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1 Introduction 

At the time of writing, South East Water is developing their 2020 - 2025 Business Plan, of which the 

Vulnerability Strategy will be a key component.  The Vulnerability Strategy specifically focusses on 

ensuring that South East Water’s business planning delivers the right services to the right customers 

at the right time. The Strategy must ensure, as far as possible, that South East Water’s approach and 

services are inclusive both now and in to the future.  

South East Water’s aims for their customers in vulnerable circumstances are as follows:  

 To ensure we understand the needs of customers in vulnerable situations; 

 To ensure customers in vulnerable situations are adequately supported in line with those 

needs, especially in times of service failure; 

 To ensure our services and support remain in line with the changing future needs of 

customers in vulnerable situations; 

 To understand the range of vulnerability risk factors that may mean that our services is 

not always accessible to all; 

 To understand what the barriers are to customers in vulnerable situations being able to 

fully access our services; and 

 To ensure we can access and engage with hard to reach groups so that all customers’ 

voices are heard and acted upon.  

South East Water intends to achieve these aims through the development and delivery of the 

Vulnerability Strategy. The company recognises that working with key stakeholder agencies is crucial 

to achieving this. It would like the Vulnerability Strategy to be a living document that, whilst currently 

being drafted in order to submit to Ofwat, will evolve over time with further input from stakeholders.  

This paper sets out a viable approach to stakeholder engagement, designed to ensure effective 

completion and delivery of the Vulnerability Strategy and future strategies and ultimately to ensure 

that the needs of South East Water’s vulnerable customers are met in relation to their water services.  

The recommendations for stakeholder engagement presented in this report are based on six months 

of research undertaken by CAG Consultants, also taking into consideration South East Water’s 

overarching aims for stakeholder engagement, as set out in section 2.1 and the principles of 

stakeholder engagement as stated in the AA1000 Stakeholder Engagement Standard 2015, set out in 

section 4.1.  
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2 Background 

2.1 South East Water’s objectives for stakeholder engagement 

South East Water recognise that effective stakeholder engagement is crucial to achieving their vision 

for the company “to be the water company people want to be supplied by and want to work for” and 

in achieving Ofwat’s vision for the sector whereby, “customers and wider society have trust and 

confidence in vital public water and wastewater services”.  With this in mind South East Water have 

developed a set of engagement aims to ensure that they deliver their vision and strategic objectives in 

collaboration with their customers and stakeholders. The aims can be summarised as follows:  

 To support and inform the achievement of our vision and strategic objectives; 

 To put customers and communities at the heart of the way we run our business today and in 

the future; 

 To ensure all groups of customers, including those in potentially vulnerable situations have 

their voice heard; 

 To improve two-way communication, to build trust and legitimacy - and ultimately customer 

satisfaction; 

 To understand the diverse and changing needs, requirements, priorities and attitudes of our 

customers; 

 To understand the different views of our customers and how they relate to our public interest 

responsibilities; 

 To ensure we use all insight from our conversations with customers - from specific research, 

through to our daily interactions and from all areas of our business; 

 To continually investigate and implement new ways of working with our customers to deliver 

our shared goals; 

 To develop a business plan that puts customer needs and satisfaction at the heart of what we 

do, reflecting what our customers want, when they want it and at a price they are willing to 

pay; 

 To evidence how we have collaboratively worked to achieve our vision and strategic 

objectives; and 

 To embed engagement within business as usual processes so that the strategy is adaptive and 

changes as we learn and as expectations change. 

Furthermore, South East Water believe that their approach to stakeholder engagement must engage, 

build trust and be centred around co-creation (i.e. customers and stakeholders helping them define 

the service, and where appropriate co-delivery where customers and stakeholders work with South 

East Water in the delivery of elements of the service).  

2.2 Developing the vulnerability strategy 

CAG Consultants were contracted by South East Water in January 2018 to facilitate the stakeholder 

engagement element of the development of their Vulnerability Strategy.   
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The Vulnerability Strategy has been developed using a co-creation approach.  The intention was that a 

co-creation approach would ensure that the actions set out in the Vulnerability Strategy are targeted, 

effective and efficient. Furthermore, this approach means that the correct processes and relationships 

are in place to continuously review the Strategy and ensure it remains fit for purpose for future 

customers who may find themselves in vulnerable circumstances. Finally, it should ensure that the 

Strategy is effectively delivered, which relies on a strong working relationship with a range of key 

stakeholders.  

