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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 9,000 miles of pipe, we deliver  
517 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. 

OUR SUPPLY AREA

WESTERN 
REGION

EASTERN 
REGION

HOW WE INVEST  
IN YOUR WATER

Where each £1 of your bill is spent.

WATER EXTRACTION

INTEREST & TAX

DIVIDENDS

WATER TREATMENT

CUSTOMER SERVICE

GETTING THE WATER TO YOU

8%

15%

5%

21%

8%

43%



GOOD TO KNOW 

517 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

9,000 miles of water mains  
– that’s how we transfer fresh  

drinking water direct to your tap

983 employees  
– that’s how we make sure your  

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

H2O

3

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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OUR  
APPROACH

OUR PEOPLE...
OUR COMMUNITY

We aim to have unified 
business processes 
which ensure we act 
in an environmentally 
sustainable, economically 
beneficial and socially 
responsible manner.

Our customers’ priorities 
lie at the heart of all we do. 
Learn more about how we 
are working to improve our 
customers’ satisfaction, 
how we try to ensure our 
customers receive the best 
levels of service and the 
ways that we are improving 
our communication.
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Our infrastructure delivers 
a reliable service to our 
customers. Learn more about 
how we are investing in our 
local communities. See how we 
are investing to reduce the risk 
of low pressure, leakage and 
how we are working within our 
communities to improve our 
overall service.
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performance 43

OUR PEOPLE...
OUR CUSTOMERS



We aim to have a positive 
environmental impact. 
See how we are managing 
the environmental impact 
of our operational and 
investment activities. 

We take our 
commitments to our 
customers very seriously 
and strive to achieve our 
targets. See how we have 
performed and how we 
assure our data. 
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WELCOME TO OUR PERFORMANCE, 
PEOPLE AND PLANET REPORT. 
We have put particular emphasis this 
year on our ambition to ensure 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 a continuous 
improvement in customer satisfaction.
Our performance is measured against the 
commitments we made to our customers as 
part of our five year business plan, we call 
these outcomes. 
This year is the third reporting year of the 
five year regulatory period 2015 to 2020. 
The aim of this report is to clearly and openly 
explain how we have performed in delivering 
the services we promised our customers. 
Everything we do is inspired by our vision  
“to be the water company people want to be 
supplied by and want to work for.” We have 
five business commitments and core values 
which were developed as part of our strategy 
and support the delivery of our vision (see 
page 13 for further details). 
Each commitment and value helps us focus 
on how we run our business today and how 
we plan for the long term. Within this report 
you will see how these commitments and 
values influence our approach. 

This report presents our performance across 
the delivery of service priorities for our 
customers but also in areas of environmental 
and social performance.
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. 
All parts of our business are involved in the 
delivery of our environmental management 
objectives and these are integral to the 
outcomes we are delivering. 
We hope this report gives 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 
For some of our outcomes we are able to 
earn financial rewards or incur penalties 
for performance that does not achieve our 
targets. These rewards and penalties were 
set following customer engagement and 
were consulted on during our business plan 
process in 2014. 

EVERYTHING WE DO IS INSPIRED 
BY OUR VISION “TO BE THE 
WATER COMPANY PEOPLE WANT 
TO BE SUPPLIED BY AND WANT 
TO WORK FOR.”

MANAGING DIRECTOR’S 
INTRODUCTION



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 82)  
and we also look to the future (page 94) at how we plan to continue to improve. 

PEOPLE
Whether it’s our customers (page 16), community (page 30) or our own  
behaviour (page 48) 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. 
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The team has worked hard throughout the 
year to deliver the stretching objectives set 
in the 2015 to 2020 business plan, and we 
have also focused on developing our plans 
for the future in the form of the 60 year 
water resources management plan and our 
draft business plan for the next five year 
regulatory period from 2020 to 2025.
Our industry is influenced day in, day out 
by our weather and climate and we need to 
ensure we have infrastructure that is resilient 
to shocks in the weather and processes 
in place to protect our customers and 
communities if things go wrong.
In March 2018 we experienced a severe 
operational challenge caused by the “beast 
from the east”, (several days of freezing 
temperatures, high winds and significant 
snowfall) followed by a very rapid thaw. This 
led to a break out of burst pipes across the 
network at a scale we have never witnessed 
in our area, with around 70 per cent of the 
leaks found on customer private plumbing. 
A dedicated team worked around the clock 
to get water supplies restored to more than 
20,000 properties, while distributing large 
volumes of bottled water to the public, 
focusing on vulnerable customers, and 
ensuring temporary supplies for livestock at 
affected farms. 

A major effort was made in communicating 
up-to-date information to our customers 
through our website, social media, TV and 
radio etc. I thank all our customers who 
were very patient and understanding of the 
circumstances, and the staff who worked 
with such passion and dedication throughout 
the incident. We are also very grateful to 
the number of organisations who helped, 
whether it was identifying vulnerable 
customers, or the fire service supporting 
filling bowsers for farmers. Our liaison with 
our local resilience forum made an important 
difference during the event.
A full review into this incident has taken 
place, see page 36 for a more detailed 
summary of what happened. We recognise 
that we must learn from the experience 
to identify opportunities to minimise the 
impact of such a severe incident in the 
future including what more we can do to 
proactively support customers so they can 
better protect their own properties’ pipes – 
in fact customers being part of the resilience 
solution will be a key part of our next five 
year business plan. Ofwat has completed its 
own review into the impact of the freeze/
thaw across the whole country and the 
lessons to be learned therefrom. We will 
work closely with the industry to ensure 
best practice approaches are built into our 
emergency plans for future events. 
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During 2017/18 we have engaged with more 
customers and stakeholders than ever before 
to help develop together our 2020 to 2025 
business plan, which will be published in 
September 2018. Our engagement strategy 
“Shared know h2ow” seeks to develop a 
sustainable legacy by working together with 
all those who are impacted by our service. 
Partnerships with our community and all 
users of water will be the key to continuing to 
protect and improve the service we provide 
into the future.
Our draft water resources management 
plan was published in February 2018. We are 
pleased this plan takes a long term view  
(60 years) of how to ensure adequate supplies 
of water for both normal and drought 
conditions while balancing the needs of the 
natural environment on a sustainable basis. A 
12 week public consultation included holding 
eight drop-in sessions for the public to meet 
members of our team, a joint stakeholder 
event with other water companies in the 
south east region and numerous press and 
social media messages to encourage people 
to view the plans. Our web pages for the 
consultation received more than 1,900 visits 
during the period.
I’m pleased that many of the responses 
we received were very supportive of our 
plan - particularly the medium term need to 
develop new reservoirs at Broad Oak in Kent 
and Arlington in Sussex. 

Where we saw more challenge was around 
our ambitions for reducing customers’ water 
usage and overall leakage. We have listened 
to these challenges and have committed 
to deliver more ambitious plans to reduce 
demand for water both through reducing 
leakage and consumption, with a revised plan 
due to be published during summer 2018. 
Engaging with others to develop our plans 
is important and will ensure customers 
are at the centre of our work, ultimately 
it is continuing that engagement as we 
deliver the plan that will help us to realise 
our vision. We have seen the success of this 
collaborative approach over the last few 
years as we have strived to increase customer 
satisfaction with our service.
Our service incentive mechanism (SIM) score 
for 2017/18 was 85.6 out of 100 – a one point 
increase on the previous year’s score of 84.6. 
We are particularly pleased with our result as 
during the year we embarked on a significant 
project with Southern Water to transition 
465,466 customers onto receiving one bill for 
their water and wastewater. 
This project is designed to make things 
simpler for our customers but we understand 
that its introduction is likely to increase the 
number of customers who would contact us 
or make a complaint. We thank the teams 
who engage day and night with customers 
for their continued focus on delivering a  
five-out-of-five service.

THIS PLAN TAKES A LONG TERM 
VIEW (60 YEARS) OF HOW TO 
ENSURE ADEQUATE SUPPLIES OF 
WATER FOR BOTH NORMAL AND 
DROUGHT CONDITIONS.

MANAGING DIRECTOR’S INTRODUCTION CONTINUED
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You can compare our performance to other 
water companies through the website 
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 targets to ensure we are 
striving for continuous improvement and 
stretching ourselves to be providing the best 
possible service. 
In November 2017 Ofwat recognised our 
robust approach to our company monitoring 
framework by awarding us the self-assured 
classification for a second year. The Ofwat 
report is 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.
In their assessment Ofwat described South 
East Water as really committed to providing 
high quality information and assurance to its 
customers and stakeholders.

THANK YOU 
We have worked closely with our 
independent Customer Challenge Group, 
led by chair Zoe McLeod, to develop our 
innovative engagement strategy both for 
the purposes of ensuring we have prepared a 
business plan driven by customer priorities, 
but also to embed customer engagement in 
the way we do business every day. 

Thank you to Zoe and her team for the 
challenge they have put to us during the year. 
In particular, their experience in identifying 
and understanding the needs of people 
in vulnerable circumstances is helping us 
develop our offering so our services are 
affordable and accessible at those times 
when they need support and protection  
the most.
As we sign off the year 2017/18 I look back 
at all that happened during the year and 
am grateful to all our employees and those 
organisations that work with us for the 
passion, hard work and absolute dedication 
to our customers that I see in action day in, 
day out. I am looking forward to sharing our 
business plan later in the year and know that 
together we can deliver really outstanding 
service for our customers, the local 
community we serve and secure a lasting 
sustainable legacy for South East Water.
I hope this report gives you a greater insight 
into South East Water and how we are 
working to achieve our vision to be the water 
company people want to be supplied by and 
want to work for.

Paul Butler
Managing Director
13 July 2018

ENGAGING WITH OTHERS 
TO DEVELOP OUR PLANS 
IS IMPORTANT AND WILL 
ENSURE CUSTOMERS 
ARE AT THE CENTRE OF 
OUR WORK, ULTIMATELY 
IT IS CONTINUING THAT 
ENGAGEMENT AS WE 
DELIVER THE PLAN 
THAT WILL HELP US TO 
REALISE OUR VISION. 
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We have introduced 
“One Bill” so we 
also bill wastewater 
charges on behalf of 
465,466 customers of 
Southern Water

Delivering £96.0 million 
of investment to improve 
our infrastructure to 
deliver better water 
quality and reliability  
for customers

A three year 
programme of pilot 
work with landholders 
to reduce pollution 
within six surface water 
catchments will begin 
this year

Preparing our draft 
drought plan and 
draft water resources 
management plans 
and completing public 
consultations. Final plans 
will be published later in 
2018, following approval 
from Defra

We launched our new 
website which is mobile 
responsive so you can 
easily view it on phones, 
tablets and desktops,  
50 per cent of visitors 
to the website now view 
it via a mobile device, up 
from 36 per cent before 
the new site went live

+ 

+

+

+

+

+

OUR
YEAR 2017/18
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All year three national 
environment 
programme actions 
delivered

Our “Report a leak” 
option has been added to 
the “in your area” portal  
so customers can alert us 
to leaks and help us find 
and fix even more – in  
12 months more than  
4,915 have been reported

We won the Utility Week 
Stars Data Demon Award 
and Interact Intranet 
Awards – “Best Success 
Story”

We worked with Kent 
Community Health 
NHS Trust to develop 
a communications 
campaign to encourage 
healthy hydration in 
older people

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

Installing 40,453 water 
meters so that we  
now have 86 per cent  
of customer able to 
monitor and influence 
their water use 

+

+

+

+

+

+
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OUR CORE VALUES SUPPORT OUR 
VISION AND COMMITMENTS, 
AND REFLECT WHAT SOUTH EAST 
WATER IS ALL ABOUT.

