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About us
We supply top quality drinking water to 
2.2 million customers in the south east 
of England. Through a network of 14,780 
kms of pipe, we deliver 526 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.

WESTERN 
REGION

EASTERN 
REGION

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

Water extraction

Water treatment

Getting the water to you

8%

21%

42%

Interest & Tax

Dividends

Customer service

14%

7%

8%

Our supply area
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GOOD TO KNOW 

526 million litres of water a day  
– that’s how much water we produce in  

order to supply 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

14,780 kms of water mains  
– that’s how we bring fresh  

drinking water direct to your tap

950 employees  
– that’s how we make sure your  

water supply runs 24 hours a day,  
365 days a year

H2O
Through “Shared 
know h2ow” we 
aim to develop 
a sustainable 
legacy by working 
together with all 
those who are 
impacted by our 
service. 
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South East Water is committed to delivering 
customer satisfaction in a responsible 
manner. This is the defining philosophy of 
our future plans, built on three pillars – 
performance, people and planet.

This report has been designed to clearly 
and openly explain our performance across 
these three pillars during 2018/19, the fourth 
reporting year of our regulatory period 2015 
to 2020.

Everything we strive to achieve is inspired by 
our company vision “to be the water company 
people want to be supplied by and want to 
work for.” The way we do business is with 
this in mind, and our company values and 
commitments align to support the delivery of 
our vision and build a sustainable business into 
the future (see page 14 for details).

During the year we have been building 
our environment, social and governance 
framework and we aim to be a recognised 
leading responsible business. Our business 
plan, published in September 2018, 
incorporated a responsible business 
strategy with 10 new responsible business 
commitments to reflect the actions and 
behaviours customers, and society, expect a 
responsible business to display.

Activities we’ve been developing include 
increasing our schools programme of 
engagement, developing more partnerships  
by working with charities and universities, 
ensuring fair reward and recognition for all 
employees and working with WaterUK and 
Refill organisation to encourage the use of tap 
water as a sustainable alternative to bottled 
water. Example case studies can be seen 
throughout this report.

To ensure we are prepared to continue leading 
in this area, embed the commitments within 
the business and never stand-still we have set 
up a responsible business board committee. 
The main purpose of the committee is to 
assist the board in defining the company’s 
strategy relating to all responsible business 

matters and reviewing the practices and 
initiatives involved to ensure they remain 
effective and up-to-date.

Being a responsible business is key, as a water 
company constantly interacting with our 
environment it is intrinsically part of the 
DNA of how we work. We aim to have unified 
business processes which ensure we act in an 
environmentally sustainable, economically 
beneficial and socially responsible manner.

This report presents our performance across 
the delivery of service priorities for our 
customers but also in areas of environmental 
and social performance. We hope we give you 
an insight into what we do, what it means 
to work with us and the positive impact we 
aim to have on our local communities and 
environment.

Performance summary
The team has worked hard throughout the 
year to deliver the stretching objectives set 
in our 2015 to 2020 business plan, ensuring 
we provide great service to all our household 
customers and to water retailers who rely on 
our wholesale water services. It has been a 
good year operationally, for customers and 
the communities we serve. 

Managing Director’s 
introduction

“All we strive to 
achieve is inspired by 
our company vision 
to be the water 
company people 
want to be supplied 
by and want to  
work for.”
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For some of our outcomes we are able to 
earn financial rewards, or incur penalties 
for performance that do not achieve our 
targets. These rewards and penalties were set 
following engagement with our customers, 
who consulted on during our business plan 
process in 2014 (the performance table can 
be found on page 80).

This year we became the first water company 
to achieve British Standard BS18477 
accreditation, demonstrating our inclusive 
service to vulnerable customers. This 
accreditation validates our commitment to 
ensuring all customers receive the level of 
service they desire.

BSI is the business improvement company 
that enables organisations to turn standards 
of best practice into habits of excellence. 
This recognition is an endorsement of the 
commitment of colleagues to providing 
excellent service for all our customers. 

An exciting innovation this year has been the 
commencement of a year-long programme 
to trial a smart water network. Around 2,000 
properties in our Hartley district have been 
provided with the latest technology that 
could enable a further step change in leakage 
detection and repair times. What makes 
this trial different is we are the first water 
company in the UK to be testing different 
types of communication networks as a key 
component to collect higher volumes of data.

I’m pleased to report that the company has 
beaten our leakage target of 89.1 million 
litres a day (Ml/d), achieving 86.9 Ml/d during 
the year – a good first step towards our 
commitment of reducing leakage by a further 
15 per cent by 2025. 

One of our flagship water demand 
management projects of the last eight years 
has been the Customer Metering Programme. 
We aimed to have 90 per cent of properties 
metered by 2020, which we have now 
achieved and completed in March 2019.  
I would like to commend the team, South East 
Water and our partners Clancy Docwra for 
delivering this extensive programme a year 
ahead of schedule. 

The long heatwave of summer 2018 saw 
our teams deliver an additional 100 million 
litres of water a day into supply to keep up 
with demand during the hot summer we 
experienced. Despite the increased demand 
for water throughout the heatwave, we 
were able to maintain supplies to customers 
without the need for temporary water 
restrictions. We believe the combined effects 
of our metering programme and customer 
communications, including joining forces 
with other water companies on a region-wide 
radio campaign, helped keep the demands at 
manageable levels and we thank everyone for 
doing their bit to save water. 

This report into our business focuses on: 

PERFORMANCE
Throughout the report we have highlighted our performance against the outcomes we have 
promised to deliver. The final section summarises our performance (page 78) and we also look 
to the future (page 89) at how we plan to continue to improve. 

PEOPLE
Whether it’s our customers (page 16), community (page 30) or our own behaviour (page 46)  
our interactions with the people who matter to our business is vital to our success. 

PL ANET
Clearly the supply and quality of the water resources we have available to us is greatly 
influenced by the environment from which we source our water. Our planet section  
(page 64) details how we work to improve the environmental impact and work with  
others to ensure we are guardians of the environment. 



8 PERFORMANCE, PEOPLE AND PLANET 2018/19

As well as increased demand, the hot weather, 
of the summer led to ground movements 
putting additional pressure on the network. 
The number of bursts were a challenge for our 
operational teams. We ended the year with 
overall interruption to supply performance 
at 14.2 minutes per property (against our 
target of 12 minutes for the year). We are 
running an innovation campaign during 2019 
to encourage new ideas to help us reduce 
interruption times in the future.

We always strive to keep improving the 
quality of the water we supply. We have 
maintained high overall water quality with 
99.98 per cent of samples passing standards 
set by the Drinking Water Inspectorate 
(calendar year January to December 2018). 

Engaging with our employees is important 
if we are to be the water company people 
want to work for. We were pleased that 
our 2018 engagement survey achieved a 
response rate of 88 per cent, and that 90 
per cent of employees are proud to work for 
South East Water. This year we have achieved 
reaccreditation from Investors in People 
(IIP). Gaining the silver award is a great result 
against much more stretching standards – 
only six per cent of IIP accredited companies 
achieve this. 

Alongside our day-to-day operational 
performance, a great deal of effort has also 
been focused on developing our plans for 
the future in the form of the 60 year water 
resources management plan and publishing 
our most ambitious plan yet for the next five 
year regulatory period from 2020 to 2025. 
We will hear later this month Ofwat’s draft 
determination on our business plan and hope 
to be able to publish a final water resources 
management plan following approval  
from Defra. 

The plan, if agreed, will see the investment 
of a further £472 million to improve water 
infrastructure over the five year period 
2020 to 2025. With a 36-strong suite of 
performance commitments, and innovative 
incentives – the plan challenges us to deliver 
performance levels well beyond anything we 
have delivered before.

Each year Ofwat provides an annual 
assessment on the quality of information 
and assurance all water companies provide 
customers and is intended to challenge 
them to publish information that can be 
trusted by their customers. Companies are 
categorised into either self-assured, targeted 
or prescribed.

For our 2018 assessment, we were placed into 
the targeted category which is a reduction 
from the previous two years, when we were 
self-assured. We are disappointed with this 
assessment and will be doing everything we 
can to rectify the minor concerns that Ofwat 
has identified to regain our self-assured status.

As well as presenting this report, our 
performance can be compared with  
other water companies by visiting  
www.discoverwater.co.uk which has been 
developed to provide more transparency to 
the performance in the industry. This is an 
important tool to enable stakeholders, in 
particular our Customer Challenge Group, to 
compare our performance to ensure we are 
striving for continuous improvement and 
stretching ourselves to be providing the best 
possible service.

Thank you
I would like to thank all our employees, 
the management team and our business 
partners for all they achieved during 2018/19. 
The South East Water community has 
demonstrated dedication and passion for 
providing customers with a sustainable water 
supply today and into the future. 

Throughout the year we have worked closely 
with our independent Customer Challenge 
Group, led by chair Zoe McLeod, as we 
finalised the business plan and developed 
further opportunities to embed customer 
engagement into our day-to-day business. 
Thank you to Zoe and the team for their 
constructive challenge and experience  
that has been an important part of our  
future thinking. 

I look forward to the year ahead as we work 
together to prepare for the start of a new five 
year period and complete the commitments 
we made through to 2020.

http://www.discoverwater.co.uk
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“ Engaging with 
our employees 
is important 
if we are to 
be the water 
company 
people want  
to work for.”

I hope you enjoy reading this report and it 
gives a clear view into South East Water 
and our ambition to ensure both people 
(customers, the community we serve and our 
employees) and our environmental impact on 
the planet are at the centre of our strategy to 
responsibly deliver customer satisfaction.

Paul Butler
Managing Director
15 July 2019
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Our year
2018/19

We consulted with 
thousands of customers 
about our draft water 
resources management 
plan and published a 
revised plan during the 
summer. Final plans will 
be published following 
approval from Defra

Delivering £104.7 
million of investment 
to improve our 
infrastructure to 
deliver better water 
quality and reliability 
for customers

We have completed the 
roll out of “One Bill” so 
we also bill wastewater 
charges on behalf of 
465,466 customers of 
Southern Water

Employees who visit 
customers’ homes as 
part of their roles now 
have identity cards in 
Braille to help those 
they meet with  
visual impairment

We achieved silver 
Investors in People 
Award (IIP) – only six per 
cent of businesses with 
IIP accreditation reach 
this standard
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We won the Water 
Industry Achievement 
Award for Water 
Resilience Initiative 
of the Year for 
our catchment 
management 
partnership

Published our 
ambitious business 
plan for 2020 to 2025 
with a 36-strong 
suite of performance 
commitments and 10 
responsible business

We teamed up with 
Centrica Hive to offer 
800 customers a trial 
leak sensor to spot  
the smallest leaks in 
their home

We became the first water 
company to receive the 
coveted BSI (British Standards 
Institution) verification 
certification for BS 18477, 
demonstrating that we provide 
a comprehensive service for 
identifying and responding to 
vulnerable customers

Completing our 
compulsory metering 
programme this year, 
installing 38,530 water 
meters so that 90 per 
cent of customers  
are able to monitor  
and influence their 
water use

98.3 per cent of 
company managed sites 
of special scientific 
interest are in either 
favourable or recovering 
condition already, ahead 
of our target of 95 per 
cent by 2020
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Our APPROACH

Every drop counts
Our infrastructure delivers a reliable 
service to our customers

“ We put both 
customers and 
our people at 
the heart of 
our vision for 
the future.”
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How we do business
For the period 2015 to 2020 we have 
introduced a range of measures and targets 
to track our performance. These targets are 
based on the outcomes our customers have 
told us they want.

How our customers feel about the service we 
deliver is equally as important as the range 
of measures we have in place to track our 
operational performance.

An outcome is effectively the performance 
commitment we’ve made about how we do 
business – it sets out what we are trying to 
achieve, rather than just what we will do.

Outcomes allow us greater flexibility in the 
way we deliver our water supply service 
instead of focussing only on outputs. It moves 
us away from delivering specific activities, 
to focusing on whether the activities we 
undertake are the right ones to achieve 
what customers have told us is important to 
them. An outcome also needs to meet the 
expectations of our regulators and those with 
an interest in our business.

More information about our outcomes, 
how we have performed, our targets, the 
challenges we face and the work we have 
done to meet our commitments is included in 
each section of this report. A summary table 
of our performance and detailed definitions 
can be found in the “our performance” section 
(page 80).

In addition to our outcomes there are a large 
range of statutory regulations that we must 
comply with and key performance indicators 
that we are required to report. In particular, 
there are a large number of environmental 
reporting requirements to which we must 
comply including Biodiversity 2020 and 
Natural Environment and Rural Communities 
Act, 2006. As extensive landowners, we 
take our responsibility as guardians of the 
environment seriously. This report details 
our work, including our work to improve the 
biodiversity on our land and to keep interested 
stakeholders informed of our progress. 

We monitor and evaluate our performance 
through this annual performance, people  
and planet report, which will help you  
learn more about how we operate as a 
responsible business.

Our vision and strategy
In 2015/16 we launched a new vision and 
values to support our strategy to achieve our 
outcomes for the five year regulatory period.

We put both customers and our people at 
the heart of our vision for the future, which is 
to be the water company people want to be 
supplied by and want to work for.

Achieving our vision
To support the delivery of our vision we have 
developed five commitments which help 
us focus on how we run our business today 
and how we plan for the long term, with our 
employees ensuring our customers are the 
priority in everything we do.

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 infrastructure 
delivers a reliable service to our customers

Our future counts – We plan effectively for 
the long term

Our core values
Core values support our vision and 
commitments, and reflect what South East 
Water is all about.

Through workshops and interviews with 
employees talking about what it’s like to 
work here, what our people stand for, what 
customers expect of us and what characterises 
the way we deliver our service, we created and 
defined our own unique set of core values:

Trust – Dependable, safe and sound, as a 
team always delivering on our commitments. 
Guardians of the environment
Passion – Dedicated to delivering a safe, 
reliable service, always caring for our 
customers and each other
Agility – Responsive, flexible and adapting 
quickly to change
Creativity – Fresh thinking, improving, never 
standing still
Excellence – Striving at all times to be the 
best and deliver the best
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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 
infrastructure 
delivers 
a reliable 
service to our 
customers

Our future  
counts 

We plan 
effectively  
for the long 
term

1 Vision
   Our vision, “to be the water company people want to 

be supplied by and want to work for”, is the source of 
our inspiration and is the start of our journey

 3 Commitments
  We developed five commitments which 

ensure we will reach our vision

How we do business continued

2 Values
   Core values support our vision and commitments, they shape our culture 

and reflect what South East Water is all about

  Trust –  Dependable, safe and sound, as a team always delivering  
on our commitments. Guardians of the environment

 Passion –  Dedicated to delivering a safe, reliable service, always 
caring for our customers and each other

 Agility – Responsive, flexible and adapting quickly to change

 Creativity – Fresh thinking, improving, never standing still

 Excellence – Striving at all times to be the best and deliver the best
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Customers
Employees
Partners
Community
Regulators
Investors

4  Continuous  
engagement

   Everything we do involves 
engagement with  
those who have a stake  
in our business

 5  Measuring 
success 
outcomes

   We measure our 
success through 
continuous 
monitoring and 
reporting of our 
outcomes  

6  Customer 
satisfaction 
outcomes

   We aim to deliver 
a five-out-of-five 
service to deliver 
complete customer 
satisfaction

7  Business 
environment

  There are many 
factors that feed 
into our process 
whether from the 
external environment 
(such as political 
and regulatory), 
environmental, social 
and technological, or 
internal factors of our 
people, assets and 
financing



16 PERFORMANCE, PEOPLE AND PLANET 2018/19

Our people...

