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What does this appendix do?  

This document supports the submission of South East Water’s business plan for 

2020-2025 and provides: 

 Review of our 2015 to 2020 progress as a responsible business 

 Engagement complete to develop our responsible business strategy 

 Our responsible business strategy 

The evidence you will find in this appendix  

The following evidence is included in this document: 

 Inputs into the responsible business strategy 

 Stakeholder workshop on societal impacts 

 Stakeholder perceptions audit 

The decisions we have made based on this evidence  

We have made the following decisions based on this evidence:  

 Our responsible business strategy for the future 

 A set of 10 specific responsible business commitments that we will report 

on each year in addition to our performance commitments 

Where we address our plan’s four key themes  

Customer 

Service 
Affordability Resilience Innovation 

Section 4.3 Section 5.3 Section 4.8 Section 6.5 

Other evidence and data that supports our decisions 

You will find additional evidence in the following: 

 Appendix 1 – Engagement 

 Appendix 2 – Performance commitments and outcome delivery incentives 

 Appendix 8 – Vulnerability: Affordable, accessible and protective services 

 Appendix 10 – Environmental resilience 

 Appendix 14 – Financial 

 Appendix 18 – Our current performance 

 Appendix 20 – Governance and assurance 

Need further information?  

Please email yourwateryoursay@southeastwater.co.uk if you require further  

information or wish to clarify anything in this document.  

 

mailto:yourwateryoursay@southeastwater.co.uk


 

PR19 Supporting Appendix 3, Responsible Business | 3 September 2018 
 

Not confidential | Author: Jo Osborn | Last saved: 02/09/18 

File name: Appendix 3 Responsible Business FINAL 180901  Page 3 of 79 
 

Contents 

Executive summary 5 

Setting the scene 5 

What we want to deliver for society 6 

How did we make that decision? 8 

How will we deliver our responsible business commitments? 9 

1. Introduction 10 

2. Towards being a leading responsible business – our progress 2015 to 2020 12 

2.1 Count me in… 12 

2.2 Developing our brand - Pure know h2ow 15 

2.3 Partnering for success - towards shared know h2ow 16 

3. Your water, your say - developing our responsible business strategy together 19 

3.1 Responsible business - a key part of our business plan engagement strategy 19 

3.2 Our leadership 20 

3.3 Steps to developing our responsible business strategy 21 

4. Inputs into the strategy 22 

4.1 A range of inputs to develop our framework 22 

4.2 Employee engagement 22 

4.3 Customer engagement 25 

4.4 Board engagement 35 

4.5 Customer Challenge Group (CCG) challenge 38 

4.6 Stakeholders expectations 39 

4.7 External review 41 

4.8 Stakeholder engagement 43 

4.9 Media and industry insight 48 

4.10 GRESB benchmarking 49 

5. Developing the framework 52 

5.1 Alignment with our business plan outcomes 52 

5.2 Gaps in our business plan 54 

5.3 Developing our responsible business commitments 56 



 

PR19 Supporting Appendix 3, Responsible Business | 3 September 2018 
 

Not confidential | Author: Jo Osborn | Last saved: 02/09/18 

File name: Appendix 3 Responsible Business FINAL 180901  Page 4 of 79 
 

5.4 Responsible business expectations 58 

5.4.1 Natural capital accounting 59 

5.4.2 Renewable energy measures 59 

5.4.3 Transparency of reporting 59 

5.4.4 Improving health, safety and wellbeing of our communities 60 

5.4.5 Trusted corporate governance 60 

6. Our behaviour counts – our responsible business commitments 61 

6.1 10 responsible business commitments 61 

6.2 Count me in…delivering our responsible business plan together 63 

6.3 How we will assess our progress 64 

6.4 How we will report on our responsible business progress 65 

6.5 Looking to the future 67 

Annex A Input evidence 69 

Annex B Our responsible business commitments mapped against our business 

outcomes 71 

Annex C Stakeholder workshop report 76 

Annex D Stakeholder perceptions audit 77 

 



 

PR19 Supporting Appendix 3, Responsible Business | 3 September 2018 
 

Not confidential | Author: Jo Osborn | Last saved: 02/09/18 

File name: Appendix 3 Responsible Business FINAL 180901  Page 5 of 79 
 

Executive summary  

Setting the scene 

Since 2015 we have focused on putting customers at the heart of everything we do. 

Our 2015 to 2020 business plan set five business commitments and developed a 

clearer, more compelling brand position underpinned by technical excellence. 

The business plan for 2020 to 2025 builds on these strong foundations and adds 10 

commitments that we will focus on as part of being a responsible business, one that 

wants to make a positive impact on society and leave a sustainable legacy. 

Five of these commitments are based on the top priorities raised by customers, 

community stakeholders and our employees - many of these had a strong focus on 

our role as a local water company and building our voice in the community. 

These commitments are to: 

Table 1 – Top five commitments raised by customers, stakeholders and employees 

 

While a further five are based on what we know is expected of a responsible 

business, particularly around corporate governance and health and safety. 

Play an active role regionally in relation to the impact of housing 
growth on water

Ensure fair pay, reward and recognition for all employees

Create more partnership community projects on water use and 
vulnerability

Develop a "future generation" schools programme on water

Support the tap water "Refill" campaign to reduce plastic bottled water
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Table 2 – Five commitments based on customers and stakeholders expectations 

 

 

Why is this important to us? Because we recognise our responsibilities as an 

essential service provider from a monopoly position. We are passionate about 

customer satisfaction responsibly delivered.  

At every level in the organisation we want our people to care deeply about being a 

responsible business – this is led from the top, through the organisation and including 

our supply chain. 

We have made significant progress in the last five years as we have built on our 

commitment to deliver “five-out-of-five” service to customers. Ensuring we deliver a 

reliable and safe supply of water is fundamental to customers’ expectations of a 

responsible business. 

However, they also want to see us going further and to be positive contributors to 

their communities, whether that be by improving the environment around us, 

providing a great place for local people to work or helping the more vulnerable in our 

society. 

What we want to deliver for society 

We want to make a positive impact for society and believe this will help us achieve 

our vision – to be the water company people want to be supplied by and want to work 

for. 

Natural capital accounting

Renewable energy measures

Transparency of reporting

Improving health, safety and wellbeing of our people and 
communities

Trusted corporate governance
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Our business plan as a whole is about customer satisfaction responsibly delivered. 

The outcomes that have been set across the plan are all very much from a position of 

a business that is taking a long-term view and putting both people and the planet at 

its heart. 

Alongside these we have developed 10 additional specific responsible business 

commitments with activities to monitor and report on over the 2020 to 2025 period. 

Five are customer, stakeholder and employee led commitments: 

Table 3 – Responsible business commitments for customers, stakeholders and 

employees 

Play an active role regionally in relation to the impact of housing growth on water 

• Develop a policy together with local stakeholders – appreciating the balance of supplying water, the 

need for society to ensure environmentally sustainable future water resources, and also the ongoing 

support of the south east region and its economic development 

• respond to 100 per cent of all national, local and regional authority consultations  

 

Ensure fair pay, reward and recognition for all our employees 

• Ensure our executive salaries are reasonable and justifiable 

• improve gender pay gap year-on-year 

• aim for Gold Investors in People (or equivalent) by 2025 – while the badge itself is not the aim our 

experience is that the process of employee interviews and feedback provides an important framework 

that we can use to ensure we are developing a fair reward and recognition programme for our 

employees 

 

Create more partnership community projects on water use and vulnerability 

• Increase the number of community projects per year working with universities 
• increase the number of community projects per year working with local charities 
• develop a partnership project to look at water footprint to begin in 2020* 

 
*Note: this was a new idea developed at the stakeholder workshop. As it’s something new to us we need to 
give it time to understand, review and discuss further. But we wanted to include it as this is an innovative route 
we should be taking if we want to be leaders in sustainable use of water. It may expand to focus on supply 
chain and communities as well as company and customer water footprint 

 

Develop a “future generation” schools programme  on water 

• Increase water education activities to reach 10,000 young people by 2025 

• upgrade our education materials for our key visitor sites at Arlington and Ardingly  

• work with the local communities to develop an education centre for new reservoirs and ensure these 

are included in our plans 
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• continue to build on our STEM ambassador programme and run the Know h2ow awards annually – 

working in partnership with the STEM Hub to promote this and encourage other organisations to take 

part too 

 

Support the tap water Refill** campaign to reduce plastic bottled water 

• Increase the number of Refill designated businesses within our region 
• run an annual hydration campaign in conjunction with Refill 

 
**Refill is an organisation which is developing a network of cafes, restaurants and businesses across the UK 
which offer to refill water bottles for free. The water industry has been supporting the development of this 
campaign. 

 

Our research has shown that the five commitments we developed align with the 

majority of our stakeholders, customers and employees expectations, there are some 

areas that, while not highlighted as priorities by customers and employees, are still 

important in order to continue to build a responsible business.  

When we talked to customers about these issues, in our research carried out by 

Brand Edge (Section 4.3) it was clear that our behaviour relating to tax, executive 

pay and bonuses and health and safety are understandably considered as 

expectations that all good responsible business would meet. 

Therefore we believe they must be an important part of our strategy too and therefore 

developed a further five responsible business commitments to respond to these 

(Section 5.4). These are: 

 natural capital accounting 

 renewable energy measures 

 transparency of reporting 

 improving health, safety and wellbeing of our communities 

 trusted corporate governance 

How did we make that decision?  

The commitments have been chosen based on extensive customer, stakeholder and 

employee engagement and research. This appendix provides the evidence base for 

how we have developed these and how taking a responsible business approach has 

influenced our business plan as a whole. 

We took a three step approach to make our decisions: 

1. Used a range of inputs to develop our understanding of what mattered most to 

society and where South East Water could make most impact for good 

(Chapter 4) 
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2. Mapped the findings against our business plan outcomes to assess where 

alignment and consider the gaps (Sections 5.1 and 5.2) 

3. Reviewed these gaps against the inputs to see where priorities were and 

asked employees to help us set our five key commitments, while then also 

ensuring we were meeting key stakeholder expectations (sections 5.3 and 5.4) 

How will we deliver our responsible business commitments?  

Through our responsible business steering group and board committee we will: 

 Rollout communication of the plan to employees and stakeholders/customers 

from September 2018 onwards as we publish the business plan and use as 

an opportunity to co-create the delivery plan together ready for 2020 

 develop capabilities within the South East Water leadership team around 

integrated reporting, value creation thinking and the capitals approach, 

together with the regulation and communication teams to support future 

reporting and communication during the year – with intention to develop ready 

to update reporting for 2018/19 

 use our partnership toolbox to support the development and delivery of our 

initiatives 

 ensure this is a living breathing strategy – it needs to be agile to adapt to 

shocks and challenges, therefore we will embed the engagement we have 

completed to develop this plan into our business as usual to ensure we 

continue to build on what we’ve achieved 

 ensure there are clear links between our responsible business performance 

and that of our contractors and supply chain too through the development of 

capabilities within the business to deliver this approach via our partnerships 

 embed the commitments into our key decision making processes and linked 

into our corporate risk register so the Board can clearly see this come through 

the business and be monitored as part of our Company Monitoring 

Framework and our monthly Board Report 

 continue our Responsible Business Steering Group to monitor progress and 

report on delivery – as agreed with the Customer Challenge Group we would 

engage with them on a quarterly basis initially while we embed this within the 

business 
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1. Introduction 

We have an ambition to make a positive impact for society and believe this will help 

us achieve our vision – to be the water company people want to be supplied by and 

want to work for. 

Why is this important to us? Because we recognise our responsibilities as an 

essential service provider from a monopoly position. We are passionate about 

customer satisfaction responsibly delivered.  

At every level in the organisation we want our people to care deeply about being a 

responsible business – this is led from the top, through the organisation and including 

our supply chain.  

This appendix explains how, as part of our business plan engagement strategy, we 

have worked with our stakeholders to develop a responsible business strategy for the 

business that allows us to provide open, transparent monitoring against the 

objectives we set. It is a strategy that pushes us to go further than our statutory and 

licence obligations and to exceed the expectations of our customers, employees and 

stakeholders. 

Section 2 outlines the progress we have made during 2015 to 2020 and how this has 

influenced our ambition for the future. 

Section 3 details the approach we have taken and how societal issues, and our role 

as a responsible business in society, form a key part of our overall business plan 

engagement strategy. 

Section 4 explains the inputs into our strategy, from employees, customers – 

including young people, our Board, Customer Challenge Group and stakeholders 

expectations. We also include our external review, stakeholder engagement and 

media and industry insight together with our position in global benchmarking survey 

GRESB for infrastructure which looks at environment, social and governance 

perspectives.   

Section 5 sets out how we developed our framework for responsible business from 

these inputs and mapped them against our business plan outcomes. It details the five 

commitments we are making that we know are expected of a responsible business 

Section 6 details the five key responsible business commitments that our 

engagement showed were priorities for customers, stakeholders and our employees; 

our next steps as we build on this strategy to deliver our plan together; how we will 
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report on our progress and; how we will continue to evolve our strategy through the 

next five year period in preparation for the future. 
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2. Towards being a leading responsible 

business – our progress 2015 to 2020  

2.1 Count me in… 

 

Our business plan for 2015 to 2020 put customers at the heart of everything we do 

through our innovative customer satisfaction measures. This step change in our 

approach as a business made us think differently about who we are and what our 

purpose was. 

To communicate our strategy to the business an employee engagement programme 

was developed "Count me in" with five commitments leading our framework: 

 Every customer counts – Our customers’ priorities lie at the heart of 

everything we do 

 Everyone counts – We inspire and motivate our people and partners 

 Every action counts – Our operational performance is safe, effective and 

efficient 

 Every drop counts – Our assets deliver a reliable service to our customers 

 Our future counts – We plan effectively for the long term 

These commitments were launched in the business along with our vision and values 

which had been developed with our employees. This collaborative approach to 

creating our vision and values meant more ownership across the business as people 

could see the part they played in developing them. 

This approach has had a profound impact on the business. Our employee 

engagement survey carried out in May 2016 a year after the launch of "count me in” 

showed: 

 9/10 employees are proud to work for South East Water 

 95 per cent agree we put customers first 

 9/10 have confidence the senior leaders will deliver the corporate plan 

 96 per cent understand the company’s vision 
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Improving our performance  

Appendix 18 gives full details of what our performance for the 2015 to 2020 period so 

far has delivered, it includes: 

 An improvement in customer satisfaction scores for:  

o the appearance of their drinking water 

o the taste and odour of their drinking water 

o leakage 

o water pressure 

o water restrictions  

o customer direct interaction with us 

 

 a maintained customer satisfaction score of 4.6 out of 5, despite significant 

operational challenges this period including from the rapid thaw in March 

2018, for water supply interruptions. 

 safe, high-quality tap water that meets stringent standards and maintains 

customers’ trust in water - underpinned by a continuous reduction in the 

number of customer contacts about discolouration and stable performance on 

taste and smell issues 

 a top-performer industry position for our leakage performance and low level of 

customer complaints 

 stable assets and a secure supply of water with no water use restrictions - 

despite extended periods of dry weather impacting on our sources 

 our wide ranging environmental and statutory obligations including delivery of 

the national environment programme (NEP) – see Environmental Resilience 

Appendix 10 

Improving our offering for employees  

In 2016 we also progressed from bronze level Investors in People (IIP) to silver. The 

IIP report highlighted improvements in our learning and development opportunities, 

our employee STARS recognition programme and award ceremony and localised 

initiatives within departments to say “thank you”. The corporate induction day for all 

new starters was highlighted for knowledge sharing, while improvements in 

communications through the managing director briefings and the employee magazine 

were recognised too. The team has since been working to improve in areas 

suggested for focus, including embedding the vision and values and developing more 

consistent management approaches across the business. 
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We are proud that in 2014 we became the first water company to receive Living 

Wage Foundation accreditation, demonstrating our commitment to paying what is 

known as the 'real living wage’ which is a higher amount than the statutory national 

living wage set by government. 

Figure 1: Living wage rates for the UK 2017/18  

 

Operating in the south east we believe it is important we are paying our employees 

and contractors a fair wage. This is not just good for society, but also good for 

business. The Living Wage Foundation has said that: 

 93 per cent of university students want to work for living wage employers 

 87 per cent of people think companies should voluntarily pay the real living 

wage 

 90 per cent of consumers agreed that pay should reflect living costs 

Health, safety and wellbeing is fundamental to both our vision and our everyone 

counts business commitment, that is why we launched our Thrive 365 strategy to 

ensure we keep this at the forefront of everyone’s mind. This strategy has particular 

emphasis on willingness to intervene and the importance of personal ownership. 

Since 2015 we have seen a: 

 Reduction of 78 per cent in our reportable injury rate 

 50 per cent reduction in lost time as a result of work related injury 

 30 per cent reduction in service strikes during street works 

In 2018 South East Water came top out of 122 workplaces competing in the Active 

Workplace Challenge. 
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Transparency and reporting our performance 

We aimed to become more transparent and have worked hard to improve our 

reporting and ensure our website is more accessible for all our customers so they 

can find the information they need.  

Our website has been upgrade with a "mobile first" approach - it is easy to access on 

any mobile or tablet device as well as desktop. The ReciteMe plug in allows 

customers with a range of accessibility needs to be able to adapt the site to their 

preferences, including spoken word and even translate into 90 different languages. 

A comprehensive review of our annual reporting in 2015/16 led to the development of 

our Performance, People and Planet Report, together with our Annual Financial 

Performance Report. We have reviewed our reports each year with our stakeholders 

to help keep improving them to ensure the information we provide to customers and 

stakeholders is reliable, timely, appropriate to the audience and that we are 

transparent about the data assurance we put in place. 

In both 2016 and 2017 Ofwat classed our Company Monitoring Framework as self-

assured and said we were demonstrating areas of leading edge behaviours.  

We have worked hard to keep developing to be a transparent business, learning from 

our mistakes and talking openly to people if we get things wrong. A recent example 

includes our decision to run a customer roadshow in 11 of the villages impacted by 

the freeze/thaw in March 2018. 150 customers attended these sessions where they 

could meet employees from across the business to talk about what happened, 

including our Operations Director who attended several of the events. Feedback from 

customers at these events was that they appreciated the opportunity to talk in more 

detail about their experience and understand our lessons learned. One customer 

wrote to us afterwards and said: 

“It is to South East Water’s credit that they have set up the exercise for this and other 

public exhibition feedback drop-in sessions.” 

We are inspired by feedback like this and our experiences over the last five years 

gives us confidence that the right thing to do is to build on this open approach.  

2.2 Developing our brand - Pure know h2ow 

 

As the five commitments were embedded into our business customer satisfaction 

became a key focus area as we all worked to achieve "five-out-of-five", this was 

about going beyond the Service Incentive Mechanism (SIM) to thinking about 
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everything that matters to customers and stakeholders and working to improve the 

service we provide. 

Embracing the satisfaction outcomes in the business led to the recognition of the 

need to raise our voice and no longer be a silent utility. Research from the 2014 Price 

Review had told us that customers knew very little about the South East Water brand 

as, in their eyes it was a largely invisible monopoly. Any brand awareness they had 

came from their water bill and company vehicles carrying the logo. Overall our brand 

was considered rather bland, unfamiliar and corporate. When customers got to know 

a bit more about us, such as reading our customer literature, we saw a shift in 

perception towards being seen as friendly and less corporate. 

We enlisted brand experts Luminous, together with research agency Brand Edge to 

help us develop a new consistent brand for South East Water, one that was true to 

our identity and that our employees would be proud of. 

