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South East Water

Our business
South East Water supplies top quality drinking 
water to 2.2 million customers in the south east 
of England. Through a network of 9,000 miles of 
pipe, we deliver 521 million litres of water every 
day. The skill and expertise of our employees 
ensures our customers’ water meets the highest 
of standards.

Our vision
Our vision is to be the water company people 
want to be supplied by and want to work for. 
Everything we do is underpinned by technical 
excellence. 

Good to know
521 million litres of water a day – 
that’s how much water we supply to 
around 2.2 million people

83 water treatment works – that’s 
how we ensure our water is of the 
highest quality

500,000 water quality tests each year 
– that’s how we ensure your water 
meets the highest standards

 9,000 miles of water mains – that’s 
how we transfer fresh drinking water 
direct to your tap

 912 employees – that’s how we make 
sure your water supply runs 24 hours a 
day, 365 days a year

Our supply area

Western region

Eastern region

How we invest in your water
Where each £1 of your bill is spent

Water extraction

Cost of capital investment  
and maintenance

Water treatment Customer service

Getting the water to you

7%

20%

17% 11%

45%
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Jo – Communications Team
Jo talks to a resident in Withyham 
after their community resilience day
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About this document 
Welcome to South East Water’s third company 
monitoring framework report. In November, we 
published our strengths, risks and weaknesses 
statement and draft assurance plan for 2017/18. 
When we published this document we sent it 
to our key stakeholders for feedback. All of the 
stakeholders who responded were happy that their 
comments had been reflected. 

We have updated our assurance plans to take into 
account the impact of the rapid thaw that followed 
the recent heavy snow and further information on 
this incident can be found on page 9. 

In June 2015 Ofwat published guidance on its 
company monitoring framework – it said:

“The company monitoring framework is a tool to 
challenge all companies to provide information for 
customers and stakeholders that is reliable, timely, 
appropriate to the audience, and for companies to 
be transparent with customers and stakeholders 
about the data assurance they put in place.”

Each year Ofwat categorises companies into either 
self assured, targeted or prescribed. In 2017 South 
East Water we were again placed into the highest 
category of self assured.

Ofwat’s 2017 assessment
In November 2017 Ofwat published its Company 
Monitoring Framework Assessment 2017 in 
which we were commended for the quality of the 
performance information we publish.

The report is an annual assessment on the quality 
of information and assurance all water companies 
provide customers about their performance and is 
intended to challenge them to publish information 
that can be trusted by their customers.

This saw us remain in the  self assured category. 

In their assessment, Ofwat said: “We have looked 
across how well the company has met or exceeded 
our expectations in all of our assessments, 
including whether they have demonstrated that 
they have met expectations by a clear margin, 
demonstrated leading edge behaviour, and whether 
there were any behaviours that we considered led 
to a reduction in trust and confidence. 

Taking all of this into account, there were no 
examples of behaviour that would reduce trust 
and confidence and the company demonstrated 
behaviours that met our expectations by a clear 
margin with some leading-edge behaviour, which 
we expect from companies in the self-assurance 
category”.

This status means that we are not required to 
publish a full analysis of the strengths, risks and 
issues in relation to data and information provision 
and we only need to publish a summary of the 
outcome of the assurance that has been carried out.

We will continue to learn from our individual 
assessment and the best practice identified during 
the industry assessment to ensure that we improve 
the information that we provide to our customers 
and stakeholders. 

Welcome
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Our plans for publishing our future 
company monitoring frameworks
We believe that our customers and stakeholders 
value the transparency that we have provided by 
publishing our strengths, risks and weaknesses 
statement and assurance plans. Despite the fact 
that being categorised as self assured means we 
are not required to provide as much information 
as targeted and prescribed companies, we will 
continue to do so.

All companies in the targeted assurance band are 
required to:

•   identify the risks, strengths and weaknesses 
in providing the quality of information that 
stakeholders want and trust

•   carry out an exercise with stakeholders to target 
issues to address 

•   consult on their draft assurance plans to  
ensure that they are sufficient to address the  
issues identified

•   publish a statement on this in the autumn of  
each year

How we are approaching our company 
monitoring framework
We reviewed our company monitoring framework 
from previous years and were pleased with how 
comprehensive they were, based on the response 
we received from our engagement, and how it 
compared to others that were produced. For 
our 2017/18 company monitoring framework 
publication, we have updated our risk assessments 
and enlarged our scope, but the process that we 
undertook has remained consistent. 

We added a number of publications to our 
November 2017 publication including cost 
assessment tables, wholesale charges document, 
our investors report, wholesale tariff document, 
new connections, non-household and household 
charges schemes. In this March 2018 publication 
we have added water resource market information 
tables. Further information about the scope of our 
company monitoring framework can be found on 
pages 40-42 of the appendix.

The majority of the risks that we have identified in 
our strengths, risks and weaknesses statement for 
this year were in our 2015/16 company monitoring 
framework too as they continue to be areas 
that are of higher risk or weather related issues. 
However some new risks were assessed  
and added.

The inclusion of shadow reporting in the Annual 
Performance Report tables has added a new risk 
to our Annual Report and Financial Statements and 
Annual Performance Report. We have reviewed the 
new Reporting Accounting Guidelines for 2017/18 
and this has not led to any further additions to our 
risk assessment. 

In this version of our company monitoring 
framework we have kept cost assessment 
tables as a separate line despite them being 
amalgamated into the Annual Performance Report 
tables to provide transparency. We will combine 
the lines in our risk assessment summary in our 
2018/19 publication. 

About this document continued
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In our 2016/17 company monitoring framework 
we highlighted a risk in our strengths, risks and 
weaknesses statement relating to enforcement 
action issued by the Drinking Water Inspectorate 
(DWI) in May 2016. This was in respect of data 
reporting under the Water Industry (Supplier’s 
Information) Direction 2012. We are pleased to 
report that following a thorough review and the 
implementation of corrective actions the DWI 
revoked the enforcement order in May 2017 
confirming that it was satisfied the issue had been 
resolved. A cross departmental team put in place 
new processes to resolve the issues which had 
resulted in the order being made. The DWI carried 
out an audit in May 2017 and concluded that the 
improvements made demonstrated compliance. 
They recognised the work that has been done 
to capture and document the processes and the 
commitment of the team to resolve the issue. 
They also commented that the secondary internal 
checks that had been implemented should be 
shared with the industry as an excellent example 
of good practice.

One of the major improvements we have made in 
recent years is to make our annual reporting more 
engaging.  Feedback we receive each year from 
our customers and stakeholders is providing us 
with valuable suggestions as to how we can make 
improvements to the presentation and content of 
the information we provide.

Discover Water
At South East Water, we are keen to provide our 
customers with comparative information relating 
to our performance. This increases transparency 
and is an improvement that stakeholders have 
requested. In November 2016, Discover Water 
was launched. Discover Water is a collaborative 
water sector-wide project, led and funded by 
water companies but delivered by an independent 
third party. We were pleased to participate in the 
steering group for this project and continue to 
work with the team as the website develops.  

The website can answer a lot of day-to-day 
questions about our industry, along with 
showing customers quickly and easily how we are 
performing and compare us with other companies.

