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What is this paper about:  How we are developing our responsible business approach 

What is the context of this paper:  As  part  of  our  engagement  strategy we  are  carrying  out 
societal  research.  We  have  some  insights  from  work 
underway and our interactions – but we need to develop a 
framework for our ongoing responsible business approach 

What is the relevance of this paper:  An  update  on  our  activity  towards  developing  our 
responsible business framework and description of activity 
underway  and  planned  to  engage  with  stakeholders 
(including customers and employees) to help us develop our 
approach. 
The  appendix  is  just  some  slides  highlight  some  of  the 
activities  we  already  carry  out  in  the  ESG/sustainability 
space for CCG information 

Action needed from the CCG:  We would be interested in the CCG view on the BITC view on 
responsible business ‐ do you feel a good description. What's 
missing?  We  are  developing  our  own  through  the  new 
steering group so would welcome your input. 
 
The  slides  showing  customer  views  are  highlighted  bold 
where these seem to have a responsible business angle. Do 
you agree? Anything you  feel  customers have missed  that 
should be explored with stakeholders? 
 
We hope to provide draft materials that will be used at the 
workshop at the meeting and keen for your views on these. 
But these are not yet prepared to send out with the papers. 
 

 



Developing our 
responsible business 
approach
A summary paper detailing:
• our plan to develop a framework 

for being a leading responsible 
business

• Appendix includes existing work 
and ESG initiatives

January 2018



Business in the Community defines a responsible business as one that “puts creating healthy communities and a healthy 
environment at the centre of its strategy to achieve long term financial value”.

They state that responsible business demands purposeful leaders to drive leadership at every level across the business in order to:

• understand where a business is able to have most impact by identifying those material issues that are of greatest importance to 
both commercial success and key stakeholders and the long-term benefit to society

• understand how to take advantage of the opportunities brought by digital innovation (e.g. more efficient use of resources, access 
to new markets) as well as manage the unintended consequences (e.g. cybersecurity, access to jobs, inequality)

• support and empower customers (SEW would add employees here too), embrace the changing nature of work, deliver products 
and services that serve society and drive a transparent, inclusive and productive value chain

• move from a ‘do less harm’ approach to one where they are a genuine force for positive change, creating competitive advantages, 
meeting changing customer needs and attracting, retaining and developing the best talent
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Responsible business – what does it mean?



Our plan to develop a 
framework for being a 
leading responsible 
business

05 July 2017



Responsible business – why is it needed and 
what makes a good strategy
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Source – Business in the Community



• A clear articulation of the outcomes we are trying to achieve

• Clear line of sight of all the activities to a strategic outcome 

• An assessment of gaps to good practice 

• A set of defined activities

• A set of defined targets aimed at outcomes

• It fits neatly into the Corporate Plan Framework

• It helps to deliver and monitor our Environmental Strategy

• It is translatable to the PPP Annual Report and Board Report format
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What is needed for a good responsible business strategy?



What would customers and stakeholders like 
to see us do? – insight so far…
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Hygiene: Minimal obvious societal impact

 Investing in their network of pipes
 Investing in their water treatment works
 Addressing leakage
 Satisfied customers/efficient customer service
 Keeping bills affordable (concessions for those 

who need help)
 Security of supply (meeting increased demand 

e.g. population growth)
 Clean water/good taste

Delight

Enhance

Hygiene

Customers focus mainly on me 
factors quality/supply/price
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Delight

Enhance

Hygiene

 Water softening products - taste
 Water neutral schemes
 Education for current/future generations
 Investing in new water sources
 Investing in new technology
 Smart meters
 Environmentally focused

Enhance: More environmental/educational ideas come through

Customers focus on resilience, 
education and innovation
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Delight

Enhance

Hygiene

 Water/waste recycling
 Smarter pipework (self fixing infrastructure, no 

leaks)
 Water efficiency measures
 Environmentally friendly/reducing carbon 

footprint/reduce wastage
 Smart metering
 Protection against terrorism
 Modern, honest company image
 Enough supply to meet demand (new water 

sources e.g. desalination vs. population 
demand)

 Artificially intelligent customer service
 ALL CURRENT Hygiene factors

Hygiene 2050: Customers had more opportunity to immerse 
themselves into 2050 world & identify more hygiene factors

Customers more societal impact issues begin to come through
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Delight

Enhance

Hygiene

Enhance 2050: Customers anticipate absence/minimising of 
operational challenges in 2050

Customers focus on innovation and 
environmental projects

 Science to progress treatment/maintenance 
(eg desalination)