Our CUSTOMERS

4.6/5.0 
satisfaction with the frequency and 
duration of interruption to their supply

4.2/5.0 
satisfaction with the taste and odour of  
their water

4.3/5.0 
satisfaction with the water pressure 
experienced in their home

4.5/5.0 
satisfaction with the appearance of  
their water

3.6/5.0 
satisfaction with the level of leakage

4.4/5.0 
satisfaction with the frequency of water  
use restrictions, of which there were none  
in the year

4.3/5.0 
satisfaction with the direct interaction 
they experienced

73% 
on average 73 per cent of customers 
surveyed in our annual tracking survey 
thought our bills were value for money.  
An increase of 2 per cent from last year

24%
a 24 per cent increase in complaints versus 
last year

On average our 
customers scored us
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Our approach 
“Every customer counts” is one of our 
five commitments and ensures that our 
customers’ priorities lie at the heart of all we 
do. We aim to provide a service to customers 
to make us a provider of choice.

We are committed to increasing customer 
satisfaction across a range of measures, 
responding to the challenges set by  
our customers.

We have developed an innovative approach 
to the outcomes agreed in our 2015 to 2020 
business plan, using a monthly customer 
satisfaction survey. We wanted to focus on 
all customers, not just those who contact us, 
giving the silent majority a voice. This helps 
us to better understand what influences 
customer satisfaction and allows us to react 
to their views constantly.

Across the company at every level there is 
a determined focus to achieve five-out-of- 
five and a commitment that ensures every 
customer counts.
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Outcome

Customer satisfaction
We were the first water company to develop 
a range of outcomes based on customer 
satisfaction. Traditionally, water companies 
have focused on output based measures, for 
example the number of customer complaints, 
rather than focusing on how satisfied 
customers are and how they feel about 
the service they receive from their water 
company. Unlike historic measures, we also 
wanted to focus on all customers, not just 
those who contact us and therefore give the 
silent majority a voice.

Each month approximately 130 customers are 
randomly selected to undertake a telephone 
survey to understand how satisfied they are 
with seven aspects of our service:

•  appearance of their water

•  water pressure

•   taste and odour

•   supply interruptions

•    leakage

•    water restrictions

•  direct interaction

Customers are asked to give a score out of 
five where one is ‘completely dissatisfied’ and 
five is ‘completely satisfied’.

How have we performed?
Customer satisfaction scores have remained 
stable for the majority of measures, our 
leakage measure has unfortunately seen 
a slight decrease in satisfaction. We know 
that customer expectations are continually 
increasing and disappointed that our scores 
have stabilised but not yet at target. We will 
continue to strive to reach the target set. 
Our customer satisfaction measures have 
challenged us to re-assess every aspect of  
our business and how this can impact on  
our customers.

We have continued to develop our website 
during the year improving the customer 
experience in key areas such as moving home 
to make the process as smooth as possible 
– one less thing to worry about when busy 
preparing for a house move.

Throughout the year we undertook a wide 
range of customer engagement to help 
us produce our business plan for 2020 to 
2025. During this five year period we made 
customer satisfaction the heart of our 
business as we believe satisfaction is the best 
benchmark for everything we do. We have 
promised to evolve our current satisfaction 
measures to identify the different attitudes  
to water our customers have for the next  
five years.

Unsurprisingly when asked about their 
views on leakage customers’ often say they 
“don’t know”; they can also be influenced by 
negative media reports on other companies’ 
leakage performance. As a result we realise 
that we need to communicate and engage 
with our customers on the topic of leakage to 
help us improve our score. 

We continue to issue thank you cards to 
customers who report leaks and promoted 
our “leak squad” at our water treatment 
works open days to help customers see the 
work we do on leakage; the latter activity 
has resulted in a significant improvement in 
customers’ satisfaction scores between the 
beginning and the end of each open day.

In addition, we have trialled extensions to 
our supply pipe policy to reduce leakage on 
customers’ supply pipes and we are looking to 
extend that further for the rest of the 2015 
to 2020 period.

Around a third of leaks recorded are on 
the customer supply side and therefore 
during the year we have worked to increase 
understanding of what customers can do to 
help protect their homes from the misery of 
burst pipes. During the winter we significantly 
increased our communications about 
preparations for winter. A key part of our 

Our people... our customers continued
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Customer satisfaction performance
Customers 
consider…

Final 
determination 

target 
2018/19

2015/16  
Actual

2016/17  
Actual

2017/18 
Actual

2018/19 
Actual

Variance  
to  

target

Variance  
to 

2017/18

Appearance of 
their water to  
be acceptable

4.6 4.4 4.5 4.5 4.5 (0.1) 0=

Taste and odour 
of their water to 
be acceptable

4.3 4.1 4.2 4.2 4.2 (0.1) 0=

Level of leakage 
to be acceptable

4.0 3.4 3.8 3.8 3.6 (0.4) 0.2↓

Their direct 
interaction 
experience to  
be positive

4.5 4.2 4.3 4.3 4.3 (0.2) 0=

Their water 
supply is of 
sufficient 
pressure

4.5 4.2 4.2 4.3 4.3 (0.2) 0=

The frequency 
and duration 
of supply 
interruptions  
is acceptable

4.7 4.6 4.6 4.6 4.6 (0.1) 0=

The frequency 
of water use 
restrictions to  
be acceptable

4.1 4.2 4.4 4.4 4.4 0.3 0=

engagement approach is to continue to test 
and learn. We found for example that  
our stakeholder newsletter received many 
opens when we used Percy the Penguin, a 
cartoon character as the image compared to 
a photo of an icy tap (49 per cent vs 29 per 
cent) – and therefore we used Percy much 
more frequently.

Throughout the winter we have promoted 
free winter ready kits (including pipe lagging 
and tap guards) via our website, on social 
media and at customer events. We also 
held a special event for our employees to 

ensure they had protected their homes and 
encouraged them to help a neighbour too.  
We were not sure what interest we would get  
so initially placed an order of 1,000 of each.  
By the end of February we had reached almost 
1,900 customers and distributed over 2,750  
of the winter items.



20 PERFORMANCE, PEOPLE AND PLANET 2018/19

“ I have been really 
impressed with 
the determination 
South East Water 
has shown to make 
a difference in the 
communities it 
serves.”

FOCUS ON...
Caring approach supports 
customers and charities in need

Our Customer Care Team raised more than 
£7,000 in under two months from charity 
events for its 2018 Alone at Christmas appeal, 
which aimed to help not only South East 
Water customers, but those facing the festive 
season on the streets. 

The team runs the appeal annually and 
continues working with charities across our 
water supply area to make sure the donations 
reach those in need, and offers a range of 
special services for those struggling to pay 
their water bill or those who may need extra 
help to access services, including customers 
with disabilities or a long term illness.

In December the team was joined by Chatham 
and Aylesford MP Tracey Crouch to pack 
hampers with goodies destined to bring some 
festive cheer.

The former Government minister worked 
alongside the Customer Care Team, which 
raised money to buy essentials and treats for 
the hampers. Each year they are delivered to 
customers who have needed a helping hand 
from the company during the year.

Tracey Crouch MP said: “I have been following 
South East Water’s fundraising efforts and 
been really impressed with the determination 
everyone has shown to make a difference in 
the communities it serves.

“The hampers will make a huge difference to 
people who may be facing Christmas without 
the family and friends we all enjoy being with 
at this time of year.

9,832
Customers supported via our 
priority services register

£18,020 
Amount raised for charity

FACT FILE
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Christmas hampers
MP Tracey Crouch, left, packing hampers for customers who need a helping hand. She was joined 
by our non-executive director Célia Pronto to see first-hand the support we give to customers

“This amount raised is amazing and a 
testament to the generosity of South East 
Water’s staff and partners.”

Among the fundraising ideas was a sleep  
out in the car park at the company’s head 
office in Snodland, Kent, when 30 colleagues 
spent a night in the cold with just a sleeping 
bag for warmth to highlight the plight of  
the homeless.

This was one of a wide range of charity  
events staged by employees throughout  
the company in support of numerous  
good causes. 

A further £11,020 was raised during the year 
for the benefit of Cancer Research, Macmillan, 
Sarcoidosisuk, Alzheimers Society, Children 
in Need and many more organisations 
nominated by employees for those charities 
that are close to their hearts.
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“ Our production team geared up to 
produce an extra 100 million litres  
of drinking water a day.”
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FOCUS ON...
Summer heatwave 2018

By early summer 2018 we were starting 
to experience higher than normal demand 
for water leading to the stepping up of our 
water efficiency messaging and a campaign 
encouraging customers to use water wisely 
during the heatwave, a recurring theme 
for the summer in which the whole country 
experienced hotter than normal conditions 
for weeks on end.

Our production teams geared up to produce 
an extra one hundred million litres of drinking 
water a day at the peak, with employees 
working around the clock to produce the 
extra water needed.

Although the amount of water available in 
reservoirs and aquifers was good for the time 
of year, and remained so throughout the hot 
weather, we asked customers to save water 
in order to help us meet demand for extra 
supplies at peak times of the day when it was 
difficult for us to treat enough raw water to 
meet demand.

We also joined forces with other water 
companies in the south east of the country 
to run a water-saving advertising campaign 
in local media and radio, focussed on water-
saving measures and the need for prudence 
when contemplating the use of such things as 
paddling pools and garden sprinklers. 

While demand was higher than normal 
throughout the summer, we do believe the 
effects of our metering programme and 
customer communications helped to keep the 
demands at manageable levels and we thank 
everyone who did their bit to save water.

Water saving addict
One of our customers in 
Speldhurst using water wisely
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Outcome

Customers consider bills 
to be value for money and 
affordable
Customer satisfaction with value for money is 
measured through our annual tracker survey.

Our annual tracker survey is a tool to help us 
understand customers’ priorities and how 
they might change over time.

The survey was conducted during September 
2018 and received responses from more than 
1,800 customers. An online version of the 
survey was also put on the home page of  
our website.

How have we performed?
This year the score for “Customers consider 
bills to be value for money and affordable” was 
73 per cent, which is two per cent higher than 
our score in 2017/18. Our five year target  
(for the period ending 2019/20) is 80 per cent. 
In order to achieve this we are looking at ways 
to increase our score.

We also ask customers at our open days 
whether they think we provide a value for 
money service. We ask the question before 
and after their tour of our treatment works. 
The results consistently show that once 
customers have received an insight into the 
process that we undertake to bring water to 
their taps they are happy that they receive 
good value for money. Scores increased from 
an average of 3.98 to 4.58 (where one is very 
poor and five is excellent). This result mirrors 
what we were told when we were researching 
our brand, customers told us that they would 
have an increased value for money perception 
if they understood the work that we did and 
that they would like us to be more visible in  
the community.

Outcome

Service Incentive Mechanism
The service incentive mechanism (SIM) is a 
water industry customer satisfaction measure 
designed to encourage companies to provide 
a better service to their customers.  
The measure is split into two parts:

•  Qualitative
  75 per cent of the score is derived from 

customer satisfaction surveys on a scale 
of one to five. This is a random survey of 
100 customers every three months (in 
addition to the surveys that we commission 
directly) who have contacted us with billing 
enquiries and 100 every three months who 
have had technical/operational enquiries 

•    Quantitative
  the remaining 25 per cent is based on the 

number of unwanted telephone contacts 
we receive, written complaints, 2nd level 
written complaints and Consumer Council 
for Water (CCWater) investigations. A 
wanted call includes change of address or 
paying a bill, whereas an unwanted call is 
reporting an issue 

How have we performed?
Our business plan target is to achieve greater 
than 80 out of 100 by 2019/20. In 2018/19, 
we achieved 85.4 compared to 85.6 in 
2017/18. We are committed to providing our 
customers with a five-out-of-five experience 
and use all feedback that we receive to make 
improvements.

2018/19 saw the embedding of ‘One Bill’ – 
our combined bill for South East Water and 
Southern Water customers, impacting over 
465,000 customers. During the transition 
period in 2017/18 we did not make any 
alterations to customers’ payment plans, 
whereas in the following 12 months we 
corrected payment plans from balances on 
Southern Water accounts, as a result of this 
process we saw an increase in complaints 
from 1,476 last year to 1,823. We also saw an 
increase in complaints following the freeze/
thaw and summer heatwave events.

Our people... our customers continued
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Despite experiencing a disappointing increase 
in complaints, our performance at the end of 
the year remains in the upper quartile for  
the industry. 

Since 2010 SIM has provided a comparable 
measure of consumers’ experience and how 
satisfied they are with the overall handling 
of an actual recent contact with their water 
supplier. Combined data gathered during 
each five-year investment period is then used 
to support Ofwat’s decisions on financial 
incentives. 

However, from 2020 a new customer survey 
mechanism called C-MeX is to replace 
SIM. Unlike its predecessor, C-MeX will link 
financial incentives to the performance level 
of the best performing companies in all 
sectors, taking account of water companies’ 
performance relative to other companies  
and sectors. 

We continue to focus on providing great 
customer service at every opportunity as we 
adapt to the new mechanism. 

Some of the key activities developed by our  
Retail and Business Information Systems 
teams includes: 

Follow Me – This functionality gives our 
agents the tools to increase their case 
ownership practices, allowing them to 
monitor accounts for bills, payments and 
contacts, ensuring we deliver as promised. 

PAYG (Pay As You Go) – Payment plans are still 
one of the main reasons that our customers 
make contact and we have streamlined this 
process so that we can use the same language 
and views across all our channels, including, 
the customer relationship management tool 
(CRM), our bills and the website. The CRM 
changes are the first – we have developed 
new screens to simplify our existing 
functionality to make it easy to understand 
for both agents and customers. It uses the 
core system functionality but displays the 
calculations in a different way, consolidating 
the various components, helping us give 
consistency in our explanations. 

Health Check – We have also developed 
new ‘account health check’ screens within 
CRM. This shows a score for each customer 
based on the accuracy of their account 
details. It has quick buttons which allows 
the advisor to update the details and gives 
them advice on how to help improve the 
account. In the longer term we would like to 
introduce a version of this within MyAccount 
so customers can update their own details, 
giving them control of their information. 

Interaction with our customers is of prime 
importance. Investing in the latest digital 
communications channels and in the 
technology that underpins the smooth 
running of our business allows us to offer 
customers online services. Our mobile 
functional website has received more than 
six million visitors which has seen more than 
60,000 additional customers sign up this year 
for the “My Account” services and an increase 
in unique visitors of seven per cent for the “in 
your area” updates. 

Our website also continues to be developed as 
a prime communications channel offering the 
spoken word as an alternative to written text 
and a comprehensive language translation 
service of benefit to our customers where 
English is not their first language. More than 
20,000 customers have used this service 
during the year.
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FOCUS ON...
Personalised customer care 
ensures more people get the  
extra help they need

We recognise the importance of providing 
an excellent and reliable service to all our 
customers and we know that some customers 
have additional needs that might require a bit 
of extra support.