The information is on the website:  
discoverwater.co.uk and has a range of  
data covering water quality, public health, 
customer service and environmental aspects  
of water and wastewater services.

There is also more detailed information about  
our own results and why there may be differences 
between companies on our website:  
southeastwater.co.uk/discoverwater

The remainder of this document is split into three 
sections as follows:
•   2017/18 company monitoring framework update
•   2017/18 risk analysis
•   appendix – the process we follow to define our risks 

and assurance

‘ Our customers and 
stakeholders value the 
transparency that we 
have provided’
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Organising alternative water
Our team were on hand to talk 
to customers and we arranged 
deliveries for all on our priority 
services register
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March 2018 interruption to supply 
On 3rd March, the South East of England 
experienced a rapid thaw following a period of 
heavy snow and extremely low temperatures.  
As a result of ground movement and frozen 
customer pipes there were multiple bursts 
throughout our networks and an increase in leaks 
in and on customer properties.  

On a normal winter’s day, we produce on average 
500 million litres of water, but on Saturday 3rd 
March the higher demand due to leakage resulted 
in 630 million litres being treated and sent out 
into the network. This unprecedented demand 
for water was five per cent more that we would 
expect on the hottest day of summer.

As a result of this incident some of our customers 
experienced an interruption to supply, mainly 
in the Challock and Molash areas of Kent and 
Crowborough, Wadhurst, Cuckfield, Bolney and 
Rotherfield areas of Sussex. Our teams worked 
through the night to locate a very large number  
of very small bursts right across our network 
and to encourage customers to check their own 
homes or unoccupied residential and commercial 
properties. 

Since the creation of our company monitoring 
framework we have identified a “high” rated risk 
for extreme weather and the impact it would have 
on our interruptions to supply performance.  In 
anticipation of the weather, we had prepared for 
an increase in bursts and emergency engineers 
and repair crews were available 24 hours a day and 
immediately deployed. 

After an event such as this, we always review 
our response and look at where our service can 
be improved. We are undertaking additional 
customer satisfaction surveys with supplementary  
specific questions to assess our response to this 
incident, in-depth interviews with customers 
who were affected and have set up a dedicated 
page on our website for customers to provide 
feedback. In addition, we are undertaking a post 
incident lessons learnt investigation. This learning 
will result in a new assessment of risk within the 
company monitoring framework and will change 
our mitigation steps to manage and respond to 
this risk. 

This event will result in us receiving a maximum 
penalty for our interruptions to supply 
performance commitment. In our Performance, 
People and Planet report we will provide a 
breakdown of our interruptions to supply including 
and excluding this event so that our customers 
and stakeholders have an understanding of the 
impact of this exceptional incident. 

We are currently anticipating that we will achieve 
our leakage performance commitment target. 
However, we anticipate that our number of  
water main bursts will be higher than our 
performance commitment target but within  
the deadband range.

 

‘ This unprecedented demand 
for water was five per cent 
more that we would expect on 
the hottest day of summer’
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Purpose of this document
This document sets out what we do to ensure  
that the data and information we publish is 
reliable, transparent, timely and appropriate to 
the audience. 

What are we trying to achieve?
Our aim is to ensure that the data and information 
we publish is reliable, robust and complete. As part 
of producing this document we have spoken to our 
key stakeholders to understand the information 
they use and rely on so that we can tailor our 
assurance activities accordingly.

We try to make sure our documents are written 
in a format that is easy to understand for our 
customers and stakeholders and have also 
discussed this with them to identify if any 
improvements can be made.

This document explains how we identify any risks 
with the information we publish, how we check 
data and carry out assurance as well as how we 
intend to continually improve to ensure any risks 
we have found are managed.

On page 12 we have summarised these in a 
strengths, risks and weaknesses statement.

On pages 16 and 17 we have also set out the 
actions we believe necessary to address any of the 
strengths, risks and weaknesses we have identified 
– we call this our assurance plan.

During the process of developing our company 
monitoring framework we placed significant 
importance on consulting our stakeholders to 
understand their opinion on the information we 
provide. As a result we sought to engage with our 
key stakeholders (Consumer Council for Water, 
Environment Agency, Natural England and our 
Customer Challenge Group) and contacted 2,000 
wider stakeholders. There is further information on 
our approach on pages 20 to 21. 

2017/18 
update
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Your feedback is important to us
We welcome your views on our company 
monitoring framework – specifically if you think 
we have omitted a key issue, not addressed any of 
the risks sufficiently, or there are areas that can be 
improved or added.

Your feedback is important as it helps shape the 
information we provide, it ensures we capture any 
risks and weaknesses you believe we have in the 
information we publish and makes sure you can 
comment on the actions we propose to carry out 
to address any issues. 

Any feedback we receive will be incorporated 
into our 2018/19 company monitoring framework 
publications.

If you have any feedback on this document or 
other publications please contact us:

Email: yourwateryoursay@southeastwater.co.uk

What happens next?
Our Performance, People and Planet report and 
our Annual Report and Financial Statements 
Annual Performance Report will be published on 
13 July 2018.

Our 2018/19 company monitoring framework will 
be published in October 2018.

Strengths, risks and weaknesses 
statement
We list the main strengths, risks and weaknesses 
we have identified as part of our assessment and 
the feedback from our stakeholders.

Main strengths
•     we have been given the self assured status in the 

2017 Ofwat Company Monitoring Framework 
assessment. In 2016, Keith Mason, Senior Director at 
Ofwat, said: “Achieving the top rating shows South 
East Water has really committed to providing high 
quality information and assurance to its customers 
and stakeholders”

•   we continue to review and improve our annual 
reporting to ensure that our publications are 
informative and relevant to our customers  
and stakeholders

•   we have a well established risk reporting tool 
which has strong foundations and is used for the 
assessment, recording and management of risks. 
This process and tool are used across the business 
and all managers and directors are engaged with 
the process. This helps us to ensure we manage all 
business risks and provide robust information to our 
customers and stakeholders 

•   we have been identified as providing best 
practice for our redress scheme by the Fair Water 
Connections Assessment, of (English) Water 
Companies Compliance Against the Ofwat Adoption 
Code Requirements (Developer Services). This 
assessment found us to be one of the top five 
companies in the industry for compliance

‘ Your feedback is important 
as it helps shape the 
information we provide’
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James – Customer Care Team 
Our Customer Care Team is there to help 
all our customers ensure they can access 
the right services for their needs
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Providing clear information
We continually review all our 
publications to ensure customers 
find it easy to get the information 
they need
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Risk How has the  
risk been 
identified

Area of risk Risk

Interruptions 
to supply

Internal 
assessment

Performance Risk – Extreme weather 
If extreme weather is experienced this may result  
in an increased number of interruptions to supply  
for customers. 

The extreme weather in early March 2018 (as detailed on 
page 9) will result in us receiving a maximum penalty for our 
interruptions to supply performance commitment.

Customer 
satisfaction

Internal 
assessment

Performance Risk – Current performance lower than target 
Currently, some of the customer satisfaction outcomes are 
showing lower than the full year target. However, we have 
seen an improving trend in all of the results in the past year.

Due to the innovative nature of these measures, it is 
difficult to predict exactly the impact our actions will have 
on our performance.

