Society (BCS); NFU South Eastern; 
Group Against Reservoir Development (GARD); Waterwise; and WWF-UK*; and South East Rivers Trust* (* = members of our EFG)
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Feedback from other water companies on our dWRMP19 

• dWRMP19 = 2 representations, WRMP14 = 1 representations

• Confirm transfers and shared resources are consistent across plans for revised dWRMP19s 

Representations from: Affinity Water; and Southern Water
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Feedback from regulators on our dWRMP19 

• Regulators (dWRMP19 = 4 representations, WRMP14 = 5 representations)

• General comments - regular review of population forecasts; resilience to drought and extreme 
weather; delivering net environmental gain; increasing tree cover

• Meeting 15% leakage reduction by 2025
• Including more ambitious per capita consumption reductions 
• Ensuring consistency of bulk supply agreements across water companies
• Low level of transfers included between companies
• Resilience to non drought events
• Customer acceptance and bill impacts 
• Broadly compatible with SEA, some more evidence to be included
• HRA – some further work on ‘alternative options’ before publish revised plan
• Good opportunities for biodiversity and net environmental gains, including reservoir options
• Important that cumulative impact assessment across regional water company plans is updated 

for revised dWRMP19s (via WRSE)

Representations from: Defra; Environment Agency; Ofwat, and Natural England
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Using the feedback to shape our revised dWRMP19

• Overall we received good levels of support and feedback on our plan 

• Vast majority of the representations will require further clarification in statement of response, 
but will not in themselves lead to material changes being made to our plan

• Two areas of feedback that do result in more notable changes to our plan:

• We will adopt 15% leakage reductions by 2025, from our current position

• We will include more ambitious per capita consumption reductions

• We believe making these changes to leakage reductions and per capita consumption will 
ensure our revised dWRMP19 aligns well with stakeholders’ expectations, and is supported by 
customer preferences and willingness to pay work
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Company Average: Per Capita 
Consumption 
(l/h/d)

2025 2030 2045 2080

dWRMP19 144.3 142.8 138.4 137.6

Revised dWRMP19 proposal 139.3 133.6 124.6 98.5

Cumulative Ml/d reduction from 
2019/20 2025 2030 2045 2080

dWRMP19 2.2 2.0 5.7 20.7

Revised dWRMP19 proposal 9.8 19.9 51.2 147.0

Using feedback to shape our revised dWRMP19

• What effect will changes to per capita consumption have on our plan? 

Figures in table above from analysis of dWRMP19s by 
National Long Term Planning Framework project team. 
Figures in yellow are SEW proposed revised figures
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Using feedback to shape our revised dWRMP19
• Total deficit to be resolved by 2080 is 270 Ml/d 

Option Type
Capacity Ml/d

2025 2030 2045 2080

Leakage 13.5 13.5 13.5 13.5

Metering 0.0 0.0 0.0 0.0

Water Efficiency 9.8 19.9 51.2 147.0
Groundwater 18.2 18.2 21.5 22.7

Surface Water 0.0 0.0 35.7 35.7
Water Treatment 0.0 8.0 8.0 8.0

Effluent Re‐Use 0.0 0.0 0.0 34.0

Desalination 0.0 0.0 0.0 30.0
Company Transfers [0.0] [0.0] [5.0] [15.0]

Regional Transfers 0.0 0.0 9.0 9.0

Zonal 0.0 0.0 0.0 0.0
Totals 41.4 59.5 138.9 299.9

dWRMP19 referred Plan Revised dWRMP19 Preferred Plan

Option Type
Capacity Ml/d

2025 2030 2045 2080

Leakage 4.0 6.5 7.3 14.2

Metering 0.0 0.0 0.0 0.0

Water Efficiency 0.7 1.4 5.7 23.3

Groundwater 18.2 18.5 22.7 22.7

Surface Water 0.0 0.0 35.7 75.1

Water Treatment 0.0 8.0 8.0 9.0

Effluent Re‐Use 0.0 0.0 34.0 48.8

Desalination 0.0 0.0 0.0 60.0

Company Transfers [0.0] [5.0] [14.0] [41.6]