Our aim is to offer a service tailored to the 
needs of each individual customer. That’s why 
we offer a wide range of free services in the 
form of our Priority Service Register, which is 
not only for those with mobility restrictions, 
but also for our customers who are deaf, blind 
or partially-sighted, disabled, those suffering 
from a long-term sickness or illness and our 
elderly customers.

We also have a dedicated customer care team 
combining office and field-based employees 
who work together, and, in partnership with 
other organisations and community groups, 
identify and assist those who can make use of 
our services.

We provide a wide range of help tailored to 
individual needs and ensure our people are 
fully trained to deal sympathetically with a 
wide range of cases.

Sheila Bowdery, Channel Manager – Vulnerable 
Customers, said: “We’ve a range of options 
available for people, from signing up to  
be on our Priority Services Register, to 
applying for one of the different tariffs that 
we have that can help if people are on low 
incomes or need to use a lot of water due to 
medical conditions.

“Sometimes, face-to-face is much better 
so our field team goes out to make sure we 
spend the time talking through the services 
and helping customers apply, so it’s as easy  
as possible.”

“ Face-to-face is 
much better so our 
field team goes 
out to make sure 
we spend the time 
talking through the 
services and helping 
customers.”
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By registering for our Priority Services 
Register, customers can:

•  receive prior warning of planned work which 
may interrupt their water supply

•  receive priority treatment should their 
water supply be interrupted

•  receive important information in a more 
convenient format (such as large print or the 
spoken word, where our normal presentation 
style is not suitable)

•  register their own spoken or written 
password for our employees to use so that 
customers can identify them if we need to 
call at their home and nominate somebody 
else to receive a water bill on their behalf

FACT FILE

Personalised customer care
Our aim is to offer a service tailored to 
the needs of each individual customer

1,823  
written complaints compared to 1,476 
in 2017/18

75.7%  
of customers scored us five-out-of-five 
when asked how satisfied they are with 
how we handled their query

68  
complaints referred to our complaints 
review team compared to 56 in 2017/18

3,947  
home visits made by customer care  
field team

27,860  
customers on our Social Tariff

4,025  
customers on our WaterSure tariff
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Customer Challenge Group
All water companies have a Customer 
Challenge Group (CCG). South East Water’s 
independent group is chaired by consumer 
champion Zoe McLeod and comprises 
representatives of the Consumer Council 
for Water, Environment Agency, Natural 
England, customers, councils and charities.
The CCG helps to ensure that the customer 
and community voice is at the heart of our 
decision making and holds us to account for 
the promises we make. Over the last year the 
CCG has been advising and challenging us 
during the development of our business plan 
for 2020 to 2025.
This includes ensuring the consumer voice is 
heard on important issues such as leakage, 
water efficiency, protecting the natural 
environment, levels of customer service, 

support for customers on low incomes and 
with additional needs, and ensuring a safe 
and reliable water supply.
With the business plan submission complete 
membership will now transition to our 
Customer Engagement Panel to focus on our 
operational delivery.
This is a natural point to recruit and 
refresh membership in line with the terms 
of reference of the group. As part of this 
process a number of members have stepped 
down during the year from the CCG. On 
behalf of both South East Water and the CCG 
we would like to thank everyone for their 
dedication and support throughout their 
tenure on the group.
To find out more about the work of the 
group and/or how you can get involved go to 
customerchallenge.co.uk

The Customer 
Challenge Group 
helps ensure that 
the customer and 
community voice 
is at the heart 
of our decision 
making and holds 
us to account for 
the promises  
we make

http://www.customerchallenge.co.uk
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Our 
group
Our 
group

David Howarth
Environment Agency 
(Resigned 2018/19)

Veronica McGannon
Household  
customer representative 
(Resigned 2018/19)

Jon Sellers 
Environment Agency 
(Joined in 2018/19)

Karen Gibbs
Consumer Council 
for Water (CCW) 
representative

Penny Shepherd mbe 
Consumer Council 
for Water (CCW) 
representative

Janet Hill
Community 
representative

Adrienne Margolis 
Household customer 
representative 
(Resigned 2018/19)

Zoe McLeod
Chair of the Customer 
Challenge Group

Dr Louise Bardsley
Natural England

Rupika Madhura 
Economist and price 
control expert

Leslie Sopp 
Independent market  
research and customer 
insight expert

Mairi Budge
Independent consumer 
research and behaviour 
change expert  
(Resigned 2018/19)

Caroline Farquhar
Community 
Representative  
(Resigned 2018/19)

Richard Lavender
Director, Kent Invicta 
Chamber of Commerce
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Our approach 
For the community we serve the work we do 
behind the scenes makes a huge impact on 
the service they receive.

The drinking water we provide is fundamental 
to the health and quality of life of the 
population in our supply areas.

We supply our community through a network 
of complex assets; we work to ensure that 
this infrastructure delivers a reliable service 
to the homes and businesses in our area. The 
investment we do is targeted to ensure that 
we continue to reduce levels of low pressure 
and interruptions to supply.

We continue to invest in our infrastructure 
network so that we can provide our 
customers with high quality water. This year 
we have invested £104.7 million in new and 
existing assets as part of the £437 million 
investment planned for the period from 2015 
to 2020.

Our largest capital scheme during this five 
year investment programme is the extension 
of our Keleher Water Treatment Works at 
Bray, Berkshire which extracts water from the 
River Thames. The site is currently capable 
of treating up to 45 million litres of fresh 
drinking water per day and we are extending 
the works to be able to treat up to 68 million 
litres per day in order to secure water supplies 
for current and future customers across 
Berkshire, Surrey and Hampshire.

Schemes such as this one are supporting our 
efforts to improve services for our customers 
and help safeguard the environment, and we 
are committed to continuing this level  
of investment.

47 
properties are at risk of low pressure 
across our supply area

49 
school talks undertaken in the year to 
2,441 children

99.98% 
water quality (mean zonal compliance)

82% 
positive or neutral media coverage

14.2 
customers experienced on average 
14.2 minutes of interruptions to their 
supply in the year

219 
volunteers worked with us on 
conservation work

FACT FILE

Our people...

Our COMMUNITY
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“ We are committed to encouraging 
recreational access to our land and 
reservoirs as a valuable contribution 
to local communities.”

A day to relax
An angler enjoys the tranquillity of 
Arlington Reservoir, East Sussex 
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Our communities also benefit from the 
provision of educational, recreational and 
amenity opportunities that come from 
being able to access our land, or from the 
contributions we make through donations, 
organised charitable events and the support 
of our employees in their voluntary activities.

We are committed to encouraging 
recreational access to our land and reservoirs 
as a valuable contribution to  
local communities.

Facilities offered including walking, fishing, 
horse riding, mountain biking, nature study, 
bird watching, angling and sailing.

We aim to be a good neighbour and take 
account of the views of our customers and 
the community in which we work, minimising 
our social and economic impacts particularly 
when delivering our engineering schemes. 

During the year we’ve met more than 3,000 
customers through our community events.

We also aim to ensure we regularly 
communicate via media channels. During 
the year more than 200 press releases have 
been issued on a range of subjects from 
water resources to bogus caller alerts. During 
the year 82 per cent of press coverage was 
positive or balanced/neutral. We aim to 
ensure the information we provide is useful 
to customers and we can share our know h2ow 
and passion for water this way. 

Our people... our community continued

Community Chest donation to Kent Wildlife Trust  
West Blean and Thornden Woods nature walk is unveiled
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Outcome

Interruptions to customers’  
water supply
When a customer is without water it is 
classified as an interruption to supply. Our 
outcome relates to any interruption to supply 
over three hours in duration. This can be 
as a result of planned improvement works, 
emergency incidents such as a burst water 
main or third party damage to the network.

Our target for 2018/19 was for each property 
served to be interrupted by on average,  
12 minutes per year. 

How have we performed?
During 2018/19 our customers experienced 
on average 14.2 minutes of interruptions.

We have worked hard to keep interruptions 
to supply to a minimum through our “every 
minute counts” campaign. We have continued 
to focus on minimising interruptions to supply 
for our customers, on both our planned 
engineering works and in response  
to unplanned events such as burst mains.

We are using technology and training to 
calm the network to reduce the likelihood 
of bursts, increasing the interconnectivity 
of our network to allow water to be fed 
from alternative sources and increasing 
critical spares, staff standby arrangements 
and resource location to reduce repair and 
interruption times.

Outcome

Low pressure
This outcome is the number of properties 
at risk of low pressure. Water pressure 
determines the flow of water from the tap. 
If pressure is not sufficient then the flow 
can reduce to a trickle and it will take a long 
time to fill a kettle or a bath. Our target is 60 
properties or less at risk of low pressure out 
of our total of one million.

How have we performed?
In 2018/19, we have only 47 properties that 
are at risk of low pressure compared to a 
target of 60.

We continue to look for the most cost 
effective schemes to invest in while also 
monitoring the effect that new properties  
or businesses in an area can have on  
water pressure.

We have continued to invest in schemes 
which will reduce the number of properties 
at risk. While we work to reduce the number 
of properties receiving low pressure, we 
continue trying to identify other properties 
that may become at risk of poor water 
pressure as demands change to ensure the 
figure remains below 60 in the future.

In 2018/19, we started a scheme near 
Froxfield in Hampshire to lay 270m of pipe 
and install a booster to increase pressure to 
the local area. This scheme will prevent 21 
properties from being at risk of low pressure 
in future. Our target is to complete this 
scheme by summer 2019.
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“ By creating interactive 
activities at our festivals 
a whole new younger 
audience is able to give 
South East Water insight 
into their understanding 
of water.”

49  
school talks to 2,441 children

200  
people tour our treatment works

79  
community events including 
community talks and drop-in 
sessions

3,181 
people engaged with at 
community events

FACT FILE

The next generation
South East Water’s Water Challenge game at the 
Elderflower Fields Festival 2019



southeastwater.co.uk

35Our COMMUNITY

FOCUS ON...
Engaging with next generation of 
water geeks

In 2018, for the second year running, we 
took our large interactive water game to the 
Elderflower Fields Festival in Sussex over the 
spring bank holiday weekend with company 
volunteers and their families taking part.

Elderflower Fields is an award-winning three 
day festival, designed especially for families 
with children – a wild weekend adventure, 
packed full of music, sports, nature and the 
arts, all set in the heart of the beautiful 
Sussex countryside.

It takes place at Pippingford Park, East 
Sussex, just off the A22 between Wych Cross 
and Nutley.

The event helps us to share our knowledge of 
water in a fun-filled educational atmosphere 
with families working together to build a 
model water network. It’s also an opportunity 
to talk about water efficiency and our work to 
secure water resources for the future. 

The large interactive water game is a 
collaboration between South East Water 
and So Sussex, the organisers of Elderflower 
Fields. This association began as a result of 
both organisations being partners of The 
Living Coast biosphere.

So Sussex were involved in an engagement 
project with Local Brighton schools, Brighton 
University, The Living Coast and Brighton 
City Council using its ‘Schools Without Walls’ 
model to teach children about The Water 
Cycle on the chalk of The Living Coast. 

South East Water saw this project and funded 
further schools in the Newhaven area.

Nigel Greenwood, Managing Director of So 
Sussex said: “As part of these projects we also 
met South East Water and explained the work 
we do with other schools across the Sussex 
region and also the way we engage families 
through our festivals – Elderflower Fields and 
Into The Trees. 

“By creating interactive activities at our 
festivals a whole new younger audience is able 
to give South East Water insight into their 
understanding of water.”

The event helps us to share 
our knowledge of water 
in a fun-filled educational 
atmosphere with families 
working together to build a 
model water network
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The main aim of the trial is 
to identify leaks and bursts 
more quickly and efficiently 
and understand the root 
cause of the burst

FOCUS ON...
Smart revolution as 2,000 homes 
get connected

Ground-breaking technology is being tested 
by South East Water in a trial of smart water 
technology which could revolutionise the UK 
water industry. 

Approximately 2,000 customer homes in the 
New Barn and Longfield areas of north Kent 
will be connected to a Smart Water Network 
in the trial which will run until the end of 2019. 

The Smart Water Network (SWN) trial 
integrates existing infrastructure, introduces 
digital meters and increases network sensor 
density (noise loggers, pressure sensors and 
water quality sensors) through a live smart 
water platform – effectively creating a 
“digital twin” of the physical water network. 

The data collected from our network is sent 
in near real-time over two types of wireless 
network to a central IT system which enables 
more effective analysis and processing of  
the information. 

The main aim of the trial is to identify leaks 
and bursts more quickly and efficiently and 
understand the root cause of the burst, 
while also testing the reliability of the new 
equipment and networks being used. Having 
a greater understanding of what’s happening 
in the hidden world of our underground water 

pipes far sooner than we have done in the 
past means decisions can be made quicker. In 
a later phase of the trial we hope to use the 
data to engage with our customers and help 
them to reduce their water use and ultimately 
increase overall customer satisfaction. 

Head of Networks Jim MacIntyre said: “This 
trial is so much more than just installing lots 
of digital sensors and meters. What makes 
this trial different is we are the first water 
company in the UK to be testing different 
types of communication networks as a key 
component to collect higher volumes of data, 
and then analysing this data to provide a 
centralised view of the digital network. 

“We will also have opportunities to become 
far more proactive when discovering and 
prioritising leak repairs, alongside opening up 
our engagement with customers in a much 
more innovative and interactive way than  
ever before.” 

We are expecting the trial to give us 
invaluable first hand learnings that can be 
used to inform wider programmes of work 
across the company.

www.southeastwater.co.uk/digitalmeters
 

http://www.southeastwater.co.uk/digitalmeters
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“ What makes this trial different is 
we are the first water company 
in the UK to be testing different 
types of communication 
networks as a key component to 
collect higher volumes of data.”

Getting connected
One of the first smart meters is installed
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25,500 m3  
of land dug up and disposed 

306  
drilling piles

285  
pre-cast concrete panels

8  
days to erect  the first tank, a 
450,000 litre clean backwash tank

FACT FILE

Celebrating 25 years
Mayor of Royal Borough of Windsor 
and Maidenhead, Councillor Paul Lion 
and his wife, Laura, joined South East 
Water’s project team to mark 25 years 
of Bray Keleher Water Treatment Works
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FOCUS ON...
Double celebration at Bray 
Keleher Water Treatment Works

The 25th anniversary of Bray Keleher Water 
Treatment Works was cause for a double 
celebration on Saturday 22 September, 
marking exactly 25 years since the first spade 
went into the ground to begin construction 
of the site and also marking the day the 
company started building a second treatment 
plant to massively expand capacity for  
the future. 

Councillor Paul Lion, Mayor of Royal Windsor 
and Maidenhead Borough Council, visited the 
site to celebrate the momentous occasion.

He also inspected the £22 million expansion 
programme which will turn Bray Keleher into 
one of South East Water’s biggest water 
treatment facilities.

Desmond Brown, Head of Engineering at 
South East Water, said: “We were delighted to 
celebrate the 25th anniversary of Bray Keleher 
Water Treatment Works.

“Construction on Bray Keleher Water 
Treatment Works began in late 1993 and  
the site was fully commissioned by  
December 1995.

“At present, the site can treat up to 45 million 
litres of water every day. However, once our 
expansion project completes, we’ll be able to 
treat up to 68 million litres of fresh drinking 
water a day.