Discolouration 
contacts

Internal 
assessment

Performance Risk – Current performance lower than target 
Despite achieving an improvement in the average levels of 
discolouration contacts compared to last year, we have not 
met our target this year and will receive a penalty.

We have set out the actions we believe are necessary to address these issues in our assurance plan on 
page 16.

Main risks and weaknesses
The risks and weaknesses shown here are those that score high in the risk assessment shown on page 26 
(the red category).

Risk assessments updated in March 2018

Strengths, risks and weaknesses statement continued
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Risk Controls and mitigating actions Deadline

Risk of 
interruptions 
to supply 
performance 
failure
(Interruptions 
to supply 
outcome) 

Our focus is to minimise all interruptions to supply to less than three 
hours. We have undertaken training with employees and contractors to 
encourage methods of repair which do not require interruptions to supply.

In 2015, we undertook a plan to review our existing emergency planning 
procedures and a review of our core asset data and information to try and 
ensure we can respond to large scale incidents.

We undertake a wide range of activities to minimise any interruption 
to supply for our customers and have extended this as a result of post 
incident reviews.

We are in the process of undertaking customer engagement and a detailed 
lessons learnt exercise following the March 2018 event to ensure that we 
identify where we can make improvements in our processes.

 
 

 
 

Ongoing 
 

April-June 
2018

Extreme 
weather 
impact on 
interruptions 
to supply
(Interruptions 
to supply 
outcome)

A sudden change in weather can have a significant impact on our pipes 
which can cause an interruption to our supply for customers. When 
the weather gets colder there is a risk of freezing pipes or when the 
weather gets warmer the ground gets drier and this movement can 
cause our pipes to crack. 

Such weather changes are beyond our control and therefore 
they remain a ‘high’ risk in our framework. We do, however, have 
comprehensive emergency plans to minimise the impact on customers 
if these events do occur and continue to invest in our network to 
maintain and improve our asset resilience. Our actions also include 
resource management to maximise the amount of water available in 
anticipation of high demand, and we implement a range of pre-winter 
readiness checks and plans.

We are in the process of undertaking customer engagement and a 
detailed lessons learnt exercise following the March 2018 event to ensure 
that we identify where we can make improvements in our processes.

Ongoing 
– part of 
normal 
operations 
and 
planning 
for such 
events

 
 
 
 

April-June 
2018

Current 
performance 
lower than 
target 
(Discolouration 
contacts)

We continue to improve our performance in this area and have reduced the 
number of discolouration ‘hotspots’ that we report to the Drinking Water 
Inspectorate from 15 to six. For the first time on record, we no longer have 
any water supply zones more than four contacts per 1,000 customers. 

In the past two years we have undertaken a number of activities to reduce 
our discolouration contacts, some of which take time to realise the 
benefits. While we expect this work to reduce our contacts in the future 
we are committed to a number of additional actions as follows:

•  targeted mains renewals and treatment process work

•  increased mains flushing programme from 500 to over 900 miles per year

•  installation of specially designed valves and further training for our operations 
technicians. These valves are designed to reduce the risk of a mains burst and 
minimise sudden pressure into the system which can increase discolouration

 
 
 

 
 
 

Ongoing

Assurance plan
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Risk Controls and mitigating actions Deadline

Current 
performance 
lower than 
target 
(Customer 
satisfaction 
outcomes)

The introduction of customer satisfaction outcomes has 
revolutionised the way in which we approach customer engagement 
and our interaction with our customers. These measures have 
achieved the objective of ensuring that we review all our 
interactions, processes and the approach of our employees.

We have a customer satisfaction project plan which is rigorously 
monitored via our satisfaction outcomes steering group. We are also 
challenged by our customer challenge group on a quarterly basis and 
advise them of the progress that is being made on our wide range of 
identified initiatives.

Key initiatives we are working on are:

•  overall satisfaction – continued promotion of vision and values to focus 
employees on improving performance ensure the customer is at the 
heart of activities. We are developing training with customer satisfaction 
and behavioural economics experts to understand how we can improve 
our scores 

•  introduction of an “in your area” function on our website – this 
allows customers to access live updates on incidents such as bursts 
or leaks, planned engineering schemes, street works and water supply 
interruptions in their area. We understand that customers appreciate 
information when there is an issue with their service. Customers have the 
option to register for future updates in their area 

•  overall satisfaction – we are undertaking a detailed review of our 
communication points with our customers to ensure that we are 
providing the best service and information at every opportunity 

•  “My Water Use Report” trial – we know that customers want us to help 
them to save water through advice and education. We’ve joined forces 
with behavioural science experts Advizzo to develop new innovative 
approaches that empower customers to better control the water 
they use and therefore the bill they pay. So far 22,000 customers have 
participated In this trial. We plan to increase the numbers of customers 
who receive this information in the future

•  “My Account” function – customers have told us they would like to  
be able to be able to complete some transactions online with us.  
My Account was launched in April 2016 and is growing in popularity.  
My Account enables customers to view, download or print their bills  
and they can also make payments, tell us they are moving home, check 
their balance, and set up or amend a Direct Debit 

•  

 
 
 
 

 
 
 
 

Ongoing 
 

Completed 
 
 
 
 

Ongoing 
 

Ongoing 
 
 
 
 
 

Completed 
 
 
 
 

Assurance plan continued
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External assurance of our risk 
assessment
In order to ensure we have identified the main 
risks and issues against our publications and 
outcomes we enlisted our assurance provider, 
Jacobs to review our risk assessments and 
proposed mitigation actions. 

In 2017/18, the scope of works undertaken 
by Jacobs was to carry out a review of our risk 
assessment register and the individual risk 
assessments by asking the following questions: 

•    is the risk categorisation for data and reporting 
appropriate? 

•    is the risk consistent with the outcome/publication? 
•   are any risks missing based on the Jacobs and  

annual review?

Findings from the external  
assurance
Jacobs approach 

“As part of updating its company monitoring 
framework document, South East Water asked us 
to carry out a high level, desk based review of the 
detailed risk assessment register that underpins 
the framework and associated document.

“Our review focused on the elements of the 
register that covered the company’s performance 
commitments and cost assessment table (CAT) 
submission. We sought to identify whether the 
company had updated these elements of the 
register to reflect the reporting risks we identified 
during the year end assurance process for the 
2016/17 annual performance report and CAT 
submission. As with last year, our review therefore 
concentrated on the risks the company had 
categorised as data quality or reporting risks.”

Jacobs findings

“During our review of the detailed risk assessment 
register we identified scope to include a limited 
number of additional risks and to clarify the 
description of some others. We understand that 
the company has included the proposed additional 
risks and wording as suggested.”

‘ Our aim is to ensure that 
the data and information 
we publish is reliable, 
robust and complete’
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Ben – Production Technician
Our highly skilled technicians, like Ben, are constantly monitoring our treatment 
works to ensure we are delivering top quality drinking water around the clock
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Engagement of stakeholders 

Engagement of stakeholders 
Understanding the opinions and requirements of 
our stakeholders and customers is vital to ensure 
that we are providing information that is relevant, 
understandable and easy to access. 

