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

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

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

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

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

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

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

southeastwater.co.uk

Water extraction 7%

Water treatment 17%

Getting the  
water to you 45%

20%

11%Customer 
service

Cost of  
capital  
investment  
and  
maintenance

Western region

Eastern region
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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 ensure our data. 
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Our approach Our customers Our community Our behaviour
Our people... Our people... Our people...

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 ensure our customers 
receive the best levels of service and 
the ways that we are improving our 
communication.

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.

We strive to inspire and motivate our 
people and partners. Learn more about 
how we aim to be a better neighbour, 
take account of the views of those with 
a stake in our business and foster good 
working relationships with them.
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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 
I would like to thank all South East Water employees, 
suppliers and our board, for their ongoing 
commitment and support. As we head into the third 
year of our investment period, I am pleased to see 
customer satisfaction continues to be at the heart 
of our business promise and that we have a team at 
South East Water that is passionate about ensuring 
we deliver on the commitments we made to all our 
customers in our five year plan. 

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
14 July 2017

Welcome to our performance, people  
and planet report. 
We are pleased to present our performance for the 
year 1 April 2016 to 31 March 2017. 

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 has been the second 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. 

We would like to go beyond purely performance 
reporting and give you an insight into what we do, 
what it means to work with us and the positive impact 
we have on our local communities and environment. 

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 10 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 previously reported in our 
environmental and social achievements report. 

Corporate social responsibility 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. 

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 58) and we 
also look to the future (page 68) at how we plan to 
continue to improve. 

People – Whether it’s our customers (page 12), 
community (page 24) or our own behaviour (page 32) 
our interactions with the people who matter to our 
business is vital to our success. 

Planet – 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 45) details how 
we work to improve the environmental impact and 
work with others to ensure we are guardians of the 
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. 

Our service incentive mechanism (SIM) score for 
2016/17 was 84.6 out of 100 – a 2.6 point increase on 
the previous year’s score of 82.0. We were particularly 
pleased with our quarter four results which placed us 
fifth in the industry and thank the teams who engage 
day and night with customers for their continued 
focus on delivering a five-out-of-five service.

We received 30 per cent less written complaints 
than in the previous year, this is the fifth year in a 
row we have reduced the level of complaints. Our 
efforts were recognised by the Consumer Council for 
Water in their September 2016 report where they 
praised the team for the mixture of innovation and 
initiatives that place customer care and satisfaction 
at the centre of all our activities.

During the year a new website www.discoverwater.
co.uk was launched which gives everyone access 
to comparative information on the performance 
of all water companies. We believe this will be an 
important tool during the next business planning 
process to enable stakeholders, in particular our 
Customer Challenge Group, to compare our target to 
ensure we are striving for continuous improvement 
and stretching ourselves to be providing the best 
possible service. 

In November 2016 Ofwat recognised our robust 
approach to our company monitoring framework 
by upgrading us from targeted to self-assured. 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.

Managing Director’s  
introduction

www.southeastwater.co.uk
www.discoverwater.co.uk


We know h2ow.

We use 
the latest 
technology 
and modelling 
capabilities 
to constantly 
assess the 
health of  
our assets.

Andy – Leakage team
Using state-of-the-art noise loggers 
to detect hard-to-find leaks
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 MyAccount functionality was launched in April 2016 
and in its first year 35,000 customers have signed up 
to the service

Delivering £89.8 million of investment to improve 
our infrastructure to deliver better water quality 
and reliability for customers

 Customer complaints have decreased for the fifth 
year in a row taking us towards upper quartile

Trialling new forms of engagement with customers, 
including magazines, thank you postcards and 
innovative behavioural science water use report

Our extensive preparations meant we were ready  
for 1 April 2017 when the competitive market for 
non-household customers opened

 Our new vans were rolled out and a new uniform to 
help make us more distinctive and raise awareness 
of our work and reduce the risk of people claiming to 
be us as bogus callers

All year two national environment programme 
actions delivered

Achieving an 87 per cent response rate for our 
employee engagement survey, our highest ever score

Installing 44,201 water meters so that we now 
have 82 per cent of customer able to monitor and 
influence their water use 

This year we have launched a new interactive map 
on our website, which allows customers to see any 
water supply or engineering issues in their area by 
simply entering their postcode

We have trialled a leakage campaign in Aldershot 
area to help inform people about our work to find 
and fix leaks and encourage them to report any  
they spot

Fishing at Arlington has been as popular as ever  
this year with 1,228 anglers visiting the reservoir. 
We are delighted that in excess of 240,000 visitors 
attended Arlington and Ardingly this year

 98.3 per cent of company managed sites of special 
scientific interest are in either favourable or 
recovering condition compared to a target of  
95 per cent by 2020
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We know h2ow.

Engaging 
with our 
stakeholders 
about their 
priorities 
and service 
expectations.
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How we do business 

For the period 2015 to 2020 we have introduced 
a new 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 58). 

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 corporate social responsibility report, and 
this report will help you to learn more about how our 
business operates responsibly.

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

Introduction to our business

8
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Stakeholder engagement
More than 80 stakeholders attended 
our two workshops in Kent and 
Farnborough

www.southeastwater.co.uk
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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

We know that our people are the key to our 
success. Our “count me in” employee engagement 
programme has worked during the year to 
ensure employees and our suppliers and partners 
understand our plans for the future and the vital role 
they all play. 

We are pleased that our communication campaign 
and team briefings have been successful, as our 
employee survey in April 2016 found that 96 per cent 
understood our vision for the future. 

How we do business

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

 

1
Values
 Core values support our vision 
and commitments, they shape 
our culture and reflect what 
South East Water is all about

 •  Trust

 •  Passion

 •  Agility

 •  Creativity

 •  Excellence

2
 Commitments
We developed five commitments 
which ensure we will reach  
our vision

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

3
Continuous  
engagement
Everything we do is 
engagement with  
those with a stake in 
our business

4

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

5

Customer 
satisfaction 
outcomes
 We aim to deliver a 
five-out-of-five service 
to achieve customer 
satisfaction

6
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

7

< Customers

< Employees

< Partners

< Community

< Regulators

< Investors

www.southeastwater.co.uk
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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.

12

On average our customers 
scored us

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

4.2/5.0  
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

74%  
on average 74 per cent of customers 
surveyed in our annual tracking 
survey thought our bills were value 
for money

30%  
reduction in customer complaints 
compared to prior year and  
76 per cent reduction over a  
two year period

63%  
reduction in number of cases 
referred to our complaints  
review team

Our people...

Our customers

southeastwater.co.uk

Every customer counts
We know that working 
together with our customers 
to help with water efficiency 
at home helps ensure happier 
customers

www.southeastwater.co.uk
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As leakage is our lowest scoring customer 
satisfaction measure and receives lots of “don’t 
know” responses we thought it was a good 
opportunity to inform our customers about what 
our leakage team does. As a result we have recently 
promoted our “leak squad” at our open days and 
undertook a trial communication in the Aldershot 
area. The customers who we have spoken to about 
leakage have been more satisfied following our 
conversation. 

In the past two years we have introduced our new 
“pure knowh2ow” brand, vans branded with new livery 
and most recently new uniforms. During the past 
year, we have increased the number of initiatives 
that we are trialling and have a dedicated member of 
staff project managing the various work streams. 

Our social media team monitor and respond to 
customer communications on Facebook and 
Twitter and we have a comprehensive website 
that is dedicated to providing instant advice and 
information on every aspect of the service we offer. 

Our MyAccount function was launched in April 2016 
and is growing in popularity, with 35,000 customers 
signed up this year. MyAccount enables customers to 
view, download or print their bills and they can also 
make payments, tell us they are moving home, check 
their balance, and set up or amend a Direct Debit.

South East Water is 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 for 
all measures during the year, significantly for the 
level of leakage and frequency of water restrictions. 

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 2016/17 we have continued to drive 
the cultural change within our business, with 
commitment and focus to delivering a five-out-
of-five service. We have worked with our teams to 
show them how their roles can impact on customer 
satisfaction. Our operations team has an ongoing 
programme of training related to their customer 
interactions and technicians leave feedback cards 
with customers who they have visited so that they 
can receive suggestions on how they can improve. 

We ran two trials of a customer magazine. We found 
that 78 per cent of customers who read it felt the 
magazines were interesting and informative. While 
it was positive feedback and we had a 65 per cent 
readership we are looking to develop the magazine in 
2017/18 such that we target delivery in areas where 
people are more likely to read it and use the content 
developed in more creative ways to engage with 
more people.