More than 250 customers and employees engaged with us through both quantitative 

and qualitative research. The Customer Panel at the time was also involved in the 

process and regularly updated on the project. 

The research results were striking and conclusive - when customers saw the work we 

do behind the scenes at South East Water they were impressed. Their satisfaction 

increased and their view on value for money increased. The research also 

highlighted that while the uninformed knew little about us, there was strong trust in 

South East Water.  

This insight informed our brand positioning based on our technical knowledge and 

expertise of our employees – Pure know h2ow.   

Our brand identity focuses on our ability to provide water for our customers through 

clever engineering - everything we do is underpinned by technical excellence. 

We worked with our employees to develop the imagery for our new brand and 

uniform, developing a style that increases awareness of our work in the community 

and also with an aim of minimising the opportunity for bogus callers by ensuring our 

employees are distinctive. 

2.3 Partnering for success - towards shared know h2ow 

 

The more we have been talking to customers and stakeholders the more we have 

seen that while we are proud of the know h2ow of our employees it is when we work 

in partnership with customers, stakeholders and our supply chain that we can really 

succeed. 
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Our catchment management programme which started in 2015 has led the industry 

in taking a partnership approach through the Catchment Sensitive Farming 

Partnership, this work was recognised at the Water Industry Achievement Awards as 

the Environmental Resilience Initiative of the Year in 2018. We know that working 

together with others who are passionate and have the skills to engage with our 

customers, such as the farming community is an excellent way to improve our own 

outcomes (Environmental Resilience Appendix 10 – section 3.4.3 and 3.4.4). The 

programme has also worked closely with our local universities to give employees of 

the future the opportunity to be involved in important practical projects, while we 

benefit from their own expertise and research findings. 

Section 3.2.2 of Environmental Resilience Appendix 10 details our award winning 

biodiversity initiative to reintroduce the rare wart-biter crickets to the South Downs. 

The pilot project included working with our project partners, Natural England, Buglife, 

Zoological Society of London and the South Downs National Part Authority to collect 

healthy Wart-biter crickets from Castle Hill National Nature Reserve and release 

them in to suitable habitat at Deep Dean.  

It has been a project which has demonstrated a long-term vision for biodiversity in 

our region as we worked to improve the habitat at Deep Dean over a number of–

years, now making it a home for rare wildlife, but also helping to protect the water 

quality of the groundwater beneath our feet in the chalk aquifer. 

Dr Sarah Henshall (Lead Invertebrate Ecologist, Buglife) said: “We are absolutely 

delighted with results so far.  South East Water’s long term vision to restore the chalk 

grassland and the partnership that has delivered the reintroduction has secured a 

brighter future for one of our most threatened and spectacular species- the Wart-biter 

cricket.”  

The development of our Water Resources Management Plan has been a key 

example as we looked to develop a shared know h2ow approach. Our Environment 

Focus Group is made up of over 30 members and includes regulators, environmental 

stakeholders and interest groups from a range of interests in our water environment – 

they have helped us to build our 60 year plan to 2080. The collaboration with other 

neighbouring water companies through the Water Resources in the South East 

(WRSE) ensures we work together to build a strong water future for the south east of 

England. 

We see ongoing engagement such as these examples as integral to our business 

development. We know it has to be the right partnerships that benefit our customers 

so we develop these carefully to ensure the approach we take builds a partnership 

which makes a positive impact and has a sustainable future. 
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There is more about this in both the Engagement Appendix 1 and Innovation 

Appendix 16, but this appendix will now look at how we have adopted a shared know 

h2ow approach to developing our responsible business strategy. 
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3. Your water, your say - developing our 

responsible business strategy together 

3.1 Responsible business - a key part of our business plan engagement strategy 

 

Figure 2 – Our engagement strategy (see Engagement Appendix 1 1.5 for full details) 

 

We have worked closely with our Customer Challenge Group as we developed our 

engagement strategy for the business plan and beyond. The importance of our 

societal impact as a business has been highlighted and we have ensured that our 

plan includes this theme throughout.  

They have challenged us to show ambition and have a strong narrative and vision for 

our role in society, especially given our position as a monopoly.  
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We take our role as a provider of a vital public service very seriously and developing 

our responsible business plan together with stakeholders is key to the “your water, 

your say” stage in our engagement strategy. Societal research has been an 

important part of building our plan. Understanding what matters to society, what 

impact these issues have on us as a business and how we have an impact ourselves 

are the fundamental questions we've asked.  

3.2 Our leadership 

South East Water’s vision is to be the water company people want to be supplied by 

and want to work for. In order to meet this overarching ambition we know that being a 

responsible business is vital, especially to ensure a lasting legacy. 

To develop our responsible business strategy a cross business team has been 

leading this work with bi-monthly steering group meetings. This group not only has an 

Executive Sponsor (Asset and Regulation Director), it also has membership by a 

Non-Executive Director to ensure there is clear visible leadership. 

This responsible business steering group set out its aim: 

To ensure South East Water makes a positive impact by putting people and the 

planet at the centre of its business to achieve a continuous improvement in 

performance through the management of risk. 

The group will drive leadership at every level across the business in order to: 

• understand where South East Water is able to have most impact by identifying 

those material issues (risks) that are a priority to both commercial success and 

key stakeholders and the long-term benefit to society 

• clearly understand where we are now – what current and future risks are and 

need to ensure they are clearly understood within South East Water.  We 

need to quantify current and future risk and understand and measure the 

impacts of our activities against these 

• understand how to take advantage of the opportunities brought by digital 

innovation (e.g. more efficient use of resources, access to new markets) as 

well as manage the unintended consequences (e.g. cybersecurity, access to 

jobs, inequality) – we should look for new opportunities to improve via 

benchmarking and innovation 

• support and empower customers and employees, to embrace the changing 

nature of work, deliver products and services that serve society and drive a 

transparent, inclusive and productive value chain – ensure a clear framework 

for the strategy 
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• move from a ‘do less harm’ approach to one where they are a genuine force 

for positive change, creating competitive advantages, meeting changing 

customer needs, a changing environment and attracting, retaining and 

developing the best talent 

• implement and measure our activities and promote these to employees and 

stakeholders. Track progress against our strategy and benchmark us against 

others both our peers and other industries 

3.3 Steps to developing our responsible business strategy 

Chapter 4 details the engagement we have carried out to help us understand our 

customers and stakeholders and to build our responsible business strategy for this 

business plan. 

The strategy has been developed through the responsible business steering group 

(and working with senior management team, employees, stakeholders and 

customers – both inward and outward looking).  

The group has four key workstreams: 

1. Develop a framework using a wide range of inputs (a framework that can be 

communicated easily internally and externally) 

2. Establish a method of monitoring and continuously challenging the framework 

3. Ongoing performance monitoring 

4. Disclosure of the framework (such as reporting and communication) 

Inputs to the strategy include: 

• External review of current approaches to responsible business 

reporting/frameworks 

• Stakeholder workshop on changing society 

• Customer research during the price review – such as resilience research and 

focus groups 

• Ongoing engagement – including open days, school talks, community talks 

and incident feedback 

• Outside metrics – through benchmarking such as GRESB, Investors in People 

(IIP) 

• Shareholder experience and benchmarking 
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4. Inputs into the strategy 

4.1 A range of inputs to develop our framework 

 

This chapter gives details of each of the inputs that have helped us to develop our 

approach and priorities, we have sought to include a diverse range of viewpoints to 

reflect the society we operate in and ensuring our employees have a clear voice in 

these plans. 

Figure 3 – The inputs that helped to develop our framework 

 

4.2 Employee engagement 

Leadership workshop 

A 90-minute session was led by Sensemaking (a team of business advisors and 

coaches dedicated to helping organisations do the right thing well 

sensemaking.co.uk), that engaged participants in activities to combine South East 

Water expertise with Sensemaking insights. The session outputs include: 

 Views on the current and desired position of South East Water 

 identification of current South East Water societal activities that employees are 

“proud” of 

GRESBBoard

Stakeholder 
research Media

Employees
External 
review

Customer 
research
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 selection of characteristics of socially valued organisations that resonate with 

participants 

 selection of emerging business issues that could be focus areas for 

responsible business activities 

 ideas for new responsible business activities 

Insights were selected from two global projects that Sensemaking helped lead: 

 

 

 

 

 

 

 

 

 

Key resonating themes that came out as needing to be a focus: 

 Taking a multiple capitals approach - organisations recognise that they 

create more than just economic value. They increasingly measure and openly 

report on their activities and associated impacts using an accepted multiple 

capitals approach 

 Ecosystem enhancement – organisations take a broader view of their impact 

and responsibility and take conscious, consistent, smart decisions that 

enhance quality of life and help to provide a cleaner, healthier environment 

 Having a point of view – organisations increasingly take a public stance on 

matters that impact the public good. They are bold and consistent in what they 

think and say and are open and proud to share their perspective 

 Water resistance – technological and process developments make the 

production of high quality water from storm-water and wastewater feasible and 

practical; driving public, political and commercial acceptance of recycled water 

 Changing customer profile and expectation – this came from “Water 2020 

long term challenges” report by Anglian Water, United Utilities and Yorkshire 

Figure 4 – Examples of Sensemaking projects 
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Water and showed that customer expectations will continue to change, with 

disruptive technologies driving new behaviours and an increasingly older 

population, with potentially vulnerable customers 

A sustainable legacy – came out as an overarching theme which could be 

underpinned by having an industry point of view and being more vocal about what we 

do. 

 

 

 

Employee engagement 

Our regular employee engagement survey had a lot of insight that we have been able 

to consider to help develop our framework. The last survey in 2016 was completed 

by 87 per cent of employees - this is higher than the industry benchmark (ETS our 

survey provider advise a range from 70 to 80 per cent as a benchmark) and is an 

important indicator of employee voice within a business. 

The survey showed a number of highlights and areas that are important to the teams: 

 97 per cent agree we care for the environment and community 

 9/10 proud to work for South East Water 

 95 per cent agree health & safety is a high priority 

There were also areas they would like to see improve: 

 Training and learning opportunities 

 Career development opportunities 

 Recognition for achievements 

Some of these sentiments came through in further engagement held in 2018 

specifically about being a responsible business (see section 5.3). 

Employees also put forward their views through a steering group workshop looking at 

environment, social, governance (ESG) subjects where we worked to capture areas 

they believed should matter to our business. 

 

 

“we have people with great stories 

to tell – and they would love to tell 

them” 

“an ambition like this could be 

translated into stories of what it 

means at all levels of the business” 
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Table 4 – Employee views of ESG areas of focus for South East Water 

Employee views from steering group workshop 

Environment Social Governance 

Stewardship of our environment 

assets 

Vulnerable customer support Confidence and 

trust 

Monitor and evaluate catchments Education (water use/STEM/public 

health/water quality) 

Legitimacy 

Improve catchments Recreational services Financial 

transparency 

Reduction in carbon Staff welfare Sustainable 

returns 

Reduction in wasteful water use Charitable support Shareholder 

aspiration 

Deliver RSA investigations Health promotion 
 

Implement sustainability reductions Wide community impact of service (including 

failure) 

 

Long term water resource resilience Partnering (including using universities) 
 

Future agricultural policy Ethical and local employer 
 

Influence on planning policy and 

practice (e.g. house building) 

Diversity 
 

 
Future customer engagement through 

innovative use of our work (e.g sites) 

 

 

4.3 Customer engagement 

Future priorities research 

Whenever we have conversations with customers it’s an opportunity to hear their 

views on what makes a responsible business. With all the engagement taking place 

as we developed the business plan we've found this an important opportunity for 

customers to give us additional insight into what they think is important. 
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When looking at the customer research around future priorities we could really see 

that the hygiene factors were much more related to our core purpose – safe reliable 

water at an affordable price. But the enhance factors began to show more interest in 

activities like education and the environmental protection. Their future view began to 

show even stronger responsible business ideas with renewable energy, community 

conservation coming through (Environmental Resilience Appendix 10 section 4 sets 

out our strategic commitments for the future including stakeholder views of these 

commitments. A full list of the feedback received is contained in Annex A.8. 

 

Figure 5 – Customer view of current and future priorities (see Engagement Appendix 1 

for full research and customer insight summary for responsible business issues) 

 

Open day engagement 

Twice a year since 2012 we’ve been hosting tours of our treatment works. They 

continue to prove very popular and we’ve now had more than 1,200 people through 

the doors. These are a great opportunity for customer insight and two-way 

engagement. 

At the end of the tours we ask for feedback about the tour, but it also gives us an 

opportunity to ask additional questions. At tours this year we took the opportunity to 

ask a few more questions about what a responsible business looks like to our 

customers. In October 2017 we used a technique that had worked well during the 

research programme and gave the visitors a piece of paper with a heart shape space 

to fill with their – “Would like to meet (WLTM) a water company who...” words. We 
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reviewed these and found some strong messages of what they expect – a keen 

interest in the environment and water efficiency was clear in the results. 

Figure 6 – "Would like to meet" graph from open day survey 

 

Some of the verbatim answers are given here for a flavour of the sorts of responses 

we received. 

Figure 7 – Customer ideas for South East Water to demonstrate that it is a responsible 

business 

 

 



 

PR19 Supporting Appendix 3, Responsible Business | 3 September 2018 
 

Not confidential | Author: Jo Osborn | Last saved: 02/09/18 

File name: Appendix 3 Responsible Business FINAL 180901  Page 28 of 79 
 

We discussed this research with members of the Customer Challenge Group and 

advice was given to change the question slightly to ask in future “WLTM a company 

who” – this may lead to some more responsible business suggestions that are not so 

specific to the water industry. 

We took this advice and developed it for our customer open days in the spring 2018.   

At our open days at Arlington and Bray Keleher in spring 2018 we asked for 

customers views on whether they would describe South East Water as a responsible 

business. We were pleased that the majority felt that before the tour they did see us 

as responsible. But for those who had been unsure when asked why they changed 

their minds it was mainly due to the openness of showing them around the tour and 

increasing their knowledge of what we do – and the environmental side of what we 

do was highlighted by many. 

Figure 8 – Arlington Treatment Works Open Day – responsible business results 
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Figure 9 – Bray Keleher Treatment Works Open Day – responsible business results 

 

We then asked for ideas on what they would like to see us do as a responsible 

business (not mentioning water specifically as recommended). Many echoed ideas 

we received early in the year when we asked the “Would like to meet” question. 

Figure 10 - Customer ideas to demonstrate being a responsible business 
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These insights from customers who are engaging with us face-to-face are really 

valuable so we intend to continue to use the open days, and other community events 

as an opportunity to add to the insight database day-to-day going forward. 

Engaging with young people 

Two pieces of engagement have been put forward as inputs here: 

1. Elderflower Fields Festival – We engaged with more than 200 families during two 

days at the Elderflower Fields Festival held in the Ashdown Forest in 2017. We 

asked people to complete their water wishes for the future. This word cloud 

shows what they want to see South East Water do (bearing in mind some were 

very small mermaids and fairies got a mention as well as fixing leaks and grey 

water systems) 

Figure 51 – Word cloud from Elderflower Fields “water wish” 

 

You can see some pictures from the event and a full write up here - 

https://corporate.southeastwater.co.uk/about-us/our-work-in-the-

community/elderflower-fields-festival-2017  

While there was some fun had there were a lot of serious and carefully thought out 

answers. In particular we found it particularly interesting to watch the family 

conversations as people also made a pledge to save water. 

https://corporate.southeastwater.co.uk/about-us/our-work-in-the-community/elderflower-fields-festival-2017
https://corporate.southeastwater.co.uk/about-us/our-work-in-the-community/elderflower-fields-festival-2017
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Figure 12 – Word cloud from Elderflower Fields "pledges" 

 

The pledges were carefully discussed between the parents and children. We intend 

to build on this family engagement on water messages, particularly efficiency for 

future. 

2. Know H2ow awards – Having seen a large amount of customer interest in the 

need for education we felt it was important for us to engage with our young 

people to ensure they felt there was benefit in completing our education 

programme with them. 

In 2017 we launched our Know H2ow awards where four schools STEM clubs took 

part. The event included a day out at Arlington Reservoir with our Environment Team 

and a project to complete. The pupils presented their projects at a presentation day 

and were awarded certificates for taking part and a prize for the winning school. 

Our survey of the pupils afterwards found that: 

 Students rated their level of understanding of the work of the Environment 

Team as 4.3 out of 5.0 

 100 per cent felt they were made aware of the different career opportunities at 

South East Water 

 100 per cent understood how STEM subjects apply to the work we undertake 
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 95 per cent felt that working on the project gave them an understanding of 

South East Water 

 79 per cent would consider a career with South East Water 

“In doing this project I am definitely more aware of the STEM opportunities. I have 

really enjoyed doing this and have been able to work as a team and help each other 

along the way. I would love to do something like this in the future. Thank you." 

This insight clearly shows there is benefit to working with schools and there is 

opportunity for us to encourage future water workers through this route. STEM insight 

shows that: 

 100 per cent of STEM insight participants increased their understanding of 

STEM jobs and career pathways 

 STEM Ambassadors increase young people’s awareness of the importance of 

STEM by 89 per cent 

 Nine in 10 STEM employers have found it difficult to hire staff with the required 

skills in the last year.  

 This has created a shortfall of over 173,400 workers, an average of 10 unfilled 

roles per business. 

https://www.stem.org.uk/sites/default/files/pages/downloads/Impact%20leaflet_2018.

pdf and https://www.stem.org.uk/stem-skills-indicator  

During Investor in People interviews with employees at the laboratory it was noted 

that their role doesn’t allow for as much creativity as it involves structured sampling 

processes which are highly regulated – it was realised that involvement in STEM 

would be a good opportunity to encourage more variety into their role but also as a 

development opportunity. We are looking to develop a water quality based project for 

2018/19 as a result. 

As well as a great opportunity for the pupils these awards also has brought some 

excellent ideas for solutions to problems into the business. The Environment Team is 

taking forward ideas from the last awards to develop more interesting walking routes 

for young people at our reservoirs and ways of measuring the number of visitors to 

our sites. 

Customer research review 

As so much customer research has been completed over the last couple of years we 

asked our research partner Accent to review the results and to summarise for us the 

https://www.stem.org.uk/sites/default/files/pages/downloads/Impact%20leaflet_2018.pdf
https://www.stem.org.uk/sites/default/files/pages/downloads/Impact%20leaflet_2018.pdf
https://www.stem.org.uk/stem-skills-indicator
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key “responsible business” themes that came through during the research. They 

found the following: 

Customers 

 Delivering a quality, safe and clean water product 

 being responsible is about understanding that your customers are different 

and responding to these different needs 

 it's also about proactivity and explaining support tariffs and policies to 

customers who are in need 

 and it’s about being transparent:  

o where the bill goes 

o cross subsidies (of particular concern around the social tariff work) 

 but transparency is also communicating positive stories and building trust with 

customers. Customers want to hear from South East Water (but on their 

terms, channels and timings) and it’s not seen as acceptable (or responsible) 

to say it’s too hard 

 it's about being available 24/7 to ensure that supply obligations are fulfilled 

 it's about maintaining affordability of bills 

 and about getting bills right the first time  

Employees 

 Being responsible is about keeping a happy employee base – reducing stress 

levels and having schemes in place to reward staff loyalty 

 it's about being a good local employer 

 it's also about ensuring that you have the right staff numbers to fulfil ambitious 

plans (some concerns here that South East Water has a low permanent staff 

base) 

Environment  

 Being responsible is about caring for your local environment 

 lack of uninformed understanding of South East Water’s remit leads customers 

to focus on river and beach quality.  
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 informed responses lead to calls for South East Water to be innovative and 

leading the debate around water quality (not just working with landowners but 

other third parties such as domestic appliance manufacturers, filter producers 

etc).  

 in the Acceptability Testing work, biodiversity and landowner plans are well 

received in this regard 

 it's about planning for the future to ensure that there is water for future 

generations 

 it's about operating a carbon neutral business through efficient vehicles, 

renewables, etc 

 it's about managing leakage – past the ELL – there’s a moral obligation on 

South East Water to be aggressive in this area.  

 education of current and future customers. Taking the lead in helping 

customers reduce their consumption (their part of the “bargain” whilst South 

East Water tackle leakage) is something customers expect of a responsible 

water supplier. Active and ambitious school education programmes and 

targeted messages/advice/devices for current customers (not good enough to 

say it’s hard to get customers to listen– customers expect South East Water to 

work out innovative and engaging ways to communicate with their different 

customers). 