For the purposes of undertaking stakeholder 
engagement for the company monitoring 
framework we have continued to split this group 
into two sub-groups:

•   key stakeholders – including Ofwat, Consumer 
Council for Water, Drinking Water Inspectorate, 
Environment Agency, Natural England and our 
customer challenge group

•   wider stakeholders – including MPs, parish councils, 
local councillors, and members of local community 
groups. In 2017/18 we contacted these stakeholders 
again about our company monitoring framework 
and our reports

We issued a survey to both stakeholder groups  
to identify:

•    the awareness level of each publication
•     if there are any strengths, risks and weaknesses 

with the information we publish through our  
main publications

•     if there are any current concerns about information 
that we report

•     the relative importance each stakeholder places on 
the information we publish

•     how each stakeholder uses the information we 
publish and how important it is to them

•   if stakeholders would value information presented 
in a different way, would like further information,  
or feel that any of the information is not required

During November 2017 to January 2018 an 
independent company undertook 40 perception 
audits on our behalf with a range of our 
stakeholders. These audits included a wide range 
of topics including understanding how well they 
believe we engage with them, the impact that we 
have on the environment and their perceptions 
of us. 57 per cent of stakeholders were aware 
of our Performance, People and Planet report. 
There were limited comments about how we can 
improve the document but except that it was 
“informative and useful”.  

2,000
stakeholders 

contacted

37
structured 

internal meetings

432
controls 
in place

Company Monitoring Framework 

204
risks 

reviewed
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How we have used this feedback
The feedback we received from our stakeholders 
was invaluable and contributed to changes 
we made to our new style reports. We have 
had feedback from a number of stakeholders 
commenting that they have noticed the 
significant improvements we have made. 

In 2015/16, it was suggested that we should 
use “fewer words and more infographics” in 
our publications. This has been reflected in our 
reports ever since. We have tried to ensure we 
have explained the processes and methods we use 
in a simple way and used graphics to bring these 
concepts to life.

We will continue to work to improve our annual 
reporting further to meet the needs of our 
stakeholders and customers to ensure that it is 
accessible and useful to them. We will address 
all the weaknesses identified and respond to any 
opportunities that are presented to us.

What this engagement has told us
The responses we received this year has been 
limited. During the next year we will review 
whether this is due to stakeholders being happy 
with the information that we have provided or 
whether we can engage differently.

The feedback from our stakeholders has been 
reviewed and we have summarised the main 
strengths, risks and weaknesses opposite.

Strengths
•     our Performance, People and Planet report was 

described as “well presented and easy to use” and 
“the narrative sections provide further information 
and examples help to bring the report alive. It is 
clearly split into the desired outcomes, making it 
easy to see the reporting against these”

•   we received feedback that we provide “quality of 
information set out in a structured informative 
manner” and were praised for our “openness on  
our intentions”  

Opportunities
•   “the infographic at the beginning of the 

Performance, People and Planet reports is great, 
it would be nice to see more of the information 
presented in easily accessible and digestible 
formats like this throughout the report – there is  
a lot of information to digest.”  

•   “a brief summary of performance reports would  
be beneficial”

Risks and weaknesses
•   one stakeholder commented that our Performance, 

People and Planet report was “too lengthy”

Engagement of stakeholders continued
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Stakeholder engagement
More than 80 stakeholders 
attended our two workshops in Kent 
and Farnborough in May 2017



23Company Monitoring Framework 2017/18

In September 2019 we will be publishing, and 
submitting to Ofwat, our five year business plan 
covering the period 2020 to 2025.

 We use our company monitoring framework to 
ensure that the data and information we publish 
to customers and stakeholders is reliable, robust 
and transparent. To ensure the same level of 
governance, assurance and scrutiny is carried out 
on our business plan we are now developing a 
specific business plan assurance framework. This 
will be built using the strong foundations of our 
company monitoring framework and enhanced 
further to ensure it covers all of the requirements 
of our customers, stakeholders and regulators 
that are relevant for our business plan.  It will 
be used to show how our board provides strong 
governance, assurance and approval of our 
plan, demonstrating how it has challenged the 
management team and what evidence it has used 
to decide that our plan is the best it can be.

In particular our business plan assurance 
framework will be designed to ensure:

•   the overall strategy to data assurance and 
governance processes delivers high quality data

•     all data and information used in our plan is 
consistent, reliable and robust

•     our plan is written in a transparent, clear and simple 
to understand way

•     our plan shows how we will continue to meet our 
statutory obligations both now and in the future

•     our plan shows clearly how we will deliver for our 
customers and the environment

•   our plan demonstrates how the board’s governance 
and assurance processes and strategic leadership 
provides operational, financial and corporate 
resilience over the five year period and longer term

All of these factors combined will ensure that 
we publish a high quality business plan that our 
customers, stakeholders and regulators can rely 
on and shows how we will deliver the service they 
want both now and in the future.

Development of a business plan assurance framework
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Risk assessment summaries 
Each year we will update our risk assessments to 
understand if any new risks should be included,  
if any are no longer relevant or if the impact  
has changed. 

We are continually reviewing our publications and 
internal processes to identify if any other areas 
should be included in this framework. 

Our post mitigation risk summary table identifies 
the risk levels that we are aiming for at the end of 
the regulatory period, in 2019/20.

The processes we undertake as part of our 
company monitoring framework are detailed in 
Section 3. 

Our framework is built on three core pillars:

•    robust data
•   clear and  reliable information and reporting
•     monitoring and proactive management  

of performance

Risk  
analysis

‘ We are continually 
reviewing our publications 
and internal processes’
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The colour coding used in the risk assessment summaries 
is explained as follows

Assessment  Coding Description

Risk rating       �  High – based on combination of consequence and 
probability – see page 36 to 37.

       �  Medium – based on combination of consequence 
and probability – see page 36 to 37.

       �  Low – based on combination of consequence and  
probability – see page 36 to 37. If there are risks 
that are not sufficient to meet the minimum 
criteria in our risk framework it will be shown as 
zero in the table.

Control       �  No control – business aware of need but no 
formal process in place. Minimal – minimum 
processes in place within department.  
Little consistency between departments. 

       �  Adequate – centrally controlled process in place  
across the entire business. Senior management 
consistently engaged.

       �  Effective – routine use of metrics and 
quantitative methods to measure the 
performance and quality of the control. 

Total number of risks

4  high risk

116  medium risk

84  low risk

Risk assessment summary – before any new  
actions to address the issues 
The summary table shows a risk assessment for each of our 
outcomes and each of our core publications. 

We have assessed these not only against data and information but 
also against our current performance levels. The table shows the 
highest risk for each pillar – for example if a certain pillar has four 
risks, three of them could be ‘low’ (i.e. green) and one as ‘high’  
(i.e. red). The table will show the risk rating for that pillar as ‘high’ 
(i.e. red).

Each risk shown as ‘high’ in the table is explained on page 15.