Outcome
Customer satisfaction

Customers consider… Final 
Determination 

Target 2016/17

2015/16  
Actual

2016/17  
Actual

Variance  
to Target

Variance  
to 2015/16

Appearance of their water to be acceptable 4.6 4.4  4.5 (0.1)  0.1 ↑

Taste and odour of their water to be acceptable 4.3 4.1  4.2 (0.1)  0.1 ↑

Level of leakage to be acceptable 4.0 3.4  3.8 (0.2)  0.4 ↑

Their direct interaction experience to be positive 4.5 4.2  4.3 (0.2)  0.1 ↑

Their water supply is of sufficient pressure 4.5 4.2  4.2 (0.3) 0 =

The frequency and duration of supply 
interruptions is acceptable

4.7 4.6  4.6 (0.1) 0 =

The frequency of water use restrictions  
to be acceptable

4.1 4.2  4.4 0.3 0.2 ↑

How have we performed

Our people...  Our customers continued

www.southeastwater.co.uk


Our aim is to offer 
a service tailored 
to the needs of 
each individual 
customer.
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Focus on...
Helping everyone access our services

We know how important it is to provide an excellent and 
reliable service to all of our customers and we recognise 
that some customers have additional needs that might 
make it more difficult for them than others.
We have created a customer care team combining 
office and field based staff that work together, and in 
partnership with other organisations and community 
groups, to identify and assist those who can make use of 
our services.
We provide a wide range of services to meet individual 
needs and ensure our people are fully trained to deal 
sympathetically with a wide range of cases. 
We also work with external agencies and support 
workers to identify those customers who would not 
otherwise seek assistance. 
Sheila Bowdery, customer care team manager, said: 
“The office based team is responsible for identifying 
customers who require additional assistance and 
assessing their needs prior to applying any appropriate 
tariff or service.
“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 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.”
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 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.

Our people...  Our customers continued

Vikki – Customer Care Team
Visits an Age UK advisory meeting

Fact File
17,959  
home visits made by customer care 
field team

9,471  
customers on our social tariff

3,130  
customers on our WaterSure tariff

www.southeastwater.co.uk


We know h2ow.

We know it’s 
vital to listen 
to the things 
that matter  
to customers.
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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 2016 
and received responses from more than 3,100 
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 74 per 
cent, which means we are on track for our target. We 
are very pleased to have achieved a three per cent 
increase since last year and that we are now on track 
to meet our five year target of 80 per cent. 

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 
4.06 to 4.65 (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
Customers consider bills to be value  
for money and affordable

Our people...  Our customers continued

Focus on...
Talking more, listening better 

We know it’s vital to listen to the things that matter to 
customers through their responses to our regular surveys. 
We also know customers and stakeholders are interested 
in what we do and want to be kept informed about our 
work, both day-to-day activities and our long term plans. 
We don’t want to be a silent utility and instead have 
developed our “together we know h2ow” engagement 
programme to encourage conversations about water.
We have developed a bold and attractive new brand 
image incorporating our Pure know h2ow strapline to 
help increase our visibility in the community.
Whether it’s online, customer magazines, school talks, 
community talks or promotional campaigns we are doing 
more to educate customers about their water supply, 
where water comes from and how we make sure the water 
we deliver is the best quality.
Jessica Bave, Campaign and Media Officer, said: “If we are 
working in a community we make sure we take the time 
to provide customers and stakeholders with all the 

information they need about the work before we start 
and hear their views. This helps us develop plans that 
take their concerns into consideration first.
“In particular we work closely with the highways 
authorities at planning stage to make sure we minimise 
disruption and put appropriate and clear signage if road 
diversions are required.”
This year we started to talk more about the work of 
our leakage team too and recently promoted the “leak 
squad” to help customers see the work we do around the 
clock to find and fix leaks. We openly talked about our 
leakage challenge for the first time on our open days and 
customers scored us an average of 4.65 for satisfaction 
with leaks once they understood the work we do 
compared to a score of 3.44 when the open day started. 
We plan to do more during 2017/18 to keep these 
conversations going, sharing our water knowledge and 
helping customers increase their understanding too. 

No longer the silent utility
Alan and Simone show off our 
new look uniform and brand

www.southeastwater.co.uk
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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 2016/17, we achieved 
84.6 compared to 82.0 in 2016/17. The enthusiasm of 
our employees has helped us to achieve a fantastic 
2.6 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. During 
2016/17 we have established a quality team who are 
continually reviewing calls and processes to ensure 
that we are providing the best possible service to  
our customers.

We have invested in our systems to ensure we can 
respond to customers quickly and efficiently when 
they contact us. 

Our customer care team continue to proactively 
engage with partner organisations, such as social 
housing associations, Age Concern and the Citizen 
Advice Bureau, but are increasingly 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.

As a result we have increased the number of 
vulnerable customers that we have been able to help 
and drive uptake of our social tariff.

Customers are referred to the customer care 
team from other parts of the business, including 
operations staff and our contractors who work on 
our capital programme 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.

The level of written complaints received from our 
customers has reduced again this year with a 30 per 
cent improvement compared to the prior year and 
a 76 per cent reduction over a three year period. 
During the year we have continued our focus on 
improving our customer service on every contact we 
receive with our teams striving to give a five-out-of-
five experience every time a customer contacts us.

In September 2016, we received a special mention in 
a report published by independent water watchdog, 
CCWater. 

Sir Tony Redmond, London and South East Chair of 
CCWater said: “We are delighted that South East 
Water has managed to turn around its performance 
while undertaking compulsory metering for all of its 
household customers.

“This is a policy which has caused problems for other 
companies in the region. The company’s success is 
the result of a mixture of innovation and initiatives 
that place customer care and satisfaction at the 
centre of all its activities.”

We are very proud of the progress that we have 
made to improve the service that our customers 
receive and intend to continue working towards 
becoming a top five company. 

Outcome
Service Incentive Mechanism

Our people...  Our customers continued

Focus on...
Listening more – finding different ways to hear  
from our customers 

We know the key to continuous improvement is to ask 
for feedback and act on the issues that matter to our 
customers and stakeholders. It is through this two-way 
engagement we’ve seen our customer satisfaction and 
performance scores improve during the year.
At every opportunity we ensure customer engagement 
is part of how we do business. From holding a drop-in 
session for customers before we close a road to lay a 
water main, to asking for customer feedback following 
their telephone call. These insights, such as local 
knowledge and customer feelings keep feeding in to help 
us learn lessons and improve.
Steve George, Customer Service Director, said: “For us, 
engagement is part of what we do day-in day-out. That is 
why we developed our customer satisfaction measures at 
the start of this business plan to ensure we capture the 
views of all our customers, including the silent majority 
who rarely contact us. Each month we survey a sample of 
customers and ask how satisfied they are with the service 
we provide, rating us a score out of five – with five being 
very satisfied. 

 

“The “five-out-of-five” focus across the business 
continues to grow with employees from teams in both 
the office and the field adopting the measure to reward 
and recognise dedication to customer satisfaction.” 
This initiative has seen our average customer satisfaction 
score increase from 4.15 in 2015/16 to 4.28 in 2016/17.
Customers are asked for their opinions on a range of 
issues and asked to rate the company out of a maximum 
score of five. Subjects covered include the appearance, 
taste and odour of their water, interruptions to their 
supply, hosepipe bans, leakage, direct interaction with 
the company and water pressure.
In addition, an automated telephone survey also gains 
instant feedback from customers who contact us and 
a dedicated five-out-of-five team then follows up with 
customers to resolve problems and feeds customer 
suggestions for improvements back into the business.
Customers can also complete the survey online at 
southeastwater.co.uk/yoursay

Matt – Engineering Team
Our engineers regularly organise 
drop-in sessions for customers to 
give their views and learn more 
about our work

Fact File
1,496  
written complaints compared to 
2,145 in 2015/16

72.1%  
of customers scored us five-out-
of-five when asked how satisfied 
they are with how we handled 
their query

61  
complaints referred to our 
complaints review team compared 
to 163 in 2015/16

www.southeastwater.co.uk
www.southeastwater.co.uk/yoursay
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Our Customer Panel was chaired by Roger Darlington 
until December 2016. We would like to take this 
opportunity to thank Roger, who has worked with 
us for the last five years, for building a collaborative 
group that challenged us to ensure customer views 
were considered at every stage of our plans. 

The main aim of the Customer Panel is to monitor our 
performance against our outcomes during 2015 to 
2020 and to provide challenge on our other business- 
as-usual activities. The panel undertake a “deep dive” 
of a particular aspect of our performance at each 
meeting in order to find out more about the issues 
and provide challenge in more detail as required. 

In December we welcomed Zoe McLeod as the 
Chair of our customer panel which in May 2017 
has become the Customer Challenge Group (CCG) 
to reflect the fact that we are working towards 
our 2019 price review submission. Zoe is a leading 
consumer advocate with a background working for 
the customer watchdog Consumer Focus, Citizens 
Advice, Friends of the Earth, as an associate with 
Sustainability First and prior to her appointment 
as Chair of our CCG Zoe was a member of industry 
regulator, Ofwat’s Expert Advisory Panel.