OUR APPROACH

EVERY DROP COUNTS
OUR INFRASTRUCTURE 
DELIVERS A RELIABLE 
SERVICE TO OUR CUSTOMERS
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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 on 
the way we deliver our water supply service 
compared to our previous focus on just 
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 82). 
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. We recognise our duty to act as 
a responsible steward of the biodiversity on 
our landholdings and our requirements to 
ensure we inform all interested stakeholders 
of our progress in this regard. 
We monitor and evaluate our performance 
through this annual performance, people and 
planet report, which will help you to 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

HOW WE DO 
BUSINESS 
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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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Customer
Employees
Partners
Community
Regulators
Investors

4  Continuous  
engagement

  Everything we do is 
engagement with  
those with 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 achieve 
customer satisfaction

7  Business 
environment

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

3.8/5.0 
SATISFACTION WITH OUR 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 THAT THEY EXPERIENCED

71% 
ON AVERAGE 71 PER CENT OF 
CUSTOMERS SURVEYED IN OUR 
ANNUAL TRACKING SURVEY THOUGHT 
OUR BILLS WERE VALUE FOR MONEY

76% 
WE RECEIVE 76 PER CENT LESS 
COMPLAINTS THAN WE DID THREE 
YEARS AGO

OUR PEOPLE...
OUR CUSTOMERS
ON AVERAGE OUR 
CUSTOMERS SCORED US

CUSTOMER SATISFACTION
OUR CUSTOMER CARE TEAM IS 
THERE TO HELP ALL OUR CUSTOMERS 
ENSURE THEY CAN ACCESS THE RIGHT 
SERVICES FOR THEIR NEEDS
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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 increase 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 through our 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.

WE WANTED TO 
FOCUS ON ALL 
CUSTOMERS, 
NOT JUST THOSE 
WHO CONTACT 
US, GIVING 
THE SILENT 
MAJORITY A 
VOICE.
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OUTCOME
CUSTOMER SATISFACTION
We were the first water company to develop 
a range of outcomes which are 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’.

Customer satisfaction scores have increased 
slightly for all measures which is good as 
customer expectations are continually 
increasing. While we are pleased to see this 
overall improvement we are disappointed 
that all our scores are 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. 
During the year we have launched a new 
website and with this we reviewed the 
information we provided to customers 
on many of the common issues that they 
contact us about. We have updated the 
information we provide and included video 
content for customers who may experience 
issues with the appearance or taste and 
odour of their drinking water.
Our customer engagement has highlighted 
that customers would like to understand 
more about what we do. This year we have 
trialled a magazine with content focused on 
elements we would like to educate customers 
about which we hope we improve satisfaction 
across all of the measures. We were pleased 
that 60 per cent of customers who recall 
receiving the magazine read it and that  
76 per cent found it either informative or 
very informative. 
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. 

OUR PEOPLE... OUR CUSTOMERS CONTINUED
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For example, we undertook a trial 
communication campaign in the Aldershot 
area to see if we could improve customer 
satisfaction specifically on leakage. 
We undertook pre-campaign customer 
research into satisfaction with our services 
more generally, but also around leakage 
specifically, in the targeted areas before 
rolling out and implementing a positive, 
proactive multi-channel communication 
campaign. Post campaign research showed 
there had been a shift in customers’ views 
and satisfaction around leakage from  
3.70 out of 5 before the campaign began  
to 4.04 out of 5 after the campaign had 
ended from those customers who recalled 
seeing it. 

We have also issued 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 tandem with that we have improved our 
response to repairing leaks so that our pipes 
are mended more quickly. 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.

Customers consider… Final 
Determination 

Target 
2017/18

2015/16  
Actual

2016/17  
Actual

2017/18 
Actual

Variance  
to  

Target

Variance  
to 

2016/17

Appearance of their 
water to be acceptable

4.6 4.4  4.5  4.5 (0.1)  0 =

Taste and odour of their 
water to be acceptable

4.3 4.1  4.2  4.2 (0.1)  0 =

Level of leakage to be 
acceptable

4.0 3.4  3.8  3.8 (0.2)  0 =

Their direct interaction 
experience to be 
positive

4.5 4.2  4.3  4.3 (0.2)  0 =

Their water supply is  
of sufficient pressure

4.5 4.2  4.2  4.3 (0.2)  0.1 ↑

The frequency and 
duration of supply 
interruptions is 
acceptable

4.7 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 0.3 0 =

HOW HAVE WE PERFORMED?
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OUR INVESTMENT IN 
THIS NEW SOFTWARE 
UNDERLINES OUR 
COMMITMENT  
TO PROVIDING A  
FIVE-OUT-OF-FIVE  
SERVICE.

2.2 MILLION 
UNIQUE VISITORS TO THE  
WEBSITE DURING THE YEAR
100,000 
CUSTOMERS NOW ON  
MY ACCOUNT
26,000 
UNIQUE VISITORS USING 
RECITEME
4,615 
LEAKS REPORTED  
THROUGH WEBSITE

FACT FILE

AT THE TOUCH OF A BUTTON
WE’VE MADE OUR WEBSITE WORK 
ON ANY MOBILE DEVICE AND 
CUSTOMERS CAN ACCESS MORE 
THAN 60 LANGUAGES
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FOCUS ON...
DIGITAL TECHNOLOGY GIVES  
PURE KNOW H2OW AT THE TOUCH 
OF A BUTTON

Embracing the latest digital technology is a 
vital business tool and we continue to invest 
heavily in our website to give customers a 
useful, comprehensive and instantaneous 
two-way communications channel simply by 
signing up for an online account.

This enables them to view bills, check their 
online balance, sign up for a direct debit, 
notify us when they move home, make a 
payment and submit a meter reading.

It also offers customers the ability to report 
an incident or a leak and check for the latest 
news on incidents, repairs or planned work in 
their area simply by entering their postcode 
on an interactive map. They can also sign up 
for updates on engineering work or incidents 
via email or mobile.

The website, which works seamlessly on 
desktop, tablet and mobile, can also talk 
to customers in more than 60 different 
languages, to assist those with additional 
needs and anyone for who English is not their 
first language.

In addition, its employs dyslexia software, 
an interactive dictionary and an electronic 
magnifying glass, alongside the translation 
tool which can instantly convert English 
into foreign text and then read it aloud if 
required.

Steve George, Customer Services Director, 
said: “Our investment in this new software 
underlines our commitment to providing 
a five-out-of-five service to all of our 
customers, including those for who English is 
not their first language, and for anyone with 
additional needs.

“The translation tool is particularly useful for 
customers wishing to open an account with 
us and pay their water bills online. Language 
is now no barrier to that process.

“Giving customers the ability to change our 
font, the size of the type and also the entire 
colour scheme of the website to suit their 
own preferences and requirements should 
also prove handy to those who have difficulty 
reading small print or anyone suffering from 
dyslexia.”

The new software, a proprietary cloud-based 
web accessibility platform called Recite Me, 
works on all computer platforms including 
desktop, tablet and mobile. It claims 
translation accuracy of 96 per cent.

Customers should go to southeastwater.co.uk 
and click the “Speak or Translate Me” button 
on the right of the home page to access  
the service.

EMBRACING THE LATEST 
DIGITAL TECHNOLOGY IS A 
VITAL BUSINESS TOOL AND 
WE CONTINUE TO INVEST 
HEAVILY IN OUR WEBSITE  
TO GIVE CUSTOMERS A 
USEFUL, COMPREHENSIVE 
AND INSTANTANEOUS  
TWO-WAY COMMUNICATIONS 
CHANNEL.
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TEA DANCE CELEBRATIONS
THANK YOU TO THE COMMUNIT Y 
IN FAWKHAM AND HARTLEY FOR 
WELCOMING US AND KENT COMMUNIT Y 
HEALTH TO A DAY OF DANCE TO 
PROMOTE THE IMPORTANCE OF 
HYDRATION TO WELLBEING.

AN INNOVATIVE INITIATIVE 
TO HELP KEEP TRACK ON 
THE AMOUNT OF WATER AN 
OLDER PERSON DRINKS.

DON’T DRY OUT – KEEP HYDRATED 
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FOCUS ON...
DON’T DRY OUT – KEEP HYDRATED  
WHATEVER THE TEMPERATURES
An innovative initiative to help keep track on 
the amount of water an older person drinks 
was launched by Kent Community Health 
NHS Foundation Trust and supported by 
South East Water throughout the summer 
and winter of 2017 in community hospitals, 
nursing and care homes across the county.

The ‘Don’t Dry Out’ hydration campaign 
featured specially designed tear off pads, 
washable reusable posters, coasters and 
room thermometers to track the amount of 
water a person drinks throughout the day. 
These were used by carers and nursing staff 
to monitor daily water consumption, with 
the advice that an older person should have 
eight big drinks a day which can be water, 
fruit juice, squash or tea. 

The campaign was stepped up as winter 
approached to highlight the importance 
of keeping hydrated, particularly when the 
heating is turned up in the colder months.

It also featured a song and dance social 
event in Fawkham and Hartley Church Centre 
where the organiser, Veronica McGannon, 
customer representative from South East 
Water’s Customer Challenge Group, said the 
carers at the weekly event thought the tick-
off pads an excellent idea.

She said: “Everyone was very enthusiastic 
about starting to use them to make sure 
everyone is getting enough to drink 
throughout the day.” 

Steve George, South East Water’s Customer 
Services Director, said: “We are 100 per 
cent behind the ‘Don’t Dry Out’ initiative as 
drinking the high quality water we supply to 
our customers’ taps is one of the healthiest 
and cheapest ways to keep hydrated. 

“We are passionate about water and this 
excellent campaign, aimed at older people, 
highlights the benefits of drinking plenty of 
water based drinks throughout the year – 
even when cold weather hits.”

EARLY SIGNS OF 
DEHYDRATION ARE: 
THIRST
RARELY NEEDING TO VISIT THE TOILET 
DARKER THAN NORMAL URINE 

LATER SYMPTOMS INCLUDE: 
FEELING DIZZY OR LIGHT-HEADED
HAVING A HEADACHE
FEELING TIRED
A DRY MOUTH

FACT FILE

WE ARE 100 PER CENT BEHIND 
THE ‘DON’T DRY OUT’ INITIATIVE 
AS DRINKING THE HIGH QUALITY 
WATER WE SUPPLY TO OUR 
CUSTOMERS’ TAPS IS ONE OF THE 
HEALTHIEST AND CHEAPEST WAYS 
TO KEEP HYDRATED.
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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 
2017 and received responses from more than 
2,300 customers. An online version of the 
survey was also put on the home page of our 
website. 

HOW HAVE WE PERFORMED?
Our target is to achieve greater than 80 
per cent by 2019/20. This year the score 
for “Customers consider bills to be value 
for money and affordable” was 71 per cent, 
which is three per cent lower than our score 
in 2016/17. Our five year target is 80 per cent 
and 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 4.00 to 4.63 (where 1 is very 
poor and 5 is excellent). This result mirrors 
what we were told when we were researching 
our new brand, customers told us that they 
would have an increased value for money 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 2017/18, we achieved 85.6 compared  
to 84.6 in 2016/17. The enthusiasm of  
our employees has helped us to achieve  
a one point increase. 
We are committed to providing our 
customers with a five-out-of-five experience 
and use all feedback that we receive to make 
improvements. 
Over the years many customers have told 
us of their frustration with getting a bill 
from South East Water for drinking water 
and another one from Southern Water for 
wastewater services. 