“This will allow us to pump water to around 
150,000 properties – 50,000 more than we  
can at the current capacity.”

The extension at Monkey Island Lane in Bray 
will secure tap water supplies for current and 
future customers across Berkshire, Surrey  
and Hampshire and is due to be complete in 
early 2020.

“ Once our expansion project 
completes, we’ll be able to 
treat up to 68 million litres of 
fresh drinking water a day.”
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Outcome

Mean zonal compliance  
– water quality
The overall mean zonal compliance is a 
measure of the water quality at customers’ 
taps against both the European directive and 
national standards.

Our target is to have 100 per cent mean 
zonal compliance. Mean zonal compliance is 
measured as tests passed as a percentage 
of samples taken. The reporting year for this 
measure is January to December.

How have we performed?
In 2018 we achieved 99.98 per cent. Our 
target is always 100 per cent and we would 
always want to be at or above 99.95 per 
cent. This result is in line with our outcome 
performance commitment and as such 
attracts no penalty as the water is still 
considered good quality.

The wide range of activities we do every day 
to ensure our mean zonal compliance targets 
are achieved includes:

•  ongoing management and review of  
water treatment works

•   alarms linked to our 24/7 control room.  
If readings are outside of the agreed levels 
the water treatment works will close down

•  drinking water safety plan which involves  
a risk assessment of all sources

To ensure that our customers continue to 
receive top quality water, we have a state-of-
the-art laboratory in Farnborough, Hampshire. 
Operating 24 hours a day, 365 days a year our 
laboratory is able to carry out 500,000 tests 
on water samples each year.

Outcome

Water main bursts
Our target is fewer than 2,429 bursts in 
2018/19.

How have we performed?
We have had 2,826 water main bursts in 
2018/19, this compares with 2,747 water main 
bursts in 2017/18. 

The number of burst mains was above average 
during the summer period June to September 
due to increased demand.

We undertake a wide range of activities 
to minimise the number of burst mains. 
Activities include managing water pressure, 
training for technicians on how to operate 
valves to minimise network impact and a 
targeted mains replacement policy. 

Part of our targeted leakage campaign has 
included more leakage technicians out in the 
field finding and fixing smaller bursts that may 
have previously gone unnoticed.

Outcome

Discolouration contacts
This outcome measures the number of 
customers who contact South East Water 
to report that they have discoloured water 
and represents this number on a per 1,000 
population basis. Our target this year is 0.58.

When a customer contacts us we record the 
telephone call/email/letter in our systems 
and allocate a cause to it. The total number 
of contacts that we receive is divided by our 
total population.

How have we performed?
In 2018/19 we have achieved 0.59 compared 
to 0.82 last year. We are disappointed that 
we have not met our in year target of 0.58, 
but pleased that we have reduced our 
discolouration contacts by a further  
28 per cent.

During the past four years we have 
undertaken a number of activities to reduce 
our discolouration contacts, some of which, 
such as treatment works improvements, 
take time to realise the full benefits. 
Our performance in 2018/19 shows a 
reduction of 50 per cent since 2014/15 as 
a result of this work, which has included 
optimising treatment works performance 
and removing historic mineral deposits 
from our pipe network. We fully expect this 
ongoing programme of work, as part of our 
discolouration action plan, to continue to 
deliver benefits and reduce our contacts to 
the target level in 2019/20. 
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The key actions are as follows:

•    targeted mains renewals programme

•  review and optimisation of all water 
treatment works to ensure that they are 
dosing correctly and working as effectively 
as possible

•  flushing 960 miles of water main a year to 
remove harmless mineral deposits that can 
discolour the water

•   improved risk assessment process for 
all works carried out in the distribution 
network to minimise the risk of a mains 
burst and sudden pressure and flow changes 
in the system which can cause discolouration

•   we will continue to improve customer 
awareness through our website, social media 
and company literature

Outcome

Number of sites at risk  
of flooding
The number of company sites at risk of 
flooding is defined in our business plan based 
on a 1 in 200 year Environment Agency 
forecast of flooding.

As part of the 2014 price review, we 
undertook an in-depth analysis of all our sites 
which the Environment Agency predicts are 
at risk of flooding once every 200 years. We 
identified the work required to remove this 
risk of flooding. There were 55 sites identified 
in this review process and the target for 
2019/20 is to have zero sites.

How have we performed?
We measure this by completing the  
works agreed and submitted as part of our 
business plan.

In 2018/19 we have undertaken detailed 
assessments and works which reduce the 
number of sites classified as at risk of flooding 
to two. We have a plan for next year to 
undertake the works required to meet our 
performance commitment and protect the 
last two sites.

Outcome

Above ground asset 
performance
The above ground asset performance 
assessment comprises of four indicators of 
asset health:

•   water treatment works coliforms non- 
compliance – the number of treatment 
works where the samples taken contained 
coliforms (a form of bacteria)

•  service reservoir coliforms non-compliance 
– the number of service reservoirs 
where more than five per cent of the 
samples taken exceeded the maximum 
concentration required for coliform bacteria 
as a percentage of the number of service 
reservoirs tested for microbiological 
parameters

•  turbidity – is the cloudiness or haziness 
caused by large numbers of particles that 
are generally invisible to the naked eye

•  enforcement incidents – incidents which 
have triggered a formal enforcement action 
against the company on above ground assets

This measure is calculated on a January to 
December year basis.

How have we performed?
All of the four components are within agreed 
limits and therefore overall the above ground 
assets are deemed as stable in line with 
our performance commitment in 2018/19. 
We have an ongoing monitoring and audit 
process to ensure we are complying with our 
commitments. We review the water quality 
sampling data on a monthly basis and report 
our assessment to our board:

•  water treatment work coliforms  
non-compliance – our maximum target is 
0.08 per cent. In 2018/19 we have achieved 
0.04 per cent

•   service reservoir coliforms non-compliance  
– our maximum target is 0.84 per cent.  
In 2018/19 we have achieved 0 per cent

•  turbidity – our maximum target is 11.  
In 2018/19 we have achieved 0

•   enforcement incidents – our maximum 
target is 0. In 2018/19 we have achieved 0
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FOCUS ON...
Engaging with communities 
to plan water network 
improvements

In December 2018 we staged a major public 
consultation exercise to gather feedback 
on four potential route options for a new 
Sevenoaks strategic water main needed to 
protect residents’ water supplies from an 
increase in demand from housing and other 
development in the town. Put simply, without 
the new main there would be occasions in the 
future when drinking water supplies to parts 
of the town would dry up.

We recognised at the outset that the 
proposed routes for the new pipeline would 
prove contentious due to local traffic and 
environmental concerns.

We organised three public meetings and 
also consulted with local interest groups, 
land owners and other stakeholders on our 
proposals. Ahead of the consultation period, 
we wrote to more than 9,500 Sevenoaks 
residents and visited 168 businesses in the 
High Street to garner the views of local 
people about the route options, two of 
which would involve roadworks in the town 
centre, one of which would involve laying 
the new pipeline through Knole Park and the 
final option through both Knole Park and 
Sevenoaks School grounds.

Feedback received was then considered 
alongside a range of other factors including 
socio-economic, environmental, cost, 
duration, technical difficulty and traffic 
management and a further stakeholder 
meeting with all interested parties, chaired 
at our request by local MP Sir Michael Fallon, 
then took take place in January to discuss the 
route options, to consider feedback gathered 
during our consultation and try to agree on a 
preferred route or routes.

We organised three public 
meetings and also consulted 
with local interest groups, land 
owners and other stakeholders 
on our proposals

Weighing up the options
Our engineer, James, discusses the route 
options and challenges we face
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FOCUS ON…
Together we know h₂ow

A team of company STEM ambassadors 
worked with schools from across Kent on the 
first ever ‘Know H₂ow Awards’, a collaborative 
effort between our specialist environmental 
staff, Kent and Medway STEM hub.

STEM Ambassadors are volunteers from 
a wide range of science, technology, 
engineering and mathematics (STEM) related 
jobs and disciplines across the UK. They offer 
their time and enthusiasm to help bring STEM 
subjects to life and demonstrate the value 
of them in life and careers and the company 
actively supports our volunteers in this 
endeavour.

Early in 2018 we instituted the ‘Know H₂ow 
Awards’ with schools which tasked students to 
work together in tackling genuine challenges 
affecting our industry.

The programme launched with an expedition 
to Arlington Reservoir in January, where the 
students were invited to learn more about 
us and briefed with the challenge, which 
included designing a mobile app to support 
customers visiting the SSSI site.

Submitting their completed assignments, 
the students attended the awards ceremony 
at East Malling Conference Centre where 
they presented their projects to a panel of 
independent judges. 

Hosting the awards ceremony, Head of Human 
Resources John Murphy said: “Supporting the 
inaugural Know H₂ow Awards programme and 
having the opportunity to see the work of 
such focussed and hard-working students was 
a great honour.

 

Know H2ow Awards 2018
Non-executive director, John Barnes, 
presents awards to budding water workers

“ These awards 
have provided 
local schools 
with the 
opportunity to 
get a hands-
on, real world 
understanding 
of work.”
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“These awards have provided local schools 
with the opportunity to get a hands-on, real 
world understanding of work, which not 
only better prepare students to enter the 
workforce but also give us well informed 
future employees and customers.” 

The Know H₂ow Awards is another example 
of the excellent opportunities that we have 
for our people to volunteer and share their 
expertise, while also allowing students to 
see what STEM careers we can offer and for 
us all to have a positive impact on our local 
communities by working together.

Eyes on the prize
More than 36 pupils took part 
in our first Know H2ow Awards
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Our people...

Our BEHAVIOUR

90%  
employees are proud to work  
for South East Water

One 
breaches in statutory obligations  
and licence conditions

Zero 
Health and safety legislation breaches

19.1%  
staff turnover – 2018/19 compared to 
16.0 per cent in 2017/18

23%  
gender pay gap (average hourly wage)

Silver  
We hold the silver Investors in  
People Award

19,585  
hours of training courses

Zero  
National security obligations 
breaches

82%  
of employees would recommend  
us as a good place to work

Awards won  
Water Industry Achievement Award – 
water resilience initative of the year

CIEEM awards 2018 – best practice 
award for small scale mitigation  
and/or enhancement

FACT FILE
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Our approach 
Striving to be a good company to work for 
is in the clear interests of any organisation, 
its employees and customers. Here we seek 
to demonstrate how, through our people, 
our culture and the activities we pursue 
collectively, we advance towards this 
important objective.

It all starts with a strong vision which is  
“to be the water company people want to 
be supplied by and want to work for” and is 
reflective of how we behave.

We aim to ensure that all our 950 employees 
are fairly treated, highly motivated and well 
regarded. We aim to provide rewarding jobs 
by improving skills through training and 
development. We aim to be a good neighbour 
and take account of the views of our 
stakeholders, trying to ensure our local social 
and economic impact is positive, developing 
strategies to benefit all those with an interest 
in our business.

We are committed to observing high 
standards of corporate governance and 
ensuring we maintain high ethical standards 
throughout our business. Our code of practice 
sets out how we undertake procurement in an 
appropriate and fair manner. Only through the 
ethical conduct of our business can we sustain 
a relationship of trust with the communities 
in which we operate.

The security of our resources and water 
treatment is of the upmost importance.

We work closely with the Government and 
security services to ensure measures are in 
place to secure a safe drinking water supply 
to customers round the clock.
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Caring for our people
Our people are central to us providing our 
customers with an excellent service and it 
is therefore imperative that they are at the 
heart of our vision: to be the water company 
people want to be supplied by and want to 
work for.

We actively embrace many initiatives aimed 
at creating a positive bond between the 
company and employees and we regularly 
measure levels of satisfaction via surveys, 
taking action where we find any shortfalls 
in the areas of training, development, 
recognition and reward. We do our best to 
make our people feel involved and valued  
such that they are passionate about their  
job and care about providing excellent 
customer service.

In the field of health and wellbeing our  
Thrive 365! strategy’s aim is to emphasise the 
message that health and safety is common 
to everyone and is the responsibility of each 
individual and each team.

During the past year, wellbeing champions 
from across the business have both taken 
part in and promoted healthy workplace 
events, such as the British Heart Foundation’s 
My Marathon, where colleagues competed 
against each other to walk 26.2 miles 
throughout May using the Workplace 
Challenge website. 

There is great support for people 
participating in sponsored events and for 
anyone who wants to create an opportunity 
to exercise. We now have two running groups 
which go out at lunchtimes or outside of 
work. More than 100 employees have become 
involved with all abilities of runners and 
walkers taking part. There are lots of other 
opportunities to participate in exercise 
and sports within the company including 
lunchtime exercise class, five-a-side football, 
baseball, cricket, lunchtime games and a 
personal trainer workout after work.

Our “it’s ok not to be ok” campaign during 
October, encouraged everyone to be open 
about mental wellbeing. Mental health 

champions have been established across the 
business to support this. Activities including 
Time to Talk Day have helped keep this 
message going.

We are working in partnership with MIND 
to look at how we can help employees in 
managing their mental health and now have 
16 mental aid first aiders in the business who 
wear yellow lanyards to help people identify 
them easily. We are also preparing a dedicated 
conference to mental health in 2019.

Employees also have access to help with 
stress management which helps them to 
identify which areas of their life are causing 
them the most stress, both within and 
outside of work.

Through such examples we hope to 
demonstrate that the health and wellbeing 
of our people is truly embraced and we 
also actively encourage groups set up by 
employees themselves who run a wide variety 
of health and wellbeing events and activities.

We have a number of initiatives that 
employees can benefit from including health 
insurance which covers a contribution 
towards dental costs, eye tests, glasses, 
alternative therapies and much more. We are 
part of an Employee Assistance Programme 
which provides 24 hour counselling service, 
financial and legal advice. There is an option 
to buy or sell annual leave, along with ride to 
work and childcare voucher schemes.

Our Sports and Social Club is very popular due 
to the wide range of leisure activities that 
they organise, including a trip to New York, 
Bruges Christmas markets, West End shows, 
discounted cinema tickets, concerts and 
England football matches.

We are proud to have been the first water 
company to become accredited as a Living 
Wage employer back in 2014. We continue 
to ensure everyone, regardless of whether 
they are permanent employees or third-party 
contractors and suppliers; receive a minimum 
hourly wage of £9.00, significantly higher  
than the national minimum wage of £8.21  
(25 and over).

Our people... our behaviour continued
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Recognising our people
We try to ensure all our colleagues receive 
thanks and recognition for their hard work. 
One simple way for everyone to show their 
gratitude is through giving a “High Five”  
via our intranet. During the year more than 
5,000 High Fives were shared with colleagues 
across the business. To bring this to life 
further a monthly award is presented for the 
person who has received recognition  
for particular achievements.

Plans are underway for STARS our biennial 
staff awards which will be held in April 2020 
to celebrate the end of the current five year 
programme and herald the start of a new 
plan. A team is now in place with support from 
across the business to help plan the event and 
a review of the award categories is underway.

Ensuring safety stars are recognised is 
important and so this year we began a regular 
monthly award for those employees who 
have taken particular efforts to protect their 
colleagues at work. 