Interestingly, there has been little direct discussion around responsible management 

of the finances but being fair to customers (not shareholders) has been mentioned in 

the wider context across the different engagement projects. 

In June 2018 specific research with customers was held around responsible business 

issues (including issues raised by Ofwat as part of the "back in balance" consultation) 

This was through two workshops, one in Ashford, one in Bracknell - each lasted 3.5 

hours and 72 customers took part in total. Members of South East Water leadership 

team and the Customer Challenge Group attended the workshops. 

Much of the findings from this work echoed those from our other engagement. Key 

areas to consider included: 

 There is diminishing trust in many areas – whether it's media, business, 

regulators, advertising - even consumers 
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 when talking about responsibility customers first and foremost want to see a 

good product and reliable service - failure to do so renders any other activities 

pointless 

 fairness is a big theme – whether it was fair price, fair to customers, fair to 

workforce or making a fair profit. 

 beware box ticking and ensure authenticity – there was cynicism around some 

measures of responsible business 

 make things tangible - telling the stories around our work and giving facts and 

figures is important to demonstrate we aren't just paying lip service 

 scrutiny from the right people has value – Customers when they heard about 

CCWater and our Customer Challenge Group felt this was good that we had 

this scrutiny 

 have clear committed goals – aim for a few key big issues where you aim to 

lead and talk about these than try to talk about everything you are doing or 

expected to do 

 South East Water is not seen as a typical utility – our local presence and 

smaller workforce enables us to not be a huge “faceless” utility 

 people and planet are important – our customers showed most interest in 

seeing us do more for our people, customers and the planet. Governance was 

seen as important and we should do it, but they don’t need to engage with us 

on this – expect our stakeholders to lead on this 

4.4 Board engagement 

 

Developing South East Water as a responsible business is something members of 

the board have taken particular interest in and encouraged our continuous 

improvement in this area. This table shows a few examples of their involvement: 

Table 5 – Board engagement examples 

2015-2020 initiatives Board involvement 

Know h2ow awards for Secondary Schools Initially suggested by then board member Paul Rich to 

imbed our brand values into our community through 

an innovative awards programme for secondary 

schools. John Barnes continued to support as was a 

judge for the award ceremony. 
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STARS awards Emma Gilthorpe has been a judge for the South East 

Water employee award and recognition programme, 

championing this celebration of the talent within the 

business 

Customer Satisfaction champion David Hinton Asset and Regulation Director has 

championed the importance of customer satisfaction 

measures for all customers not just those who contact 

us. He has presented at industry conferences and 

interviews with trade magazine The Water Report to 

encourage this as a new approach for the industry. 

Increasing Customer Care Team visibility during 

incidents 

Andrew Farmer, Finance Director visited bottled water 

sites during the freeze/thaw incident to talk to 

customers and employees on the ground and local 

charities supporting the effort with vulnerable 

customers. 

Responsible business workshop Paul Butler, Managing Director and Andrew Farmer 

attended the workshop in March – feedback following 

this was that these were worthwhile and we should 

continue to seek stakeholder involvement as we 

develop our plans. 

Corporate Social Responsibility committee Following attendance at a Customer Challenge Group 

meeting Chairman of the Board Nick Salmon decided 

that an additional board committee was needed to up 

the profile of activities as a responsible business 

Vulnerability champion Anne-Noelle Le Gal is the shareholder designated 

vulnerability champion including attending the 

vulnerability sub-group meetings. 

Members of the board have attended a number of 

activities that the customer care team has led - 

Marissa Szczepaniak said this was valuable to see 

our strategy in action.   

 

The full board normally meets bi-monthly and a new board committee has now been 

established to build on the responsible business approach and ensure they have full 

oversight of activities. 

The board engagement programme (see Engagement Appendix 1 1.4.3) 

demonstrates how board members have joined in a number of our current activities, 

from attending Open Days, being a judge for our schools award programme, through 

to attending dementia cafes with our Customer Care Team - they are seeing on the 

ground the activities we currently have underway to help them consider our 

continuous improvement. 
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As signatories of the Principles of Responsible Investment (PRI) our shareholder 

fund managers have particular interest and enthusiasm for our continued 

improvement as a responsible business. Many of our shareholders are pension funds 

and they want to see an investment that has long-term value, but also that leaves a 

lasting legacy for the next generation. 

Vantage Infrastructure encouraged engagement through knowledge sharing events 

with similar infrastructure asset under their management, Phoenix Natural Gas. They 

also introduced us to the GRESB benchmarking survey, a global survey of 

environmental, social and governance activities to help us measure our impact and 

compare with others globally (see section 4.10) 

We are pleased that our board has taken the responsible business approach so 

seriously that they decided to create a new board committee to ensure this remains a 

core focus for the business, now and in the future. Our Non-Executive Director has 

also attended the steering group meetings to help us develop this strategy. 

The board also took part in the same workshop customers did to think about the 

priorities for water both now and in the future. Figure 5 – Customer view of current and 

future priorities (see Engagement Appendix 1 for full research and customer insight summary 

for responsible business issues)Figure 5 shows that customers really see that the 

hygiene factors are those related to our core purpose – safe reliable water at an 

affordable price. But the enhance factors began to show more interest in things like 

education and the environment. For the board they had a lot of common ground with 

customers, but pushed on the environment, employment and H&S as being hygiene 

factors. As they moved into the future thinking the board had similar views, but they 

flagged the importance of also being ready for the next unknown (such as water 

quality - what's the next microplastic?) and to find innovations that increase the 

resilience of our infrastructure. 
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Figure 13 - Board view of current and future priorities 

 

 

4.5 Customer Challenge Group (CCG) challenge 

 

The role of CCG is to provide independent challenge assurance to Ofwat on the 

quality of the company’s customer engagement, and the extent to which this 

engagement has influenced the company’s decision making and business plan.  

We have been privileged to have a CCG with a range of experience and in particular 

a number with significant expertise in elements of responsible business. This has 

challenged us, but also provided important insight and guidance which we believe 

has made this strategy better as a result. 

In its 2016/17 Annual Report the CCG recognised that South East Water has been 

doing a lot of good work but that it was difficult for the business to articulate the good 

story it had to tell - and to clearly demonstrate why activities were carried out, their 

intention and their impact.  

“The CCG continues to believe that in many areas South East Water has a good 

story to tell, which it is not communicating as well as it might. In order “to be the water 

company people want to be supplied by and want to work for” we encourage the 

company to take, and be seen to be taking, a greater leadership role in the water 

industry and in the region. In line with its societal responsibilities as a water 

company.”  
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We have worked closely with the CCG throughout developing our responsible 

business strategy. This included testing material for the stakeholder workshop and 

inviting some CCG members to attend the societal workshop to play a part, but also 

to feedback learnings for future workshops. We intend to continue to build on the 

positive feedback from these workshops to develop our leadership role by supporting 

other organisations in our industry and region to benefit from carrying out similar 

workshops. 

4.6 Stakeholders expectations 

Ofwat’s strategy ‘Trust in water’, describes a shared vision for the water sector in 

England and Wales - one where customers and wider society have trust and 

confidence in water and wastewater services. 

Principle 1 of good customer engagement is that "water companies should deliver 

outcomes that customers and society value at a price they are willing to pay." 

Ofwat has challenged companies to deliver a new era of openness and transparency.  

All of these expectations are key examples of what makes a responsible business. 

 

Ofwat continued this challenge through its approach to ask the industry to get "back 

in balance" and its consultation on board leadership, transparency and governance 

principles.  

 

Key issues were around financial mechanisms such as gearing and dividends, 

together with the importance of good corporate governance with a strong 

independent Board and appropriate, fair and transparent executive pay based on 

performance. 

 

Appendix 14 Financial covers the details of our approach to the financial implications 

of this such as gearing and dividend policy. Appendix 20 Governance and assurance 

gives details of our approach to corporate governance.  

 

Issues of performance related executive pay and ensuring our pay is fair transparent 

are also important for a responsible business. 

 

There are a number of recently produced key policy documents and programmes 

from our key stakeholders along with already established legislation and regulations, 

which have influenced both our approach to environmental matters and the 

development of the environmental aspects of our business plan (see Environmental 

Resilience Appendix 10). The key documents are:  
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 WISER, (2017); a priority strategic direction statement from our two 

environmental regulators, the Environment Agency and Natural England. It 

has been developed to assist water companies in delivering the overall vision 

of these regulators and to enable statutory obligations and expectations to be 

embedded in our undertakings and future plans.    

 Defra’s 25-year Environment Plan.  The 25-year Environment Plan created by 

Defra sets out goals for improving the environment, within a generation, and 

leaving it in a better state than we found it. 

 Biodiversity 2020, a strategy for England’s wildlife and ecosystem resilience. 

 Water Industry National Environment Programme (WINEP), our statutory 

environmental programme that will continue to be delivered from 2020 to 

2025. This programme covers our key environmental activities for restoring 

sustainable abstractions, and improving raw water quality and biodiversity. 

 Delivering Water 2020: Our final methodology for the 2019 price review, 

produced by Ofwat. 

 Guidance Note: long term planning for the quality of drinking water supplies, 

developed by the Drinking Water Inspectorate (DWI)(Sept 2017). 

Throughout the development of the environmental elements of our plan, we have 

ensured that we are aligned with each of these key policy areas.  

 

Waterwise Water Efficiency Strategy for the UK published in 2017 has a vision for 'a 

UK in which all people, homes and businesses are water efficient'. They have 

developed a number of actions and recommendations to encourage a water efficient 

culture. 

 

http://www.waterwise.org.uk/wp-content/uploads/2018/02/Waterwise-National-water-

strategy-report.pdf 

 

As supporters of Waterwise we are working closely with the organisation to build on 

this strategy and action the recommendations - we intend to work closely with them 

to partner on our water efficiency activities and behaviour change. 

 

We supported the work of Sustainability First and the development of the NEW PIN – 

New Energy and Water Public Interest Network to develop understanding of the long-

term public interest is for these sectors and ensure this voice is heard by decision 

makers.  

 

Through an iterative process, the New-Pin has identified six desirable long-term 

outcomes, which together comprise the public interest: Value for money; quality of 

http://www.waterwise.org.uk/wp-content/uploads/2018/02/Waterwise-National-water-strategy-report.pdf
http://www.waterwise.org.uk/wp-content/uploads/2018/02/Waterwise-National-water-strategy-report.pdf
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service; a clean/sustainable environment; long—run resilience; 'place-based' 

wellbeing; and fairness – both within and between generations 

http://www.sustainabilityfirst.org.uk/images/publications/new-pin/New-

Pin%20Looking%20to%20the%20long%20term%20FINAL%20report.pdf  

 

4.7 External review 

We have worked (and continue to work) with Sensemaking (see website for details of 

the team and experience - http://www.sensemaking.co.uk/) to support the 

development of a practical framework that: 

• Provides a strategic context for the various activities that are carried out in the 

responsible business/ESG space 

• helps connect activities of different parts of the business (such as – 

communications, engineering) to an overarching ambition and business 

outcomes 

• is aligned with, and complementary to our existing approaches 

• is communicable in a way that fits our company language and culture 

• can feed into co-development (with various external and internal stakeholders) 

of insights into the current and emerging societal and environmental issues 

facing the communities within which we operate 

• can be used to help decide which community issues we should focus on in 

order to create societal value and manage material risks to the business 

• can be embedded into the business and used to track progress and support 

stakeholder communications 

The work with Sensemaking included a thorough review of best practice in this space 

and gave recommendations about moving towards an Integrated Reporting 

approach.  

http://www.sustainabilityfirst.org.uk/images/publications/new-pin/New-Pin%20Looking%20to%20the%20long%20term%20FINAL%20report.pdf
http://www.sustainabilityfirst.org.uk/images/publications/new-pin/New-Pin%20Looking%20to%20the%20long%20term%20FINAL%20report.pdf
http://www.sensemaking.co.uk/
http://www.sensemaking.co.uk/
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Figure 14 – A summary of an integrated reporting approach 

 

Key recommendations 

• Adopt the Integrated Reporting Framework supported by incorporating ESG 

issues assessment into South East Water risk framework rather than 

developing a separate ESG framework 

• Identify and disclose material risks to value creation from ESG issues 

• Develop skills in integrated thinking, value creation and capitals thinking 

• Involve stakeholders in identification of ESG issues and risks (see stakeholder 

workshop section 4.8) 

• Use a checklist of potential capitals based risks to check for material issues for 

our business (note – we have reviewed the GRESB approach with 

Sensemaking and this was thought to be a sensible approach to use this 

global benchmarking approach as our checklist). 

Following the review with Sensemaking, our shareholders and some CCG members 

met to discuss the approach to responsible business. It was agreed that moving 

towards a capitals approach was the right thing to do but that we must be able to put 

this into our common language. We intend to develop the in-house skills working with 

Sensemaking on a train-the-trainer approach to embed into the business. 

The Environmental Resilience Appendix 10 section 3.11 explains that we need to 

adopt a natural capital accounting approach to ensure we value our impacts and 

dependencies on nature in the decisions we make.  
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Our business is fundamentally dependent on natural capital which refers to the 

elements of nature that directly and indirectly produce value or benefits to people, 

including ecosystems, species, freshwater, land, minerals, the air and oceans, as 

well as natural processes and functions (Natural Capital Committee, 2014).  

The key natural capital factors that influence environmental resilience in our supply 

area include water stress, a richness in biological diversity and protected landscapes, 

and our reliance on finite groundwater resources.  

We commissioned an independent assessment to examine the extent to which our 

current activities take account of natural capital. This assessment utilised Ofwat’s 

methodology, WISER guidance and Defra’s 25-year environment plan as a basis of 

understanding our areas of strength and weakness. The details of this can be found 

in Environmental Resilience Appendix 10 section 3.11. 

There are many synergies between the capitals approach recommended by 

Sensemaking and this natural capital accounting piece, so we will commit to start our 

journey towards this so we have the skills within the business ready for the 2020 

investment period. 

4.8 Stakeholder engagement 

 

South East Water's role in society - a workshop 

A challenge from both the board and CCG was that historically our responsible 

business activities seemed to have organically developed and not have a clear 

strategic framework. A lot of good work is completed, but why? 

In order to start from a better place we decided we should start from first principles 

and work with our stakeholders to co-create our strategy. 

A workshop was developed, facilitated by Sensemaking, to engage a range of 

stakeholders in discussing societal issues - this would give us a good place to begin 

to develop our responsible business approach from. 

The intention of the workshop was to invite stakeholders from a range of 

backgrounds to encourage diverse points of view, we also had attendees from South 

East Water to bring the businesses perspective to the table too and to allow our 

people to hear directly from stakeholders. 

The full report of this workshop can be found in Annex BC 

Objectives of the workshop: 

• To enhance South East Water’s understanding of stakeholders views of the 

key societal issues in the South East of England 
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• To begin to explore what this means for South East Water and what actions 

stakeholders believe South East Water could take as a responsible business 

to feed into the business plan. 

The group started with a wide range of stimulus material to think about societal 

issues in the south east of England. Discussion and interaction on the tables allowed 

these to be sifted to bring insight out from the sessions of key themes for the region. 

Figure 15 – An approach to stakeholder participation and sense making 

 

Figure 6 – Stakeholder workshop approach 

 

All this material is being provided to the stakeholders to allow them to use the 

findings in their own organisations – very much our shared know h2ow ethos. 

Additional topics the group felt were missing from the initial list – but considered 

important to South East Water included: 

1. Energy resilience 

2. Risk of pandemics 

3. Behaviour change 

4. Embedded resources in products and services 
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Following the societal level discussions we honed in on what this means for water 

and what actions South East Water could take. 

Figure 7 – Stakeholder workshop 

 

 

Figure 18 – Outcome of stakeholder voting 
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Reviewing the output of the session identifies some potential themes that 

stakeholders would like South East Water to do more: 

Healthy environment 

• Protecting and enhancing the environment 

• Helping to reduce the impact of human behaviour on the environment through 

behaviour change – going beyond reducing water demand and considering 

other resources, waste and pollution 

 Water Infrastructure 

• Ensuring water infrastructure is resilient to shocks and is able to meet growing 

demand 

• Ensuring the water infrastructure and provision of water has a positive impact 

on the environment and on communities 

 Healthy communities 

• Helping address people who are vulnerable – going beyond consumers to 

considering children, older people including those in care homes, those with 

mental health issues 

• Being able to respond to pandemics 

• Providing access to healthy environments for wellbeing  

 

Figure 19 – Key themes from the stakeholder workshop 
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Key outputs from this are shown here. A lot of alignment with messages we have 

seen from customers, the Board, employees and also topics raised in the GRESB 

survey – but also bringing up some innovative areas such as risk of pandemic and 

the embedded resources issue. 

Figure 20 – Mapping the issues raised to key themes 

 

Perceptions audit 

A key challenge from the CCG was to complete a perceptions audit of our 

stakeholders (Annex D Stakeholder perceptions audit). 

Looking at the audit from the responsible business lens we could see there were a 

number of areas that stakeholders prioritised. Environment and planning for the 

future was shown as really important to all. 

Water efficiency and community impacts of our work were an interest for many. 

We saw less interest in engaging with us on vulnerable customer issues, however 

more than a third did show interest, and we are conscious of our need to improve our 

stakeholder engagement and wider awareness of our work with vulnerable people. 
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Figure 8 – What topics would stakeholders like to engage with South East Water on in 

future 

 

Other topics raised include the following: 

• Reporting local issues – especially pollution incidents 

• Housing developments and growth 

• Water abstraction and resource management 

• Water quality 

• Maintenance of infrastructure 

 

4.9 Media and industry insight 

We are part of the WaterUK Communications Managers Network as a way to keep 

checking on latest trends in water and issues being raised nationally or through other 

companies. 

WaterUK continually horizon scan emerging issues and monitoring current issues 

they provided a list of the issues they are monitoring and see as key to be 

considering from a national perspective. 

• Infrastructure investment 
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• Bills/cost of living 

• Political/regulatory developments 

• Financing (e.g. investors, shareholders, dividends) 

• Transparency 

• Drought/dry weather 

• Water efficiency 

• Refill/free drinking water 

• Beach/river pollution 

• Blockages/Fatbergs/Wet wipes 

• Leakage 

• Microplastics 

• Cyber security 

These issues map well against the issues we have as risks from our own media 

monitoring.  

4.10 GRESB benchmarking 

We were introduced to GRESB (www.gresb.com) by our fund managers Vantage 

Infrastructure. GRESB assesses the sustainability performance of infrastructure 

portfolios and assets worldwide. They offer ESG data, scorecards, benchmark 

reports and portfolio analysis tools. 