CAG Consultants were employed to undertake a qualitative and multi-faceted approach involving:  

• Data gathering, including focus groups with South East Water’s Customer Care Team (CCT) 

staff, phone interviews and face-to-face visits with customers in vulnerable circumstances, and 

phone interviews with stakeholder agencies that work with people in vulnerable 

circumstances; 

• An initial set of stakeholder workshops with representatives of third-party stakeholder 

agencies that work with people in vulnerable circumstances; 

• Further data gathering involving a stakeholder mapping exercise plus further phone and face-

to-face interviews with customers in vulnerable circumstances who were affected by the water 

outage in late February and early March 2018; 

• Drafting a set of recommendations and collating South East Water’s responses to them; and 

• Further data gathering and testing of these recommendations through a second set of 

stakeholder workshops and another focus group with CCT staff. 

The outputs from all of these steps directly informed the drafting of the Vulnerability Strategy.  

2.3 Co-creation  

South East Water viewed co-creation as fundamental to the development and implementation of the 

Vulnerability Strategy. Co-creation draws on a range of perspectives of key stakeholders in order to 

inform the process, and ultimately design and create a product. It focusses on customer experience 

and interactive relationships and allows for a more active involvement of key stakeholders, with a view 

to reaching a mutually valued outcome. 

Co-creation has emerged largely due to multiple developments, including the mainstream adoption 

of internet technologies, the movement towards services and experiences, a more open approach to 

innovation and the growth of social and collaboration practices. Whilst these are relatively recent 

developments, co-creation is not an entirely new concept, having evolved in part out of the notion of 

co-production, however it was Prahalad and Ramaswamy (2004) that were the trailblazers of co-

creation, describing it as: 
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 “The joint creation of value by a company and other stakeholders, and in particular 

consumers who work with the company to co-construct the service experience to suit 

his or her preferences” 1  

Co-creation ultimately blends the ideas of key stakeholders (both end users of the product and other 

relevant parties) to create new ideas for the company, exploring both the existing challenges and the 

potential solutions.   

South East Water recognises that co-creation must remain a central tenet in delivering the 

vulnerability strategy, and therefore forms a central theme to the recommendations for stakeholder 

engagement within this document.  

3 The stakeholders 

Naturally, a key element of stakeholder engagement is identifying who the stakeholders are. CAG 

Consultants undertook a thorough stakeholder mapping exercise in order to develop a database of 

stakeholder contacts for South East Water. Before this was done a stakeholder mind map was 

produced, to inform the stakeholder mapping, as demonstrated in Figure 1 below.  

The categories of stakeholders are as follows:  

 Customers 

 Government 

 Other public sector 

 Housing providers 

 Utilities 

 Health 

 Charities 

 Community groups 

 South East Water  

 

Figure 1 Stakeholder mind map  

                                                      

1 Prahalad C.K. and Ramaswamy V. (2004) The Future of Competition: Co-creating Unique Value with Customers, 

Harvard Business School Press, Boston MA 
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Using the stakeholder mind map, the database was sorted into categories, with details of 

organisations and key contacts within those categories, operating in the areas covered by South East 

Water.  

The stakeholder mapping exercise provided a broad range of key stakeholders (over 950 in total) who 

were contacted and invited to participate in the research. The input of those who responded has 

informed both the Vulnerability Strategy itself and the recommended approach to stakeholder 

engagement as set out in this document. The stakeholder agencies that participated in the 

development of the vulnerability strategy are set out in Appendix 1. 

South East Water’s continued stakeholder engagement will require ongoing work to further develop 

the stakeholder database, building on existing contacts who can identify additional stakeholders. The 

identification of existing stakeholder panels and forums should also be undertaken, which would 

provide a useful vehicle for South East Water to reach stakeholders and disseminate information. The 

geo-mapping undertaken by CAG Consultants, which maps council coverage of the South East Water 

area, could also be developed to include key stakeholder agencies.  

4 Methods for stakeholder engagement with key stakeholders  

4.1 General principles 

In any stakeholder engagement activity, we recommend that the following principles2 are followed: 

                                                      

2 As outlined in AA1000 Stakeholder Engagement Standard 2015 https://www.accountability.org/wp-

content/uploads/2016/10/AA1000SES_2015.pdf 
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 Inclusivity - stakeholders should have a say in the decisions made by South East Water that 

impact on them; 

 Materiality – South East Water should identify and be clear about the issues that matter; and 

 Responsiveness – South East Water should act transparently on material issues. 