Members of our household retail customer 
contact centre are also part of a recognition 
scheme depending on the number of 
customers who rate the service they received 
on the call as five-out-of-five. They win 
badges in recognition of their hard work.

In November, Managing Director Paul 
Butler hosted our annual Long Service and 
Recognition Awards with 18 colleagues 
receiving certificates for achieving 
educational and vocational qualifications and 
a further three recognised for serving a total 
of 106 years between them.

Caring for our community
We are very proud of the fundraising efforts 
of our people. We have a monthly charity day 
where employees can “dress down”, raffles 
and cake sales take place. In addition, we are 
a keen supporter of WaterAid and a number 
of employees have taken part each year in the 
challenges. Internal fundraising days raised 
£18,020 in 2018/19.

Responding to feedback from employee 
survey focus groups held last year, we’ve 
continued our initiative of giving people  
the opportunity to get involved in 
volunteering opportunities.

Whether coppicing with Kent Wildlife Trust 
in the woodland that boarders the Broad 
Oak Valley near Canterbury or dormouse 
monitoring at Arlington – we are hosting 
regular activities in which employees  
can participate.

Developing our people
Our talent and organisational development 
team has helped deliver 19,585 hours of 
training to colleagues.

The company has a number of initiatives to 
reduce the gender pay gap at South East 
Water and to increase diversity.

To increase women candidates within 
management roles, all vacancies at Grade D 
and above will be advertised at 30 – 37 hours 
per week unless there is a clear business 
reason why this is not possible. 

We will be monitoring the men/women split 
of candidates and where there is less than a 
25 per cent split of women at shortlisting, the 
advert will be reviewed and the closing date 
may be extended to give further opportunity 
for applications.

All roles at Grade D and above will require 
there to be an interview panel consisting of 
both men and women interviewers.
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We are now a Disability Confident Committed 
Employer. We have signed up to this 
government initiative designed to help 
companies recruit and retain disabled people 
and people with health conditions for their 
skills and talent. Where a disabled candidate 
meets the minimum criteria for a role they 
should automatically have an interview.

We are taking care to ensure that our 
recruitment advertising is accessible to all. 
Furthermore we are talking to local schools 
and other educational establishment 
to promote STEM (Science, Technical, 
Engineering and Maths) careers within South 
East Water, with a particular emphasis on 
women. All our roles are advertised internally 
and we encourage women employees to 
consider working within technical areas of  
the business. 

We are developing our in-house mentoring 
service. Mentoring is a good way of 
developing colleagues who want to advance 
by arranging discussions with senior managers 
or specialists. While our mentoring service  
is not specifically aimed at women, we  
believe that it is a measure that will assist 
women progression.

At South East Water our Women at Work 
group exists as a discussion group for 
women employees to share experience and 
knowledge. Several of the group’s members 
are senior managers whose experience  
is invaluable. 

And our Women Returners Programme seeks 
to connect women returning to work after 
a career break with companies seeking to 
fill management positions. Many women 
returners find it difficult to find new positions 
that are commensurate with their skills  
and experience.

We have a staff council which is a partnership 
between the company, employee 
representatives and the recognised Trade 
Union (UNISON) to discuss matters affecting 
employees and the company. This group has 
worked successfully for a number of years and 
is always well informed of any changes that 
are taking place.

Our organisation development team is kept 
very busy as we are keen to help improve 

the skills of our people through a number 
of different programmes. We firmly believe 
that engaged employees go the extra mile to 
deliver a great service.

How we keep our employees engaged is by 
embracing the Investors in People ethos of 
continuous improvement and measuring 
performance against our corporate 
objectives.

Last year we introduced a new appraisal 
system called iReview based on self and 
manager assessments and continuous review 
throughout the year. One hundred per cent 
of employees received an iReview rating 
for 2018/19, compared to 87 per cent in 
2017/18 and only 37 per cent the previous 
year (based on the old appraisal system). This 
is an important step in developing our talent 
management within the business.

Managers are encouraged to identify 
the issues and provide support to those 
employees whose performance sees them  
fall into the lowest performing category in 
a bid to move them up the table in the next 
review period.

Our Perfecting Performance programme 
supports new managers by focussing on self-
awareness and people skills. The training was 
expanded in 2018 by means of more external 
courses relevant to an individual’s role.

Perfecting Performance empowers managers 
to develop their teams so they have the 
confidence to deal effectively with day-to-day 
issues. Not only has the course supported new 
managers, but also their teams mirror their 
behaviours and the benefits ricochet through 
the company.

We have an ongoing Learning at Work 
programme which includes video training 
which our teams can take in at a time 
convenient to them. This enables individuals 
to pick the course where they believe they 
could benefit from more knowledge.

We know that apprenticeships are a 
valuable way of developing new talent by 
working alongside our more experienced 
water workers who enjoy passing on their 
knowledge. We have an ongoing programme 
of recruiting apprentices for a two year 
apprenticeship in our operations team.

Our people... our behaviour continued
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During the first six months of the programme, 
operations apprentices gain an overview 
of the whole company which sees them 
work in areas such as water distribution, 
production process, electrical and mechanical 
maintenance and leak control, before 
specialising in one area of water supply.

In addition, we often recruit apprentices in 
other areas of the business including our 
IT, customer services and human resources 
departments.

Within South East Water there are lots of 
members of the team who transfer from one 
department to another as they would like to 
progress or undertake a different type  
of work.

These transfers are encouraged as we know 
that enjoying your job is not only good for our 
customers but also fits with our vision to be a 
company that people want to work for.

Our last employee survey highlighted that 
only 68 per cent of our people are aware 
of the training resources and learning 
opportunities available. As this was one of our 
lower scores it is an area that we continue 
focusing on.

Listening to our people
Our intranet, named Gurgle, was designed 
to introduce a social culture within the 
business, improving morale and engagement. 
As our teams are spread across a number of 

locations, it was important for us to make the 
company feel integrated and for information 
to be accessible anytime, anywhere, by 
anyone.

High fives have become a popular method 
of awarding recognition to colleagues and 
blogs are very popular as a method of sharing 
information or praising achievements.

We have established Pipe Up! a forum for 
staff to help resolve specific problems across 
the business and a way for employees to get 
involved and share a wealth of experience.

Endorsements for our work
Congratulations also go to all the teams and 
projects that received industry recognition 
through shortlisting in a number of awards 
during the year.

Our biodiversity improvement project, that 
has reintroduced the rare wartbiter cricket to 
our land at Deep Dean, picked up a CIEEM Best 
Practice Award in 2018. CIEEM is the leading 
professional membership body representing 
and supporting ecologists and environmental 
managers in the UK, Ireland and abroad.

The work we do to protect and improve the 
environment was also recognised during 
the year as our catchment management 
programme was shortlisted for a Utility 
Week Award and picked up Water Resilience 
Initiative of the Year at the Water Industry 
Achievement Awards. 

Gurgle key statistics 2018/19 
Overview

1,165
new 

pages
899

blogs 
published

69,372
visits  

to blogs

1,028
likes

707
forum 
posts

5,290
high 
fives

583,018 
visits
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Our people... our behaviour continued

Outcome

We are compliant with health 
and safety regulations
Our outcome is to be compliant with health 
and safety regulations and have zero 
breaches. 

How have we performed?
We have had zero breaches during 2018/19.

Health, safety and wellbeing is fundamental 
to both our vision and our ‘everyone counts’ 
business commitment. The Thrive 365! 
strategy aims to ensure we keep this at the 
forefront of everyone’s minds. The strategy 
focusses on two strands, safe people and 
safe working, and is about more than just 
preventing accidents; it is about enhancing 
the overall wellbeing of our people. From a 
wellbeing perspective a number of activities 
go from strength to strength, for more 
information see our “Our approach” on  
page 47.

Some notable achievements in the  
year include:

•   a health and safety conference was held on 
the subject of leadership. It was attended 
by the majority of operational managers 
and featured a keynote speech by  
Alan Chambers MBE, polar explorer

•    operational teams attended a ‘Don’t Walk 
By’ workshop intended to provide them 
with the tools to make a safe intervention 
when they observe unsafe behaviour

•    a recognition and reward scheme 
has commenced for positive safety 
interventions

•    an improved chemical awareness training 
course has been developed, approved and 
scheduled with our chemical supplier 

During the year the greatest number of lost 
days (119) were the result of work related 
stress. This year we are launching our mental 
health strategy at a conference in November 
2019. A key part of this strategy is to create 
workplaces where potential causes of strain 
and tension are identified and managed 

before they result in lost time. The second 
biggest cause of lost time was slips and 
trips, particularly in environments that are 
perceived to be low risk (107). We are creating 
a number of safety alerts on the causes 
of slips and trips and also planning some 
modifications to the Snodland car park where 
we experienced a number of falls last year.

Outcome

We are compliant with 
national security obligations
Our outcome is to be compliant with the 
number of compliance breaches of the 
security and emergency measures directive. 
Our target is zero breaches. 

How have we performed?
In this year we have had zero compliance 
breaches of the security and emergency 
measures directive. The directive specifies a 
level of security required at each type of site. 
We are on target to deliver all work required 
on time and to budget. We are required to 
produce a statement of compliance stating 
all work committed to and a sample is audited 
which confirmed that we have achieved our 
agreed works.

Defra reviewed our activities and commended 
us for having a comprehensive process which 
is already functional.

In addition to the Defra audit we were audited 
independently by Jacob’s Auditors and 
achieved an A1 rating.

Our cyber controls have helped us 
successfully evade any of the recent 
ransomware or phishing attacks that have 
plagued other companies. However as cyber 
threats continued to increase in volume 
and complexity, we invested in advanced 
cyber defence and data protection tools and 
employee training and awareness schemes 
to protect our systems and our customers’ 
data from attack. Our network is monitored 
24 hours a day by a Security Operations 
Centre (SOC) which alerts us to any anomalous 
behaviour in and out of hours. We have a 
cyber incident response plan which is tested 
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regularly. We continue to work closely with 
Defra, DWI and the National Cyber Security 
Centre to ensure that emerging threats are 
understood and mitigating actions are in 
place. South East Water has Cyber Essentials 
Plus certification under the UK government-
backed scheme to assess organisations’ 
security controls.

Outcome

We are compliant with other 
statutory obligations and 
licence conditions
Our outcome is that we will have no breaches 
of other statutory obligations and licence 
conditions. Breaches are defined as the 
number of prosecutions and enforcement 
actions during the year. Our target is  
zero breaches. 

How have we performed?
We have had one Notice during the year.

In May 2018 the Drinking Water Inspectorate 
(DWI) issued a Notice under regulation 28(4) 
relating to Barcombe Water Treatment 
Works following a discolouration event and 
subsequent site audit. The Notice included 
prohibition conditions relating to the transfer 
of water and sludge and some operational 
activities.

Ensuring wholesomeness of water at 
the consumer’s tap was protected we 
immediately complied with the conditions 
of the Notice and have met all required 
timescales for activity in relation to  
the Notice. 

Following a DWI review of the Notice and 
the progress made to date, the prohibition 
conditions are expected to be lifted by the 
DWI in 2019/20 and a revised Notice issued 
for completion of remedial works at the site.
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“ The charter is an important 
demonstration of our company-wide 
promise to always make sure we work 
safely, whatever the pressures.”
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FOCUS ON...
Thrive 365!

The Executive Team has each signed the 
Thrive 365! Leadership Charter, which sets 
out 20 commitments which will help keep 
everyone safe, every day.

It was drawn up by delegates at the How 
Leadership Influences Safety Culture 
conference in October, where almost 
200 South East Water managers and key 
colleagues in partner organisations met to 
discuss health and safety issues.

The signed charter will soon be hung in every 
operational office around the business as an 
ongoing assurance safe working will always be 
our number one priority.

Managing Director Paul Butler said: “By 
signing this charter the Executive Team has 
committed further to making sure our future 
Thrive 365! culture will build on our past 
success. This is a charter we can all sign up to, 
both South East Water and our partners.”

Head of Networks Jim MacIntyre hosted the 
conference with Head of Health, Safety and 
Quality Chris Lunn.

Chris said: “What’s special about the charter 
is it was drafted and agreed by all the leaders 
within South East Water and our key partners.

“That means each and every one of us can be 
assured safe working is not just encouraged, 
it’s part of our core values and actions.”

Jim MacIntyre said he hoped everyone would 
read the charter regularly, reflect on its 
commitments and apply it to every job.

Jim said: “The charter is an important 
demonstration of our company-wide promise 
to always make sure we work safely, whatever 
the pressures.

“It shows strong backing from the very top of 
our organisation to support safe working, day 
by day, task by task. No job is so urgent we 
can’t do it safely.” 

Acting responsibly
Operational managers took part in a health and safety 
workshop using actors to bring scenarios to life
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Volunteering 
days were 
organised 
following 
feedback from 
employee focus 
groupsFOCUS ON...

Volunteering benefits 
environment and our people

Colleagues who have taken part in the year’s 
countryside volunteering activities all agree 
they have been left with a sense  
of achievement.

Projects have included coppicing with Kent 
Wildlife Trust and dormouse monitoring and 
hedge laying with our own Environmental 
Team at Arlington in East Sussex.

The volunteering days were organised 
following feedback from employee survey 
focus groups when it was made clear that 
people wanted to get involved with projects 
that helped the local community. 

In January a team of South East Water 
volunteers, worked alongside Kent Wildlife 
Trust to coppice sections of woodland next 
to the main Heath Fritillary butterfly colony 
in West Blean and Thornden Woods near 
Canterbury. It is the second year that this 
activity has been run to encourage the return 
of one of the rarest butterflies which was 
considered to be on the brink of extinction in 
the late 1970s.

 

Jenny, from the Water Quality team, said: 
“Although the weather at times wasn’t very 
kind to us, we still had a great day and could 
warm up by the bonfire with a mug of tea. 

“Felling some of the larger trees took a bit 
more concentration and dragging it all into 
piles was quite hard work, although the 
bonus was that we were able to take turns at 
managing the bonfire.

“Being able to stand back at the end of the 
day and see our achievements was really quite 
satisfying, even if I was covered in mud and 
smelt of burnt wood.”

Anna, from Environment team, said: “This is 
a great opportunity to be out in the fresh 
air, learning new skills, meeting other people 
from the company and doing our small part 
to help manage this protected site and to 
encourage the rare butterfly and other 
wildlife species in this area.”

South East Water’s Biodiversity Lead, Richard 
Dyer said: “We were so excited to see the 
return of the butterfly, with seven adults 
being recorded on South East Water land in 
the woodland last year.

“The species requires a habitat of sunny open 
coppice areas and wide rides, so it’s great to 
see that our volunteers continued with the 
hard work in this area of woodland helping to 
create a perfect environment for it to thrive.”
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“ We were so excited to 
see the return of the 
butterfly, with seven 
adults being recorded on 
South East Water land in 
the woodland last year.”Heath Fritillary butterfly 

Thriving again in West Blean 
and Thornden Woods
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“ The work they 
undertake is 
impressive, a 
good example 
being their 
help with scrub 
clearance on one 
of our SSSIs.”