The assessments are guided by what investors and the industry consider to be 

material issues in the sustainability performance of real asset investments and are 

aligned with international reporting frameworks such as GRI and PRI. 

Assessment participants receive comparative business intelligence on where they 

stand against their peers, a roadmap with the actions they can take to improve their 

ESG performance and a communication platform to engage with investors. 

Investors use the ESG data and GRESB’s analytical tools to improve the 

sustainability performance of their investment portfolios, engage with managers and 

prepare for increasingly rigorous ESG obligations. 

In previous years the survey had been completed but with limited input from South 

East Water and the 2017 report gave the company a four star rating out of five. The 

Board and investors have encouraged us to be more involved for future and we are 
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aiming for five stars. We have completed the assessment for 2018 but the results will 

be available post-business plan submission. 

As part of the benchmarking process GRESB has used an Infrastructure Advisory 

Board to develop a materiality assessment for a number of infrastructure assets, 

including water management. This gives you an indication of the issues you need to 

be focussed on as a business that is leading in environment, social and governance 

areas. 

We have taken their assessment to compare our activities and to ensure that South 

East Water is not missing any issues that have a material impact. The process has 

given us an opportunity of a thorough review of all our policies and procedures with 

40 different issues to consider.  

The benchmarking process explains those areas that the Infrastructure Advisory 

Board has considered to be relevant to water management. Items that are highly 

relevant should have particular emphasis in our plans.  

We reviewed their assessment and increased the relevance of some items that we 

feel are particularly important to South East Water, including customer satisfaction, 

stakeholder relations and biodiversity and habitat protection. 

Table 6 – GRESB materiality assessment for South East Water 

 

Figure 9 shows how South East Water (“the entity”) compares to peer group and the 

GRESB average. The insight shows that we have strong management and policy in 

place for the issues raised, but our demonstration of implementation and 
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measurement is an area we could improve. We hope the evidence we have provided 

for the 2018 survey will demonstrate our achievements in these areas more clearly, 

but we will assess the feedback in September when we receive the report. 

Figure 9 – South East Water’s relative position to other GRESB participants globally 

 

We will continue to complete this benchmarking survey over the next five years and 

aim to become a five star company and maintain this rating and in particular continue 

to improve our standing in implementation and measurement.  
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5. Developing the framework 

With all the inputs assessed we mapped the insights against each other to see where 

key priorities are, synergies between the different input views and where we had 

gaps.  

5.1 Alignment with our business plan outcomes 

Mapping the inputs it was clear that what customers and stakeholders want to see us 

delivering as a responsible business strongly aligns with many of our business 

outcomes (ODIs), both the prescribed and our own bespoke measures. Many of the 

ODIs are very much things that are expected of us as a responsible business, such 

as a reliable supply of water and reducing leakage. 

Here we summarise where the inputs to our responsible business strategy map 

against our agreed business plan outcomes (full details are in Appendix 2 

Performance commitments and outcome delivery incentives). 

Everyone counts – our know h2ow supports the health and wellbeing of our 

communities and society 

These outcomes underpin the shared importance on doing the basics right which is: 

 Maintain the high levels of trust in drinking water  

 keep customers, stakeholders and developers satisfied with the service we 

provide 

 support those who may need extra help – whether with paying their water bill 

or making sure they are looked after when things go wrong with their water 

supply  

Table 7 – Business plan outcomes – health and wellbeing 

Business plan outcomes 
Inputs that included these as responsible 

business issues 

Our customers are happy with the service we provide 
 Employee engagement 

 Customer research  

 Board  

 Stakeholder expectations  

 Stakeholder perception 

 GRESB 

Our customers trust the safety and quality of their tap 

water 

 Employee engagement 

 Customer research  

 Board  
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 Stakeholder expectations  

 Stakeholder perception 

 GRESB 

Developers are happy with the service we provide to 

them 

 Not referenced specifically during 

responsible business research – this came 

from prescribed measure 

We help customers out of water poverty 
 Employee engagement 

 Customer research  

 Board  

 Stakeholder expectations  

 Stakeholder workshop  

 Media/WaterUK  

 Stakeholder perception 

 GRESB 

We give customers extra help when they need it 
 Customer research  

 Board  

 Stakeholder expectations   

 Stakeholder perception 

 GRESB 

Our stakeholders are happy with the service we 

provide to customers who need extra support 

 Not referenced specifically, but ties in with 

the “we give extra help" outcome 

 

Every drop counts - Working together to reduce demand through shared know 

h2ow 

These outcomes recognise the shared importance we and customers place on 

making every drop count by: 

 Not wasting what is a valuable and finite resource  

 making what water we have already go much further - by driving down 

demand and accounting for all the water we abstract and supply  

Table 8 – Business plan outcomes – reducing demand 

Business plan outcomes 
Inputs that included these as responsible 

business issues 

Leakage levels are sustainable and supported by 

customers 

 Customer research  

 Board  

 Stakeholder expectations  

 Media/WaterUK  

 GRESB 

Customers are empowered to reduce their water use 
 Employee engagement 

 Customer research  

 Board  

 Stakeholder expectations  

 Stakeholder workshop  

 Media/WaterUK  
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 Stakeholder perception 

 GRESB 

All the water we supply is accounted for 
 Not referenced specifically during 

responsible business research – this came 

from prescribed measure 

 

Everyone’s future counts - ensuring long-term value through resilient 

infrastructure and a thriving environment 

These outcomes recognise the greater environmental guardianship role our 

customers want us to play; and whatever the weather and challenges, we keep taps 

and rivers flowing. 

Table 9 – Business plan outcomes – resilience and the environment  

Business plan outcomes 
Inputs that included these as responsible 

business issues 

Our water supplies are maintained during more severe 

droughts 

 Employee engagement 

 Customer research  

 Board  

 Stakeholder expectations  

 Stakeholder workshop  

 Media/WaterUK  

 Stakeholder perception 

 GRESB 

Our water supply network is resilient for this 

generation and the next 

 Employee engagement 

 Customer research  

 Board  

 Stakeholder expectations  

 Stakeholder workshop  

 Media/WaterUK  

 Stakeholder perception 

 GRESB 

Our environment thrives, now and into the future 
 Employee engagement 

 Customer research  

 Board  

 Stakeholder expectations  

 Stakeholder workshop  

 Media/WaterUK  

 Stakeholder perception 

 GRESB 

 

5.2 Gaps in our business plan 

Having completed the mapping while it was clear that our business plan outcomes 

covered many of the key responsible business measures that mattered to all our 

stakeholders, there were still a number of areas that had been raised where we did 

not currently have any commitment. 
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Key areas that came up were around community, partnership working and issues 

around plastic waste. Housing growth concerns and education were raised regularly 

through a number of stakeholder groups. 

This list included aspects not just about the supply of water, but our place in society, 

corporate governance and our role as a local employer. 

Table 10 – Responsible business gaps in current plan 

Responsible business gaps in current plan 

 Ensure fair pay for all our employees  

 Working in partnership with more universities, charities etc 

Talk to more customers about water use during changeable weather   

Increase school talks and water education activities with children  

Increase customers engaged with on hydration messages   

Increase number of people attending our Open Days and community events (such as our trailer)   

Work with more people on catchment management projects to protect water quality  

Ensure Executive pay is linked to performance   

Reduce lost time due to injury (us and contractors)  

A full campaign to reduce our use of plastic  

Talk to more customers about being ready for winter and protecting their plumbing   

Encourage everyone to not only save water at home, but to reduce their water footprint overall 

(http://waterfootprint.org/en/water-footprint/what-is-water-footprint/)   

Reduce lost time due to stress (us and contractors)   

Aim for Gold Investors in People (or equivalent)   

Reduce our gender pay gap   

Speak up about the impact of housing growth on water resources   

Talk to more customers about how to protect our water network from pollution (e.g. illegal connections, diesel 

spills)   

Demonstrate we are paying fair tax   
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Increase diversity of our employees at South East Water  

Promote tap water refill campaign to reduce bottled water   

More involvement in community projects   

Increase the number of people signed up to automatic water supply alerts   

Reduce amount of waste going to landfill   

Increase volunteers working on conservation projects   

Support the wastewater companies with their campaigns to stop people flushing plastics/oil/etc down the loo   

 

We presented these responsible business ideas to the Customer Challenge Group in 

July and they welcomed the detailed work that had gone into developing this 

understanding, but expressed concern that there were too many issues and there 

needed to be a clearer strategic position. 

We agreed and the research from Brand Edge had shown that customers preferred 

to see fewer but ambitious goals. 

5.3 Developing our responsible business commitments 

In order to help us prioritise our areas of focus we issued a survey to all employees 

and also to the Board to ask for their views. We felt this was important because our 

experience from developing our corporate plan for 2015 showed the value in giving 

our employees a voice in our plans. We had more than 150 replies (almost 20 per 

cent of the workforce) within 24 hours.  

The results that scored more than 20 per cent of the vote were (in order of 

preference): 

1. Speak up about the impact of housing growth on water resources 

2. Ensure fair pay for all our employees 

3. More involvement in community projects on water use and vulnerability 

4. Increase school talks and water education activities with children 

5. More effort to educate customers about how to use water in different weather 

scenarios 

6. Promote tap water “Refill” campaign 

7. Provide more two-way real time communication between company and 

customer 

8. Reduce our gender pay gap 
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9. Increase our effectiveness by working in partnership with more universities, 

charities etc 

10. Increase our role in assisting the vulnerable in our society 

11. Promote reduction in water footprint in all aspects – e.g. water used in 

manufacturing of clothes and food produce  

12. Further improve the health, safety and wellbeing of us and our supply chain 

13. Run more open days and community events (such as our trailer    

Looking at the responses by our employees and the Board there was clear alignment 

with views expressed by customers and stakeholders too around the key issues – 

especially when considering against the findings of the Brand Edge research into 

responsible business. 

Figure 23 – Examples of comments left by employees about the reason for their 

priorities 

 

We also asked employees if there was anything they felt was missing from the list. 

While many who responded thought that the list was comprehensive, suggestions 

were made of additional things to consider and activities that could help.  

A key area raised by a number (18 per cent of those who responded) as missing was 

related to the reward and recognition of employees, not just about pay. So we felt it 

was important we built this into the ambitions too. 

We took this insight and the activities which received more than 20 per cent of the 

vote and grouped them into five key responsible business commitments - each with 
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measurable key performance indicators that we can monitor our progress against 

(see section 6.1).  

Figure 24 – Our five key responsible business commitments 

 

The Customer Challenge Group asked if we would keep this survey open for 

employees - we have left the survey open for all and continue to review feedback and 

ideas that come through. 

As we develop our ongoing employee engagement and future surveys we will look to 

continue to give people an opportunity to share their views about the priorities of a 

responsible business. 

5.4 Responsible business expectations 

 

While our research has shown that the five commitments we developed align clearly 

with the majority of our stakeholders, customers and employees expectations, there 

are some areas that, while not highlighted as priorities by customers and employees, 

are still important in order to continue to build a responsible business. In particular 

issues raised by Ofwat through its consultation on corporate governance and "back in 

balance". 

When we talked to customers about these issues, in our research carried out by 

Brand Edge (Section 4.3) it was clear that our behaviours relating to tax, Executive 

pay and bonuses and health and safety are understandably considered as 

expectations that all good responsible business would meet. 

Play an active role regionally in relation to the impact of housing 
growth on water

Ensure fair pay, reward and recognition for all employees

Create more partnership community projects on water use and 
vulnerability

Develop a "future generation" schools programme on water

Support the tap water "Refill" campaign to reduce plastic bottled water
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Therefore we believe they must be an important part of our strategy too and therefore 

developed a further five responsible business commitments to respond to these. 

These are: 

 natural capital accounting 

 renewable energy measures 

 transparency of reporting 

 improving health, safety and wellbeing of our communities 

 trusted corporate governance 

5.4.1 Natural capital accounting  

Taking a natural capital accounting approach is a direction many responsible 

organisations are taking and we want to build our business to be able to adopt this 

for the future. 

We will adopt a natural capital approach to ensure we value our impacts and 

dependencies on nature in the decisions we make.  

This is detailed in Environmental Resilience Appendix 10 section 3.11. 

We will build these capabilities into the business. 

5.4.2 Renewable energy measures  

We are proposing an ambitious PR19 performance commitment target to reduce our 

relative measure of operational greenhouse gases per mega litre of water delivered 

by 80 per cent from our 2017/18 position. Hence from a current position of 

288kgCO2e/Ml the target by 2024/25 is to reduce this to 58kgCO2e/Ml. Due to the 

ambitious target, the uncertainty of energy markets and the lead time to introduce 

renewables directly which all lead to a large range of variability between success and 

failure we would only pursue this option as a reputational ODI (so this is non-

financial). 

However as a responsible business we will also publish a range of supplementary 

metrics that highlight the percentage mix of our energy and also include information 

on our energy efficiency and the impact of our land acting as a carbon sink. 

5.4.3 Transparency of reporting  

We will continue to build on our improvements over the last couple of years as we 

develop reports that are not only transparent but aim to engage with the reader too. 

We aim to remain industry leaders via the company monitoring framework as self-

assured, but will look to continue to improve our standing so we don't stand still or 

slip backwards. 
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This is also an opportunity for us to continue to report on measure that while not 

specifically ODIs for this plan are still important we maintain high standards and are 

transparent about our performance, for example pollution incidents or breaches of 

any environmental permit. 

5.4.4 Improving health, safety and wellbeing of our communities   

The board highlighted this as an area we should continue to build on. It is recognised 

we need to work in partnership with our key contractors to ensure we keep everyone 

who works with us, not only safe, but thriving 365 days a year. We also play an 

important part in our community, whether that is keeping people safe during our 

street works, or providing wellbeing opportunities via our resources - such as 

recreational and volunteering at our sites. We will report on our progress against the 

Thrive 365 strategy and work with our supply chain to ensure all who work for, or 

with, us benefit too. 

5.4.5 Trusted corporate governance  

The Ofwat consultations (see section 4.6) are clear on the expectations of a 

corporate governance and our financing arrangements. 

Appendix 14 Financial and Appendix 20 Governance and assurance include more 

detailed information on these issues. Key issues we commit to include: 

 Maintain an independent Chair for the Board 

 maintain that our independent non-executive directors are the single largest 

group on the Board 

 maintain all sub-committees to be chaired by an independent non-executive 

director 

 maintain that all decisions relating to us are taken by the Board and not a 

holding company 

 maintain performance related pay for executives that is transparent and linked 

to customer priorities, both short-term and long-term incentives 

We have a company registered in the Cayman Islands that is a subsidiary to South 

East Water and borrows money from pension fund and insurance company investors 

which it on-lends to South East Water.  The company is registered in the Cayman 

Islands but the company does not gain any tax benefit from this and the company is 

resident for tax purposes in the UK.   

Notwithstanding there is not tax benefit we recognise the negative association 

customers may make between Cayman Islands registered companies and tax 

avoidance more generally.  We are therefore committing to closing this subsidiary 

company and, as a first step to closure, will be removing 40 per cent of the debt that 

is held in that subsidiary company to a company registered in the UK prior to 2020.  
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6. Our behaviour counts – our responsible 

business commitments  

6.1 10 responsible business commitments 

 

Our business plan as a whole is about customer satisfaction responsibly delivered. 

The outcomes that have been set across the plan are all very much from a position of 

a business that is taking a long-term view and putting people and the planet at its 

heart (see Appendix 2 Performance commitments and outcome delivery incentives). 

The issues raised during our responsible business engagement have been 

incorporated throughout the plan. This chapter is focussed on the 10 responsible 

business commitments that we see as potential measures we could set as ODIs for 

2025 and beyond.  It gives us an opportunity to develop and build on our strong 

passion in the business and our communities for these issues by acknowledging their 

importance through the business plan and measuring, monitoring and reporting on 

them now to encourage improvement and that we don’t stand still. 

Five of these commitments are based on the top priorities raised by customers, 

community stakeholders and our employees - many of these had a strong focus on 

our role as a local water company and building our voice in the community. 

Table 11 – Five commitments based on customers’ top priorities 

Play an active role regionally in relation to the impact of housing growth on water  

• Develop a policy together with local stakeholders – appreciating the balance of supplying water, the 

need for society to ensure environmentally sustainable future water resources, and also the ongoing 

support of the south east region and its economic development 

• respond to 100 per cent of all national, local and regional authority consultations  

 

Ensure fair pay, reward and recognition for all our employees 

• Ensure our executive salaries are reasonable and justifiable 

• improve gender pay gap year-on-year 

• aim for Gold Investors in People (or equivalent) by 2025 – while the badge itself is not the aim our 

experience is that the process of employee interviews and feedback provides an important framework 

that we can use to ensure we are developing a fair reward and recognition programme for our 

employees 
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Create more partnership community projects on water use and vulnerability 

• Increase the number of community projects per year working with universities 
• increase the number of community projects per year working with local charities 
• develop a partnership project to look at water footprint to begin in 2020* 

 
*Note: this was a new idea developed at the stakeholder workshop. As it’s something new to us we need to 
give it time to understand, review and discuss further. But we wanted to include it as this is an innovative route 
we should be taking if we want to be leaders in sustainable use of water. It may expand to focus on supply 
chain and communities as well as company and customer water footprint 

 

Develop a “future generation” schools programme  on water 

• Increase water education activities to reach 10,000 young people by 2025 

• upgrade our education materials for our key visitor sites at Arlington and Ardingly  

• work with the local communities to develop an education centre for new reservoirs and ensure these 

are included in our plans 

• continue to build on our STEM ambassador programme and run the Know h2ow awards annually – 

working in partnership with the STEM Hub to promote this and encourage other organisations to take 

part too 

 

Support the tap water Refill** campaign to reduce plastic bottled water 

• Increase the number of Refill designated businesses within our region 
• run an annual hydration campaign in conjunction with Refill 

 
**Refill is an organisation which is developing a network of cafes, restaurants and businesses across the UK 
which offer to refill water bottles for free. The water industry has been supporting the development of this 
campaign. 

 

While a further five are based on what customers and stakeholders expect of a 

responsible business, particularly around corporate governance, staff welfare and 

health and safety. 

Table 12 – Five commitments based on customers and stakeholders expectations 

Natural capital accounting 

•  We will adopt a natural capital approach to ensure we value our impacts and dependencies on nature 

in the decisions we make 

 

Renewable energy measures 

• We will publish a range of supplementary metrics that highlight the percentage mix of our energy and 

also include information on our energy efficiency and the impact of our land acting as a “carbon sink”. 

 

Transparency of reporting 
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 Maintain our self-assured rating for our company monitoring framework (CMF) 

 continue to report number of breaches of abstraction licences, discharge consents and environmental 
permits 

 continue to report number of pollution incidents (category 1 and 2) 

 continue to report number of compliance breaches of other statutory obligations and licence conditions 

 report on further vulnerability measures alongside our performance commitments as outlined in the 
ODI appendix 

 Continue to report number of breaches of national security obligations 

 

Improving health, safety and wellbeing of our communities  

• We will report on our progress against the Thrive 365 strategy  
• continue to report number of breaches of health and safety regulations 

 

Trusted corporate governance  

 We will follow best practice on Board composition and governance 

 We will not issue any new debt from the Cayman Islands and will look to remove debt that is held 
there as soon as practicable  

 

6.2 Count me in…delivering our responsible business plan together 

With our ambitions set in the plan we will now begin to develop our action plan which 

will set out the detail of how we will achieve these. 