 

OUTCOMES

IMPACT TO 
CUSTOMER

CURRENT RISK

PILLAR 1 
DATA

PILLAR 2 
INFORMATION AND REPORTING

PILLAR 3 
2017/18 PERFORMANCE

Rating Risk Rating Control No of 
Risks Risk Rating Control No of 

Risks Risk Rating Control No of 
Risks

Interruptions MODERATE � � 4 � � 1 � � 2

Customer satisfaction MAJOR � � 2 � � 0 � � 7

Leakage MAJOR � � 6 � � 0 � � 5

Service Incentive Mechanism MAJOR � � 1 � � 0 � � 5

Properties with low pressure MODERATE � � 1 � � 0 � � 1

Water resource deficit MODERATE � � 3 � � 0 � � 4

Mean zonal compliance MAJOR � � 1 � � 0 � � 6

Breaches of environmental regulations MINOR � � 1 � � 1 � � 3

Water mains bursts MINOR � � 2 � � 0 � � 2

Discolouration contacts MINOR � � 2 � � 0 � � 4

Number of pollution incidents MINOR � � 1 � � 2 � � 1

Breaches of health and safety regulations MINOR � � 2 � � 0 � � 1

Breaches of national security obligations MODERATE � � 0 � � 0 � � 9

Breaches of statutory obligations MODERATE � � 0 � � 0 � � 4

Above ground asset performance MINOR � � 1 � � 0 � � 4

Sites at risk of flooding MINOR � � 0 � � 0 � � 3

KG of carbon per customer per year MINOR � � 2 � � 1 � � 6

Abstraction Incentive Mechanism MINOR � � 3 � � 1 � � 0

PUBLICATIONS

Our Annual Report and Financial Statements  
and Annual Performance Report

MINOR � � 4 � � 10 � � 1

Performance, People and Planet MODERATE � � 0 � � 5 � � 0

Cost Assessment Tables (new) MODERATE � � 4 � � 2 � � 1

Code of practice review MODERATE � � 0 � � 2 � � 2

Standard information on bill MODERATE � � 2 � � 0 � � 0

CCWater quarterly report and annual return MINOR � � 4 � � 1 � � 0

Drinking Water Inspectorate Reporting MINOR � � 12 � � 2 � � 0

National Environment Programme MINOR � � 0 � � 3 � � 4

Developer Services MINOR � � 1 � � 1 � � 2

Wholesale charges document (new) MODERATE � � 2 � � 0 � � 1

Non-household charges scheme (new) MODERATE � � 3 � � 2 � � 1

Wholesale tariff document (new) MODERATE � � 2 � � 0 � � 4

Household charges scheme (new) MODERATE � � 2 � � 0 � � 6

New connections charges scheme (new) MINOR � � 3 � � 0 � � 2

Investors report (new) MINOR � � 0 � � 0 � � 6

Water resource market information tables (new) MINOR � � 1 � � 1 � � 0



27Company Monitoring Framework 2 1 1

Risk assessment summary – before any new actions to address the issues

 

OUTCOMES

IMPACT TO 
CUSTOMER

CURRENT RISK

PILLAR 1 
DATA

PILLAR 2 
INFORMATION AND REPORTING

PILLAR 3 
2017/18 PERFORMANCE

Rating Risk Rating Control No of 
Risks Risk Rating Control No of 

Risks Risk Rating Control No of 
Risks

Interruptions MODERATE � � 4 � � 1 � � 2

Customer satisfaction MAJOR � � 2 � � 0 � � 7

Leakage MAJOR � � 6 � � 0 � � 5

Service Incentive Mechanism MAJOR � � 1 � � 0 � � 5

Properties with low pressure MODERATE � � 1 � � 0 � � 1

Water resource deficit MODERATE � � 3 � � 0 � � 4

Mean zonal compliance MAJOR � � 1 � � 0 � � 6

Breaches of environmental regulations MINOR � � 1 � � 1 � � 3

Water mains bursts MINOR � � 2 � � 0 � � 2

Discolouration contacts MINOR � � 2 � � 0 � � 4

Number of pollution incidents MINOR � � 1 � � 2 � � 1

Breaches of health and safety regulations MINOR � � 2 � � 0 � � 1

Breaches of national security obligations MODERATE � � 0 � � 0 � � 9

Breaches of statutory obligations MODERATE � � 0 � � 0 � � 4

Above ground asset performance MINOR � � 1 � � 0 � � 4

Sites at risk of flooding MINOR � � 0 � � 0 � � 3

KG of carbon per customer per year MINOR � � 2 � � 1 � � 6

Abstraction Incentive Mechanism MINOR � � 3 � � 1 � � 0

PUBLICATIONS

Our Annual Report and Financial Statements  
and Annual Performance Report

MINOR � � 4 � � 10 � � 1

Performance, People and Planet MODERATE � � 0 � � 5 � � 0

Cost Assessment Tables (new) MODERATE � � 4 � � 2 � � 1

Code of practice review MODERATE � � 0 � � 2 � � 2

Standard information on bill MODERATE � � 2 � � 0 � � 0

CCWater quarterly report and annual return MINOR � � 4 � � 1 � � 0

Drinking Water Inspectorate Reporting MINOR � � 12 � � 2 � � 0

National Environment Programme MINOR � � 0 � � 3 � � 4

Developer Services MINOR � � 1 � � 1 � � 2

Wholesale charges document (new) MODERATE � � 2 � � 0 � � 1

Non-household charges scheme (new) MODERATE � � 3 � � 2 � � 1

Wholesale tariff document (new) MODERATE � � 2 � � 0 � � 4

Household charges scheme (new) MODERATE � � 2 � � 0 � � 6

New connections charges scheme (new) MINOR � � 3 � � 0 � � 2

Investors report (new) MINOR � � 0 � � 0 � � 6

Water resource market information tables (new) MINOR � � 1 � � 1 � � 0
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Risk assessment summary – after undertaking  
actions in our assurance plan
The summary opposite shows the impact on each outcome and 
publication after we have undertaken actions to mitigate each risk. 
The actions detailed in our assurance plan on pages 16-17, show 
how we aim to manage the items assessed as ‘high’. We also have a 
comprehensive mitigation plan covering all of our actions to reduce 
risk where we can – the impact of this can be seen by a reduction in 
the number of ‘amber’ items. 

Interruptions to supply – this outcome can be heavily influenced 
by extreme weather, and although when grading the risk of 
extreme weather it scores a low probability the impact is 
sufficiently high to warrant an overall ‘high’ grading shown above. 
We do have comprehensive emergency plans in place to deal 
with extreme circumstances however it is not possible to change 
the overall impact level. This risk therefore stays as ‘high’ and is 
regularly scrutinised to ensure we are doing all that is possible to 
minimise the likelihood or impact.

Customer satisfaction – scores for the current year are showing 
an improvement in the first nine months of 2017/18 compared to 
the same period in 2016/17 but we may not achieve our target 
performance level on all of the measures in this financial year. The 
main reasons for this and the actions being undertaken are shown 
in our assurance plan. We are undertaking a number of initiatives 
which are showing steady improvements and we are likely to 
achieve our targets in future years.

Discolouration contacts – despite achieving a reduction in the 
number of discolouration contacts received compared to last 
year, we will not achieve our target this year. Further information 
about the initiatives that we are undertaking are listed on page 16.

Total number of risks

The only remaining high (red) 
risks are for our interruptions, 
customer satisfaction and 
discolouration contacts.  
These are summarised below.