Natural partnership 
A volunteer carries out ragwort 
control and hairy mallow counting 
at Folkington Reservoir
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Volunteers give us in 
excess of 170 man days 
a year on a wide range of 
outdoor conservation and 
maintenance projects

FOCUS ON...
Partnership success to conserve 
precious habitats

We have forged a strong partnership with 
The South Downs Volunteer Ranger Service 
(SDVRS) whose 500 members work in 
partnership with the South Downs National 
Park Authority (SDNPA) to look after and 
help conserve the special qualities of an area 
including parts of East and West Sussex and 
part of Hampshire.

Although our reservoir at Arlington is just 
outside the eastern boundary of the South 
Downs National Park, much of the South 
East Water estate is firmly rooted in the 
rolling pastures of the South Downs National 
Park and volunteers give us in excess of 170 
man days a year on a wide range of outdoor 
conservation and maintenance projects.

The volunteers’ work on our sites has included 
scrub control at Deep Dean, Fore Down and 
Coombe Down, ragwort control, hairy mallow 
counting and scrub control at Folkington, 
Himalayan balsam control at Offham, green-
winged orchid counting at Piddinghoe and 
scrub and sycamore control at Friston. 

Richard Dyer, our Biodiversity Lead, explains: 
“We’ve been working together since the 
mid-‘90s and the volunteers like the variety 
our sites offer them in terms of using their 
skills and learning new ones at Arlington and 
further afield.

“The work they undertake is impressive, a 
good example being their help with scrub 
clearance on one of our SSSIs (Site of Special 
Scientific Interest) as part of our Countryside 
Stewardship agreement with Defra, one of 
the main aims of which is conserving and 
restoring wildlife habitats.”

A regular activity at Arlington is learning the 
skills required to perfect the ancient craft of 
hedgelaying which also involves gathering 
and preparing the raw materials (stakes and 
binders) from our coppice woodlands to 
undertake the work.

Volunteers receive ‘on-the-job’ training 
from fully skilled team leaders from various 
organisations, as well as a SDVRS classroom-
based training course that all recruits 
are asked to undertake. Courses are held 
annually and provide a broad introduction to 
countryside management and conservation.

The group seeks to assist the SDNPA and its 
partners in improving and promoting the 
landscape, wildlife, public access and heritage 
of the South Downs National Park and 
South East Water is very proud to be closely 
associated with these aims.
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A wildlife haven
We carefully manage our land at Offham 
Marshes to ensure nature thrives

Our people...

Our PLANET
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Our approach 
Underpinning our “every action counts” 
commitment – which makes sure our 
operational performance is safe, effective and 
efficient – is an environmentally responsible 
approach to our work.

That doesn’t just mean complying with 
environmental laws and regulations; our 
employees are actively encouraged to 
become guardians of the environment. We 
do this in a number of ways, through training, 
raising environmental awareness both within 
the business and outside it and by ensuring 
that our in-house environmental team 
supports all aspects of the work that our 
employees undertake.

There are three things that drive much of 
our environmental ethos – the very nature 
of our supply area in terms of environmental 
designations; the scarcity of naturally 
available water that can be found within it, 
and our customers and communities’  
support for us protecting the environment  
as a priority.

On average our customers scored us

98.3%  
of company SSSIs in either favourable 
or recovering condition compared to a 
target of 95 per cent by 2020

100%  
all year four National Environment 
Programme actions delivered

Zero
deficit in our water resource zones

86.9
million litres of water leakage per day 
compared to our target of 89.1 

FACT FILE

Ensuring our operational 
performance is safe, 
effective and efficient 
means an environmentally 
responsible approach to 
our work
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Our people... our planet continued

Environmental designations 
Our supply area is unusually rich in biological 
diversity and protected landscapes:

•  one world heritage site  
(Canterbury Cathedral)

•  44 per cent of our supply area lies  
within a landscape designation  
(national average 24 per cent)

•  196 sites of special scientific interest (SSSI)

•   17 special areas of conservation (SAC)

•  two marine special areas of conservation

•  nine special protection areas (SPA)

•  four marine special protection areas

•  six Ramsar sites as classified under  
the convention on wetlands of  
international importance

•  11 national nature reserves (NNR)

•  four marine conservation zones

•  593 scheduled monuments

•   111 registered parks and gardens

The south east is also the most wooded 
area in England, with large swathes of it 
designated as ancient woodland. This, and  
the warmer climate we experience, enables 
many rare and protected habitats and  
species to flourish, resulting in a complex 
ecological mosaic.

Operating in such a protected and complex 
environment is not without its challenges 
but we have robust policies, procedures and 
programmes of work in place to deliver upon 
our “every action counts” commitment.

This includes:

•    making sure we fulfil our obligations 
under environmental legislation, including 
the National Environment and Rural 
Communities Act 2006 (NERC) and the 
Wildlife and Countryside Act 1981

•  having management plans in place for  
all company-owned SSSIs so that at least 
95 per cent of them are in favourable or 
recovering condition by 2020 (now at  
98 per cent)

•   carefully planning, designing and delivering 
our investment schemes to try and avoid 
and/or mitigate the impact of our work

•   closely managing our contractors,  
including environmental training and 
compliance audits

Scarcity of naturally-
available water
The water that comes out of our customers’ 
taps comes from rivers and underground 
aquifers.

Abstracting this water is an activity regulated 
by the Environment Agency through special 
licences. We work hard to make sure that our 
abstractions are not only within licence, but 
are sustainable too.

Making sure there is enough water for our 
planet and people means taking steps to 
protect what we have now – we do this 
through our national environment programme 
which you can read more about on page 67 
– and planning 60 years ahead through our 
water resources management plan.

In dry weather, the demand for water from 
our customers increases significantly and so 
does our energy consumption – the two are 
intrinsically linked as water is heavy and takes 
a lot of energy to move.

It makes good environmental sense to reduce 
both, which is why we are committed to 
working with our customers to promote 
simple water savings tips and devices to 
reduce their demand for water and, therefore, 
our energy use too.
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Helping customers reduce their water 
consumption remains a crucial cornerstone 
of our customer metering programme – it 
doesn’t just have the potential to save water, 
but money off customers’ power and water 
bills too. This year we have achieved our 
aim to have 90 per cent of our household 
customers on a water meter.

Finally, we know that driving down leakage 
is a top priority for our customers – and so 
we are delighted that our concerted efforts 
in this area have paid off with a leakage level 
below our performance commitments despite 
the challenging freeze/thaw incident at the 
end of 2017/18 that could have impacted our 
results this year.

Outcome

Leakage level
Leakage is the loss of water from the supply 
network. Our target in 2018/19 was 89.1 
million litres per day (Ml/d). Total leakage 
figures include the loss of water between our 
water treatment works and the customers’ 
boundary, and the loss of water from 
customers’ pipes and in the homes.

Leakage is measured in megalitres  
(1,000,000 litres) per day (Ml/d).

How have we performed?
Our leakage in 2018/19 was 86.9 Ml/d, which 
is lower than in 2017/18 (87.7 Ml/d).

We have delivered significant reductions 
in leakage during 2018/19, despite some 
unprecedented challenges. We started 
the year with a backlog of additional leaks 
resulting from the severe cold weather and 
sudden thaw caused by the Siberian ‘Beast 
from the East’, and having recovered from this 
position, we then had to mitigate a similar 
impact, this time from the prolonged summer 
heatwave. Through round the clock working, 
and the diversion of other technical resources 
to the leakage effort we managed to repair 
an additional 1,717 leaks, compared to an 
average year.

As well as delivering the leakage performance 
the team continued to look at innovative 
identification and repair techniques, 
including:

•    the start of a one year Smart Network trial 
in our Hartley district that tests how the 
deployment of latest technology could 
enable a further step change in leakage 
detection and repair times 

•  the use of satellite imagery to identify 
potable water signatures in our network 
to spot potential leaks and direct leak 
investigations

•  a customer-side leakage trial to assess 
the cost and benefits of offering free leak 
investigations to customers

This ongoing investment in leak detection 
and repair has enabled us to beat our leakage 
target for the 17th year in a row, and enable 
us to identify and test the novel techniques 
that will enable us to continue to drive 
leakage levels down further.

Outcome

Meeting the water deficit
We are required to maintain the security 
of our water supplies and ensure that we 
have sufficient water available to meet our 
customers’ needs both now and in the future. 
Our target is to have zero deficit.

The security of supply index assesses whether 
we have enough supply to meet demand. If we 
have sufficient supply to meet demand then 
the index score is zero.

How have we performed?
In 2018/19 we had a zero deficit.

During winter 2018/19, we recorded 95 per 
cent of the long-term average rainfall across 
the company supply area. Our reservoirs 
were initially slow to refill but achieved full 
status before the end of the recharge season, 
and groundwater levels overall recovered to 
developing status at the end of March. 
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Our people... our planet continued

Internally we are monitoring our drought 
triggers, preparing for summer 2019. We 
are also engaging with the National Drought 
Group (NDG) to review ongoing water supply 
status and co-ordinate future actions.

We received direction from the Secretary 
of State (Defra) to publish our revised draft 
drought plan as a final plan. This was published 
at the end of May 2019.

The customer metering programme, which 
has seen demand for water reduce by 18 per 
cent in the homes that we have metered, has 
been completed during the past year.

By March 2019, 367,512 water meters have 
been installed – either through the customer 
metering programme or for those customers 
who have opted to have a meter fitted.

This has been delivered with a comprehensive 
customer and stakeholder communication 
programme that has resulted in an increased 
understanding of why metering is needed and 
support for how the programme is  
being delivered.

In December we launched a “Winter Water 
Counts” promotion with the KM Group 
together with Affinity Water and Southern 
Water. This joint sponsorship of the websites 
weather pages led to 40,000 views of our 
message and 277 clicks through to more 
information.

We collaborated with education organisation, 
So Sussex, during the year to bring our giant 
water network game to the Elderflower Fields 
Festival. We spoke to over 400 people at the 
family festival in the heart of the Ashdown 
Forest. So Sussex also delivered enhanced 
schools programme for us with 180 pupils 
from six primary school classes in Newhaven 
and Peacehaven receiving a “Water Matters” 
talk which involved outside learning about 
water and the treatment of water.

This was on top of our own popular “World 
of Water” schools programme which saw a 
further 2,441 pupils have a school talk during 
the year, while we attended 79 community 
events across the region, engaging with more 
than 3,000 people.

We continue to support customers as they 
work to save water and as supporters of 
Waterwise we are working closely with this 
environmental organisation to encourage 
water saving nationally and develop a culture 
of water saving behaviour in the UK.

Our engineering teams are on track to deliver 
the new water schemes that we committed 
to in our water resources management plan.

In parallel to delivering the current schemes 
we prepared our next water resources 
management plan (WRMP19) which sets 
out our plans for the next 60 years. The 
publication of our draft WRMP19 was 
followed in 2018 by a consultation during 
which we have engaged with customers 
through more customer focus groups, public 
exhibitions, television interviews, newspaper 
articles and social media to understand 
whether they have any comments on our plan. 

Throughout the development of the 
WRMP19, we have engaged with our 
Environmental Scrutiny Group to ensure 
that we have continuous feedback on our 
proposals. During the consultation phase 
we held meetings, calls and sent briefings 
to a number of stakeholders and held a joint 
stakeholder event with Southern Water, SES 
Water, Portsmouth Water and Affinity Water.

In our water resources management plan 
(WRMP14) we committed to completing two 
new water schemes in 2018/19. Completion 
of commissioning is delayed to 2019/20; 
however, this has not impacted our Security 
of Supply Index, and we have maintained a 
supply demand balance through utilising 
existing zonal transfers.

Our revised draft water resources 
management plan was published in August 
2018 and we expect to hear back from Defra 
shortly on whether we can publish this plan as 
a Final Plan.
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Traffic light assessment table

Type of licence Green Amber Red

Discharge consents less than 6 6-8 more than 8

Annual licences 0 1 2+

Daily licences less than 12 12-25 more than 25

Outcome

Number of breaches of 
abstraction licences, 
discharge consents and 
environmental permits
Our outcome is to be compliant with 
environmental regulations in relation to the 
number of breaches of abstraction licenses, 
discharge consents and environmental 
permits. Our target is to have zero breaches.

This outcome is measured by the results from 
Environment Agency routine site visits and 
audits of discharges consents as well  
as annual and daily abstraction data which  
we submit.

How have we performed?
We have developed a traffic light assessment 
for discharge consents, daily and annual 
abstraction licences as follows:

Discharge consents: We had five discharge 
consent breaches in 2018/19 which gives 
a green classification in the traffic light 
assessment.

Annual abstraction licences: We had no 
annual breaches this year which gives a green 
classification in the traffic light assessment.

Daily abstraction licences: We had six daily 
abstraction breaches during 2018/19 which 
would be classified as green in the traffic  
light assessment.

For each of these breaches an investigation 
was carried out and corrective measures 
implemented to improve and maintain control 
of the amount of water being abstracted for 
drinking water supplies – an approach which 
is discussed and agreed with the Environment 
Agency.

We undertake continuous monitoring of our 
sites and policies to ensure we are following 
good industry practice. We also have quarterly 
meetings with the Environment Agency to 
ensure that we have continual dialogue and 
can discuss any potential concerns.

We are confident that these daily breaches 
would have no damaging impact on the 
environment.
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In 2018/19 we commenced 
with the delivery of the fourth 
year of our programme. 
Excellent progress was made 
in the year
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Water Industry National 
Environment Programme 
(WINEP)
The water industry national environment 
programme is a statutory programme 
developed by the Environment Agency and 
Natural England. The programme is driven, 
in the main, by various environmental 
legislation.

We are in the fourth year of our programme 
and over the five years 2015 to 2020 we  
will deliver:

•  10 MCERTS (Environment Agency’s 
monitoring certification scheme) standard 
flow meters by March 2020

•  six eel regulation compliant abstraction 
screens by March 2020 (on track for 
delivery)

•  one eel regulation compliant eel pass by 
March 2020

•  72 biodiversity reports by March 2017 
(completed March 2017)

•   10 pilot biodiversity plans by March 2018 
(all complete and now delivering these 
plans to improve the biodiversity of  
our sites)

•   six surface water catchment investigations 
by March 2017 (completed March 2017)

•  six surface water catchment pilot projects 
by March 2020 (now in delivery phase and  
on track)

•    eight statutory groundwater catchment 
management investigations by March 
2020 (investigations complete and now in 
delivery phase as appropriate) (on track  
for delivery)

•  10 restoring sustainable abstraction 
investigations and options appraisals 

How we performed
In 2018/19 we commenced with the delivery 
of the fourth year of our programme. 
Excellent progress was made in the year,  
the highlights include:

•  eel regulations – we now have eel compliant 
screens at Bray and Crowhurst Bridge 
(and these have been signed off by the 
Environment Agency as compliant).  
We have constructed new screens at 
Shellbrook (Ardingly) and on the Wallers 
Havers (Hazards Green) ready for regulator 
sign off. This leaves two screens which are  
in the design phase, these being Arlington 
and Barcombe

•  pilot biodiversity plans – 10 plans in 
implementation phase, being monitored 
and active conservation work is  
being delivered

•  surface water catchment management 
pilot projects are on schedule – delivery  
of all six pilots projects commenced in  
year three

•  groundwater catchment management 
investigations – all eight statutory 
investigations submitted to our regulators 
with all eight completed last year, key pilot 
work in the year has been at Woodgarston 
to test catchment measures to reduce 
nitrate in the groundwater (see case study 
on page 74)

•  restoring sustainable abstraction 
investigations/options appraisals – all 
10 studies commenced and on track for 
delivery of outputs. Four schemes delivered 
in 2018/19:

•  Poynings

•  Lasham investigation

•  Itchel investigation and options appraisal

•  Stour (upper and lower) investigation

•  seven out of 10 of our restoring sustainable 
abstraction schemes have been completed 
to agreed deadlines. The remaining three 
have deadlines in 2019/20 and are on track 
for delivery

Our people... our planet continued
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FOCUS ON...
Educating the next generation of 
farmers and land managers

As a major landowner in the south east, we 
have a responsibility to educate the next 
generation about the critical importance 
of caring for our environment. This year our 
environment team has supported students at 
Reading and Brighton Universities with their 
degree courses, and we have also provided 
funding to a new pesticide handling unit at 
Plumpton Agricultural College. 