We intend to: 

 rollout communication of the plan to employees and stakeholders/customers 

from September 2018 onwards as we publish the business plan and use as 

opportunity to co-create the delivery plan together ready for 2020 

 develop capabilities within the South East Water leadership team around 

integrated reporting, value creation thinking and the capitals approach, 

together with the regulation and communication teams to support future 

reporting and communication during the year – with the intention to develop 

ready to update reporting for 2018/19 

 use our partnership toolbox to support the development and delivery of our 

initiatives 

 ensure this is a living breathing strategy – it needs to be agile to adapt to 

shocks and challenges, therefore we will embed the engagement we have 

completed to develop this plan into our business as usual to ensure we 

continue to build on what we’ve achieved 
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 ensure there are clear links between our responsible business performance 

and that of our contractors and supply chain too through the development of 

capabilities within the business to deliver this approach via our partnerships 

 embed these commitments into our key decision making processes and 

linked into our corporate risk register so the Board can clearly see this come 

through the business and be monitored as part of our Company Monitoring 

Framework and our monthly Board Report 

 continue our Responsible Business Steering Group to monitor progress and 

report on delivery – as agreed with the CCG we would engage with them on a 

quarterly basis initially while we embed this within the business 

6.3 How we will assess our progress 

The responsible business steering group and committee will monitor our progress 

against the plan. 

Alongside our own self-assessment there are a number of external measures which 

will help us to assess our overall progress.   

Table 13 – Assessment measures 

Self-assessment External assessment 

Employee engagement survey 

Gender Pay Gap report 

KPI measurements for each ambition – 

e.g. Number of school talks delivered 

 

GRESB benchmarking survey 

Investors in People (or equivalent) 

Ofwat – Company Monitoring 

Framework 

Living Wage Foundation Accreditation 

 

We carried out a survey with more than 1,700 household customers about the 

acceptability and affordability of the plan (See Appendix 1 Engagement). As well as 

asking them about these issues we took the opportunity to also ask some questions 

to gauge their understanding of South East Water as a brand. There were three 

questions raised - would you agree or disagree that South East Water is: 

 A green company 

 a caring company 

 a fair company 
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The results show that our customers are unsure about these with a large proportion 

of don't know or neutral answers. This is the first time we have run this survey and 

therefore we decided it would not be appropriate to set benchmarks or targets 

against this yet – however we will include this in our regular tracker score for the 

future so we can monitor this through the responsible business steering group.  

Table 14 – Customers’ survey results 

 

6.4 How we will report on our responsible business progress 

We know that taking an open and transparent approach to reporting performance is 

vital for any responsible business. 

The improvements we have made in our own company monitoring and reporting over 

the years has been an important part of our ongoing development – not just to meet 

regulatory expectations but because we are proud of our pure know h2ow and want 

to share it with our customers and stakeholders, indeed many of our commitments 

within this plan rely on our ability to communicate transparently and effectively with 

customer to provoke behavioural change.   

We have been classed as self-assured via our Company Monitoring Framework for 

the last two years and aspire to maintain this position. We will therefore ensure these 

responsible business commitments are included within our corporate risk register and 

build our reporting of these into our Company Monitoring Framework. 

As well as giving all our customers and stakeholders an opportunity to see our 

progress against our plan, the way we report our performance provides the platform 



 

PR19 Supporting Appendix 3, Responsible Business | 3 September 2018 
 

Not confidential | Author: Jo Osborn | Last saved: 02/09/18 

File name: Appendix 3 Responsible Business FINAL 180901  Page 66 of 79 
 

for greater two-way engagement with them – so that we can also develop our shared 

know h2ow approach. 

Where we have outperformed we can share how we achieved the successes to 

enable others in our industry (and beyond) to benefit from our experience and to 

share best practice. Where we have not been successful the transparency enables 

us to be honest on the lessons learned with others and drive the dialogue needed to 

improve. 

We will report on our responsible business progress through a: 

 Monthly report to the Board 

 monthly update to employees via Core Brief and intranet updates 

 quarterly update on our website 

 quarterly review with our Customer Challenge Group 

 quarterly review for our investors 

 interim report which will include progress over the six month period within the 

Chairman’s statement 

 half yearly update to employees via our Managing Director briefing 

presentations 

 annual report, such as our Performance People and Planet report and Annual 

Financial Report 

This year we will be reviewing our annual reporting approach to build on the 

integrated reporting and natural capital accounting methods so that by 2020 any new 

approaches in reporting have been embedded into our business. We will ensure that 

the progress of our responsible business commitments are clearly presented in our 

future annual reports. 

Along with these formal reporting routes we will look to engage with our local 

communities regularly with updates on initiatives and projects as they progress via 

social media, press releases, community engagement activities and our Source e-

newsletter, along with conferences and presentation opportunities.  

We have been developing our "Engaging Out Loud" approach to build confidence 

within the business to use two-way communication channels to build partnerships 

and understanding of our many stakeholder groups. We believe that this ongoing 

engagement about our progress is important not only for achieving the performance 

commitments themselves, but also to develop a wider dialogue about the value of 
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water and South East Water's role in society so that what we do is making a positive 

impact on people and the planet. 

 

6.5 Looking to the future 

At the Customer Challenge Group it was raised that to have responsible business 

engrained in the DNA of an organisation will take longer than the five year price 

control period. We agree and believe this long view approach is inherently important 

to building a sustainable legacy. South East Water has always sought to continually 

improve as a business, particularly with our focus on the environment, resilience, our 

people and in the last five years customer satisfaction. 

As we finalised our plan we noted that the Government published their civil society 

strategy on the 8 August 2018. The government's vision is one where responsible 

businesses will play a key role as a force for good in our society and they detail eight 

precepts that a responsible business would put into practice.  

https://www.gov.uk/government/publications/civil-society-strategy-building-a-future-

that-works-for-everyone [gov.uk]. 

Table 15 – Government expectations for a responsible business and South East 

Water’s approach 

Government precepts of a responsible business South East Water in practice 

Pays its fair share of tax We are registered in the UK for tax purposes and 

publish our annual accounts. We comply with all tax 

rules. We are able to defer some tax due to the level 

of investment in the UK infrastructure - this helps 

minimise impacts on customer bills. 

Aims for positive interactions and relationships with its 

employees, shareholders, customers, and suppliers 

Our engagement strategy encourages two-way 

engagement with all our stakeholders and our plan 

includes a number of measures to test the satisfaction 

of those we work with and for. 

Is transparent and accountable to its shareholders Published corporate governance policy and our 

company monitoring framework is considered self-

assured by Ofwat. 

Is open and communicates what it does for society 

and the environment 

Annual reporting of performance through our 

performance, people and planet report. We regularly 

issue press releases and social media to encourage 

people to find out more about what we do. Our 

schools and community talk programme and open 

days give people a chance to talk to us face-to-face 

https://urldefense.proofpoint.com/v2/url?u=https-3A__www.gov.uk_government_publications_civil-2Dsociety-2Dstrategy-2Dbuilding-2Da-2Dfuture-2Dthat-2Dworks-2Dfor-2Deveryone&d=DwMGaQ&c=yvNT9Dtunj3a2-D-Zo8LLYm1fwaz5dfbPYDquTCDjtI&r=vUbOqx8-PHodS8KrEfBQjocqmMnGKEzHmnK2ZqoX3KM&m=Y6sb-glK0f9Gq5oB_0fZoFZG3hsBeIlEJwwEXdTTZiE&s=mN5J66XgyllYtWe44EymrzNBW4E0GZA6S02ZPSt8mxc&e=
https://urldefense.proofpoint.com/v2/url?u=https-3A__www.gov.uk_government_publications_civil-2Dsociety-2Dstrategy-2Dbuilding-2Da-2Dfuture-2Dthat-2Dworks-2Dfor-2Deveryone&d=DwMGaQ&c=yvNT9Dtunj3a2-D-Zo8LLYm1fwaz5dfbPYDquTCDjtI&r=vUbOqx8-PHodS8KrEfBQjocqmMnGKEzHmnK2ZqoX3KM&m=Y6sb-glK0f9Gq5oB_0fZoFZG3hsBeIlEJwwEXdTTZiE&s=mN5J66XgyllYtWe44EymrzNBW4E0GZA6S02ZPSt8mxc&e=
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Trades fairly with its customers and suppliers We set out our business plan every five years and 

engage with our customers and stakeholders to 

develop our plan and test the levels of bills and 

service. We have a procurement policy and work 

closely with our suppliers to ensure we trade fairly. 

Recognises the responsibilities it has to treat its 

employees fairly, including through levels of pay 

We were the first water company to receive Living 

Wage Foundation accreditation and we hold a silver 

Investors in People award. Our ambition to ensure fair 

pay, reward and recognition is in response to our 

recognition of our responsibility to our employees 

Protects the natural environment from its impacts and 

uses resources sustainably 

Protecting the natural environment has always been a 

priority and our long-term water resources 

management plan and strategic environmental 

assessment are in place to support this. Throughout 

the business plan we have included outcomes 

specifically to ensure the environment is protected and 

improved for the future. 

Genuinely invests in and becomes part of the 

communities in which it operates 

We are proud to be the local water supplier for the 

South East of England, all our investment goes into 

the continuing development and protection of the 

water supplies for the region. Our ambition to be a 

voice for our communities on water resources, 

developing partnership working and our education 

programme are all clear commitments to being a part 

of the community we operate in. 

 

We will spend more time reviewing the government’s position in detail with our 

business but have noted that the government’s description of a responsible business 

aligns closely with how we believe South East Water should operate in order to 

achieve our ambition of having a positive impact for society.  

 

We believe the work we have undertaken to develop our responsible business 

commitments has been an important step towards our long-term resilient future and 

we believe the ambitions we have set could become our ODIs of the future. They will 

be key to ensure that our business plan now and in the future is truly based on 

customer satisfaction responsibly delivered. 
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Annex A Input evidence 

Table 16 – Input evidence 

Input evidence Where to find 

Stakeholder societal impacts workshop Annex C 

GRESB benchmarking report 2017 Please contact yourwateryoursay@southeastwater.co.uk  

Employee engagement survey results Please contact yourwateryoursay@southeastwater.co.uk  

Employee survey on responsible 

business measures 

Please contact yourwateryoursay@southeastwater.co.uk  

Sensemaking report on integrated 

reporting 

Please contact yourwateryoursay@southeastwater.co.uk  

Input mapping data Please contact yourwateryoursay@southeastwater.co.uk  

Stakeholder perceptions audit Annex D 

Living Wage Foundation https://www.livingwage.org.uk/what-real-living-wage  

STEM report https://www.stem.org.uk/sites/default/files/pages/download

s/Impact%20leaflet_2018.pdf and 

https://www.stem.org.uk/stem-skills-indicator  

Waterwise strategy http://www.waterwise.org.uk/wp-

content/uploads/2018/02/Waterwise-National-water-

strategy-report.pdf  

Sustainability First PIN http://www.sustainabilityfirst.org.uk/images/publications/ne

w-pin/New-

Pin%20Looking%20to%20the%20long%20term%20FINAL

%20report.pdf  

Water 2020 report http://www.anglianwater.co.uk/_assets/media/Water_2020

_LT_Challenges_-_Final.pdf  

Defra’s 25-year Environment Plan  See Environmental Resilience Appendix 10 – Section 

1.6.2 

mailto:yourwateryoursay@southeastwater.co.uk
mailto:yourwateryoursay@southeastwater.co.uk
mailto:yourwateryoursay@southeastwater.co.uk
mailto:yourwateryoursay@southeastwater.co.uk
mailto:yourwateryoursay@southeastwater.co.uk
https://www.livingwage.org.uk/what-real-living-wage
https://www.stem.org.uk/stem-skills-indicator
http://www.waterwise.org.uk/wp-content/uploads/2018/02/Waterwise-National-water-strategy-report.pdf
http://www.waterwise.org.uk/wp-content/uploads/2018/02/Waterwise-National-water-strategy-report.pdf
http://www.waterwise.org.uk/wp-content/uploads/2018/02/Waterwise-National-water-strategy-report.pdf
http://www.sustainabilityfirst.org.uk/images/publications/new-pin/New-Pin%20Looking%20to%20the%20long%20term%20FINAL%20report.pdf
http://www.sustainabilityfirst.org.uk/images/publications/new-pin/New-Pin%20Looking%20to%20the%20long%20term%20FINAL%20report.pdf
http://www.sustainabilityfirst.org.uk/images/publications/new-pin/New-Pin%20Looking%20to%20the%20long%20term%20FINAL%20report.pdf
http://www.sustainabilityfirst.org.uk/images/publications/new-pin/New-Pin%20Looking%20to%20the%20long%20term%20FINAL%20report.pdf
http://www.anglianwater.co.uk/_assets/media/Water_2020_LT_Challenges_-_Final.pdf
http://www.anglianwater.co.uk/_assets/media/Water_2020_LT_Challenges_-_Final.pdf
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Ofwat - Putting the sector back in 

balance – summary of Ofwat’s decision 

on issues for PR19 business plans 

https://www.ofwat.gov.uk/wp-

content/uploads/2018/04/Benefit-sharing-decision-

statement-FINAL-for-publishing.pdf  

Letter from Jonson Cox to Secretary of 

State 9 April 2018 

https://www.ofwat.gov.uk/wp-

content/uploads/2018/04/Letter-from-Jonson-Cox-to-

Secretary-of-State.pdf  

Ofwat consultation on Board 

leadership, transparency and 

governance principles 

https://www.ofwat.gov.uk/wp-

content/uploads/2018/07/Consultation-on-revised-Board-

Leadership-Transparency-and-Governance-principles.pdf  

Delivering Water 2020: Our final 

methodology for the 2019 price review, 

produced by Ofwat 

See Environmental Resilience Appendix 10 – Section 

1.6.4 

Guidance Note: long term planning for 

the quality of drinking water supplies, 

developed by the Drinking Water 

Inspectorate (DWI)(Sept 2017) 

See Environmental Resilience Appendix 10 – Section 

1.6.3 

WISER (2017) See Environmental Resilience Appendix 10 – Section 

1.6.1 

Biodiversity 2020, a strategy for 

England’s wildlife and ecosystem 

resilience 

https://www.gov.uk/government/publications/biodiversity-

2020-a-strategy-for-england-s-wildlife-and-ecosystem-

services  

https://www.ofwat.gov.uk/wp-content/uploads/2018/04/Benefit-sharing-decision-statement-FINAL-for-publishing.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/04/Benefit-sharing-decision-statement-FINAL-for-publishing.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/04/Benefit-sharing-decision-statement-FINAL-for-publishing.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/04/Letter-from-Jonson-Cox-to-Secretary-of-State.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/04/Letter-from-Jonson-Cox-to-Secretary-of-State.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/04/Letter-from-Jonson-Cox-to-Secretary-of-State.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/07/Consultation-on-revised-Board-Leadership-Transparency-and-Governance-principles.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/07/Consultation-on-revised-Board-Leadership-Transparency-and-Governance-principles.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2018/07/Consultation-on-revised-Board-Leadership-Transparency-and-Governance-principles.pdf
https://www.gov.uk/government/publications/biodiversity-2020-a-strategy-for-england-s-wildlife-and-ecosystem-services
https://www.gov.uk/government/publications/biodiversity-2020-a-strategy-for-england-s-wildlife-and-ecosystem-services
https://www.gov.uk/government/publications/biodiversity-2020-a-strategy-for-england-s-wildlife-and-ecosystem-services
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Annex B Our responsible business 

commitments mapped against our 

business outcomes 

Our business plan set three overarching outcomes - these are: 

Everyone counts – our know h2ow supports the health and wellbeing of our 

communities and society 

Every drop counts – working together to reduce demand through shared know h2ow 

Everyone’s future counts – ensuring long-term value through resilient infrastructure 

and a thriving environment 

Our responsible business commitments map to these and the detailed outcomes that 

sit below them in the following ways: 

Everyone’s future counts – ensuring long-term value through resilient 

infrastructure and a thriving environment 

Our environment thrives now and into the future 

Responsible business 

commitments 

Performance commitment 2020 - 2025 

natural capital accounting We will adopt a natural capital approach to ensure 

we value our impacts and dependencies on nature 

in the decisions we make. 

renewable energy measures We will publish a range of supplementary metrics 

that highlight the percentage mix of our energy and 

also include information on our energy efficiency 

and the impact of our land acting as a “carbon sink”. 

Support the tap water "Refill" 

campaign to reduce plastic 

bottled water 

Increase the number of Refill designated businesses 

within our region 

Run an annual hydration campaign in conjunction 

with Refill 
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Our water supply network is resilient for this generation and the next 

Responsible business 

ambition 

Performance commitment 2020 - 2025 

Play an active role regionally in 

relation to the impact of housing 

growth on water 

 Develop a policy together with local stakeholders – 

appreciating the balance of supplying water, the 

need for society to ensure environmentally 

sustainable future water resources, and the ongoing 

support of the south east region and its economic 

development 

Respond to 100 per cent of all national, local and 

regional authority consultations  

 

Everyone counts – our know h2ow supports the health and wellbeing of our 

communities and society 

We help customers out of water poverty 

We give customers extra help when they need it 

Responsible business 

ambition 

Performance commitment 2020 - 2025 

 Create more partnership 

community projects on 

vulnerability 

Increase the number of community projects per year 

working with universities 

Increase the number of community projects per year 

working with local charities 

 

Every drop counts – working together to reduce demand through shared know 

h2ow 

Customers are empowered to reduce their water use 

Responsible business 

ambition 

Performance commitment 2020 - 2025 

Increase the number of community projects per year 

working with universities 
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 Create more partnership 

community projects on water 

use  

Increase the number of community projects per year 

working with local charities 

Develop a partnership project to look at water 

footprint to begin in 2020 

 

We have developed a fourth outcome to cover those responsible business 

commitments that had not already been reflected in our plan. 

Our behaviour counts – we lead by example to ensure we are a trusted 

business, people want to work for and with us, and we inspire the next 

generation 

Detailed outcomes 

We are a trusted business 

People want to work for and with us 

We inspire the next generation  

As a responsible business we want to make a positive impact for society and leave a 

sustainable legacy. All our outcomes support this, but we have developed three 

additional behaviour outcomes as part of our responsible business commitments 

which will help ensure we are doing even more.  

We are a trusted business 

Responsible business 

ambition 

Performance commitment 2020 - 2025 

Transparency of reporting Maintain our self-assured rating for our company 

monitoring framework (CMF) 

Continue to report number of breaches of 

abstraction licences, discharge consents and 

environmental permits 

Continue to report number of pollution incidents 

(category 1 and 2) 

Continue to report number of compliance breaches 

of other statutory obligations and licence conditions 
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Report on further vulnerability measures alongside 

our performance commitments as outlined in the 

ODI appendix 

Continue to report number of breaches of national 

security obligations 

Trusted corporate governance  We will follow best practice on Board composition 

and governance  

We will not issue any new debt from the Cayman 

Islands and will look to remove debt that is held 

there as soon as practicable 

 

People want to work for and with us 

Responsible business 

ambition 

Performance commitment 2020 - 2025 

Ensure fair pay, reward and 

recognition for all employees 

Ensure our executive salaries are reasonable and 

justifiable 

Improve gender pay gap year on year 

Achieve Gold Investors in People (IIP) (or 

equivalent) by 2025 

Improving health, safety and 

wellbeing of our people and 

communities 

We will report on our progress against the Thrive 

365 strategy 

Continue to report number of breaches of health and 

safety regulations 

 

We inspire the next generation  

Responsible business 

ambition 

Performance commitment 2020 - 2025 

Develop a "future generation" 

schools programme on water 

We will increase water education activities to reach 

10,000 young people by 2025 

Upgrade our education materials for our key visitor 

sites at Arlington and Ardingly 
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Work with the local communities to develop an 

education centre for new reservoirs and ensure that 

these are included in plans 

Continue to build on our STEM ambassador 

programme and run the Know h2ow awards annually 

– work in partnership with the STEM Hub to promote 

this and encourage other organisations to take part 

too 
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Annex C Stakeholder workshop report 
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INTRODUCTION 

 
On 28 March 2018, South East Water hosted a stakeholder workshop on “The Role of South 

East Water in a Changing Society”.  