 Solar powered purification
 Community projects –

conservation/recycling centres
 Pollutant free – dedicated to the 

environment



What impact would you like to see us have on society? (ideas that came up more than 
once)
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Some examples of the answers…

Active communities – ie. water 
sports

Can come into more schools and talk 
about water to children

Invest in water based research to 
ensure sustainable water supplies for 

future generations

Use of grey water promoted in industry 
and domestic design

Traffic light system for domestic use 
of water appliances

Keep your land open as much as 
possible to the public



• ESG is a framework for capturing, designing and monitoring key activities. It provides a 
framework for environmental, social and governance issues and forms a transparent method of 
demonstrating how these areas are considered when making long term business decisions. 

• Also know as Corporate Social Responsibility and Sustainability.
• ESG is an area utilised by shareholders to demonstrate governance. 
• The individual elements of Environmental, Social and Governance are important for:

• Stakeholders – a wider society focus is important to our stakeholders and we are seeing more interest in this 
area

• Shareholders – a key element in the “what makes a good company” evaluation
• Employees – a focus coherently pulled together to understand the activity the company is undertaking to 

enable support and promotion
• Customers – enable a clear message on what we are doing outside of core service to support the Pure 

know h2ow message

• A useful collection of materials for communication across a range of activities and for a range 
of purposes including brand recognition and brand development.
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Shareholders – Interest in ESG



Vision
“To be the water 
company people 

want to be 
supplied by and 
want to work for”

Every 
customer 

counts

Everyone 
counts

Every action 
counts

Every drop 
counts

Our future 
counts
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Where ESG fits for South East Water?

Environment 
= Planet

Social = 
People 

(Customers, 
community, 
behaviours)

Governance 
= 

Performance

• Our Performance, 
People and Planet 
report covers 
these and ties in 
to the five 
corporate 
objectives
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ESG
Environment Social Governance
Stewardship of our environment 
assets

Vulnerable customer support Confidence and trust

Monitor and evaluate catchments Education (water use/STEM/public 
health/water quality)

Legitimacy

Improve catchments Recreational services Financial transparency
Reduction in carbon Staff welfare Sustainable returns
Reduction in wasteful water use Charitable support Shareholder aspiration

Deliver RSA investigations Health promotion Influence on planning policy and 
practice (e.g.house building)

Implement sustainability reductions Wide community impact of service 
(including failure)

Future agricultural policy

Long term water resource resilience Partnering (including using 
universities)

Future customer engagement through 
innovative use of our work (e.g sites)

Ethical and local employer
Diversity



Developing our responsible business 
framework
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• A cross business team has been set up with bi-monthly steering group meetings. David Hinton 
as Exec Sponsor, Jo Osborn as Chair

• Strategy will be developed through the group (and working with senior management team, 
employees, stakeholders and customers – both inward and outward looking)

• Develop the framework by March – working with Sensemaking (see website for details of the 
team and experience - http://www.sensemaking.co.uk/
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Developing a framework that supports our ambition to be a leading responsible business



A three month piece of work to develop a practical framework that:
• provides a strategic context for the various activities that are carried out in the responsible 

business/ESG space
• helps connect activities of different parts of the business (such as – communications, engineering) 

to an overarching ambition and business outcomes
• is aligned with, and complementary to existing South East Water approaches
• is communicable in a way that fits our company language and culture
• can feed into co-development (with various external and internal stakeholders) of insights into the 

current and emerging societal and environmental issues facing the communities within which we 
operate

• can be used to help decide which community issues we should focus on in order to create societal 
value and manage material risks to the business

• Can be embedded into the business and used to track progress and support stakeholder 
communications
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Working with Sensemaking to develop a practical framework



Phase 1 – Develop 
framework: Jan-Feb 2018

• review of South East Water material 
and stakeholder expectations of ESG 
and Integrated Reporting

• develop draft framework and 
populate with existing ESG activities

• help you get support of key 
stakeholders (internal and external)

Phase 2 – Stakeholder 
session - insight into 
community needs and 
expectations: Feb-Mar 2018

• Session design and planning support 
(Jan)

• Develop and provide session content 
(Feb)

• Support for sessions as required –
planning for 6th March (Feb-Mar)

Phase 3 – Implications of 
stakeholder insight:Mar 2018

• Review of outputs of stakeholder 
session

• Use framework to help identify focus 
areas for South East Water, where to 
lead and where to partner