As we now prepare for the price review, Zoe has 
recruited an experienced CCG, including new 
members with research methodology, engagement 
and price control expertise, to take us through the 
planning cycle and ensure we continue to put the 
customer voice at the heart of our business. 

Mairi Budge, Rupika Madhura and Leslie Sopp all 
joined our CCG in April 2017. Louise Bardsley from 
Natural England was a member of our customer 
challenge group for the 2014 price review and we are 
delighted to welcome her back.

Further information about the role of the CCG and 
their comments on 2016/17 can be found in the “our 
approach” section of “our performance” on page 58.

Customer Panel/ 
Customer Challenge Group

Roger Darlington
Former Chair of the 
Customer Panel until 
December 2016

Dr Louise Bardsley
Natural England

Zoe McLeod
New Chair of the Customer 
Challenge Group

David Howarth
Environment Agency

Veronica McGannon
Household customer 
representative

Caroline Farquhar
Community Representative 

Mairi Budge
Independent consumer 
research and behaviour 
change expert

Richard Lavender
Director, Kent Invicta 
Chamber of Commerce

Ben Roome
Household Customer 
Representative and  
small business owner

Karen Gibbs
Consumer Council 
for Water (CCW) 
representative

Rupika Madhura 
Economist and price 
control expert

Penny Shepherd MBE 
Consumer Council 
for Water (CCW) 
representative

Janet Hill
Community 
representative

Leslie Sopp 
Independent market 
research and customer 
insight expert

Adrienne Margolis 
Household customer 
representative

Read more online at   
southeastwater.co.uk/customerchallengegroup

www.southeastwater.co.uk
www.southeastwater.co.uk/customerchallengegroup
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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 
£89.8 million in our assets and network. During 
the year we invested in both new and existing 
assets, improved treatment works at Stockbury 
and Kingston in Kent and continued with our mains 
replacement programme. Schemes such as these 
are supporting our efforts to improve services for 
our customers and help safeguard the environment, 
and we are committed to continue 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 capital 
programme. 

We are pleased that 93 per cent of our media 
coverage during the year has been positive or neutral 
reflecting our proactive approach to engaging with 
local press. 

49  
properties are at risk of low pressure 
across our supply area

65  
school talks undertaken in the year to 
1,883 children 

99.95%  
water quality (Mean Zonal Compliance)

93%  
positive or neutral media coverage 

12.9  
Customers experienced on average  
12.9 minutes of interruptions to their 
supply in the year

97%  
of employees agree we care for the 
environment and community

143  
volunteers worked with us on  
conservation work

Dipping into environmental learning
We encourage pupils to learn more 
about our work and the environment 
through our schools programme

Our people...

Our community

www.southeastwater.co.uk
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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?

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. 

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.

During the year we completed a scheme in Snodland, 
Kent, which has enabled us to increase pressure to  
34 properties which offsets any additions during  
the year.

In 2016/17, we have only 49 properties that are at 
risk of low pressure compared to a target of 60. 

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 2016/17 was for each property 
served to be interrupted by on average, less than 
12.3 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 2016/17 our customers experienced on 
average 12.9 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 nine interruptions during planned 
work on our network, which was an average of 0.05 
minutes per property. 

During the year we had larger incidents in Barcombe 
(August) and Haywards Heath (March). These two 
events contributed 7.5 minutes in total to our 
interruptions performance. Excluding the Barcombe 
and Haywards Heath bursts, our underlying 
performance equates to 5.4 minutes per connected 
property. We are pleased despite a more challenging 
year our teams have continued to improve our 
underlying performance, which sees this improve 
from 9.1 minutes in 2015/16. 

An important development this year is that we 
have improved our digital communications with 
customers during interruptions through our new 
web and text message service, for more information 
see page 27. We are also carrying out surveys with 

Our people...  Our community continued

Outcome
Low pressure

Outcome
Interruptions to customers’  
water supply

Focus on...
Water updates in your pocket

We know the importance of good and clear 
communication with our customers, and we embrace 
new technology and new ideas to get them the 
information they need. 
An example of how we do this is the interactive map now 
featuring on the South East Water website, which allows 
customers 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.
Laura Hopperton, Digital Manager, said: “Knowing that 
nearly 40 per cent of our customers are viewing our 
website on a mobile, we made sure to make the website 
responsive, so that it works seamlessly on desktop, 
tablet and mobile.
“Very soon we’ll be adding the functionality for 
customers to report a leak on the website which 
will replace the web form we currently have and be 
a big improvement, making it much easier for them 
to accurately report the location of leaks. We’re also 
looking at other ways we can improve it going forward, 
so that it’s a one-stop shop for customers to get 
information on their water supply.”
To see the portal in action, visit southeastwater.co.uk 
and put your postcode on to the map.

Fact File
65  
school talks to 1,883 children

109  
people tour our treatment works

20  
community talks and drop-in sessions

14  
community events

In your area 
Customers can visit our ‘in 
your area’ map to find out the 
latest information

Our approach     Our customers     Our community     Our behaviour     Our planet     Our performance

customers after incidents to get their feedback and 
learn lessons for the future and to keep improving. 
We are developing an approach to engage more 
with customers and stakeholders both during and 
after incidents so we can improve our service and 
community resilience. As an example following a 
prolonged interruption in Withyham, in Kent, we 
attended the Annual Parish Assembly and gave a 
talk about the incident and how people can prepare 
for the potential of no water and where to go for 
information in any future emergency. This exercise 
provided us with invaluable insight into how we can 
improve our service to customers when there is  
an interruption and how we can work with customers 
to improve resilience during incidents.

www.southeastwater.co.uk
www.southeastwater.co.uk
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Our people...  Our community continued

New homes
We work closely with developers 
to ensure we don’t hold up the 
building of new homes 

Focus on...
Supporting new homes for the south east

We know how important it is to support housing growth 
in the UK by providing an excellent level of service to 
developers. We recognise that we are part of a process 
that links in with many others to make sure new 
developments are completed as quickly and seamlessly 
as possible.
How do we play a part? We are responsible for the 
estimating, project management and delivery of new 
connections and developer mains – we manage the end 
to end process. In order to do this effectively we carry 
out numerous engagement activities throughout the 
year and listen to what our customers have to say. Here 
are a few examples of what we have done to improve our 
service levels:
•��We�have�created�a�‘caseworker’�approach�so�that�
developers�have�a�one�stop�shop�when�dealing�with� 
South�East�Water

•��We�ensure�that�all�members�of�the�team�are�trained�in�all�
developer�service�functions;�this�enables�us�to�be�agile�
when�the�housing�market�dictates

•��We�have�created�our�own�bespoke�Developer�Services�
logging�and�tracking�system�to�make�ensure�that�we�
always�know�where�an�enquiry�is�at�the�touch�of�a�button

Rachel Baker, Developer Services Manager, said: “We are 
passionate about getting it right first time and ensuring 
that the customer is fully engaged from the beginning 
to the end of their development. We work closely with 
our delivery partner, Clancy Docwra, and we also work 
closely with our Assets and Engineering departments 
to make sure we can provide the water required for new 
developments without impacting existing customers. 
“Together we look at the best and most cost effective 
way of supplying water to feeding new developments and 
try, when possible, to link in with strategic schemes to 
limit the impact.”
We also provide regulatory, legal and hydraulics advice 
to developers – we aim to make the process of providing 
infrastructure to new developments as easy as possible 
so that developers can sell the properties they have built 
and families can move into their new homes.

Our target is fewer than 2,429 bursts in 2016/17.

How have we performed?

We have had 3,032 water main bursts in 2016/17, this 
compares with 2,307 water main bursts in 2015/16. 

In 2016/17, we experienced significantly less rainfall 
between August and December than we usually 
expect. This was followed by a cold snap of weather 
in January and then closer to average rainfall. 
Prolonged periods of dry weather can result in 
ground movement which when followed by colder 
temperatures can lead to increased water mains 
bursts. 

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. 

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 2016 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�parameters�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. Our new laboratory was 
opened in February 2016, which operates 24 hours 
a day, 365 days a year, is able to test 500,000 water 
samples each year. 

Outcome
Water main bursts

Outcome
Mean zonal compliance – water quality

Fact File
7,350 
Number of new connections 
completed 

28,506 
Number of estimated new 
connection plots and developer 
mains

Approx. 42 Km 
Length of main laid in year 

0.2% 
% of complaints per plot 
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How have we performed?

We measure this by completing the works agreed and 
submitted as part of our business plan. 

In 2016/17 we have undertaken detailed assessments 
and works which reduce the number of sites classified 
as at risk of flooding to 33. We have a plan for the next 
three years to undertake the works required to meet 
our performance commitment.

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 0.78 from 0.97 in 2015/16.

When a customer contacts South East Water 
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 2016/17 we have achieved 0.96 compared to 0.98 
last year. We are disappointed that we have not 
met our in year target of 0.78, the reduction to 0.96 
means we are within an acceptable tolerance. 