Two members of our environment team 
each supported two second year students 
at Reading University studying ‘Vegetation 
change linked to hydrology’ and ‘Groundwater 
levels in a SSSI fen linked to flows in the River 
Whitewater’ as part of their degree courses. 
The team provided the students with advice 
on how they should present and report their 
findings and invited them to one of our 
observation boreholes to demonstrate how 
water resource data is collected.

The presentation that our Catchment Lead 
gives annually to students at Brighton 
University has now become a standard 
element of its Water and Environmental 
Management MSc postgraduate degree 
course. The course provides training in the 
core scientific, technical and interdisciplinary 
skills that are essential in water resource and 
environmental management fields. 

We granted £20k funding to Plumpton 
Agricultural College to install a new pesticide 
handling area which is due to be completed 
in 2019. We’re looking forward to developing 
our relationship with the college and helping 
to promote best practice to their agricultural 
students and local farmers.

This year our environment 
team has supported students 
at Reading and Brighton 
Universities with their degree 
courses, and we have also 
provided funding to a new 
pesticide handling unit at 
Plumpton Agricultural College
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A bright future
Environmental Performance Graduate, John, helps 
provide advice and information about our work to 
protect the environment
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FOCUS ON...
Anonymous pesticide amnesty 
hailed a success

FACT FILE
Farmers can proactively manage/
reduce chemical use by:

•  auditing chemical stores quarterly
(in addition to standard operating use
and annual purchasing)

•  requesting chemical status
either from their agronomist or
communication/newsletters from
Catchment Sensitive Farming officers

•  reactively using chemicals rather
than as a preventative application

•  forecasting chemical requirements
based on potential weather
conditions, and historic review of
use across the farm
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Pesticides can pose a serious threat to water 
resources if they are stored and disposed of 
incorrectly. Between October and November 
2018, South East Water, with the support of 
Catchment Sensitive Farming (CSF), offered a 
pesticide amnesty in our River Teise surface 
water catchment and Pembury and Hartlake 
groundwater catchments, to facilitate the 
anonymous safe disposal of pesticides from 
farmers and land managers.

Over the period, more than a tonne of 
agricultural chemicals were collected from 23 
farms across the three catchments. If these 
chemicals were released into the environment 
there would be a significant risk to water 
quality, requiring expensive treatment 
processes to remove the contamination or 
potentially close a vital drinking water source. 

During the amnesty 901kg of chemicals 
handed over were pesticides or other 
agricultural substances, 57kg of which were 
no longer approved for use in the UK. 

Debbie Wilkinson, South East Water’s National 
Environment Programme RSA Investigations 
and Groundwater Catchment Management 
Lead, said: “We’re delighted with the success 
of this pesticide amnesty. 

“Although we successfully remove chemicals 
from raw water before it’s put into supply, it’s 
a much more sustainable and cost-effective 
solution to work with farmers to reduce the 
chances of pesticides entering our water 
resources in the first place.”

James Woodward, CSF Officer, said: “We work 
closely with the farming community to raise 
awareness of the risks to the environment and 
encourage people to carefully check sheds 
and outbuildings for out-of-date or illegal 
stocks of chemicals.”

Further information on the current legal 
position of farming chemicals and how 
to safely dispose of them can be found 
on the Voluntary Initiative website: 
voluntaryinitiative.org.uk and on the 
government’s Health and Safety Executive’s 
website: www.hse.gov.uk.

“ During the amnesty 901kg of chemicals 
handed over were pesticides or other 
agricultural substances, 57kg of which were 
no longer approved for use in the UK.”

http://www.hse.gov.uk
https://voluntaryinitiative.org.uk/
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Outcome

Number of pollution 
incidents (category 1-2)
Our outcome is to be compliant with 
environmental regulations and our target is  
to have zero pollution incidents.

How have we performed?
In 2018/19 we have had one category 
two pollution incident as reported by the 
Environment Agency. 

We continue to monitor and report incidents 
to ensure that we are performing to a high 
level and that our processes are working 
successfully. We have an ongoing dialogue 
with the Environment Agency and site visits 
to ensure that we are continually improving 
our overall performance.

Outcome

Kg of carbon emissions per 
customer per year
Our outcome is to reduce our impact on 
the environment by lowering our carbon 
emissions per customer per year. This is 
calculated by total carbon emissions divided 
by the total number of people supplied.

Our target is to achieve 37.7 kgCO2e per 
person by 2019/20.

How have we performed?
Our performance for 2018/19 is 36.3 kgCO2e 
per person beating our target.

We are continually reviewing how we can 
minimise our carbon emissions which includes 
assessing potential renewable options, an 
in-depth energy management review, our 
ongoing customer metering programme, and 
our capital maintenance plan, replacing older 
assets with newer more efficient pumps which 
will reduce our energy and carbon.

Most of South East Water’s carbon 
intensity (98 per cent) is driven by our 
purchased electricity for water pumping 
and distribution. In 2018/19, we achieved 
approximately a 23 per cent reduction in 
power consumption in peak demand times. 
Our total energy usage saw a reduction during 
the year by over 850,000 kWh.

Our people... Our planet continued
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Outcome

We will monitor our 
abstraction at low flows at 
environmentally sensitive 
sites
The purpose of the Abstraction Incentive 
Mechanism (AIM) is to incentivise water 
companies, where and when they can, 
to reduce abstraction from the most 
environmentally sensitive abstraction sources 
at times of greatest water stress. Ofwat 
formed an AIM taskforce, which we were a 
part of after the last price review, charged 
with developing a reputational based AIM to 
operate from 1 April 2016. Water companies 
identified the abstraction sites to which the 
AIM applies, based on guidelines provided by 
Ofwat and using Environment Agency data.

Two groundwater abstraction sites were 
agreed under AIM for South East Water, 
these are Windmill Hill (East Hampshire) and 
Kingston (Kent). Windmill Hill abstraction 
being linked to monitoring of flow of the River 
Wey and Caker Stream (both gauging stations 
are located in Alton, Hampshire) and Kingston 
abstraction linked to monitoring of flow of 
the River Little Stour in Littlebourne, Kent.

For the river flow gauging, each AIM site has 
a low flow trigger point below which AIM 
applies (above this low flow point AIM does 
not apply). During AIM periods, performance is 
measured compared to a pre-set AIM baseline 
daily abstraction rate (based on average 
historical rates over past 10 years). 

How have we performed?
At year end we have completed a full year 
review of AIM. We conclude that AIM has only 
triggered at Windmill Hill during the year. 
Abstraction output has been managed at this 
site below the AIM baseline daily abstraction 
rate and so we have met our performance 
commitment for the year.

In 2018/19 we used 31.62 Ml/d less during 
AIM periods at the agreed sites which gives us 
a cumulative normalised value of -0.10 Ml/d, 
this represents an outperformance against 
the AIM baseline.
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Our cover crop trials in the Woodgarston 
catchment, which were originally initiated and 
jointly funded by us and Catchment Sensitive 
Farming (CSF) in autumn 2017, have again 
proved a resounding success. They featured 
in Natural England’s national celebration of 
World Soil Day on 5 December, which links to 
its 2019 Year of Soils initiative.

Year-on-year the success and benefits to 
farmers of sewing cover crops in early autumn 
are becoming increasingly apparent. We have 
proved that not only do they help prevent 
nitrates leaching into our groundwater 
supplies, but they also help to keep soils 
covered over winter, which prevents run-off 
into watercourses during heavy rainfall.  
In addition, they help to suppress weeds and 
improve soil structure and the content of 
organic matter, which is essential to  
soil health. 

Our trials in 2018 included an additional two 
farms with 140 hectares of winter cover. We 
were very surprised to discover that even 
after the long, hot, very dry summer the cover 
crops sown at the end of August established 
much quicker and better than the ones sown 
in the autumn. 

With the help of CSF, the local Farming and 
Wildlife Advisory Group (FWAG) and our 
other partners, Kings, Frontier and Agrii 
we are continuing to work closely with and 
incentivise farmers by funding the cost of 
cover crops. We also provide farmers with 
advice on the best time to plant, which cover 
crop mixes are best suited to a farm as well as 
how and when to destroy the cover. 

Woodgarston’s Catchment Sensitive Farming 
Officer, Mark Slater said: “We’re delighted 
that these cover crop trials have been so 
successful. We’re leading the way in the water 
industry with this exciting, innovative work 
which Natural England has acknowledged.”

FOCUS ON...
Woodgarston cover crop trials
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“ We’re leading the way in the 
water industry with this exciting, 
innovative work which Natural 
England has acknowledged.”

Cream of the crop
Our trials at a farm in Woodgarston 
are reaping the benefits
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FOCUS ON...
New technology to help spot 
smallest of plumbing leaks

This year we announced the first domestic 
household water supplier partnership with 
Centrica Hive, that will see 800 customers 
given access to Hive’s innovative Leak Sensor 
device – that not only detects possible leaks 
but will also provide customers with useful 
water use insights. 

The Hive Leak Sensor is designed to monitor 
use and proactively detect potential leaks, 
and notify customers of any unusual flows  
via the innovative Hive app. The sensor is  
easy to fit and works by monitoring water 
flow and uses cutting-edge learning 
algorithms to detect anomalous flows in 
customer households. 

The average water damage claim in the UK is 
£25,000, so the sensor will help avoid costly 
repairs by allowing customers to detect drips 
before they become leaks giving them peace 
of mind. 

When the Leak Sensor detects an unusual 
flow of water, the Hive app will lead customers 
through a seamless troubleshooting journey. 
This allows them to confirm if the flow was 
due to their own water use or whether it is a 
potential leak. 

For South East Water, the partnership is also 
a positive and proactive step to realise our 
leak reduction target of 15 per cent. The 
additional benefit of the Hive platform is that 
customers will receive insight about their 
water use, which we hope will give customers 
more control – something many customers 
said they wanted during research for the 
latest business plan. 

David Hinton, South East Water, Asset and 
Regulation Director said: “As the number 
of smart devices people use in their homes 
increases people have more control than ever 
before and can make changes to reduce their 
own water consumption. The ultimate goal is 
not only to reduce leaks in our network and 
reduce consumption of water, but to also 
improve customer satisfaction by finding new 
ways to engage with our customers.” 

Claire Miles, Managing Director, Centrica 
Hive, said: “This is another first for Hive and 
a hugely exciting opportunity for us to enter 
into a partnership with a domestic water 
provider like South East Water. This enables us 
to provide solutions like Leak, where we can 
stop a drip becoming a far bigger problem for 
even more customers using our smart home 
technology. It’s all about giving customers 
peace of mind and making everyday life a 
little easier.”

“ The ultimate goal 
is not only to 
reduce leaks in our 
network and reduce 
consumption of 
water, but to also 
improve customer 
satisfaction.”
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Spots every drop
The Leak sensor alerts customers to 
the smallest of leaks in their home
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Our  
PERFORMANCE

A summary of 
our performance 
during 2018/19
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Outcome Incentive  
type

Units Target Performance Reward /penalty 
if applicable

£m 
(if applicable)

Customer 
satisfaction 
Appearance
Taste and Odour
Leakage
Interaction
Pressure
Interruptions
Water use 
restrictions

Reward/ 
penalty

Score out of 
five

4.6
4.3
4.0
4.5 
4.5
4.7
4.1

4.5 
4.2 
3.6 
4.3 
4.3 
4.6 
4.4 

No penalty
No penalty
Penalty
Penalty
Penalty
No penalty
Reward

-£0.111m
-£0.008m
-£0.027m

£0.048m

Leakage Reward/ 
penalty

Ml/d 89.1 86.9 Reward £0.378m

Service Incentive 
Mechanism (SIM) 
score

Reward/ 
penalty

Score out of 
100

80 by 
2019/20

85.4 Not applicable 
until 2020

Customers 
consider bills to be 
value for money 
and affordable

Reputational % 80 by 
2019/20

73 Not applicable

Number of 
properties at risk 
of low pressure

Reward/ 
penalty

Number 60 47 Reward £0.004m

Average 
interruption time 
per property

Reward/ 
penalty 

Minutes 12.0 14.2 Penalty -£0.293m

Meeting the water 
resource deficit

Penalty only Ml/d 0 0 No penalty

Mean zonal 
compliance 

Penalty only % 100 99.98 No penalty

Number of 
breaches of 
abstraction 
licences, discharge 
consents and 
environmental 
permits

Reputational Number 0 11 Not applicable

Number of 
pollution incidents 
(category 1-2)

Reputational 0 1 Not applicable

Our performance continued
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Outcome Incentive 
type

Units Target Performance Reward /penalty 
if applicable

£m 
(if applicable)

Number of 
compliance 
breaches of 
Health and Safety 
legislation

Reputational Number 0 0 Not applicable

Number of 
breaches of 
national security 
obligations

Reputational Number 0 0 Not applicable

Number of 
compliance 
breaches of 
other statutory 
obligations and 
licence conditions

Reputational Number 0 1 Not applicable

Discolouration 
contacts

Reward/ 
penalty

Number 
per 1,000 
population

0.58 0.59 Penalty -£0.015m

Above ground 
asset performance

Penalty only Assessment Stable Stable No penalty

Number of sites at 
risk of flooding

Reputational Number 0 by 
2019/20 

2 Not applicable

Water mains 
bursts

Penalty only Number 2,429 2,826 No penalty 

Kg of carbon 
emissions per 
customer per year

Reputational KgCO2e 
per person

37.7 by 
2019/20

36.3 Not applicable

We will monitor 
our abstractions 
at low flows at 
environmentally 
sensitive sites

Reputational Ml/d 0 -0.10 Not applicable

How we performed
Performance exceeded – In reward 
for financial outcomes or performance 
target met for reputational outcomes

Performance within target range – 
Performance is within the “deadband” 
(ie acceptable tolerance) agreed with 
Ofwat

Performance not met – In penalty for 
financial outcomes or performance 
target not met for reputational 
outcomes

In the case of outcomes with a five year 
target, the assessment is based on whether 
our performance is consistent with achieving 
the target.

To see our performance from previous years 
visit corporate.southeastwater.co.uk/about-us/
our-performance/

https://corporate.southeastwater.co.uk/about-us/our-performance/
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Outcome definitions
Customers consider the appearance of 
their water to be acceptable

Incentive type
Financial – reward or penalty.

Outcome description
Customer satisfaction as measured through 
satisfaction tracking research, as a score out 
of five.

