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What is this document?
In December 2013 we published our business plan to 2020 
following the largest ever consultation with customers –  
see www.southwestwater.co.uk/waterfuture for details. 

Some of the highlights included: 

Tariff freeze  
in 2014/15  

and bill rises  
below inflation  

to 2020

New ways  
to tackle  

flooding and 
pollution

Support for  
regional jobs,  

local suppliers  
and economic 

growth
Customer  

facing service  
improvements 

 at no cost  
to you

More  
protection 
for bathing 

and shellfish 
waters

Since then, we’ve made some changes to the plan following  
further feedback from you and discussions with Ofwat, the water 
industry regulator. This document summarises our proposed 
changes to that plan.

What does it mean for you? 
All the investments and service improvements we proposed in  
our business plan remain largely unchanged. 

The big news is that your bill should be lower  
than previously published.  
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TH
E JOU

R
N

EY SO FAR
December 2012 –  

July 2013

 
PUBLICATION 
OF 25-YEAR 

‘WATERFUTURE’ 
VISION

July 2013 –  
September 2013

CONSULTATION  
ON FIVE-YEAR  

PROPOSALS AND  
CHOICES

December 2013 

PUBLICATION  
OF FIVE-YEAR  

BUSINESS PLAN

For the last three years we’ve been speaking 
and listening to household and business 
customers, stakeholder groups and our 
regulators to develop our 25-year vision and 
our five-year plan to 2020.

Every water and wastewater company 
submitted their business plans to Ofwat in 
December 2013. 

In March 2014, our high quality business plan 
was the only one from a company providing 
both water and wastewater services that 
provisionally qualified for fast-track approval. 

This shows our plan strikes the right 
balance – for you, for the environment, and 
for our investors (whose support along with 
customers is essential in order to finance all 
the improvements we plan to make). 

southwestwater.co.uk/waterfuture

WHAT’S 
IN THE 

PIPELINE
2015-2040

ENGAGEMENT 
WITH CUSTOMERS 

AND STAKEHOLDERS

DEVELOPMENT OF  
FIVE-YEAR PRIORITIES

December 2012 –  
July 2013
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FINALISATION  
OF FIVE-YEAR  

BUSINESS PLAN

December 2014

NEW INVESTMENT 
PROGRAMME AND 

PRICES APPLY

April 2015April 2014

DRAFT 
DETERMINATION

TH
E JOU

R
N

EY  
SO FAR

March 2014

BUSINESS PLAN 
UPDATE

(this document)

In their review of our plan Ofwat highlighted that it: 

 has a strong focus on listening to our customers 

 is focused on balancing the need to keep bills affordable  
while investing in the environment and services

 has a range of schemes to help those who struggle to pay

 aims to improve efficiency through new technology, 
partnership working and innovation

 includes a pledge to share benefits of success fairly  
between customers and investors.
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W
H

AT H
AS CH

AN
GED

?

When we put together our business plan  
last year we had to make some assumptions 
– for example about the cost of finance in 
the future and how we target the very best 
service for customers. 

Since publishing the plan, Ofwat has 
provided guidance on those assumptions 
and asked us if we would be willing to  
accept their guidance.

In order to respond we carried out further 
customer research (see page 6) and  
updated our plan accordingly. 

We did so because we recognise how 
important it is to use the most up to date 
information available and to provide top 
quality services. 

Acceptance of Ofwat’s guidance means: 

 » you could pay less than we originally 
forecast

 » customers and investors are rewarded 
fairly in relation to how well we perform 

 » we are incentivised to get things right  
as quickly as possible if something  
goes wrong. 

Making the bills lower and 
only raising them if they 

innovate and provide better 
service is exactly the way to 
go with utility companies. 
Household customer, Brixham

Customer quote from
 research
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In our business plan last year we described 
what improvements we intend to make and 
how we will measure our performance. 

This will be part of an initiative called 
‘WaterShare’. 

Importantly, it means that the way good 
performance is rewarded and poor 
performance is penalised is in your best 
interests.   

Each year we’ll be publishing a scorecard  
to show how the net benefits of good 
performance are being shared between 
customers and investors. 

For example, it will show what happens with 
any savings we might make if we have been 
more efficient than previously forecast. 

W
H

AT H
AS 

CH
AN

GED
?
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COLLECTIN
G YOU

R
 VIEW

S

1 Development of 25-year  
WaterFuture vision: 
Understanding customers’ 
priorities

2 Willingness to pay  
undertaken for the  
25-Year Future Vision

3 Customer consultation –  
five-year business plan: 
Presenting options and allowing 
customers to choose

In support of our business plan we carried 
out our largest ever programme of 
research and consultation with customers 
and stakeholders. 

It ran for three years. First, we asked  
you for your priorities for future services.  
Then we presented investment options  
and showed how they could affect the 
average bill. 

It would be nice to  
have a bill that 

incorporated change 
in the amount paid 
if companies met 
or exceeded their 

obligations.
Household customer, 

Barnstaple

Customer quote from
 research



page 7southwestwater.co.uk/waterfuture

COLLECTIN
G

  
YOU

R
  

VIEW
S

Acceptability testing and refinement  
of five-year business plan

Research on refinement to risk 
and reward arrangements

Ofwat reported: 

“ South West Water demonstrated in its 
business plan how successive rounds of 
engagement fed into further engagement 
and its plan.”