During the past two 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 a number of further actions this 
year. The key actions are as follows:

•   Targeted mains renewals and treatment process work 
•   We have increased our mains flushing programme from 

500 to 875 miles per year 
•   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 

Outcome
Discolouration contacts

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. 

Outcome
Number of sites at risk of flooding

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 2016/17. 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 2016/17 we have achieved 
0.08 per cent

•   Service reservoir coliforms non-compliance – our target 
is 0.84 per cent. In 2016/17 we have achieved 0 per cent

•   Turbidity - our target is 11. In 2016/17 we have 
achieved 0

•   Enforcement incidents - our target is 0. In 2016/17  
we have achieved 0 

Outcome
Above ground asset performance

Our people...  Our community continued
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Focus on...
Working with customers and stakeholders  
towards resilient communities

Supplying 2.2 million people with water through a 
network of 9,000 miles of pipeline means sometimes 
things do go wrong. We know that for our customers if 
they have a water supply interruption it’s important we 
keep communicating with them throughout.
Our experience has taught us that there are also ways 
we can help our customers to look after themselves 
and their communities during a prolonged interruption. 
During an incident we ensure regular messages and 
communications of the situation are sent out and we 
work with community stakeholders to help ensure we 
reach more vulnerable people in the community.
A good example was during winter 2016 when a 
burst water main left 1,918 people in Withyham and 
Groombridge with an intermittent water supply for a  
few days. 

 

Jo Osborn, Head of Communications, said: “When things 
go wrong we want to make sure we are there for our 
customers and helping the communities. We worked 
closely with the parish council in Withyham to help 
keep people updated via their own channels and sent 
our trailer out to the bottled water locations to provide 
information to people.
“After the event we sent out a survey to people impacted 
to help us see where we did well and where we could 
improve. We were really impressed with the parish 
council who took it so seriously that it led them to 
organising a special community resilience day where they 
thought about how to put plans in place to help ensure 
they are prepared for future. 
“Making sure people have our contact details, know 
who to call and where to get updates is important 
and we keep developing our website, social media and 
community engagement to help us be there when people 
need us.”
You can sign up for our priority services register  
at southeastwater.co.uk/priorityservices or  
call 0333 000 0001

Jo – Communications Team
Jo talks to a resident in 
Withyham after their 
community resilience day

www.southeastwater.co.uk
www.southeastwater.co.uk/priorityservices
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Our approach 
Our vision “to be the water company people want to 
be supplied by and want to work for” is reflective of 
how we behave. We aim to ensure that our all our 912 
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. 

Health and safety is a priority at South East Water 
and we again ran our “wellbeing week” programme, 
this year focussed on muscular-skeletal problems, 
along with year round safety awareness messaging 
and governance through our health and safety 
committee. 

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 South East Water’s 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.

So, why do 89 per cent of our people think 
South East Water is a great place to work? 

We know that our people are central to us providing 
our customers with an excellent service and it was 
therefore imperative that they were at the heart of

our vision: to be the water company people want to 
be supplied by and want to work for. 

At South East Water the health and wellbeing of our 
people is truly embraced. From company initiatives 
to groups set up by employees, there is a wide range 
of events that take place. 

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. 

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).

We are currently 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 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. We are very 
accommodating to help where we can. 

From 2017/18, we are moving away from having a 
“wellbeing week” to making a part of our everyday 
lives through our new ‘Thrive365!’ strategy (see 
page 37). We have recruited wellbeing champions 
from across all areas of the business that have 
already begun organising team walks and picnics to 
encourage office based staff to leave their desks at 
lunchtime. 

In 2016/17 we won a Kent Healthy Business Award, 
we received the level of “excellence” in all but one 
of the categories. Categories for the awards were 
leadership, attendance management, health and 
safety, smoking, alcohol awareness, physical activity, 
healthy eating, environment and mental health. 

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

One  
breach in statutory obligations and 
licence conditions

87%  
participation in our employee survey

Zero  
Health and safety legislation breaches

12.67%  
staff turnover - 2016/17 compared to 
14.19 per cent in 2015/16

Silver  
We hold the silver Investors in  
People Award

15,853  
hours of training courses

Zero  
National security obligations breaches

89%  
of employees would recommend us as a 
good place to work 

Award won  
Rushlight Award - Sustainable 
Agriculture, Forestry and Biodiversity 
Award - Environment Team’s pioneering 
and innovative work with farmers  
and landowners

Our people...

Our behaviour

southeastwater.co.uk

Anthony  – Customer Service Team
Our customer service advisors are 
specially trained to ensure they 
understand the different needs of 
our customers, they strive every day 
to deliver a five-out-of-five service
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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 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 are focusing on. 

In April 2016 we launched a new intranet named 
Gurgle which 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. We are 
encouraged that Gurgle has become popular and the 
statistics speak for themselves as you can see.

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. 

STARS is our biennial staff awards evening, which 
recognises the hard work of colleagues and teams 
from across the business. Employees are encouraged 
to nominate individuals and teams in almost a dozen 
categories. We are preparing for our 2017 event, 
but are delighted to see more than 500 nominations 
submitted, the judges have a difficult job ahead.

Members of our household retail customer contact 
centre are part of a reward 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. 

Every two years we undertake an employee survey, 
our latest being in April 2016. We were delighted 
to have achieved 87 per cent participation which 
is significantly above the UK wide benchmark. This 
survey has enabled us to understand what we are 
doing well and what we need to focus on in the 
future. Career development (68 per cent are happy 
with opportunities for career development) and 
recognition (63 per cent receive recognition for 
their achievements) were two areas which were 
highlighted for improvement. Each department has 
made a plan of how they will address their lower 
scores. 

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 which 
has since been extended to 471 days. We now have 
two running groups which go out at lunchtimes 
or outside of work. So far 15 employees have 
become involved and this number is growing with 
all abilities welcome to take 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. 

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. In 2016, we had 
groups walking 10, 20 or 30 miles in the Severn Trent 
mountain challenge. 

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

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. This framework enables us to channel 
resources more effectively and harness the talent 
of our people towards achieving our company goals. 
Three years on from achieving the bronze Investors 
in People accreditation, we have now gone one 

better, securing the prestigious silver award in 
2015/16. Developments in our journey so far include 
improved training opportunities, better internal 
communications and ensuring all employees and 
contractors receive the living wage. 

Our perfecting performance programme supports 
new managers through an innovative nine-day 
course focussed on self-awareness and people 
skills. The training 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.

In 2016/17 43 employees completed an ILM 
(Institute of Leadership Management) programme 
to develop their leadership skills. 12 Team Leaders 
completed an ILM level 3 programme, 12 Managers 
were challenged to complete the ILM level 5 
programme, as well as the entire Senior Management 
team undertaking the ILM level 7 programme. All 
delegates have not only perfected their leadership 
skills but put together business reports tackling real 
business issues as part of their qualification, meaning 
that we have already seen actual business benefits 
from this spend on development. 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.

Our people...  Our behaviour continued

1.2 million
page 
views

677,736
visits

805
new 

pages

58
teams  

created

690
forum 
posts

589
blogs 

published

3,081
likes

6,400
high 
fives

Gurgle key statistics 2016/17
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Our people...  Our behaviour continued

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 2016/17.

Health, safety and wellbeing is fundamental to 
both our vision and our everyone counts business 
commitment, that is why we launched our Thrive 
365 strategy to ensure we keep this at the forefront 
of everyone’s minds. The strategy has a particular 
emphasis on willingness to intervene and the 
importance of personal ownership. For more 
information see our “Focus on Thrive 365!” opposite.

We are so committed to safety that we wanted our 
employees to feel empowered to be able to halt any 
unsafe working. Last year we delivered a “stop the 
unsafe work” card to every employee and the new 
process has been embraced by everyone. 

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.

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

How have we performed?

We have had one enforcement order but no 
prosecutions 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. A cross departmental team put 
in place new processes to resolve the issues that 
had resulted in the order being made. 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.

Outcome
We are compliant with health 
and safety regulations

Outcome
We are compliant with national 
security obligations

Outcome
We are compliant with other statutory 
obligations and licence conditions

Focus on...
New health and safety strategy involves  
the whole company 

We know the vital importance of staying safe in the 
workplace and getting people to adopt a positive attitude 
to safe working.

How we are doing this is by launching Thrive 365!, the 
company’s new health and safety strategy which we 
started rolling out across the entire business from April.

The colourful logo will be seen on a wide range of 
communications to remind everyone that safety and 
wellbeing is vital and an essential part of the way we 
work at South East Water and is implicit in both our 
company vision and the values that underpin it.

All employees will be encouraged to embrace the 
strategy’s twin themes around the need for safe people 
and safe working.

Safe People: We will have a positive safety culture that 
encourages, supports and rewards the safest behaviours; 
where people understand how important safety is to 
South East Water and make the right decisions whatever 
they are doing. 