OUR PEOPLE... OUR CUSTOMERS CONTINUED
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This year we have teamed up with Southern 
Water to launch ‘One Bill’ – a single bill from 
South East Water that will also include 
Southern Water’s wastewater charges too.
Designed to make things simpler for our 
shared customers, One Bill will mean 
customers only need to contact one 
company – South East Water – to make 
payments for both of the services they 
receive. This is an approach we have followed 
for many years with Thames Water, and 
means now all our customers receive just the 
one bill, wherever they live.
This has been a significant project through 
the year and the team have managed a 
complex billing transition smoothly for 
465,466 customers. 
With a project of this scale it has meant that 
we have seen a slight increase in written 
complaints this year, ending the year with 
1,476 complaints compared to 1,400 the 
previous year. While we were disappointed to 
see any increase, we recognise that initiating 
a project of this complexity brings with 
it an increased risk of complaints. We are 
confident that now the transition is complete 
we can bring this number back down and 
continue our long-term improvement 
in reducing complaints, a fact already 
recognised by the Consumer Council for 
Water in its September 2017 report. 
Our customer care team continues 
to proactively engage with partner 
organisations, such as social housing 
associations, Age Concern and Citizen 
Advice. Increasingly the team is attending 
community events, meetings and financial 
inclusion groups - from mother and toddler 
groups and Slimming World clubs, to support 
groups for the deaf and partially sighted/
blind and dementia sufferers and their carers 
- to promote the services and help we offer.

During the past year the customer care team 
has also attended events to engage with 
customers about planned engineering works, 
incidents and our long-term plans, such 
as our water resources management plan 
consultation. Promoting our services within 
the community helps us increase the number 
of vulnerable customers that we can support 
and drives uptake of our social tariff. 
We’ve also been able to meet more 
community organisations who we can 
collaborate with in future.
Customers are referred to the customer 
care team from other parts of the 
business, including operations staff and our 
contractors who work on our engineering 
schemes and customer metering programme. 
We’ve undertaken specific training with 
these teams to ensure they are able to 
identify the potential flags that could make 
a customer vulnerable and this year worked 
with Dementia Friends to provide additional 
insight to our employees.
During 2017 we joined the Institute of 
Customer Services (ICS) as a member. We are 
committed to ensuring that the service our 
customers receive continues to improve in a 
time of increasing expectations.  
We believe that joining the institute as a 
member will enable us to learn from best 
practice from companies outside of the 
water industry and give us greater insight 
into cross-sector research. In July 2018, we 
received our first entry into the UK Customer 
Satisfaction Index. We are pleased to say  
we debuted with a score of 77.2 putting us  
in 8th position in the utility sector out of  
28 organisations, 2.5 points above the  
sector average.

This is a good place to start and we will 
work closely with the ICS to build on this 
and continue to improve the service that 
our customers receive as we work towards 
becoming a top five company. 
 



1,476
WRITTEN COMPLAINTS COMPARED 
TO 1,400 IN 2016/17
75.7% 
OF CUSTOMERS SCORED US  
FIVE-OUT-OF-FIVE WHEN ASKED 
HOW SATISFIED THEY ARE WITH 
HOW WE HANDLED THEIR QUERY
56
COMPLAINTS REFERRED TO OUR 
COMPLAINTS REVIEW TEAM 
COMPARED TO 61 IN 2016/17

FACT FILE
9,038
HOME VISITS MADE BY 
CUSTOMER CARE FIELD TEAM
16,548
CUSTOMERS ON OUR  
SOCIAL TARIFF
5,503 
CUSTOMERS ON OUR 
WATERSURE TARIFF
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TIME TO MAKE EVERY DROP COUNT
CHRISTINE FROM OUR CUSTOMER CARE TEAM 
OFFERS A SHOWER TIMER TO HELP MAKE 
THOSE SHOWERS A LITTLE SHORTER.
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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 of 
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.”

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 
is a more convenient format (such as large 
print or the spoken work, 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.

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.
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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. In April 
2017, Mairi Budge, Rupika Madhura and Leslie 
Sopp all joined the CCG to provide the group 
with research methodology, engagement and 
price control expertise. 
The Customer Challenge Group 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 on the 
development of our upcoming business plan 
for 2020 to 25. 

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. 
To find out more about the work  
of the Challenge Group and/or how  
you can get involved go to  
customerchallenge.co.uk

THE CUSTOMER CHALLENGE 
GROUP HELPS TO ENSURE 
THAT THE CUSTOMER AND 
COMMUNITY VOICE IS AT THE 
HEART OF OUR DECISION 
MAKING.
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OUR 
GROUP

DAVID HOWARTH
ENVIRONMENT AGENCY

VERONICA 
MCGANNON
HOUSEHOLD  
CUSTOMER 
REPRESENTATIVE

CAROLINE FARQUHAR
COMMUNIT Y 
REPRESENTATIVE 

RICHARD LAVENDER
DIRECTOR, KENT 
INVICTA CHAMBER OF 
COMMERCE

BEN ROOME
HOUSEHOLD CUSTOMER 
REPRESENTATIVE AND  
SMALL BUSINESS 
OWNER (RESIGNED IN 
SEPT 2017)

KAREN GIBBS
CONSUMER COUNCIL 
FOR WATER (CCW) 
REPRESENTATIVE

PENNY SHEPHERD 
mbe 
CONSUMER COUNCIL 
FOR WATER (CCW) 
REPRESENTATIVE

JANET HILL
COMMUNIT Y 
REPRESENTATIVE

ADRIENNE 
MARGOLIS 
HOUSEHOLD 
CUSTOMER 
REPRESENTATIVE

ZOE MCLEOD
CHAIR OF THE 
CUSTOMER 
CHALLENGE GROUP

DR LOUISE 
BARDSLEY
NATURAL ENGLAND

MAIRI BUDGE
INDEPENDENT CONSUMER 
RESEARCH AND BEHAVIOUR 
CHANGE EXPERT

RUPIKA MADHURA 
ECONOMIST AND PRICE 
CONTROL EXPERT

LESLIE SOPP 
INDEPENDENT MARKET 
RESEARCH AND CUSTOMER 
INSIGHT EXPERT
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47
PROPERTIES ARE AT RISK OF  
LOW PRESSURE ACROSS OUR 
SUPPLY AREA

37 
SCHOOL TALKS UNDERTAKEN IN 
THE YEAR TO 1,555 CHILDREN

99.95% 
WATER QUALITY (MEAN ZONAL 
COMPLIANCE)

78% 
POSITIVE OR NEUTRAL MEDIA 
COVERAGE

44.6 
CUSTOMERS EXPERIENCED 
ON AVERAGE 44.6 MINUTES OF 
INTERRUPTIONS TO THEIR SUPPLY 
IN THE YEAR

167 
VOLUNTEERS WORKED WITH US ON 
CONSERVATION WORK

OUR PEOPLE...
OUR COMMUNIT Y

DIG THAT!
OUR ENGINEERS FOUND A HUGE AMMONITE 
FOSSIL DATING BACK 90 MILLION YEARS 
DURING A £1.4 MILLION MAINS REPLACEMENT 
SCHEME IN ALTON, HAMPSHIRE. 
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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 £96.0 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 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 plan to extend 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. 

WE WORK TO 
ENSURE THAT THIS 
INFRASTRUCTURE 
DELIVERS 
A RELIABLE 
SERVICE.
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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 2017/18 was for each property 
served to be interrupted by on average, less 
than 12 minutes per year. The target for this 
outcome was set using industry data and 
for all companies to achieve upper quartile 
performance.

HOW HAVE WE PERFORMED?
During 2017/18 our customers experienced on 
average 44.6 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. 
The engineering team has been working 
hard to ensure that in particular we minimise 
interruptions. We only had 11 interruptions 
during planned work on our network, which 
was an average of 0.15 minutes per property. 
The changeable weather during the winter put 
particular pressure on our distribution teams 
as they managed the impact of the various 
freeze/thaws on the network. The team had 
done extremely well throughout the year and 
from April to the end of February our overall 
interruption performance for unplanned work 
was at 5.6 minutes per property. Then at the 
end of February severe snow hit the whole of 
our region. 
Although prepared, the nature of the 
extreme weather - a significant snowfall 
with temperatures dropping below -11˚C and 
remaining below freezing for a number of 
days followed by a rapid rise in temperature 
and thaw - led to an event of unexpected 
magnitude in March.

OUR PEOPLE... OUR COMMUNITY CONTINUED

The scheme was submitted for planning 
permission in November 2017 and work on the 
ground began in May 2018.
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.
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. 
We are pleased that 78 per cent of our media 
coverage during the year has been positive or 
neutral reflecting our proactive approach to 
engaging with our local press.

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.
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It was the speed of the event, and in particular 
the bursts and leaks on customers’ private 
supply pipes and plumbing that drove a rapid 
increase in demand over a period of one day, 
which we have not witnessed before. This 
emptied a number of our service reservoirs and 
caused disruption to customers’ supplies.
While our underlying performance for 
interruptions was very good, at 6.8 minutes 
per property, the impact of this one-off 
extreme event means our overall interruption 
performance for unplanned work for the full 
year was 44.6 minutes. We have carried out a 
full investigation into the incident and while 
there are a number of areas of good practice in 
the way we prepared for the severe weather, 
there are also lessons learned, all of which are 
being included in our emergency plan.
In 2016/17 we introduced an “updates in your 
area” function on our website, which improved 
our digital communications with customers 
during interruptions through our new web and 
text message service. 
Customers are able to see any water supply 
or engineering issues in their area by simply 
entering their postcode. By using the service, 
customers get a direct insight into incidents 
such as bursts or leaks, planned engineering 
schemes, street works and water supply 
interruptions in their area.
The platform also provides the ability 
for customers to register for updates on 
interruptions via mobile or email, or both. 
This means as a business, we can communicate 
with them really easily whenever there’s an 
update, to let them know about progress 
or bottled water locations, making it much 
quicker and easier for customers to receive 
updates in case of a problem with their supply.
Customers can also register for future updates 
by telling us their postcode and their contact 
details, so that should anything happen they’ll 
be notified straight away.
During the recent freeze/thaw incident more 
than 300,000 customers visited the site and 
6,900 customers signed up to receive updates. 

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 cistern. Our target is 60 
properties or less at risk of low pressure out of 
our total of one million. 

HOW HAVE WE PERFORMED?
In 2017/18, 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 
to try 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 will undertake a scheme  
near Froxfield in Hampshire which should 
prevent 23 properties from being at risk of  
low pressure.
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37
SCHOOL TALKS TO  
1,555 CHILDREN
355 
PEOPLE TOUR OUR 
TREATMENT WORKS
20
COMMUNITY TALKS AND 
DROP-IN SESSIONS
40
COMMUNITY EVENTS

FACT FILE

EXPERTISE
WE DRAW ON THE EXPERTISE OF 
OUR STAKEHOLDERS WHO PLAY AN 
EXTREMELY IMPORTANT PART IN 
HELPING US PROVIDE CLEAN, SAFE 
WATER TO OUR CUSTOMERS’ TAPS

THERE ARE A 
WIDE VARIETY OF 
STAKEHOLDERS WHO 
HAVE AN INTEREST 
IN WHAT WE DO, 
WHY WE DO IT AND 
HOW WE DO IT.



FOCUS ON...
ENGAGEMENT WITH 
STAKEHOLDERS 

Involving our customers, community groups, 
local politicians and businesses, or indeed 
anyone who may be affected by our plans or 
the decisions we make, is a key component of 
our stakeholder engagement.

We recognise these individuals and groups 
are influential and therefore use a range 
of communications tools to seek to build 
relationships, with the ultimate aim of 
delivering positive outcomes. 

These include face to face meetings with MPs 
and community leaders, site visits, workshops 
and newsletters. Stakeholders can be our 
biggest advocates so it is important they 
understand what we are doing and why we 
do it, while also using their expertise to help 
guide us.

Key stakeholders include our regulators, the 
Environment Agency, Natural England, Ofwat 
and Defra. 

We have established an Environment 
Focus Group to ensure stakeholders are 
able to input into our water resource 
planning process at the start of each five 
year investment period. Members include 
representatives from the Environment 
Agency, Natural England, Consumer Council 
for Water, the Campaign for the Protection of 
Rural England, local planning authorities plus 
local interest and environmental groups.