• Assess level and fit of current 
activities – identify gaps

• Further develop South East Water 
ambition for creating societal value

• Gain board approval for 
implementation plan
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Activity plan



• Sensemaking currently working on this and we aim to have available by end of the month

• We are planning to hold workshop on 6th March at Lingfield
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Workshop material



Appendix (for 
information)- Examples 
of existing work and 
ESG initiatives



• We are already doing a lot of activities – much of which is innovative and showing leadership

• The following slides are a snapshot of just some of the work underway

• These slides were presented to our shareholder Hastings during our knowledge sharing session 
with Phoenix Natural Gas
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Examples of current responsible business activities



DD Month YYYY

Environment initiatives 



Key purpose of our environmental activities

Comply with 
environmental 

legislation

Minimise 
environmental 

risk to the 
business

Maintain and 
enhance 

biodiversity on 
our sites

Meet targets 
set by our 
regulators



Developing site biodiversity and protecting species 

Osprey Nesting Platform,
(Arlington Reservoir Site of Special Scientific 
Interest.)



Protecting biodiversity – Eels

• Since the 1980’s there has been a 95% 
drop in the Eel population (on a 
European Scale)

• In terms of population decline in last 10 
years, eels are more endangered than 
tigers and pandas

• Under this European Regulation, the UK 
must take action to halt and reverse the 
decline in the European eel stock

• Ensuring abstraction intakes do not 
entrail eels/elvers and glass eels (shown 
below) is one way of doing this.



6 surface water  
catchments 

9 groundwater sources

Understand reasons for 
poor water quality 

Assess  for CM delivery 
and potential 

improvements

Delivery of catchment 
schemes to improve 

WQ

Engage farmers to reduce 
fertiliser, pesticide and soil 

run-off

Potential savings for 
customers in the long-

term

Catchment management



What does our work involve?

• Increase our understanding of the catchment

• Water quality sampling and river flow monitoring

• Analysis using our own laboratories

• Catchment understanding and walkover studies 

• Monitoring and research used to focus our work where 
its needed most

• A strategic 5 year partnership with Catchment Sensitive 
Farming

Overall objective is to improve raw water quality and 
reduce the need for future water treatment

Surface and groundwater catchment management



Our ambition to increase water efficiency

*CMP – Customer Metering Programme
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WRMP14 Final Plan dry year PCC forecast across our supply area

CMP*

90% of households metered penetration by 2020

PCC continues to reduce why and how?
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• A wide mix of ‘traditional’ approaches
• Customer metering programme

• Water efficiency freebies – savewatersavemoney.co.uk

• Community and school talks and open days

• Press and media articles

• Support with supply pipe leaks

• Social media

• Community events

• Competitions

• Community water butt donations

• Introduction of new behavioural science approaches

• Water use comparison reports

Water efficiency activities
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• Target to achieve 37.7kgCO2e per person by 2019-20

• This compares to 39.4kgCO2e per person in 2012-13

• We have beaten the target in the last two years

• Strategies to beat the target are:
• Reducing the consumption of water through the customer 

metering programme and reducing leakage
• Optimising power usage as explained in the next slide
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Carbon emissions



Power management comprised of two areas:

• Reducing the quantity of power used by employing more energy 
efficient equipment

• Managing the time when power is used

Why does it matter when power is used?

• As more of the UK’s power is supplied by renewable energy which 
typically only generates when the wind blows or the sun shines, 
balancing the generation of electricity with the use of electricity is 
more challenging

• Companies that only use power when demand for electricity is high 
help to balance the supply and demand of electricity

• This helps National Grid ensure the lights stay on as the UK 
moves to an energy mix that relies increasingly on renewable 
generation
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Power overview



• SEW manages the time when power is used so 
that it avoids peak demand times.  This is typically 
around 5pm in the winter months

• We do this by turning pumps off during these peak 
demand times by:
• Pumping water into service reservoirs at off-

peak times such as in the night
• Avoiding pumping water as much as possible in 

peak times
• On selected sites, using the stand-by generators 

to pump water in peak times which avoids 
drawing electricity from the national grid

• In 2016/17 we achieved a circa 25% reduction in 
power consumption in peak times

• A 25% reduction is enough to power circa 11,000 
homes
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Power – what does South East Water do now in an ESG context



• Reducing the amount of energy consumed
• Reviewing pump replacement programme to replace pumps when they become 

energy inefficient not only when they break down.  To be enacted in AMP7

• We are taking steps to improve power management in peak times by:
• Changing pumping protocols