More recently, through independent 
research, customers have told us how they 
think we should incentivise and reward our 
performance. 

What you’ve said: 

 » It’s important that good performance  
is rewarded 

 » Penalising failure is just as important

 » Penalties should be higher than rewards

 » Performance should be transparent 

 » Penalties should not necessarily result  
in lower bills but could be recycled  
into services. 

The customers surveyed also said they agree 
with Ofwat’s guidance on financing.

4 5

Companies should be 
penalised for poor service.  

Better than expected service 
should be rewarded in 

small amounts, because the 
expectation is that companies 

are under obligation to give 
good service from the start.

Household customer,  
Newton Abbot

C
us

to
m

er
 q

uo
te

 fr

om
 re

search
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W
H

AT’S IT GOIN
G TO COST?

We know that water bills in our region have 
historically been high. So we’ve been doing 
everything we can to keep them as low as 
possible for the next five-year period. This 
includes championing more efficient and 
innovative ways to treat drinking water  
and wastewater. 

Our original plan would have resulted in the 
average household bill falling by 9% in real 
terms by 2020. 

New financing information could make this 
even better and average household bills 
could now fall by up to 13% in real terms  
by 2020. Here’s how:

UP TO
£20
LOWER
BY 2019/20
THROUGH
EFFICIENT 
FINANCING

13%
 REAL
  REDUCTION
 IN BILLS 
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W
H

AT’S IT GOIN
G

  
TO COST?

Please remember: the exact amount you will pay in 2020 will 
depend on the amount of water you use (for metered customers) 
or the rateable value of your home (for unmetered customers).

UP TO
£70
LOWER
BY 2019/20
THROUGH
EFFICIENT 
FINANCING
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CH
ALLEN

GE PAN
EL FEED

B
ACK “ It is very encouraging that, having listened 

to its customers, South West Water has 
already eased the impact on hard-pressed 
households by taking such a positive step 
as introducing a price freeze to April 2015.” 
 
Steve Meakin, from Plymouth Citizens Advice Bureau

Don’t just take it from us. 

Throughout the development of our 
business plan an independent customer 
challenge group - the WaterFuture 
Customer Panel - has scrutinised and 
challenged our plans. This has ensured 
that our plans reflect the priorities of 
customers, stakeholders and regulators.  
The panel has also reviewed our most 
recent updates and confirmed its 
unanimous support.

The panel will continue to champion 
customer priorities during the remainder 
of this process.

“�The�WaterFuture�Customer�Panel�offered�
constructive�challenge�to�South�West�
Water’s�2015-20�business�plan�as�it�was�
developed.�The�company�listened�and�acted�
upon�what�customers�said,�and�this�strong�
public�engagement�has�had�a�direct�impact�
on�the�contents�of�the�business�plan�which�
has�been�recognised�by�Ofwat.�The�plan�
achieved�an�84%�acceptance�rate�from�
customers.��
�
The�acceptance�by�South�West�Water�
of�Ofwat’s�guidance�is�good�news�for�
customers,�as�bills�are�forecast�to�fall�
below�those�previously�planned.”�
�
Charles Howeson,�Chair�of�the�independent�
WaterFuture�Customer�Panel�and�Regional�Chair�
(Western)�for�the�Consumer�Council�for�Water�
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CH
ALLEN

GE  
PAN

EL  
FEED

B
ACK

“ South West Water’s plan for 2015-20 will 
bring much-needed jobs and investment to 
Devon and Cornwall, as well as enhancing 
services for customers and improving 
the resilience of the region’s essential 
infrastructure. This exciting plan will deliver 
£868 million of investment.   
 
We calculate that this could sustain at 
least 4,000 jobs in the Peninsula and also 
generate indirect benefits to many small 
businesses and sub-contractors. There are 
also very important implications for skills 
development and apprenticeships. This will 
be widely welcomed by both the business 
sector and by the broader community.   
 
South West Water has demonstrated  
true partnership working in developing  
this plan.” 
 
Tim Jones, Chairman of Devon and Cornwall 
Business Council and Board Member of the Heart  
of the South West Local Enterprise Partnership
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July 2013 

ENGAGEMENT 
WITH CUSTOMERS 

AND STAKEHOLDERS

DEVELOPMENT OF  
FIVE-YEAR PRIORITIES

December 2012 –  
July 2013

 
PUBLICATION 
OF 25-YEAR 

‘WATERFUTURE’ 
VISION

July 2013 –  
September 2013

CONSULTATION  
ON FIVE-YEAR  

PROPOSALS AND  
CHOICES

December 2013 

PUBLICATION  
OF FIVE-YEAR  

BUSINESS PLAN

W
H

AT H
APPEN

S N
EXT?

March 2014
Ofwat reviews business plan updates for pre-qualified companies.

4 April 2014
Ofwat announces enhanced qualification.

30 April 2014
Ofwat issues its Draft Determination of enhanced plans setting  
out its view of investment and revenue requirements.

December 2014
Ofwat issues its Final Determination of each plan confirming 
investment and revenue requirements.

April 2015
New investment programme begins and new prices apply.
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FINALISATION  
OF FIVE-YEAR  

BUSINESS PLAN

December 2014

NEW INVESTMENT 
PROGRAMME AND 

PRICES APPLY

April 2015April 2014

DRAFT 
DETERMINATION

March 2014

BUSINESS PLAN 
UPDATE

(this document)
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