Our Customer Challenge Group is 
independently chaired and comprises 
regulators, customer representatives and key 
stakeholders with the role of scrutinising and 
challenging our strategic plans and next five 
year business plan.

We also undertake customer research 
to establish those issues of choice and 
added value that may influence customers’ 
perceptions of our brand and the products 
and services on offer.

Jo Shippey, Community Engagement  
Manager, said: “There are a wide variety of 
stakeholders who have an interest in what 
we do, why we do it and how we do it. We 
recognise each one is an expert in their 
field and by drawing on their expertise they 
therefore play an extremely important part 
in helping us provide clean, safe water to our 
customers’ taps. 

“By developing and nurturing strong 
relationships with our stakeholders, we 
can deliver positive outcomes not only for 
our business, but most importantly, for the 
communities and customers we serve.”
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WE HAVE ESTABLISHED 
AN ENVIRONMENT 
FOCUS GROUP TO 
ENSURE STAKEHOLDERS 
ARE ABLE TO INPUT INTO 
OUR WATER RESOURCE 
PLANNING PROCESS 
AT THE START OF EACH 
FIVE YEAR INVESTMENT 
PERIOD. 
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TACKLING THE “BEAST FROM THE EAST”
A DEDICATED TEAM WORKED AROUND 
THE CLOCK TO GET WATER SUPPLIES 
RESTORED TO AROUND 20,000 
PROPERTIES IN MARCH 2018
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FOCUS ON...
TACKLING THE “BEAST FROM THE 
EAST” AND LESSONS LEARNED 
When the Met Office issued a weather 
warning for snow in the south east on  
26 February, an incident team led by 
Directors and Senior Managers assembled 
to prepare for what the press dubbed “the 
beast from the east”. The incident team 
ran through to 9 March as they dealt with a 
significant water supply incident. 

Although prepared, the nature of the 
extreme weather, a significant snowfall with 
temperatures dropping below -11oC and 
remaining below freezing for a number of 
days followed by a rapid rise in temperature 
and thaw, led to an event of unexpected 
magnitude. It was the speed of the event, 
and in particular the impact on customer’s 
own pipes and plumbing that drove a rapid 
increase in demand for water over a period 
of one day, something we have not witnessed 
on this scale in the past. This emptied a 
number of our treated water reservoirs and 
caused the disruption to customer supplies.

Our analysis shows:

•  the amount of water we put into supply 
increased significantly across the supply 
area from 515.0 Ml/d before the thaw to 
634.7 Ml/d (an increase of over 20%) when 
the thaw started 

•  additional technical and repair resources 
had been mobilised to ensure we could 
cope with a thaw and repair pipes quickly. 
In a typical day we repair eight burst mains 
and around 20 communication pipes. 
During the incident the maximum number 
of reported bursts on our network was 39, 
not exceptionally high and our response 
time was good 
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•  the total leakage from the bursts 
and leaks repaired on our network 
was approximately 18 Ml/d, leaving 
approximately 100 Ml/d unaccounted for. 
We believe this to be leaks on customers’ 
pipes, and/or customers running taps to 
stop their supplies freezing, frozen cattle 
troughs and/or field supply leaks

•  during the cold weather preceding 
the thaw, we had 1,700 contacts from 
customers reporting frozen pipes on their 
property

•  there were just under 27,000 of our 
900,000 customers who experienced an 
extended interruption with nearly 6,000 
having no water for more than 48 hours 
between the 3 to 7 March

The impacts of severe weather is a 
key operational risk for which we have 
contingency plans. We used a number of 
communications channels with customers 
and stakeholders before the cold weather 
set in to encourage people to protect their 
plumbing from the cold and we increased 
this messaging and advice once the snow 
arrived.

Stocks of bottled water are in place for 
incidents, but with other water companies 
also making the same requests of suppliers, 
and the weather making driving difficult, 
there were delays in getting the water to 
the bottled water locations. Attention was 
initially focussed on vulnerable customers 
and critical infrastructure (hospitals), and 
alternative water supplies when available 
were placed at car parks in affected 
areas and, later, to livestock owners via a 
dedicated team. 

Throughout the period all urgent leaks were 
repaired within 24 hours. Properties, where 
there were leaks, were isolated and we used 
our in-house plumbing service to make repairs 
to customers’ pipes. This period of recovery, 
engaged an additional 118 members of staff, 
and involved us working closely with local 
resilience forums, other water companies and 
agencies and the media. 

Throughout the incident we used TV, radio, 
website, social media and our call centre 
to keep people informed. Although our 
call centre saw an increase in calls we were 
able to cope with the increased volume and 
ensured we had 24 hour increased cover. 
We ensured all customers on our Priority 
Services Register were supported through 
our customer care team. During the incident 
our website had 320,000 visits and we 
updated information 242 times between the 
3 and 8 March.

The demand reduced as we repaired the 
bursts on our network and customers 
repaired the leaks on their properties and 
turned off taps. This enabled us to refill the 
network and get customers back on supply. 
All supplies were restored by the 7 March.

When the incident was over we wrote to all 
customers impacted offering our apologies 
and providing compensation payments 
totalling £1.3m. 

We have undertaken research on the 
impact of the event with our customers, our 
employees and with the other parties we 
worked with and will be implementing the 
lessons learned and preparing a report for 
Ofwat in September 2018 to confirm the 
actions we are taking as a result. 
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Some of the key activities we are now 
working on include:

1.   How can we reduce the impact of 
customer side leaks in future, through 
improvements to our “wrap up for 
winter” campaign and finding ways to 
identify leaks or high consumption more 
quickly?

2.   How can we ensure more bottled water 
is available when there is a regional 
freeze/thaw?

3.   How can we work with other agencies to 
improve our Priority Services Register?

However we did receive praise from the 
media, some of our customers and wider 
stakeholders. Some examples of good 
practice which we have identified are:

1.    Planning for cold weather early, and 
setting up an incident team as soon 
as the risk materialised, including a 
dedicated network team to prioritise 
leak detection.

2.    Our use of online communications, 
including Facebook Live, worked well 
with 320,000 visits to our website and 
regular updates of information and FAQs 
for customers.

3.    Our work with vulnerable customers and 
critical infrastructure ensured hospitals 
were protected and we reached all on 
our Priority Services Register.

WHEN THE INCIDENT WAS OVER 
WE WROTE TO ALL CUSTOMERS 
IMPACTED OFFERING OUR 
APOLOGIES AND PROVIDING 
COMPENSATION PAYMENTS 
TOTALLING £1.3M. 
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7,515
NUMBER OF NEW 
CONNECTIONS COMPLETED
25,060 
NUMBER OF ESTIMATED NEW 
CONNECTION PLOTS AND 
DEVELOPER MAINS
APPROX. 42 KM
LENGTH OF MAIN LAID IN YEAR 
0.1%
OF COMPLAINTS PER PLOT 

FACT FILE
OUR DEVELOPER 
SERVICES 
DEPARTMENT 
PROVIDES IN THE 
REGION OF 9,000 NEW 
WATER CONNECTIONS 
EVERY YEAR.

MAJOR DEVELOPMENTS
WE PROVIDE AROUND 9,000 NEW 
WATER CONNECTIONS EVERY YEAR
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FOCUS ON...
DEVELOPER SERVICES AND  
WATER EFFICIENCY 

Our Developer Services department provides 
in the region of 9,000 new water connections 
every year as the communities in which we 
operate continue to expand.

That equates to 12.5 million litres per day of 
extra water we are required to provide on 
an annual basis with the additional demand 
being met from water savings within our 
current supply.

In addition to the work we undertake to 
identify and quickly fix leaks caused by 
incidents beyond our control, we also offer 
customers free water saving devices that 
they can fit to the taps, toilets and showers 
within their homes.

And now Developer Services is taking those 
ideas one stage further by working on new 
ways to promote water efficiency within new 
housing developments.

Discussions are currently underway with 
manufacturers who offer a range of WRAS 
(Water Regulations Advisory Scheme) 
approved water efficient products that we 
can offer to builders and existing customers. 

We will provide a range of products that 
they can fit into their new build or existing 
properties at a discounted rate, together 
helping us and householders to save water. 

We are currently also about to trial an  
‘Eco-Connection’. This will supply water at a 
lower flow rate than through a normal 25mm 
supply and is designed for smaller properties, 
homes that only have one occupier or minimal 
plumbing fittings and will be offered to 
new development sites at a reduced water 
charge. This device is also capable of being 
retrospectively fitted to existing customers’ 
supplies within five minutes. 

Anyone wanting further information  
about these initiatives, or would like  
to offer ideas on water efficiency is  
invited to email our dedicated inbox  
efficiency@southeastwater.co.uk 

BY WORKING ON NEW 
WAYS TO PROMOTE WATER 
EFFICIENCY WITHIN NEW 
HOUSING DEVELOPMENTS.
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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 parameters in Schedule 1 of the 
Water Supply (Water Quality) Regulations. 
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 2017 we achieved 99.95 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 test 
500,000 water samples each year.

OUTCOME
WATER MAIN BURSTS
Our target is fewer than 2,429 bursts  
in 2017/18.

HOW HAVE WE PERFORMED?
We have had 2,747 water main bursts in 
2017/18, this compares with 3,032 water main 
bursts in 2016/17. 

The number of burst mains was above average 
during the period December to March due to 
changeable weather experienced.
We undertake a wide range of activities to 
minimise the number of burst mains the 
activity includes managing pressure as well as 
a highly targeted mains replacement policy.

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 reduced this 
year to 0.58 from 0.78 in 2016/17.
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 2017/18 we have achieved 0.82 compared 
to 0.96 last year. We are disappointed that we 
have not met our in year target of 0.58, but 
pleased that we have made a step change in 
reducing our discolouration contacts. 
During the past three years we have 
undertaken a number of activities to reduce 
our discolouration contacts, some of which, 
such as, treatment improvements take time 
to realise the benefits. While we expect 
this work to reduce our contacts we are 
committed to our discolouration action plan 
this year. The key actions are as follows:

•  targeted mains renewals 

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

•  flushing 875 miles of water main to 
remove harmless mineral deposits that 
can discolour the water 

OUR PEOPLE... OUR COMMUNITY CONTINUED
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•  we have purchased specifically designed 
valves and trained our operations 
technicians accordingly. These valves are 
designed to reduce the risk of a mains 
burst and minimise sudden pressure 
into the system which can increase 
discolouration

•  we will continue to improve customer 
awareness through our website 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 of 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 2017/18 we have undertaken detailed 
assessments and works which reduce 
the number of sites classified as at risk of 
flooding to seven. We have a plan for the next 
two years to undertake the works required to 
meet our performance commitment.

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 2017/18. 
We have an ongoing monitoring and audit 
process to ensure that 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 target is 0.08 per cent.  
In 2017/18 we have achieved 0.05 per cent

•  service reservoir coliforms non-
compliance – our target is 0.84 per cent. 
In 2017/18 we have achieved 0 per cent

•  turbidity - our target is 11. In 2017/18  
we have achieved 0

•  enforcement incidents - our target is 0.  
In 2017/18 we have achieved 0
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TOGETHER WE 
KNOW H2OW MONITORING AND 

STUDIES IDENTIFIED 
MAIZE AS A HIGH-
RISK CROP IN 
RELATION TO 
METALDEHYDE, A 
SELECTIVE PESTICIDE. 

A-MAIZE-ING!
WE’VE WORKED WITH MAIZE CROP 
FARMERS TO HELP PROTECT SOIL 
EROSION AND REDUCE PESTICIDES 
IN WATERCOURSES
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Our Environmental team scooped the prize 
for Water Resilience Initiative of the Year 
for it its pioneering water and farming 
partnership called ‘Together we know h2ow’ 
at the 2018 Water Industry Awards.