 

The purpose of the workshop was to examine the role South East Water should play in a 

changing society. To help plan for the future, South East Water was looking for perspectives 

from stakeholders on what society expects from businesses such as theirs in order to help 

shape the actions the company needs to take over the coming years. 

The workshop started with an introduction from Paul Butler, Managing Director of South East 

Water. The format for the rest of the workshop comprised the provision of stimulus materials 

to generate free-flowing table discussions between stakeholders. Independent event 

facilitators were present to ensure that discussions covered all the required topics and ran to 

time. 

A South East Water scribe was present on each table to take notes of what was said, and 

the outputs of each session were recorded by the event facilitators.   

South East Water instructed Sensemaking, a small consultancy focused on helping 

organisations do the right thing well, to facilitate the workshop. EQ Communications, a 

specialist stakeholder engagement consultancy, were also instructed to support with the 

event and write up the outputs into this report. Every effort has been made to faithfully record 

the feedback given. To encourage candour and open debate, comments have not been 

ascribed to individuals.  
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EXECUTIVE SUMMARY 
 
The workshop was attended by 14 stakeholders, representing 13 organisations. Senior 

members of South East Water also participated in the discussions. Stakeholders were split 

into five separate tables for the workshop discussions.    

SESSION 1: PRIORITISING SOCIETAL ISSUES 

The workshop opened with an introduction from South East Water’s Managing Director, Paul 

Butler. The first session then sought to understand which issues stakeholders felt were most 

important for the South East of England over the next decade. The issues that were 

prioritised the highest were environmental and social, rather than economic.    

The issue that stakeholders ranked the highest consistently amongst the groups was No 

“Away”, which is the impact that everything we put down our drains has on our health and 

the environment. Four out of five tables ranked this as high priority. Stakeholders noted that 

an increasing population in an already densely populated South East meant that this issue is 

going to get worse and that there is a lot that will need to be done to address it.  

The issue that stakeholders ranked second was Ageing Population – as the South East of 

England has the largest and most rapidly ageing population. Stakeholders recognised the 

tax and care burden that this population would put on younger generations.  

The issue that stakeholders ranked third was Child Poverty. Although it was not necessarily 

seen as an issue specific to the South East, the severity of the issue meant that it was 

frequently ranked higher than other priorities.  

A full list of issues in order of priority can be found in Table 1.1.  

It is worth noting that, whilst these were the societal issues that were ranked the highest, 

there was not always a consensus between the groups. For example, some issues that were 

voted as high priority by some tables were voted as low priority by others demonstrating that 

views were often quite mixed across the room.  

A full list of issues set out according to the frequency of prioritisation scores (high, medium 

or low) can be found in Table 1.2.  

Stakeholders also identified other societal issues that they felt were important for the South 

East of England. These included: Behaviour Change around Water Efficiency, Embedded 

Resources in Products and Services (the resource intensity of our goods and services), 

Ageing Infrastructure, and Risk of Pandemic. A full list of other societal issues put forward by 

stakeholders can be found in Table 1.3. 

SESSION 2: SOUTH EAST WATER’S ROLE IN ADDRESSING SOCIETAL ISSUES  

The focus of the second session shifted to what can be done to address these societal 

issues – and, in particular, which issues South East Water should focus on and what they 

could do to help.  

Another prioritisation exercise was conducted to identify which of the societal issues 

discussed in Session 1 South East Water should look to address. Stakeholders were given 

one vote each and asked to choose which issue they felt South East Water should focus its 

efforts on.  

The results demonstrate that stakeholders feel that South East Water should focus its efforts 

on issues that sit broadly within the remit of what the company does.  
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No “Away” (the impact of what we put down our drains) was again prioritised the highest by 

stakeholders. This was followed by two issues that had been proposed by stakeholders 

themselves: Behaviour Change (to drive water efficiency), and Embedded Resources in 

Products and Services (the resource intensity of our goods and services).  

These were followed by: Competition for Water, Ageing Population, Ageing Infrastructure, 

Risk of Pandemic, and Energy Resilience.  

A range of suggestions were proposed as to what South East Water should do to address 

these issues. The suggestions for the top three societal issues are set out in the table below. 

The rest of the suggestions can be read in full in the write-up of Session 2 in this report. 

Issue What South East Water can do  

No “Away” 

• Lead the debate 

• Educate on alternatives – work with Thames Water or other 
partners 

• Support infrastructure/guidance (e.g. what to do with 
cooking oil)  

Behaviour 
Change (water 
efficiency)  

• Personalised household level auditing and advice 

• Simple and easy to implement public information  

• App to engage customers or variable rate tariffs 

• Include customer rating on how efficient you are 

• Easy access to water saving technology – smart meters 

• Water usage information on products e.g. washing 
machines 

• Be more ambitious – aim higher than other water 
companies  

• Set up an education department to go into schools and 
educate children 

Embedded 
Resources in 
Products and 
Services  

• Consider a wider remit than just water saving per se when 
considering things like energy and resources  

• Review with WRAS as to how regulations are set 

• Support campaigns that promote tap over bottled 

• UNFCC – committee on climate change 

• Consider wider implications for carbon use 

• Adopt a shadow carbon price 

• Lobby to abolish bottled water 

• Provide water fountains that the public can use to fill their 
own water containers with safe drinking water 

 

Stakeholders also put forward ideas for how they could support South East Water to address 

these issues. These are summarised in the write-up of Session 2. 

EVENT FEEDBACK  

At the end of the workshop, stakeholders provided written feedback on the event itself.  

• 92% of stakeholders found the workshop “very interesting” or “interesting” 

• 67% of stakeholders found the workshop “very useful” or “useful” 
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NEXT STEPS

Thank you to everyone who attended the workshop. This report is the start of what South 

East Water intends to be a continued dialogue around its role in society and how the 

company can collaborate with stakeholders and the community of the South East to make a 

positive impact for the future. 

One piece of feedback was the importance of South East Water encouraging a diverse 

range of views and therefore the company is considering how they could work with others to 

encourage a continuation of this discussion with a wider group of stakeholders. 

Please use the findings from this workshop to inform your own organisations work and do 

contact South East Water if you would like to follow up on any of the discussion topics. 

Please email communications@southeastwater.co.uk. 

mailto:communications@southeastwater.co.uk
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ATTENDEES 
 
A total of 14 stakeholders attended the workshop, representing 13 companies. The 

companies represented on the day are shown below: 

 
Ashurst Wood Village Council 

British Armed Forces 

Canterbury Christ Church University 

decisionLab 

Inland Waterways Association 

Jacobs 

Orchard Community Energy 

Royal Berkshire Fire Rescue Service 

SEW Customer Challenge Group 

Surrey Hills Area of Outstanding Natural Beauty 

Thames Valley Local Resilience Forum 

Tunbridge Wells Borough Council 

Wokingham Borough Council 

World Wide Fund UK 

 

Senior members of South East Water, including the Managing Director, also participated in 

the workshop. 
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SESSION 1: PRIORITISING SOCIETAL ISSUES 

 
The first round table discussion session sought to understand which issues stakeholders felt 

were important for the South East of England over the next decade. (Note: It was not about 

understanding whether these issues were important for South East Water.)  

Each table of stakeholders was asked to rank a set of predetermined issues as to whether 

they were low, medium or high priority for society in the South East. As they were doing so, 

they were asked to justify why they had given the issue that ranking.  

The issues stakeholders were asked to prioritise were as follows: 

Title Description 

Access to Public 
Spaces 

Increasing demand for housing land creates tension and conflict with 
communities who depend on access to public spaces for exercise, 
socialising and wellbeing. 

Ageing Population 

The South East has the largest and most rapidly ageing population in 
England. Older people will make up a greater proportion of the 
population over the next 20 years, with the number of over 75s more 
than doubling.  

Antibiotic 
Resistance 

The growth in infections that are resistant to antibiotics is an 
increasing concern. The world may be on the cusp of a “post-
antibiotic era” – where everyday infections will become untreatable – 
unless concerted action is taken. 

Child Poverty 

Over the next few years the UK is expected to see an increase in 
absolute child poverty. A combination of government policies and 
different economic conditions will lead to regional differences, but all 
will see a rise in child poverty. 

Competition for 
Water  

As water demand increases we will see greater competition for water 
between households, communities, tourism, manufacturing and 
agriculture. Who will decide who gets what?  

Decentralised 
Water Production 

Following developments in how energy is produced, there will be 
growing interest and investment in technologies that enable 
distributed, digital, decentralised water production. 

Filling the Skills 
Gap 

Business will take a greater role in ensuring that people have the 
skills needed to meet emerging challenges. We may see greater 
collaboration between business and educators, a rise in 
apprenticeships and a focus on life-long learning. 
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Illness to Wellness 
Meeting the healthcare needs of a growing and ageing population will 
continue to be a challenge for society. We need to shift the focus from 
treating illness to helping create wellness. 

Investing in the 
Community 

Companies need to be part of society, not apart from it. Investing in 
the community will increasingly be seen to be part of doing business 
and will move from being a CSR activity to being a good business 
investment.  

Mind the 
Generation Gap 

Experian research identifies a growing generation gap in the UK 
between younger people (average age 35) who have little savings 
and rent homes and older people (average age 69) who are 
homeowners with savings. 

More People, 
Smaller 
Households 

Over the next 20 years there will be an increase in the number of 
households in England with less people living in each household and 
more being headed by someone over 65. 

No “Away” 

From microplastics in fish to fatbergs in sewers, we are becoming 
increasingly concerned about how the things we put down our drains 
impact our health and our environment as we recognise that there is 
no “away”. 

Numeracy and 
Literacy 

In England about 8 million working age adults (over 23%) have 
“below-functional” numeracy skills and 5 million have “below-
functional” literacy skills, meaning that they have the numeracy or 
literacy levels of or below that expected of an 11-year-old.   

Social Isolation 
and Loneliness 

Weak social connections carry a health risk that is more harmful than 
not exercising, twice as harmful as obesity, and is comparable to 
smoking 15 cigarettes a day or being an alcoholic. 

Weird Weather 
As our weather changes we will experience more extremes of wet, 
dry and cold weather. We need to ensure that our communities, 
infrastructure and buildings are more resilient to ‘weird weather’.  

 

Following the table exercise, the scores were aggregated. If an issue was given a low 

priority, it was given a score of 1, an issue that was medium priority was given a score of 2 

and a high priority issue was given a score of 3. The total scores for each societal issue are 
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summarised in Table 1.1. The frequency at which each societal issue was voted high, 

medium or low is summarised in Table 1.2. 

Table 1.1 – Prioritisation of Societal Issues  
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Table 1.2 – Frequency of Prioritisation Scores  

 

HIGHEST PRIORITY  

The overall results showed that three issues were regarded as most important for the South 

East of England over the next decade: No “Away”, Ageing Population, and Child Poverty. No 

tables ranked these three issues as low priority. 

NO “AWAY” 

This issue was ranked as high priority by four out of five tables. The other table ranked it as 

medium priority. 

“Important for individual behaviours.” 

 

“We don’t know the impact as yet – but water companies definitely have a part to play.”  
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“The fact that the South East is so densely populated means that everything is thrown 

away.” 

 

“There will be a new tax on plastic bottles. Sweden has it and they have no plastic 

bottles in Sweden.”  

 

“If there is going to be an increase in population, more people will put fat etc. down the 

sink and it will get worse.”  

 

“There needs to be much more work done on educating the public in what can, and 

can’t go down the loo, and where it will go otherwise. Kids are starting to learn, but not 

adults – particularly young adults.”  

 

AGEING POPULATION  

Two tables ranked this issue as high priority, with the remaining three tables ranking it as 

medium priority. 

There are now more over 60s than under 16s. Developing a culture of caring is hard.” 

 

“There is a tax burden of care falling on the working age population.” 

 

CHILD POVERTY  

As with Ageing Population, two tables ranked this issue as high priority, with the remaining 

three tables ranking it as medium priority. 

“Aware of kids who are becoming drug dealers because they have nothing to eat.” 

 

“The South East has a higher than average of “haves” than “have nots.” But poverty 

does cause a lot of other problems.”  

 

HIGH TO MEDIUM PRIORITY  

After that, five issues received a joint ranking score. However, there was less consensus on 

these issues, as at least one table ranked each as low priority. In some cases, the room was 

entirely split as two of the issues were ranked either as high priority or as low priority. The 

issues were: Antibiotic Resistance, Competition for Water, Illness to Wellness, Social 

Isolation and Loneliness, and Weird Weather. 

ANTIBIOTIC RESISTANCE 

This issue was ranked as high priority by two tables, medium priority by two tables and low 

priority by one table. 

“There is a big link between child poverty, health and antibiotics.” 

 

“I just feel like we need to focus more on wellness rather than taking more medicines.” 
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COMPETITION FOR WATER  

As with Antibiotic Resistance, this issue was ranked as high priority by two tables, medium 

priority by two tables and low priority by one table. 

“During the recent freeze/thaw incident, animal sanctuaries were being told that water 

couldn’t be given to the dogs as it has to be sent to hospitals.”  

 

“We are wasting too many natural resources.” 

 

ILLNESS TO WELLNESS  

Stakeholders were completely split on this issue. Three tables ranked this as high priority 

and two tables ranked this as low priority. 

“Quality of life is about health and wellness.” 

 

“Is the government doing enough? There is a focus on health and obesity.” 

 

“There are affordability issues. My wife was recently in hospital and the food wasn’t 

great – how can you get well if you aren’t getting healthy food?” 

 

“The fire service look after us and there are a lot of gyms at fire stations, which we can 

use free of charge and they encourage fitness and health. It has a big difference as you 

can go to any fire station and use the facilities.”  

 

“From a public health perspective, it is important because it can mitigate issues.”  

 

SOCIAL ISOLATION AND LONELINESS  

As with Antibiotic Resistance and Competition for Water, this issue was ranked as high 

priority by two tables, medium priority by two tables and low priority by one table. 

“The thing is people are physically there – but not emotionally. So while you may live 

together it can still feel isolating and not an integrated family.” 

 

“I spent a Christmas working at Shelter and it’s really tough for homeless people, there 

is a lot that’s a mental health issue keeping them on the streets.” 

 

“I think this is a really big problem, particularly in the South East.” 

 

“The knock-on costs to society are high. People are working far, far away from their 

homes.” 

 

“This is connected to poverty as some people cannot afford broadband. Isolation comes 

with every vulnerability and I think it is bigger than we imagine now as people’s 
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awareness is not there yet. In the recent incident some people couldn’t get water as 

they didn’t have a car and they are in rural areas, so that is one form of isolation.” 

 

“For children who do not have lots of gadgets, they feel lonely because they are not 

inclusive of that group and that becomes a bigger issue as they get older.”  

WEIRD WEATHER  

As with Illness to Wellness, stakeholders were totally split on this issue. Three tables ranked 

this as high priority and two tables ranked this as low priority. 

“South East Water do a lot of work in working on catchment.” 

 

“We certainly experienced it recently and the impacts severe cold can have on 

infrastructure.” 

 

“We should also think about the impact of flooding and rising sea levels – how will that 

impact our infrastructure too?” 

 

“Across the country as a whole, the economic effect is high, but here in the South East it 

is medium.”  

 

“If we don’t do something soon we can’t change it and we need to be prepared for it.” 

 

 

MEDIUM TO LOW PRIORITY  

The overall results showed that four issues were regarded as a medium to low priority. 

However, each of these issues was voted as high priority by at least one table. 

ACCESS TO PUBLIC SPACES  

This issue was ranked as a high priority by two tables, a medium priority by one table and 

low priority by two tables.   

“This is a low priority, as it won’t bring people to a standstill.” 

 

“There is an environmental link to health.” 

 

“Access to natural green spaces had a positive effect on people. Not having green 

spaces could cost the NHS more money.” 

 

“I come from Wiltshire, so for me there is lots of grass, but in the South East there is 

less grass as it is a more built up area, so it is a bigger issue for people in the South 

East.”  

 

“Developers are more aware that they have to provide open space. There is less 

because we are losing golf courses, but then not everyone plays golf.”  
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MORE PEOPLE, SMALLER HOUSEHOLDS  

One table regarded this issue as a high priority, three as medium priority and one as low 
priority. 

“In the South East more people are in bigger households and most people are single in 

house shares as they can’t afford to buy a house.” 

 

“One issue with that is how many live in this country and the more people that want to 

live here, the more it becomes relevant. You can say it will stay as it is, but if the 

population increases as expected it will become an issue. If the euro and pound fall and 

people stop looking at the UK to invest, we won’t have as much of an issue.”  

 
MIND THE GENERATION GAP  

One table regarded this as high priority, two tables regarded it as medium priority and two 

tables felt it was low priority.  

“Children are the future. Let’s not take anything away from older people, but if we treat 

children right it sets them up for the future ahead. It is a difficult and controversial one.”  

 

“It is difficult for young people for pensions if they don’t buy a house. For young people, 

how are they going to live in 40 or 50 years?” 

 

“We are not recognising young people enough in our table discussion. They are the next 

generation and they will have to sort out what has gone before them.” 

 

“The issue is housing affordability for the younger population.” 

 

FILLING THE SKILLS GAP  

One table regarded this as high priority, one as medium priority and three as low priority.  

“The burden is on organisations to train.” 

 

“I think business and education have recognised this issue and are doing a lot already.” 

 

“The skills gap has always been a problem.” 

 

“I have friends in education who say that there is a shift where young people are 

expected to leave school with certain skills, such as the ability to write emails and 

PowerPoint slides, rather that skills that are more useful to them and their abilities.”  

 

“There is a shortage of skills in this country, which is why we are so dependent on 

eastern European workers.”  
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“There are a lot of words about this and no action. Action on skills makes a big 

difference, e.g. apprenticeships.”  

 

“There is a massive skills gap. There is a potential time bomb coming that we won’t 

have enough engineers to operate the system.”  

 

“The skills gap exists, but things are being done to address it and maybe South East 

Water could do more to tell us what they are doing.”  

 

LOW PRIORITY  

The aggregated results showed that three issues were regarded as a low priority by 

stakeholders. None of these issues were ranked as high priority by any of the tables. These 

issues were: Investing in the Community, Numeracy and Literacy, and Decentralised Water. 

INVESTING IN THE COMMUNITY  

Three tables regarded this as medium priority and two tables thought it was low priority. 

“For the general public it isn’t an issue.”  

 

“Ultimately shareholders will be the driver for this.” 

NUMERACY AND LITERACY  

Two tables thought this issue was medium priority and two felt it was low priority. 

“A lack of numeracy and literacy has an effect on society. It affects people’s ability to 

engage in society.” 

 

“I think this is big. If you don’t have the education levels to get a better job, the economy 

gets stuck and the implication of that for everybody is huge.  It is quite important.” 

 
DECENTRALISED WATER 

One table ranked this issue as medium priority and four tables felt it was low priority. 

“I don’t see this as a big societal issue – we’ll adapt to technologies. You don’t need 

everyone to worry about this – although the water companies themselves should be 

looking at it.” 

 

“Most people do not care where their water has come from.”  