 

Safe Working: We understand our risks, what can fail 
and what is necessary to prevent or manage such failure. 
We will have plant and equipment that is designed and 
maintained for safe operation by competent and  
trained people.

Head of Health, Safety and Quality, Chris Lunn, said: 
“Everyone at South East Water is proud of our safety 
record and over recent years we have done a lot to 
improve our health, safety and wellbeing. 

“Thrive 365! provides a route map that will make sure 
the safety initiatives of the future lead us towards our 
intended destination. 

“By focusing on safe people and safe working, and 
linking this to the South East Water vision, Thrive 365! 
can contribute to South East Water becoming the water 
company that people want to work for.”

Pledge to work safely
Our leakage team held a health and 
safety conference and everyone 
made a pledge to work safely 

www.southeastwater.co.uk
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of harnessing 
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enthusiasm of 
young people.
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Delivering school talks
We delivered 65 school talks 
during the year, encouraging 
participation in looking after 
water from an early age

Focus on...
STEM ambassadors encouraging a new generation 
with pure know h2ow

We know the importance of harnessing the interest and 
enthusiasm of young people, so they become active 
participants in water conservation from a early age. 
We are particularly keen to inspire those who might be 
encouraged to consider a career in the water industry.
How we do this is to work with schools and colleges and 
by encouraging our employees to become ambassadors for 
the nationwide STEM initiative.
STEM is an acronym for the fields of Science, Technology, 
Engineering and Mathematics. 
The STEM ambassador programme uses the passion and 
commitment of professionals to encourage young people 
to enjoy STEM related subjects. In fact, STEM ambassadors 
provide the link between employers and the workforce of 
tomorrow – all the while boosting their own professional 
skills and experience.
Gemma Frisby, who works as an Infrastructure Asset 
Planner in our Assets team has been a STEM ambassador 

since 2014 and said: “Joining this programme has developed 
my confidence and my communication skills, both of which 
are essential to be a success in the workplace. 
“Being an ambassador is also a great way of providing 
young people with a working example of how STEM 
subjects can give you interesting, successful and 
rewarding careers. It is great to think that you can inspire 
a young person through this programme.”
STEM ambassadors get involved in a huge range of 
activities, which can all have an impact on young people’s 
learning and enjoyment of STEM, including:
•  giving�careers�talks�or�helping�at�careers�fairs
•  providing�technical�advice�or�practical�support�to�STEM�
projects�in�the�classroom

•  supporting�projects�in�after-school�STEM�Clubs
•  judging�school�STEM�competitions
•  speed�networking�with�pupils,�parents�and�teachers
•  devising�or�delivering�practical�STEM�experiments�or�
demonstrations

•  helping�students�with�mock�job�interviews
One of our current STEM ambassadors, Civil Engineer 
James Brockwell, said: “Supporting the STEM ambassador 
programme has challenged me to develop new skills and 
confidence, as well as giving me the opportunity to make a 
difference in the local community. 
“I have visited schools and universities, talking to young 
people about my work and the career options available to 
them. It really is an exciting opportunity that I am proud 
to be a part of.”
Employees with skills or interest in Science, Technology, 
Engineering and/or Maths can register as a STEM 
ambassador.
The most important qualities in STEM ambassadors are 
that they are enthusiastic and positive role models for 
STEM subjects and associated careers.

www.southeastwater.co.uk
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Focus on...
Our people and long service

Our people are at the heart of our business and our vision 
is to be the water company people want to be supplied by 
and want to work for.
As a large and diverse organisation, we offer a wide 
variety of career opportunities across different 
departments and locations.
These range from engineers, project managers and 
scientists, to customer service advisors, HR personnel and 
accountants.
We employ skilled engineers to help secure future 
supplies; talented operational teams to supply fresh, safe 
water to our customers every day and dedicated customer 
service colleagues to be the voice of the company.
Away from the frontline, our business is also underpinned 
by talented individuals in areas including finance, IT, 
communications and HR.
The work of our 912 employees means that our 2.2 million 
customers can rely on receiving the highest quality 
drinking water both today and in the future, and benefit 
from excellent customer service.
As a testament to the excellent career and personal 
development prospects on offer, we hold an annual 
long-service awards ceremony in which we record our 
appreciation to those colleagues who have been with us 
for a quarter century or more and in a typical year we will 
be thanking around half a dozen such colleagues from a 
wide range of disciplines.
In 2017 we proudly recorded an extra-special long service 
anniversary when Linda Maflin, our Wholesale Service 
Desk Technical Manager, clocked up 50 years of service 
having started work as a teenager at the old Canterbury & 
District Water Company which later became part of Mid-
Kent Water and South East Water as we know it today.
Linda said: “I’ve had a wonderful career doing so many 
different jobs in an industry that has provided me with so 
many different and stretching challenges. Looking back I 
can’t imagine that I could have had a more rewarding time 
working anywhere else and I’ve never regretted my choice.”

Our people...  Our behaviour continued

We know h2ow.

Our people are at 
the heart of our 
business and our 
vision is to be the 
water company 
people want to be 
supplied by and 
want to work for.

Linda Maflin (front right) and colleagues
We are proud to recognise Linda’s dedication to 
South East Water as she achieved an incredible 
50 years service. Thank you Linda

www.southeastwater.co.uk
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Developing our brand

We’ve been carrying out research to understand 
how customers and employees feel about South 
East Water. It became clear customers didn’t know 
much about us, and some employees felt we weren’t 
celebrating their work as much as they would like. 
As our vision is to be the company people want to be 
supplied by and want to work for we know we need 
to improve both of these perceptions to achieve  
our goal.

It was this realisation and the link between brand 
perception and satisfaction that led us to carry out  
a detailed review of our brand.

All businesses have a brand even if they do not have 
a logo or a creative image. A brand is created by your 
actions which triggers feelings about your company 
and has an emotional impact on your customer  
and employees. 

It is therefore important to project a consistent 
brand so your customers understand you and trust in 
the service you deliver, while attracting and retaining 
talented people to work with you. In addition, 
engagement with customers suggested they did 
not know what we did and showed that better 
understanding led to increased value for money 
perception and satisfaction. 

Customers were most impressed when we showed 
them exactly what is behind supplying quality water. 
That knowledge improved their view of us and they 
were reassured by the expertise behind the scenes. 
We see this in practice during our popular open days 
and our brand is intended to give a snapshot of what 
customers experience when they visit our sites – 
basically a site visit in a brand.

This led to the creation of the new strapline  
“Pure know h2ow” in 2015/16 and the approach 
to focus our communications using images of 
our employees at work and on providing more 
information to customers.

Customers have been noticing our vans with our new 
brand livery driving around our area and our new 
uniforms will be visible in 2017/18. 

During 2016/17 we have been developing our 
approach to engagement, building on the work we 
did for the last business plan. Our experience shows 
that two-way engagement can ensure we develop 
plans that have the support of both customers and 
stakeholders. 

While our pure know h2ow brand is about 
demonstrating the technical excellence behind top 
quality drinking water, we also recognise that sharing 
our knowledge and listening to the opinions and 
expertise of our own customers and stakeholders 
will help us to keep improving. With this shared 
knowledge in mind we are developing our “together 
we know h2ow” customer engagement programme.

Our people...  Our behaviour continued

Together we know h2ow.

Our pure know h2ow brand 
is about demonstrating 
the technical excellence 
behind top quality 
drinking water.

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

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

There are two things that drive much of our 
environmental ethos – the very nature of our supply 
area in terms of environmental designations; and 
the scarcity of naturally available water that can be 
found within it.

Environmental designations 

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

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

•   144 sites of special scientific interest (SSSI) 
•   8 special areas of conservation (SAC)
•   21 special protection areas (SPA)
•   5 Ramsar sites as classified under the convention on 

wetlands of international importance
•   7 national nature reserves (NNR)

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 

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 
50 – and planning at least 25 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 significant reduction in leakage beyond our 
performance commitments.
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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 two National Environment 
Programme actions delivered

Zero  
deficit in our water resource zones

88.6  
million litres of water leakage per 
day compared to our target of 90.9 

5  
breaches of abstraction licences 
and discharge consents

2  
pollution incidents in category  
1 and 2

A family day out
Walkers enjoy Arlington Reservoir’s 
4km Osprey Trail. We have in excess 
of 250,000 visitors a year to our 
reservoirs

Our planet

southeastwater.co.uk
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Our planet continued

Leakage is the loss of water from the supply 
network. Our target in 2016/17 was 90.9 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 2016/17 was 88.6 Ml/d, which is 
slightly above 2015/16 (88.1 Ml/d). 

In 2016/17, our leakage team have worked 
particularly hard and detected a record number 
of leaks (500 higher than 2015/16). 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.

