
Board Engagement Programme

Observations made via the Board Engagement Programme feedback:

1. Board saw the advantages of having a set of utility sector common codes

2. Board noted the need for omni-channel communication ("recognising that our customer base spans from social 

media and IT savvy to those who do not have mobile phones or internet access, plus possibly hearing and language 

difficulties")

3. Board recognises it would be useful to attend vulnerability events to further understand the work we do

4. Board suggested we need to think  "differently about how we present our bills in a way that doesn’t overwhelm 

customers and focuses more on what they need from us and not what we want to tell them"

5. Board noted the advantages of further communicating the amazing work of the Customer Care Team (x4 

recommendations for this)

6. Board supported the use of Recite Me on the website 

7. SEW needs to present more on tariffs and services at vulnerability events

8. The company needs to up the profile of our activities as a Responsible Business in Corporate Social 

Responsibility and Environmental Social & Governance

9. To post more photos on social media during incidents to help customers see the scope of the work being 

undertaken

10. Support of CAG recommendation to assign a Vulnerability Champion (x2 recommendations for this)

11. Recommendation to provide details of our services as a follow-up and a summary of activities done to date to 

leave a positive impression with stakeholders involved in CAG workshops

12. Need targeted stakeholder engagement as well as clear benefits for stakeholders from the engagement

13. "We need to continue to build on the improvements made in how we process information from the field and 

communicate in a pro-active way with customers “in real time” and via modern and innovative media channels" 

Summary of Jan - Jun 2018 activity

Comment / Action

1. SEW to be involved in the development of PSR code alignment across energy and 

water

2. SEW to ensure Vulnerability Strategy includes provision of omni-channel 

communications

3. Board members have attended 10 vulnerability events so far to understand the work 

of the Customer Care Team with further events planned and ongoing. Board also 

appointed it's own shareholder Vulnerability Champion

4. Ensure bills are continually reviewed for customer understanding and appropriate 

message delivery. 

5. Ensure the Vulnerability Strategy includes promotion of the work done in the area

6. SEW to continue with the development and promotion of Recite Me on the company's 

website. 

7. The presentations have since been updated and we also regularly present our services 

to smaller venues

8. The Board now have a Board Corporate Social Responsibility Committee, chaired by a 

Non-Executive Director

9. Use of photos now part of social media strategy during incidents

10. Vulnerability Champion being appointed

11. We plan to provide a copy of our completed strategy to stakeholders who attended 

the workshops and continue to build on our relationships with them

12. Intend to provide stakeholders with pre and post potential benefits for future events

13. Now included in the ongoing engagement strategy

After attending events we asked the Board:

- How would you rate the helpfulness and attitude of the employee/s?

- Were there any barriers to the customers receiving a 5 out of 5 service?

- How could the customers' experience have been improved?

- What insight have you gained to help the board's strategic objectives?

- How would you rate the customers' experience of South East Water based on what you have seen/heard?

- Did you find the event useful to understand company operational challenges from the perspective of the customer?



Board Engagement Programme

Key words used by the Board

to describe the SEW teams:

9
PR19 Customer 

research events 

attended

Other key observations:

* The Board have positively referenced and are supportive of the IT systems in place in the contact centre:

"The CRM system was an important aid to our operatives in dealing positively with customers"

"The IT systems appeared well integrated to enable our operatives to have rapid access to all relevant information and hence to be able to deal well 

with customer issues."

*A need for further promotion of the work of the Customer Care Team is a common theme in the feedback:

"the potential (vulnerability) need is very high and there is a question in my mind as to whether everyone who needs help gets it."

*Board members that attended the CAG Vulnerability Stakeholder Research Workshops and the Responsible Business Workshops were  

supportive of the research.

*Board members have been able to see teams dealing with incidents first-hand and feedback has been very positive:

"Information on the web site was updated regularly with helpful information and while some customers were upset by the loss of supply, complaints 

were dealt with very professionally"

"I spent time with the digital media team and thought they did a good job of communicating with customers during a difficult time"

*Feedback for a customer Open Day has been very positive:

"my interest was ... to see first-hand the customer experience from the open day. Frankly it was brilliant"

"Overall I was impressed by the very positive reaction from the visitors who clearly appreciated the transparency of SEW’s approach"

*The handling of negative customer feedback for 'One Bill' was supported during a 5 out of 5 team visit:

"given the scale of the Southern One Bill challenge I am not surprised that there have been a few issues of this nature"

Feedback quotes about staff:

"Staff really care about the customer experience"

"I particularly enjoyed spending time with the team, hearing about their 

roles, and their passion for serving our customers"

Staff "showed a balance of confidence and compassion towards 

customers"

"If you get onto the radar of the Customer Care team, I think you are in 

a good pair of hands"

"We visited a day after the chaos of the Beast from the East and 

everyone was in really good spirits and clearing a backlog of customer 

contacts"

"everyone I met was very committed and engaged and clearly 

concerned to deliver the highest level of customer satisfaction"
Other events 

include a Customer 

Open Day and the 

Know h2ow Awards 

with schools

24
Board 

engagement 

events

attended 

7
Contact centre

team visits

All 6 Vulnerability Sub-Group 

meetings attended by shareholder 

Vulnerability Champion

Summary of Jan - Jun 2018 activity cont.

10 Vulnerability

meetings/

events 

attended

5
Main CCG

meetings 

attended by 

Board members