3  high risk

62  medium risk

139  low risk

 

OUTCOMES

IMPACT TO 
CUSTOMER

TARGET RISK

PILLAR 1 
DATA

PILLAR 2 
INFORMATION AND REPORTING

PILLAR 3 
2017/18 PERFORMANCE

Rating Risk Rating Control No of 
Risks Risk Rating Control No of 

Risks Risk Rating Control No of 
Risks

Interruptions MODERATE � � 4 � � 1 � � 2

Customer satisfaction MAJOR � � 2 � � 0 � � 7

Leakage MAJOR � � 6 � � 0 � � 5

Service Incentive Mechanism MAJOR � � 1 � � 0 � � 5

Properties with low pressure MODERATE � � 1 � � 0 � � 1

Water resource deficit MODERATE � � 3 � � 0 � � 4

Mean zonal compliance MAJOR � � 1 � � 0 � � 6

Breaches of environmental regulations MINOR � � 1 � � 1 � � 3

Water mains bursts MINOR � � 2 � � 0 � � 2

Discolouration contacts MINOR � � 2 � � 0 � � 4

Number of pollution incidents MINOR � � 1 � � 2 � � 1

Breaches of health and safety regulations MINOR � � 2 � � 0 � � 1

Breaches of national security obligations MODERATE � � 0 � � 0 � � 9

Breaches of statutory obligations MODERATE � � 0 � � 0 � � 4

Above ground asset performance MINOR � � 1 � � 0 � � 4

Sites at risk of flooding MINOR � � 0 � � 0 � � 3

KG of carbon per customer per year MINOR � � 2 � � 1 � � 6

Abstraction Incentive Mechanism MINOR � � 3 � � 1 � � 0

PUBLICATIONS

Our Annual Report and Financial Statements  
and Annual Performance Report

MINOR � � 4 � � 10 � � 1

Performance, People and Planet MODERATE � � 0 � � 5 � � 0

Cost Assessment Tables (new) MODERATE � � 4 � � 2 � � 1

Code of practice review MODERATE � � 0 � � 2 � � 2

Standard information on bill MODERATE � � 2 � � 0 � � 0

CCWater quarterly report and annual return MINOR � � 4 � � 1 � � 0

Drinking Water Inspectorate Reporting MINOR � � 12 � � 2 � � 0

National Environment Programme MINOR � � 0 � � 3 � � 4

Developer Services MINOR � � 1 � � 1 � � 2

Wholesale charges document (new) MODERATE � � 2 � � 0 � � 1

Non-household charges scheme (new) MODERATE � � 3 � � 2 � � 1

Wholesale tariff document (new) MODERATE � � 2 � � 0 � � 4

Household charges scheme (new) MODERATE � � 2 � � 0 � � 6

New connections charges scheme (new) MINOR � � 3 � � 0 � � 2

Investors report (new) MINOR � � 0 � � 0 � � 6

Water resource market information tables (new) MINOR � � 1 � � 1 � � 0
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Risk assessment summary – after undertaking actions in our assurance plan

 

OUTCOMES

IMPACT TO 
CUSTOMER

TARGET RISK

PILLAR 1 
DATA

PILLAR 2 
INFORMATION AND REPORTING

PILLAR 3 
2017/18 PERFORMANCE

Rating Risk Rating Control No of 
Risks Risk Rating Control No of 

Risks Risk Rating Control No of 
Risks

Interruptions MODERATE � � 4 � � 1 � � 2

Customer satisfaction MAJOR � � 2 � � 0 � � 7

Leakage MAJOR � � 6 � � 0 � � 5

Service Incentive Mechanism MAJOR � � 1 � � 0 � � 5

Properties with low pressure MODERATE � � 1 � � 0 � � 1

Water resource deficit MODERATE � � 3 � � 0 � � 4

Mean zonal compliance MAJOR � � 1 � � 0 � � 6

Breaches of environmental regulations MINOR � � 1 � � 1 � � 3

Water mains bursts MINOR � � 2 � � 0 � � 2

Discolouration contacts MINOR � � 2 � � 0 � � 4

Number of pollution incidents MINOR � � 1 � � 2 � � 1

Breaches of health and safety regulations MINOR � � 2 � � 0 � � 1

Breaches of national security obligations MODERATE � � 0 � � 0 � � 9

Breaches of statutory obligations MODERATE � � 0 � � 0 � � 4

Above ground asset performance MINOR � � 1 � � 0 � � 4

Sites at risk of flooding MINOR � � 0 � � 0 � � 3

KG of carbon per customer per year MINOR � � 2 � � 1 � � 6

Abstraction Incentive Mechanism MINOR � � 3 � � 1 � � 0

PUBLICATIONS

Our Annual Report and Financial Statements  
and Annual Performance Report

MINOR � � 4 � � 10 � � 1

Performance, People and Planet MODERATE � � 0 � � 5 � � 0

Cost Assessment Tables (new) MODERATE � � 4 � � 2 � � 1

Code of practice review MODERATE � � 0 � � 2 � � 2

Standard information on bill MODERATE � � 2 � � 0 � � 0

CCWater quarterly report and annual return MINOR � � 4 � � 1 � � 0

Drinking Water Inspectorate Reporting MINOR � � 12 � � 2 � � 0

National Environment Programme MINOR � � 0 � � 3 � � 4

Developer Services MINOR � � 1 � � 1 � � 2

Wholesale charges document (new) MODERATE � � 2 � � 0 � � 1

Non-household charges scheme (new) MODERATE � � 3 � � 2 � � 1

Wholesale tariff document (new) MODERATE � � 2 � � 0 � � 4

Household charges scheme (new) MODERATE � � 2 � � 0 � � 6

New connections charges scheme (new) MINOR � � 3 � � 0 � � 2

Investors report (new) MINOR � � 0 � � 0 � � 6

Water resource market information tables (new) MINOR � � 1 � � 1 � � 0



30 South East Water

Section 3
Appendix – the 
process we follow to 
define our risks and 
assurance
Strengths, risks and weaknesses 31  
statement – the process

The main process steps 33 
Defining the company monitoring  
framework

Our company monitoring framework 34 
How our overall framework is structured

How we assess risks  36

How we undertake assurance 38 
The levels of assurance we undertake

Published information we have  40 
included in this review

The outcomes we are targeting 42

Our risk assessment 43



31Company Monitoring Framework 2017/18

Strengths, risks and weaknesses 
statement – the process
At South East Water our board is responsible for 
providing strategic leadership and good corporate 
governance within a framework of effective 
controls. This enables risks to be identified and 
managed including the risks and opportunities 
that relate to the information we publish and 
our overall levels of performance. The fulfilment 
of these responsibilities is essential to ensuring 
that we deliver the best level of service to our 
customers and promote both trust and confidence 
from customers and stakeholders alike.

A specific governance and assurance process 
was put in place for the development of this 
framework supported by an external audit of the 
risks we have identified. This is discussed further 
on page 18.