 

“The South East doesn’t have enough and there is a shortage of water.”  

 

“If we manage climate change we will see the risk of water shortages lower. Water is a 

necessity and we can’t do without water as water is so important.”  
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OTHER SOCIETAL ISSUES  

Participants were then asked to suggest any other societal issues that they felt were of 
importance for the South East that had not been covered already. Table 1.3 below 
summarises the additional issues that were identified. 

Table 1.3 – Other Societal Issues 

Societal Issue Further Detail  

Access to Technology Including social media 

Natural Capital (biodiversity, pollution, etc.)  
Biodiversity, air pollution, river water 
quality, health of our soils. 

Security  
Including cyber security, terrorism and 
security of our supplies  

Impacts of Anti-Globalisation Movements E.g. Donald Trump and Brexit  

Diversity  Including capturing young people’s views 

Rising Sea Levels  N/A 

Automation  Including impact on the living wage  

Embedded Resources in Products and 
Services  

The resource intensity of our goods and 
services 

Behaviour Change  Encouraging water efficiency  

Ageing Infrastructure N/A 

Energy Resilience  
Increasing demand for, and cost of, 
energy (beyond just water) 

Risk of Pandemic  N/A 
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SESSION 2: SOUTH EAST WATER’S ROLE IN ADDRESSING 

SOCIETAL ISSUES  

The second round table session was about identifying which societal issues South East 

Water should look to address and what their role might be in trying to address them.  

Q. WHICH SOCIETAL ISSUE SHOULD SOUTH EAST WATER LOOK TO ADDRESS? 

Stakeholders were given one vote each and asked to choose which societal issue they felt 

that South East Water should focus its efforts on. The results of the voting are summarised 

in Table 2.1 below.  

Table 2.1 – Prioritisation of Societal Issues for South East Water to Address     

 

Q. HOW CAN SOCIETY/SOUTH EAST WATER/YOU HELP ADDRESS THIS ISSUE? 

Firstly, participants were asked to take one of the societal issues identified in Session 1 and 

work through it in small groups to consider the following questions:  

• What the issue is and why it is relevant to South East England; 

• What actions need to be taken to address/reduce the impact of the issue; 

• What South East water should do about the issue; and  

• What other organisations are involved. 

For this report, these forms are referred to as Feedback Form A.  

Stakeholders were then asked to take an issue and consider how they might be able to 

support South East Water in tackling it. For this report, these forms are referred to as 

Feedback Form B.  

The feedback given on the societal issues that received votes (those in the graph above) is 

summarised in this section in descending order: both Feedback Form A and Feedback Form 

B.  
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Feedback on those societal issues that did not receive any votes can be found in Appendix 

1.   

 

ISSUE: NO “AWAY” 

Votes: 6 

Description of the issue and relevance to South East England: 

• Polluting the water courses 

• Resources used in tackling health issues caused 

What actions need to be taken (by anyone) to address the issue? 

• Education/debate – quantify the problem  

• Accept as a society issue that we can all influence/affect 

What actions need to be taken (by anyone) to reduce the impact of the issue? 

• Manufacturers – find alternative process with less packaging  

• Consumers – reduce and recycle  

• Domestic behaviour change 

What would you like South East Water to do about the issue? 

• Lead the debate 

• Educate on alternatives – work with Thames Water or other partners 

• Supporting infrastructure/guidance (e.g. what to do with cooking oil?) – make it easy 

for people 

• Provide water fountains that the public can use to fill their own water containers with 

safe drinking water 

What other organisations are involved in addressing the issue? 

• Manufacturers 

• Health organisations 

• Environmental organisations 

• Angling society  

No stakeholders completed a feedback form setting out how they could help South East 

Water address this issue.  

 

ISSUE: BEHAVIOUR CHANGE (WATER EFFICIENCY) 

Votes: 5 

Description of the issue and relevance to South East England: 

• Waste of increasingly scarce water 

What actions need to be taken (by anyone) to address the issue? 

• Simple, clear, easy to implement advice 

• Concentrate on “low hanging fruit” 
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• Personalised access to consumption reducing apps? 

What actions need to be taken (by anyone) to reduce the impact of the issue? 

No comment 

What would you like South East Water to do about the issue? 

• Personalised household level auditing and advice 

• Simple and easy to implement public information  

• South East Water app to engage customers or variable rate tariffs 

• Provide customers with a rating in comparison to all customers i.e. are you most 

efficient? 

• Easy access to water saving technology – smart meters 

• Water usage information on products e.g. washing machines 

• Act much more ambitiously than currently proposed (especially PCC in DWRNP)  

• Avoid always having such a defensive initial attitude (e.g. supply to big 

houses/wealthy people therefore high PCC)  

• Try to compete with and aim higher than other water companies 

• Engage much more with customers in a productive way – providing audit advice and 

implementation in tandem with awareness raising and education  

• Inform the community and even set up an education department who will go into 

schools and educate children 

What other organisations are involved in addressing the issue? 

• Hotpoint, etc.  

• B&Q, Wickes, point of sale  

• NGOs 

• Universities and research organisations 

What can you offer to South East Water to help address this issue? 

• Critical friend/honest broker role. Both at individual and company level to get South 

East Water working more widely with supply companies (and with other water 

companies). 

• Our fire stations are the heart of the community (we plan and hope to do this), so 

information can always be shared at the stations. 

 

ISSUE: EMBEDDED RESOURCES IN PRODUCTS AND SERVICES  

Votes: 3 

Description of the issue and relevance to South East England: 

• Creating awareness of the resource intensity of the goods and services we consume 

and the understanding of the implications 

What actions need to be taken (by anyone) to address the issue? 

• Behaviour change 

• Educating people about the decisions they make 

• Declarations at point of sale 

• Anyone consuming a service or a good should ask and understand their decision 
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What actions need to be taken (by anyone) to reduce the impact of the issue? 

• Vote with your feet – don’t buy the goods and services that are resource or emissions 

intensive  

• Am I buying this because of need or want? 

What would you like South East Water to do about the issue? 

• Consider a wider remit then just water saving per se when considering things like 

energy and resources  

• Review with WRAS how regulations are set 

• Include how we produce 

• Support campaigns that promote tap over bottled 

• UNFCC – committee on climate change 

• Consider wider implications for carbon use 

• Adopt a shadow carbon price 

• Lobby to abolish bottled water 

What other organisations are involved in addressing the issue? 

• Everyone should be 

• Anything organic and “shop local” 

What can you offer to South East Water to help address this issue? 

• Spend time investigating how we could communicate this issue 

 

ISSUE: WEIRD WEATHER  

Votes: 2 

Description of the issue and relevance to South East England: 

• Carbon dioxide emissions need to be reduced fast 

• Sea level rise 

• Carbon footprint important in highly populated area 

• Drought/flooding/extremes of weather 

What actions need to be taken (by anyone) to address the issue? 

• Power generation – more green energy 

• Higher social awareness 

What actions need to be taken (by anyone) to reduce the impact of the issue? 

• Recycling – make it simpler 

• Food waste – more coordination 

What would you like South East Water to do about the issue? 

• More on raising awareness 

• Reduce per capita water consumption 

• Look at own energy use 

• Security of supply  

• Catchment management 
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• Policies currently in the draft WRMP19 should address the supply aspects 

• River water quality improvement should be the main environmental focus of South 

East Water 

• Balanced abstraction and better discharge standards (from STWs operated by other 

companies) 

What other organisations are involved in addressing the issue? 

• Local authorities 

• Education system – to spread message 

• Environment agency  

• DEFRA 

What can you offer to South East Water to help address this issue? 

• I am a member of SEW’s Environmental Focus Group – engaged on the WRMP19 

 

ISSUE: COMPETITION FOR WATER  

Votes: 2 

Description of the issue and relevance to South East England: 

• Increasing demand for limited resource 

• Competing priorities  

• Complex multiple objectives – industry vs. farms vs. domestic  

What actions need to be taken (by anyone) to address the issue? 

• General DEBATE – acknowledge existence of issue of limited resource and need for 

hard choices 

What actions need to be taken (by anyone) to reduce the impact of the issue? 

• Everyone to reduce their usage 

• University//business interface – build practical visual modelling tools to support 

complex allocation decisions 

What would you like South East Water to do about the issue? 

• Introduce new charging regime – time-based charging  

• Reducing leakage and loos = demand response 

• Tackle large users – a small percentage down for them makes a big impact  

• Children/young people influence – tap into this  

• Develop appropriate multiple objective modelling – learn from other sectors and 

counties 

• Lead the thinking as to the scope of the potential problem and what is the impact of 

“do nothing” 

• Reach out to partners who can work collaboratively, e.g. in teams: water 

company/university/pragmatic consultancy 

• Continue to champion new ways of working and procuring, e.g. agility, discovery, 

innovative learning 

• If not already doing so, adopt an internal carbon price/tax to influence the above 
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What other organisations are involved in addressing the issue? 

• School and children – behaviour change 

• NFU – influence farmer behaviour 

• Technology  

• Industrial – large plant with high usage 

What can you offer to South East Water to help address this issue? 

• Developing innovative models to support decision making, bringing thinking from 

research and other contexts to enable transparent allocation decision on complex 

multiple objectives settings 

• Testing ideas through simulation modelling, e.g. on new charging regimes, modelling 

uncertain response by users to evolve robust and effective charging mechanisms to 

control/influence demand 

 

ISSUE: AGEING POPULATION  

Votes: 1 

Description of the issue and relevance to South East England: 

• Cost on younger generation of supporting baby boomers 

• Underfunded social services and health services 

• People forced to work longer and at an older age 

What actions need to be taken (by anyone) to address the issue? 

• Cross-party agreement on issues 

• Redistribution of income to younger people as jobs are automated 

What actions need to be taken (by anyone) to reduce the impact of the issue? 

• Better funding for health and social services 

• Better transport 

• “Wellness” clinics – health initiatives 

What would you like South East Water to do about the issue? 

• Prioritise elderly and vulnerable customers for security of supply  

• Assist with bill payment process (especially reduction on cases of poverty and after 

bereavement) 

• Assist with technology: warnings of supply problems, warnings of leaks by using 

smart meters 

• Simple billing (especially in combining supply and drainage) – no adverts  

• Work innovatively to help older persons that make up their customer base, helping 

them to understand smart meters and water saving measures and technologies to 

reduce their water consumptions 

• Work more closely with care provider businesses to reduce water consumption and 

increase water efficiency in care homes, etc.  

What other organisations are involved in addressing the issue? 

• NHS 
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• Charities 

• Social services (councils) 

What can you offer to South East Water to help address this issue? 

• Continue to engage with South East Water on the production of our local plan update 

(new local plan) as work continues, specifically with regards to information about 

population forecasts and changes in Berkshire and older persons’ care needs 

 

ISSUE: AGEING INFRASTRUCTURE  

Votes: 1 

Description of the issue and relevance to South East England: 

• The longer infrastructure is left, the more chance of it failing (e.g. site failures/burst 

mains) 

What actions need to be taken (by anyone) to address the issue? 

• Funding (customers/companies) 

• Asset management 

• Cooperation from local authorities and educating them and the public  

What actions need to be taken (by anyone) to reduce the impact of the issue? 

• CCTV to assess mains  

• Education = teaching people about bursts and how they are fixed/water efficiency 

What would you like South East Water to do about the issue? 

• Engage more with multi-agency partners  

• Better records of mains locations  

• Better routine maintenance (checking valves, etc.) 

• Look into better technology materials for future  

• Videos to show processes  

• Dedicated education team (share resources) 

What other organisations are involved in addressing the issue? 

• Ofwat  

• Local authorities  

• Resilience forums  

No stakeholders completed a feedback form setting out how they could help South East 

Water address this issue.  

 

ISSUE: ENERGY RESILIENCE (BEYOND WATER) 

Votes: 1 

Description of the issue and relevance to South East England: 

• Increased demand for, and associated cost of, energy 
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What actions need to be taken (by anyone) to address the issue? 

• Energy awareness and management 

• Change behaviours for issue to be recognised and reduce consumption 

What actions need to be taken (by anyone) to reduce the impact of the issue? 

• As above 

• Continual increase in education and awareness of more integrated, multiple source 

energy management 

What would you like South East Water to do about the issue? 

• Incentivise innovation in energy, including from regional entrepreneurs 

• Target energy neutrality via “can do” approach through diversity and use of SEW 

land bank 

• Harness youthful creative free thinking 

• Adopt open, collaborative, “can do” approach  

What other organisations are involved in addressing the issue? 

• Everyone from individuals to majors 

• Regional integrators 

• Energy management groups 

• Pan-utility industry  

What can you offer to South East Water to help address this issue? 

• Energy SMEs  

• Global reach for innovation  

No stakeholders completed a feedback form setting out how they could help South East 

Water address this issue.  

 

ISSUE: RISK OF PANDEMIC  

Votes: 1 

Description of the issue and relevance to South East England: 

• Risk of mass illness in South East. As a densely populated area, the risk of 

spreading is greater and SEW could struggle to maintain infrastructure, e.g. 

stations/water mains 

What actions need to be taken (by anyone) to address the issue? 

• No comment 

What actions need to be taken (by anyone) to reduce the impact of the issue? 

• Potential to vaccinate staff 

• Business continuity plan and staff resilience  

• Education and disinfection  

• Automation of systems to prevent staff coming in  

• Supply chain resilience (bottled water) 
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What would you like South East Water to do about the issue? 

• Vaccinate staff  

• Ensure continuity plans are in place  

• Supply chain resilience 

• Better engagement with multi-agency partners 

• Communication with public and stakeholders 

What other organisations are involved in addressing the issue? 

• Emergency services 

• Public health bodies  

• Other water companies 

• SEW contractors 

No stakeholders completed a feedback form setting out how they could help South East 

Water address this issue.  
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EVENT FEEDBACK  
 

At the end of the workshop, stakeholders were asked to complete written forms to give their 

feedback on how the day had gone. A summary of this feedback can be found below. 

Q1. OVERALL, HOW INTERESTING DID YOU FIND THIS WORKSHOP? 

 

Comments 

• “Very well facilitated! Maintained interest throughout.” 

• “Would have been useful to have SMEs from South East Water. Bias towards those 
that attended – wider pool of views required.” 

• “The ‘system’ worked well for discussion and debate.” 
 

Q2. HOW USEFUL WAS THE WORKSHOP TO YOU AND YOUR ORGANISATION? 

 

Comments 

• “I will be able to feedback to council colleagues.” 
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• “Food for thought about future modelling requirements.” 

• “The ultimate test of usefulness is how much South East Water takes on board and 
changes delivery.” 

 

Q3. DID YOU FEEL YOU HAD THE OPPORTUNITY TO MAKE YOUR POINTS AND ASK 

QUESTIONS? 

 

Comments 

• “Limitation for me was that it was less easy to share views with the whole group. 
Areas of interest (e.g. plastic) have been prioritised.” 

• “People were friendly and respectful (both facilitators and participants).” 

• “Very open forum.” 
 

Q4. WHAT DID YOU THINK OF THE VENUE? 

 

Comments: 

• “Thought it was very good.” 
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• “Near train station.” 
 

Q5: WHAT COULD WE HAVE DONE TO IMPROVE THIS (OR FUTURE) WORKSHOPS? 

Comments 

• “At the end, I was curious to know what issues/actions were already being 
considered or acted upon (included in the write-up?).”  

• “Possibly consider diversity – age and ethnicity.”  

• “More subject matter experts (SMEs) in attendance. Wider variation of attendees – 
focus on environment and planners.” 

 

Q6. WOULD YOU BE INTERESTED IN ATTENDING FUTURE WORKSHOPS? 

 

Comments 

• “A good and interesting morning, well organised, thanks to all.” 

• “Useful format, but acknowledged risk of bias […] wider attendance and SMEs would 
improve [the workshops].” 
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APPENDIX 1: OUTSTANDING ISSUES (FEEDBACK FORM A) 

 
In Session 2, participants were asked to work through a chosen societal issue in more detail 

and complete Feedback Form A, which looked at how the issues could be addressed and 

what South East Water could do about it.  

The issues that were voted most important for South East Water to address are in the write-

up of Session 2 earlier in this report. The issues that did not receive any votes in this session 

are contained in this appendix. 

ISSUE: CHILD POVERTY  

Votes: 0 

Description of the issue and relevance to South East England: 

• A minority of children live in poverty in the South East – this impacts their health, life 

chances and general wellbeing 

What actions need to be taken (by anyone) to address the issue? 

• Living wage 

• Stable family environment 

• Access to facilities and services 

What actions need to be taken (by anyone) to reduce the impact of the issue? 

• Community  

• Access to education  

• Access to leisure facilities 

• Family work/life balance 

• Access to wider service of energy 

What would you like South East Water to do about the issue? 

• Pay staff living wage and wider package 

• Focus on wider household vulnerability niche 

• Make bills affordable 

• Work with children’s services and charities to identify customers at risk – take 

preventative action  

What other organisations are involved in addressing the issue? 

• Care workers and social service 

• Council and youth services 

 

ISSUE: ILLNESS TO WELLNESS  

Votes: 0 

Description of the issue and relevance to South East England: 

• Ageing population – higher than average levels 
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• Services needed to support them (e.g. access to healthcare, transport and wider 

services) 

• Mental health is one, and wider environment and pace of life – rising stress and 

anxiety  

What actions need to be taken (by anyone) to address the issue? 

• Access to open spaces – green spaces 

• Exercise and healthy living – health and education  

• Social interaction  

• Work-life balance  

• Building design and space design  

What actions need to be taken (by anyone) to reduce the impact of the issue? 

• Funding for services – prevention focus 

• Access to green spaces, planning, business responsibility 

• Access to water – leisure 

• Local activities 

• Reduce pollution 

• Flexible working/remote working/good working conditions 

What would you like South East Water to do about the issue? 

• Staff welfare, living wage, holidays, flexible hours, remote working  

• Health and water, education, hydration and water, home visits, customer series  

• Community access to green spaces and water – lots of activities and relaxation 

partnerships 

• Training staff 

What other organisations are involved in addressing the issue? 

• Council/planners, e.g. minimum space requirements  

• Architects 

• Schools 

• Health workers/social workers 

• Doctors  

• Charities, e.g. Age UK, Cancer Research  

• Businesses
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METHODOLGY 



• Between November 2017 and January 2018, EQ Communications (EQC) 
conducted a stakeholder perceptions audit on behalf of South East 
Water (SEW). 

• This audit had a number of objectives:

1. To examine the sentiment of SEW’s stakeholders towards the 
company and towards its engagement activities;

2. To enable SEW to be able to start to benchmark stakeholder 
sentiment over a set period; 

3. To get feedback from stakeholders on a number of recent
stakeholder publications; and

4. To gather stakeholder insight to help shape your engagement 
activities over the next 12 months.

BACKGROUND AND 
OBJECTIVES

4



• EQC sent an introductory email to 199 selected stakeholders. 

• This included stakeholders from across SEW’s operational area and from 
a range of stakeholder groups. 

• This introductory email was followed up with reminder emails and 
telephone calls to encourage participation. 

• Stakeholders were invited to complete the survey via an online link or 
over the telephone.

5

METHODOLOGY
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THE CHALLENGES. 

STAKEHOLDER PROFILE 
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STAKEHOLDER PROFILE

Charity / NGO
4%

Local council 
(elected 
member)

53%Local council 
(officer)

28%

Environmental 
organsation

5%

Government 
department / 

agency
4%

Business group
4%

Other (please 
specify)

8%

• A total of 40 stakeholders completed the audit. Of these, 25 participated online with 15 
taking the survey over the phone.

