[image: ][footnoteRef:1] [1:  This Photo (Water Tap) by Unknown Author (Google Search) is licensed under CC BY-NC-ND] 
“AHOY…. Sustainable Challenges Ahead!!”








- Lisa Lewis

What is sustainability? According to the 1987 Brundtland Report it is ‘meeting the needs of the present without compromising the ability of future generations to meet their own needs'[footnoteRef:2]   One of the biggest challenges relating to sustainability for water suppliers across the UK will be to meet the government target of reducing the amount of water that is being consumed by 50% by 2020 /21[footnoteRef:3] but also meet the customer needs. Along with the government target they will also need to meet the additional demand on water supply as the population keeps growing. Water Suppliers across the UK are responsible for agreed geographic areas, which means that customers cannot switch from one supplier to another in order to get a better deal.  There are twenty-five supplier who cover England, Wales and Scotland.  [2:  https://www.are.admin.ch/are/en/home/sustainable-development/international-cooperation/2030agenda/un-_-milestones-in-sustainable-development/1987--brundtland-report.html ]  [3:  https://www.parliament.uk/about/sustainability/targets-and-performance/ ] 

[image: ]In Wales ‘Dŵr Cymru supplies both water and sewerage services to 1.2 domestic customers… and is the sixth largest water company in England & Wales’[footnoteRef:4]. It is owned by Glas Cymru, it has no shareholders and is a not for profit company which prides itself on putting money back into the company.  [4:  https://www.uswitch.com/water/water-suppliers/] 

In order to look at reducing the consumption of water, it is also essential to understand what water is used for and whether there is any wastage that can be tackled. 
Do they always get it right?
By doing a quick search in Twitter there is a vast number of tweets both for and against the company. Water is something that can easily be taken for granted, you turn on the tap and it’s there! It is only when there are problems that we truly see how reliant we are on it within the household and business. Dŵr Cymru have not always got it right and have hit the headlines a few times. According to Wales Online article written on 30th May 2018, Dŵr Cymru ‘has been prosecuted 18 times in the last four years for polluting the country’s waterways’[footnoteRef:5]. Just recently in September 2018 there was a major incident in the River Clywedog, near Wrexham. This incident happened when maintenance work was carried out on the wastewater treatment works and according to BBC News ‘Thousands of fish have thought have died, including brown trouts, lampreys and minnows.’[footnoteRef:6] This occurrence in north Wales reminds us of when many residents became ill after drinking tap water in north west Wales. Dŵr Cymru was later fined £60,000 for the cryptosporidiosis outbreak and in 2010 a £13 million-pound project was completed to improve the water quality in Llyn Cwellyn works.  According to their 2017/18 annual report they have invested £213 million into water services for the geographical area that they cover and that the number of complaints that they had received on the look, taste and smell had reduced. However, 46 water samples had failed drinking water safety tests which was an increase of 12 failures from the year before. In Cheshire[footnoteRef:7] and Mumbles[footnoteRef:8], customers have been complaining about terrible sewerage smells which has been an ongoing issue made worse by the heat wave during the summer of 2018. Dŵr Cymru is still investigating and dealing with both these issues.    [5:  https://www.walesonline.co.uk/news/wales-news/welsh-water-prosecuted-18-times-2161198 ]  [6:  https://www.bbc.co.uk/news/uk-wales-45526506 ]  [7:  https://www.chesterstandard.co.uk/news/17191181.the-sealand-stink-woke-me-up-at-night-chester-residents-speak-out-about-sewage-smells/]  [8:  https://www.walesonline.co.uk/news/wales-news/swansea-starting-smell-investigation-been-14896672 
] 

Changes to their customer details can be updated by letter, phone or online, however customer complaint show that Dŵr Cymru is still getting it wrong sometimes. In October 2018 Tony Heatherington wrote an article ‘Useless water firm Welsh Water left me drowning in debt': Tony Hetherington helps a landlord with her plight’[footnoteRef:9] that was published on the website thisismoney.co.uk. The article told the story of how a landlord whose tenant had failed to pay the utility bills for the property had been put in debt by Welsh Water, who said that they had not received a change of details letter. Another recent case reported by BBC News[footnoteRef:10] in August 2018 also stated that Dŵr Cymru sent a payment request to the wrong person. This time it had addressed the water bill to Mr Lewis, who had not lived at the property in Pembrokeshire since 1982 and had also been deceased for twenty-seven years. Mr Cole, who [image: ]now owns the property received the water bill also happened to be the grandson of Mr Lewis and could not understand how the error had happened “How can their computer system tell them that somebody who has been dead for 27 years, who hasn't owned a property for 36 years, at a property that has never been on mains water, owes them money?”. [9:  https://www.thisismoney.co.uk/money/comment/article-6247269/TONY-HETHERINGTON-Useless-water-firm-Welsh-Water-left-drowning-debt.html ]  [10:  https://www.bbc.co.uk/news/uk-wales-45323625 ] 