Regional Transfers 0.0 0.0 9.0 22.5

Zonal 0.0 0.0 0.0 0.0

Totals 22.9 34.4 122.4 275.7
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Using feedback to shape our revised dWRMP19
• Increase in cost in short term, notable reductions in cost possible in longer term, but delivery 

will be heavily dependent upon other factors external to SEW coming into play in a timely 
manner e.g. step changes in legislation coming into effect that support the drive for achieving 
much lower per capita consumption

Option Type
Totex Cost (£M) (Cumulative)
2025 2030 2045 2080

Leakage 34.8 66.3 131.1 194.9
Metering 0.0 0.0 0.0 0.0

Water Efficiency 6.4 11.8 23.3 36.7

Groundwater 24.7 25.4 29.2 41.9
Surface Water 5.6 58.0 172.2 183.4

Water Treatment 30.2 31.0 33.6 43.0

Effluent Re‐Use 0.0 0.0 25.4 72.6
Desalination 0.0 0.0 0.0 19.2

Company Transfers 0.0 6.2 11.7 15.0

Regional Transfers 0.0 0.0 6.1 6.9
Zonal 4.7 8.0 27.4 33.3

Totals 106.3 206.7 459.8 646.8

dWRMP19 referred Plan Revised dWRMP19 Preferred Plan

Option Type
Totex Cost (£M) (Cumulative)
2025 2030 2045 2080

Leakage 6.5 10.7 16.5 27.4
Metering 0.0 0.0 0.0 0.0

Water Efficiency 6.5 11.1 16.9 22.8

Groundwater 25.0 26.6 40.3 56.5
Surface Water 1.1 6.4 146.5 229.6

Water Treatment 30.2 33.4 45.9 59.9

Effluent Re‐Use 3.5 103.5 164.8 230.6
Desalination 0.0 0.0 0.8 87.3

Company Transfers 6.3 9.1 17.9 38.0

Regional Transfers 0.0 0.0 8.6 19.4
Zonal 4.7 14.7 37.9 42.7

Totals 83.9 215.4 496.1 814.2
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Engagement around proposals that require significant investment 

• Areas of future ‘significant’ investment:

• Leakage reductions

• Water efficiency

• Aylesford Newsprint

• Broad Oak and Arlington Reservoirs

• Sustainability Reductions / Resilience

• Many of the other ‘major’ investment schemes have been deferred / removed due to 
adoption of a more ambitious demand management approach   

• For all of the main areas that attract significant investment we have completed good levels of 
engagement with stakeholders and customers, confirmed good levels of support



17

Questions



PART 2: dWRMP19 
consultation
Engagement coverage report 23 February to 21 May 2018

June 2018
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Media coverage
Press releases issued:
• 26 February: pan region
• 12 March: localised releases advertising the Berwick and 

Aylesford public exhibitions
• 9 April: localised release advertising the Canterbury exhibitions
• 23 April: localised release advertising Basingstoke and 

Farnborough exhibitions
• 1 May: localised releases advising that the consultation closing 

date is approaching
Media coverage:
• ITV Meridian
• BBC Radio – Berkshire, Surrey and Kent
• KMTV
• That’s TV Hampshire
• Heart Kent, Surrey and Sussex
• 43 articles in local press in Kent, Surrey, Sussex, Hampshire

and Berkshire (print and online)
• 5 trade press articles

Community Magazines:
• Arlington Scene
• Sturry Parish Magazine
• Eastbourne Townsman
• Wilmington and Folkington Parish Magazine
• South East Water Magazine (Basingstoke)

Coverage in a total of 48 local, broadcast and trade outlets



20

Social media coverage
A total of 60 Tweets, Facebook and LinkedIn messages were 
published seeking consultation feedback and advertising the 
exhibitions

There were a further 12 third party Facebook and Twitter messages 
that we’re aware of.
)

The most successful Facebook 
post:
Reach: 486
Likes: 8
Clicks to website: 19

The most successful Twitter post:
Reach: 56,900
Likes: 2
Retweets: 3
Clicks to website: 12

Total shares: 35
Total likes: 107
Total click throughs: 156
Twitter video views: 937
Facebook video views: 925
Facebook event responses: 71

Total reach: 307,100 
Facebook click throughs: 124
Twitter click throughs: 216
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Internal comms Gurgle articles:

Four articles published:

224 page views
14 likes

Staff drop-in sessions:

• Boxalls Lane, Aldershot - 5 April 
• Nine attendees
• One feedback form completed

• Laboratory, Farnborough – 5 April 
• Seven attendees

• Snodland – 13 April
• 39 attendees
• Six feedback forms completed



Public exhibition and events

• 19 March: Berwick Village Hall, Berwick, East Sussex 
• 34 attendees (53 during dWRMP14)
• 21 feedback forms completed (six during dWRMP14)
• 30 mins average approximate time at exhibition

• 20 March: Aylesford Community Centre, Kent
• 29 attendees (16 during dWRMP14)
• 12 feedback forms completed (four during dWRMP14)
• 25 mins average approximate time at exhibition

• 7 April: Bewl WTW Open Day, Kent
• 40 attendees

• 12 April: WI Environment Group tour of Ardingly Res, Sussex
• 47 attendees

• 21 April: Arlington WTW Open Day, Sussex
• 40 attendees

• 23 April: Tyler’s Kiln, Tyler Hill, Canterbury, Kent
• 74 attendees
• 22 feedback forms completed
• 20 mins average approximate time at exhibition



Public exhibitions and events
• 24 April: Broad Oak Village Hall, Broad Oak, Canterbury, Kent

• 66 attendees (159 during dWRMP14*)
• 13 feedback forms completed (six during dWRMP14)
• 40 mins average approximate  time at exhibition 

• 26 April: Sturry Social Centre, Sturry, Canterbury, Kent
• 36 attendees 
• 12 feedback forms completed 
• 45 average approximate time at exhibition

*One exhibition in Broad Oak was held during dWRMP14 and attracted 159 members of 
the public. The total over the three events during dWMRP19 was 176.

• 1 May: St Marks Primary School, Eccles, Kent
• 12 attendees
• 5 feedback forms completed
• 20 mins average approximate time at exhibition

• 3 May: South East Water labs, Farnborough, Hampshire
• 0 attendees

• 8 May: Basingstoke Discovery Centre, Hampshire
• 7 attendees
• 2 feedback forms completed
• 10 mins average approximate time at exhibition

• 12 May: Bray Keleher WTW Open Day, Berkshire
• 33 attendees

Total estimated hours of exhibition customer engagement: 130 



Yes
98%

No
2%

Was the location suitable?
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Exhibition statistics*

General 
information 
and maps

37%

Display 
boards

15%

Talking to 
staff
43%

Leak 
display

5%

What did you find most 
helpful?

Yes 99%

No 
1 %

Did you receive all the information you 
needed at the event?

*Not all responders answered all questions on the feedback form
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Exhibition statistics*
How did you hear
about this event?

Social media
14%

South East Water 
website

8%

Stakeholder email
3%

Local media
36%

Word of mouth
11%

Local council
10%

Posters
7%

Internal 
comms

4%

Open day
1%

Parish Mag
6%

*Not all responders answered all questions on the feedback form



Between November and the consultation closing date of 21 
May, 22 individual stakeholder meetings/calls have been 
held with more than 80 different stakeholders briefed, 
including:
• Parish councils within Kent and Sussex
• KCC Flood Risk Management Group
• South Downs National Park Authority
• High Weald ANOB
• Kent Downs ANOB
• Ouse and Adur Catchment Partnership
• Chatham and Aylesford MP, Tracey Crouch
• Canterbury MP, Rosie Duffield
• Thanet MP, Sir Roger Gale
• Wealden MP, Nus Ghani

E-letters issued to 1,973 stakeholders
Additionally The Source newsletter was issued twice during 
the consultation to all stakeholders encouraging them to 
read the plan, submit comments and share information 
amongst their communities.
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Stakeholder engagement

Joint stakeholder event
Separately, a joint stakeholder event with Southern Water, 
SES Water, Portsmouth Water and Affinity Water was held 
on 18 April.
• 44 stakeholders attended
• Joint event attendees included:

Key themes:
• Housing and development concerns
• Confidence that all areas have been researched and 

looked at when creating the dWRMP19 plan
• Specific questions around those options local to the 

stakeholder/organisation

• CCWater
• Natural England
• Environment Agency
• Forestry Commission
• South East Rivers Trust
• East Hampshire Catchment 