The weather in 2016/17 has been particularly 
challenging and made reducing leakage more 
difficult. We experienced significantly less rainfall 
between August and December than we usually 
expect. This was followed by a cold snap of weather 
in January and then closer to average rainfall. 
Prolonged periods of dry weather can result in 
ground movement which when followed by colder 
temperatures can lead to increased water mains 
bursts. The number of water mains bursts that we 
experienced in October, November and January was 
approximately twice the previous five year average.

Our ongoing investment in leak detection and 
repair has enabled us to beat our leakage target for 
the 15th year in a row and we continue to use new 
technology to drive the leakage levels down further. 

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 measures how well we 
comply with this requirement. The index allows us 
to assess all the water that is available in our supply 
area and will also factor in how much of that water 
is being lost through leakage. We then calculate 
customer demand for water based on current 
customer use and what we know is required in the 
future. We deduct our security of supply index score 
from 100 to give us our deficit. 

How have we performed?

In 2016/17 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 are carefully monitoring 
our resources but do not expect the need for any 
restrictions during the summer. However, we are 
prudently preparing for a second dry winter and have 
enhanced our water efficiency programme for spring/
summer 2017. We will continue to work with our 
customers to promote water efficiency. During the 
year we have updated our drought plan and looked 
to plan for the possibility of more severe droughts 
than those witnessed historically, this plan will be 
publicly consulted on during 2017 and available on 
our website.

Along with our water efficiency project with Advizzo 
(For more information see page 54) and the water 
efficiency advice delivered to the 22,000 customers 
when we installed water meters, we continue 
to promote water efficiency through a range of 
activities. 

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 2017, 298,000 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. 

Our popular “World of Water” school talks saw 1,883 
pupils during the year have a talk and our water 
efficiency trailer attended community fayres and 
events across the region.

During the year we developed our partnership 
with Save Water Save Money leading to more than 
38,000 customer orders for a range of water saving 
products, from water butts to shower timers to 
help in their home and garden. We were pleased to 
support Waterwise’s annual Water Saving Week in 
March which focused on a different water saving 
topic each day.

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 five year 
Water Resources Management Plan. We are regularly 
engaging with our customers and community 
through our environmental focus group to ensure 
that we have continuous feedback on our proposals. 

Outcome
Leakage level

Outcome
Meeting the water deficit

www.southeastwater.co.uk
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Our planet continued

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 four discharge 
consent breaches in 2016/17 which gives a green 
classification in the traffic light assessment. 

Annual abstraction licences: We have had one 
annual breach which was minor. The breach 
occurred on the Wichling group of sources where we 
abstracted an additional 51 m3 or 0.28 per cent. This 
gives us an amber classification in our traffic light 
assessment. We report 135 lines of returns data to 
the Environment Agency, covering 85 abstraction 
or augmentation licences and all others are fully 
compliant. 

Daily abstraction licences: We have had zero daily 
abstraction breaches during 2016/17 which would be 
classified as green in the traffic light assessment.

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. 

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

Target Green Amber Red

Discharge consents less than 7 7-9 more than 9

Annual licences 0 1 2+

Daily licences less than 15 15-25 more than 25

Focus on...
Environment enhancement

We know we are responsible for protecting and enhancing 
our natural environment at the sites we own and manage 
and take this responsibility very seriously.

How we achieve this is by improving biodiversity and 
natural habitats through our National Environment 
Programme (NEP) – a statutory driven programme with 
required outputs developed by the Environment Agency 
and Natural England, and approved by Defra.

Our ongoing biodiversity work at Ditchling is one of 
10 NEP projects where we are demonstrating this 
commitment.

In 2016 we worked with a team of specialist contractors 
relaying a roadside boundary hedge which had become 
leggy with gaps appearing. This had resulted in the  
hedge becoming less suitable for nesting birds and  
small mammals. 

Richard Dyer, Biodiversity Lead Environmental 
Performance Officer, said: “The traditional and attractive 
country craft of hedge laying produces a dense and stock 
proof hedge by partly cutting through and bending over 
selected stems (known as pleachers) to fill in any gaps. 

“Stakes and binders are then added to strengthen the 
newly laid hedge. New growth from the base of the 
hedge, gives it a new lease of life and improved nesting 
and feeding opportunities for birds and small mammals, 
such as protected dormice. It also has the added benefit 
of improving site security, as it produces a dense 
impenetrable boundary and is more attractive than  
metal fencing.” 

Other activities taking place at Ditchling which are 
improving its biodiversity include: improved rotational 
grassland management to encourage wild flowers; 
coppicing; scrub control, and controlling a non-native 
invasive plant call Himalayan balsam. 

The countryside close to Ditchling has also been 
identified as an area that has historically been a popular 
nesting and breeding ground for turtle doves – a species 
that is declining nationally. Under guidance from the 
Royal Society for the Protection of Birds, we have created 
landing areas for turtle doves in the meadows, by 
regularly cutting small circular areas within the longer 
vegetation. This allows the birds to land before walking 
in to and feeding on seeds in the surrounding longer 
vegetation. 

We use traditional hedge laying 
techniques to encourage biodiversity

www.southeastwater.co.uk
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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 second year of our programme and 
over the next five years we must deliver:

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

•   six eel regulation compliant abstraction screens by 
March 2020

•   one eel regulation compliant eel pass by March 2020
•   72 biodiversity reports by March 2017
•   10 pilot biodiversity plans by March 2018
•   six surface water catchment investigations by  

March 2017
•   six surface water catchment pilot projects by  

March 2020
•   eight statutory groundwater catchment management 

investigations by March 2020
•   10 restoring sustainable abstraction investigations 

and options appraisals

How we performed

In 2016/17 we commenced with the delivery of the 
second year of our programme. Excellent progress 
was made in the year, the highlights include:

•   Eel regulations – one site is eel compliant; screening 
for two sites has been designed and are in the process 
of sign off for construction; screening for the final  
three sites is underway

•   Biodiversity reporting – 72 biodiversity reports on 
schedule to be completed by December 2017.

•   Pilot biodiversity plans – 10 plans are on schedule and 
in the delivery phase

•   Surface water catchment management investigations 
– all six catchment investigations completed by the 
deadline of 31st March 2017

•   Surface water catchment management pilot projects 
are on schedule – all six pilots projects are ready for 
delivery to commence in year three; pilot work has 
commenced within three catchments in year two

•   Groundwater catchment management investigations 
- all eight statutory investigations submitted to our 
regulators with six complete; due to the complicated 
nature of two investigations, they have been extended 
until June 2017 and we will be on schedule

•   Restoring sustainable abstraction investigations/
options appraisals – all 10 studies commenced and on 
track for delivery of outputs
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Focus on...
Working with local communities to find solutions 
to complex and challenging issues

To help improve the water quality in rivers our catchment 
officers engage with the farming community to deliver 
solutions that are making a real difference, particularly 
reducing the pesticide metaldehyde.

By monitoring the water quality data we are able to 
identify ‘hot spot’ maps and high priority areas and 
priority waterbodies. The officers then set up local 
discussion groups with land managers and growers in 
the areas impacted. The team offers a range of services 
to help find alternatives to pesticides and provide free 
training to ensure that farm operators have industry 
certification so they know how to apply and store 
pesticides to help prevent runoff and also ensure more 
efficient use for the farmers in the field.

 

Tim Peacock, Agronomist at Procam Rutherfords, said: 
“The great thing about the South East Water team is they 
are proactive and actively want to work with growers. 

“In some ways they are doing the unexpected – they are 
not calling for an outright ban on products but have a 
different mindset of working with growers. That is so 
refreshing.”

Our catchment management work is testament to the 
company’s commitment and drive to develop long-term, 
more sustainable solutions to solve complex water 
quality problems, and build bridges with customers 
and communities in the process. This initiative has built 
strong, permanent bridges and relationships with our 
customers and local communities, many of who have 
never been engaged before by their local water company.

The River Ouse is a key resource for 
us as it supplies water to 300,000 
customers in Sussex

Our planet continued

www.southeastwater.co.uk


Performance, People and Planet 2016/2017

52

southeastwater.co.uk

53Our approach     Our customers     Our community     Our behaviour     Our planet     Our performance

Our planet continued

Focus on...
Award winning approach to catchment management

We understand the importance of caring for and 
protecting our natural environment both now and for 
future generations. 

Our Catchment Management Team is achieving this 
through pioneering and innovative work with farmers and 
landowners to reduce the amount of pollutants including 
metaldehyde entering rivers and watercourses. And this 
year their ongoing project work in this area received 
national acclaim by being awarded the prestigious 
Rushlight Sustainable Agriculture, Forestry and 
Biodiversity Award.

Metaldehyde is a pesticide used by farmers and gardeners 
to control slugs and snails in a wide variety of crops and 
can find its way into drains and water courses. Levels of 
metaldehyde have been detected in trace concentrations 
in the rivers and reservoirs used for our drinking water.

The team recognised the link between land management 
and river water quality and set out their pioneering plan 
in 2015, working directly with farmers to help benefit 
both industries. 