The key elements of our approach
We have identified a number of key elements to 
our approach, these are:

•   writing to more than 2000 stakeholders to 
encourage their assessment of our strengths, risks  
and weaknesses

•     using a sophisticated risk assessment to describe 
and manage any risks and issues that  
we have identified

•   widening the scope covered by our approach to 
reflect stakeholders’ views

•   believing that performance is a key contributor to 
trust and confidence and have therefore included  
it as a core part of the assessment

•   developing a clear action plan to mitigate  
identified risks

•    having our approach and its findings externally 
assessed by our assurance partner

•   developing the approach following clear strategic 
direction from our board

•     we published our draft assurance plan in November 
2017 at the same time as our strengths, risks and 
weaknesses statement to give our stakeholders a 
complete picture of how we will manage our risks

•   in March 2018 we have published our final  
assurance plans

Appendix – 
the process 
we follow to 
define our 
risks and 
assurance 
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David – Mobile Working Support Analyst
We ensure our employees are able to accurately 
report on our performance, including those who 
work remotely
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The main process steps

STEP 1  page 34
Our company  
monitoring framework
The structure that we 
have developed for our 
framework to ensure the 
information we produce is 
reliable, robust and well 
managed.

STEP 2  page 36
How we assess risks
Description of the risk assessment 
approach we follow and how we 
manage and assess risks – including 
how we assess the likelihood and 
impact of risks and how we define 
controls and mitigation actions.

STEP 4  page 40
The published information we have 
included in this review
Outlining the core publications and 
outcomes we have reviewed as part of 
this framework.

STEP 3  page 38
How we  
undertake assurance
Overview of the different 
methods and levels 
of assurance that we 
undertake. Description 
of our board governance 
approach.

STEP 5  page 43
Our risk assessment
Summary of the risk 
assessment process.

STEP 7  page 20
Engagement of 
stakeholders and customers
Overview of the comprehensive 
stakeholder engagement 
we have undertaken – an 
online survey distributed via 
an email to over 2,000 local 
stakeholders. 

STEP 6  page 18
External assurance
Description of and 
findings from the external 
assurance undertaken to 
ensure we have identified 
our risks correctly.

STEP 8  page 25
Risk assessment summary
Summary of our risk dashboard – 
before and after any mitigation 
actions are undertaken.

STEP 10  page 16 
Assurance plan
A range of proposed actions 
to address the high risks 
identified in our strengths, 
risk and weaknesses 
statement and how  
this impacts our risk  
assessment summary.

STEP 9  page 12
Strengths, risks and 
weaknesses statement
A range of proposed actions 
to address the high risks 
identified in our strengths, 
risk and weaknesses 
statement and how this 
impacts our risk assessment 
summary.
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‘We have a very thorough range 
of methods to monitor and 
manage our performance’

Our company monitoring framework
The diagram opposite shows how our overall 
framework is structured to ensure that the 
information we provide about our performance is 
robust, reliable and complete. 

Our framework is built on three core pillars:

•    robust data
•    clear and  reliable information and reporting
•    monitoring and proactive management  

of performance

Key to this framework is the assurance we 
undertake at each stage of the process and 
how we engage with stakeholders to ensure the 
information we provide is useful and relevant for 
their needs.

Pillar 1 – Data
The first pillar represents the data that we hold in 
our systems. Data can be entered into our systems 
in a number of ways – through manual input by our 
teams in the office or field through to data that is 
automatically uploaded via real time monitoring at 
our operational sites.

During our review of risks we have considered 
the source of the data and whether there are any 
potential risks associated with the accuracy of the 
data we collect. We have a wide range of controls 
in place to ensure the integrity of the data we 
use including system rules to ensure correct 
formatting of data through to manager approvals 
and independent reviews.

Pillar 2 – Information and reporting
Once data has been collated it can form part 
of the information we use to manage our 
performance for reports or information in our 
core publications. It is vital to ensure that all data 
is correctly processed and formatted to ensure 
it can be relied upon by us and our customers 
and stakeholders. Our information and reports 
go through many levels of checks before they are 
included in our core publications which include 
peer reviews, senior manager approval and review 
by our executive team or board as required.

Pillar 3 – Monitoring and management of 
performance 
We have a very thorough range of methods to 
monitor and manage our performance which 
includes:

•     monthly reporting through to our executive team 
and board

•    specific reports and steering groups for all key areas 
– particularly for our new outcomes that we are 
targeting over the period 2015 to 2020

•   a range of working and technical groups to drive 
forward specific initiatives and improvements

•     regular dialogue and challenge from a range of 
stakeholders, including our new customer panel

•   regular review of risks to ensure these are properly 
managed and mitigated where possible

To ensure the data and information we publish is 
reliable, robust and complete we have reviewed 
each stage/pillar above for each of our main 
publications to identify if there are any risks 
or issues with the information we publish. This 
document explains this work in more detail.
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Our company monitoring framework continued

Data Information  
and reporting

Monitoring  
and management  
of performance

Assurance

Stakeholder feedback

Board governance and assurance

Overall company performance

Assurance Assurance

How our overall framework is structured
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How we assess risks
We have an established methodology for 
recording and managing risks, which is designed 
to embed risk reporting into day-to-day 
management activity and is reviewed monthly  
by our executive team and at least twice a year  
by the board.

The objective of the risk register is to identify and 
quantify risks in relation to each other to allow 
comparability between different risk types.  
The approach also allows the register to be 
continually managed on a monthly basis 
and for the assessment of risk to reflect the 
implementation of mitigation measures and of 
variations in risk factors. 

We have used this risk methodology to assess 
our core publications as part of our company 
monitoring framework.

The risk model uses standardised risk descriptions 
and categorisation of controls, impacts and 
likelihood. Each risk is allocated a priority 
score based on the level of impact if the risk 
materialises, and the likelihood of risk occurring. 
The prioritisation of the risk within the register is 
a function of the controls and mitigation measures 
in place or planned. This gives visibility of the 
expected reduction in risk exposure from planned 
mitigation actions and is used for assessing the 
effectiveness of these actions. Overall it is an 
approach that allows the business to assess and 
manage risks at a strategic level for the board  
and at an operational level for the company.

This assessment methodology is shown in the 
diagram opposite.

Key terms
•   Risk description – the tool ensures a consistent 

language regarding the description of risks is 
maintained. A risk must satisfy three criteria:

 •   cause – are definite events or set of circumstances 
that exist which will give rise to uncertainty

 •     event – an uncertain event is the true risk, as it 
may or may not happen and gives rise to uncertain 
outcomes

 •   effects – are unplanned variations that would arise 
as a result of the risk occurring

•   Current controls – the controls that are already in 
place to deal with the identified risk

•    Likelihood – the likelihood of the risk occurring 
must be assessed using set criteria

•   Impact – risks are categorised and their impacts 
determined. There are 12 categories ranging from 
financial through to operational or reputational 
impacts. Each category has a defined level of impact 
ranging between insignificant and catastrophic. 
This allows for a consistent approach to be adopted 
across the whole of the business. Where appropriate 
a risk may have more than one category e.g. both 
financial and reputational

•   Current risk score – this is the product of impact 
and likelihood. The most catastrophic risk is 
calculated with a score of 25, with the most 
insignificant scored at 1 

•     Mitigation – actions we are undertaking to reduce 
or manage a risk. Once embedded these mitigation 
steps will form part of the current control 
assessment 

•   Target risk score – a target risk score can be 
calculated to show where the risk level will be once 
the controls and actions are put in place
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The risk framework

How we score risks
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How we undertake assurance
The level of assurance that we undertake is 
determined by the risk associated with the 
activity and the importance to stakeholders or 
customers. The higher the risk or importance 
identified the greater the level assurance that is 
required to ensure that stakeholders trust and 
feel confident in the publication that we provide. 