• Half were local councillors. Of those who answered ‘other’ the answers were: fire 
service; archaeological group and charity; and parish council.

• Stakeholders came from four different regions. Those that answered ‘other’ did so 
because they came from a number of different regions.

Kent, 23%

Surrey, 5%

Sussex, 38%

Hampshire, 30%

Berkshire, 
0%

Other, 5%

Stakeholder type Stakeholder region



PART ONE. PERCEPTIONS OF SOUTH EAST WATER



Q. WHAT IS YOUR VIEW OF 
SOUTH EAST WATER?

Very negative, 3%

Negative, 9%

Neutral, 42%

Positive, 39%

Very positive, 6%

• 45% of stakeholders felt ‘very positive’ or ‘positive’ about SEW. 42% felt ‘neutral’.

• Only 12% of stakeholders felt ‘negative’ or ‘very negative’. Of those, 50% identified as 
local council officers. Half were from Hampshire and half were from Sussex. 
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Q. IF YOUR VIEW OF SOUTH 
EAST WATER IS POSITIVE, 
WHY?

“Recent improvements to the water 
mains was effectively completed” -

Local Councillor, Hampshire

“Cheaper bills!” - Local 
Councillor, Hampshire

“I liked the proactive contact they have 
made for a scheme for pipe laying works in 

our parish” - Local Councillor, Sussex

“Seem to be proactive. Clearly 
investing in infrastructure and keen to 
communicate well” - Local Councillor, 

Sussex

“They assisted with community 
projects within the village of 

Ardingly where South East Water 
own a large reservoir” - Parish 

Council, Sussex

“I attended your Workshop "Water Futures in the South 
East" and was impressed and reassured by the 

commitment to ensuring future water supplies” - Local 
Councillor, Sussex

• Many of the positive comments came as a result of positive contact with your team on local 
projects.
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• Negative comments related to lack of human contact, or poor communication.

“Distant, no connectivity. No local 
offices” - Local Councillor, Surrey

“There is very little communication from SE Water. They hide behind 
antiquated permits and many of their practices are detrimental to the 

health of the river which both they and we operate on. Only when they 
want us to do something for them do we ever have any consultation” -

NGO, Sussex 

“No support available when we had 
issues and a water leak” - Local 

Councillor, Sussex

Q. IF YOUR VIEW OF SOUTH 
EAST WATER IS NEGATIVE, 
WHY?
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Q. WHICH THREE WORDS 
COME IMMEDIATELY TO 
MIND THAT BEST DESCRIBE 
YOUR PERCEPTION OF 
SOUTH EAST WATER?
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• 33% of wider stakeholders felt their perception had ‘got a lot better’ or ‘got better’. The 
majority (64%) felt it had ‘stayed the same’.

• Only 3% of stakeholders felt their perception had ‘got worse’ or ‘got a lot worse’.

Q. HAS YOUR PERCEPTION 
OF SOUTH EAST WATER 
CHANGED OVER THE LAST 
12 MONTHS?

0%
3%

64%

30%

3%

0%

18%

35%

53%

70%

Got a lot worse Got slightly
worse

Stayed the
same

Got slightly
better

Got a lot better



• Stakeholders whose perception had improved all cited better engagement and more 
communication. 

Q. IF YOUR PERCEPTION 
HAS CHANGED OVER THE 
LAST 12 MONTHS, WHY?

“They send out a lot of communications.” 
– Local Councillor, Kent

“The fact that we're getting mailed is 
good, the mail out list isn't regarding our 

ward but it's nice to know.” – Local 
Councillor, Hampshire

“They got involved with local Fun Run which 
raised money for Kent Surrey Sussex Air 

Ambulance.” – Parish Council, Sussex

“I had contact with them for a scheme and 
there were personnel and processes involved; 

it was to a high standard, professional.” –
Local Councillor, Hampshire

“Greater understanding of the Fire Service's 
requirements - maybe due to high profile 

incidents.” – Fire Officer, Kent

“They’re working quite hard to 
stop pollution into the sea.” –

Local Councillor, Sussex

• One stakeholder felt it had got slightly worse, and this was due to the perceived poor 
management of a water leak in their local area. 
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• 45% of stakeholders felt they had been aware of SEW ‘a little more’ or ‘a lot more’.

• 55% of stakeholders felt their level of awareness had ‘stayed the same’ – no one said they 
had been less aware.

Q. HAVE YOU BEEN AWARE 
OF SOUTH EAST WATER 
ANY MORE OR ANY LESS IN 
THE LAST 12 MONTHS?

A lot less
0%

Stayed the 
same
55%

A little 
more
36%

A lot more
9%
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• For those who had become more aware of SEW, the impact was mixed. Q. HAS THIS HAD ANY 
IMPACT ON YOUR 
PERCEPTION OF SOUTH 
EAST WATER. IF SO, HOW? “Yes, raised its profile, and provided a 

good opinion” – Local Council, 
Hampshire 

“Yes; we had poor quality support 
for Council” – Local Council, 

Sussex
“No, I think the biggest problem is 
the poor infrastructure” — Local 

Council, Sussex

“Limited communication makes 
it difficult to see how there 
could be any impact.” –
Community Archaeological 
Group, Kent, Sussex and Surrey 

“Their name comes up more in planning matters 
but I don’t view them more negatively” – Local 

Council, Kent
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• 50% of stakeholders felt SEW has a ‘positive’ or ‘very positive’ impact on the environment. 
Only 9% felt SEW has a ‘negative’ or ‘very negative’ impact.  

Q. GENERALLY SPEAKING, 
DO YOU FEEL SOUTH EAST 
WATER HAS A POSITIVE 
IMPACT OR A NEGATIVE 
IMPACT ON THE 
ENVIRONMENT?

Very negative
3% Negative

6%

Neutral
39%

Positive
46%

Very positive
6%
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Q. WHAT DO YOU THINK IS 
POSITIVE ABOUT SOUTH 
EAST WATER’S IMPACT ON 
THE ENVIRONMENT?

“They’re involved in 
conservation work; they 

listen to their 
customers” – Local 

Councillor, Kent 

“It’s positive - just - but there’s more to do. For example, we are 
working with farming communities and water companies around 
catchments. I think we are just beginning to do that with South East 
Water but we need to take that on further. It is the beginning of a 
journey” – Environmental Organisation, Sussex & Hampshire

“Proactive in stopping leaks  
Investing in new technology 
and infrastructure” – Local 

Councillor, Sussex

“Excellent work done 
at reservoirs and 

when undertaking 
major works”- Local 
Councillor, Sussex

“They keep the seawater 
clean” – Local Councillor, 

Sussex

“It provides clean water and 
apparently takes care in so 

doing” – Local Council Officer, 
Sussex 

“I believe they’re 
interested in the 

environment” – Local 
Councillor, Kent



Q. WHAT DO YOU THINK IS 
NEGATIVE ABOUT SOUTH 
EAST WATER’S IMPACT ON 
THE ENVIRONMENT?

“They wasted time and repeated the same 
problem” – Local Councillor, Sussex

Water leak continued for many months and no 
positive way forward offered” – Local Council 

Officer, Sussex

“They hide behind permits rather than actually doing the 
right thing. They have no consultation process with external 
stakeholders who may be better placed to assist with 
impacts of their operations. They release "nasties" into 
watercourses at completely inappropriate times with no 
consideration for wildlife. There is no positive attitude or 
action towards wildlife or the environment other than a lot 
of empty talk” – Charity / NGO, Sussex
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“Tell me, and I'll forget. Show 
me, and I may not remember. 
Involve me, and I'll understand.”

Albert Einstein

PART TWO. PREVIOUS ENGAGEMENT EXPERIENCE



• You have engaged with over half of your stakeholders before (51%). 

• Of those who had been engaged with before, almost two thirds (63%) rated that 
experience positively. 

HAS SOUTH EAST WATER 
ENGAGED WITH YOU 
BEFORE? WAS YOUR 
EXPERIENCE POSITIVE OR 
NEGATIVE?

Yes
52%

No
36%

Not sure
12%

Very negative
6% Negative

6%

Neutral
25%

Positive
44%

Very positive
19%

Has SEW engaged with you before? Was it positive or negative?
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WHAT TOPIC OR ISSUE DID 
YOU ENGAGE WITH SOUTH 
EAST WATER ON?

• Stakeholders engaged with South East Water across a wide variety of topics.

“I was involved in the consultation on 
the water enhancement scheme” –
Environmental Organisation, Kent

“Broadoak and the water 
table” – Local Councillor, Kent 

“Integrated Catchment Management, 
and our Local Plan” – Environmental 
Organisation, Sussex & Hampshire

“Water provisions for fire-
fighting” – Fire Service, 

Kent

“Proactive in stopping leaks  
Investing in new technology 
and infrastructure” – Local 

Councillor, Sussex

“Project 
implementation and 

discharges from 
treatment works” –

Charity / NGO, 
Sussex

“Fun Run and 
reservoir in the 
village” – Parish 
Council, Sussex

“Local council 
matters in my ward”
– Local Councillor, 

Hampshire

“Consultation on a request for a 
pipeline scheme” – Local 
Councillor, Hampshire

“Road closures”–
Local Councillor, 

Hampshire
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• The quality of the experience described was mostly positive.
PLEASE DESCRIBE THAT 
EXPERIENCE 

Lots of good things to say….

• “Kept in contact about road closures through 
email” – Local Councillor, Hampshire

• “Have kept me informed as needed” – Local 
Councillor, Hampshire

• “They email me with past projects, they do 
try and engage” – Environmental 
Organisation, Kent 

• “I’ve been invited to consultations“ – Local 
Councillor, Kent 

• “Very engaged following a request for help 
with bottled water” – Parish Council, Sussex

• “Regular meetings are undertaken and we 
are always invited to stakeholder 
engagement meetings” – Fire Service, Kent

….but two negative responses….

• “We have been told we are a waste of 
time, unprofessional and 
troublemakers. Requests for meetings 
in response to environmental 
incidents are ignored or we are lied to 
in regard to the current situation” –
Charity / NGO, Sussex

•“Not much support available. Very 
boxed in thinking. Not understanding 
of the issue and the greater picture” –
Local Council Officer, Sussex
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WHAT, IF ANYTHING, 
COULD HAVE BEEN DONE 
BETTER?

“Clarity from South East Water 
on their role” – Local Council 

Officer, Hampshire

“Quicker completion of repairs and 
improvement in the quality of repairs”

– Local Councillor, Kent 

“An accessible 
executive introduction 
[to the document]” –

Local Councillor, 
Hampshire

“We could be treated with the 
respect that we deserve and 

could be listened to” –
Environmental Organisation, 

Kent

“Better publicity for the general 
public on how we all have to play a 
part in meeting the ever increasing 

future water demand” – Local 
Councillor, Sussex

“More regular 
dialogue, either 

by picking up the 
phone or the odd 

face to face” –
Environmental 
Organisation, 

Sussex & 
Hampshire “More news releases and 

community projects” –
Local Councillor, Sussex

“Use common sense rather 
than computer systems” –

Local Council Officer, 
Sussex
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PLEASE RATE THE 
FOLLOWING STATEMENTS:

3.59

3.12

3.29

3.12 3.12

I have sufficient 
contact with 

South East Water 
to serve my 

organisation’s 
needs

I have sufficient 
understanding of 

South East Water’s 
business activities

South East Water
engages with

me/my
organisation very

effectively

I feel South East
Water takes on

feedback to make
better decisions

South East Water
is open and

transparent with
stakeholders

about the
challenges it faces

as a business.

(5=strongly agree; 1=strongly disagree)
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“Tell me, and I'll forget. Show 
me, and I may not remember. 
Involve me, and I'll understand.”

Albert Einstein

PART THREE. ENGAGEMENT TOPICS



WHICH OF THE FOLLOWING 
AREAS WOULD YOU LIKE 
SOUTH EAST WATER TO 
ENGAGE WITH YOU ON 
DURING THE NEXT 12 
MONTHS?

• The majority of stakeholders (75%) wanted more engagement on ‘work to improve the 
natural environment’.

75%

66%

56%

50%

47%

38%

6%

0%

10%

20%

30%

40%

50%

60%

70%

80%

Work to improve
the natural

environment

Plans for
ensuring there is
enough water to
supply customers

in the future

Future plans for
the business

Water efficiency Water main
installation

projects in local
communities

How assistance is
provided to
vulnerable
customers

None of the
above



ARE THERE ANY OTHER 
TOPICS THAT YOU WOULD 
LIKE SOUTH EAST WATER 
TO ENGAGE WITH YOU ON 
IN THE NEXT 12 MONTHS?

The majority of stakeholders said they didn’t have anything to add or that the topics they 
are interested in are already being dealt with. 

When topics were raised by stakeholders, they broadly fell under the following themes:

• Reporting local issues, especially how South East Water has dealt with flooding or 
pollution incidents 

• Housing developments / growth – system capacity, but also at a local level, 
including specific developments and Local Plans

• Water abstraction and resource management 

• Water quality 

• Maintenance of infrastructure 
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“Tell me, and I'll forget. Show 
me, and I may not remember. 
Involve me, and I'll understand.”

Albert Einstein

PART FOUR. ENGAGEMENT METHODS



DO YOU MAKE USE OF 
SOUTH EAST WATER’S 
WEBSITE – IF NOT, WHY 
NOT?

• Only 9% of stakeholders reported making regular use of South East Water’s website. The 
majority (53%) use it occasionally.

• When asked why they didn’t make more use of it, many replied that they preferred 
different mediums or they didn’t have time.

Never, 38%

Occassionally
, 53%

Regularly, 
9%

All the time, 
0%

A great deal, 
0%

“I spend so much time at the computer, 
I don’t look for more jobs” – Local 

Councillor, Kent 

“Better things to 
do” – Local 

Councillor, Kent

“I don’t have the time to hunt down 
information which should be sent to me” 
– Archaeological Group and Charity, 
Kent, Surry & Sussex

“Not a big 
website 

browser” – Local 
Councillor, Kent 



DO YOU RECEIVE SOUTH 
EAST WATER’S QUARTERLY 
STAKEHOLDER E-
NEWSLETTER: THE 
SOURCE? IF YES, IT IS 
USEFUL? ARE THERE ANY 
WAYS IT COULD BE 
IMPROVED?

Yes, 47%

No, 34%

Not sure, 
19%

Do you receive The Source?

Yes, 57%
No, 10%

Not sure, 
33%

Is the newsletter useful?

• Just under half of stakeholders (47%) receive The Source. Of those just over half (57%) find 
it useful.

• Improvements suggested by stakeholders included: address what will directly affect 
residents; make it less bland; involve more news items, like capital works programmes.
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WERE YOU AWARE OF 
SOUTH EAST WATER’S 
RECENT PERFORMANCE, 
PEOPLE, PLANT REPORT? 
WHAT, IF ANYTHING, DID 
YOU LIKE OR DISLIKE 
ABOUT IT?

• Over half of stakeholders (57%) were aware of the Performance, People, Planet report –
more than the stakeholder newsletter. 

• Stakeholders didn’t have much feedback on the report except “informative and useful”.

Yes, 57%No, 10%

Not sure, 
33%
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Q. HOW OFTEN WOULD 
YOU LIKE TO HEAR FROM 
SOUTH EAST WATER IN 
FUTURE?

• The trend was for regular but not too frequent contact. 
• 42% of stakeholders wanted to hear from SEW on a quarterly basis, with 30% wanting to 

hear from SEW every six months.

Monthly, 12%

Quarterly, 42%

Every six 
months, 30%

Yearly, 12%

Never, 3%
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Q. PLEASE RATE THE 
FOLLOWING METHODS OF 
ENGAGEMENT IN TERMS 
OF PREFERENCE.

• Email, public exhibitions and stakeholder workshops were favoured by stakeholders. 
• Although the most popular option was email, conversely the least popular options were 

also online: social media and webinars.

2.70

3.69

2.70

3.21

2.38

3.34 3.38

3.07

2.90

2.38

Letters Emails Newsletters
(hard copies)

E-newsletters Social media
(Facebook,

Twitter, etc)

Public
exhibitions

Stakeholder
workshops

One-to-one
meetings

Phone calls Webinars

(5=strongly like; 1=strongly dislike)
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“Tell me, and I'll forget. Show 
me, and I may not remember. 
Involve me, and I'll understand.”

Albert Einstein

SUMMARY OF FINDINGS



SUMMARY OF FINDINGS: 
PERCEPTION OF SOUTH 
EAST WATER #1

• A very low number of your stakeholders feel negative or very negative about 
South East Water. However, a significant number (42%) feel neutral so there is 
still work to do.

• Stakeholders feel positive about you when they have had engaged with you on 
local projects. Negative comments usually come as a result of a lack of contact or 
poor communication.

• Stakeholders broadly view you as professional, efficient and accessible, although 
there are also some critical comments that you need to address.
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SUMMARY OF FINDINGS: 
PERCEPTION OF SOUTH 
EAST WATER #2

• The perception of very few of your stakeholders (3%) has got worse over the last 
twelve months. This is a real achievement. However, the majority (64%) said 
their perception had remained the same – so there is room for improvement.

• Those stakeholder whose perception had improved (33%) all cited better 
engagement and more communication. 

• Whilst no one said that their level of awareness had decreased over the last
twelve months, 55% of stakeholders felt their level of awareness had stayed the 
same. There is clearly more you can do to shift the perceptions of those who 
were neutral. 

• The vast majority of your stakeholders (91%) feel that you have a positive or 
neutral impact on the environment. Positive comments were made about your 
environmental work. Those that felt it was negative referred to specific incidents. 
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SUMMARY OF FINDINGS: 
PREVIOUS ENGAGEMENT 
EXPERIENCE 

• You’ve only engaged with half of your stakeholders before (51%) so there is a lot 
of scope to reach out to more people. 

• When you do engage with people, the majority (63%) say the experience was 
positive – although there is still more you can do to improve the experience for 
37%.

• Your stakeholders feel broadly neutral (3.21 / 5) about the following statements 
– again, there is work to do:  

• I have sufficient understanding of South East Water’s business activities
• I feel South East Water takes on feedback to make better decisions 
• South East Water is open and transparent with its stakeholders about

the challenges it faces as a business
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SUMMARY OF FINDINGS: 
ENGAGEMENT TOPICS 

• The majority of your stakeholders (75%) want more engagement on your ‘work 
to improve the natural environment’. 

• The next most popular topic for engagement (with 66% of your stakeholders 
wanting to engage on it) is ‘plans for ensuring there is enough water to supply 
customers in future’.

• Other topics raised include: reporting local issues; and engagement on housing 
development and growth. 
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SUMMARY OF FINDINGS: 
ENGAGEMENT METHODS

• Around half of your stakeholders (53%) use your website ‘occasionally’. Those 
that do not, are unlikely to start using it. 

• Just under half (47%) of your stakeholder recall receiving your stakeholder e-
newsletter and of those 57% find it useful – so work is required to improve it. 

• More stakeholders (57%) were aware of your Performance, People, Planet 
report. 

• Your stakeholders want to hear from you regularly but not too frequently. The 
most prevalent level of contact desired by your stakeholders (42%) was quarterly 
followed by six-monthly.

• Emails, public exhibitions and stakeholder workshops are the preferred methods 
of engagement for your stakeholders. 

40



 

PR19 Supporting Appendix 3, Responsible Business | 3 September 2018 
 

Not confidential | Author: Jo Osborn | Last saved: 02/09/18 

File name: Appendix 3 Responsible Business FINAL 180901  Page 78 of 79 
 



 

 

 