Head of Environment, Emma Goddard said: “We’re 
absolutely delighted to have had our pioneering work on 
catchment management recognised and acknowledged by 
winning this prestigious award, which reflects the team’s 
hard work on environmental catchment management. 
Engaging and collaborating with farmers has helped 

them understand and appreciate the water environment 
and how we can all work together for our mutual benefit.”

A distinguished panel drawn from senior personnel across 
science, innovation, the environment and business sectors 
judged the entries for the Rushlight Award, which had 
to demonstrate that their project had made, or had the 
greatest potential to make, the most impressive and 
positive impact on the environment.

The Rushlight Awards, which were founded 10 years 
ago, showcase the work of clean-tech companies and 
industries who focus on promoting sustainability by 
reducing their carbon output and their impact on the 
environment. By demonstrating and achieving success in 
these areas also helps government to meet its greenhouse 
emissions targets. 

Our work on catchment management has also produced 
some headline-grabbing results, recording a number of 
notable industry breakthroughs which have enhanced 
the company’s reputation and drawn praise from 
stakeholders and farmers.

Work on the project is continuing in collaboration with 
Natural England, as the ‘Water and Farming Partnership’. 
Natural England has described our new working 
techniques, which other water companies are now 
adopting, as “the future for protecting both water quality 
and the natural environment”.

Win, win for nature
We are working with farmers and Natural 
England to protect the water environment. 
It’s good for us, but also good for wildlife 
such as the common frog

Our outcome is to be compliant with environmental 
regulations and our target is to have zero pollution 
incidents.

How have we performed?
In 2016/17 we have had two category one and two 
pollution incidents which are the most serious 
classifications.
Two discharge compliance samples undertaken at 
our Groombridge site on the same day and were 
reported as failures. Throughout the year we have 
had no issues in samples that we have undertaken.
It was agreed that the frequency of sampling would 
be increased, and to clean out the lagoons to reduce 
the risk of discharges; and subsequently there were 
no further sample failures. 
In 2017/18, the site is undergoing an intensive 
refurbishment, which will further improve the 
efficiency and control of the works.
We continue to monitor and report category three 
and four incidents to ensure that we are performing 
to a high level and that our processes are working 
successfully. We have ongoing dialogue with the 
Environment Agency and site visits to ensure that we 
are continually improving our overall performance.

Outcome
Number of pollution incidents 
(category 1-2)

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 2016/17 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. 

Outcome
Kg of carbon emissions per customer per year

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 post 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 not been 
triggered at Kingston during the year; and AIM has 
been triggered at Windmill Hill, 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 2016/17 we have used 44.34 Ml/d less during 
AIM periods at the agreed sites which gives us a 
cumulative normalised value of -0.18 Ml/d, this 
represents an outperformance against the AIM 
baseline.

Outcome
We will monitor our abstraction at low 
flows at environmentally sensitive sites
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Cally from the “My Water Use Report Team” 
with Lee, Head of Water Resources, in June 
2017 celebrate their Utility Week Stars 
Award for their work with Advizzo

Focus on...
Behavioural science

We know that customers want us to help them to save 
water through advice and education. We also know that 
understanding behavioural science and data analytics 
could help us to drive an innovative approach to water 
efficiency.
How we are doing this is by setting up a “My Water Use 
Report” team to join 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.
The team is taking data from customer meter reads, 
third-party data, customer metering surveys and micro 
component analysis to create an individual water report 
for customers to help them understand their own water 
use in comparison to similar homes.
The team is working to transform how people understand 
their water consumption, helping us to engage with our 
customers and decrease operating costs. Ultimately  
the team aims to provide customers the knowledge  
and insights needed to become more efficient (and 
happier) users.
The initiative went live in November 2016 with an initial 
group of 2,000 customers who received a water use 
report and it was later extended to another 20,000 
customers from the South East Water area. All 22,000 
customers currently have the option to access the Water 
Use portal. 
Lee Dance, Head of Water Resources, said: “For several 
years we have been utilising various information channels 
to encourage behaviour change and has seen good results 
through our customer metering programme. But we can 
see there is potential to build on this using 

new innovative technological and behavioural science 
approaches to encourage future savings.”
Results from the first stage of the partnership had the 
following benefits:
•  We�measured�an�open�rate�of�75�per�cent�of�the�paper�
reports,�an�open�rate�of�46�per�cent�of�the�emails,�then�
a�click�through�rate�of�45�per�cent�amongst�those�who�
opened�it�

•  Amongst�those�who�are�registered�on�the�portal,� 
a�total�of�63�per�cent�of�customers�completed�the�
home�survey

•  Our�customer�satisfaction�rate�about�the�Water�Use�
programme�reached�a�high�of�84�per�cent�amongst�
surveyed�customers�

Direct feedback from participants has also been excellent 
with users writing in to the company to praise the work. 
“Brilliant initiative – I like comparing my consumption to 
my neighbours and also the very chatty water saving tips. 
Well done.”
David Hinton, South East Water’s Asset and Regulation 
Director said: “We are delighted with the results from 
the team so far and can see this scaling up to provide 
significant efficiency savings as more customers use our 
online services – but also more importantly it’s providing 
real customer insight to support our satisfaction 
programme.
“It’s a new way of thinking about how customers value 
their water supply and fits well with our vision for the 
future and our approach to both water efficiency and 
customer engagement.”

Our planet continued
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Focus on...
Sites of Special Scientific Interest

As a major landowner, South East Water has a 
responsibility to act as guardian to some of the region’s 
most precious environmental resources.

We look after 33 Sites of Special Scientific Interest 
(SSSIs), a National Reserve, two local Nature Reserves and 
numerous Areas of Outstanding Natural Beauty.

We have a wide variety of flora and fauna flourishing on 
our sites which is the result of many years of careful and 
sensitive management which is a priority, allowing an 
abundance of fauna and flora to thrive, and we have won 
a host of awards in recognition of our commitment to  
the environment:

•  Green�Apple�Awards�–�The�Green�Organisation�
honoured�us�with�a�gold�award�for�our�work�to�protect�
toads�at�our�Offham�Water�Treatment�Works,�near�
Lewes,�and�to�stop�them�trying�to�cross�the�busy�
A275.�We�previously�received�a�bronze�award�for�our�
work�to�protect�bats�at�Wichling�Pumping�Station,�
and�another�for�a�‘living’�willow�sculpture�created�by�
Richard�Dyer,�Biodiversity�Lead,�on�former�wasteland�
in�Robertsbridge,�East�Sussex,�as�an�environmental�gift�
to�the�community.

•  We�work�with�others�to�achieve�our�environmental�
goals,�including�the�British�Trust�for�Conservation�
Volunteers,�Natural�England,�The�Sussex�and�
Hampshire�Wildlife�Trusts�and�the�Kent�Wildlife�Trust,�
and�we�were�a�founder�member�of�the�Sussex�Otters�&�
Rivers�Partnership,�set�up�in�2000.

•  We often work in partnership with organisations such as 
Natural England and various wildlife trusts. 

•  Before any major water supply scheme begins specialist 
ecologists carry out an environmental assessment to 
ensure the environment is protected at every stage of 
the construction programme.

•  Where there is an impact on the environment we 
carry out restoration work or create new habitats to 
encourage native species back to the area affected.

•  We also employ archaeologists on major schemes to 
protect our ancient heritage.

•  Approximately 5.47 per cent of our supply area lies 
within an SSSI and 44 per cent of our supply area 
lays within a protected landscape such as an Area of 
Outstanding Natural Beauty or a National Park.

Richard Dyer – Biodiversity Lead
Our environment team carefully 
monitors the land we own and helps 
to improve the quality of the habitats 
to encourage more biodiversity to 
help protect rare species

Our planet continued
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Each quarter throughout 2016/17 we have provided 
our independent customer panel with a report 
on our outcome performance and discuss with 
them the plans that we have in place to meet our 
commitments. 

At the end of 2016/17 we provided the customer 
panel with an in-depth report which provided a 
summary of how the outcomes are measured, the 
targets, how we have performed and the initiatives 
that we have undertaken and the plans that are in 
progress. 

The customer panel (which has now reverted back 
to be a Customer Challenge Group) has produced its 
own annual report for 2016/17 which can be found at 
southeastwater.co.uk/ccg19 

Quotes from Zoe McLeod, chair of our customer 
challenge group are as follows:

•   Discussions throughout the year between the CCG 
and the company have been robust and candid and 
we welcome this approach. South East Water is 
to be praised for their openness to feedback and 
willingness to engage with the CCG and explore ideas 
suggested.

•   South East Water has improved its customer 
satisfaction, Service Incentive Mechanism (SIM) score. 
It also reduced its complaints for the fifth year in a 
row, last year by 30 per cent. While the company has 
been coming from a particularly low performance 
base, this improvement is to be applauded, especially 
against the backdrop of compulsory metering, which 
has resulted in increased complaints for other water 
companies in the region. We are also aware that the 
Company is not complacent in this area, and knows 
there is scope for further improvements in customer 
service more generally.