Partnership

• Kent Downs ANOB
• NHH retailers
• Hampshire, Sussex, Kent 

Wildlife Trusts
• CPRE Surrey
• Kent and Medway 

Economic Partnership
• WWF - UK 



Letters issued 

• via Mailchimp: 
• 1,973 stakeholders, including: 

• Regulators 
• MPs 
• Parish Councils 
• Environmental groups 
• Business groups 

• Retailers 

• Broad Oak tenants

• Broad Oak Community Panel 

Publication materials trial
During the consultation we trialled a bespoke webpage where 
stakeholders could download materials to help spread the word of the 
consultation including:

• Images, drop-in session information suggested tweets/Facebook 
messaging

Despite promotion within The Source and verbally when meeting 
stakeholders, the page was only viewed 14 times during the 
consultation and there is no evidence that stakeholders used this 
information.
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Stakeholder letters

Mailchimp e-letter analytics:
Open rate: 32 per cent
Open rate (industry average): 16.8 per cent

Those who have opened the e-newsletter have 
been highly engaged with a total of:
• 4,005 total opens (people opening more than once)

• 288 link clicks
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Your water, your say – website analytics

During the consultation period there were:
• Page views: 1,946
• Unique page views: 1,601
• Average time on page: 3 mins 20 sec
• Most popular days: Monday 26 Feb - 154 views

Thursday 1 March - 88 views
Tuesday 20 March – 53 views

Top referrers:
• Via a direct link: 552
• Google: 384
• Facebook: 283
• All contacts: 269 (MailChimp)
• Twitter: 93
• Bing: 87
• Gurgle: 80
• KentOnline: 80
• LinkedIn: 21
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dWRMP14 engagement and responses

Public exhibition locations

Locations of consultation responses
(website and feedback forms)

Stakeholder engagement

4
7

7
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dWRMP19 engagement and responses

Public exhibition locations

Public exhibition locations following 
customer/stakeholder feedback

Joint stakeholder event location

Stakeholder engagement

Staff exhibition locations

Locations of consultation responses
(website and feedback forms)

54

27

353

3
5

6

3

From other locations



• Real concern about housing and population increases in all areas where exhibitions were held

• Reducing leak levels remains a priority for customers

• Most people seem happy with the proposals and that we’re looking 60 years into the future

• Keen for us to work with developers to encourage the installation of grey water systems

• Happy for us to build a second reservoir at Arlington and a new reservoir at Broad Oak

• Residents want to make sure both new reservoirs would benefit the community environmentally 
and through new amenities

• Broad Oak should be bigger and brought forward 

• Work with universities on the development of new projects such as reservoirs and water re-use 
schemes

• Traffic movements during infrastructure construction and maintenance thereafter should be kept to 
a minimum

31

Exhibition engagement key themes
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Objective results

Objective dWRMP14 benchmark dWRMP19 results
300 people to attend the community exhibitions, 
workshops and events resulting in 20 exhibition

feedback forms completed

232 people attended the dWRMP14 
public exhibitions and submitted 15 

exhibition feedback forms completed

473 people attended the public and staff 
exhibitions, WTW Open Day tours and 

community events 
94 exhibition feedback forms completed

Coverage in 40 public, trade and broadcast media 
outlets across our supply area

(There are fewer print media outlets in existence 
across the supply area today than during the 

WRMP14)

45 press articles were published as part 
of dWRMP14 consultation.

4 broadcast interviews took place 

Coverage in 48 public and trade press
outlets across our supply area

4 broadcast interviews took place 

20 stakeholders and community interest groups to 
be spoken to directly through face-to-face meetings 

and workshops

18 stakeholder and community interest 
groups attended meetings and 

workshops as part of dWRMP14

62 stakeholders and community interest 
groups spoken to directly though face-to-
face meetings, phone calls and the joint 

stakeholder event

500 website hits None (we can’t compare as previous 
website no longer exists)

1,946 website hits

Total social media reach of 5,000 None 307,100 reach

Following engagement, 70 representations 66 representations made to Defra during 
dWRMP14

147 representations submitted through 
exhibition feedback, our website, email 

and direct to Defra*
* Final list of representations will be updated following confirmation of list from Defra by COB Friday 1st June 2018 
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