• Optimised pumping plan using forecast weather data
• Review reservoir alarm settings targeting reservoir refill outside peak times

• Improving connectivity between production sites and the control centre so production sites can be turned on 
and off automatically without site presence; and

• Upgrading more stand-by generators so they can be switched on in peak times
• Looking at alternatives to diesel generators such as gas generators and batter back-up
• Investigating solar

• Floating panels on production sites, floor mounted and roof mounted
• Contracting directly with solar farms that are local to the production site
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Power – what further steps is South East Water planning to take



Social initiatives
- our community and 
our people
The commitment to our community and our people is 
explicitly captured in our vision “to be the water company 
people want to be supplied by and want to work for”
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Open Days

• Three locations, Kent, Sussex, Berkshire – twice a year

• Shortlisted for CIPR Pride award in 2015

• When we started they had a focus on water efficiency. Now we 
promote our core brand messages to encourage improved satisfaction 
scores

• At our recent Arlington tour as an example before the tour 25% of 
guests scored us “good or excellent” for our commitment to finding 
and repairing leaks – afterwards this rose to 98% - with 59% scoring 
us excellent

• The open days are the essence of our brand – if we could take every 
customer on a tour we would, our other activities aim to deliver the 
same feeling
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Capital Programme communications and Customer Metering Programme

Early engagement with stakeholders interested in/impacted by our capital 
programme of works has helped generate positive feedback about our 
up-front approach to the planning and delivery of schemes. We use drop-
in sessions and visits to stakeholders and businesses, for example, 
before we begin construction to understand any local issues or concerns 
so that we can flex and adapt our approach. 

Another form of engagement is to write to customers and stakeholders 
about our capital investment work which has grown substantially over the 
last few years: 

Similarly, we use the same proactive approach on our Customer Metering 
Programme - in the first two years of the current five-year period we have 
issued over 113,000 letters to inform customers and stakeholders about 
our work to install meters.

Period Number of letters issued 
(approx. total) 

2005 – 2010 8,000
2010 – 2015 200,000
April 2015 – March 2017 210,000
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Summer roadshow

During the summer we take our trailer out to a range 
of community events across our region

We attend around 10 events over the summer 
weekends

Opportunity to help answer queries but to also provide 
water efficiency goodies. Last year we gave out more 
than 3,000 water efficiency freebies such as shower 
timers, save-a-flush bags at the roadshows

Looking to use it more to also encourage engagement 
with our future business plans
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Elderflower Fields Festival

We tried something a bit different this 
year and sponsored the Wild Art Trail at 
the Elderflower Fields Festival in the 
Ashdown Forest

We engaged with more than 200 families 
during the weekend where they gave 
their “water wishes” for the future and 
made pledges to save water

In return the festival also encouraged 
water saving messages and promoted 
tap water to the 4,000 families attending
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Community talks and school talks

• Our “World of Water” school talks programme is really 
popular. After the talk students are given an activity pack 
and become “Wow Agents”

• Last year we delivered 65 talks to 1,883 pupils

• Pupils complete a water butt poster competition and can 
winner vouchers for themselves and a water butt for the 
school

• At times of drought we increase our engagement with 
schools and during the last drought in 2012 we delivered 
special school plays with a company called “Enact”

• We also offer talks to community groups such as the WI, 
University of the Third Age, Rotary Clubs etc – we are 
reviewing our approach to community talks as these are 
less popular (last year just four requests) and tend to get 
requests at times of drought and then quiet during other 
years
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Fishing for Schools

• Pupils from six primary schools in Sussex enjoyed a day of exploring fishing and 
wildlife themed fun on 26 April at Arlington Reservoir, taking part in a range of 
activities from pond dipping to hedge laying. 

• The day organised in partnership with The Countryside Alliance Foundation’s 
Fishing for Schools initiative was the first of what it is hoped will become a 
regular event

• Charles Jardine of Fishing for Schools said: “I love being part of these days. The 
children arrive perhaps not knowing anything about fishing or the ecology of our 
wetlands but they get so enthused and go away wanting to know more. That’s 
what these days are all about.”

• In all, 50 children took part in sessions on fly tying, fly casting, pond dipping, 
hedge laying, fish-themed art and watched freshly caught trout being prepared 
and cooked.

• Jenny Lewis of Grovelands Community Primary said: “I was amazed at the 
concentration on the children’s faces as they watched and took part in the 
activities. They particularly enjoyed the pond-dipping - it has been a wonderful 
day of exploration.”