•   Given the innovative nature of the customer 
satisfaction outcomes, the CCG is comfortable that 
the company is heading in the right direction on its 
2015-20 performance commitments.  These genuinely 
stretching targets are encouraging South East Water 
to experiment with and embed customer engagement 
into their business as usual activities. However, we 
believe further improvements in performance and 
a better understanding of their diverse customer 
base will likely be needed to meet these stretching 
satisfaction targets.

•   We challenge the company to engage with and listen 
to their diverse consumers, and to reflect those 
views in the decisions that they make. This includes 
important decisions in their upcoming business plan 
for 2020-25 on the environment, levels of service, 
support for customers with additional needs, and how 
much customers should pay for their water. 

Will – Laboratory Project manager
Our state-of-the-art laboratory 
in Farnborough delivers high 
quality analysis which is measured 
against strict international 
standards and drinking water 
testing specifications

Our performance
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Outcome Incentive type Units Target Performance Reward /penalty 
if applicable

£m 
(if applicable)

Number of breaches 
of health and safety 
regulations

Reputational Number 0 0 Not applicable

Number of breaches 
of national security 
obligations

Reputational Number 0 0 Not applicable

Number of compliance 
breaches of other 
statutory obligations and 
licence conditions

Reputational Number 0 1 Not applicable

Discolouration contacts Reward/Penalty Number 
per 1,000 
population

0.78 0.96 No penalty/
reward

Above ground asset 
performance

Penalty only Assessment Stable Stable No penalty

Number of sites at risk of 
flooding

Reputational Number 0 by 
2020

33 Not applicable

Water mains bursts Penalty only Number 2,429 3,032 No penalty 

Kg of carbon emissions per 
customer per year

Reputational kgCO2e 37.7 by 
2019/20

37.2 Not applicable

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

Reputational Ml/d 0 or less -0.18 Not applicable

Our performance continued

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
4.2
4.6
4.4

No penalty
No penalty
Penalty
Penalty
Penalty
No penalty
Reward

-£0.037m
-£0.008m
-£0.053m

£0.048m

Leakage Reward/Penalty Ml/d 90.9 88.6 Reward £0.409m

Service Incentive 
Mechanism (SIM) score

Reward/Penalty Score out of 
100

N/A 84.6 Not applicable 
until 2020

Customers consider bills 
to be value for money and 
affordable

Reputational % 80 by 
2019/20

74 Not applicable

Number of properties at 
risk of low pressure

Reward/Penalty Number 60 49 Reward £0.003m

Average interruption time 
lost per property

Reward/Penalty Minutes 12.3 12.9 No penalty/
reward

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 5 Not applicable

Number of pollution 
incidents (category 1-2)

Reputational Number 0 2 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 2015/16 please visit 
southeastwater.co.uk/reporting16

www.southeastwater.co.uk
www.southeastwater.co.uk/reporting16


63

Performance, People and Planet 2016/2017

Our approach     Our customers     Our community     Our behaviour     Our planet     Our performance62

southeastwater.co.uk

Outcome definitions

Customers consider the 
appearance of their water  
to be acceptable

Customers consider the  
level of leakage to be 
acceptable

Customers consider their  
direct interaction experience  
to be positive

Incentive type
Financial - reward or penalty.

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

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

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

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 the  
taste and odour of their  
water to be acceptable

 
 
Leakage level

 
Service Incentive Mechanism 
(SIM) 

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
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 their  
water supply is of sufficient 
pressure

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.

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  
bills to be value for money  
and affordable

 
Properties at risk  
of low pressure

 
Average time lost  
per property

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 methodolgy 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.

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. 

www.southeastwater.co.uk
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Mean zonal compliance

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

 
 
National security obligations – 
number of breaches

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
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

Incentive type
Reputational.

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

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

•  security breaches that causes us a major 
incident

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

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

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

 
Meeting the water resource 
deficit 

 
Number of pollution incidents 
(category 1-2) 

Other statutory obligations and 
licence conditions – number of 
breaches

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.

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 

Above ground asset  
performance

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.

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 30 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.

 
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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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 2017/18 to be published in 
autumn 2017. The findings from annual audits for 
2016/17 will be incorporated into the process of 
updating our risk assessments and assurance plans.

In November 2016, Ofwat assessed the company 
monitoring frameworks produced by the industry 
and allocated them to a category. This saw us 
move from targeted into 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 as detail as if we were still in 
the targeted category.

Assurance summary

Together we 
know h2ow.

We believe 
that working 
together with 
customers 
is the right 
thing to 
do for our 
business.

Christine - Communications Team
When things go wrong we 
ensure we are out talking to our 
customers and updating them to 
help ensure they know how we 
are progressing with fixing any 
problems and where they can go 
for help if they need extra support

www.southeastwater.co.uk
www.southeastwater.co.uk/CMF


68

southeastwater.co.uk Performance, People and Planet 2016/2017

Our approach     Our customers     Our community     Our behaviour     Our planet     Our performance 69

What to expect in 2017/18

We are looking forward to developing the following 
activities during 2017/18. If you are interested in 
our progress do follow us on Twitter or Facebook for 
updates on our work through the year.

@SEWaterUK

SEWaterUK

Our people
Our customers
•   We will be working with our Customer Challenge 

Group, customers and stakeholders to develop our 
“together we know h2ow” engagement programme to 
help prepare our next business plan

•   Our community engagement team will be delivering 
open days, community talks and school talks across 
the region

•   A new website will launch that is designed to be 
mobile responsive so you can easily view it on phones, 
tablets and desktops

•   “Report a leak” option will be added to the “in your 
area” portal so customers can alert us to leaks and 
help us find and fix even more

•   We will be working with Kent NHS to develop a 
communications campaign to encourage healthy 
hydration in older people

Our community
•   Our capital investment plans for 2017/18 includes 

work across the region, schemes include:
 •   Completing an £860,000 scheme to lay two 

kilometres of new water main in Etchingham, Sussex
 •   Investing £1.4 million in Jane Austen country to 

secure future water supplies in Alton
 •   A £750,000 scheme will improve the capacity of the 

network and ensure we can continue to meet water 
demand in the Farnborough area through a new  
1.3 kilometre pipeline

 •   A new 750 metre water main in Ashford will improve 
the capacity of our network and ensure we can 
continue to maintain water pressure to the area as 
the community grows

•   Increasing our flushing programme to 875 miles to 
help reduce discolouration problems

•   We want to encourage more people to enjoy our 
natural amenities, so are updating our nature trails at 
Arlington and Ardingly Reservoirs and have developed 
a fishing for schools event at Arlington and look 
forward to continuing the relationship to encourage 
more young people to this relaxing pastime

Our behaviour
•   We want to develop even more STEM ambassadors 

across the business and will be launching an  
awards programme for schools

•   The Thrive 365! strategy to continue through  
the year to help ensure our employees are  
kept safe and well

Our planet
•   We will be consulting on our drought plan and water 

resources management plan during the year
•   Our water efficiency programme continues with an 

increased summer programme, including a schools 
project called “water matters” being trialled in Sussex 
and delivered by The Living Coast

•   Continuing our biodiversity improvement programme 
across 10 sites and releasing more wart-biter crickets 
in Sussex

•   We plan to install two eel screens in the next reporting 
year (bringing our total compliant to three out of six); 
we also plan to design the final three screens this year

•   A three year programme of pilot work to improve 
metaldehyde levels within six surface water 
catchments will begin this year. We will report on the 
progress of this annually

•   Similarly we will work to deliver groundwater 
catchment pilot work , complete two final 
investigations and continue to monitor the 
environmental baseline on all eight statutory 
groundwater catchments and report on this annually

•   We will continue work on our restoring sustainable 
abstraction programme, working towards a number of 
statutory deadlines in December 2018. We will report 
progress on these schemes in next year’s report

•   During the year we will work with our regulators to 
establish the size and scale of our 2020-2025 water 
industry national environment programme. There will 
be two key milestones during the year in September 
2017 and March 2018. This will be fed into our business 
plan during the price review

We’ll look forward to reporting on our performance 
in July 2018.

The future Make a water wish
During 2017/18 we are encouraging 
all ages to tell us what they’d like 
to see from South East Water in 
the future, while we talk about 
customers priorities we also take 
the opportunity to develop our 
relationship with customers of all 
ages to help encourage everyone  
to use water wisely

www.southeastwater.co.uk
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Have your say...
We are continually looking to improve and would 

welcome input from our customers. We welcome 
your views on the information and challenges set 

out in this document, and any other issues you 
believe are important. The information you provide 

will help us continue to prepare customer focused 
plans for the future.

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

mailto:yourwateryoursay@southeastwater.co.uk
www.southeastwater.co.uk
www.southeastwater.co.uk
https://www.facebook.com/sewateruk
https://twitter.com/sewateruk