We recommend that South East Water invests in building relationships with the key stakeholders we 

have identified (and other stakeholders that South East Water identifies), with the objective of 

generating a symbiotic and productive long-term working relationship.  

Stakeholder engagement should be mutually beneficial to both South East Water and the 

stakeholders themselves.  Consideration needs to be given to how the stakeholders will benefit from 

the engagement process as well as how South East Water will benefit.  For example, the engagement 

may help stakeholders to meet their core objectives more efficiently.  However, South East Water must 

recognise that many third sector stakeholders in this field will be facing budgetary constraints and 

may be struggling to adequately resource their services.  We therefore suggest that South East Water 

considers offering some form of support to key third sector organisations with whom South East 

Water wishes to work. 

In order to achieve meaningful and successful engagement it is crucial that there is an understanding 

of the following:  

 Why the organisation is engaging (the purpose); 

 What issues to engage on (the scope); and  

 Who needs to be involved in the engagement (the stakeholders). 

Each strand of stakeholder engagement should be delivered against these three considerations of 

who, why and what as shown in  

Figure 2  below.   
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Figure 2 - Purpose, scope and 

stakeholders (from AA1000 

Stakeholder Engagement 

Standard) 

 

 

 

 

 

 

Whilst working with the stakeholder agencies on the development of the Vulnerability Strategy, three 

key areas of work were identified whereby South East Water will engage with the stakeholder 

agencies; these are:  

 Strategy development (both the Vulnerability Strategy and future strategies and policies); 

 Day to day operations; and 

 In the event of an incident. 

The following sections of this document set out these three areas of work, with each one addressing 

the three questions of why, who and what that are central to achieving successful stakeholder 

engagement.  

4.2 Strategy development 

4.2.1 Why? 

 To ensure that the actions listed in the Vulnerability Strategy are targeted, effective and 

efficient; 

 To develop appropriate processes and relationships to enable regular reviews of the strategy 

to ensure it remains fit for purpose going into the future.  

4.2.2 Who? 

Strategy development should include a broad range of stakeholders (as outlined in the stakeholder 

mapping diagram, Figure 1). 
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We recommend that a stakeholder panel is established to oversee this strand of engagement (and 

potentially day-to-day operations), comprising representatives of each of the key categories of 

stakeholders including: 

 Staff – a representative from the Customer Care Team; 

 Customers – we suggest that the panel includes three or four customers who represent 

different categories of vulnerability.  These customers should be offered some form of 

remuneration for their time to attend the panel meeting; 

 Utilities; 

 Housing providers; 

 Health sector; 

 Local government; 

 Community groups; 

 Charities: 

o Advice; 

o Age related; 

o Disability; 

o Financial; 

o Health (physical and mental); and 

o ‘Other’ such as language, bereavement, ex-offender. 

This panel could also provide input as and when South East Water develops other policies and 

initiatives that are related to vulnerability. 

In addition to the panel, all stakeholders should be given the opportunity to comment on the draft 

Vulnerability Strategy or to provide comments on future iterations of the Strategy.   

This would include: 

 All third-party stakeholders participating in the 2018 stakeholder workshops and interviews; 

 Customers, particularly those on the PSR and/or in receipt of one or more of the services 

South East Water offers to vulnerable customers; and 

 Staff, particularly the Customer Services and Customer Care Teams. 

4.2.3 What and when? 

Vulnerability Strategy Stakeholder Panel  

 The panel should be invited to review progress in terms of finalising the initial Strategy and to 

consider progress against the action plan, as well as to discuss any updates to the action plan.  

We suggest that this takes place through a face-to-face panel meeting, taking place every six 

months initially, moving to annual reviews of the strategy after the first three or four sessions.   

 Reviews should focus on assessing progress, recommending changes, and maintaining 

engagement with stakeholders.  They could include sessions to enable individual panel 
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members to feed back to the panel their experiences in terms of delivering against the action 

plan.  