What is being done?
One of the aims listed on Welsh Government’s 2015 Water Strategy is to ‘ensure water resources are managed sustainably’.[footnoteRef:11] According to Dŵr Cymru they have been dealing with around 28,000 blockages a year which costs them around £7 million to put right. This has led to them putting together a campaign called ‘Let’s stop the block’[footnoteRef:12]. As part of the campaign Dŵr Cymru not only want to change behaviour they also want to educate people. They spent money advertising on radio, TV[footnoteRef:13], posters and social media[footnoteRef:14]. They also want to build relationships with [11: https://gov.wales/topics/environmentcountryside/epq/waterflooding/?lang=en]  [12:  http://letsstoptheblock.com/ ]  [13:  https://www.youtube.com/watch?v=HkTq9OlmTic ]  [14:  https://twitter.com/DwrCymru/status/683951289357709312 ] 

[image: ]the local community by working with shops, schools and restaurants and targeting worst affected areas. They have time in listening to the people by carrying out customer research over the phone and at social events such as the Eisteddfod and Royal Welsh Agricultural shows to try and build a model that will include sustainable elements ‘to help provide better services for generations to come’[footnoteRef:15]. Dŵr Cymru have also ensured that they have kept up with changing technology to engage with and communicate with their customers by letter, phone, radio, TV, Social Media and through their website. Along with this they have invested in new flow monitoring technology to help identify leaks quicker. During 2017/18 this helped to reduce the amount of water that was lost to leaks and burst pipes to 173 megalitres per day[footnoteRef:16], which met their set target. Another of their community initiatives is the RainScape Scheme[footnoteRef:17]. In 2013 Dŵr Cymru decide to invest money into Llanelli as the vast amount of rain fall in the area resulted in sewers not being able to cope which led to sewer spills into the sea and flooding in the residential areas. Dŵr Cymru spent time consulting with the residents and businesses in the area and over a three-year period put in environmentally friendly solutions to help. They introduced porous paving to help rainwater drain through it and added swales to help hold the rainwater for longer periods of time so that it can slowly pass through the soil. They also added basins to help store rainwater so that it could be treated, and they also put in grass channels to help direct rainwater to the swales and basins. During 2013 they also worked with Stebonheath Primary school to help remove surface water and develop an outdoor education area. [15:  https://gov.wales/topics/people-and-communities/people/future-generations-act/?lang=en ]  [16:  https://www.dwrcymru.com/en/Reading_Room_Library/Company-Reports.aspx  Annual Performance Report 2017/18 overview]  [17:  https://www.dwrcymru.com/en/My-Wastewater/RainScape/RainScape-Llanelli.aspx ] 

Dŵr Cymru have also published their five-year plan covering from 2020-2025 which they intend investing £2.3 billion back into the company. With this money they have pledged to replace old pipes in parts of the country where there has been increased pipe bursts to help bring down the number of leakages by up to 15%. They also want to replace lead pipes for up to 7000 homes and further help their customers by rolling out a free service to help fix leaking taps and toilets, on average according to Thames Water a leaking toilet can waste up to 400 litres of water in one day! There will also be new technology brought in which will help workers find and repair leaks quicker. Along with new technology to help with leaks they are also pledging to use new technology to help with maintenance of their treatment works so that they can bring down the number of pollution incidents from 110 to 90 per year and that they can better deal with changes in the weather. They also want to work with other organisations to make sure that the quality of water of our rivers do not decline. By 2025 they also want to have made headway in increasing the amount of green energy produced by a third from sewage, solar, hydro and wind. 
 What can we expect to see?
Currently water suppliers are on track to meet the target set by 2020/21. If this is the case, then one of the next biggest question is have they always been doing all that they can? With Dŵr Cymru investing money into trying to become more sustainable and helping to improve their services what will this mean for water costs in the future, how can they keep costs from rising? No company or person is perfect, and mistakes will happen, but can they meet their business plan 2020-2025 and does this go far enough? Some of the pledges included in the plan list their goals but do not go into enough detail on the how and when for example when they pledge to work with others to improve water quality in our rivers. What does this mean? How far will they go? This could easily be met with a light touch partnership with Natural Resources Wales or Dŵr Cymru could put some real time and effort in understanding issues and helping to provide solutions.   Dŵr Cymru need to ensure that they maintain a good open and honest relationship with the public in order to build trust so that their key messages are taken on-board.
Climate change is another big challenge, if the next few summers in Wales follow suit from 2018 what will the knock-on effect be on water usage for homes and businesses as well as effects on reservoirs with the increased demand. Luckily no hose pipe bans were put in place in the summer and instead people were asked to only use what was needed.
There is a lot of focus put onto companies to solve some of these challenges ahead while the general public can forget that everyone needs to do their bit. “To practice sustainability, we cannot just sit there. We have to learn and have to adapt”[footnoteRef:18]. Consumers also have a big part to play and can help to reduce water consumption at home when replacements are needed such as energy efficient washing machines and dishwashers, water saving toilets or taps and low-flow showers. There is more that could be done with increasing the amount of water meters installed. According to Waterwise around half of the homes in Wales have a meter with the remaining half paying a set tariff which means that they pay the same regardless how much water they use. If money drives behaviour, then this seems to be a simple step forward along with increased education.  [18:  Thiele, Leslie Paul (2013) – Sustainability, page 5] 

[bookmark: _GoBack]One thing that I have gleaned by taking a closer look at a company like Dŵr Cymru is that they are trying to look ahead and respond to challenges. As a not for profit company it still needs to be able to cover its costs, only time will tell if what they are doing and have planned is enough and if they have got the balance right. 
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