• James Smither, one of the pupils from Cross-in-Hand School said: “I really 
enjoyed the fly tying and casting best - and eating the trout. I already take part in 
coarse fishing but I’ve not casted before – it was really fun.”
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Recreational facilities

• Popular fishery at Arlington
• Circular walks with wildlife trails
• Bird watching
• Picnics
• Running location (going to have our first 

organised charity run at Arlington this 
year – if we can get a permit)

• Good for wellbeing and the mental 
health
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Hydration campaigns with NHS

Our joint Kent wide public relations campaign with Kent Community 
Health NHS Foundation Trust, to get secondary schoolchildren off 
energy drinks and onto water achieved a silver award at the 
Chartered Institute of Public Relations 2016 Pride Awards in the 
Education Communications Campaign.

To get the message out to secondary schools right across the county, 
120 Just Water packs containing fun and engaging teaching material, 
have been printed and issued to the Personal, Social and Health 
Education (PSHE) teachers.

The packs also contain a water cycle fact sheet, fund-raising ideas 
for WaterAid and information about our apprenticeship programme.

More information and the packs can be downloaded at: 
www.kentcht.nhs.uk/justwater

We are now teaming up again this summer to promote better 
hydration for older people with the “Don’t dry out” campaign working 
with residential care homes and housing associations



Running for the last five year we have donated 
£145,000 to hundreds of good causes across 
our region through our Community Chest Fund
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Community Chest

Applications must cover one or more of 
the following:
• Water related/environmental 

improvement schemes
• Projects helping the young, old or 

disadvantaged
• Be from South East Water employees 

for community groups  or charities they 
are involved with outside of work  

• Group rather than from an individual
• Be of benefit in the South East Water 

supply area

We are looking to refresh the programme for 2017/18 and encourage more social media interaction
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Charity Challenge Fund and Charity Days

• We provide contribution to employees 
wanting to take on a challenge for charity 
towards their entry fee

• We hold regular dress down and cake 
bake days

• A Christmas shoe box appeal for troops

• Christmas hamper for local vulnerable 
people identified by our customer care 
team

• Donations for parcel deliveries at work

• Employees efforts recognised via the 
“Star Giver” award at our employee 
recognition event
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WaterAid

Our key charity of choice - WaterAid was 
originally set up by water companies

We support through employee initiatives (last 
year a number of employees completed the 
Severn Trent Mountain Challenge)

Joining in with their campaigns (like the “Me 
as a Girl” photographed)

Including promotional material in with 
customer bills



• Management development programme 
across all levels

• Award winning ‘Perfecting Performance 
Programme’ specifically targeting at front 
line management

• Senior management programme 
supported by external specialist 
consultancy
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Developing our people



• New strategy developed with a strong 
focus on wellbeing

• Two key pillars:
• Safe people
• Safe working

• Range of wellbeing initiatives promoted 
through our intranet

• ‘Wellbeing champions’ within each 
department
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Health, safety and wellbeing



• Silver accreditation for Investors in People
• Staff engagement

• Active staff council
• Regular staff surveys
• ‘Pipe up’ ideas scheme

• Range of employee benefits
• Excellent pension provision with ‘Pension SalSa’ (a tax 

efficient salary sacrifice scheme)
• Life assurance
• Health shield (health scheme which pays for day to day 

health expenses)
• ‘Perks’ a range of shopping discount options
• Employee Assistance programme (allowing staff to obtain 

free counselling)
• Bike to work scheme
• Opportunity to buy or sell annual leave
• Child car vouchers
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Employee engagement and benefits



DD Month YYYY

Governance



• Board management
• SEW’s corporate governance code allows for continuous review and enhancement of its governance 

framework to achieve best practice
• The corporate governance code also seeks to support improved monitoring and transparency and to 

increase consideration of ESG issues
• The board composition is in line with Ofwat’s guidelines with independent non-executive directors being 

the single largest group on SEW board

• Financial management
• Reflecting the requirements of the corporate governance code, an audit and risk committee is in place 

has been set up to assist the Board in reviewing matters of significance in relation to financial reporting
• The committee is comprised of three non-executive directors including Marissa Szczepaniak as a 

representative of the shareholders
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Governance and assurance



• Ofwat assessment in relation to the information 
companies publish about their performance

• Ofwat rate each company depending on the 
quality of the information they publish and the 
governance and assurance approach the 
company takes

• In 2016 assessment SEW moved into the highest 
category of self assured and rated top across all 
water companies – we maintained our self-
assurance rating in 2017.
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Company monitoring framework
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