All stakeholders 

 An invitation to feed into the draft Strategy should be sent out (for example via a web form, 

via a reply-paid slip provided with customers’ bills or via a survey): 

o With clear information included within the Strategy on what South East Water does 

and can offer; 

o With a one-page summary of the document and what it means for stakeholder 

agencies created and provided alongside the full strategy; 

o With an easy-to-read summary of the Strategy that is suitable for customers, which is 

highly visual with no jargon and no more than four pages long. This should be made 

available to all, but sent out to all those on the Priority Services Register and who 

took part in the interviews that informed the development of the initial Strategy; 

In particular, it is important that all stakeholders involved in the Strategy development are given the 

opportunity to comment on the draft strategy (the stakeholder spreadsheet indicates which 

organisations were involved).  The Strategy should be actively disseminated to stakeholders, if 

possible through briefings provided at existing stakeholder forums and groups and through virtual 

meetings where appropriate. 

Once the initial Strategy is published, an open invitation to comment on the Strategy and its future 

iterations should be disseminated (we have assumed that the strategy will be updated on an annual 

basis). This could be through providing the strategy on the company’s website with a form to submit 

comments, through sending out the (highly visual) summary of the strategy to all customers on the 

Priority Services Register, and/or through undertaking surveys with stakeholders asking for feedback 

on particular aspects of the Strategy.  

 

4.3 Day-to-day operations 

4.3.1 Why? 

To raise awareness of and increase sign up to South East Water’s services through promotion via 

trusted agencies and potentially through enabling certain agencies (such as Citizens Advice) to 

directly sign up customers to South East Water services.  

4.3.2 Who? 

Agencies offering support to customers on issues related to vulnerability such as: 

 Housing providers (local area staff, not just management); 
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 Health professionals; and 

 Organisations offering advice and support in related areas such as Citizens Advice, and those 

related to age, health, financial issues, disability, language, bereavement. 

4.3.3 What? 

The South East Water CCT already undertake a considerable amount of stakeholder engagement 

through providing briefings to relevant organisations and through their outreach activities. 

There is scope (subject to sufficient resources) for this activity to be expanded to include a wider 

range of stakeholders and with broader geographical coverage (we understand that, historically, there 

has been more engagement in the areas around South East Water’s office, though we understand that 

the team has recently been more actively engaging organisations in other areas of South East Water 

operations).  Agencies can help enable the CCT outreach activities in their area, e.g. brokering 

introductions to relevant activities happening locally.  

We also understand that there is already some two-way referral of customers, with South East Water 

referring some customers to other agencies for help and support as needed.  There is potential for 

this to be expanded and made more systematic so that staff have information on the full range of 

help and support that is available to customers in different areas.  As well as being a valuable service 

to customers, this would also alleviate pressure on the CCT who report that, for some vulnerable 

households, they sometimes feel as though they are having to act as social workers.   Ideally, staff 

would have access to a searchable database into which they can put a customer’s postcode and 

details of their needs to find out which agencies can provide support in this area.   

In addition to the above, we also suggest the following activities: 

Stakeholder mapping 

An initial stakeholder mapping exercise has been undertaken (see section 3 above) and we 

recommend that this is built upon, using GIS as appropriate. Stakeholder mapping should be seen as 

an ongoing process, building on existing contacts to direct you to further contacts.  

Resources and referrals 

 The creation of an advice pack, designed for organisations that advise and support vulnerable 

customers, provided (in both hard and electronic copy) to relevant stakeholders and which 

includes detailed information on all the South East Water services, as well as simple flyers that 

can be displayed in suitable locations and distributed to customers explaining what is on offer 

and how to access the support.  

o This should be co-produced with stakeholder agencies to ensure it is relevant and 

accessible to their customers; this is something that the strategy panel could become 

involved in.  
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o Agencies should be encouraged to refer customers that need support across to South 

East Water.  Some agencies (such as Citizens Advice) could potentially directly sign up 

customers to South East Water services. However, these organisations are all 

resource-constrained so this may require some funding or in-kind support from 

South East Water.  

 The development of a video explaining South East Water bills and services which agencies can 

disseminate to their customers. This can be provided via the South East Water website and 

also via YouTube.  

Point of contact and communication 

 The creation of a single point of contact at South East Water for third party stakeholders with 

direct dial to help build relationships.  

 The development of a log-in section of the South East Water website for agencies, where they 

can: 

o Download PDFs of leaflets and information videos to disseminate to their customers; 

o Discuss issues with other members of the forum; and 

o Validate particular customers being referred for support. 

 The set-up of a regular newsletter to be sent to relevant stakeholders providing updates on 

South East Water Services and case studies of how stakeholders are successfully working in 

partnership with South East Water, with information that can be cut and pasted to be included 

in communications that stakeholder agencies send to their customers. 