We have developed this assurance framework by 
reviewing and incorporating Ofgem’s guidance for 
data assurance where appropriate.

Our assurance methodology

Our board governance
At South East Water our directors are responsible 
for providing strategic leadership and good 
corporate governance within a framework of 
effective controls, enabling risks to be identified 
and managed. 

A mature and trusted risk governance and 
assurance process has been further enhanced to 
put in place this framework, it is multi-layered and 
we believe reflects best practice. This framework 
is discussed further on page 36.

Level 3
•     director/executive approval – final review of submission information 
•   audit and risk committee review
•   board approval – overall review of assurance and auditing undertaken. 

Discussion and approval of external assurance partner findings

Level 1
•   peer review – data and information is checked by a separate individual
•   manager review/sign off – data and information is checked by the line 

manager responsible for the individual completing the submission

Level 2
•     internal data and process audit – data is verified and checked through. 

The methodology document is reviewed to ensure that the process and 
internal controls are complete and being followed

•   external data, process and submission audit – this process is undertaken 
by an external assurance partner. A review of methodology, data sampling 
and internal controls is undertaken. Meetings are held with data owners 
and senior managers to discuss how the data is compiled
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‘Good corporate 
governance 
within a 
framework of 
effective controls, 
enabling risks to 
be identified and 
managed’

Aiming for five-out-of-five
We are continually striving to provide 
an excellent service for customers and 
all our employees are encouraged to 
keep improving
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The published information we have 
included in this review 
When creating this company monitoring 
framework we decided that we should define the 
scope to reflect the main publications included 
on our website. These are the main publications 
we issue for customers and stakeholders to 
use that explain not only our performance 
but also our main policies and practices – we 
think it is important to include this wide range 
of publications and not purely focus on our 
Performance, People and Planet Report and 
Annual Report, Financial Statements and Annual 
Performance Report and Financial Reports as our 
customers and stakeholders have told us they 
rely on the full range of information we provide 
not just what might be regarded as the core 
regulatory publications.

We have not included our drought plan, water 
resources management plan, business plan or 
market opening processes into the scope of 
this document as they have their own assurance 
processes which have been developed in line with 
this company monitoring framework. 

Report/publication Description

Performance, People and Planet Published in July each year to inform stakeholders of how we 
have performed between 1 April and 31 March 

Annual Report and  
Financial Statements and 
Annual Performance Report

Annual financial statements prepared according to accounting 
standards and annual regulatory information prepared 
according to guidelines issued by Ofwat

Codes of practices Details of the levels of service you can expect from us

Environment Agency water resources 
annual return

Document that provides an update on progress on the water 
resources management plan (WRMP) and any changes that have 
been made to it

Consumer Council for Water  
– quarterly and annual reports

Information provided to the Consumer Council for Water on 
customer services, complaints, leakage, distribution input and 
per capita consumption 

‘Stakeholders have told 
us they rely on the full 
range of information we 
provide not just what 
might be regarded as 
the core regulatory 
publications’

Publications we have reviewed
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The published information we have included in this review continued

Report/publication Description

Standard information on our  
billing literature 

Standard information which is included with customer bills

Developer services  
reporting to Water UK

Information about our performance in developer services which 
is sent to Water UK on a monthly basis which is published on a 
quarterly basis

National Environment Programme  
reporting (NEP) 

NEP is a statutory driven programme developed by the 
Environment Agency and Natural England. We provide updates 
on our progress on a regular basis. Internally, we have decided 
to provide quarterly updates to both the Environment Agency 
and Natural England and at the end of each year we have a 
formal sign off process with both of these regulators to confirm 
we are all in agreement that we have fulfilled our intended 
progress requirements. Each year we will provide an update on 
the programme to our wider stakeholders and customers via our 
Performance, People and Planet report

All annual and monthly submissions 
to the Drinking Water Inspectorate 

We have a statutory requirement to provide information to the 
Drinking Water Inspectorate about the samples that are taken 
to test water quality

Wholesale charges document (*) Information about our current charges and policies

Non-household charges scheme (*) Information about our current charges and policies

Cost assessment tables (*) A regulatory submission to Ofwat. Cost assessment tables  
will be merged into the Annual Performance Report for  
2017/18 reporting.

Wholesale tariff document (*) Information about our current charges and policies

Household charges scheme (*) Information about our current charges and policies

New connections charges scheme (*) Information about our current charges and policies

Investors Report (*) A quarterly report produced for our shareholders and other 
investors to provide an update on our performance

Water resources information tables (*) Information published for the purpose of supporting the 
development and operation of a market in the provision, 
management and development of water resources, demand 
management or leakage services

(*)  The items marked with (*) are new to our company monitoring framework in 2017/18
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The outcomes we are targeting for 
2015 to 2020
We introduced a range of new measures and 
targets to track our performance for the five 
year period through to 2020 – we call these 
outcomes. An outcome is effectively our promise 
to customers, stakeholders and regulators – it 
sets out what we are trying to achieve, rather 
than just what we will do. These include some 
innovative new outcomes, relating to continuous 
assessments of our customers levels of 
satisfaction which will help us demonstrate how 
we keep our customers at the heart of everything 
we do. We have also included an assessment of our 
outcomes in this company monitoring framework.

Each outcome has been separately assessed to 
identify any strengths, risks and weaknesses 
against each of the pillars of our framework  
(as described on page 34). You can read all about 
our outcomes and our latest performance against 
these in our Performance, People and Planet 
Report 2016/17.
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Our risk assessment
To identify any risks with the information we 
provide in our main publications we have assessed 
the process we undertake to produce each 
publication using the framework described on 
page 36.

We have held structured review meetings with a 
wide range of internal stakeholders to determine 
the risks associated with each outcome for the 
current year and for each of our main publications. 

Each risk identified has been discussed to 
understand what controls are in place and 
what additional mitigation actions could be 
implemented to manage the risk. All of these 
aspects have been documented and uploaded into 
a specialist risk management software tool that 
we use to manage all of our main business risks.

This tool allows us to quantify risks in relation to 
each other to allow comparability and consistency 
of approach. Using the company’s risk tool a 
number of risks can be linked to one outcome or 
publication to give an overall risk score.

We have produced two summaries of this exercise 
– one for the current risks that we are aware of 
and one that shows the impact of carrying out 
our proposed actions to reduce these risks where 
possible. These summaries can be found on pages 
26-27 and 28-29.

The risks and controls have been summarised 
against each of the pillars in our framework:

•   robust data
•    accurate and balanced information and reporting
•   monitoring and proactive management of 

performance

In assessing the impact of the risk materialising 
and the effect of it we have also considered two 
key factors:

•   impact to customers – the likely impact on our 
service to customers and the effect on the outcomes 
we have committed to deliver

•      stakeholder feedback from our engagement  
– to understand what outcomes or publications  
are most important to them



Have your say...
We welcome all feedback on this document and our other 
publications. You can contact us in the following ways:

southeastwater.co.uk

yourwateryoursay@southeastwater.co.uk

Regulation and Strategy
South East Water Ltd
Snodland
Kent 
ME6 5AH