Working closely with farmers and landowners 
the initiatives aim is to stop soils, fertiliser 
and pesticides washing from fields into rivers 
and groundwater resources. 

This prevents the expense of removing these 
substances at the water treatment works, 
and means farmers and landowners benefit 
by losing less of these substances to waste – 
saving money and time.

Our Head of Environment Emma Goddard, 
said: “We are thrilled to have won such 
a prestigious award. This is a fantastic 
achievement in a key area for the company 
and highlights the important work our team 
does within local communities to help protect 
the environment.”

One example of this work is our funding of 
a series of maize field trials in collaboration 
with the Farming and Wildlife Advisory Group.

Monitoring and studies identified maize as 
a high-risk crop in relation to metaldehyde, 
a selective pesticide used by farmers and 
gardeners to control slugs and snails in a wide 
variety of crops.

Maize is usually harvested late in the year, 
leaving bare soil over the winter months 
which can lead to high levels of soil erosion 
and run-off of nutrients and pesticides. 

The trials involved using alternative methods 
of establishing maize, different tillage 
techniques and using cover crop seed mixes 
leading to a mutually beneficial solution for 
both farmers and South East Water.

FOCUS ON...
MAIZE CROP TRIALS THE TRIALS INVOLVED 

USING ALTERNATIVE 
METHODS OF ESTABLISHING 
MAIZE, DIFFERENT TILLAGE 
TECHNIQUES AND USING 
COVER CROP SEED MIXES 
LEADING TO A MUTUALLY 
BENEFICIAL SOLUTION  
FOR BOTH FARMERS AND 
SOUTH EAST WATER.
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ROAMER
ROAMER HAS BEEN 
DESIGNED TO WORK 
ON ANY MOBILE 
DEVICE PLATFORM 
RUNNING WINDOWS, 
ANDROID OR iOS.

MOBILE WORKING FOR MOBILE SITES
AS OUR TEAMS AND CONTRACTORS WORK 
OUTSIDE, WE NEED A DIGITAL SOLUTION 
THAT WORKS FOR THEM
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FOCUS ON...
CUTTING-EDGE TECHNOLOGY 
KEEPS DATA FLOWING FROM 
OFFICE TO FIELD 

Our Operations Systems Team has developed 
a new cutting-edge mobile application that 
enables both us and our main contractor to 
work more efficiently together.

The ROAMER app is a bespoke mobile 
working app that has been designed for 
Clancy Docwra gangs working for us out in 
the field.

The application enables gangs to download  
job details to their mobile devices and send  
live updates back to the office from the field. 
Jobs are scheduled out to the gangs using our 
Maximo Scheduler module which provides a 
forward planning facility for our technicians 
and Clancy Docwra gangs.

Updates include risk assessments, before / 
after photos and work details are viewable 
back in the office within minutes by contact 
centre advisors and operational managers, 
using a specially designed portal providing 
visibility of all gangs’ previous, current and 
planned work.

ROAMER has been designed to work on any 
mobile device platform running Windows, 
Android or iOS.

The app works offline when a mobile signal is 
not available and syncs as soon as the gang 
drives into signal range. It has light and dark 
screen themes for when gangs are working in 
daylight or out of hours.

Most importantly, ROAMER has been 
designed to maximise the use of drop 
down menus and pop-up lists to reduce the 
amount of freeform keying of data required. 
The interface is clear and streamlined, 
adapted specifically for use by gangs in all 
conditions.

Using one device and company-specific 
apps enables both South East Water and 
Clancy Docwra to get the information they 
need from gangs without complicated data 
interfaces or manual re-keying.

Before ROAMER, Clancy Docwra gangs 
worked on paper which was collected at the 
end of the day and input into Maximo by 
office staff within a couple of days. ROAMER 
reduces the need for gangs to visit depots 
to collect and drop off their paper job packs; 
the electronic job pack also includes the 
required electric, gas and water plans to 
ensure the job is carried out safely.

MOST IMPORTANTLY, ROAMER 
HAS BEEN DESIGNED TO 
MAXIMISE THE USE OF DROP 
DOWN MENUS AND POP-UP 
LISTS TO REDUCE THE AMOUNT 
OF FREEFORM KEYING OF DATA 
REQUIRED. THE INTERFACE IS 
CLEAR AND STREAMLINED, 
ADAPTED SPECIFICALLY FOR USE 
BY GANGS IN ALL CONDITIONS.
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9/10 
EMPLOYEES ARE PROUD TO WORK  
FOR SOUTH EAST WATER

Zero
BREACHES IN STATUTORY 
OBLIGATIONS AND LICENCE 
CONDITIONS

Zero
HEALTH AND SAFETY LEGISLATION 
BREACHES

16.0% 
STAFF TURNOVER - 2017/18 COMPARED 
TO 12.67 PER CENT IN 2016/17

25% 
GENDER PAY GAP (AVERAGE HOURLY 
WAGE)

Silver
WE HOLD THE SILVER INVESTORS IN 
PEOPLE AWARD

10,221 
HOURS OF TRAINING COURSES

Zero
NATIONAL SECURITY OBLIGATIONS 
BREACHES

89% 
OF EMPLOYEES WOULD RECOMMEND 
US AS A GOOD PLACE TO WORK 

Awards won 
UTILITY WEEK STARS AWARD 
DATA DEMON
INTERACT INTRANET AWARDS
“BEST SUCCESS STORY”

OUR PEOPLE...
OUR BEHAVIOUR

PURE KNOW H2OW
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
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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 our all our 983 
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 AIM TO 
ENSURE THAT 
OUR ALL OUR 
983 EMPLOYEES 
ARE FAIRLY 
TREATED, HIGHLY 
MOTIVATED AND 
WELL REGARDED.
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We are committed to observing high standards 
of corporate governance and ensure that 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 
with whom we interface.
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.

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 staff and we regularly measure levels of 
satisfaction via staff 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 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 was launched in 2017 with a 
Health, Safety and Wellbeing Workshop for 
179 staff from our leakage and metering teams 
who teamed up with our contractors Clancy 
Docwra and Hydrosave.
Its aim was to emphasise the message that 
health and safety is common to everyone and 
is the responsibility of each individual and each 
team.
A reward and recognition scheme for the 
Thrive 365 strategy is now in development 
to keep the momentum alive across the 
organisation. 
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. 

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 staff competed against each 
other to walk 26.2 miles throughout May using 
the Workplace Challenge website. 38 staff 
completed the challenge – walking and running 
a total of 4,031 miles during the month. 
Our “it’s ok not to be ok” campaign launched 
in 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 are helping 
to facilitate courses for those who would like 
to join in. 
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. 
During the past year we have had visits 
from a mortgage broker and pension expert 
to help employees have financial peace of 
mind. In addition, we have had health checks 
undertaken by a nurse. 

OUR PEOPLE... OUR BEHAVIOUR CONTINUED
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We are proud to have been the first water 
company to become accredited as a Living 
Wage employer 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 £8.45 - significantly higher  
than the national minimum wage of £7.50  
(25 and over).

RECOGNISING OUR PEOPLE
We stage a biennial staff awards scheme called 
STARS where we recognise excellence and 
single out those who truly go the extra mile for 
praise at an Oscars style social function. 
At this event, held on 22 September 2017 411 
staff attended and we had in excess of 500 
staff nominations for 11 awards categories. 
New for our 2017 STARS, the Stellar Safety Star 
award was created to recognise staff members 
who have proactively stopped a dangerous 
situation and prevented harm to themselves or 
others. 
They may have helped a vulnerable customer 
or prevented an accident at work. Whatever 
the reason for the recognition, it is clear that 
the award winner takes safety seriously and 
understands the role we all play in preventing 
harm. And in this way we hope that high-
profile example rubs off across the business.
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. 
There is great support for people participating 
in sponsored events and for anyone who wants 
to create an opportunity to exercise. In January 
2017, a member of our procurement team 
challenged himself to run 10km per day for 365 
days, since when his personal target has since 
been extended to an amazing three years or 
1096 days. 

Largely due to his inspiration we now have two 
running groups which go out at lunchtimes 
or outside of work. So far 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.

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 
£11,993 in 2017.
Responding to feedback from employee survey 
focus groups held earlier in the year, it was 
clear that staff wanted to get involved with 
projects that helped the local community. 
Investors in People feedback also suggested 
that we could do more to build on the positive 
impact that we have on our communities. And 
what better way to do this than volunteering. 
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. 
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DEVELOPING OUR PEOPLE
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. 
And we have introduced a new appraisal 
system called iReview based on self and 
manager assessments and continuous 
review throughout the year. Eighty-seven 
per cent of staff received an iReview rating 
for 2017/18, compared with only 37 percent 
the previous year (based on the old appraisal 
system). This we feel is a great start and with 
feedback received we will continue to improve 
the process and hopefully increase this 
engagement next year.
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 
will be expanded in 2018 by means of more 
external courses relevant to an individual’s role 
though the length of the programme will be 
reduced overall. 

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 partake 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. 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 
71 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. 

OUR PEOPLE... OUR BEHAVIOUR CONTINUED
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LISTENING TO OUR PEOPLE
Our intranet, named Gurgle, was designed to 
introduce a social culture within the business, 
improving staff 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 staff to get involved and 
share a wealth of experience.
On 6 December 2017 we won Best Success 
Story at the Interact Excellence Awards 2017, 
recognising the great work we have been 
doing internally to engage with our people. 

ENDORSEMENTS FOR OUR WORK
In terms of further external awards we 
won Utility Week’s Star Award 2017 for the 
category Data Demons.
 Joining forces with behavioural science 
experts Advizzo, we’ve been using behavioural 
economics and data analytics to empower our 
customers to better control the water they 
use, and therefore the bill they pay.
At the Utility Week Awards 2017 our Customer 
Metering Programme team were finalists 
in the Team of the Year, Customer Facing 
category.
And Ofwat has rated South East Water in the 
top three water companies for presenting 
performance information clearly. The 
Company Monitoring Framework Assessment 
result means the regulator is happy we are 
meeting or exceeding its expectations in 
making sure our stakeholders and customers 
understand the data we provide. 

463,022 
visits

GURGLE KEY STATISTICS 2017/18

77
teams  

created

654
forum 
posts

944
new 

pages
565

blogs 
published

296,399
page 
views

1,032
likes

3,231
high 
fives
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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 2017/18.
Health, safety and wellbeing is fundamental 
to both our vision and our everyone counts 
business commitment, that is why we 
launched our Thrive 365 strategy towards the 
end of last year 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 49.
Some notable achievements in the year 
include:

•  leakage and metering teams, and 
associated contractors, held a health and 
safety conference at Lingfield racecourse

•   all Production technicians received 
refresher gas safety training and 
participated in emergency drills 

•  41 mothballed sites have been surveyed 
and risk assessed. Security improvements 
have been made to reduce the risk of  
harm to members of the public who enter 
these sites

•  specialist road safety experience training 
for 20 employees delivered by Kent Fire 
and Rescue 

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.
Our cyber controls helped us successfully 
evade the Wannacry and NotPetya attacks 
of 2017. However as cyber threats continued 
to increase in volume and complexity, we 
invested in advanced cyber defence tools and 
employee training and awareness schemes to 
protect our systems and our customers’ data 
from attack. 
We engaged a Security Operations Centre 
(SOC) to help monitor our network 24 hours 
a day to alert us of any anomalous behaviour 
in and out of hours. We worked closely 
with Defra and the National Cyber Security 
Centre to ensure that emerging threats 
are understood and mitigating actions 
are in place. This included a cyber incident 
exercise involving IT, Security and Operations 
staff where our response to a number 
of scenarios was tested. We also were 
successful in renewing our Cyber Essentials 
Plus certification under the UK government-
backed scheme to assess organisations’ 
security controls. 