Training and skills sharing 

 The offer of training or drop in sessions from South East Water to third party agencies on how 

the CCT works, what South East Water services are available to vulnerable customers and the 

eligibility criteria for each.  

 Where possible, South East Water staff to attend training offered by third party agencies on 

e.g. identifying vulnerability and supporting particular categories of customer.  South East 

Water staff could also ‘shadow’ agency staff so that they better understand how these 

agencies work and the needs of their customers. 

 Consider offering ‘life skills’ training for customers in partnership with stakeholder agencies to 

help customers better understand their bills and how to budget for them. 

Supporting customers in arrears 

 Establish a system to quickly refer customers who are late in paying their South East Water bill 

to appropriate sources of help, e.g. to agencies offering financial support and advice. 

Data 

 Set up data sharing agreements with third parties to enable information on vulnerable 

customers and their needs to be shared where necessary.  
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Accessing new households 

 Work with housing providers, estate agents and letting agents to access new householders 

and ensure they have the information they need about South East Water bills and services.  

Testing incident plans 

 Work with partners to undertake test runs in terms of how to respond to an incident, 

involving incident drill and training. 

4.4 In the event of an incident 

In terms of water supply, ‘incidents’ typically fall into one of the following categories: 

 A water outage, where water supply is cut off to one or more properties for a period of time;  

 Water quality issues that impact their water supply (whereby customers have water at their 

tap but would be issued advice to boil their water or not to drink the water); or 

 Flooding from burst pipes.  

4.4.1 Why? 

To enable vulnerable customers who are at risk in any way during an incident to be identified and 

assisted as necessary and in a timely manner.  

4.4.2 Who? 

Organisations that have face to face contact with vulnerable customers.  This could include: 

 Health sector – GPs, district nurses, community health workers  

 Parish councils 

 Neighbourhood Watch groups 

 Local community groups and charities 

 Resilience forums 

 Emergency services. 

4.4.3 What? 

We recommend that South East Water works with representatives of some of the relevant 

organisations to jointly agree a contingency plan and partnership working arrangements with key 

third parties during different types of incident.  This plan should include: 

 Proposals to engage with relevant agencies to find out who would be able and willing to help 

during an emergency, what help they could offer and what they would need from South East 
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Water; plus plans to keep this information, which should include out of hours contacts, up to 

date; 

 The development of an effective communication system that will enable third parties to be 

notified of and kept up to date about an incident that occurs in their ‘patch’.  This should 

include regular updates and likely timeframes.  Communication should be provided via the 

website but also through other mechanisms such as social media, emails, phone calls and 

texting; 

 A single point of contact for third party organisations to liaise with during an incident; 

 Information on vulnerable premises (not just customers) – such as those where services to 

vulnerable groups are provided (such as lunch clubs for the elderly) where support may be 

required during an incident;  

 Provision of information on how customers can be supported to increase their resilience by 

being prepared (for example by keeping a stock of bottled water in the home and/or 

installing water butts), and what action they should take during the incident; and    

 Data sharing agreements to enable details of vulnerable customers to be shared during an 

incident so that South East Water and third parties can provide support as efficiently as 

possible. In addition, staff should be familiar with what happens about data protection issues 

during an emergency, when a key principle should be that, “Emergency responders’ starting 

point should be to consider the risks and the potential harm that may arise if they do not 

share information.”3 

 

  

 

Appendix 1  

The following table sets out all the stakeholders that participated in the co-creation of the 

vulnerability strategy.   

Organisation Job title Vulnerability category* 

  Financial Disability Medical Ag

e 

Personal 

LOCAL GOVERNMENT 

East Sussex County Council Councillor x x x x x 

                                                      

3 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/60971/data_p

rotection_handout.pdf  

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/60971/data_protection_handout.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/60971/data_protection_handout.pdf
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Organisation Job title Vulnerability category* 