How measured?
Monthly surveys undertaken by a third party 
provider. Annual average calculated. Score 
rounded to one decimal place.

How is our reward or  
penalty calculated?
Reward and penalties applicable from 2016/17 
onwards. Incentive calculated annually, 
accrued to the end of the period and applied 
in the 2019 price setting process. Reward/
penalty will be an adjustment to revenue.

Customers consider their direct 
interaction experience to be positive

Incentive type
Financial – reward or penalty.

Outcome description
Customer satisfaction as measured through 
satisfaction tracking research, as a score out 
of five.

How measured?
Monthly surveys undertaken by a third party 
provider. Annual average calculated. Score 
rounded to one decimal place.

How is our reward or  
penalty calculated?
Reward and penalties applicable from 2016/17 
onwards. Incentive calculated annually, 
accrued to the end of the period and applied 
in the 2019 price setting process. Reward/
penalty will be an adjustment to revenue.

Customers consider the level of leakage 
to be acceptable

Incentive type
Financial – reward or penalty.

Outcome description
Customer satisfaction as measured through 
satisfaction tracking research, as a score out 
of five.

How measured?
Monthly surveys undertaken by a third party 
provider. Annual average calculated. Score 
rounded to one decimal place.

How is our reward or  
penalty calculated?
Reward and penalties applicable from 2016/17 
onwards. Incentive calculated annually, 
accrued to the end of the period and applied 
in the 2019 price setting process. Reward/
penalty will be an adjustment to revenue.

Customers consider the taste and odour 
of their water to be acceptable

Incentive type
Financial – reward or penalty.

Outcome description
Customer satisfaction as measured through 
satisfaction tracking research, as a score  
out of five.

How measured?
Monthly surveys undertaken by a third party 
provider. Annual average calculated. Score 
rounded to one decimal place.

How is our reward or  
penalty calculated?
Reward and penalties applicable from 2016/17 
onwards. Incentive calculated annually, 
accrued to the end of the period and applied 
in the 2019 price setting process. Reward/
penalty will be an adjustment to revenue.
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Leakage level

Incentive type
Financial – reward or penalty.

Outcome description
Actual reported leakage per Ml/d per year. 
Calculation of leakage as defined for the 
Ofwat KPI in IN13/03 adjusted to reflect 
post MLE (maximum-likelihood estimation) 
calculation.

How measured?
Performance commitment reported on post 
maximum likelihood basis. Measured on an 
annual basis to one decimal place.

How is our reward or  
penalty calculated?
Incentive calculated annually, accrued to the 
end of the period and applied in the 2019 
price setting process. Reward/penalty will be 
an adjustment to revenue.

Customers consider bills to be value  
for money and affordable

Incentive type
Reputational.

Outcome description
Customer satisfaction as measured  
through satisfaction tracking research,  
as a percentage.

How measured?
Annual tracker survey in line with the baseline 
method. Average of scores calculated.

  
Service Incentive Mechanism (SIM) 

Incentive type
Financial – reward or penalty.

Outcome description
SIM is a mixture of surveys with  
customers who have made contact with  
the company and the number of  
complaints we receive.

How measured?
SIM score calculated using the methodology 
outlined in the performance measure 
definition. Measured on an annual basis.

How is our reward or  
penalty calculated?
Under the existing mechanism for SIM,  
any reward or penalty will be applied in the 
PR19 price setting process and any reward  
or penalty.

Properties at risk of  
low pressure

Incentive type
Financial – reward or penalty.

Outcome description
Number of properties at risk of low  
pressure, as recorded by the DG2 register.

How measured?
Measured and reported annually. DG2 
methodology for recording/calculating.

How is our reward or  
penalty calculated?
Incentive calculated annually, accrued to the 
end of the period and applied in the 2019 
price setting process. Reward/penalty will be 
an adjustment to revenue.
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Average time lost  
per property

Incentive type
Financial – reward or penalty.

Outcome description
Average time lost, in minutes,  
per property served.

How measured?
Number of customers interrupted, multiplied 
by the number of minutes, divided by the 
total number of customers.

How is our reward or  
penalty calculated?
Incentive calculated annually, accrued to the 
end of the period and applied in the 2019 
price setting process. Reward/penalty will be 
an adjustment to revenue.

Customers consider the frequency  
and duration of supply interruptions  
is acceptable

Incentive type
Financial – reward or penalty.

Outcome description
Customer satisfaction as measured through 
satisfaction tracking research, as a score  
out of five.

How measured?
Monthly surveys undertaken by a third party 
provider. Annual average calculated. Score 
rounded to one decimal place.

How is our reward or  
penalty calculated?
Reward and penalties applicable from 2016/17 
onwards. Incentive calculated annually, 
accrued to the end of the period and applied 
in the 2019 price setting process. Reward/
penalty will be an adjustment to revenue.

Customers consider their water supply  
is of sufficient pressure

Incentive type
Financial – reward or penalty.

Outcome description
Customer satisfaction as measured through 
satisfaction tracking research, as a score  
out of five.

How measured?
Monthly surveys undertaken by a third party 
provider. Annual average calculated. Score 
rounded to one decimal place.

How is our reward or  
penalty calculated?
Reward and penalties applicable from 2016/17 
onwards. Incentive calculated annually, 
accrued to the end of the period and applied 
in the 2019 price setting process. Reward/
penalty will be an adjustment to revenue.

Customers consider the frequency of 
water use restrictions to be acceptable

Incentive type
Financial – reward or penalty.

Outcome description
Customer satisfaction as measured through 
satisfaction tracking research, as a score  
out of five.

How measured?
Monthly surveys undertaken by a third party 
provider. Annual average calculated. Score 
rounded to one decimal place.

How is our reward or  
penalty calculated?
Reward and penalties applicable from 2016/17 
onwards. Incentive calculated annually, 
accrued to the end of the period and applied 
in the 2019 price setting process. Reward/
penalty will be an adjustment to revenue.

Outcome definitions continued
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Mean zonal  
compliance

Incentive type
Financial – penalty only.

Outcome description
The mean zonal compliance percentage, 
based on current regulations and standards 
and as reported to the Drinking Water 
Inspectorate (DWI).

How measured?
Mean zonal compliance is measured as a 
percentage based on samples taken.

How is our reward or  
penalty calculated?
Incentive calculated annually, accrued to the 
end of the period and applied in the 2019 
price setting process. The penalty will be an 
adjustment to revenue.

National security obligations –  
number of breaches

Incentive type
Reputational.

Outcome description
The number of compliance breaches of the 
Security and Emergency Measures Directive 
(SEMD). Failure to deliver the required activities 
to meet Defra Advice Notes under SEMD.

How measured?
Number of breaches as per the Security 
Services and Defra. These are identified as 
events where we would be required to notify 
these authorities. Categories are as follows:

•  security breaches that causes us  
a major incident

•  loss of supply for more than  
24 hours due to a security event

•  any security event where contact with 
external government body is necessary

•   any other significant security  
event (e.g. a cyber-attack)

Meeting the water  
resource deficit 

Incentive type
Financial – penalty only.

Outcome description
Delivery of enhancements to supply, both 
supply side and demand side measures, to 
ensure zero deficit in the company supply 
demand balance in any year.

How measured?
Zero company level deficit measured by the 
security of supply assessment calculation. 
Measured as a pass or fail.

How is our reward or  
penalty calculated?
Incentive calculated annually, accrued to the 
end of the period and applied in the 2019 
price setting process. The penalty will be an 
adjustment to revenue.

Number of breaches of abstraction 
licences, discharge consents and 
environmental permits

Incentive type
Reputational.

Outcome description
The number of breaches of abstraction 
licences, discharge consents and 
environmental permits as measured by  
the reporting procedures to the  
Environment Agency. 

How measured?
We have developed a traffic light system to 
give greater clarity to our customers should 
we have any breaches. 

Abstraction licences:

Annual licences: Green 0 
 Amber 1 
 Red 2+ 

Daily licences: Green <15 
 Amber 15-25 
 Red >25

Discharge consents: Green <7 
 Amber 7-9 
 Red >9
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Number of pollution incidents  
(category 1-2) 

Incentive type
Reputational.

Outcome description
The number of category one or two  
pollution incidents as reported by the 
Environment Agency.

How measured?
Annual report provided by the Environment 
Agency and discussed with South East Water.

Discolouration contacts  
(per 1,000 population)

Incentive type
Financial – reward or penalty.

Outcome description
Number of discolouration contacts (orange/
black/brown) per 1,000 population, as defined 
by the below ground serviceability indicator.

How measured?
Measured to two decimal places.

How is our reward or  
penalty calculated?
Incentive calculated annually, accrued to the 
end of the period and applied in the 2019 
price setting process. Reward/penalty will be 
an adjustment to RCV.

Other statutory obligations and licence 
conditions – number of breaches

Incentive type
Reputational.

Outcome description
The number of compliance breaches with our 
statutory obligations and licence conditions,  
not already reported in performance on 
outcomes I through to K.

How measured?
The number of prosecutions and enforcement 
actions during the year.

 
Water mains bursts 

Incentive type
Financial – penalty only.

Outcome description
Number of burst mains.

How measured?
Number of burst mains.

How is our reward or 
penalty calculated?
Incentive calculated annually, accrued to the 
end of the period and applied in the 2019 
price setting process. Reward/penalty will be 
an adjustment to RCV.

Outcome definitions continued
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Number of sites at risk  
of flooding

Incentive type
Reputational.

Outcome description
The number of company sites at risk of 
flooding as defined in the business plan.

How measured?
Based on a 1 in 200 year EA forecast  
of flooding.

Number of compliance breaches of 
health & safety legislation

Incentive type
Reputational.

Outcome description
The number of breaches of health and safety 
regulations, as defined by the Health and 
Safety Executive.

How measured?
Number of:

•  prosecutions

•   prohibition notices – cannot operate until 
improvement

•  improvement notices – can operate but 
must make required improvement

We will monitor our abstractions at low 
flows at environmentally sensitive sites

Incentive type
Reputational.

Outcome description
For agreed environmentally sensitive 
abstraction sites, this is a measure of whether 
abstractions are reduced below average levels 
to support the environment. 

How measured?
Abstraction levels during periods of low flow 
and environmental stress are compared to 
normal levels.

Kg of carbon emissions  
per customer per year 

Incentive type
Reputational.

Outcome description
Average kg of carbon emissions  
per customer.

How measured?
Total carbon dioxide equivalent emissions 
divided by total number of customers 
supplied. 

Measured as kgCO2e per customer 

Target by the end of 2019/20:

•   revised target 37.7
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Above ground asset performance

Incentive type
Financial – penalty only.

Outcome description
Serviceability assessment of above ground 
asset performance. Assessed as stable or 
marginal. Above ground asset performance 
comprises of four serviceability indicators:

•  water treatment works coliforms non-
compliance – the number of treatment
works where the samples taken contained
coliforms (a form of bacteria)

•   service reservoir coliforms non-compliance
– The number of service reservoirs
where more than five per cent of the
samples taken exceeded the maximum
concentration required for coliform
bacteria as a percentage of the number of
service reservoirs tested for microbiological
parameters

•  turbidity – is the cloudiness or haziness
caused by large numbers of particles that
are generally invisible to the naked eye

•   enforcement incidents – incidents which
have triggered a formal enforcement
action against the company on above
ground assets

The targets shown on page 41 are the 
upper control limits described in the  
following section.

How measured?
Measurement based on serviceability 
indicators, reference levels and upper 
control limits. 

The following guidelines apply to this 
outcome to explain the assessment:

•   we have committed to performance levels
and must be within the reference band
on all four measures to receive a “stable”
classification, otherwise we are deemed
as “marginal”

•  the penalty applies when marginal is
reported for three consecutive years, and
each consecutive year thereafter, until at
least two consecutive stable years

•  the first stable year following three or more
consecutive marginal years will attract a
penalty of 50 per cent of the total penalty

•   only after two consecutive stable years
would the cumulative marginal assessment
be re-set

•  reporting frequency to the Customer Panel
increases to quarterly when one indicator is
above the upper limit for two consecutive
years or when two indicators are above the
upper limit in any year

•   reporting frequency to Ofwat increases to
every six months when two indicators are
above the upper limit and quarterly when
more than two are above the upper limit

How is our penalty calculated?
Incentive calculated annually, accrued to the 
end of the period and applied in the 2019 
price setting process. The penalty will be an 
adjustment to RCV.

Outcome definitions continued
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We are committed to ensuring the data and 
information provided to our customers that 
is reliable, robust and complete. In order  
to achieve this we have an assurance 
structure that is split into three levels 
to ensure that the level of scrutiny is 
appropriate. Further details can be found 
in our company monitoring framework 
southeastwater.co.uk/CMF
Assurance is both internal which includes 
peer reviews, manager sign off, executive and 
board oversight and external through our 
assurance partners.

Jacobs is our independent assurance 
partners whose role is to assist the board 
to ensure, completeness of the annual 
reporting, compliance with relevant duties 
and obligations, and to ensure that the 
information we provide to demonstrate 
compliance with our relevant duties and 
obligations is consistent, comparable, reliable 
and robust. They presented their report and 
findings to the audit and risk committee 
which reports into the board.

To ensure that we continue to report reliable, 
robust and complete information we will be 
producing an updated company monitoring 
framework and assurance plan for 2019/20 
to be published in autumn 2019. The findings 
from annual audits for 2018/19 will be 
incorporated into the process of updating our 
risk assessments and assurance plans.

In January 2019 Ofwat published its Company 
Monitoring Framework Assessment in which 
we were commended for the quality of the 
performance information we publish for some 
areas, but identified as having some minor 
concerns in some of the other areas. The 
conclusion of this report saw us drop from the 
highest category of self-assured, which we 
earned in 2017, to the targeted category.

This status means that we are required to 
publish a full analysis of the strengths, risks 
and issues in relation to data and information 
provision and we need to publish a summary 
of the outcome of the assurance that has 
been carried out. In practice we have always 
published this for these elements, while 
self assured (though not required to), so the 
format of our company monitoring framework 
remains unchanged.

Assurance summary

The future
What to expect in 2019/20
Following the work in 2018/19 for our 
business plan we look forward to preparing 
the way so we can hit the ground running in 
April 2020. During the year we will refresh our 
reporting to reflect our future commitments 
and will build on the foundations of this 
performance, people and planet report.

We’ll look forward to reporting on our 
performance in July 2020.

If you are interested in our progress do follow 
us on Twitter, Facebook and Instagram for 
updates on our work through the year.

  @SEWaterUK

  SEWaterUK

 officialsewateruk

https://twitter.com/search?q=%40SEWaterUK&src=typd
https://www.facebook.com/sewateruk/
https://www.instagram.com/officialsewateruk/
https://corporate.southeastwater.co.uk/news-info/publications/company-monitoring-framework


Have your say...
You can contact us in the following ways:

southeastwater.co.uk

yourwateryoursay@southeastwater.co.uk

Facebook and Twitter: @sewateruk 
Instagram: officialsewateruk

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

mailto:yourwateryoursay@southeastwater.co.uk
https://corporate.southeastwater.co.uk/
https://www.facebook.com/sewateruk/
https://www.facebook.com/sewateruk/
https://twitter.com/search?q=%40SEWaterUK&src=typd
https://www.instagram.com/officialsewateruk/