OUR PEOPLE... OUR BEHAVIOUR CONTINUED
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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 no prosecutions or enforcement 
orders during the year. 
The Drinking Water Inspectorate (DWI) 
issued an enforcement order in May 2016 in 
respect of data reporting under the Water 
Industry (Supplier’s Information) Direction 
2012. Following implementation of corrective 
actions the DWI revoked the enforcement 
order in May 2017 confirming that it was 
satisfied that the issue had been resolved. 
The DWI carried out an audit before the 
revocation of the order, and concluded that 
the improvements made demonstrated 
compliance. They recognised the work that 
has been done to capture and document the 
processes and the commitment of the team 
to resolve the issue. They also commented 
that the secondary internal checks that had 
been implemented should be shared with 
the industry as an excellent example of good 
practice.
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WILDLIFE 
CORRIDOR WE TAKE THE 

RESTORATION 
OF LOCAL, 
RARE HABITATS 
EXTREMELY 
SERIOUSLY. 

MAKE HAY TODAY, 
WILDFLOWERS 
TOMORROW
OUR ENGINEER JAMES 
HELPS LAY WILDFLOWER 
SEED MIXED IN THE  
HAY FOLLOWING WORK 
TO INSTALL A NEW 
WATER MAIN IN  
SWINLEY FOREST.



A wildlife corridor created by South 
East Water in Swinley Forest during the 
construction of a five kilometre major new 
strategic water main has been heralded a 
significant environmental success by  
Natural England.

The scheme, which began in 2014 and 
completed at the end of 2015, involved 
laying a new £6.5 million pipeline through 
the environmentally sensitive forest, part of 
Thames Basin Heaths Special Protection Area 
(SPA) and a Site of Special Scientific Interest 
(SSSI), designated due to its rare breeding 
birds, heathland and woodland habitats. 

We take the restoration of local, rare habitats 
extremely seriously. The pipeline route was 
identified as the perfect opportunity to 
undertake extensive heathland restoration 
and regeneration. In preparation, a mix of 
local wildflower, grass and heathland seeds 
were collected and stored in controlled 
conditions until reseeding could take place in 
autumn 2015. The success of this re-seeding 
programme became fully evident in July 2017. 

Des Sussex, Land Management Adviser at 
Natural England said: “The initial results of 
the environmental work that South East 
Water has carried out at Swinley Forest are 
impressive. The wildlife corridor is showing 
good coverage of important heathland 
species such as bell heather, heath bedstraw 
and tormentil. This is already providing 
habitat for rare species such as woodlark, 
grayling butterfly and common lizard. It is a 
great example of best practice from planning 
through to the execution of the scheme. 
We are particularly impressed with the 
reinstatement of the site, and the monitoring 
underway to ensure its success.”

Emma Goddard, Head of Environment at 
South East Water said: “Protecting the 
environment and its historical heritage is 
always a top priority for the company. We 
worked hard to make sure we fully minimised 
our impact over the whole length of this 
essential new pipeline.” 
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FOCUS ON...
WILDLIFE CORRIDOR IN 
SWINLEY FOREST HERALDED AN 
ENVIRONMENTAL SUCCESS 

PROTECTING THE 
ENVIRONMENT AND ITS 
HISTORICAL HERITAGE IS 
ALWAYS A TOP PRIORITY FOR 
THE COMPANY. WE WORKED 
HARD TO MAKE SURE WE 
FULLY MINIMISED OUR 
IMPACT OVER THE WHOLE 
LENGTH OF THIS ESSENTIAL 
NEW PIPELINE.
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KENT 
WILDLIFE 
TRUST

WE HAVE WORKED 
IN PARTNERSHIP 
WITH KENT 
WILDLIFE TRUST 
FOR MANY YEARS.

SUPPORTING OUR WILDLIFE THROUGH PARTNERSHIPS
THE RARE HEATH FRITILLARY BUTTERFLY IS BENEFITING 
FROM WORK WITH KENT WILDLIFE TRUST IN THE BROAD 
OAK VALLEY NEAR CANTERBURY.
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For centuries the woodland bordering the 
Broad Oak Valley, just three miles from the 
centre of Canterbury, has been harvested to 
provide timber and coppice material for the 
city and surrounding district.

It has also supported a rich and diverse 
wildlife habitat and now, thanks to a donation 
of chainsaws and physical labour from South 
East Water staff volunteers, a corner of this 
special woodland will once again be restored 
to its maximum wildlife value.

The woodland forms part of an area now 
known as The Blean, one of the largest 
and most distinctive ancient woodlands in 
England. It is home to the nationally rare 
Heath Fritillary butterfly and bird species in 
decline such as the nightingale, both of which 
rely on the periodic cutting on woodland, 
allowing the cut trees to regenerate between 
five to 30 years.

Formerly the wood was coppiced for many 
uses, including: oak bark used for tanning 
leather, chestnut hop poles, hazel hoops for 
barrel making and faggots and charcoal for 
heating.

It is only since the mid-20th century that 
imported wood and modern materials have 
replaced these products and the coppicing 
industry has declined. A government grant 
scheme encourages woodland owners to 
restore coppicing and, in addition, we have 
provided funds for the purchase of essential 
woodland management tools.

South East Water’s Biodiversity Lead, Richard 
Dyer, said: “We have worked in partnership 
with Kent Wildlife Trust for many years and 
the trust manages a number of company-
owned woodland blocks within The Blean 
for South East Water, most of which are 
designated Sites of Special Scientific Interest.

“Coppicing is such an important activity 
for maintaining and increasing woodland 
biodiversity and South East Water is only to 
pleased to be able to support Kent Wildlife 
Trust by providing the equipment they need 
to carry out this traditional and vital activity.”

FOCUS ON...
ANCIENT WOODLAND GIVEN 
NEW LEASE OF LIFE TO INCREASE 
BIODIVERSITY IN PARTNERSHIP 
WITH KENT WILDLIFE TRUST 

COPPICING IS SUCH AN IMPORTANT 
ACTIVITY FOR MAINTAINING 
AND INCREASING WOODLAND 
BIODIVERSITY AND SOUTH EAST 
WATER IS ONLY TO PLEASED  
TO BE ABLE TO SUPPORT KENT 
WILDLIFE TRUST BY PROVIDING  
THE EQUIPMENT THEY NEED TO 
CARRY OUT THIS TRADITIONAL  
AND VITAL ACTIVITY.
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WELLBEING 
CHAMPIONS WE EMBRACE 

THE NATIONAL 
WORKPLACE 
CHALLENGE WHICH 
IS SUPPORTED BY 
SPORT ENGLAND.

PODIUM FINISH
THE SNODLAND SPRINTERS ARE JUST ONE 
OF THE EX AMPLES OF OUR PEOPLE FINDING 
WAYS TO SUPPORT EACH OTHER IN THEIR 
WELLBEING GOALS.
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We embrace the National Workplace Challenge 
which is supported by Sport England to 
promote physical activity in the workplace.

This national programme allows employees to 
record their levels of sport, physical activity 
and active travel (such as walking to work 
instead of driving) online and compete with 
other workplaces at the same time.

We also encourage our employees to take 
part in the Great Britain Health and Wellbeing 
Week which features a variety of activities 
and promotional events aimed at enhancing 
everyone’s understanding of health and 
wellbeing.

This has proven to be highly successful and 
has led to a wide range of health and fitness 
activities run by employees for their own 
benefit at lunchtimes, after work and in their 
own free time.

Our running club, the Snodland Sprinters, has 
more than 50 members and has grown rapidly 
due largely to the inspiration provided by our 
Procurement Specialist Lee Allen who during 
2017 decided to set himself the personal 
challenge of running at least five kilometres 
a day for a whole year in support of his local 
charity the Kent Sports Trust.

After a few months he not only doubled his 
daily running target to 10 kilometres, and 
set himself the added challenge of running a 
number of marathons, but also extended the 
initial year-long challenge to three years.

Lee is accompanied on his daily lunchtime runs 
from the office by as many Snodland Sprinters 
as are available on the day and a choice of 
walking and running routes is offered to 
beginners and the more advanced members to 
encourage continuing participation.

Additionally there are a number of free fitness 
activities organised by the Sports and Social 
Committee, as well as individual employees 
including the Wednesday workout, a free 
weekly workout with an experienced fitness 
instructor, and free lunchtime sports, arts and 
crafts activities organised every month to 
help employees to get away from their desk at 
lunchtime.

FOCUS ON...
PODIUM FINISH FOR SOUTH EAST 
WATER’S WELLBEING CHAMPIONS 

WE ALSO ENCOURAGE OUR 
EMPLOYEES TO TAKE PART 
IN THE GREAT BRITAIN 
HEALTH AND WELLBEING 
WEEK WHICH FEATURES A 
VARIETY OF ACTIVITIES AND 
PROMOTIONAL EVENTS AIMED 
AT ENHANCING EVERYONE’S 
UNDERSTANDING OF HEALTH 
AND WELLBEING.



62 PERFORMANCE, PEOPLE AND PLANET 2017/18

OUR PLANS FOR THE FUTURE
Customer engagement has always been an 
important element of how we prepare our 
future plans, but in developing our 2020 to 
2025 business plan and 2020 to 2045 water 
resources management plan there has 
been renewed focus on how this should be 
achieved.
The result was a unique collaborative venture 
between two specialist research agencies 
that we brought together to get best 
‘within industry’ and ‘outside of industry’ 
insight. Collectively and collaboratively, 
they have designed a research programme 
that has combined traditional methods 
of engagement with new, innovative 
approaches to deliver a wide ‘basket’ of 
approaches - making sure the research is  
still robust and proportionate, balanced  
and effective. 
We’ve also used additional research 
specialists with particular expertise in 
areas such as alternative gamification 
techniques to test customers’ willingness 
to pay for different levels of service; and 
the interrogation of research findings and 
mapping them to the decisions we make in 
our future plans.
Our engagement for both plans has evolved 
our innovative use of customer satisfaction 
by moving away from the notion of delivering 
our services for the ‘average customer’ 
by developing an approach that is more 
targeted and tailored for customers.

How? We developed attitudinal segmentation 
to understand the diverse and changing 
needs, requirements, priorities and values of 
our customers, meaning we can:

•   tailor our communication, information, 
engagement and services to customers so 
they are more effective 

•   use different customer segments as 
advocates to help deliver our shared goals 
(such as water efficiency) which benefits 
us, customers and communities

•  evolve our performance commitments and 
outcome delivery incentives (ODIs) so they 
more accurately reflect customers’ needs

Customer satisfaction with our product, 
our services, our actions and behaviours 
- whether by attitudinal segment or 
more generally - is the best yardstick for 
everything we do and empowers us to work 
better and differently with our customers. 
That’s why it will remain a core theme of our 
future plans. 

OUR PEOPLE... OUR BEHAVIOUR CONTINUED

THE RESULT WAS A UNIQUE 
COLLABORATIVE VENTURE 
BETWEEN TWO SPECIALIST 
RESEARCH AGENCIES THAT WE 
BROUGHT TOGETHER TO GET BEST 
‘WITHIN INDUSTRY’ AND ‘OUTSIDE 
OF INDUSTRY’ INSIGHT. 
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CUSTOMER 
SATISFACTION WITH 
OUR PRODUCT, OUR 
SERVICES, OUR ACTIONS 
AND BEHAVIOURS IS 
THE BEST YARDSTICK 
FOR EVERYTHING WE 
DO AND EMPOWERS US 
TO WORK BETTER AND 
DIFFERENTLY WITH OUR 
CUSTOMERS. 
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98.3% 
OF COMPANY SSSIs IN EITHER 
FAVOURABLE OR RECOVERING 
CONDITION COMPARED TO A 
TARGET OF 95 PER CENT BY 2020

100% 
ALL YEAR THREE NATIONAL 
ENVIRONMENT PROGRAMME 
ACTIONS DELIVERED

Zero
DEFICIT IN OUR WATER 
RESOURCE ZONES

87.7
MILLION LITRES OF WATER 
LEAKAGE PER DAY COMPARED 
TO OUR TARGET OF 90 

OUR PEOPLE...
OUR PL ANET 
ON AVERAGE OUR 
CUSTOMERS SCORED US

WE DON’T LIKE CRICKETS...
WE LOVE THEM! ESPECIALLY THIS 
RARE WART-BITER CRICKET THAT 
HAS NOW MADE A HOME IN DEEP 
DEAN, SUSSEX, THANKS TO OUR 
CAREFUL HABITAT MANAGEMENT.



southeastwater.co.uk

65OUR PLANET

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, our customers and communities 
support for us protecting the environment 
as a priority.