  Financial Disability Medical Ag

e 

Personal 

East Sussex County Council 
Adult Social Care and 

Health 
 x x x x 

East Sussex County Council 
Locality Link Worker 

x2 
x x x x x 

Mid Sussex District Council 
Environmental Health 

Officer 
x x x x x 

Wealden District Council  Equalities Officer x x x x x 

Bracknell Forest Council  

Adult Social Care & 

Housing, Bracknell 

Forest Council  

x x x x x 

Basingstoke & Deane 

Borough Council  

Resettlement & 

Support Co-ordinator 

x2 

x x x x x 

Kent County Council  

Operational Support 

Unit, Adult & Social 

Care & Health 

 x x x x 

Kent County Council  Safeguarding officer  x x x x 

Kent County Council  
Localities Support 

Officer 
 x x x x 

Sevenoaks District Council HERO officer  x x x x 

Sevenoaks District Council 

Deputy Portfolio 

Holder for Housing & 

Health 

x x x x x 

Lenham Parish Council Councillor x2 x x x x x 

Peacehaven Town Council  Deputy Mayor x x x x x 

Crowborough Town Council Councillor x x x x x 

Oakley & Deane Parish 

Council 
Parish Clerk x x x x x 

Crondall Parish Council Parish Clerk x x x x x 

OTHER PUBLIC SECTOR 

Kent Fire and Rescue Service 

Project Support 

Officer, Prevention 

and Protection 

 x x x  
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Organisation Job title Vulnerability category* 

  Financial Disability Medical Ag

e 

Personal 

Kent Fire and Rescue Service 
Home Safety Team 

Leader 
 x x x x 

Kent Fire and Rescue Service 
Team Leader – Home 

Safety x2 
 x x x x 

Kent Fire and Rescue Service 
Admin Support 

Officer 
 x x x x 

Kent Resilience Team 
Senior Resilience 

Officer 
 x x x x 

Surrey CC Fire Service Prevent Team x2  x x x x 

Surrey Fire & Rescue Service 

Crew Commander 

Community Risk 

Reduction team 

 x x x x 

East Sussex Resilience and 

Emergencies Partnership 

Emergency Planning 

Officer 
 x x x  

Hampshire Constabulary Superintendent  x x x x 

Hampshire Constabulary Chief Inspector  x x x x 

HOUSING PROVIDERS 

Clarion Housing Group 
Tenancy Sustainment 

Team Leader 
x x x x x 

Golding Homes Project Assistant x x x x x 

Golding Homes 
Tenancy Welfare 

Office 
x x x x x 

Hyde Housing 
Successful Tenancy 

Advisor 
x x x x x 

Sovereign Housing 

Association 

Housing Coordinator 

x2 
x x x x x 

Bracknell Forest Homes Money Advisor x     

Clarion Futures Money 

(Clarion Housing Group) 

Financial Inclusion 

Manager 
x     

MHS Homes 
Tenancy Support 

Team Leader x2 
x x x x x 

MHS Homes 
Tenancy Support 

Officer x2 
x x x x x 
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Organisation Job title Vulnerability category* 

  Financial Disability Medical Ag

e 

Personal 

Town and Country Housing 

Group 

Money Support 

Officer x2 
x     

Stonewater Housing 
Tenancy Services 

Officer 
x x x x x 

THIRD SECTOR 

Citizens Advice Bureau 

(Ashford) 
Debt Case Worker  x     

Citizens Advice Bureau 

(Ashford) 
Trainee Debt Advisor  x     

Citizens Advice Bureau 

(Basingstoke) 

Local Welfare 

Assessor  
x     

Citizens Advice Bureau 

(Hampshire) 
Chief Executive x x x x x 

Citizens Advice Bureau 

(Rushmore) 
Supervisor x x x x x 

Age UK 
Information & Advice 

Development Advisor  
   x  

Age UK (Faversham & 

Sittingbourne) 

Information & Advice 

Office  
   x  

Maidstone Mobility Team, 

Guide Dogs 

Business Support 

Manager & Schools 

Ambassador 

 x x   

Making a Difference, 

Maidstone 
Operations Manager x x x x x 

Alzheimer’s Society, Kent & 

Medway  

Dementia Support 

Manager 
  x x  

Alzheimer’s Society, Kent & 

Medway 
Day Centre Manager   x x  

Christians Against Poverty Region Leader, SE x     

East Sussex Credit Union 

Business 

Development 

Manager 

x     

Rotherfield St Martin Charity Manager   x x x 

Community Stuff CIC Director x x x x x 

Seaside Community Hub Director x x x x x 
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Organisation Job title Vulnerability category* 

  Financial Disability Medical Ag

e 

Personal 

Community Energy South Director x x x x x 

Energise Sussex Coast Director x x x x x 

Age Concern (Hampshire) 
Information & Advice 

Manager 
   x  

OTHER       

Herringtons Solicitors Solicitor, paralegal   x x  

California Public Utilities 

Commission 

Chief Internal Auditor  
    

Leicester Law School Academic      

* Based on CAG’s understanding of the participants’ roles 

 