THE SOUTH EAST 
IS ALSO THE MOST 
WOODED AREA IN 
ENGLAND, WITH 
LARGE SWATHES 
OF IT DESIGNATED 
AS ANCIENT 
WOODLAND.
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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 95 per cent 
of them are in favourable or recovering 
condition by 2020

•  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 

OUR PEOPLE... OUR PLANET CONTINUED
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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 70 
– 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.
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. By 2020 we 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.

OUTCOME
LEAKAGE LEVEL
Leakage is the loss of water from the supply 
network. Our target in 2017/18 was 90 
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 2017/18 was 87.7 Ml/d, which 
is below 2016/17 (88.6 Ml/d). 
We know that customers expect to see us 
playing our part before we ask them to save 
water, which is why our leakage team has 
again strived to reduce leakage further than 
our target. The team was on track to deliver 
a leakage level of below 86Ml/d, however the 
impact of the severe freeze/thaw event in 
March meant we missed this outperformance 
but, by working around the clock, the team 
managed to ensure we remained under the 
target of 90Ml/d.
In 2017/18, our leakage team has worked 
particularly hard and detected a record 
number of leaks (1,300 higher than 2016/17). 
Our increased investment in loggers in the 
past two years has enabled us to detect more 
invisible leaks. 
Our performance has been achieved by 
significant improvements in our leakage 
programme, including investment in the 
latest technology and increases in the 
number of technicians leading to the record 
number of leaks detected.
Our ongoing investment in leak detection 
and repair has enabled us to beat our leakage 
target for the 16th year in a row and we 
continue to use new technology to drive the 
leakage levels down further.
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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 
customer’s 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 2017/18 we had a zero deficit.
The winter of 2016/17 was particularly dry 
with rainfall being approximately 68 per cent 
of long-term average rainfall. We therefore 
spent this year prudently preparing for a 
second dry winter. This included setting up a 
drought management team and collaborating 
with our neighbouring water companies. 
We were able to ensure we kept our 
reservoirs at a high level to preserve stocks 
ready for summer 2018. During the year we 
published our draft drought plan which has 
included considering more severe droughts 
than those witnessed historically, we expect 
to publish our final plan in 2018 following 
approval from Defra.
The customer metering programme 
continues to roll out successfully and we’ve 
seen demand for water reduce by 18 per 
cent in the homes that we have metered. 
By March 2018, 336,260 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 sponsor the wild 
art trail at the Elderflower Fields Festival. We 
also spoke to over 400 people at the family 
festival in the heart of the Ashdown Forest who 
each made a water wish for the future and a 
pledge to save water. 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 
1,375 pupils have a school talk during the year, 
while our water efficiency trailer attended 40 
community events across the region. 
We continue to support customers as they 
work to save water and this year have become 
supporters of Waterwise to work more 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 are also embarking on preparing our next 
water resources management plan which 
sets out our plans for the next 60 years. 
This process has included us engaging with 
customers in focus groups and research 
surveys to understand their preferences for 
how we should ensure we have sufficient water 
supply for the future. 
Following the publication of our draft 
water resources management plan we have 
undertaken a consultation phase. 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. 
In addition, throughout the development of 
the plan we have continually engaged with our 
environmental focus group to ensure that we 
have continuous feedback on our proposals. 
During the consultation phase we have held 
meetings, calls and sent briefings to a number 
of stakeholders and we held a joint stakeholder 
event with Southern Water, SES Water, 
Portsmouth Water and Affinity Water. 

OUR PEOPLE... OUR PLANET CONTINUED
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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 have had six 
discharge consent breaches in 2017/18  
which gives a green classification in the 
traffic light assessment. 
Annual abstraction licences: We have had no 
annual breaches this year 
Daily abstraction licences: We have had 209 
daily abstraction breaches during 2017/18 
which would be classified as red 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.
The largest single breach was for 133 days, 
a dedicated investigation and improvement 
report was produced and discussed with the 
Environment Agency – who have issued us 
a warning letter but following discussion at 
their internal enforcement review meeting 
have decided not to take the matter further 
given the mitigating reasons for the event, 
our good track record of compliance and 
the agreed actions we will take in order to 
address this situation in future. The type of 
borehole that this abstraction was at has not 
been historically fitted with alarms but as a 
result of this event we will be installing one. 
We undertake continuous monitoring of 
our sites and policies to ensure that we are 
following good industry practice. We 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.

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 20
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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 third 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 2017/18 we commenced with the delivery 
of the third year of our programme. Excellent 
progress was made in the year, the highlights 
include:

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

•  pilot biodiversity plans – 10 plans 
completed by March 2018

•  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 complete, we are now doing 
pilot catchment delivery on a number of  
these sites

•  restoring sustainable abstraction 
investigations/options appraisals – 
all 10 studies commenced and on track 
for delivery of outputs

OUR PEOPLE... OUR PLANET CONTINUED



IN 2017/18 WE 
COMMENCED 
WITH THE 
DELIVERY OF 
THE THIRD 
YEAR OF OUR 
PROGRAMME. 
EXCELLENT 
PROGRESS  
WAS MADE IN  
THE YEAR.

71OUR PLANET
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FACT FILEDEVELOPING  
A WATER 
SAVING 
CULTURE

THIS AIMS TO HELP 
PEOPLE UNDERSTAND 
THEIR WATER 
CONSUMPTION 
AND WHAT THEY DO 
ABOUT IT.

WORLD OF WATER
SCHOOL COMPETITIONS 
ENCOURAGE YOUNG PEOPLE 
TO SAVE WATER
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We continue to encourage our customers 
to use water carefully. We do this through 
a wide variety of routes including our 
website, local press, attending community 
and education events, offering customers 
a range of free devices when they have a 
meter installed, and also through working 
in partnerships with other like-minded 
organisations. Examples include:

•  working in partnership with the University 
of Kent to support two of their MSc 
students working with our data to explore 
the most effective and efficient ways we 
can encourage our customers to save 
water. By doing this, the students are also 
developing skills we require within the 
water industry 

•  our popular “World of Water” school talks 
given to 1,555 pupils during 2017/18 alone. 
Our water efficiency trailer attended 
community fayres and events across  
the region 

•  during the 2017/18 year our partnership 
with Save Water Save Money led to more 
than 33,500 customer orders for a range of 
water saving products

These and similar activities contribute  
to achieving the long term reductions in 
water use. 

We have joined forces with behavioural 
science experts Advizzo to develop new 
innovative approaches that empower 
customers to better control the water they 
use and therefore the bill they pay. 

As part of this, our new “My Water Use 
Report” team uses information from customer 
meter reads, third-party data, customer 
metering surveys and micro component 
analysis to create an individual water 
report for customers that presents their 
consumption in comparison to similar homes. 

This aims to help people understand their 
water consumption and what they do about 
it. It helps us to engage with our customers 
and decrease operating costs. Ultimately 
this initiative aims to provide customers the 
knowledge and insights needed to become 
more efficient (and happier) water users. 

FOCUS ON...
DEVELOPING A WATER  
SAVING CULTURE

WE HAVE JOINED FORCES 
WITH BEHAVIOURAL 
SCIENCE EXPERTS 
ADVIZZO TO DEVELOP NEW 
INNOVATIVE APPROACHES 
THAT EMPOWER 
CUSTOMERS TO BETTER 
CONTROL THE WATER THEY 
USE AND THEREFORE THE 
BILL THEY PAY. 
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FACT FILE

THE NATIONAL ENVIRONMENT 
PROGRAMME
ENCOURAGING FARMERS TO 
PLANT COVER CROPS SUCH 
AS WINTER BEANS TO REDUCE 
NITRATES LEACHING FROM THE 
SOIL TO GROUNDWATER

TRIALS AT 
WOODGARSTON WE HAVE CARRIED 

OUT EXTENSIVE 
INVESTIGATIONS 
TO IDENTIFY THE 
POSSIBLE SOURCES 
OF NITRATES.
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Monitoring water quality and groundwater 
levels is a key part of our business. Since the 
1990’s, the groundwater we abstract from 
the chalk aquifer at our Woodgarston Water 
Treatment Works has seen increasing nitrate 
concentrations and is at risk of needing 
costly treatment processes to be installed. 

We have carried out extensive investigations 
to identify the possible sources of nitrates 
and to help us find a solution. The land in the 
Woodgarston catchment has primarily been 
used for agriculture for the past 80 years, 
and our investigations found that there is 
a significant link between nitrates used for 
crops and groundwater levels. Nitrate rich 
fertiliser that is not taken up by crops can 
be lost through the soil to the underlying 
aquifer. 

Cover crops are recognised as an effective 
way of reducing excess nutrients leaching 
into groundwater and can also complement 
crop rotations. With the help of Catchment 
Sensitive Farming, Farming and Wildlife 
Advisory Group and Frontier Agriculture 
we have funded and trialled two cover 
crop investigations in our Woodgarston 
catchment area.

These investigations showed that a mix of 
oilseed radish, or a late mix of oats, late oil 
radish, phacelia and vetch had the lowest 
nutrient leaching potential and could retain 
soil nitrogen by up to 70 per cent. 

We are now working with other farms in 
the area and have developed a catchment 
management programme. We believe this 
approach will not only provide a preferable 
alternative to increasing water treatment 
processes but also deliver considerable 
benefits to farmers, landowners and the 
environment.

This is just one strand of our collaborative 
catchment management work which 
received industry recognition in May 2018 
when it picked up the water resilience 
initiative of the year award at the Water 
Industry Achievement Awards.

FOCUS ON...
COVER CROP TRIALS AT 
WOODGARSTON 

THE LAND IN THE 
WOODGARSTON CATCHMENT 
HAS PRIMARILY BEEN USED 
FOR AGRICULTURE FOR THE 
PAST 80 YEARS, AND OUR 
INVESTIGATIONS FOUND 
THAT THERE IS A SIGNIFICANT 
LINK BETWEEN NITRATES 
USED FOR CROPS AND 
GROUNDWATER LEVELS. 
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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 2017/18 we have had one category 
two pollution incident as reported by the 
Environment Agency. We believe that this 
incident, involving the emergence of blue/
green algae, was a category three or four and 
appealed the Environment Agency’s decision. 
We are continuing to discuss the event with 
our area representatives. 
Nevertheless 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 2017/18 is 37.2 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. 
97 per cent of South East Water’s carbon 
intensity is driven by our purchased electricity 
for water pumping and distribution. We have 
rephrased our operational protocol as part 
of our ongoing power efficiency initiatives. In 
2017/2018, we achieved approximately a 25 
per cent reduction in power consumption in 
peak demand times. 

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 been 
triggered at both Kingston and Windmill Hill 
during the year, but abstraction output has 
been managed below the AIM baseline daily 
abstraction rate and so we have met our 
performance commitment for the year. 
In 2017/18 we have used 156.2 Ml/d less 
during AIM periods at the agreed sites 
which gives us a cumulative normalised 
value of -0.24 Ml/d, this represents an 
outperformance against the AIM baseline.
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IT USES THAT DATA 
TO FIND ANOMALIES 
SUCH AS UNUSUAL 
INCREASES IN WATER 
FLOW WHICH COULD 
SUGGEST A LEAK.

DRONE TAKES TO THE SKY TO SPY ON LEAKS
WE ARE USING THE LATEST TECHNOLOGIES TO KEEP 
DRIVING DOWN THE NUMBER OF LEAKS. AS WELL AS 
AQUANET OUR LATEST TRIALS HAVE SEEN US USING 
DRONES TO HELP FIND THE LEAKS FROM THE SKY.

“AQUANET”



A computer system invented by the South 
East Water leakage team has helped stop 
millions of litres of water being lost to leaks 
every year.

Aquanet has become a vital research and 
analysis tool, identifying pipes which are 
leaking as little as 0.05 litres a second by 
using advanced mathematical algorithms to 
compare flow rates in thousands of water 
meters throughout the company’s network of 
9,000 miles of pipes.

It uses that data to find anomalies such as 
unusual increases in water flow which could 
suggest a leak and that enables distribution 
technicians to investigate and find and fix 
minor leaks before they have a chance to turn 
into major bursts.

Aquanet is compatible with the company’s 
other operations and asset management 
systems and constantly updates, adding more 
than one million rows of data a day to its 
database.

David Price, Leakage Data Manager, said:  
“The system has been far more successful 
than we could have ever imagined. Traditional 
leak detection methods would never be able 
to pick up on a hidden leak running as slowly 
as those we are able to identify.

“We’ve found that up to 90 per cent of the 
anomalies Aquanet suggests are leaks, 
are indeed leaks when investigated by our 
technicians on the ground.

“Our aim is to use Aquanet to predict 
when pipes will fail looking at historical 
information, pipe history, condition reporting, 
pressure, demand and burst history.

“We are also using it to enhance our demand 
forecast, cross referencing demand with 
weather forecasts so we can accurately 
predict the amount of water required over a 
weekend.

“The possibilities for improving how we, as 
a water company, manage our network are 
almost endless with this system.”

southeastwater.co.uk
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FOCUS ON...
CATCHING LEAKS THROUGH  
OUR “AQUANET” 

AQUANET IS 
COMPATIBLE WITH THE 
COMPANY’S OTHER 
OPERATIONS AND ASSET 
MANAGEMENT SYSTEMS 
AND CONSTANTLY 
UPDATES, ADDING MORE 
THAN ONE MILLION 
ROWS OF DATA A DAY TO 
ITS DATABASE.
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FACT FILERIVER OUSE

THE FLOODPLAIN 
WAS IDENTIFIED 
AS AN AREA TO 
TEMPORARILY STORE 
WATER DURING HIGH  
RIVER FLOWS.

FROM SOURCE TO TAP...
THE RIVER OUSE IS A KEY WATER SOURCE 
FOR SUSSEX. WE ARE WORKING CLOSELY 
WITH PARTNERS TO HELP IMPROVE 
THE NATURAL ENVIRONMENT WHICH 
HAS A WIN-WIN RESULT AS REDUCES 
TREATMENT COSTS TOO.
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We know that our drinking water resources 
in the River Ouse catchment in Sussex are 
being compromised by increasing levels of 
pesticides and turbidity. In 2015, we began 
catchment management investigation work, 
alongside the delivery of pilot trials, to 
identify the possible sources of pesticides 
and other pollutants and their pathways to 
water, and to find effective solutions. 
Part of this work focused on ‘Working with 
natural processes’ and how to deliver multiple 
environmental and social benefits. As a result, 
we identified an opportunity to work with 
the National Trust on a floodplain restoration 
project at its Sheffield Park estate. 
Over many years, the River Ouse had been 
heavily modified and certain stretches 
bordering Sheffield Park had been deepened 
and straightened. 
The floodplain was identified as an area 
to temporarily store water during high 
river flows, thus encouraging the deposit 
of sediments and nutrients and aiding the 
biological breakdown of pesticides. 
The National Trust’s aspiration and objectives 
for the floodplain restoration project 
were twofold; to restore and enhance the 
ecological function of the site and to improve 
the visitor experience by reconnecting the 
river to the natural environment.

We worked with the National Trust, the River 
Restoration Centre and CBEC to design a 
scheme that met both parties’ aspirations. 
The design involved reconnecting the 
River Ouse to its original eight hectares 
of flood meadows while leaving the main 
river channel open, and reinstating some 
of its historic meanders. The work also 
incorporated bank regrading, in-channel 
hydraulic controls and floodplain scrapes to 
encourage sediment deposition. 
Works were successfully completed during 
autumn 2017, with some additional work 
planned for Spring 2018 – which involved 
installing turbidity sensors at various 
locations and trialling ‘sediment mats’ on  
the floodplain. 
Our Surface Water Catchment Management 
Lead, Simon said: “This project has proved 
that working in partnership with other 
organisations can be hugely beneficial to 
all those involved. We will use the evidence 
gathered from the Sheffield Park project to 
evaluate river restoration as a measure to 
deliver water quality improvements in our 
other catchments.”

FOCUS ON...
PARTNERSHIP WORKING IN THE 
RIVER OUSE CATCHMENT
SHEFFIELD PARK FLOODPLAIN 
RESTORATION PROJECT 

WORKS WERE SUCCESSFULLY 
COMPLETED DURING AUTUMN 
2017, WITH SOME ADDITIONAL 
WORK PLANNED FOR SPRING 
2018 – WHICH INVOLVED 
INSTALLING TURBIDITY 
SENSORS AT VARIOUS 
LOCATIONS AND TRIALLING 
‘SEDIMENT MATS’ ON THE 
FLOODPLAIN. 
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OUR 
PERFORMANCE

LOGGING OUR PERFORMANCE
AT EVERY STAGE WE ARE USING 
THE LATEST TECHNOLOGIES TO 
MONITOR OUR PERFORMANCE AND 
HELP US KEEP IMPROVING.



IN 2017/18, 
OUR LEAKAGE 
TEAM WORKED 
PARTICULARLY 
HARD AND 
DETECTED A 
RECORD NUMBER 
OF LEAKS (1,300 
MORE THAN 
2016/17). OUR 
INCREASED 
INVESTMENT 
IN LOGGERS 
DURING THE PAST 
TWO YEARS HAS 
ENABLED US TO 
DETECT MORE 
INVISIBLE LEAKS.

southeastwater.co.uk
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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 
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 
3.8 
4.3 
4.3 
4.6 
4.4 

No penalty
No penalty
Penalty
Penalty
Penalty
No penalty
Reward

-£0.037m
-£0.008m
-£0.027m

£0.048m

Leakage Reward/
Penalty

Ml/d 90.0 87.7 Reward £0.189m

Service Incentive 
Mechanism  
(SIM) score

Reward/
Penalty

Score out of 
100

N/A 85.6 Not applicable 
until 2020

Customers 
consider bills 
to be value for 
money and 
affordable

Reputational % N/A 71 Not applicable

Number of 
properties at risk 
of low pressure

Reward/
Penalty

Number 60 47 Reward £0.004m

Average 
interruption 
time lost per 
property

Reward/
Penalty

Minutes 12.0 44.6 Penalty -£1.331m

Meeting the 
water resource 
deficit

Penalty only Ml/d 0 0 No penalty

Mean zonal 
compliance

Penalty only % 100 99.95 No penalty

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

Reputational Number 0 215 Not applicable

Number of 
pollution 
incidents 
(category 1-2)

Reputational Number 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 0 Not applicable

Discolouration 
contacts

Reward/
Penalty

Number 
per 1,000 
population

0.58 0.82 Penalty -£0.358m

Above 
ground asset 
performance

Penalty only Assessment Stable Stable No penalty

Number of sites 
at risk of flooding

Reputational Number N/A 7 Not applicable

Water mains 
bursts

Penalty only Number 2,429 2,747 No penalty 

Kg of carbon 
emissions per 
customer per 
year

Reputational kgCO2e 37.7 37.2 Not applicable

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

Reputational Ml/d 0 -0.24 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 2016/17 please 
visit southeastwater.co.uk/reporting17 
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CUSTOMERS CONSIDER THE 
APPEARANCE OF THEIR WATER 
TO BE ACCEPTABLE

 
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.

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

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.

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
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LEAKAGE LEVEL

 
SERVICE INCENTIVE  
MECHANISM (SIM) 

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.

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 will be an adjustment to revenue.

CUSTOMERS CONSIDER BILLS 
TO BE VALUE FOR MONEY AND 
AFFORDABLE

 
PROPERTIES AT RISK OF  
LOW PRESSURE

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.

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

CUSTOMERS CONSIDER  
THEIR WATER SUPPLY IS OF 
SUFFICIENT PRESSURE

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. 

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 AND DURATION 
OF SUPPLY INTERRUPTIONS IS 
ACCEPTABLE

 
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.

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

MEETING THE WATER  
RESOURCE DEFICIT 

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 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. 

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 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

NUMBER OF BREACHES OF 
ABSTRACTION LICENCES, 
DISCHARGE CONSENTS AND 
ENVIRONMENTAL PERMITS

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) 

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) 

OTHER STATUTORY OBLIGATIONS 
AND LICENCE CONDITIONS –  
NUMBER OF BREACHES

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.

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.

DISCOLOURATION CONTACTS  
(PER 1,000 POPULATION)

 
WATER MAINS BURSTS 

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. 

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

WE WILL MONITOR OUR 
ABSTRACTIONS AT LOW FLOWS AT 
ENVIRONMENTALLY SENSITIVE SITES

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.

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. 

NUMBER OF COMPLIANCE 
BREACHES OF HEALTH & SAFETY 
LEGISLATION

KG OF CARBON EMISSIONS  
PER CUSTOMER  
PER YEAR 

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

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 43 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 2018/19 
to be published in autumn 2018. The findings 
from annual audits for 2017/18 will be 
incorporated into the process of updating 
our risk assessments and assurance plans.

In November 2017, Ofwat assessed the 
company monitoring frameworks produced 
by the industry and allocated them to a 
category. This saw us maintain our position 
in the highest category of self assured. We 
believe that our customers and stakeholders 
value the transparency that we have provided 
by publishing our strengths, risks and 
weaknesses statement and assurance plans. 
Despite the fact that being categorised as 
self-assured means we are no longer required 
to provide as much information as targeted 
and prescribed companies we realise the 
value our customers and stakeholders place 
on transparency and have therefore opted to 
provide the same level of detail as if we were 
still in the targeted category.

A SSURANCE SUMMARY
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WORKING TOWARDS A 
SUSTAINABLE LEGACY
WE HELD A WORKSHOP 
TO TALK ABOUT THE KEY 
ISSUES FOR THE SOUTH 
EAST OF ENGLAND, NOW 
AND IN THE FUTURE. IT’S 
HELPING US UNDERSTAND 
OUR COMMUNITIES 
PRIORITIES SO WE CAN 
MAKE A POSITIVE IMPACT 
NOW AND IN THE FUTURE.

WHAT TO EXPECT IN 2018/19
In September we will publish our business 
plan which will include our outcomes, 
performance commitments and our plans 
to embed customer engagement and being 
a responsible business within our plans for 
2020 onwards.
We will begin to update our reporting to 
reflect our new approach which builds on the 
foundations of this Performance, People and 
Planet report.
We’ll look forward to reporting on our 
performance in July 2019.
If you are interested in our progress do follow 
us on Twitter or Facebook for updates on our 
work through the year.

        @SEWaterUK

        SEWaterUK

THE FUTURE
WE’LL LOOK FORWARD 
TO REPORTING ON OUR 
PERFORMANCE IN JULY 2019.
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Have your say...
You can contact us in the following ways:

southeastwater.co.uk

yourwateryoursay@southeastwater.co.uk

Facebook and Twitter: @sewateruk 

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




